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V¥V FOR SECTIONS

(O Ticket Management

Technical support V¥ Click/Tap Each Entry for Charts
@ Technology organizations manage

tickets received through a
variety of channels, which
@ Metrics require various levels of
support. This section shares

the current practices and
@ Salary experiences involved in
managing end-user tickets.

Average number of tickets resolved per month

Factors leading to increased ticket volume

Factors leading to decreased ticket volume

Average time spent on tickets and other activities

Ticket resolution by level

The nature of the relationship between the support center and desktop support
Classifying desktop support tickets

Channels through which desktop support tickets are received
Ticket resolution strategies

After-hours ticket handling

Expectations for technician travel

Vehicle use and reimbursement policies for technician travel

@ Operations

@ Staff and Structure

@ Demographics

(ONoNoNoNONONONONONONONG)

@ About the Report
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Average number of tickets resolved per month:

19%
22%
30%

A 13%

12%
2%

2%

Fewer than 500
500-1,000
1,001-5,000
5,001-10,000
10,001-50,000
50,001-100,000
More than 100,000

Percentage of organizations

71%0 of ticketsreceived are forinternal end users/customers
(thatis,employees/contractors withinthe company or
organizationthat yourteamsupports)

2909/6 of tickets received are foreXternal end users/customers
(thatis,customers orconsumers outside your company or
organization that yourteam supports)
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a1 5590

of supportorganizations sawanincrease
inticket volumeoverthe pastyear.

They attribute this increase to the following factors:

Number of customers

New applications/systems

New equipment/devices

Number of equipment/devices
Number of applications

Scope of services offered
Supporting mobile devices
Change in infrastructure
Acquisitions/mergers

Security requirements

Supporting a mobile workforce
Supporting outdated equipment
Cloud computing

Compliance expectations

Use of personal equipment/devices
Staff competency

Software as a Service (SaaS)
Customer competency

Shadow IT

Problem management
Virtualization

Outsourcing service desk functions
Knowledge base

Remote support (control and/or monitoring)
Self-help

Outsourcing desktop support functions
Other

49%
36%
30%
29%
25%
20%
20%
19%
18%
18%
15%
14%
14%
13%
13%
11%
11%
10%
9%
7%
7%
6%
6%
5%
3%
3%
4%

Percentage of organizations
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I 15%

of supportorganizations sawadecrease
inticket volumeoverthe pastyear.

They attribute this decrease to the following factors:

Self-help

Staff competency

Knowledge base

Change in infrastructure
Customer competency

New applications/systems

New equipment/devices

Problem management

Number of customers

Remote support (control and/or monitoring)
Software as a Service (SaaS)

Use of personal equipment/devices
Number of equipment/devices
Cloud computing

Number of applications
Supporting mobile devices
Virtualization

Scope of services offered

Security requirements

Supporting a mobile workforce
Shadow IT

Outsourcing service desk functions
Acquisitions/mergers

Compliance expectations
Supporting outdated equipment
Outsourcing desktop support functions
Other

42%
34%
29%
26%
26%
19%
19%
19%
17%
14%
9%
8%
7%
7%
6%
6%
6%
5%
5%
5%
5%
5%
3%
3%
2%
1%
12%

Percentage of organizations
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O Ticket ManaEERIENY Average time spent on tickets and other activities:

[ J Ticket handling/resolution ([ J Training end users/customers

. TeChnOlogy [ J Knowledge management Professional development (training and/or certification)
([ J Problem management ([ J Meetings
[ J Asset management [ ] Information security

@ Operations ® Projects ® Other

@ Metrics

@ Staff and Structure

47% @ 6% © 24% @ 4% © 2% @® 3% ©

Salar 6% @ 4% 7% @ 4% 5% @ 4%
o y SLevel1 o 4% o SLevelZ 6% ® 5% o Level 3 % ® 5% @
. upport 3% @ 3% @ upport 3% @ 4% ® Support 3% ® 5% ®
@ Demographics 4% @ 19% @ 6% ® 7% ® 1% @ 45% @

@ About the Report

26% @ 4% © 7% @ 4% ©

5% @® 4% 6% @® 5%
gESktOI: 5% ® 4% © Management 6% ® 18% ©®
uppor 5% @® 4% ©® 1% @ 5% @
7% @® 36% @ 15% @ 30% @

Percentage of time spent on each activity
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O Ticket ManaEERIENY Ticket resolution by level:

[ J Less than 10% [ ) 51-60%
. Techno[ogy o 11-20% 61-70%

[ ] 21-30% [ J 71-80%

[ ) 31-40% [ ) More than 80%
@ Operations ®  41:50%

@ Metrics

@ Staff and Structure

10% ® 14% © 13% @ 4% © 4% @® 5% ©

Salar 8% @ 13% 27% @ 4% 21% @ 2%
o Yy Level1 % & 139 Level 2 % e 6% o Level 3 7% ® 4% ®

_ Support 8% @ 15% @ Support 2% 0 7% ® Support 6% ® 5% ®
@ Demographics 12% @ 5% @ 7% @

@ About the Report

17% @ 5% © 66% ® 3% ©

25% ® 5% 8% @ 1%
295kt0[: 19% ® 2% © Management 4% ® 3% ©
uppor 1% @ 7% © 3% @ 8% @
(]

8% @ 4%

Percentage of tickets resolved
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O Ticket ManaEERIENY The nature of the relationship between the
support center and desktop support:

@ Technology
The desktop support and support center teams

. Operations provide distinct and separate functions 56% ]
Desktop support is a function within the support center where analysts
. Metrics take on support center and desktop support roles as required 26% [
Desktop support is a support center function where analysts rotate
‘ Staff and Structure support center and desktop support roles as scheduled 18% N

Percentage of organizations

@ Salary

@ Demographics

@ About the Report

549/0 of organizations track tickets resolved by
desktop support separately fromother tickets.
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O Ticket Management Classifying desktop support tickets:

Who's assigned the ticket

T
@ Technology (e.g., desktop support technician) 44% I

What type of issue

(e.g., hardware repair) 40% [

How it's resolved
(e.g., deskside, remote control) 16% [

@ Staff and Structure Percentage of organizations

@ Operations

@ Metrics

@ Salary

® DemosEEE 61%b0 of tickets submitted by internal end users/customers

@ About the Report are fordesktop supportservices.

3090 of tickets submitted by external end users/customers
arefordesktop supportservices.
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Channels through which desktop support tickets are received:

39%
1%
1%
1%
1%
9%

8%

Assigned by support center/service desk/help desk

Desktop support technician provides support at a formal tech support station

End users call desktop support directly

End users contact desktop support directly via email or chat

End users submit a web request directly to desktop support (not assigned by the support center)
End users informally walk-up/drop-in/drive-by on a technician

Other

Percentage of organizations


http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT

CLICK/TAP
V¥V FOR SECTIONS

(O Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Ticket resolution strategies:

Skills-based routing: Intelligent swarming:

Matching an end user’s specific needs Aligning resources by assigning the

with an analyst, or group of analysts, correct people with various appropriate

who has the skills required to resolve skill sets (regardless of tier) to “swarm”
the specific incident or request around issues as they occur

Percentage of organizations using these strategies
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@ Salary
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After-hours ticket handling:

Includes responses only from those organizations that don't provide 24x7 support

33% @
32% @
16% @
9% @
6% @
4% ©

Tickets aren't handled outside of business hours
On-call staff

Answering service or operator fields calls

Another department in the organization handles them
Outsourced service provider

Other 4%

Percentage of organizations

2990 of support organizations are staffed 24x7.
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O Ticket ManaEERIENY Expectations for technician travel:

® Technolo Technicians don't travel off-site 38% I
8y Technicians travel within a specified region 39%
. Operations Technicians travel anywhere they're needed 19% ]

At least one technician travels with VIPs 3% |
@ Metrics Percentage of organizations

@ Staff and Structure

@ Salary 65%0 of organizations thatdispatch technicians
off-siterecord travel time.

@ Demographics

@ About the Report

Vehicleuse andreimbursement policies for technician travel:

( ECDE ) Personal vehicle ‘ Company vehicle

Vehicle use 66% 64%
Reimbursed for gas 59%
Reimbursed for mileage 84%

Percentage of organizations
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@ Ticket Management ]
Technical support V¥ Click/Tap Each Entry for Charts

O Technology organizations rely on
@ Operations technology to provide Devices supporfted
successful end-user support. Number of devices supported
] Thi ti Is th Technologies used to provide support
. Metrics IS sectionreveals e Must-have technologies for providing successful support

current practices and plans
around technology used to
@ Salary provide technical support.

Key factors motivating new technology implementations/upgrades
Alignment between technologies and specific methodologies/frameworks
Positions involved in selecting new technologies for the support center
Incident/ticket management solutions used to provide support
Individuals/teams responsible for providing remote support

Percentage of tickets resolved remotely

Remote support technologies used by support

Self-service (i.e., Tier 0, unassisted self-help) tools made available to
end users/customers

Application packaging software used by desktop support
Imaging systems used by desktop support

Systems management tools used by desktop support
Hosting practices for support technologies

Licensing models for support technology

@ Staff and Structure

@ Demographics

@ About the Report

O0OO0O0O0O O0OO0OO0OO0OOOOOOO0OOO
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Devices supported:
@ Ticket Management

QO Technology

@ Operations

@ Metrics é

@ Staff and Structure Desktops/laptops Peripherals Mobile devices Telecom
(PC, Mac, etc.) (printers, scanners, etc.) (smartphones, tablets, etc.) (desk phones, PBX,
headsets, VoIP, etc.)

@ Salary

® Dot 90%0 81%0 72%0

@ About the Report

0
1 @ P,
= =7 (]
C—
Audio/visual (presentation Network devices Other Internet of Things devices
equipment, projectors, TVs, sound (routers, switches, WAPs, (SIM client, POS, kiosk, etc.) (wearables, exercise equipment,
system, video walls, etc.) hubs, etc.) smarthome devices, etc.)

70% 70% 58% 49%0

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Number of devices supported:

Fewer than 500
500-999
1,000-2,999
3,000-4,999
5,000-9,999
10,000-14,999
15,000-19,999
20,000-29,999
30,000-49,999
50,000 or greater

35% I
5% [

15%

8% I

13% I

6%
2%
4%
3%
7%

Percentage of organizations
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Technologies used to provide support:
@ Ticket Management

We use it and have no plans We use it but are planning We're planning We don't use it and we
to replace or update it to replace/update it to add it have no plans to add it
Technolo Remote control FEA 21% 6% 3%
O y
Incident management YAZ PLY) 6% 3 %
@ Operations Collaboration IR 20% 8% | 7%
! Alerts/monitoring ERS PEY) 8% 6%
@ Metrics
Systems management [EN 22% 10% 5%
R t itori 63 % 20% 7% 10%
@ Staff and Structure emote monitoring MEEak - . -
Reporting/analytics W 29% 9% 2%
Application packagin 59% 20% 11%
@ Salary PP packaging
Application licensing [E:F PAN 10%
@ Demographics Imaging systems JETEA 20% 10%
Change management YA 25% 7%
. Abovut the Report Service level management W) PEY) 10%

Request management JEEEN 27% 7%

Customer satisfaction surveying [EER) 26 % 1 5%
Problem management LY 23% 7%
Knowledge management QLY 28% 5%
Asset management JEEP 26% 7%
Configuration management EVE/) PEN) 10%
Service catalog ¥ 23% 13%

Workforce management [EEYS 18% 26%
Self-help (i.e., Tier 0) EYAZS 27% 8%

Call recording (Qa/Qm) YA 20% 26%

Chat for support EEXSS 19% 23%

Social media EIF 16 % 36%

Video for support EPEA 17 % 39%

Percentage of organizations
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@ Ticket Management
(O Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Must-have technologies for providing successful support:

Incident management
Knowledge management
Remote control
Reporting/analytics
Self-help (i.e., Tier 0)
Customer satisfaction surveying
Request management
Systems management
Problem management
Service level management
Collaboration tools

Asset management
Service catalog
Alerts/monitoring

Chat for support

Change management
Configuration management
Imaging systems

Remote monitoring
Workforce management
Call recording (QA/QM)
Video for support
Application packaging
Application licensing

Social media

54%
49%
43%
24%
22%
22%
21%
20%
19%
18%
17%
17%
16%
15%
15%
14%
12%
12%
11%
1%
10%
6%

6%

5%

5%

.UII
1)
~
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>
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@ Ticket Management
(O Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Key factors motivating new technology implementations/upgrades:

Improve the customer experience

Continual process improvement

Cost

Lifecycle replacement

Expanded services

Compliance requirements (e.g., security, regulatory, policy)
Business alignment

Customer growth

Current technology incompatible with other software/systems
Changes to support delivery model

Vendor no longer supports current technology
Staffing changes

Business model changes (e.g., outsourced functions)
Warranty expiration

Other

61%
52%
44%
37%
36%
36%
35%
32%
31%
21%
20%
20%
19%
19%
1%

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

ITIL
Knowledge-Centered Support (KCS)
HDI Support Center Standard

Microsoft Operations Framework (MOF)

DevOps

1ISO 9000

LEAN

Six Sigma

ISO/IEC 20000

Total Quality Management (TQM)
COBIT

Capability Maturity Model (CMMI)
Kaizen

Process Maturity Framework (PMF)
Other

None

519 [

24% [N
23% [
13% [

12% [

1% [

10% [N

10% [N

9%
7%
6%
5%
4%
2%
1%
14%

Percentage of organizations

Alignment between technologies and specific methodologies/frameworks:
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Positionsinvolvedinselecting new technologies for the support center:
@ Ticket Management

O Technology Involvedin Involvedin Involvedin Involvedin Other No
ADVISING/ SELECTION PURCHASING PURCHASE involvement involvment
@ Operations INFLUENCING PROCESS DECISION APPROVAL
@ Metrics Support 0, o, o, o, o o,
stafflevel 63% 40% 17% 8% 1% 20%
@ Staff and Structure
Support
@ salary manager/ 73% 84% 46% 18% 4%
level
@ Demographics
Executive 40% 43% 69% 82% 17% 5%

@ About the Report level

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Incident/ticket management solutions used to provide support:

ServiceNow

BMC - Remedy, ServiceDesk Express, Footprints [Numara],
Track-1t!, Remedyforce, Remedy OnDemand, Remedy9

Microsoft - Dynamics AX, CRM, System Center Service Manager
Cherwell Service Management

Salesforce.com

Ivanti - Service Desk, Help Desk, Service Manager,
Service Management [formerly LANDesk and HEAT Software

CA Service Desk Manager
Developed in-house (homegrown)
ManageEngine ServiceDesk Plus
IBM Maximo

Zendesk

TeamDynamix

Connectwise

HP - Peregrine, Service Manager, Service Desk,
Service Center, Service Anywhere

Atlassian JIRA

EasyVista

SolarWinds Web Help Desk
Spiceworks

Axios assyst

Marval MSM

Other

17%
14%
10%
8%
7%
5%
4%
3%
3%
3%
2%
2%
2%
2%
1%
1%
1%
1%
1%
1%
11%

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Individuals/teams responsible for providing remote support:

Support center staff 82%
Desktop support staff 68% [y
Other 6% [

None 1% |
Percentage of organizations

4090 of organizations formally measure the percentage
of ticketsresolved using remote support.

Percentage of tickets resolved remotely:

22% @ 1-25%
30% @ 26-50%
28% ® 51-75%
13% @ 76-99%
6% @ 100%

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Remote support technologies used by support:

Microsoft Remote Desktop Connection
Microsoft SCCM

Microsoft Skype for Business [formerly Lync]
Bomgar

Cisco Webex

Microsoft Windows Remote Assistance
TeamViewer

LogMeln GoToAssist [formerly Citrix]
RealVNC

Zoom

LogMeln Pro/Rescue

Apple Remote Desktop

LogMeln GoToMyPC [formerly Citrix]

Jamf Pro [formerly Casper Suite]

Symantec Endpoint Management
Symantec pcAnywhere

SolarWinds DameWare Mini Remote Control
SolarWinds DameWare Remote Control
Ivanti [formerly LANDesk, HEAT Software, and Absolute Software]
join.me

ScreenConnect

CA SupportBridge

ManageEngine Desktop Control

CA Remote Console

Netop Remote Control

Kaseya

Other

32%
26%
24%
21%
18%
16%
15%
12%
9%
8%
8%
7%
7%
6%
5%
5%
5%
5%
5%
4%
4%
3%
3%
3%
2%
2%
7%

Percentage of organizations
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@ Ticket Management Self-service (i.e., Tier O, unassisted self-help)
tools made available to end users/customers:

(O Technology
Knowledge base 59% Iy

. Operations Password reset 54% T
FAQs 49% [y

. Metrics Incident history 36% _

Downloads (e.g., documents, software patches, upgrades) 35% _
‘ Staff and Structure Documentation library 31% _

Personal profile updates 19% _
@ Salary Self-diagnostic (i.e., automated determinations of error conditions) 16% |
Self-healing (i.e., automated solutions based upon findings from system diagnostics) 11% _

@ Demographics other 2% [

We don't provide self-service 6% -

Percentage of organizations

@ About the Report
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P P —— Application packaging software used by desktop support:

QO Technology Microsoft SCCM  54%
Microsoft Support Center Operations Manager 23%

. Operations Symantec Endpoint Management 21%
Microsoft APPv  14%
@ Metrics Developed in-house (homegrown) 14%
IBM Tivoli Endpoint Manager 14%
@ Staff and Structure Apple Remote Desktop 13%
Jamf Pro [formerly Casper Suite] 12%
‘ SY-1E1aY TeamViewer 11%
Ivanti [formerly LANDesk, HEAT Software, and Absolute Software] 9%
@ Demographics Quest KACE [formerly Dell KACE] 8%
CA Client Automation 7%
. About the Report ManageEngine Desktop Central 6%
Novell ZENworks 6%
BMC Configuration Management [formerly Marimba] 5%
Flexera Admin Studio [formerly Wise Package Studio] 5%
Kaseya 3%
Other 9%

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Imaging systems used by desktop support:

Microsoft SCCM

Microsoft Deployment Toolkit

Microsoft Windows System Image Manager
Microsoft Support Center Operations Manager
Symantec Ghost Solution Suite

Symantec Endpoint Management

Jamf Pro [formerly Casper Suite]

IBM Tivoli Endpoint Manager

Quest KACE [formerly Dell KACE]

Developed in-house (homegrown)

Apple Remote Desktop

Acronis

Ivanti [formerly LANDesk, HEAT Software, and Absolute Software]
Novell ZENworks

DeployStudio

Clonezilla

Macrium

Intrinsic Swimage

Other

450
20% |

16%
15%
14%
13%
11%
11%
10%
10%
8%
7%
6%
6%
6%
5%
4%
3%
4%

Percentage of organizations
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@ Ticket Management
QO Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Systems management tools used by desktop support:

Microsoft SCCM

Microsoft Support Center Operations Manager
Symantec Endpoint Management

Developed in-house (homegrown)

Apple Remote Desktop

IBM Tivoli Endpoint Manager

TeamViewer

Jamf Pro [formerly Casper Suite]

Quest KACE [formerly Dell KACE]

LogMeln Central

Symantec Ghost Solution Suite

Ivanti [formerly LANDesk, HEAT Software, and Absolute Software]
Novell ZENworks

CA eHealth SystemEDGE

Kaseya

Other

50%
27%
18%
13%
13%
12%
11%
11%
10%
9%
9%
8%
5%
4%
4%
8%

Percentage of organizations
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Hosting practices for support technologies:
@ Ticket Management

In-house server(s) Managed services provider's server(s) Web-based computing environment Other

O Technology Alerts/monitoring X4 19% 17 % 1%
Application licensing JEX&Z) 27% 14% 3%

. Operations Application packaging [¥EZ 19% 17% 1%
Asset management LY 24% 17% 5%

@ Metrics Call recording (QA/QV) [ BEB 28% 18% 3%

Change management YA 27% 18% 3%
@ Staff and Structure

Chat for support JEI§ 26% 24% 4%
. Salary Collaboration [EELPZ 26% 27% B %
Configuration management JE§2) PEY 19% 2%
. Demographics Customer satisfaction surveying JEr¥Zs 31% 24% 3 %
Imaging systems [{¥&Z3 16% 15% 2%
. About the Report Incident management JEERS 24% 25% 2%

Knowledge management [EX:§7) 26 % PEN) 3%

Problem management 8 28% 19% 3%

Remote control REYEZ 21% 24% 2%

Remote monitoring JELY 26% 17% 3%
Reporting/analytics JEIRZ) 26% PARZ) 3%
Request management N 27 % PARZ) 2%
Self-help (e.g., Tier 0) EERS 24% 24% 3%
Service catalog JEER) 26% 24% 5%

Service level management JEIRZ) 24% 22% 4%
Social media JEARZ] 24% 40% 5%

Systems management {3 23% 15% 1%
Video for support YRS 27% 29% 4%
Workforce management i3S AN PAN 4%

Percentage of organizations



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT D

CLICK/TAP
V¥V FOR SECTIONS

Licensing models for support technology:
@ Ticket Management

Subscription One-time purchase for life One-time purchase for life
(scheduled renewal) (includes maintenance) (ongoing maintenance costs) Other
O Technology Alerts/monitoring X2 29%
Application licensing [EER 28% 26%
. Operations Application packaging IS

Metri Asset management JEELPA
. e Call recording (QA/QM) [EERS

Change management A2

@ Staff and Structure
Chat for support EEZS

@ Salary Collaboration [IFA
Configuration management [EOF
. Demographics Customer satisfaction surveying GRS
Imaging systems JELFS

@ About the Report

Incident management QLY
Knowledge management [ELE
Problem management ELY
Remote control LS

Remote monitoring YA
Reporting/analytics LS
Request management AR
Self-help (e.g., Tier 0) AR
Service catalog LR

Service level management LY
Social media EENS

Systems management IR

Video for support EIEZ

Workforce management JEYF

Percentage of organizations
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@ Ticket Management
Numerous methodologies,

@ Technology frameworks, and process
‘ o i guide the technical support Current and planned use of specific methodologies, frameworks, and processes
peraties industry. This section Service management processes support organizations have adopted
] . . gs Techniques for enforcing compliance with support processes
@ Metrics Ider_‘tlfles those that are Staff involvement in knowledge management
belng used and reveals Problem management practices, processes, and roles
@ Staff and Structure insights into the internal Maintaining service level agreements

Percentage of tickets that meet SLA/OLA goals or targets

. SY-1E1Y operatlons Of th_e teChnlsal Process maturity in desktop support
support organizations and its Charging end users/customers for support services
@ Demographics relation to the business.

Expectations for outsourcing support services over the next year
Distribution of outsourced staff
Outsourcing status for support functions

| : | Factors influencing the decision to outsource or consider outsourcing

@ About the Report

Factors influencing the decision not to outsource
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Current and planned use of specific methodologies,

Ticket Management
® = frameworks, and processes:

@ Technology

Currently use Planning to use Have used in the past  Haven't used and don’t plan to use

. ITIL JEEVZ 17 % 10% 18 %

@ Operations . . . .
HDI Support Center Standard X3 19% 14% 29%

. Metrics Knowledge-Centered Support/Service (KCS) JEARA 29% 9% 31%
Microsoft Operations Framework (MOF) R 11% 12% 47 %

‘ Staff and Structure 1SO 9000 LY 15% 10% 51%

1SO/IEC 20000 [EERA 15% 8% 54%

@ Salary Capability Maturity Model (CMMI) [EEED 13% 10% 54%
Lean

. Demographics Total Quality Management (TQM) AR 14% 16% 50%

Six Sigma ENS 15% 16% 50%
@ About the Report Kaizen

COBIT A3 15% 12% 56 %
Process Maturity Framework (PMF) JERS 14% 13% 60%

Percentage of organizations
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@ Ticket Management

@ Technology

@ Operations

@ Metrics

@ Staff and Structure
@ Salary

@ Demographics

@ About the Report

Incident management

Knowledge management

Change management

Problem management

Asset management

Service level management

Service catalog management

Access management

Information security management
Configuration management

Request fulfillment fpreviously service request management]
Release and deployment management
Business relationship management
IT service continuity management
Event management

Availability management

Capacity management

Strategy management for IT services
Financial management for IT services
Service portfolio management
Supplier management

Transition planning and support

Service management processes support organizations have adopted:

56% I
54% I
48% I
46% I
44% I
32% I
28% I
25% I
23% I
23% I
23% I
20% N
16% N
14% I
13% I
12% [
1%
1% [
g% HH
8% N
g% 1N
6%
Percentage of organizations

HDI@
—————————————————
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@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure
@ Salary

@ Demographics

@ About the Report

Techniques for enforcing compliance with support processes:

Closed-ticket review 57%

Auditing 52%

Customer surveying 52%
Coaching/mentoring 52%

Individual performance review 48%
Open-ticket review/queue review 46%

Service improvement project 19%

Percentage of organizations

Staff involvement in knowledge management:

Use it: Search knowledge base to resolve issues 90% [INNEGEGEGEGEGEGEEEEEEED
Flag it: Mark articles that need improvement 59% [INEGE
Fix it: Modify articles that need improvement 61% |G
Add it: Contribute new articles for others to use 70% [IININININININGEGEGE
Submit it: Review articles and make them available for use 52% [ INENELEE

Percentage of organizations
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P P —— Problem management practices, processes, and roles:

@ Technology

@ Operations

Formal Dedicated Decreasein
; problem recurring
@ Metrics m:r:g;:::;nt manager incidents
@ Staff and Structure processes (ors_lr_nllar due to problem
uctu position) management
@ Salary
@ Demographics 63% @ Yes 30% @ Yes 41% @ Yes
35% @ Somewhat 44% @ Somewhat 39% @ Somewhat
About the Report
. P 2% @ No 26% ® No 20% @ No

Percentage of organizations
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@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure
@ Salary

@ Demographics

@ About the Report

Maintaining service level agreements:
Multiple service level agreements 53% [N

Single service level agreement 43% [N

Operational level agreements 25% |G

Underpinning contracts 5% [l

Percentage of organizations

Percentage of tickets that meet SLA/OLA goals or targets:

8%

11%
10%
17%
23%
31%

B

Less than 50%
51-60%
61-70%
71-80%
81-90%
91-100%

Percentage of organizations
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@ Ticket Management Process maturity in desktop support:

@ Technology Hardware asset management
Measured/tracked 16% [ ENRNNID
‘ Operations Enforced 18% |G
Documented 26% [N
@ Metrics Defined 25% |G
Being developed 10% I
H

@ Staff and Structure Undefined 5%
Percentage of organizations

@ Salary

@ Demographics Large-scale deployments/projects
Measured/tracked 16% I
@ About the Report Enforced 21% [
Documented 21% [y
Defined 27% Iy
Being developed 9% [
Undefined 7% [

Maintenance depot
Measured/tracked 14% _
Enforced 18% Iy
Documented 19% I
Defined 20% [N
Being developed 13% [
Undefined 16% [N
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@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure
@ Salary

@ Demographics

@ About the Report

Process maturity in desktop support (cont'd):

New hire provisioning
Measured/tracked 15%
Enforced 18%
Documented 23%
Defined 25%

Being developed 15%
Undefined 4%

Percentage of organizations

Self-maintenance (nonwarranty repairs)
Measured/tracked 15% [
Enforced 19% Iy
Documented 21% [
Defined 25% [y
Being developed 7% [0
Undefined 12% [

Measured/tracked 20% _
Enforced 19% [N
Documented 23% [
Defined 26% N
Being developed 7%

]
Undefined 4% [
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P —— Process maturity in desktop support (cont'd):

. Technology Software and hardware procurement
Measured/tracked 17%

@ Operations Enforced 20%
Documented 22%

@ Metrics Defined 28%
Being developed 9%

@ Staff and Structure Undefined 3%

}-I
3
(0]
S
[\})
Q
D
o
~~
Q
Q
L
S
N
L
=
S
3
(%]

@ Salary

@ Demographics Termination asset recovery
Measured/tracked 13%
@ About the Report Enforced 19%
Documented 23%
Defined 28%

Being developed 10%
Undefined 7%

Warranty repairs
Measured/tracked 17%
Enforced 22%
Documented 23%
Defined 25%
Being developed 5%
Undefined 8%

I. EII I
[a)
0]

3
QU
Q
(0]
(o]
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Percentage of organizations
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@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure
@ Salary

@ Demographics

@ About the Report

Charging end users/customers for support services:

Corporate allocation
(no charge to end users/customers)

Fixed allocation to business
units/departments

Fixed-fee service contract
Fixed fee per incident

Based on length of call

54%
34%

22%
18%

13%
27%
6%
15%
5%
6%

Internal end users/customer External end users/customers

Percentage of organizations
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P —— Expectations for outsourcing support services over the next year:

@ Technology 4%
8%
32%
6%

50% @ We don't outsource and have no plans to start

Begin outsourcing

Outsource more

@ Operations

No change in the current level of outsourcing

Outsource less

@ Metrics

@ Staff and Structure

Percentage of organizations

@ Salary
@ Demographics

@ About the Report

60%0 of organizations that are currently outsourcing are
outsourcing less than half of their support services.

Distribution of outsourced staff:

In-house (in your facility) 57% (I
In-country (third-party facility in your country) 46% [NNEGEGGEGEG
Nearshore (third-party facility in an adjacent country) 16% [INNRRBEEE
Offshore (third-party facility in a nonadjacent country) 25% NG
Percentage of organizations
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P —— Outsourcing status for support functions:

Currently Being considered Outsourced Bringing back No plans to
outsourced for outsourcing in the past in-house outsource

@ Technology
Printer support EEER 10% 6% 4% 40%

‘ Operations After-hours support JERA 10% 4%2% 48%
26% 8% 3%4% 60%
. Metrics Software/applications support [WEPA 8% 5% 2% 599,
24% 9% 3% 3% 61%

Out-of-country support

Internet/web support

‘ Staff and Structure Hardware support and repair [PERS 10% 5% 2% 60 %
Support center staff PARS 9% 5% 4% 60 %
‘ Salary Peak call loads (overflow support) PAK 13% 3% 3% 60%

Depot repair PAN 8% 5% 5% 61%
@ Demographics Imaging A4 11% 3% 3% 63%
Deployments [PAR/] 13% 1% 3% 58%
. About the Report Mobile device support [REMS 12% 6% 13 % 61%
Proprietary applications support RENS 8% 4% 5% 64 %
Dispatch to deskside - field REF 9% 1% 3% 62 %
Multilingual support REF 10% 5%|3 % 63 %

Network support REF 13% 4% 3% 62%

Desktop support RIFA 9% 5% 4 % 66 %

14% 8% 4% 5% 69 %
Support center management REFS 5% 4% 3% 75%
Asset management N 1% 3% 5% 76%

Percentage of organizations

Dispatch to deskside - local
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P P —— Factors influencing the decision to outsource or consider outsourcing:

Cost 45% (NN
@ Technology Expanded scope of support 24% [IIINEGEE
A need for expertise (including language requirements) 22% _

‘ Operations A recent change in infrastructure 15% [N

Leveraging better technology 14% [
. Metrics The service that's outsourced isn't a core business competency 11% [N

HR issues (e.g., turnover, low morale, etc.) 7% -
@ Staff and Structure Mergers/acquisitions 5% [
Other 4% M

. Salary Real estate issues (e.q. no room, physical location costs oo much) 2%

Percentage of organizations

@ Demographics

@ About the Report
Factors influencing the decision not to outsource:

Control of service 51% [IININIGGGGG
Service quality 46% [IINIGIGINININIGTIINEE
Customer acceptance 38% [IININGNGITNE
Cost 33% NG
Security 22% [INNEGEGEGE
Staff morale 22% |G
Legal requirements 14% (I
Other 3% W
Percentage of organizations
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CLICK/TAP M Et ri CS

V¥V FOR SECTIONS

@ Ticket Management

Metrics are used for many V¥ Click/Tap Each Entry for Charts
@ Technology purposes, from performance

evaluations to staffing
and budgeting decisions.

Quick reference guide
Top 10 metrics tracked/measured by support organizations
Channels used to contact support

@ Operations

O Metrics This section starts with Percentage of tickets received via support channels
a summary of common Measuring incidents and service requests
@ Staff and Structure industry metrics for quick Ticket types received by the support organization
reference and is followed by Cost per ticket
@ Salary . )
a closer analysis about each ustomer satisfaction
@ Demographics of the metrics. Methods for measuring customer satisfaction

Frequency of formal measurement of customer satisfaction
Factors that contribute to increased customer satisfaction
Factors that contribute to decreased customer satisfaction

esponse time
Average speed to answer the phone
Average time to respond to email
Average time to respond to voicemail
Average time to respond to chat
Average time to respond to tickets submitted via online forms
Average time to respond to tickets received by desktop support

ime spent on tickets
Average talk time on the phone
Average handle time for tickets received by phone
Average handle time for tickets received by email
Average handle time for tickets received by chat

@ About the Report

O0O0OO0O—-H4 OO0OO0OO0O0O0O0OxHM OOOON OOOOOOO
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CLICK/TAP M et rl CS (cont’d)

V¥V FOR SECTIONS

@ Ticket Management

V Click/Tap Each Entry for Charts

@ Technology
Reopen, transfer, and abandon rate

O  Percentage of tickets reopened after being closed, across all channels
O Percentage of tickets transferred to another channel before being resolved

@ Operations

O Metrics O  Percentage of calls that are abandoned
@ Staff and Structure Resolution time and effort
O Average time to resolve, across all channels
‘ Salary O  Average time to resolve a desktop support ticket
O  Average amount of dedicated work time spent on a desktop support ticket
() Demographics O  Average amount of effort end users/customers expend to get an issue resolved

Resolution rates

. About the Report Percentage of tickets resolved on the initial phone call (first call resolution)
Percentage of tickets resolved without hierarchical escalation (first level
resolution)

Percentage of tickets resolved by the person who opens the ticket (first contact
resolution)

Percentage of desktop support tickets that are resolved on the technician’s first
attempt

Percentage of desktop support tickets that are escalated from desktop support
to another department/level

Percentage of tickets escalated to desktop support that could have been solved
by Level 1

Average amount of time desktop support tickets spend in the queue

Knowledge base
O  Percentage of tickets resolved using a knowledge base article/document

O Percentage of tickets that result in the creation of new knowledge articles/
documents

O O O O O O0OOo
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CLICK/TAP Quick Reference Guide
V¥V FOR SECTIONS

Customer satisfaction Voicemail

@ Ticket Management

Customer satisfaction with ticket resolution 85% Time to respond (median) 15-60 minutes
@ Technology Customer satisfaction with desktop supportservices 85% “
Customer satisfaction with support center overall 86% ) I
] Time torespond (median) 1-4hours
@ Operations P
Ticket handling Incidents Service requests
Metrics i i ° -
O Reopened ticket rate (median) 3% Averagehandletime (median) 1015 minutes 1.5 20
Incidents Service requests minutes
@ Staff and Structure
pergeineorsive e 12days  1-2days
@ Salary Average time to resolve a desktop support ticket (median) 8-24 hours 8-24 hours Time torespond (median) 60-90 seconds
] Percentage of tickets resolved without hierarchical o o
. Demographlcs escalation [firstlevel resolution rate] (average) 66% 65% Online form
Percentage of tickets resolved by the person who opens 67% 62% Time torespond (median) 1-4hours
. About the Report the ticket [first contact resolution rate] (average) ° °
Percentage of tickets assigned to desktop support that are o o
resolved on the technician’s first attempt (average) 69% 72%
Percentage of tickets escalated from desktop supporttoa 50% 50%

higher level (average)

Average speed to answer (median) 21-30seconds
Abandonment rate (median) 5%

Incidents Service requests
Average talk time (median) 8-10 minutes 8-10 minutes
Average handle time (median) 8-10 minutes 8-10 minutes
Percentage of tickets resolved on the first call, by any level 68% 68%

[first call resolutionrate] (average)
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

0O000Q

Top 10 metrics tracked/measured by support organizations:

Average time toresolve tickets Average speed to answer (phone)

Average time to resolve desktop support

Customer satisfaction with ticket resolution .
tickets

Customer satisfaction with support overall Average handle time (phone)

Average number of tickets resolved per

staff member Average talk time (phone)

Percentage of tickets resolved by the initial

Abandonment rate (phone) person who opens the ticket
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CLICK/TAP 649%0bofan organizations end users/customers
V FOR SECTIONS contactthe supportcenterforsupportorservice.

@ Ticket Management Channels used to contact support:

Formally offered Formally measured
@ Technology 2016 2017 2016 2017
) Autologging 27:" 16:‘ I
@ Operations 21% 13%
38% 20%
QO Metrics Chat pas, 28% I
Deskside (technician provides support - -
< at the device's location) 459 26% I
@ Staif it S 70%
mall 7g% 57% I—
@ Salary Fax 10% 3%
6% 3% W
@ Demographics Mobile apo  10% 3% [l
PP 1% 5% I
@ About the Report Phone 87% 76% I

73% 61% I—

Remote control

2% 14% I

Social media % 1% W
17% 9% [N
Tech support station(s) 13% 5%
PP © 6% 15% [
Text message 10% 3%
9 13% 6% N
: 7% 3% [
Y, h
ideo chat ), 5%
Walk-up/drive-by/drop-in by end users/ 49% 28% I
customers at the support center 359 20%

36% I
32 I

48%
44%

Web/online form

Percentage of organizations
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CLICK/TAP
V¥V FOR SECTIONS

Percentage of tickets received via supported channels:
@ Ticket Management

@ Technology Autologging 19%
, Chat 18%

@ Operations

Deskside (technician provides support at the device's location) 16%
O Metrics

Email 30%
@ Staff and Structure e 10%

Mobilea 14%
@ Salary PP

Phone 42%
o Demographics Remote control 8%

. . o

@ About the Report Social media 16%

Tech supportstation(s) 17%

Textmessage 11%

Video chat 10%

Walk-up/drive-by/drop-in by end users/customers at the support center 10%

Web/online form 18%

Percentage of tickets
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Measuring incidents and Ticket types received by the
service requests: support organization:

Includes responses only from those organizations that
measure incidents and service requests separately

53% @ We measure incidents and 53% @ Incidents
service requests separately

23% @ We distinguish between them but
don't measure them separately 5% @ Other

42% @ Service requests

24% ® We don't distinguish between Percentage of tickets
incidents and service requests

Percentage of organizations

Anincidentisdefinedas any unplanned workrequired to fix
something. A service req vestisusually planned orscheduled
work (thatis,nothingis broken, butaserviceis needed).
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CLICK/TAP
V¥V FOR SECTIONS
@ Ticket Management
@ Technology
@ Operations
(O Metrics
@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Cost per ticket (all channels):

The cost of operations (including
people, infrastructure, and overhead)
divided by the total number of tickets

received through any channel

$25.00

median

Cost per Ticket

Cost per ticket (desktop support):

The cost of operations (including
people, infrastructure, and overhead)
divided by the total number of tickets

received by desktop support

median

9,

Unburdened cost per ticket,
labor only (desktop support):

The cost of labor divided by the
total number of tickets received by
desktop support

$17.00

median
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Customer Satisfaction

Methods for measuring customer satisfaction:

Ticket resolution Desktop support services Support overall

o,
Survey invitation emailed gz;’
()
to an end user/customer 87%
26%
Follow-up phone call/survey 29%
27%
. 17%
End user/customer submits feedback 239
via a company website 5, %

8%
Agent collects the information 11%
6%

7%
Forum/focus group 13%
9%

1% 1
Other 1% |
2% W

Percentage of organizations

Onaverage...
85% 85% 86%0
of end users/customers are satisfied of end users/customers are satisfied of end users/customers are satisfied

with ticket resolution. with desktop supportservices. with support overall.
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management Frequency of formal measurement of customer satisfaction:

Ticket resolution Desktop support services Support overall

57% T
100% of tickets closed 38%

@ Technology

@ Operations 26% IE—
Metri 46% I
O Metrics Random sampling of tickets closed 40%

28% I——

26% .
Monthly 19% EE

@ Staff and Structure

@ Salary 26% I
_ 16% I
@ Demographics Quarterly 20% I
21% I
@ About the Report 15% I

Semiannually 15%
17% I

21% [—
Annually 22%
28% E——

17% -
Special purposes 14% I
23% I—

End users/customers can submit 4124’ o]
feedback at any time 36% I
42%

3% Il
Other 2% [
3% N

Percentage of organizations
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CLICK/TAP
V¥V FOR SECTIONS

Factors that contributetoincreased customer satisfaction:
@ Ticket Management

@ Technology o) O 0
/v\
@ Operations (LE‘D /_\@ @ 6\/% @

Staff competency/training Availability of support Knowledge management Additional staff/resources Proactive monitoring
Metrics
) 58% 41% 37% 32% 25%
@ Staff and Structure New support center technology 24% Scope of services offered 11%
. Salary Remote control 22% Expanded channels (e.g., walk-up support) 10%
] New applications/software 21% Brought functions backin-house 10%
@ Demographics
Self-help (e.g., Tier 0) 20% Scope of devices supported 8%
@ About the Report
Shift-left 17% Communication plan (including social media strategy) 8%
Problem management 16%0 Security and compliance requirements 8%
End user/customer competency/training 16% Outsourcing desktop supportfunctions 8%
Change management 13%0 Consultant 6%
Marketing your services 12% Outsourcing service desk functions 3%
Request management 12% Other 3%
New equipment/devices 12% Percentage of organizations

42%/0 of organizationsreport anincrease in customer satisfaction.
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CLICK/TAP
V¥V FOR SECTIONS

_ 6% of organizationsreport adecreaseincustomersatisfaction.
@ Ticket Management Theseare thetop 5reasons why:

@ Technology

@ Operations Lack of staff/resources

(O Metrics

@ Staff and Structure Staff competency/training

@ Salary
End user/customer competency/training

@ Demographics

@ About the Report

New applications/software

Scope of devices supported | Availability of support (tied)

0O000Q
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CLICK/TAP Response Time
¥ FOR SECTIONS

Average speed to answer the phone (i.e., speak to a person):

Includes regular support hours only

@ Ticket Management

@ Technology

5% Less than 5 seconds

@ Operations
18% 5-10 seconds
(O Metrics

@ Staff and Structure 21-30 seconds

/ 21%
)

15%

[
{

14% @ 11-20 seconds
o
® 31-59 seconds
[

@ Salary
60-90 seconds

@ Demographics 12% More than 90 seconds

Percentage of organizations

@ About the Report

81—909%0 of tickets submitted via phone
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

Average time to respond to email:

Includes regular support hours only; doesn't include automatic receipt acknowledgement

@ Ticket Management

@ Technology

. Operations 11% @ Lessthan 15 minutes
35% @ 15-60 minutes

O Ml 40% ® 1-4 hours

@ Staff and Structure 12% @ 4-8hours
3% @ More than 8 hours

@ Salary

Percentage of organizations

@ Demographics

@ About the Report

81—909%0 of tickets submitted via email
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

Average time to respond to voicemail:

Includes regular support hours only

@ Ticket Management

@ Technology
. Operations 19% @ Lessthan 15 minutes
50% @ 15-60 minutes

O Metrics 27% @ 1-4 hours

@ Staff and Structure 4% @ 4-8hours

0% More than 8 hours
@ Salary

Percentage of organizations

@ Demographics

@ About the Report

71—90%0 of tickets submitted via voicemail
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

Average time to respond to chat:

Doesn't include automatic receipt acknowledgement

@ Ticket Management

@ Technology

40% Less than 60 seconds

@ Operations

27% 60-90 seconds

(O Metrics

20% 90-120 seconds

@ Staff and Structure 13% @ More than 120 seconds

Percentage of organizations

@ Salary

@ Demographics

@ About the Report

81—909%0 of tickets submitted viachat
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

Average time to respond to tickets submitted via online forms:

Includes regular support hours only; doesn't include automatic receipt acknowledgement

@ Ticket Management
@ Technology

@ Operations

8% @ Lessthan 15 minutes
QO Metrics 26% @ 15-60 minutes

45% @ 1-4 hours
@ Staff and Structure

16% @ 4-8 hours
@ Salary 3% @ 8-24hours

] 3% @ More than 24 hours
@ Demographics

Percentage of organizations

@ About the Report

81—909%0 of tickets submitted via online forms
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

Average time to respond to tickets received by desktop support:

Includes regular support hours only; doesn't include urgent/high-priority tickets

@ Ticket Management

@ Technology

12% Less than 15 minutes

@ Operations

18% 15-30 minutes

(O Metrics

14% 1-2 hours

@ Staff and Structure

12% 2-4 hours

o
o
21% @ 30-60 minutes
o
o
]

14% 4-8 hours

@ Salary

6% 8-24 hours

@ Demographics
2% © More than 24 hours

@ About the Report

Percentage of organizations

81—909%0b of ticketsreceived by desktop support
meet thestated SLA (median).
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management

@ Technology

Less than 3 minutes

@ Operations

QO Metrics 3-5 minutes

@ Staff and Structure

5-8 minutes

@ Salary

@ Demographics 8-10 minutes

@ About the Report

10-15 minutes

15-20 minutes

20-25 minutes

More than 25 minutes

Time Spent on Tickets

3%
3%
8%

19%
16%
23%

29%
34%
31%

22%
27%
21%

16%
13%
13%

3%
6%
3%

2%
1%
1%
6%
0%
0%

Combined Incidents

Average talk time on the phone (from answer to hang up):

Service requests

Percentage of organizations

Percentage of tickets that
meet the stated SLA (median)

71-80% 81-90% 81-90%



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT

H D I:F
—————————————————

CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Average handle time for tickets received by phone
(including talk time and wrap-up time):

Less than 3 minutes

3-5 minutes

5-8 minutes

8-10 minutes

10-15 minutes

15-20 minutes

20-25 minutes

More than 25 minutes

Combined Incidents

2%
0%
6%

17%
14%
15%

24%
26%
26%

16%
29%
26%

22%
16%
16%

6%
7%
7%

3%
4%
3%
10%
3%
1%

Percentage of organizations

Service requests

Percentage of tickets that
meet the stated SLA (median)

81-90% 81-90% 81-90%
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Average handle time for tickets received by email:

Combined Incidents Service requests
6% I
Less than 3 minutes 0%
4%
0%
3-5 minutes 20% HE———

19%

12% -
5-8 minutes 16% -
8% I

18% —
8-10 minutes 16% IE—
4% [

29%
10-15 minutes 16% I—
23%

6% [
15-20 minutes 4% [
19% ———

0%
20-25 minutes 16% I——
12% E—

29% |
More than 25 minutes  12% [
12% E—

Percentage of organizations

Percentage of tickets that
meet the stated SLA (median)

71-80% 81-90% 81-90%



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT HDI

CLICK/TAP
V¥V FOR SECTIONS

Average handle time for tickets received by chat

@ Ticket Management (including chat time and wrap-up):

@ Technology

Combined Incidents Service requests

10% I
Less than 3 minutes 4%

8% [

5% [N
3-5 minutes 24% I
25%

10% I
@ Salary 5.8 minutes 4% D
4% .

25%
8-10 minutes 12% I—
@ About the Report 25%

20% [
10-15 minutes 28%
25%

20% ———
15-20 minutes 8% [
8% I

0%
20-25 minutes 20% EEE———
4% [N

10%
More than 25 minutes 0%
0%

@ Operations
(O Metrics

@ Staff and Structure

@ Demographics

Percentage of organizations Pe rcentage of tickets that
meet the stated SLA (median)

71-80% 81-90% 81-90%
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CLICK/TAP Reopen, Transfer, and Abandon Rate
VY FOR SECTIONS

P P —— Percentage of tickets reopened after being closed, across all channels:

14% Less than 1%

@ Technology
13% 1%

@ Operations

11% 2%

(O Metrics 1%
5%

3%
4%

@ Staff and Structure
23% 5%

@ Salary 17% 6-10%

3% 11-20%

@ Demographics
3% @ 21-30%

@ About the Report

0% More than 30%

Percentage of organizations

81—909%0 of tickets meet the stated SLA for
reopened ticketrate (median).
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CLICK/TAP
V¥V FOR SECTIONS

: Percentage of tickets transferred to another channel before being resolved:
@ Ticket Management

@ Technology

@ Operations

Online form

O Metrics

@ Staff and Structure

@ Salary

@ Demographics 36% @ Lessthan 10% 33% @ Lessthan 10% 11% @ Lessthan 10%
29% @ 10-20% 17% @ 10-20% 22% @ 10-20%

@ About the Report 14% ® 21-30% 0% 21-30% 1% ® 21-30%
1% @ 31-40% 0% 31-40% 22% @ 31-40%
0% 41-50% 1% © 41-50% 6% @ 41-50%
7% @ 51-60% 6% @ 51-60% 17% © 51-60%
1% © 61-70% 17% 61-70% 0% 61-70%
4% 71-80% 0% 71-80% 1% 71-80%
0% 81-90% 1% © 81-90% 0% 81-90%
4% © 91-100% 6% 91-100% 0% 91-100%

Percentage of organizations
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management Percentage of calls that are abandoned (i.e., not answered):

7%
5%
7%
8%

Less than 1%
1%

2%

3%

1% 4%

22% 5%

5% 6%

5% 7%

5% 8%

5% 9%

14% 10-15%

5% Greater than 15%

@ Technology
@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Percentage of organizations

81—909%0 of tickets meet the stated
SLA forcallabandonment (median).
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CLICK/TAP Resolution Time and Effort
VY FOR SECTIONS

Average time to resolve (from open to final resolution), across all channels:

@ Ticket Management
Does not include urgent/high-priority tickets

@ Technology

Combined Incidents Service requests
: 14% I
@ Operations Less than 30 minutes 6%

8% [——

(O Metrics
13% I

30-60 minutes 1%
@ Staff and Structure 13%
15%
@ Salary 1-4 hours 19%
18%
@ Demographics 14%
4-8 hours 13%
@ About the Report 6%
13%
8-24 hours 7%
6%
17%
1-2 days 26%
22%
1%
3-5 days 1%
15%
4%
5-10 days 6%

8%

2%
More than 10 days 2%
5%

Percentage of tickets that
meet the stated SLA (median)

Percentage of organizations 81-90% 81-90% 81-90%
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

(O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Average time to resolve a desktop support ticket

Less than 1 hour

1-4 hours

4-8 hours

8-24 hours

1-2 days

3-5 days

6-10 days

More than 10 days

(from open to final resolution):
Does not include urgent/high-priority tickets

Combined Incidents Service requests

12%
11%
11%

29%
22%
23%

14%
15%
10%

11%
21%
16%

12%
20%
13%

17%
5%
14%
3%
5%
8%

2%

1%

5%

Percentage of organizations

Percentage of tickets that
meet the stated SLA (median)

81-90% 81-90% 81-90%
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CLICK/TAP
V¥V FOR SECTIONS

Average amount of dedicated work time (effort)

@ Ticket Management spent on a desktop support ticket:

@ Technology Does not include urgent/high-priority tickets
. Operations Combined Incidents Service requests
13% I——
O Metrics Less than 15 minutes 3% [
3%
@ Staff and Structure _ 20% [——
15-30 minutes 14%

24% ———

10% I
30-60 minutes 30%
32%

30%
1-2 hours 22% ———
22% ——

20%

@ Salary

@ Demographics

@ About the Report

2-4 hours 11% [
1% [
7% |

4-8 hours 11%
5% [

0%
More than 8 hours 0%
0%

Percentage of organizations

Percentage of tickets that
meetthestated SLA (median)

81-90% 81-90% 81-90%
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

O Metrics

@ Staff and Structure

@ Salary

@ Demographics

@ About the Report

Average amount of effort end users/customers expend
to get an issue resolved:

&

7%

28%
19%
20%
26%

Very low effort

Low effort

Neither high nor low effort
High effort

Very high effort

Percentage of organizations
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CLICK/TAP Resolution Rates
¥ FOR SECTIONS

) Percentageofticketsresolved ontheinitial phonecall (first call resolution):
@ Ticket Management

Combined Incidents
@ Technology Actual 67% 68% 68%

g Target 72% 74% 78%
@ Operations

Percentageofticketsresolved without hierarchical escalation (first level resolution):

‘ Staff and Structure Actual 68% 66% 65%

O Metrics

@ salary Target 70% 70% 75%

Percentageofticketsresolved bythepersonwhoopenstheticket (first contactresolution):

Actual 64% 67% 62%
Target 73% 72% 72%

@ Demographics

@ About the Report

Percentageofdesktop supporttickets thatareresolved onthetechnician’s firstattempt:

Actual 68% 69% 72%
Target 78% 80% 81%

Percentage of desktop support tickets thatare escalated fromdesktop supporttoanother

department/level:
Combined Incidents

Actual 33% 50% 50%
Target 32% 49% 49%



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT HDI

CLICK/TAP
V¥V FOR SECTIONS

Percentage of tickets escalated to desktop support

@ TicketMARSEEREES that could have been solved by Level 1:

@ Technology [Number of tickets that could have been resolved by the support center + Total number of tickets received by desktop support]
@ Operations Incidents Service requests
, 17% —
O melly 0-5% 1a% [
11% .
@ Staif it 6-10% 175
17% [—
@ Salary 11-15% 140,

14%
. 14%
16-20% 149
1% I
21725% 1%
0% [
26-30% 63—

20% |
et N 307 53,

Percentage of organizations

@ Demographics

@ About the Report
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CLICK/TAP
V¥V FOR SECTIONS

P P —— Average amount of time desktop support tickets spend in the queue:

. ho Combined Incidents Service requests
Technolo

8y 45%
) Less than 24 hours 35%
@ Operations 34%

_ 13%
QO Metrics 1-2 days 15%
15%

@ Staff and Structure 9%

3-5 days 7%

@ Salary 10%
_ 4%
@ Demographics 6-10 days 6%
6%
@ About the Report 1%
11-15 days 5%
4%
2%
16-30 days 3%

4%

0%
More than 30 days 2%
2%

Percentage of organizations



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT HD'

CLICK/TAP Knowledge Base
¥ FOR SECTIONS

P P —— Percentage of tickets resolved using a knowledge base article/document:

@ Technology

1% @ 1-5%
@ Operations 12% @ 6-10%

19% ® 11-30%
O Metrics

12% @ 31-50%
@ Staff and Structure 17% @ 51-70%

19% ® 71-90%

@ Salary
1% 91-100%

Percentage of organizations

@ Demographics

@ About the Report

Percentage of tickets that result in the creation of new knowledge
articles/documents:

4% @ 0%
15% @ 1-5%
19% @® 6-10%

28% @ 11-30%
9% @ 31-50%

9% ® 51-70%
9% 71-90%

9% © 91-100%

Percentage of organizations
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Staff and Structure

V¥V FOR SECTIONS

@ Ticket Management _ ]
The quality of service ¥ Click/Tap Each Entry for Charts

@ Technology provided by the technical
o i support staff is critical O Roles represented in the support organization
. peratisgs to the reputation of the O Leading the support organization
@ Metrics entire IT organization and/ Hiring, promotion, attrition, and retention

or company. This section O  Hiring expectations for the next twelve months
Staff and Structure . . O  Top 10 sought-after skills for hiring and promotion
O sheds light on the technical O Average tenure, by position
@ Salary support industry’s plans O  Support staff attrition rates
and practices for hiring, O Current home-based staff policy
' I . g . O  Expectations for allowing staff t k from h
@ Demographics tralnlng, certlflcatlon, and o xpectations for allowing staff to work from home

Differences in expectations and requirements for home-based vs. on-site staff

outsourcing, and takes
a look at employee
satisfaction and tenure.

@ About the Report

Training and certification

Formal training, by position

Amount of training, by position

Methods used to train positions at each level

Primary training focus for new frontline hires

Time to proficiency for new frontline hires
Expectations/requirements surrounding frontline staff certification
Top 5 certifications for frontline staff

taff satisfaction
Frequency of formal measurement of staff satisfaction
Average staff satisfaction
Factors contributing to staff satisfaction
Factors contributing to staff dissatisfaction

Oooowm OOOOOOO



http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT HD'

CLICK/TAP Roles represented in the support organization:
V¥V FOR SECTIONS
@ Ticket Management Desktop Support O Support Center
Director . Director
@ Technology 21% [‘ I I] 44%
@ Operations l
@ Metrics
Desktop Support o 0 Support Center
Q© staff and Structure Manager m m Manager
RO | S |
<> (<L

@ Salary K \

@ Demographics

@ About the Report Desktop Support 0 0 Support Center
Team Lead Team Lead
e M

I N
090  L.isencen Q90
q;mm Level 2 Support 52 % (I;I(mm

Desktop Support Technician 49%

Percentage of organizations that have each role
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management Leading the support organization:

@ Technology

66% 59% 35% 38%
@ Operations Support Desktop Support Desktop
Center Support Center Support
@ Metrics Manager Manager Director Director

41% 65% 62%

34%

QO Staff and Structure

. SY-1E1Y { ] This role is responsible for a specific area (e.g., support center, desktop support)

o This role is responsible for more than one area (e.g., desktop support, network operations)

@ Demographics

Percentage of organizations

@ About the Report

Top 3 additional areas of responsibility:*

Support Center Desktop Support Support Center Desktop Support
Manager Manager Director Director
1 Service support Desktop engineering Service support Desktop engineering
Applications Service support Applications VIP support/service support
3 Network support Applications Network support Network support

* Doesn’tinclude core area (i.e., support center, desktop support)
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CLICK/TAP Hiring, Promotion, Attrition, and Retention
VY FOR SECTIONS

@ Ticket Management Hiring expectations for the next twelve months:

@ Technology 29% @ Expanding: Creating and filling new positions

. Operations 48% @ Filling: Hiring for current positions as they come open
20% @ Frozen: Not filling open positions

@ Metrics 3% @ Cutting: Reducing current staff numbers

Percentage of organizations

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

QO Staff and Structure
@ Salary

@ Demographics

@ About the Report

®

Top 10 sought-after skills for hiring and promotion:

Level 1 Support

Level 2 Support

Desktop Support

Technician

Support Center
Team Lead

Desktop Support
Team Lead

Customer service

Customerservice

Customerservice

Communication skills

Communication skills

Communication skills

Communication skills

Communication skills

Leadership skills

Customerservice

Ability to learn quickly

Ability to learn quickly

Troubleshooting/problem-solving

Customer service

Leadership skills

Ability to work under pressure

Troubleshooting/problem-solving

Ability to learn quickly

Ability towork under pressure

Ability to work under pressure

Troubleshooting/problem-solving |  Ability towork under pressure Ability towork under pressure Integrity Integrity
Adaptability Interpersonal skills . SRR Interpersonal skills Business knowledge
independentworker
Interpersonal skills SRl Ed Integrity Interpersonal skills Interpersonal skills

independentworker

Teamwork skills

Teamwork skills

Teamwork skills

Managementskills

Adaptability

Integrity

Integrity

Adaptability

Adaptability

Teamwork skills

Self-motivated,
independentworker

Adaptability

Interpersonal skills

Business knowledge

Troubleshooting/problem-solving
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management

Top 10 sought-after skills for hiring and promotion (cont’d):

@ Technology Support Center Manager Desktop Support Manager Support Center Director Desktop Support Director
. Operations 1 Leadershipskills Leadership skills Leadership skills Leadership skills
@ Metrics p Communication skills Communication skills Communication skills Communication skills
O Staff and Structure 3 SzgeEnizdls Managementskills Managementskills Business knowledge
@ Salary 4 Businessknowledge Business knowledge Strategic thinking Managementskills
. De mogr aphi cs 5 Customer service Customer service Business knowledge Integrity
@ About the Report 6 Integrity Integrity Financial management Financial management
7 Strategic thinking Strategic thinking Integrity Strategic thinking
8 Interpersonal skills Ability to work under pressure Projectmanagement Interpersonal skills
9 Ability towork under pressure Interpersonal skills Customer service Ability to work under pressure
10 Projectmanagement Projectmanagement Interpersonal skills Projectmanagement

Organizations are having the most difficulty finding skilled candidates to fill the following positions:

1 2 3 4 5
Support Center Support Center Desktop Support Support Center Desktop Support
Director Manager Manager Team Lead Director
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report

Less than
1year

Average tenure, by position:

8-10years

More than
10years

Level levelz  Desktop  Support Desktop  Support Desktop  Support  Desktop
Support  Support _SUPPOrt Center  Support  Center  Support  Center  Support
Technician TeamlLead TeamlLead Manager Manager Director Director
4% 2% 1% 2% 1% 2% 2% 2% 5%
14% 4% 3% 2% 2% 2% 3% 1% 4%
22% 16% 13% 1% 9% 6% 7% 5% 4%
20% 19% 19% 14% 10% 14% 10% 9% 7%
9% 8% 10% 9% 7% 7% 6% 6% 3%
12% 16% 17% 17% 13% 10% 12% 8% 6%
9% 16% 17% 17% 22% 19% 13% 15% 16%
3% 7% 10% 8% 13% 10% 15% 10% 10%
5% 12% 10% 19% 23% 30% 32% 43% 43%

Percentage of organizations
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report

Supportstaff attritionrates:

Level 1 Level 2 Desktop Support
Support Support Technician

Leftthe company in the past
twelve months

Leftthe support organization
in the past twelve months, but
stayed within the company

Changed positionsin the past
twelve months, but stayed within
the support organization

14%

9%

8%

7%

7%

9%o

Percentage of organizations

7%

6%

5%
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CLICK/TAP
V¥V FOR SECTIONS
@ Ticket Management
@ Technology
@ Operations
@ Metrics
QO Staff and Structure

@ Salary

@ Demographics

@ About the Report

Current home-based staff policy: Expectations for allowing
staff to work from home:

J ]

6% All staff work from home at all times 26% @ Increase
10% All staff work from home some of the time 68% @ Remain the same
12% Some staff work from home at all times 6% © Decrease

29% Some staff work from home some of the time
7%

36% @ We have no plans to implement this in the next 12 months

Percentage of organizations

We're planning to implement this in the next 12 months

Percentage of organizations

349/0 of organizations with home-based staff dispatch those staff
members to the end user/customer’s physical location as needed.
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CLICK/TAP
V¥V FOR SECTIONS

Differences in expectations and requirements

Ticket Management .
® s for home-based vs. on-site staff:

@ Technology

Greater Same Less

. Operations Tenure 35% 51% 14%
Experience 31% 53% 17%

. Metrics Training 23% 61% 16%
Certification 16% 68% 17%

O Staff and Structure Performance 28% 55% 17%
Flexibility in work schedule 26% 58% 16%
@ Salary PV 14% 66% 20%

Percentage of organizations

@ Demographics

@ About the Report
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CLICK/TAP Training and Certification
V¥ FOR SECTIONS

@ Ticket Management Formaltraining, by position:
Includes responses only from those organizations that have each position
@ Technology
Desktop Support Support Center Desktop Support
Level 1 Support Level2 Support Technician Team Lead Team Lead

@ Operations

33% 24% 19% 23% 20%
49% 39% 35% 29% 24%
o 379 32%

People management (e.g., coaching, o ) 5 - o
performance management, recruiting) 10% 15% 7% 37% 28%

28% 23% 27% 30% 23%
2% - 2% 6% 276

Self-management (e.g., stress, time, 20% 7% 16% 24% 18%

assertiveness, interpersonal skills)

18% 16% 19% 21% 22%
29% 25% 23% 27% 26%
44% 39% 38% 32% 25%
47% 43% 41% 34% 32%
33% 34% 29% 24% 21%

169% 18% 20% 169% 20%

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report
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CLICK/TAP Training and Certification
V¥ FOR SECTIONS

@ Ticket Management Formal training, by position (cont’d):

Includes responses only from those organizations that have each position

@ Technology

Support Center Manager Desktop Support Manager Support Center Director Desktop SupportDirector

People management (e.g., coaching, o, o o o
performance management, recruiting) 44% 41% 39% 34%

Self-management (e.g., stress, time, o o o o
assertiveness, interpersonal skills) 23% 16% 21% 19%

25% 18% 24% 21%
19% 15% 19% 14%
17% 17% 17% 14%
19% 15% 16% 18%
1% 9% 1% 8%

@ Operations

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report
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CLICK/TAP
V¥V FOR SECTIONS

Amount of training, by position:
@ Ticket Management

@ Technology

@ Operations

@ Metrics

Staff and Structure
O Morethan

20days

6—-10days 11-15days | 16—20days

@ Salary
] Level 1 Support 11% 52% 15% 12% 3% 6%
@ Demographics
Level 2 Support 11% 43% 27% 10% 5% 4%

@ About the Report

Desktop Support 16% 45% 22% 8% 4% 5%

Technician

Support Center 10% 41% 25% 13% 6% 6%

Team Lead

Desktop Support 12% 45% 20% 13% 3% 6%

Team Lead

Support Center 14% 35% 27% 12% 7% 5%

Manager

Desktop Support 18% 33% 23% 14% 8% 6%

Manager

Support Center 18% 32% 22% 15% 8% 5%

Director

Desktop Support 21% 32% 22% 11% 9% 5%

Director
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report

Methods used to train positions at each level:

Blended Iearning (instructor-led training combined
with online, self-paced training)

Call monitoring

Computer-based training

Instructor-led classroom training, delivered
by an in-house trainer

Instructor-led classroom training,
delivered by a third-party

Mentoring/coaching

On-the-job training

62%
55%
44%
24%

66 %
40%
25%
13%

79%
63%
45%
37%

69%
59%
39%
29%

58%
58%
54%
41%

64%
63%
45%
25%

78%
60%
40%
27%

Frontline Supervisor/Team Lead Manager Director

o
(0]
)
[a)
o
S
>
Q
o]
o
=
o
S
Q
Q
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3
Q
o
o
S
1%
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CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

QO Staff and Structure

@ Salary

@ Demographics

@ About the Report

Methods used to train positions at each level (cont’d):

Online, self-paced training

Required reading
(articles, books, manuals, white papers, etc.)

Shadowing

Ticket review

Virtual classroom training

Webinars

77%
63%
45%
36%

54%
56 %
51%
37%

80%
43%
18%
11%

67%
50%
28%
15%

70%
62%
51%
31%

59%
66 %
61%
48%

Frontline Supervisor/Team Lead Manager Director
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Primary training focus for new frontline hires:

19% [——
18% [ ——
14% ——

13% [—

13% [—

13% —

7% [

Customer service skills

Technologies used by customers
Technologies used to provide support
Business introduction

Learning to use the knowledge base
Problem-solving skills

Service management processes
Learning to leverage other staff

4% [

Percentage of organizations

Time to proficiency for new frontline hires:

9%
29%
31%
24%
6%
2% ©

Less than 2 weeks
2-4 weeks

1-2 months

3-6 months

7-12 months

More than 12 months

Percentage of organizations
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Expectations/requirements surrounding frontline staff certification:

Other factors/skills are much more important than certifications 26% "
There's no added value in certifications 8% [N
Certified staff and/or potential hires are paid more 12%
Certification is an important criterion for promotion 25% ]
Certification is an important criterion for hiring 25% "
We require formal certification 14% I

Percentage of organizations

Top 5certifications for frontline staff:

Required to have Paid more for having

Microsoft Microsoft
Cisco Cisco

HDI CompTIA
Apple Citrix

CompTIA/IBM (tied) ITIL/HDI (tied)
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Staff Satisfaction

Frequency of formal measurement of staff satisfaction:

Daily
Weekly
Monthly
Quarterly
Semiannually
Annually
Other

12%

11%

23% I
19% I
13% I

36% ———

2% M

Percentage of organizations

Average staff satisfaction:

35% @
47% @
12% ®
5% @
1% @

Very satisfied
Satisfied
Neutral
Dissatisfied
Very dissatisfied

Percentage of organizations
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Factors contributing to staff satisfaction:
@ Ticket Management

@ Technology N O
- \’-’ 0] 0)
@ Operations @ @ (% @ aEn

Relationships Rewards and
@ Metrics within the team recognition programs Management Type of work Organizational culture
71% 56% 54% 50% 50%
QO Staff and Structure
Compensation (including benefits) 49%
@ Salary Team development (including social events) 46%
@ Demographics Career-pathing 46%
@ About the Report Paid time off 45%
Training provided 44%0
Customers 35%
New technology/devices 35%
Amount of work 34%
Home office 32%
Relationships with support partners (e.g., escalated teams) 26%
Office hours 24%
Certifications provided 21%

Percentage of organizations

Includes responses only from those organizations that reported having satisfied or very satisfied staff
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0000

Top factors contributing to staff dissatisfaction:

Amount of work

Customers

Relationships within
the team

Compensation

5

7
8

Management

Rewards and recognition programs

Relationships with support partners
(e.g., escalated teams)

Career-pathing


http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT HD'

CLICK/TAP
V¥V FOR SECTIONS a a ry
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Compensation practices V¥ Click/Tap Each Entry for Charts

@ Technology and competitive salaries

. Operations are an important part of O  Top 5 factors that influence salary increases, by position
P attracting and retaining a O  Compensation type, by position
] killed techni | t O Overtime compensation practices
@ Metrics SKille -ec n“‘Ea suppor O Justification for bonus compensation
team. This section reveals O  Compensation plans over the next twelve months
@ Staff and Structure the skills salaries are based O Average annual salary, by position (US data)
- O  Current average annual salary, by position and region (US data)

O Salary on for each position, as

well as bonus and overtime
@ Demographics practices. Current salary

ranges and average salaries
are reported for both support
center and desktop support
roles (US data only).

@ About the Report
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Top 5factors thatinfluencesalaryincreases, by position:

Level 2 Support

Level 1 Support

Quality of work Quality of work

Meeting performance metrics

Customer service skills
orstandards

Meeting performance metrics

Customer service skills
orstandards

Increased job responsibilities  Increased job responsibilities

Help desk or support

. Communication skills
experience

Desktop Support
Technician

Quality of work

Meeting performance metrics
orstandards

Customer service skills

Increased job responsibilities

Help desk or support
experience

Support Center
Team Lead

Management or leadership
skills

Increased job responsibilities

Quality of work

Meeting performance metrics
orstandards

Communication skills

Desktop Support
Team Lead

Customer service skills

Quality of work

Managementor leadership
skills

Increased job responsibilities

Meeting performance metrics
orstandards
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Top 5factors thatinfluence salaryincreases, by position (cont’d):

@ Ticket Management

@ Technology Support Center Desktop Support Support Center Desktop Support
Manager Manager Director Director

@ Operations

Managementor leadership skills Managementor leadership skills Managementor leadership skills Managementor leadership skills
@ Metrics

Increased job responsibilities Increased job responsibilities Increased job responsibilities Increased job responsibilities

@ Staff and Structure

Meeting performance metrics or Meeting performance metrics or Meeting performance metrics or Meeting performance metrics or
O Sal ary standards standards standards standards
. Demographics Quality of work Quality of work Business knowledge Business knowledge

Business knowledge Business knowledge Communication skills Quality of work

@ About the Report
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@ Ticket Management Compensation type, by position:

Support Center Manager [EL¥.
@ Staff and Structure PP 9 -
Desktop Support Manager [EXF

Support Center Director EI¥3
Desktop Support Director [EPEA

Percentage of organizations

Salary Hourly

@ Techingiey Level 1 Support
. Level 2 Support

@ Operatiohs Desktop Support Technician
i Support Center Team Lead
@ Metg Desktop Support Team Lead

Q© salary

©
R

@ Demographics

@ About the Report
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Overtime compensation practices:

30%

Q 29%

18%
23%

C

1%

All staff are compensated in
addition to regular wages

Some staff (e.g., nonexempt) are compensated
in addition to their regular wages

Comp time in lieu of monetary compensation

None - it's considered to be part of their
job responsibilities

Other

Percentage of support centers

Staffare eligible forbonus compensationin 48%0
of supportorganizations

Managementis eligible forbonus compensationin 5996
of supportorganizations
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Justification for bonus compensation:

Includes responses only from those organizations that offer bonuses

Staff Management

Individual performance 9% | NN ——
s6%

% I
Department/team performance 33%
45% I——
ot 46% I
Company/organization performance o,
()

3% Il
Other
2%

Percentage of organizations
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Compensation plans over the next twelve months:

10% @ Add
48% @ Increase 25% @ Increase
51% @ Stay the same Bonuses 60% @ Stay the same
1% @ Decrease 3% @ Decrease
1% @ Eliminate
7% @ Add 5% @ Add
16% @ Increase 18% @ Increase
74% @ Stay the same Benefits diffe?:r!:tials 75% @ Stay the same
3% @ Decrease 1% @ Decrease
0% Eliminate 2% @ Eliminate

Percentage of organizations

4590 of organizations adjust salaries based on where staffis located.
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Average annual salary, by position (US data):

Average Annual Salary Range

position CurrentAverage
Level 1 Support $36,268 $52,033 $43,814
Level 2 Support $43,878 $63,054 $54,854
Desktop Support Technician $41,206 $53,193 $49,848
Support Center Team Lead $49,734 $68,685 $59,213
Desktop Support Team Lead $49,966 $67,488 $57,544
Support Center Manager $66,835 $92,004 $78,915
Desktop Support Manager $64,674 $88,107 $85,667
Support Center Director $85,741 $116,508 $98,511
Desktop Support Director $75,588 $99,790 $88,667
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Q© salary

@ Demographics

@ About the Report

Currentaverage annual salary, by positionandregion (US data):

Level 1 Support $61,145 $41,410 $42,091
Level 2 Support $86,202 $52,088 $50,016
Desktop Support Technician $52,454 $49,815 $49,379
Support Center Team Lead $68,934 $58,545 $57,680
Desktop Support Team Lead limited data $54,655 $59,095
Support Center Manager $75,536 $79,527 $78,735
Desktop Support Manager limited data limited data $69,768
Support Center Director $99,460 $104,070 $90,581
Desktop Support Director limited data limited data $80,381
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V¥V FOR SECTIONS

@ Ticket Management

Technical support centers V¥ Click/Tap Each Entry for Charts
@ Technology

of every size, from more
than twenty industries,
participated in this year’s
@ Metrics survey. This section of the
report includes the profile
of the 596 survey responses
@ Salary included in the report.

Number of support centers in the support organization

Number of desktop support teams in the support organization
Distribution of the support centers within the organization
Distribution of the desktop support teams within the organization
Type of support provided

Number of internal and external end users/customers supported
Distribution of the support organization’s end users/customers
Location of the support organization’s end users/customers
Languages in which support is provided

Size of the organization

Number of full-time equivalents on staff

Support organization’s annual budget

Industries supported

@ Operations

@ Staff and Structure

(O Demographics

@ About the Report

(ONoNoNoNoNoNoNoNONONONONG,
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@ Metrics
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(O Demographics

@ About the Report

Number of support centers in the support organization:

46%
13%
8%
7%
7%
10% 6-10

10% More than 10

O

1
2
3
4
5

Percentage of organizations

What's the support center called?

Workstation support

Customer service contact center
Desktop services Customer support

Help desks:spnot/services
Service desk

=UPROrt CENtNIT/IS support

Technical support
Desktop support

Field support/services
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P P —— Number of desktop support teams in the support organization:

@ Technology

34% @ 1
@ Operations 10% @ 2

8% @ 3
@ Metrics 9% @ 4

14% @ 5
@ Staff and Structure 3% ® 610

12% More than 10
@ Salary

Percentage of organizations

(O Demographics

@ About the Report What's desktop support called?

Workstation supPort Deskside support
Customer service field support/services

Desktop support

PC support/services Service desk

IT/1S support

SU ort Center Call center .
pp Contact center Des ktop Se rVICes

Technical supportHelp desk
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@ Ticket Management Distribution of the support centers within the organization:

@ Technology 50% @ Single site/single country (on-site)

o . o -
. Operations 6% @ Single site/single country (off-site)
28% @ Multiple sites/single country

@ Metrics 16% @ Multiple countries

&

Percentage of organizations

@ Staff and Structure

@ Salary

(O Demographics

@ About the Report

Distribution of the desktop support teams within the organization:

48% @ Single site/single country (on-site)
6% @ Single site/single country (off-site)
33% @ Multiple sites/single country

13% @ Multiple countries

Percentage of organizations
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@ Ticket Management Type of support provided:

@ Technology
@ Operations
@ Metrics

@ Staff and Structure

@ Salary

(O Demographics

@ About the Report 40% @ Internal only (i.e., for employees/contractors
within the company or organization)

6% @ External only (i.e., for customers/consumers)

54% @ Both internal and external

Percentage of organizations

Number of internal and external
end users/customers supported:

Support center Desktop support

18%
Fewer than 200 25%

7%
200-499 1%

_ 7%
500-999 10%

_ 12%
1,000-1,999 15%

— 7%
2,000-2,999 9%

— 9%
3,000-4,999 3%

5,000-9,999 9%
8%

10,000-19,999 9%
7%

More than 20,000 21%
8%

Percentage of organizations
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P P —— Distribution of the support organization's end users/customers:

@ Technology 23% @ Single site/single country

47% @ Multiple sites/single country

@ Operations
29% @ Multiple countries

@ Metrics

Percentage of organizations

@ Staff and Structure

@ Salary

(O Demographics

@ About the Report
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P P —— Location of the support organization's end users/customers:

@ Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

(O Demographics

@ About the Report

Percentage of organizations
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P P —— Languages in which support is provided:

English 95%

@ Technology Spanish 22%
Chinese (Mandarin) 8%

@ Operations French 8%
] German 7%

@ Metrics French (Canadian) 6%

Japanese 5%

Chinese (Cantonese) 4%
Italian 4%

Korean 4%

@ Staff and Structure

@ Salary

hi Portuguese 4%
O DemogtaEigss Portuguese (Brazilian) 4%
Hindi/Urdu 3%

Russian 3%

Arabic 2%

Danish 2%

Finnish 2%

Norwegian 2%

Polish 2%

Swedish 2%

Vietnamese 2%

@ About the Report

Nepalese 1%
Other 2%
Percentage of organizations
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(O Demographics

@ About the Report

Size of the organization:

1%
13%
10%
32%
13%
8%
7%
6%

Fewer than 100
100-499

500-999
1,000-4,999
5,000-9,999
10,000-19,999
20,000-49,999
More than 50,000

Percentage of organizations

Number of full-time equivalents
(FTEs) on staff:

Fewer than 10

11-20

21-30

31-50

251-75

76-100

101-500

501-1,000

More than 1,000

27%
41%

19%
12%

13%
8%
11%
6%
7%
4%
5%
4%
12%
4%
3%
2%
4%
3%

Support center Desktop support

Percentage of organizations
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@ Metrics
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Support organization's annual budget:

13%
1%
20%
22%
21%
14%

Less than $500,000
$500,000-$1,000,000
$1,000,001-$2,500,000
$2,500,001-$5,000,000
$5,000,001-$10,000,000
More than $10,000,000

Percentage of organizations
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@ Ticket Management Industries supported:

Agriculture/natural resources 1%

@ Technology Communications 3%
] Construction/architecture/engineering 2%

. Operations Customer support provider 2%
] Education: Higher ed 17%

@ Metrics Education: Not highered 3%
ccoumtiga e ey 11%

‘ Staff and Structure Food service/restaurant 1%
Government/military: federal 2%

. Salary Government/military: state/local 6%
] Healthcare provider 10%

(O Demographics Hospitality/travel/tourism 1%

Manufacturing: computers/hardware 2%
Manufacturing: noncomputer 7%
Media/publishing/advertising/entertainment/arts 1%
Nonprofit/association 3%

Retail/sales/e-commerce 7%

Software development 12%
Transportation/distribution 2%

Utilities/energy 3%

Other 3%

Percentage of organizations
* Doesn't include outsourced service providers

@ About the Report

Top 5industries supported by outsourcers

Software sc:stcz,raer Financial/ Utilities/ Retail/sales/
development PP legal services energy e-commerce
provider
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About the Report

The Technical Support Practices & Salary Report is a tool
used by technical support leaders to better understand
the workings and state of the industry as a whole, and
to provide them with the knowledge needed to make
research-based decisions that will ultimately improve the
support provided by their organizations and help them
advance in their careers. This report illustrates current
practices, processes, plans, and challenges in a variety of
areas, such as metrics, ticket management, technologies,
operations, staffing, and salaries.

All survey responses were collected via a web-based
survey, open from August to September 2017. The 2016
report compiles the responses from 596 technical support
professionals in more than thirty vertical industries. A full
profile is available in the Demographics section.

Defining the
Support Organization

In this report, some of the information presented refers to
individual support centers or desktop support teams, but most
refer to the support organization as a whole. The illustration
below should help to clarify some of the terminology used for
the purposes of this report.

Support Organization EE
Support
Center1

Support Support
Center 2 Center 2

Support Manager 1

Support Manager 2

Support Manager 3

...................................................

e88 & & S8¢¢
Support Center Staff Support Desktop Desktop Support Staff
Center Staff Support Staff
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Job Titles

LEVEL 1 SUPPORT/SUPPORT CENTER ANALYST:
The frontline technical support professionals who receive
and handle tickets. These professionals are responsible for
providing customers with information, restoring service,
providing specific services, and escalating tickets to a higher
level of support. These individuals are typically technical
generalists.

LEVEL 2 SUPPORT: The technical support professionals
who handle tickets that are escalated from level 1.

These professionals require greater technical skills and/

or access rights than level 1 support personnel. They're
typically technical specialists and may also be responsible
for participating in root cause analysis of problems. (This
doesn’t include desktop support technicians, who are
reported on separately.)

DESKTOP SUPPORT TECHNICIAN: The technical
support professionals who respond to tickets escalated by
the support center that are related to customer equipment;
additional skills, knowledge, tools, or authority are required.
They may resolve incidents remotely, at the user’s location, or
via equipment returns. Responsibilities may include hardware
and software deployments, moves, adds, and changes.

LEVEL 3 SUPPORT: The technical support professionals
who build, maintain, and/or enhance technical products
and services. These professionals are typically engineer-level
staff. They're involved when the ticket cannot be resolved
by either level 1 or level 2, and when there’s high business
impact or urgency. Level 3 support is commonly provided
by either an internal engineering/development team or an
external vendor.

SUPPORT CENTER TEAM LEAD: The technical

support professionals who oversee the day-to-day activities

of a team of support staff. These professionals serve as the
communication link between the team and the manager, as a
coach or mentor to support staff, and are often the first point
of internal escalation within the support center. Other possible
titles include coordinator, supervisor, or senior analyst.

DESKTOP SUPPORT TEAM LEAD: An advanced DST
who, in addition to DST responsibilities, provides training,
mentoring, and/or coaching for a team of DSTs, but does
not have direct staff management responsibilities. May have
oversight responsibility for processes, project management
tasks, and/or providing support to management.

SUPPORT CENTER MANAGER: The management
professionals who manage a team of support center analysts
and/or team leads while executing the operational and
tactical plans of the support center and satisfying customer
and business needs. Their responsibilities may include
recruiting and hiring, monitoring and managing performance,
monitoring and reporting metrics, and ensuring that process
are followed and service levels are met. Other possible titles
include help desk manager or service desk manager. This
position typically reports to the support center director.

DESKTOP SUPPORT MANAGER: Manages a team of
DSTs and/or supervisors while executing the operational and
tactical plans of desktop support, and satisfying customer
and business needs. Responsibilities may include performance
management, monitoring/reporting metrics, audits, purchase
approvals, and other similar job functions.


http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT

H D Im
—————————————————

CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

(O About the Report

SUPPORT CENTER DIRECTOR: The management
professionals who are responsible for leading the support
organization as a whole, rather than a specific support
center. Their responsibilities may include overall service
delivery, strategic direction, business alignment, financial
accountability, and performance reporting. In addition to
the support center(s), this person may also oversee other
departments involved in technical support, such as desktop
support. Other possible titles for this position include senior
director, senior manager, or vice president. Support center
managers report directly to this individual.

DESKTOP SUPPORT DIRECTOR: The management
professionals who manage a team of desktop support
technicians and/or team leads while executing the
operational and tactical plans of desktop support and
satisfying customer and business needs. Responsibilities
may include recruiting and hiring, monitoring and managing
performance, monitoring and reporting metrics, auditing,
and approving purchases.

Salary Regions (US)
Where applicable, average US salaries are broken out by
region. The fifty US states fall into three regions, as follows:

EAST: Connecticut, the District of Columbia, Florida,
Georgia, Maine, Maryland, Massachusetts, New Hampshire,
New Jersey, New York, North Carolina, Pennsylvania, Rhode
Island, South Carolina, Vermont, Virginia, and West Virginia
CENTRAL: Alabama, Arizona, Arkansas, Colorado, Idaho,
lllinois, Indiana, lowa, Kansas, Kentucky, Louisiana, Michigan,
Minnesota, Mississippi, Missouri, Montana, Nebraska, Nevada,
New Mexico, North Dakota, Ohio, Oklahoma, South Dakota,
Tennessee, Texas, Utah, Wisconsin, and Wyoming

WEST: Alaska, California, Hawaii, Oregon, and Washington


http://www.thinkhdi.com

2017 TECHNICAL SUPPORT PRACTICES & SALARY REPORT

CLICK/TAP
V¥V FOR SECTIONS

@ Ticket Management
@ Technology

@ Operations

@ Metrics

@ Staff and Structure

@ Salary

@ Demographics

(O About the Report

About HDI

In 1989, HDI became the first membership association and
certification body created for the technical support industry.
Since then, HDI has remained the source for professional
development by offering the resources needed to promote
organization-wide success through exceptional customer
service. In other words, we help professionals in service
management better connect with customers, and that's
just good business. We do this by facilitating collaboration
and networking, hosting acclaimed conferences and
events, producing renowned publications and research, and
certifying and training thousands of professionals each year.

Technical support professionals love HDI because it provides
them with a profound sense of community. At 190,000
people strong, HDI is a community built by industry peers
and leaders that gives you the resources, knowledge, and
drive to be great at what you do.

Copyright© 2017 UBM LLC.

HDI | 121 South Tejon Street, Suite 1100 | Colorado Springs, CO |
80903

HDl is a part of UBM Americas, a division of UBM LLC. HDI® is a registered
trademark of UBM LLC.

KCS*M is a registered service mark of the Consortium for Service
Innovation. ITIL® is a registered trademark of AXELOS Limited. All other
trademarks, service marks, and product or trade names are the property
of their respective owners.
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