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The difference between success and failure of a business often lies in the way they handle their
customers. Customer service is the linchpin for any organisation. Measuring it accurately,
effectively and with realtime information is the key to meet customer’s demands. Every customer
issue is a chance to please them and show your customers that you care. Top companies in the

A look at some of the key ques ons that companies fail to answer with real me data
& informa on:

Are your customers happy with your products & services?
What is the average me for you to close a high priority customer issue?
What is the percentage of escala ons which breached the Service Level Agreement?
Which products & issues are frequently raised by the customers?
Has your customer service improved since last year?
Who are your best performing agents?
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Help desk solu on creates a system where customer complaints can be gathered, a ended to and
resolved with real me data. It helps a company to track its valuable customers and the problems they
face. It also helps them to see how they are performing in servicing their customers. Customers today
expect companies to respond immediately to the issues raised by them. They need instant
communica on, status updates and quick resolu ons. Tracking customer complaints, assigning it to
agents, monitoring their status & taking feedback from customers can be eﬀec vely done with a good
help desk system.

Help desk automa on allows an organisa on to:

1. Improve Customer Service

2. Resolve Customer Escalations faster
The helpdesk system automates the way the
complaints are handled and assigned. It
creates no ﬁca ons and alerts depending on
the priority of the issues. The service level
agreements are also monitored and any
breach is immediately no ﬁed to the
management. It helps in improving response
and resolu on me for customer issues.

All the interac ons with the customer
are recorded, tracked and monitored.
The automa c no ﬁca ons and
triggers are set-up to ensure proac ve
communica on. The customer issues
are escalated to management on top
priority and their resolu on status is
proac vely communicated to the
clients.

3. Handle Priority Escalations
The customer issues are handled on
priority basis as per their Service level
agreement and severity of the problem.
The overdue customer problems and
unresolved ckets are also no ﬁed to the
authori es to ensure cases on priority
basis.
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4. Use Help Desk Analytics
With the collec on of help desk data;
the product & feature analysis can be
done. The most important customer
features can be highlighted. The
improvement areas in products and
features can also be ﬁgured out with
help desk analy cs. The feedback
from customers is analysed and
insights are delivered to engineer
improved products.

5. Manage Multi-channels

The customer expects to communicate
with an organisa on on diﬀerent channels
of their choice. Some prefer calling, others
want a web interface where they can log
issues and few of them also engage through
social media or emails etc. Managing all
these channels for customer issues and
having them on an integrated system helps
to organise things be er.

6. Track Customer Ratings & Feedback

When the client issues are resolved, an
automated email & communica on with the
customer is important to take the feedback. A
help desk solu on provides management of
the client ra ngs and feedback. The feedback
is shared with key people in the organisa on
frequently.
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7. Reports & Customisations
An organisa on which has mul ple organisa ons across geographies,
complex products & requires specialised modules can be best served with a
custom help desk solu on. Such solu ons can be developed to automate
exis ng processes with more eﬃciency. The repor ng system should also be
conﬁgurable and completely dynamic to cover use cases as per clients needs.
A good help desk solu on presents not only the reports, but hidden insights
based on the data.
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8. Chat, Voice & Video Support
Global businesses are common today.
Companies want to use the best in class
products, even if it means dealing with a
remotely based organisa on. A chat tool
with capabili es to provide voice, video
calling and conferencing support is very
helpful in such scenarios. The agents can
a end calls from customers on these tools
and also have a video conference to provide
customer support.

9. Manage Agents, Staff & Workloads
Automated cket management involves
assignments of cases to diﬀerent agents.
These tools are also eﬀec ve in managing
workloads, calcula ng the velocity of work
to ensure progress.
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10. Improve Customer Communication
The history of communica on with clients
is maintained on help desk system. It helps
agent to know the latest updates. All
communica ons and documents are
centralised. When there is an agent
handoﬀ in case of mul ple loca ons, these
things become easier to track. The ﬂow of
informa on, agent alerts and escala on
management improves customer
communica on too.

Great companies are built by deligh ng customers. Help desk solu on is a way to solve the problems of
the clients in a proac ve manner. These tools help to streamline communica on between client,
organisa on and the agents. They also help to eﬀec vely cut down me to solve client issues by eﬃcient
management of resources. A good Help desk solu on can help you to build trust, customer loyalty and
service excellence.

CONTACT
For more informa on about Help Desk Solu on contact
Contact: Info@kreyonsystems.com
Visit: www.kreyonsystems.com

About Us :
Kreyon Systems Pvt. Ltd. is a global IT company with rich
experience of working with clients in US, UK, Australia,
Japan & Africa. Kreyon Systems oﬀers an in-depth
experience in business process automa ons for various
sectors like Healthcare, Manufacturing, Retail, Educa on,
Gas, Power, banking & ﬁnance etc. The company has
earned reputed clientele with a global delivery model for
end to end IT products and services catering more than
100,00 users in 9 countries.
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