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Project - Service Optimization of IT Helpdesk

Overview 
"Legacy Service Desk Challenges"

Previous service desk system (developed 5 
years ago) faced critical issues:

Security, UI, and reliability problems.

Negative impacts on efficiency, productivity, 
and service quality.

"Productivity Disruptions"

Valuable company time diverted to 
maintenance and recovery.

Delays in projects and reduced team 
productivity.

"New Solution: IT Service Desk 
Transformation“

Introducing a solution to facilitate 
communication and collaboration across 
departments.

Aims to resolve and prevent glitches and 
breakdowns.

Features include ticket creation, assignment, 
tracking, and resolution.

Adaptable for various IT service desk roles 
beyond tech support.



Stakeholder 
The following stakeholders were identified 
for communication regarding the project:

• Board

• CEO and Management

• Staff – Head office and outer ports

• Vendors

The communication medium used to keep 
stakeholders engaged are:

• Email

• Board paper reporting

• Face to face and online awareness by IT Department



CODE OF CONDUCT

Teamwork

Participation

Communication

Problem Solving

Meeting Guidelines 



Project Timeline

September 

November 
to December

May

October April

• Initiate Project

• Team Formation and Leader 
selected

• Formation of Code of conduct

• Planning on project stages

• Project Selection

• Solution 
Implementation

• Get Feedback from internal 
customers

• Analyze Impact on 
Productivity & Sustainability

• Problem Identification

• Problem Analysis

• Data Collection

• Root Cause Analysis

• Post Implementation Review

• Evaluate Results



METHODS

Plan

Team Formation and 
Meeting

Planning

Project Selection

Problem Identification

Problem Analysis

Do

Implement Solution

Check

Result Evaluation

Impact on Productivity 
and Sustainability

Data Collection

Action

Learning outcome

Future Project

Analysis



TOOLS & TECHNIQUES USED

• Brainstorming Ideas

• Identifying the Problem

• Problem Ranking

• Decision Matrix

• Fishbone Diagram



PROBLEM 
IDENTIFICATION

After brainstorming the following problems were identified:

NO PROBLEM

1 Excessive cost of maintenance i.e., replacement parts, toner/drum/cartridge

2 Lack of backup storage capacity - Development & Testing Environment

3 High bandwidth utilization from remote offices & low resiliency

4 Usability issues with the ServiceDesk – not being user friendly

5 Scalability issues with the ServiceDesk – lack of reporting capabilities & solution not being flexible for

enhancements
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PROBLEM SELECTION – DECISION MATRIX 

Problem Laisiasa Olly Prashneel Rajniel Kaushal
Tota

l

Excessive cost of maintenance i.e., replacement parts,

toner/drum/cartridge

3 1 2 2 2 10

Lack of backup storage capacity - Development & Testing

Environment

3 3 2 3 3 14

High bandwidth utilization from remote offices & low

resiliency

3 3 2 3 2 13

Usability issues with the ServiceDesk – not being user

friendly

4 4 4 4 4 20

Scalability issues with the ServiceDesk – lack of reporting

capabilities & solution not being flexible for

enhancements

4 5 4 4 4 21



PROBLEM RANKING

Problem Score Rank
Scalability issues with the ServiceDesk – lack of reporting

capabilities & solution not being flexible for enhancements

21 1

Usability issues with the ServiceDesk – not being user friendly 20 2

Lack of backup storage capacity – Development & Testing

Environment

14 3

High bandwidth utilization from remote offices & low resiliency 13 4

Excessive cost of maintenance i.e., replacement parts,

toner/drum/cartridge

10 5



PROBLEM STATEMENT  

The service desk that was present in the organization was not performing as per 
the expectations and causing operational challenges. Alongside this, the locally 
hosted server had a hardware footprint on the on-prem server resulting in 
additional space and compute power requirements to maintain the system.



FISH BONE DIAGRAM

System

People

On-Premise Email

Business Continuity Verbal

Up Time Face to Face

Lack of Vendor Support Lack of reporting

Lack of tracking team 
progress

Lack of Automation

No defined SLA

Method

Process

Insufficient Training 



5 Why’s 

Why 1
Why are IT requests taking 

too long to resolve?

Why 2
Why is there a delay in IT 

request resolution?

Why 3
Why are IT requests not 
being routed properly?

Why 4
Why is there a lack of 

visibility into IT requests?

Why 5
Why are we using a manual 

process to manage 
requests instead of an IT 
service desk software?



Impact on Productivity

• Customer Service Improved

• Accessibility- Services provided by mobile App is always available.

• Cost Efficient

• Time Management

• Controls in place

• Affordability

• Risk minimized
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SOLUTION IMPLEMENTED

The multi-purpose role IT service desks fulfil within any organization requires a range of 
applications that expand beyond traditional tech support and management. As such, IT 
service desk software tends to include the following features: 

• Ticket Management

• SLA Management

• Knowledge Base

• Service Catalogs

• Dashboards

• Automation

• Analytics



Awareness Session 1



Awareness Session 2



System Data Analysis – Legacy System



System Data Analysis – Legacy System



System Data Analysis – Cloud Platform
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System Data Analysis – Cloud Platform



Awareness



Awareness



Awareness



Ticket Lodgment Comparison

Jan – May Data June – September Data



TANGIBLE/INTANGIBLE RESULTS 

Tangible Results Intangible Results

Improved incident response times Enhanced Customer Satisfaction

Cost Saving Increased Productivity

Compliance and Reporting Prioritization of Work

Knowledge Management Service Level Agreement (SLA) adherence



Positive Impact

Some of the key impacts of completing 
the implementation of the service desk 

include:

Improved Efficiency and Productivity:

Faster IT incident resolution reduces downtime.

Enhanced customer satisfaction and employee 
productivity.

Efficient resource allocation and cost 
savings.

Streamlined IT Operations:

Compliance tracking and reporting.

Effective knowledge management and SLA adherence.

Centralized communication.

Enhanced Organizational Resilience:

Proactive risk mitigation and remote workforce 
support.

Employee training and data-driven decision-making.

Positive impact on the entire organization's success.



FUTURE TREND

• After Successful implementation of the cloud service desk solution, similar instances has been 
proposed to be a benefiting medium for other departments such as our customer service center 
alongside the Properties team who receive multiple requests and logging of each request for 
analytical purposes becomes cumbersome. 

• Predictive Analytics: Service desks will use predictive analytics to proactively identify potential IT 
issues, reducing downtime and improving service quality.

• Remote Work Support: With the prevalence of remote work, service desks will prioritize providing 
secure remote access to corporate resources and efficient troubleshooting for remote employees.

• Enhanced Self-Service: Self-service portals and knowledge bases will offer personalized 
recommendations, video tutorials, and interactive guides, empowering users to resolve common 
issues independently.



CORPORATE SOCIAL RESPONSIBILITY 



Questions?
Vinaka
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