Know your customers
and their preferences
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Do they want | 85% of support

to resolve their organizations offer some type of
ISsues without tier 0 solution to end-users
contacting support?
Percentage of support organizations with each tool

FAQs | 46%

Password reset I 42%
Knowledge base I 42%

Incident history I 38%
Documentation library I 37% ‘;
Downloads (e.g., documents,
software patches, upgrades) I 34%
Personal profile updates I 16%

Self-diagnostic (ie. automated
determinations of error conditions) 7%

Self- heallng (i.e., automated solutions
based upon findings from system diagnostics) J 4%

Other Jz%
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52% of organizations
meet SLA/OLA
goals for at least

8 out of 10 of tickets
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3 Be proactive .

Top 5 areas of service management
used in support centers:
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o . . . .
68% of organizations use service management solutions
+ 19% are planning to implement or are currently implementing one

Wow them with
timely resolution

Industry Metrics

Average Time to Resolve (median)
Incidents: 8-24 hours
Service Requests: 1-2 days
First Level Resolution Rate (average)

Incidents: 67%
Service Requests: 62%

REMOTE CONTROL - used by more support organizations
than even incident management - allows for more timely and
cost-effective resolutions than dispatching technicians.

43<y of organizations are resolving more than
o half of their desktop support tickets

through remote support.

Let them know you care
Customers want to be heard. You should listen.

Customer feedback is most commonly collected
through survey invitations via email

with measuring
customer satisfaction with the support center
overall, only measured by 62% of organizations
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