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“On Demand Help Desk Solution”
The Challenge – Help Desks are a core part of any IT or professional services department.  However, addressing the problems and issues, selecting the right tools, and managing the Help Desk correctly can actually be a very daunting task.
The Help Desk is essentially a central point through which problems or issues are reported and subsequently managed and resolved.  It is an integral part of the service function, responsible for bringing resources together to address a problem or issue.  Help Desk users can be internal or external, making the function critical in terms of both the organization's smooth operation and the quality of support offered to its customers.
The importance of running an efficient and cost effective Help Desk in a modern organization should not be under estimated.  The Help Desk, in many cases, can be the public face of an organization.  Problems, if left unresolved, can result in significant losses, both financial and to the reputation of the organization.

The Solution – Altman Business Solutions has developed a web based Help Desk management tool called “Altman HelpDesk”.  This extremely easy to use application has many benefits and features.

Benefits

· This is a hosted solution, so there is no need for any expensive hardware.

· There are no upfront fees or implementation costs.

· Set-up time is minimal – you can be up and running the same day.

· The system is flexible, customizable and easy to use.

· Solve user problems faster and easier.

· Identify weak areas for improvement and monitor satisfaction levels.

Overall Features

· Provides role based security and automatic alerts.

· Logs, numbers, and routes help desk tickets automatically.

· Prioritizes and escalates help desk tickets.

· Communicates ticket status to end users, supporters and managers.

· Searches and sorts tickets – stores repetitive queries for future use.

· Uploads and submits electronic files, if necessary.

Altman HelpDesk
“On Demand Help Desk Solution”
Create Tickets
Users can easily submit tickets via the “Create Ticket” screen.  Drop down boxes allow users to select pre-defined options, such as priority levels and categories.  The user can also select from customized templates.  This will help users provide the relevant information that the support team will need to resolve their issue.  Users also have the option of uploading any files that may be associated with this particular ticket.

View Tickets 

Users can view their ticket status on the “My Tickets” screen.  Tickets can be easily sorted by clicking on the relevant column heading.  Once the issue has been resolved, the user will be notified, at which point, the user can close the ticket and assign a satisfaction rating.

Reports and Queries

Customized reports can be run from the “Reports” screen.  You can also search for certain tickets by using the “Search” screen.  Repetitive queries can be saved for future use.

System Administration

The system administrator can set-up customized fields through the “Admin” screen.  This is where the administrator defines categories, category templates, priority levels, satisfaction levels, email templates, etc.

Dashboard

Managers are provided with real time information from the “Dashboard” screen.  Managers can quickly see the status of tickets, which will allow them to better allocate resources so that issues are resolved in a timely manner.  The manager will also be able to see historical trends and will be able to view satisfaction levels. 

###

For more information please contact:

doug@amicus-transtec.com

mobile: +44 (0) 7711 555 602

tel:    +44 (0) 1562 74 66 32

fax:    +44 (0) 1562 632 584

www.amicus-transtec.com
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