> A helpdesk should have a friendly face.

»  Foraphysalhelbdesk, te nerprdespn shoul be pkasantand welbom ng.

»  Aweb-based virtialhe bdesk B equall/welbon g, Use a desion based on soothing cobis and readabk Hriisw ih
te mosts=kced IEm s atbe tp Eftofite fastpacge.

» The faces of the staff should be welcoming and friendly, as should their personalities.

= W hen hying HD s&aff A key Bcor B thatsan e peopk hane
personalities that are suited for customer service; others don't.

> The roll or supervisor is key factor.

=  The e sty e saffw llefkectbats=stby e supervBor-
s A supervBorwho yelk atthe saffw iHnd safheling at
austomers.
= A goodHatured supervisorwho can bugh and salvays Tiendly
w llatiiactsm ihrsaft, who w llrefiectsuch an attibde w ih
asomers.

» ks easero bult a rieputton briceing fiedly nimll/ tan ©
Iesbre a bad reputation -

»  The superviBorshoul be e Tiendly person you wantyoursefifo be.Be a ok model



RefiectComporate Cukne

» The look and feel of your helpdesk of an organization reflects its corporate culture.

* Ahelpdesk doesn’t garner respect in a company when

peop e working atthe helbdesk budk the coporate
aikne.

s A aom pany tats \ery stctad Bim alm ay efkecths
w ih steictdiess aodes and ways ofconducting business,
buttte peopk atte hebdeskwear bgo T-shrsad
Jpans,and a vsibrhears a vikeo gam e being plhyed nte
badgioud.-

s A itk asking atound w lHiInd thattbe hepbdeskhasa
Ieputtion ofbbeing a bundh ofskbd<ers, no m atierhow hard

teywork orhov high te qualily ofte sevie tey
provioe..

* The goposie can alBo happen.

> Spend time to consider the culture and “look” of your helpdesk as compared to that of the
customers they serve. Try to evolve to a culture that suits the customers served.



> A helpdesk can be helpful only if it has enough people to serve customers in a timely manner.

= Otenv B2, pecpk wllbok elbawhere Brtersugport
» Metrics for Sizing Helpdesk Staff

Customer to HD Staff (CHS) Ratio

» Uniersiies ofen hane 1000s ofstudentts perHD SHiE
Cormporatesm ay hanve a hgheriatip ora bverato.

= An ndeectm e

» haaonmercihalcon puterscence lIescaich dept, te 1Iatb B
ofen 401 ,w ih san e skill B\elofte fisEterSAs and second-
TerSSs.

» E-aomm erce sies usually have a separate and depending on
e sevibes being ofered , e 1atib can be 100002 or
10000001 .

» Ratios are a now n sitation -M anagem entw llalvays push ©
hane a hpherrato ; austom ers brbyveriatn -

» The the ratib can be naeased by proviling Essservie b e
austom ers,whith usualy aosts e oiganieation.

Call Volume Ratio (CVR)

= It betero bauson alloblm e iatbs ad tih e-b-call
aom pEton.

= AD rectM et
» The rate atwhith austom ers receile busy sgak orwvako

Ieceile a legponse,m nues required O resole BELes
excluding time spent in “customer wait,”

» Managing resources based on calhvollim e alo presarisamore
dierse sstopoetalsoblitons.

. I:isnegpiedpl*a.eqqonqoriartamet‘tsbmaledecisbrs
alboutin proving processes.

» M etrics Gan revealgood candioates brmew autom ation,
doaum ertetion ,ortianing brboth SAsand austm ers.

» M etrics can revealwhioh processes are m ore efectae ,whih
are used heavill/, orwhioh are notused atall



Saope ofSupport

> A hepdesk shouH hanve a poliny defining e soope ofsugport This doaum etephnswhatan SAgroup B
and isn’t responsible for.

> The aom poners ofsaope are whatt, who ,whetre ,when ,and howv Ibng

_ shoubH e
WI’_HtB W how illbe When B W here are e
beig e support te ,eqnﬁt;
suppored SHPPO provioed austmers ole b
ampke

» SAs shouH have awrnien the soope-ofspportoliny.
> W hatts n soope and whatts outofsaope



SpecilyHowv bGetHeb

» The companion to the scope-of-support document is a document that specifies how to get
help: by phone, email, a ticket system, and so on.

» Ceran gpes ofrequests m ay be drected 1 ceran departn erts, ora uniied helpdeskm phitbe
e singk pontofaotactbatbvards reguest as gopropreie © ndvnualdepartnents.

» An image or document specifying how to get help should appear on default Windows background
wallpaper images:

= “CompanyName IT helpdesk: [phone number] [email address] [web site].”

> If customers have not been given clear directions on the proper way to get help, they will contact

SAs directly, interrupting them at inappropriate times, and making it impossible to get larger
projects done.



> Helpdesk staff should have well-defined processes to follow.

hasnalkrenveoment, s ENotas N por&ant, because e processes are more ad hoc orare
undoaum ertied because ey are being used by the peop e who bullkctben .

Howener, HBra hige organization, e processes m ustioe welldoaum ervied.

Very large helpdesks should use scripts as part of their training. Every service supported has
an associated flow of dialogue to follow to support that service.

» Some Scripts required identify verifications

» The sarptbra reguestb reseta passvord woul , Brseaunly reasons, requise calBrs  piove who

tey are, possblly by knowv ng a uniue pece ofpersonal nbm ation, bebie a new passvord woul be
=t



EstBbEh an Escalbltin Proagess

> Escalation is a process by which an issue is moved from the current staff person to someone with
more expertise.

» The fastine ofoperatbirs shoul e abk © hand ke 80 percato 90 percentofallcalks ad
escable te emaning callb © a secod terofsupport

» The peopk athis second term ay have m ore experience ,m ore taning,ad, possbly, obter
IesoonsbhilleEs.

»  [ageroiganieatibns can have Hurorm ore ters; te higherters m ay nclde e peope who builkke
oraurently m aman te s=evie N guestion.

» The escalation process is also what customers use when they are dissatisfied with the
support they are receiving.

»  Large num bers ofcallk being escallied © e second ter B awamning son ofa higer,
sysem cCproblkem

» Usuall/, Endates tatte fisteEterseadipeop e need m ole taining ordo nothanve te tobB© do ter
_Jpb propery.

»  IFlge num bers ofcallk are escalbied © m anagem ent, tere m ay be system © probEm sw ih e support
e helbdesk B proving.



Define "Emergency” in Writing

» Often, SAs are overloaded because every customer claims to have an emergency that requires
immediate attention.

SAsmay Eelhtataustom ers are using tis chim O boss tem around ,whioh deceases morake ad
naeas=sstess bek.

» Having a written policy empowers SAs to know when to push back and gives them a document to
point to when they need it.

»  Ifte austmerstlldeegieesw ih ibassessnat, e SA anpass te BRle p b soneore N
m anagem e, who canm ake e decisibn.

» This Ettte SA DBaus on ednaldutes ad Etsm anagem entbaus on setiing prortes and providing
IESOUICES.

> Every company should be able to define what constitutes an emergency.
» AtaBCcbhry,an emeigency B anyhing tatstops te assembly Ine.

" Ataweb-based serviee or BP,an en eigency m ghithe anything tatw llpreverite servie fan
meeting an SLA.



Use RequesH iedking Soflvare

» Every helpdesk needs some kind of software to help it manage requests.

» The alematie Ba okction oinotes wrniien on sagps ofpaper-Alhough keEsmpE nte
beginning and suficentbrernviom entsw th one ortvo SAs, a sysem based on notes on paper
doesn’t scale.

» Reqguest getbst, and m anagem enthas no abililyy © oversee e process O beteralbcake resources.

» Those are the first qualities that you need in helpdesk software. As a helpdesk grows, software
can help in other areas.

> Features of Helpdesk Software

Helbdesk softvare shouH pem tsom e kind ofpriprily © be assipned O tokets.

Anoctber m porantaspectofihebdesk softvare B tatiiooliect bgs aboutwhioh kinds ofreguests
are made and bywham _

Helpdesk softvare shouH albo autom ae the colliection ofdata on austom ersatisbction.-

ILs ariicalttathebdesk soffvare m atth e workibw oftbe pecpkE who use i

Choosing helpdesk softvare B notan easy process_M astsoftvare w llneed a btofaustom eng
Dryourerveom ent



» Many sophisticated statistics can be gathered about a helpdesk.

» Forexam plke,you can monibrte 1ae ofescaltions O deerm ne whete more ianng B heeded.

» when dealing with upper management for budgeting and planning purposes, historical statistics
become much more valuable.

* You canmake a betiercase Bryouribbudgetiihyou can shov mulieartends ofaustomergrov,
calholim e, §pes ofcalls, ednobges usad , seviies provioed , and austom ersatsbction.

= W henyou are asked © supporta new edrolbgy orservie , you Gan use pastdata L predctwhat
e supportaosts may be.

» The value of statistics increases as the organization grows, because the management becomes
less directly involved in the work being done.

=  Asan oiganieatibn grows, satstcs are easker ® alect, and tlbbeaomesmore m poranthatbey be
acoeced.



AferHoursand 2477 Coverage

» As computers become critical to an ever-expanding list of business processes, customers are asking
for 24/7 coverage more often.

»  Allhough a Tillhireeshilitstadlim ay be required N som e oiganeEatibns, son e \erysmpkways ©
provite 2477 coverage are notas exoensie.

» Options

= Setup a\vorem allbox tatakberts a pagerwhen new m essages amie .. The pagercan be 1iotated
among varous stefim em bers.

= Have all managers of the customer groups know the home phone number of the helpdesk’s
SUpervEor, Who then tlkes regponsbilily Bralling SAs num untllone s bud.

» No matter how SAs are contacted after hours, the person must be compensated.

=  Sam e oiganzatins have a salhry ncentie broncalitn e ,equrabto a facton ofte
employee’s salary and time and a half if the person is called.

» Oteroganzatibns BSle aom pensation tn e eberoficilly oruoficell.



BeterAdvertising Brite Hepdesk

> Defining your policies and providing announcements online is nice, but rarely will anyone seek
them out.

» Options are

= PublEhonW ebsie

» Emalb asstmersegp.-new polices

= W orkghops



» When an organization grows, it may make sense to have two separate helpdesks:

» One DPBriequesting new seIves.
»  Second HBrigporting prablen s tataree aferte serviee has been successtilly enablEd.
» Atid gioup deakbwih nstlling te new servibe,esoecilly Fivequires physcalwork.

» This third group may be an internal helpdesk that installers all over the organization can call to
escalate installation problems. It is not uncommon, though, for this third group to be the second tier
of one of the other helpdesks.



> The method for processing these customer requests has nine steps, which can be grouped
into four phases:

Phase A: The
Greeting (“Hello!”)

Phase B: Problem Phase D: Verification

(“Verify it.”)

Phase C: Planning
and Execution (“Fix
it.”)

Identification
(“What’s wrong?”)

\

_J

\.

» SEp 2:PrabkEm

C bssilicatbn

* Stp 3:PrabkEm

StaEnent

. Stap4:I?|oblam

Vericatibn

J

\_

* SEEpP 5:Solton
Piroposakb

+ Stp6:-Soltion
Sekction

* SEp 7:-B>eauton

« SEP9-Custbmer

J

Venicaton/C bshn

> This method gives structure to what is, for newer SAs, a more haphazard process.

»  thebs SAs sole probkEn sm ore eficently by keeping tem HBoused and helbs tem avod m skes.
IEnroduces a aomm on sstofem nobgy tat, when used by e erniae SA an , naeases te abilily
O acommunicae w ihin te group.



PirobEn Sol/ihg Process

» Problem Solving Process consist of four phases

A _Reporting e prabkem

B - Hentalying the probem

C .Phning and executing a solton

D _Veriying tatte probkEn resolution s aom pEte

A <) D)
START) The Ffﬂﬁ)&“" *--«FH‘W“F"E'EHEL-‘- Verification —»  END
. j Greeting |dentifi- Execution J
! - ) : -ﬁﬁﬂn u e i

Y oo it 9 5) ) 2

el ~—»  Problem Problem —»  Problem —k  Solution  —%  Solution —# . BN
= Greeting Sasiharin Statw verlfication Proposals Selection Bﬂfy
i \__J/k/ Ta carlior ¢ ; -
From later phases
phases

Fram later
phase




Denvelbom entaind O peratibns Togeter

» Large organizations often have software development teams and IT operations team.
» SyseEm and Netvorkk Adn nsiation B partofil gperatibns

» Some problems reported to system administrators or tasks requires the collaboration with
software development team

» Thusdevebom entad O peratibns are notsandalbne ey are seogly coupkEd

> The collaboration of software development and IT operations is also applicable even if

organizations donot have in house software development/ IT operations teams (Outsouricing
Model)

» Thusdevebom entad O peratibns are notsandalbne ey are seogly coupkEd

> DevOps is a model which allows agile collaboration between administratively independent
software development and IT operations teams.



DeOps

» The DevOps is a mixture of two words, one is software Development, and second is Operations.

»  kabvs b pntly hadE the entae gopication BEc/CE, fan develbpom entb sting,depbym ent,
and gperatns.

» DevOpshebs © reduce e dsoomection betveen soffvare devebpers, gualily assurance QA)
engneers,and sysem adn Nnsabis.

Development 1
Operations







FeatnesofDe\Ops

" Reduces angn oelep mlynsjentpmee” ption ,especiall/during te = keErsues teApps© nelectw ihonly
esting - tHhose resources tatare concemedw ih

* haeasesPioductivily Automation te eviomentin whioh uns.

= SW R?Iaaﬁsalecpdfer. )

= Catthing bugsand terfied qukl/ Autmated €stk, = The conffiles are nottreaed whete e
cbucHoased servibes,and buils. - exemalconipuEtion © te aoplatin B

separated fom e souce aode.

The confiie can be wrllen durng
depbym ent, ortey can be baded athe
N tn e,depending on te erveom entin
whith &£Bs iumning.

. ?&lﬁg&?& CoIIoboratio/. DeVO ps

te aukbraim odel
»  Inproves producti/ily,
acoouTbbililyy and
ovnershp.
= Shae iesponsbililiesand »  AppEatbnsare iregiated w ih otberaom ponerts in e
workcbs=ly nsyc, - er?\?iorment
making te depbymento = htiphase existig aode B aom binedw ih new Enctionalily
producton Bser Integeration and tentesed.
»  Continuous negiation and Eesting enab e continuous
devebpment

»  Cotinuous negration and dellery are mpeEnened b delbern
aquker,sakr,ad ielBbEk mamer.



Mertis and Dem ents ofDeOps

+ De\Ops Ban exebntappioadh brauokdevelbpm ent * Da\Ops prioessonalorexqerts devebpersare Ess
and depbym entofappicatnns. availbbE.

 oegoonds Bstero te marketdanges © mpiowe  Devebpingw ih De\Ops BSD eoensie.
busnessgilovth.

+ Adopting new DenO ps edyobgy b te NduskEes B
* De\Ops escalke bushness pirofitby deaeasing hard © manage n shorttime.
softvare delblery tin e and angporation aosk.
» LadkofDeOps know Edge canbe aprabEn nte
* De\Ops ckars te desarptie process, whoh giles CoNtNuUoUS MEgiiation ofautom ation PIogEcks.
chnilyy on productdeebpm entand delery.

+ It proves austm erexqoerence and satsbction.-

* De\Ops sin pliies colHboration and phoesallioob N
te cbud brasstmers b aoccess.

* DevOpsmeans colkctie responsbilily/,whoh Eeds O
betierean engagem erntand producti/sly/.






1 - Build

W iboutDe\O ps, te aost
oftte con=um ption ofbe
resources was evaliated
based on e pre-defined
ndivoualusage w ih fed
hardvare albcation.

W ih De\Ops, te usage of
cbud, sharng ofiresources
aomes b te prcore,ad
te bull B dependent
upon e usersneed,
whioh sBamedanien O
conohte usage of
IESOUICES Or Gapacly/.-

2 - Coding

M ary good practioes sudh
as G kenablkEs he aode
be used ,whioh ensures
wriling te code br
bushness,hebs © &k
dnanges, getiing notiied
abouttte reason behind
e diiErence n te actal

The cnd_e can be i
appropreel/ananged n
ks, bhears,ec_ And ey
can be reused.

3 - Testing

The application w llbe ready

‘HBrproducton afer estng.-

h te cas= ofmanualesting,

loonsumesmole tine N

sting and moving te acode ©

te ouput

The testing can be autom ated,
whih decieases e tine Dr

sting so tatbe tine ©

dep by the aode D production
can be reduced as autom ating
te uning ofte saopsw il
Iemove marny manualseps.

4 - Planing

DeOpsusx=Agke
m ethodobgy © phn te
devebpnent

W ih the operatibns and
devebpnentean nsyc,
thelps noganeng te
work © plhn accodingl/
naease product/ily.



5 - Monitoring

Cattmuous monibrmg B
used © dently any rekof
e Ao, thebsn
adking te system
acourael/ so tatte
heallh oftte gopicatibn
can be dned<ed.

The monibring becomes
more com brebEwih
servieswhere te bg
datam ay getm onibred
tirough m any tixdparty
ok audh as Sphnk.

6 - Deployment

Marny system s can sugport
te scheduberbr
autom ated depbym et

The cbud management
pEHM enabksuseiIs©
capte acaurae nsohs
and view the gotin EZation
stcenarp,anal/Acs on
ends by te depbyment
ofdaghboards.

7 - Operation

De\O ps dhanges te way
wedtonalaopioach of
denebping and sting
separakel.

The tamsoperake na
colhooratae way where
both te am sacaely
partCipate tioughoutte
sarviie BEccE.

The gperation am
neracsw h devebpers,
adteyacneupwiha

m onbring phnwhioh
srneste IT ad busness
lequEmaents.

8 - Release

Depbymentb an
ernvaomm entcan be done
by autom atin.

Butwhen te depbyment
BM ade O te production
evioment, ks done by
m anualepgering -M any
processes moled n
ielbase managemant
acanmmonl/used bdo te
depbymentin e
producton ervaoment
manualy b Essen te

m pacton te austm ers.



DeOpsCyCE

> Allaom ponens disoussed revbusily work in coninuous mocel



> DevOpsworkiby provioes a vieualoverven oftte sequence nwhioch nmputs provioed A o, telk about
whith one action B perbm ed,,and outputs generaed Hran goeratibns process.

> DevOpsworkiby albys e abily © separae and anange e ploswhioh are p requested by e
users.A ko, igies e abilly © m nmorter pealpiocess N the coipuaton pbos.



» Themamn prcplks ofDe\O ps are Cattinuous dellery, autom atibn,,and Bstaeaction © e edoadk.

e

* DevOpsEan need O provie » DevOps aikiie Bbauseson = Autom atibn B an essental
perbim ance supportunatey CONMiINuUoUS M provem ento princpk ofte De\Ops
become the end ofliE. I m nim ize waske .- lkcontnuously process. This B brsoftvare
enhances te responsbililyy ad Soeeds up e grovth of devebopmentand alko Hbrte
te qualily ofte products products or=erwvies ofered. entse niiastucture bhhdscape.
engneeled.

» DesOps tan mustake » TheDepstEan needs© » hteDepsaikne ok of
austom eroenec Brtatbey have rabustm onbring and te despers, devebpers,ad
shouH contmuously mestn Esting procedures. skrs ale aleady defined Al
product and servies. ey needed © do BwWork as

one anm wih campke
colRooration.-

» These princpkes are adhieved trough severalDe\O ps practioes, whioh nclbde fequentdepbym ents, QA
autom ation,, cortinuous delbery, \valitating peas as early as possbE ,and n-eam collooration.



Da\O psPracties

» Same petied De\O ps practies are:

SelF=evie aonfipuiaton
Cotmuous buld

Cotnuous negriation
Contnuous delbery

haem enalesting

Autom ated provisbning

Autom ated relbase management



DeOpsTook

* Puppets te mostw bely + Ansbk sa kading * Dodersahphad * Nagibs Bone oftemoie + Adefsausstiloolbr
used DevO ps ol DeOpstol DevO ps oltatabys us=stitboE brDeOps. achevigsak,goeed,
bulting,shp,ad n and conseEency.
. albvste deleryad - Ansbk & an opensoulce distributed sppcations on + Mcan deteim ine te enors
rebase ofte ©dhobgy I engine batautm aks mulipk sysems. and rectily tem wih te The dhefis a cbud-based
dangesquiklyad appication depbym ent, heb ofnetvork, sysem and open source
Tequentd/. cbud provsbning, Nnea + kabkohepbsbass=mbke nifasuctre ,sener,and tdrobgy. Ths
Sserviie oichestaton,and e gppsquikly fon e Ibg monibbring sysems. tdnobgyusesRuby
. MhesEatnesof oterll tok. ajrlmlene,ad is erx:odi_lgbde_\,elqo
\ersbning, autom aed tpm_!/widala Hr mlbu_ijng bbds
testing,,and contihuous Mm akes keaserbr comanermanagement such as lecpesand
deliery. DaOpstansbsak CoOKbooks.
autom ation and speed up
. producti/ily. Thedefsus=ed n
ler_maiqhsbmanaggs nfastuctiie autom ation
aode w ilhoutexpanding - AnsbE Beasy b depby and helps n reducing
te sike ofte am - because tdoesnotuse mamlar_d
Seaurily nfiastuctie on management
te clientsie ,and by
pushingmodulbes te Chefhasgotis
cients. aonenton brdieent
bultiing bbds,whith are
requied bmanage ard
Thesemodubksare i o

eeased ballyon e

clientsioe ,and te ouput

B pushed badk te
AnsbEk s=rer:



DaOpsTook

* Jerkins BaDe\0ps * G kB an opensouce
ohbrm onibring te dstribued \versbn
eeauton ofrepeatd aconolsysem tats
ks, TeelyavalbbEk Dr

eerone.

* Jerkins sa softvare
tatalbys cotnuous « Kksdesped

negraton _Jenkins

willbe nsblkedona propctsw iih Soeed
sernerwhere te and eficency.
cenalbulbl w lltke
phce. . Kdevebped b ao-
odnae tework
* ihebs© negiae am ong programm ers.
propctdiangesmore The verson contol
eficent/ by finding albvsyou O ek
te Bsuesquinklly. and work togeter
w ih youram
mem bersatbe same
workspace.-
* KkBus=dasaairal
dstbuted \ersbn-
acoolbrte

DeOpstol

handleEm noromapr

DhtvephtDeOps
ol

* kshowvseaHme
enorgueres, bgs,
and more drectly o
e workseEton.

* SALTSTACK Ban
pealsolton Dbr
nmelpent

orichesaton brbe
oftvare-defined data
aaener.

* Splnk Batolb
make machne dat
usabk ,accessbE,
andvalabEk

eerone.

» kdelers operatonal
nelipence
DeOpstans.

s khepsaompanes
bemore s=aue,
productae,ad
aom petlie.

. Sedily Ba

« Sebnium Baportbk
softvare £sting
Tanewvorlk brweb
appEatDns.

» Mprovoesan easy
nerboe br
devebping automatd
sk,



