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The rise of Help Desk Outsourcing 

in a Post-covid era 

The world's abrupt transition to a remete workforce 

is slamming IT Departments with unprecedented 

demands - making a well-run 1T help desk no longer 

a "nice to have" but a "must-have" for organizations. 

Since the start of the pandemic, most help desks 

have been called on to handle an exploding number 

of requests - while also speeding issue resolution, 

reducing ticket volumes, maintaining user 

productivity, and keeping costs down. 

There's little end in sight: Gartner reports that 74% 

of companies plan to permanently shift at least 

sorne operations to a Work From Home (WFH) 

model. At the same time, CIOs face mounting 

pressure to transform IT into a Business Enablement 

Powerhouse - focusing resources on the core 

competencies and strategic tasks that will help 

the organization prosper in the post-pandemic era. 

Meeting these competing demands is a tall order. 

And that's pushing many CIOs to reconsider their 

current IT support model - turning to outsourcing as 

an easy, cost-effective way to drive modernization in 

the help desk while freeing interna! staff to focus on 

innovation. 

In the wake of COVID-19, 45% of enterprises plan to 

outsource more 1T functions than they insource over 

the next 18 months. The help desk is frequently the 

pilot project for IT outsourcing - with investments 

in help desk-related services increasing from 25% 

to 50% nationwide. Among companies already 

outsourcing help desks, 95% plan to maintain or 

increase their level of service. 

End-user support isn't a core business function, 

but it represents the face of 1T to the rest of the 

organization. Unfortunately, interna! help desks 

carry many pain points that sour the relationship 

between the business and technical teams. 

Step-by-Step Guide to Successfully Outsourcing Your Help Desk 

The severe IT labor shortage has left many IT 

Departments stretched thin, without a dedicated 

service desk structure. As a result, any team 

member might be tasked with any issue that 

comes in, distracting high-level staff from value-add 

priorities. Service levels from these reactive, 

understaffed teams are typically poor and 

inconsistent, with high costs, inadequate service 

schedules, outdated knowledge bases, and limited 

documentation and metrics. The WFH model made 

service delivery even more challenging, with many 

organizations lacking remete access and diagnostic 

tools or the ability to provide telephone-based 

support. 

By outsourcing the non-strategic help desk function 

to a reputable third-party provider, companies 

can quickly achieve the cost optimization, process 

maturity, tools, resources, and expertise they need 

to sustain the highest level of end-user support in 

the "new normal." lt transforms an outdated help 

desk into a modern High-Performance Service Desk, 

offering proactive support that can resolve 80% of 

user issues. 

Outsourcing is a preven path that can help 

enterprises not only survive but thrive in the post­

pandemic era - when it's executed properly. Follow 

our roadmap for 10 key steps to outsource your help 

desk successfully. 
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A typical IT support model includes:

Every company uses different systems and applications, and the help desk may not be able to support less 

common technologies in the Level 1 tier. Level-setting at the start ensures you and your provider are clear 

about the service desk's role within the IT support model. 

That doesn't just mean defining Level 1 support. To ensure expectations are clear, it's vital to align with your 

vendor about what issues are covered at every level, what the escalation points are, and who will provide 

higher levels of support across key applications and infrastructure. 
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LEVEL 
1

LEVEL 
0

LEVEL 
3

LEVEL
4

LEVEL 
2

User retrievable information and self support with zero agent 

interaction through the organization's Self Service Portal

Basic level of end-user support  involving usage issues, access 

privileges and recording requests that need escalation to higher 

levels. L1 agents are trained to resolve known problems and to fulfill 

service requests by following documented SOP or scripts. 

Experienced and more knowledge technicians provide in-depth end-

user troubleshooting from the backend, assessing incidents or 

problems, and providing resolution for issues that L1 cannot handle. 

It may not communicate directly with the end-user. 

Support the top level of technical management function and used to 

provide an expert and specialized level of support for a specific 

product or service. This group has typically access permission to the 

highest level of technical resources available for issue resolution.  

Looks to reproduce problems in a lab environment looking for root 

cause engineering/ development teams if necessary.

Outsourced support for products or components that are not 

directly serviced by the organization. Examples include printer 

support, machine maintenance, vendor software support, and depot 

support. Issues or requests that are forwarded to Tier-4 support are 

monitored and closed by the helpdesk until the resolution.
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