
Friendly Face

▪ For a physical helpdesk, the interior design should be pleasant and welcoming. 

➢ A helpdesk should have a friendly face. 

▪ A web-based virtual helpdesk is equally welcoming, Use a design based on soothing colors and readable fonts with 
the most selected items at the top left of the first page.

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

▪ When hiring HD staff, A key factor is that some people have 
personalities that are suited for customer  service; others don’t.

▪ A good-natured supervisor who can laugh and is always friendly 
will attract similar staff, who will reflect such an attitude with 
customers. 

▪ The tone set by the staff will reflect that set by the supervisor.

❖ A supervisor who yells at the staff will find staff yelling at 
customers. 

▪ It is easier to build a reputation for being friendly initially than to 
restore a bad reputation.  

➢ The roll or supervisor is key factor.

▪ The supervisor should be the friendly person you want your staff to be. Be a role model.



Reflect Corporate Culture

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

▪ A helpdesk doesn’t garner respect in a company when 
people working at the helpdesk buck the corporate 
culture.

❖ A company that is very strict and formal may reflect this 
with strict dress codes and ways of conducting business, 
but the people at the helpdesk wear logo T-shirts and 
jeans, and a visitor hears a video game being played in the 
background. 

❖ A little asking around will find that the helpdesk has a 
reputation of being a bunch of slackers, no matter how hard 
they work or how high the quality of the service they 
provide.

▪ The opposite can also 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.



HelpDesk Staff

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

▪ Otherwise, people will look elsewhere for their support.

➢ Metrics for Sizing Helpdesk Staff

Customer to HD Staff (CHS) Ratio

▪Universities often have 1000s of students per HD Staff. 
Corporates may have a higher ratio or a lower ratio. 

▪An indirect metric

▪In a commercial computer science research dept., the ratio is 
often 40:1, with same skill level of the first-tier SAs and second-
tier SSs. 

▪E-commerce sites usually have a separate and depending on 
the services being offered, the ratio can be 10,000:1 or 
1,000,000:1.

▪Ratios are a no-win situation. Management will always push to 
have a higher ratio; customers for lower ratio.

▪The the ratio can be increased by providing less service to the 
customers, which usually costs the organization.

Call Volume Ratio (CVR)

▪It is better to focus on callvolume ratios and time-to-call 
completion.

▪A Direct Metric

▪The rate at which customers receive busy signals or wait to 
receive a response, minutes  required to resolve issues 
excluding time spent in “customer wait,”

▪Managing resources based on call volume also presents a more 
diverse set ofpotential solutions.

▪It is required to have appropriate metrics to make decisions 
about improving processes.

▪Metrics can reveal good candidates for new automation, 
documentation, ortraining for both SAs and customers. 

▪Metrics can reveal which processes are more effective, which 
are used heavily, or which are not used at all.



Scope of Support

➢ A helpdesk should have a policy defining the scope of support. This document explains what an SA group is 
and isn’t responsible for. 

➢ The components of scope are what, who, where, when, and how long

What is 
being 
supported

What

Who will be 
supported

Who

When is 
support 
provided

When

Where are 
the 
customers

Where

How long 
should the 
average 
request 
take to 
complete

How 
Long

➢ SAs should have a writen the scope-of-support policy.

➢ What is in scope and what is out of scope



Specify How to Get Help

➢ 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. 

▪ Certain types of requests may be directed to certain departments, or a unified helpdesk might be 
the single point of contact that forwards requests as appropriate to individual departments.

➢ 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.



Define Processes for Staff

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

▪ In a smaller environment, this is not as important, because the processes are more ad hoc or are 
undocumented because they are being used by the people who built them. 

▪ However, for a large organization, the processes must be well documented.

➢ 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.

▪ The script for a request to reset a password would, for security reasons, require callers to prove who 
they are, possibly by knowing a unique piece of personal information, before a new password would be 
set.

➢ Some Scripts required identify verifications



Establish an Escalation Process

▪ The people at this second tier may have more experience, more training, and, possibly, other 
responsibilities. 

➢ Escalation is a process by which an issue is moved from the current staff person to someone with 

more expertise. 

▪ The first line of operators should be able to handle 80 percent to 90 percent of all calls and 
escalate the remaining calls to a second tier of support. 

▪ Larger organizations can  have four or more tiers; the higher tiers may include the people who built 
or currently maintain the service in question.

➢ The escalation process is also what customers use when they are dissatisfied with the 

support they are receiving.

▪ Large numbers of calls being escalated to the second tier is a warning sign of a larger, 
systemic problem. 

▪ Usually, it indicates that the first-tier staff people need more training or do not have the tools to   do their 
job properly. 

▪ If large numbers of calls are escalated to management, there may be systemic problems with the support 
the helpdesk is providing.



Define “Emergency” in Writing

➢ Often, SAs are overloaded because every customer claims to have an emergency that requires 

immediate attention. 

SAs may feel that customers are using this claim to boss them around, which decreases morale and 
increases stress levels.

➢ Having a written policy empowers SAs to know when to push back and gives them a document to 

point to when they need it. 

▪ If the customer still disagrees with this assessment, the SA can pass the issue up to someone in 
management, who can make the decision. 

▪ This lets the SA focus on technical duties and lets management focus on setting priorities and providing 
resources.

➢ Every company should be able to define what constitutes an emergency. 

▪ At a web-based service or ISP, an emergency might be anything that will prevent the service from 
meeting an SLA.

▪ At a factory, an emergency is anything that stops the assembly line.



Use Request-Tracking Software

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

▪ The alternative is a collection of notes written on scraps of paper. Although it is simple in the 
beginning and sufficient for environments with one or two SAs, a system based on notes on paper 
doesn’t scale. 

▪ Requests get lost, and management has no ability to oversee the process to better allocate 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

▪ Helpdesk software should permit some kind of priority to be assigned to tickets.

▪ Another important aspect of helpdesk software is that it collects logs about which kinds of requests 
are made and by whom.

▪ Helpdesk software should also automate the collection of data on customer satisfaction.

▪ It is critical that helpdesk software match the workflow of the people who use it.

▪ Choosing helpdesk software is not an easy process. Most software will need a lot of customizing 
for your environment.



Statistical Improvements

➢ Many sophisticated statistics can be gathered about a helpdesk. 

▪ For example, you can monitor the rate of escalations to determine where more training is needed.

➢ when dealing with upper management for budgeting and planning purposes, historical statistics 

become much more valuable. 

▪ You can make a better case for your budget if you can show multiyear trends of customer growth, 
call volume, types of calls, technologies used, services provided, and customer satisfaction. 

▪ When you are asked to support a new technology or service, you can use past data to predict what 
the support costs may be.

➢ The value of statistics increases as the organization grows, because the management becomes 

less directly involved in the work being done.

▪ As an organization grows, statistics are easier to collect, and it becomes more important that they be 
collected.



After-Hours and 24/7 Coverage

➢ As computers become critical to an ever-expanding list of business processes, customers are asking 

for 24/7 coverage more often. 

▪ Although a full three-shift staff may be required in some organizations, some very simple ways to 
provide 24/7 coverage are not as expensive.

➢ Options 

▪ Set up a voicemail box that alerts a pager when new messages arrive. The pager can be rotated 
among various staff members.

▪ Have all managers of the customer groups know the home phone number of the helpdesk’s 
supervisor, who then takes responsibility for calling SAs in turn until one is found.

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

▪ Some organizations have a salary incentive for oncall time, equivalent to a fraction of the 
employee’s salary and time and a half if the person is called. 

▪ Other organizations issue compensation time either officially or unofficially.



Better Advertising for the Helpdesk

➢ Defining your policies and providing announcements online is nice, but rarely will anyone seek 

them out.

➢ Options are 

▪ Publish on Website

▪ Email to customers esp. new policies

▪ Workshops



Multiple Helpdesks

➢ 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.

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

▪ One for requesting new services.

▪ A third group deals with installing the new service, especially if it requires physical work. 

▪ Second for reporting problems that arise after the service has been successfully enabled. 



Processing  for processing customer requests

➢ The method for processing these customer requests has nine steps, which can be grouped 

into four phases:

Phase A: The 
Greeting (“Hello!”)

• Step 1: The 
Greeting

Phase B: Problem 
Identification 
(“What’s wrong?”)

• Step 2: Problem 
Classification

• Step 3: Problem 
Statement

• Step 4: Problem 
Verification

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

• Step 5: Solution 
Proposals

•  Step 6: Solution 
Selection

•  Step 7: Execution

Phase D: Verification 
(“Verify it.”)

• Step 8: Craft 
Verification

•  Step 9: Customer 
Verification/Closin
g

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

▪ It helps SAs solve problems more efficiently by keeping them focused and helps them avoid mistakes. 
It introduces a common set of terminology that, when used by the entire SA team, increases the ability 
to communicate within the group.



Problem Solving Process

A. Reporting the problem
B. Identifying the problem
C. Planning and executing a solution
D. Verifying that the problem resolution is complete

➢ Problem Solving Process consist of four phases



Development and Operations Together

➢ Large organizations  often have software development teams and IT operations team.

▪ System and Network Administration  is part of IT operations

➢ Some problems reported to system administrators or tasks requires the collaboration with 

software development team

▪ Thus development and Operations are not standalone they are strongly coupled

➢ 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)

▪ Thus development and Operations are not standalone they are strongly coupled

➢ DevOps is a model which allows agile collaboration between administratively independent 

software development and IT operations teams.



DevOps

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

▪ It  allows to jointly handle the entire application lifecycle, from development to testing, deployment, 
and operations. 

▪ DevOps helps to reduce the disconnection between software developers, quality assurance (QA) 
engineers, and system administrators.

Development
IT 

Operations
DevOps



The Need of DevOps

DevOps
The ITOps and Dev 
team workin in 

complete isolation.

Software Design-
build follows testing 
and deployment that 
delays the actual 
build times.

The teams spend a 
large  time on 

designing, testing, 
and deploying 

instead of building 
the project. Manual code 

deployment leads to 
human errors in 
production.

Dev and ITOps teams 
have separate timelines, 
not in synch, causing 

further delays.



Features of DevOps

DevOps

Automation

Conf. 
Managment

Integeration

Colloboration

▪ Reduces time consumption, especially during the 
testing and deployment phase. 

▪ Increases Productivity
▪ SW Releases are quicker. 
▪ Catching bugs and their fixed quickly. Automated tests, 

cloud-based services, and builds. 

▪ The Dev and ITOps team 
collaborates that improves 
the cultural model.

▪ Improves productivity, 
accountability and 
ownership. 

▪ Share responsibilities and 
work closely in sync, 
making the deployment to 
production faster.

▪ Applications are integrated with other components in the 
environment. 

▪ In this phase existing code is combined with new functionality 
and then tested. 

▪ Continuous integration and testing enable continuous 
development. 

▪ Continuous integration and delivery are implemented to deliver in 
a quicker, safer, and reliable manner.

▪ It ensures the Apps to interact with only 
those resources that are concerned with 
the environment in which it runs. 

▪ The conf files are not created where the 
external configuration to the application is 
separated from the source code. 

▪ The conf file can be written during 
deployment, or they can be loaded at the 
run time, depending on the environment in 
which it is running.



Mertis and Demerits of DevOps

Merits

• DevOps is an excellent approach for quick development 
and deployment of applications.

• It responds faster to the market changes to improve 
business growth. 

• DevOps escalate business profit by decreasing 
software delivery time and transportation costs.

• DevOps clears the descriptive process, which gives 
clarity on product development and delivery.

• It improves customer experience and satisfaction.
•  
• DevOps simplifies collaboration and places all tools in 
the cloud for customers to access.

• DevOps means collective responsibility, which leads to 
better team engagement and productivity. 

Demerits

• DevOps professional or expert's developers are less 
available. 

• Developing with DevOps is so expensive. 

• Adopting new DevOps technology into the industries is 
hard to manage in short time.

• Lack of DevOps knowledge can be a problem in the 
continuous integration of automation projects.



DevOps Architecture

Build Code Test Plan

Development

Operations

Monitoring Deployment Operation Release



DevOPs Components

1 - Build

▪ Without DevOps, the cost 
of the consumption of the 
resources was evaluated 
based on the pre-defined 
individual usage with fixed 
hardware allocation. 

▪ With DevOps, the usage of 
cloud, sharing of resources 
comes into the picture, and 
the build is dependent 
upon the user's need, 
which is a mechanism to 
control the usage of 
resources or capacity.

2 - Coding

▪ Many good practices such 
as Git enables the code to 
be used, which ensures 
writing the code for 
business, helps to track 
changes, getting notified 
about the reason behind 
the difference in the actual 
and the expected output, 
and if necessary reverting 
to the original code 
developed. 

▪ The code can be 
appropriately arranged in 
files, folders, etc. And they 
can be reused. 

3 - Testing

The application will be ready 
for production after testing. 

In the case of manual testing, 
it consumes more time in 
testing and moving the code to 
the output. 

The testing can be automated, 
which decreases the time for 
testing so that the time to 
deploy the code to production 
can be reduced as automating 
the running of the scripts will 
remove many manual steps. 

4 - Planing

▪ DevOps use Agile 
methodology to plan the 
development. 

▪ With the operations and 
development team in sync, 
it helps in organizing the 
work to plan accordingly to 
increase productivity.



DevOPs Components

5 - Monitoring

▪ Continuous monitoring is 
used to identify any risk of 
failure. Also, it helps in 
tracking the system 
accurately so that the 
health of the application 
can be checked. 

▪ The monitoring becomes 
more comfortable with 
services where the log 
data may get monitored 
through many third-party 
tools such as Splunk. 

6 - Deployment

▪ Many systems can support 
the scheduler for 
automated deployment. 

▪ The cloud management 
platform enables users to 
capture accurate insights 
and view the optimization 
scenario, analytics on 
trends by the deployment 
of dashboards.

7 - Operation

▪ DevOps changes the way 
traditional approach of 
developing and testing 
separately. 

▪ The teams operate in a 
collaborative way where 
both the teams actively 
participate throughout the 
service lifecycle. 

▪ The operation team 
interacts with developers, 
and they come up with a 
monitoring plan which 
serves the IT and business 
requirements. 

8 - Release

▪ Deployment to an 
environment can be done 
by automation.

▪ But when the deployment 
is made to the production 
environment, it is done by 
manual triggering. Many 
processes involved in 
release management 
commonly used to do the 
deployment in the 
production environment 
manually to lessen the 
impact on the customers.



DevOps Cycle

➢ All components discussed reviously work in continuous model



Workflow

➢ DevOps workflow provides a visual overview of the sequence in which input is provided. Also, it tells about 
which one action is performed, and output is generated for an operations process.

➢ DevOps workflow allows the ability to separate and arrange the jobs which are top requested by the 
users. Also, it gives the ability to mirror their ideal process in the configuration jobs. 



DevOps Principles

➢ The main principles of DevOps are Continuous delivery, automation, and fast reaction to the feedback.

➢ These principles are achieved through several DevOps practices, which include frequent deployments, QA 
automation, continuous delivery, validating ideas as early as possible, and in-team collaboration.

End to End Responsibility

▪ DevOps team need to provide 
performance support until they 
become the end of life. It 
enhances the responsibility and 
the quality of the products 
engineered.

Continuous Improvement: 

▪ DevOps culture focuses on 
continuous improvement to 
minimize waste. It continuously 
speeds up the growth of 
products or services offered.

Automate Everything

▪ Automation is an essential 
principle of the DevOps 
process. This is for software 
development and also for the 
entire infrastructure landscape.

Custom Centric Action

▪ DevOps team must take 
customer-centric for that they 
should continuously invest in 
products and services.

Monitor and test everything

▪ The DevOps team needs to 
have robust monitoring and 
testing procedures.

Work as one team

▪ In the DevOps culture role of 
the designers, developers, and 
testers are already defined. All 
they needed to do is work as 
one team with complete 
collaboration.



DevOps Practices

▪     Self-service configuration
▪     Continuous build
▪     Continuous integration
▪     Continuous delivery
▪     Incremental testing
▪     Automated provisioning
▪     Automated release management

➢ Some identified DevOps practices are:



DevOps Tools

Puppet

• Puppet is the most widely 
used DevOps tool. 

• It allows the delivery and 
release of the technology 
changes quickly and 
frequently. 

• It has features of 
versioning, automated 
testing, and continuous 
delivery. 

• It enables to manage 
entire infrastructure as 
code without expanding 
the size of the team.

Ansible

• Ansible is a leading 
DevOps tool. 

• Ansible is an open-source 
IT engine that automates 
application deployment, 
cloud provisioning, intra 
service orchestration, and 
other IT tools. 

• It makes it easier for 
DevOps teams to scale 
automation and speed up 
productivity.

• Ansible is easy to deploy 
because it does not use 
any agents or custom 
security infrastructure on 
the client-side, and by 
pushing modules to the 
clients. 

• These modules are 
executed locally on the 
client-side, and the output 
is pushed back to the 
Ansible server. 

Docker

• Docker is a high-end 
DevOps tool that allows 
building, ship, and run 
distributed applications on 
multiple systems. 

• It also helps to assemble 
the apps quickly from the 
components, and it is 
typically suitable for 
container management.

Nagios

• Nagios is one of the more 
useful tools for DevOps. 

• It can determine the errors 
and rectify them with the 
help of network, 
infrastructure, server, and 
log monitoring systems.

CHEF

• A chef is a useful tool for 
achieving scale, speed, 
and consistency. 

• The chef is a cloud-based 
system and open source 
technology. This 
technology uses Ruby 
encoding to develop 
essential building blocks 
such as recipes and 
cookbooks. 

• The chef is used in 
infrastructure automation 
and helps in reducing 
manual and repetitive 
tasks for infrastructure 
management.

• Chef has got its 
convention for different 
building blocks, which are 
required to manage and 
automate infrastructure.



DevOps Tools

Jenkins

• Jenkins is a DevOps 
tool for monitoring the 
execution of repeated 
tasks. 

• Jenkins is a software 
that allows continuous 
integration. Jenkins 
will be installed on a 
server where the 
central build will take 
place. 

• It helps to integrate 
project changes more 
efficiently by finding 
the issues quickly.

Git

• Git is an open-source 
distributed version 
control system that is 
freely available for 
everyone. 

• It is designed to 
handle minor to major 
projects with speed 
and efficiency. 

• It is developed to co-
ordinate the work 
among programmers. 
The version control 
allows you to track 
and work together 
with your team 
members at the same 
workspace. 

• It is used as a critical 
distributed version-
control for the 
DevOps tool.

SALTSTACK

• Stackify is a 
lightweight DevOps 
tool. 

• It shows real-time 
error queries, logs, 
and more directly into 
the workstation. 

• SALTSTACK is an 
ideal solution for 
intelligent 
orchestration for the 
software-defined data 
center. 

Splunk

• Splunk is a tool to 
make machine data 
usable, accessible, 
and valuable to 
everyone. 

• It delivers operational 
intelligence to 
DevOps teams. 

• It helps companies to 
be more secure, 
productive, and 
competitive.

Selenium

• Selenium is a portable 
software testing 
framework for web 
applications. 

• It provides an easy 
interface for 
developing automated 
tests. 


