acl

LEARNING

/

HELP DESK SOLUTIONS

The Ultimate Guide to Managing
Your IT Support & Help Desk.

Practical Strategies for Supporting the Unsung Heroes
who Staff Your Help Desk.




The Role of a
Modern Help Desk.

Gone are the days of solving tech issues by just asking,
“Have you tried furning it off and on again?”

The modern Help Desk is the heartbeat of IT operations.
Your feam is tasked with keeping business humming

by resolving issues fast, supporting productivity,

and ensuring business continuity. .

But we get it — leading a Help Desk can sometimes feel like
frying to plug a never-ending Niagara Falls-strength stream of tickets

with a household toilet plunger. Let’s take a minute to commiserate

(don’t worry - we have solutions coming too) on some of the biggest challenges
your team faces.

Faced by Help Desk Professionals

(Our anxieties get smaller when we hame them out loud)

High Turnover

Constantly replacing burned-out feam mem-
bers
with no clear career paths.

The Fix

If you're dealing with high turnover or skill gaps,
structured fraining is the solution. Investing in
fraining will not only reduce turnover but

Skill Gaps increase your team’s effectiveness.

New hires may know tech but lack troubleshooting

) ) ) Your Help Desk shouldn’t be a cost center —
experience or customer service polish.

it’s your secret weapon for competitive advantage.

Inconsistent Performance

Escalations spike when ticket handling times
are all over the place.

Reactivity Instead of Efficiency

Without upskilling opportunities, teams are stuck in
reactive mode.



Your 30-60-90 Day Plan for Success

Whether you’re a seasoned veteran in a Help Desk leadership role
or you’re new tfo it, you’ve likely come here o press reset and reboot.

We’ve got a roadmap to get you there. Let’s break it down:

DAYS 1 - 30

Access & Build Relationships

Priority: Observe, learn, and earn frust. No drastic changes — yet.

KEY ACTIONS:

Assess the Current Help Desk Environment

* Review ticket data, SLAs, and workflows. Spot recurring pain points.
* Shadow your team to understand their daily grind.

» Use our Help Desk Performance Grader to gauge your team’s baseline performance.

Build Relationships

» One-on-one meetings: Ask your team abouft their goals and struggles (bonus points for coffee).

» Connect with other departments. Understanding their needs will reduce future friction.

Document Processes

* Organize knowledge base materials like troubleshooting guides and escalation paths.

* Identify outdated or missing documentation.

Outcomes

By Day 30, you’ll have earned trust, identified pain points, and spotfted areas for quick wins.
You’re off to a strong start!



DAYS 31 - 60

Quick Wins & Goal-Setting

Priority: Boost morale and efficiency with visible improvements.

KEY ACTIONS:

Define Clear KPIs

» Seft measurable goals (e.g., ticket resolution times, CSAT scores).

* Communicate these goals to your team so they understand their role in success.

Implement Quick Wins

* Fix easy problems: Clean up messy workflows and knowledge base enftries.

» Streamline ticket escalation processes to cut down on bottlenecks.

Launch Training Programs

* Identify skills gaps and roll out targeted training with ACI Learning’s fools.

* Promote knowledge sharing with internal documentation.

Outfcomes

Quick wins will boost both your team’s morale and your department’s credibility.



DAYS 61 - 90

Optimize and Build Long-Term Success

Priority: Establish sustainable processes and showcase your Help Desk as a strategic asset.

KEY ACTIONS:

Optimize Processes and Tools

* Review your ficketing and reporting systems.

* Automate repetitive tasks to free up your team’s time for higher-value work.

Develop Future Leaders

» Offer leadership opportunities to high-potential team members.

* Begin career path planning to keep employees engaged and growing.

Show Your Value

 Share reports on improved KPIs to demonstrate the Help Desk’s impact.

* Highlight success stories, like critical incidents resolved quickly.

Outcomes

By Day 90, you’ll have transformed your Help Desk from reactive to proactive —
and earned serious credibility.



Boost Your Team’s
Performance with
ACI Learning

Let’s be real. Your Help Desk is overwhelmed.

High ticket volumes, remote support, and cybersecurity
threats create a perfect storm of stress. But what if you
could arm your tfeam with practical fraining that
reduces escalations, speeds up ticket handling,

and builds confidence?

That’s where ACI Learning comes in.

DID YOU KNOW?

74% of employees

say they aren’t reaching their full potential due to lack of
development opportunities. Don’t let your team become part
of that statistic. With ACI Learning, you can put thousands
of courses, labs, and assessmenfts just one click away.

How ACI Learning can help:

Industry Certifications:

Courses for CompTIA ITF+, A+, Network+, and Security+ to validate core skills.

Hands-On Labs:

Real-world practice without real-world consequences.

Marketplace Access:

Access partner confent to develop collaboration, leadership, and time management skills.

Cybersecurity Awareness:

Teams that are skilled in security can quickly recognize phishing attempts,
reducing the number of escalations due to security breaches.

RESULTS:

Faster ticket resolution, fewer escalations, and a more productive Help Desk team.



Implementing Training
for Maximum ROI

No need to overhaul your entire training program.
Here’s how to get started with ACI Learning.

 Assess Skills:
Use ACI Learning’s fools to evaluate your team’s
strengths and weaknesses.

» Set Training Goals:
Identify certifications and soft skills your team
needs to excel.

e Use Hands-On Labs:
Provide secure environments where your team can
safely practice new skills.

e Track Progress:
Monitor certification completions, lab usage, and
performance improvements.

Pro Tip: Celebrate milestones! Recognition keeps
your team motivated and engaged.

-~ FEATURED COURSES

Courses to Elevate Your Help Desk Team

Your team needs more than just technical know-how. Soft skills matter too.
ACI Learning offers courses designed to create well-rounded IT professionals.

» Customer Service Skills for Techies:
Communicating with stressed-out users like a pro.

 People Skills for IT Pros:
Bridging the gap between tech and business.

 Security Fundamentals:
Teaching your feam to defend against common threats.

» Control Access to Windows Clients:
Properly managing access to protect sensitive data.




MmyACI
Marketplace

18,000+

COURSES

TRAINING SOLUTION

Enhance Training with
Marketplace Content

A fop-tier Help Desk team needs more than

technical training. ACI Learning’s Marketplace offers
leadership, project management, and compliance courses
to round out your team’s development.

ACI Learning is a leading certification prep and skills training provider of
audit, cybersecurity and IT fraining solutions designed for individuals
and enterprises.

We take fraining to the next level with our SaaS platform that supports

multiple learning styles - instructor-led, online video self-paced,
hands-on and real-life labs and assessments.

Ready to
Get Started?

Let ACI Learning help you build a
Help Desk team that’s prepared
tfo meet today’s challenges and
fomorrow’s opportfunities.

Explore Courses

( Discover Training Tools J
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https://www.acilearning.com/catalog/it/
https://try.acilearning.com/it-support/

