Volume llI: Essential Process Automation Capabilities

Business process automation is a primary driver of many service desk implementations. Large or small, your business can
benefit dramatically through process automation, increasing efficiency and reducing costs.

While most service desk solutions offer automation of basic repetitive tasks, others take process automation to the next
level through business rule designers. The right level for you will depend on the complexity of your business. Volume Il of
this five-part series explores the essential process automation capabilities that every service desk solution should provide,
and how they can be leveraged to streamline your business.

Your service desk solution should allow any technician to automate a series of steps in a repetitive task. These task auto-
mations should be as simple to create as spreadsheet macros, but are much more powerful, able to streamline separate
actions into a unified task that can be executed automatically, expediting workflow.

For example, task automations can be used to streamline the process of logging a request to set up a new employee’s
workstation.

Your service desk solution should also be able to automatically generate tickets using email or text files. This type of au-
tomation can dramatically increase the effectiveness of your system by ensuring call records are up to date with customer

communications.

For example, this auto-ticket process should create and update call records, and automatically respond to customers with
information from the call record, as well as allow customers to perform information queries about existing call tickets.
Look for a service desk solution that includes sophisticated error handling. This way, if the automation fails to create or
update a call ticket, an incident record containing the information from the incoming e-mail is generated and routed to
the appropriate person; ensuring customers don‘t fall through the cracks.

Your service desk solution should provide an interface to access business rules, so you can modify existing process automa-
tions or create your own from scratch. Look for solutions that offer a point-and-click wizard to guide you through the
editing or creation of business rules, without programming. This is important because, as the dynamics and policies of your
business change, you want the ability to tune your processes quickly and affordably.

The ability to define and tune your own business rules for process automation and escalation is critical. Make sure your
service desk solution can clear this hurdle with easy-to-use tools. If you need to rely on a programmer to code customized
business rules, your implementation costs can ratchet up quickly.

Industry analysts agree that service desk software can give you a head start on automation, because the solutions are
designed with an understanding of service desk strategy and include pre-built processes that reflect industry best practices.
To speed your transformation from help desk to service desk, select a solution that enables process automation using wiz-
ard-like interfaces rather than costly custom programming. This will enable you to reap the efficiency benefits of process
automation without breaking the bank.

Next, Volume IV: “Transforming From Help Desk to Service Desk: The Role Of Customer Self Service,” coming soon.






