Key Support Desk Statistics

This is an extra resource to go along with the original article:
5 Trends for Enterprise Help Desks

Here are some key support desk statistics from recent surveys:

10.

The key brand differentiator for help desk software providers is expected to be customer
experience, over and above pricing or features. (Source)

The cost of manually handling a help desk ticket is $22. By automating the process, 22%
of total service desk tickets were resolved at practically no cost. (Source)

88% of ITSM workers believe that working in IT will get harder in the next three years.
(Source)

83% of ITSM workers feel undervalued in their jobs. (Source)

Help desk employees who receive ongoing training and engage in career-path planning
are more satisfied in their jobs. (Source)

ITIL is the most popular certification earned by service desk employees. (Source)
77% of support desks have formal service level agreements (SLAs).(Source)

Internal support teams receive an average of 492 tickets per month. (Source)

Few support teams track the cost of tickets: only 25% measure cost per call. (Source)

The average service desk spends 68.5% of its budget on staffing costs and only 9.3%
on technology. (Source)
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