
We all know that help desk staff members are of-
ten just trying to keep their heads above water 
with the constant and daily deluge of requests 
ranging from an uncooperative mouse to a logis-
tics error to a major database issue. Fortunately, 
if you create and implement service desk best 
practices, your staff will be able to operate with 
increased efficiency and your clients will appre-
ciate your improved customer service. Without 
further ado, we present to you the top 10 service 
desk best practices that will quickly show results 
for your help desk:
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TOP 10 HELP DESK BEST PRACTICES

Service desk best practices are those 
tried and true practices that will 

streamline your help desk processes and 
make your staff more efficient. While 
there are great IT help desk solutions to 
help with this process, the overall organi-
zation is a higher-level strategy that will 
be implemented from the top down. 

You’ll need to organize your information 
in an uncomplicated way that addresses 
the majority of your customers’ concerns 
easily. This is a great opportunity for your 
create easy to use FAQ sections and a 
searchable knowledge base. Yes, you and 
your staff know the intricacies of each 
problem, but your customers don’t. Make 
it easy for your customers to understand 
what the problem might be, along with 
easy to follow instructions for resolving 
the issue. If this database is easy to un-

derstand, you may feel like it is the best 
service desk best practice you’ll ever im-
plement because it will reduce call volume 
and provides customers with an easy, 
self-serve approach to answering com-
mon and simple questions. You can create 
a more in-depth knowledge base for your 
help desk support staff to include new so-
lutions, but your customers don’t need to 
have access to all that information. 

1. ORGANIZATION IS KEY
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2. HIRE THE RIGHT PEOPLE

Hiring can be exhausting, but taking 
the time to do it right means you’ll 

hopefully have to do it less often. While 
many people don’t realize it, service desks 
are in the business of customer service, 
which is why hiring the right personnel is 
even more important. The people work-
ing your help desk are often the only hu-
man connection between the customer 
and the company. You may be able to im-
plement service desk best practices and 
train them, but it’s also important to find 
staff who can handle stressful situations 
and crises with calm. Technical skills can 
be taught, but changing how people react 
may not be able to be as easily learned.

Customers are rarely happy to contact 
the help desk, so your staff will likely deal 
with unhappy people most of the day. This 
can have negative effects of staff morale, 

so it’s important to hire people who can 
handle these situations, as well as prop-
erly managing your staff to keep their mo-
rale up. As you interview candidates, ask 
them how they would handle a job that 
might adversely affect their morale. Af-
ter you do hire a candidate, monitor their 
confidence, manners, patience and other 
skills to assess how they will succeed in 
the position. This is also a great opportu-
nity for other service desk personnel to 
serve as mentors to new hires. While you’ll 
need help desk staff with strong technical 
skills, don’t forget to make sure your staff 
is also well-equipped with strong people 
skills.
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Calling the help desk is frustrating 
enough for some people, but if you 

haven’t implemented these service desk 
best practices, it can become a nightmare 
when the staff members can’t help you 
because they don’t have the knowledge 
or resources to do so. Think of employee 
training not just as an investment in your 
people, but also in your company and your 
customer service. Also remember that 
technology is changing in the blink of an 
eye, so that training session you sent peo-
ple to two years ago may be less relevant 
now, assuming it’s not already obsolete.

Your staff want to help people. That’s why 
they’re working at the service desk, but 
you need to help them by equipping them 
with up-to-date resources and education 
so they can provide solutions when the 
customer wants them - now! Aside from 
technical skills, it’s also valuable to include 
training about “softer” skills like custom-
er service, handling challenging custom-
ers and other service desk best practices 

for customers. When your company em-
braces ongoing training for your person-
nel, you’ll find that this service desk best 
practice really can pay you back.

3. INVEST IN YOUR PEOPLE WITH TRAINING
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4. MOTIVATE FOR GREAT MORALE 

Motivation comes in many differ-
ent shapes and sizes, and is often a 

very personal thing. While money is of-
ten seen as a motivator, most companies 
can’t just hand it out, which is why it’s so 
important to learn how to motivate your 
team. A great service desk best practice is 
to empower your staff to go beyond being 
technically savvy and strong in external 
customer service, to the point they actu-
ally become cheerleaders for each other. 
To achieve service desk best practices in 
an organization, every help desk worker 
must understand and appreciate the input 
of their co-workers. Your managers, and 
even those higher up, must consider the 
help desk staff to be critical to the organi-
zation. 

The strongest managers know what mo-
tivates their team members, both indi-
vidually and collectively. That might mean 
there’s a team competition to see who 
receives the most successfully completed 
resolutions, or it might mean a pat on the 
back when someone has resolved a par-
ticularly ugly complaint. It could mean a 
company-wide email goes out when your 
team has achieved a major goal. Bonuses 
and financial incentives are a great way to 
motivate staff as well, and can be as sim-
ple as a gift card to a local coffee shop or 
a free day off. These motivators really can 
make a difference and should be imple-
mented as one of your service desk best 
practices to improve employee morale. 
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We’ve all been on the end of the 
phone that needs help but gets 

stuck with an obnoxious recorded mes-
sage telling you that customer service 
isn’t available now and won’t be available 
until the customer is at work the next day. 
Problems don’t happen on schedule and 
they’re never convenient. If you’ve got 
a global customer base, a 24 hour a day 
help desk is expected and is one of the im-
portant service desk best practices if you 

want to keep your customers happy. You’ll 
also need to be flexible and in tune with 
the rest of the company. If marketing or 
sales is doing a big push, your service desk 
is likely to feel it. Be prepared to staff up 
or to offer overtime or extra support for 
staff when these things happen.

5. AVAILABILITY AND FLEXIBILITY
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6. BE A GOOD LISTENER

It sounds simple and something we 
should have learned in grade school, 

but as you put together your service desk 
best practices, don’t forget to tell your 
staff to listen. From a customer service 
perspective, your staff needs to hear what 
the customer is telling them to be able to 
resolve the problem. The customer also 
wants to know that the staff is actually 
hearing them and cares about resolving 
the problem. When you train new employ-
ees, it’s important that they understand 
that these service desk best practices 

aren’t just something you want them to 
learn, but something they need to imple-
ment to increase efficiency, improve job 
satisfaction and improve customer ser-
vice. All your help desk staff should know 
how to be an effective listener and under-
stand the main complaint to be resolved.
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Service desk best practices are those 
tried and true practices that will 

streamline your help desk processes and 
make your staff more efficient. While 
there are great IT help desk solutions to 
help with this process, the overall organi-
zation is a higher-level strategy that will 
be implemented from the top down. 

You’ll need to organize your information 
in an uncomplicated way that addresses 
the majority of your customers’ concerns 
easily. This is a great opportunity for your 
create easy to use FAQ sections and a 
searchable knowledge base. Yes, you and 
your staff know the intricacies of each 
problem, but your customers don’t. Make 
it easy for your customers to understand 
what the problem might be, along with 
easy to follow instructions for resolving 
the issue. If this database is easy to un-

derstand, you may feel like it is the best 
service desk best practice you’ll ever im-
plement because it will reduce call volume 
and provides customers with an easy, 
self-serve approach to answering com-
mon and simple questions. You can create 
a more in-depth knowledge base for your 
help desk support staff to include new so-
lutions, but your customers don’t need to 
have access to all that information. 

7. INVEST IN TOOLS FOR YOUR SERVICE DESK
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8. FIND THE RIGHT BALANCE OF TECHNOLOGY, 
TOOLS AND TALENT

As you work out your company’s ser-
vice desk best practices, you know 

that you have finite resources of people, 
technology and money. The best service 
desks know that different customers want 
different ways to talk to you. It might be 
email and IM or it might be phone calls. 
Your staff should be well equipped to 
handle all methods of communication, 
but focus your talent on what they’re best 
at, while still allowing for cross-training. 
Your help desk software may be perfect 
for your business today, but does it allow 
for room to grow next year or in 5 years? 
In service desk best practices, it’s im-
portant to plan for tomorrow while also 

creating a positive help desk software en-
vironment for your staff. Remember, it’s 
their job to find solutions for the custom-
er, not to wade through a difficult system. 
There’s a different help desk for that!
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In this technologically advanced age, 
there’s no reason not to keep re-

cords electronically. Aside from being 
more Earth friendly, it reduces the op-
portunity for a complaint to get lost in 
the shuffle. You can also train you staff 
to record more details as your imple-
ment electronic complaints so you can 
continue to refine your service desk best 
practices.  It’s also a great way to track 
the efficiency of your help desk. 

Find out what your customers think 
about your product and your service. 

This is an easy way to continue to build 
your service desk best practices through 
customer surveys. When you allow the 
customer to give input, you’ll be able to 
better rationalize your value to manage-
ment, as well as how to increase your 
budget or staff size for the next year. 
Surveys are also a great way to give rec-
ognition or to spot any potential issues 
before they become full blown problems. 

As your company implements service 
desk best practices, it’s always important 
for your staff to keep a positive attitude. 
Their reaction to customers, products 
and management is reflected in how they 
deal with your customers, so don’t forget 
to include in the development of these 
service desk best practices.

9. KEEP TRACK 
OF COMPLAINTS    
ELECTRONICALLY

10. TALK TO 
YOUR      
CUSTOMERS
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