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make a good 
impression

As the saying goes “You only get one chance to make a first impression.” This 
ebook will go into the importance of your help desk and the importance of 
quality customer service. Your customer’s impression of you is the reality you 
live in. It is not about how much you do for them, it is about their perception of 
what you are doing for them. If your help desk is consistently providing quality 
service you will find that your relationship with your customer and your  
retention of those customers will improve greatly. 

“It takes 12 positive experiences to make  
up for one unresolved negative  

experience”

Source: “Understanding Customers” (pre 2010) by Ruby Newell-Legner



TWO
speedy problem 

resolution

We have all seen the power of social media and word of mouth to elevate or 
demolish a brand. Today your customers are more connected than ever and 
it is very easy for them to share a bad help desk experience to hundreds or 
thousands of people online. Make sure you are taking the time to completely 
address unhappy customers and doing everything you can to remedy the  
situation. It’s not only worth keeping that customers business, but also  
avoiding any negative exposure.

92% of service tickets answered within  
8 minutes 

Source: Australian MSP IT Easy Does It All for SMBs (2011) Case Study by N-able Technologies
Available at: http://bit.ly/n-ablecasestudies



THRee
improve customer  

satisfaction

With so many companies viewing the help desk as a cost that they must 
minimize, the majority of customers are receiving average-to-poor support. 
You have the opportunity to delight your customers every time they call you, 
increasing their satisfaction and as a result their retention and through life 
revenue. Your whole team needs to understand the value of the help desk 
and be empowered to go above and beyond delivering your customers a 
great experience.

“Nearly 70% of US consumers report an  
unsatisfactory service interaction during the 

past 12 months.”

Customer Service Solutions For Small And Midsize Teams (2014)  
by Forrester®



FOuR
meet slas

After signing the SLA, many customers will forget the specifics of response 
times. To them every major issue impacting their business should be your top 
priority. When you have more than one major issue going on sometimes you 
have to prioritize; however it is critical that your help desk respond to each 
customer to let know that they understand the situation and they are working 
to resolve it. If you have been consistently delivering great support, many  
customers will forgive you for occasionally needing to take longer on an issue.

“OfficeTeam cut their response times from 
country wide average of 8-12 hours to 2 

hours. Critical issues addressed within 15 min.”

OfficeTeam Blazes MSP Trail in Norway (2010), Case Study by 
N-able Technologies
Available at: http://bit.ly/n-ablecasestudies



Five
recycle  

expertise

As your business grows you will begin to look for ways to use systems 
and self-help offload the volume of calls to your help desk. Using an on-
line knowledgebase can greatly reduce the number of support calls. If you 
are experiencing a large volume of calls on any particular issue you should 
spend time to create a knowledgebase article for that issue. If customers 
can find the answer quickly and efficiently online, many users will resolve the 
issue themselves rather than pick up the phone.

“91% of customers say they would use an  
online knowledge base if it were available.”

Source: Service Providers Have an Opportunity to Substantially Reduce Call Center Traffic (2012) by Amdocs 
Available at: http://bit.ly/amdocs_report



Six
Contain your 

costs

While you are on your journey toward delivering a legendary help desk expe-
rience it is important to make sure that costs remain in check. This does not 
mean squeezing every last drop of efficiency out of every agent but rather 
evaluating how you do things and seeing if there are any ways to streamline 
your help desk. An online knowledgebase (mentioned above) is just one of 
many ways to run a more effective help desk.

“US contact centers spend $12.4 billion  
annually verifying the caller is who they say 

they are.”

Source: : The US Contact Center Decision-Makers’ Guide  
2014 (2014) Report by ContactBabel 
Available at: http://www.incontact.com/sites/default/files/resources/Con-
tact-Babel-US-Decision-Makers-Guide-2014-Whitepaper.pdf



Seven
spot trends

Think of your help desk as an early warning system for major business issues. 
If 10 customers are complaining about the same issue, then according to the 
above stat there are 250 other customers experiencing this issue and losing 
satisfaction with your service. If you pay attention to these trends and proac-
tively solve them you have a chance to delight your customers by solving a 
problem the majority of them had but never told you about.

“For every complaint expressed there are over 
25 unregistered complaints.”

Source: Customer Complaints and Types of Customers (2012) by Allen F. Wysocki 
Available at: http://bit.ly/AllenFWysocki 



eigHT
open the  

conversation

Always take the opportunity to ask your customer if there is more you can do. 
If you are genuine and friendly then you are going to uncover more issues that 
the customer has but they were reluctant to say at first. Going the extra mile 
to help customers overcome their technical or business challenges will drive 
satisfaction through the roof meaning higher retention and more referrals.

“Three in five (59%) consumers believe that 
companies ‘meet their expectations’ for  

customer service.”

Source: 2012 Global Customer Service Barometer by American Express
Available at: http://about.americanexpress.com/news/docs/2012x/axp_2012gcsb_us.pdf



nine
retain business

No one needs to tell you how important your customers are to your business. 
Your current customers keep the lights on and holding on to their business is 
top priority. Every customer interaction should leave them with a good expe-
rience. Even though they are upset over the issue they are having they can 
leave a call feeling like you care and are prioritizing their needs. Providing a 
consistently high level of service at your help desk is a powerful way to hold on 
to your customers.

“86% of consumers will pay up to 25% 
more for a better customer experience.”

Source: 2011 Customer Experience Impact Report by RightNow Technologies  
Available at: http://bit.ly/CustomerExperienceImpactReport



Ten
get customers 

talking

Customer feedback is one of the most valuable things to running a successful 
business. Make sure that above and beyond the initial support you provide you 
are able to gather useful information from your customers. You could be missing 
out on major issues that customers have but are staying silent on. Once you 
have collected feedback, good or bad, make sure you have systems in place to 
report on the specifics of what customers like and don’t like about your service.

“Your most unhappy customers are your 
greatest source of learning”

Business @ The Speed of Thought 
(1999) by Bill Gates, Founder of  
Microsoft



about help 
desk manager

Help Desk Manager based on the award  
winning Web Help Desk software®  

from SolarWinds 
 
Help Desk Manager has everything your team needs to take support requests, 
automatically escalate to other technicians and even keep the customer updated 
via email. HDM handles the tickets so you can focus on helping your customer.

No guesswork, measure  
your performance

Dashboard

Configurable Alerts Update Customer

Knowledgebase

Make sure a customer’s ticket 
is answered

Help your customers help 
themselves

Notifies your customer of a 
ticket’s progress



About N-able Technologies®

N-able Technologies by SolarWinds is the global leading provider of complete IT 
management, Automation, and MSP business transformation solutions. N-able’s 
award-winning N-central® is the industry’s #1 RMM and MSP Service Automation 
Platform. N-able has a proven track record of helping MSPs standardize and auto-
mate the setup and delivery of IT services in order to achieve true scalability. N-central 
is backed by the most comprehensive business enablement support services avail-
able today and the industry’s only Freemium licensing model. Thousands of MSPs 
use N-able solutions to deliver scalable, flexible, profitable managed services to over 
100,000 SMBs worldwide. With offices in North America, the Netherlands and  
Australia, N-able is 100% channel-friendly and maintains strategic partnerships with 
Microsoft, Intel®, IBM®, CA®, and Cisco® among others.

Visit n-able.com to sharpen your help desk skills

Whitepaper Case StudyVideo

want to learn 
more ?

https://secure.n-able.com/signup/?value=c2lnbnVwaW5mb2lkPTFjMDE1MjAyLTk1NTUtNDBiYS1hZDI1LWNmNWMwMzE2ODAwZA==
http://www.n-able.com/products/help_desk_manager
http://www.n-able.com/resources/case-studies.aspx
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