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How Does a 24/7 Help Desk Improve Service
Response Times?

In today’s fast-paced world, businesses need to respond to customer inquiries and requests
at any time of day or night. That’s why many businesses are opting for 24/7 help desk
support.

At its core, a help desk is a ticketing system that enables organizations to track, prioritize,
and resolve customer support issues. When a customer or employee submits a ticket, it is
routed to the appropriate team or individual for resolution.

Help desks can be used to track any kind of customer or technical support issue, but
sometimes they can be overwhelmed by too many requests. This slows down response
times and affects overall customer satisfaction.

But can a 24/7 help desk improve service response times? Let's look at their functional
capabilities and see how they can!

24/7 Help Desks Can Be Spread Across Different Channels

A company’s help desks can be spread across different channels to spread support volume.

Utilizing a mix of channels for its 24/7 support helps companies keep up with customer
expectations and reduces the chances of any one channel getting overwhelmed.

Some of the most common channels used for 24/7 support include email, chat, phone, and
social media. Each of these channels has its own benefits and drawbacks, so it's important
to choose the right mix for your company.

Email is typically the most affordable option, but it can also be the slowest. Chat is usually
faster, but it can be more expensive. Phone is usually the fastest option, but it can also be
expensive and require more manpower. Social media is typically somewhere in the middle,
but it can be the most flexible.



24/7 Help Desks Can Categorize Tickets

24/7 help desks can also help to categorize tickets based on priority and time to ensure that
issues are resolved in a timely manner. This system can help identify which tickets require

immediate attention and which can be resolved later.

A system like this can reduce the amount of time spent on resolving issues because the
tickets are then sent automatically to those that can resolve it.

24/7 Help Desks Can Automate Recurring or Identical Support
Actions

Most help desks receive a large number of support requests that are all variations of the
same few questions. While it is important to provide good customer service and help people
with their specific issues, answering the same questions over and over again can be time-
consuming and frustrating.

Recurring requests can be automated and resolved immediately. Additionally, automation

can answer some of the most common questions so other support channels can focus on
more complex issues.

A 24/7 help desk might seem to be an expensive option, but with automation and the use of
technology and software it can be a valuable asset for your business. Not only will it save
you time, but it will also provide a better experience for customers.

They can get the help they need, and businesses can improve their customer service
reputation by providing timely and effective support.



