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Glossary for Introduction to Help Desk Concepts and Skills
acceptable use policy—A set of written guidelines pertaining to technology usage

action plan—A plan that lists the steps required to solve a problem as well as a timetable for implementation

active communication style—A communication style in which individuals are genuinely interested in understanding other people and frequently check the accuracy of their understanding

analysis—Taking the user’s description of the problem, reasoning how to further test and confirm what the problem is, and determining the most effective resolution

asset management—The process of collecting and maintaining data about a company’s technology assets

asset tracking tools—Software applications that gather data about technology assets via a network

attentive communication style—A communication style in which individuals are genuinely interested in hearing and understanding the other person’s point of view, and as such, they prefer to let others make decisions and feel that others generally know more than they do.

authentication—Establishing whether or not a request falls within the help desk’s domain

auto attendant—A phone system that answers calls with a recorded message

automated call distributors (ACDs)—Telephone systems that route calls, prioritize calls, and play recorded messages

Automatic Speech Recognition (ASR)—Computer software that recognizes human speech and translates it into instructions that computer programs can process

auxiliary time—The amount of time each help desk analyst is unavailable to receive calls because he or she is performing non-phone support tasks

available time—The amount of time each help desk analyst is logged into the automated call distributor (ACD) system waiting to take inbound calls

average abandon rate—The percentage of calls that come into the help desk but are not answered by the support staff

average handling time (AHT)—The time it takes a support rep to resolve a user problem

average hold time—The average time callers are on hold before their calls are answered

average speed to answer (ASA)—The average amount of time each caller waits before his or her call is answered

average work time (AWT)—The amount of time a support rep spends out of the queue performing work required to complete a call after hanging up the telephone

brainstorming—A group technique that results in creative solutions to a problem

broadcast messaging—The capability to send messages to a large number of people, whether or not they are using the same device to communicate

burnout—A state of physical and mental exhaustion resulting from extended periods of stress

business model—A way of organizing a help desk into groups based on the business units they support

call monitoring—The process of observing and evaluating agent performance for quality assurance and training purposes

call recording—The use of various technologies to record actual help desk calls for later analysis

call resolution—A state that exists when a solution is implemented that results in the elimination of the problem

capturing—Identifying and collecting information to be included in a knowledge base

case-based reasoning (CBR)—A method of reasoning that uses past cases to solve new problems

centralized help desk—A single physical location within an organization that provides support to all users

centralized reporting—The ability to report incidents in a convenient, straightforward fashion

Centrex—A pool of telephone lines leased at the phone company’s central office

certification—The process of measuring and evaluating an individual’s knowledge and skills in a particular area

closed-ended questions—Questions that can be answered with a simple answer or a yes or no

cold site—A disaster recovery approach in which data, applications, and servers are maintained on a standby basis with regular updates

communication style—The particular way a person communicates

competitive communication style—A communication style in which people like to be right, feel that they know more than most people, and that people should follow their directions

computer security—The process of planning, implementing, and verifying the protection of an organization’s computer-related assets from internal and external threats

computer telephony—Tools that combine telephone and computer technology into one system

computer telephony integration (CTI)—The integration of telephone and computer-based systems

cost per call—The average cost of each call coming in to the help desk

cryptography—A method of protecting information by transforming it into an unreadable format before it is distributed

customer satisfaction—A customer’s perception of the service that is being provided

customer service—The process of satisfying customers

database administration—The area within Information Technology (IT)that develops, implements, updates, tests, and repairs databases

decentralized help desk—A help desk structure in which multiple support sites are located throughout an organization

decision making—The process of choosing among a number of alternatives

decision tree—A series of questions that guide an individual to relevant solutions based on his or her responses

diagnostic programs—Software that collect PC configuration information, analyzes the diagnostic data, and troubleshoots problems, all from a remote location

diagnostic tools—Tools used by support specialists to assist in identifying the source of a user’s problem

dispatch structure—A help desk structure in which the first-line personnel act as dispatchers, taking just enough information to refer the question to the appropriate group

disaster recovery plan—A detailed plan designed to minimize loss and ensure continuity of critical business functions in the event of a major disaster

discussion forums—Online message boards in which individuals post and respond to text messages

drive-by—A performance management event that occurs when a manager overhears an agent’s phone conversation with a user while passing by and stops to provide feedback

encryption—The act of encoding the contents of a message before it is distributed

event-based satisfaction—User satisfaction measured by a one-time survey completed soon after a service encounter

expert system—A program that simulates the interaction a user might have with a human expert to solve a problem

explicit knowledge—Information that can be expressed using language and that can be easily transmitted among individuals

external help desk—A help desk in which the main focus is on supporting external clients

FAQ—A list of frequently asked questions (and answers) about a topic

firewall—A security device that examines traffic entering and leaving a network, and determines whether to forward it toward its destination

first call resolution (FCR)—The percentage of incidents that are resolved by a help desk on the initial contact

fishbone diagram—A graphic representation used to identify all possible causes of a problem

fuzzy logic—A system of logic that creates rules that use approximate or subjective values and incomplete or ambiguous data

help desk—A single point-of-contact in an organization that provides support to individuals who use technology to perform their jobs

hot site—A disaster recovery approach in which servers, applications, and data are maintained in real-time synchronization with the main facility

hypothesis testing—The process of evaluating each possible solution to a problem through testing

incident handling capability—The way in which an organization responds to computer security incidents

incident management—The process of receiving, processing, and resolving user problems

information—The data required for the proper interpretation of how to implement a solution and for understanding why and how the solution functions

information overload—A type of stress generated by an overwhelming amount of information that requires processing

intelligent escalation—The capability of identifying problems that are beyond the scope of the knowledgebase and bringing them to the attention of the help desk

intermittent problems—Problems that occur occasionally but not all the time

internal help desk—A help desk in which the main emphasis is on supporting individuals within the organization

Interactive Voice Response (IVR)—Telephone-based systems that allow individuals to interact with a telephone using the buttons on the telephone keypad

Internet Protocol (IP) telephony—A technology that allows voice calls to be routed over the Internet or a corporate intranet

intranet—A network similar to the Internet, except that the information is accessible only to employees within an organization or others who have been granted access rights

intrusion detection system (IDS)—A security system that inspects all inbound and outbound network activity and identifies suspicious patterns that may indicate an attack

IT asset management (ITAM)—The process of tracking information about technology assets throughout the entire asset life cycle, from initial purchase to retirement

keyword search engine—A search method in which users enter several key words and press a key to begin a search

knowledgebase—A database of related information used as a resource by help desk personnel and end users

knowledge—Information that can be applied by people in a useful manner

knowledge management—The process of collecting, organizing, analyzing, and distributing information

left brain—The side of the brain that excels at rational and analytical thinking and also processes language

logging—The process of recording information about a call

method structure—A structure in which help desks are organized by the manner in which support is provided

metrics—Quantitative measures of the efficiency of the help desk

middleware—Software that connects two or more otherwise separate applications across a computer network

module replacement—A problem-solving method that involves replacing computer components that might be the cause the problem

natural-language processing systems—Systems that evaluate words based on their positioning in relation to each other

network engineering—Building and maintaining the technology that supports user applications

Network management—The process of managing and controlling the network configurations within the organization

network security—The practice of protecting and preserving resources and information on a network

notification—The process of informing others about a problem

off-site approach—A disaster recovery plan in which data are stored off-site, but no hardware is located off-site

online documentation—Documents such as user manuals, installation instructions, and training materials that are available online

open-ended questions—Questions that cannot be answered with a yes or no; an explanation is required

outsourcing—The process of using an external company to perform a job that was previously performed by internal staff

overall satisfaction—User satisfaction that is determined through ongoing surveys, conducted at regular intervals, and annual surveys

ownership—Taking responsibility for a problem and seeing it through until it is resolved

packet filtering—A process in which a firewall examines the nature of each piece of information traveling into or out of the network

performance measurement—The monitoring of help desk services to determine compliance with a Service Level Agreement (SLA)

physical security—The protection of building sites and equipment from theft, vandalism, natural disasters, manmade catastrophes, and accidental damage

private branch exchange (PBX)—An internal telephone network in which users share a certain number of lines for making telephone calls outside the company

pool structure—A help desk structure in which all support staff members support the same technology, serve the same customers, and perform the same job duties

position certification—A statement that an individual has the skills and abilities to perform the duties associated with a specific position

prioritizing—the process of determining both the timing and the level of support that will be provided

proactive knowledge management—the process of building knowledge before it is needed

problem data—information about the problem itself, such as a description of the component affected, the symptoms, the date and time the problem first occurred, and a description of the problem

problem management—the process of receiving, monitoring, and resolving problems that are reported to the help desk

problem management tools—Tools used to log, track, route, and record information about problems reported to the help desk

problem resolution tools—Tools used to determine the causes of users’ problems and develop effective solutions

problem solving—A process used to arrive at a solution to a difficult or disruptive situation

product certification—A statement regarding a person’s competencies in a particular product area

product model—A structure in which the help desk is divided into a number of groups, each responsible for supporting a specific product group

proxy server—A software application that acts as an intermediary between applications and servers

quality assurance (QA)—The area of the Information Technology (IT) department that is responsible for ensuring that a company’s technology products are free of errors before they are released and marketed

reactive knowledge management—The process of capturing new knowledge after a problem occurs and a solution is found

real-time remote monitoring—A method of measuring performance in which a manager listens to calls without being present at the agent’s workstation

remote control programs—Software programs that allow support personnel to take over and manage users’ PCs without leaving the help desk

replication—The process of deliberately taking steps to recreate a problem

request/change management—The process of responding to user requests for hardware, software, or services

resolution—The specific answer and response that eliminates the user’s problem

response time—The amount of time that passes until a call is answered

return on investment (ROI)—A measure of the cost of providing support as compared to the value of a support group’s services

right brain—The side of the brain that processes incoming colors, sounds, and patterns; it processes incoming information in a holistic manner

rollback—The restoration of a program or computer to an earlier configuration that is known to work effectively

root cause analysis—A process that can be used to identify the underlying factors that are causing a problem

router—A device that links a local network to a remote network and determines the best route for data to travel across the network

rule—A concise description of a set of conditions and a set of actions to take if the conditions are true

rule-based expert system—An expert system that uses a set of rules as its knowledge base

screen pop—Information about a caller that appears on the call recipient’s computer screen at the time of the call

screening—The process of gathering information about a problem so that problem solving can begin

security management—The process of providing and maintaining security for an organization’s assets

self-healing programs—Software programs that automatically restore desktop applications to their original state by reinstalling components that have been damaged, removed, or modified

self-help technology—Tools that provides users with the resources to solve their own problems

self-service support—Assistance that enables users to solve problems on their own, through the use of a support Web site

server—A powerful computer that acts as an intermediary between PCs on a network and provides a large volume of disk storage for shared information

Service Level Agreement (SLA)—A formal, quantitative statement of the scope and level of services provided by a help desk

service-level management—The set of people and systems that allows the organization to ensure that SLAs are being met and that the necessary resources are being provided efficiently

side-by-side monitoring—A method of reviewing performance that takes place at an agent’s workstation

situation—The context of a solution

skill-based routing (SBR)—A routing method in which calls are routed to the agent who can best handle the request, with the goal of solving the problem as efficiently as possible

sniffer—Software that intercepts and analyzes data packets transmitted over a network

software engineering—The group within the Information Technology (IT) department that designs, develops, and revises the software used by the company and/or its external customers

specialized structure—A help desk structure in which support is provided based on the product or the business unit

speech authenticator—A biometrics-based system that provides secure access to a company’s telephone and computer resources

standards—Policies that specify the acceptable use of both software and hardware and that define standard software and hardware equipment

stress—A mismatch between an individual’s resources and the demands placed on that individual

structuring—The process of indexing, categorizing, and classifying information

subject-matter expert (SME)—An individual who exhibits the highest level of expertise in performing a specialized job, task, or skill within the organization

tacit knowledge—Knowledge that is part of a person’s individual experience and is not easily communicated to others

technical support—services that enable individuals and businesses to effectively use technology

Telephony Application Programming Interface (TAPI)—A standard in which the physical connection between the computer and the telephone system is made at the desktop level

Telephony Services Application Programming Interface (TSAPI)—A standard in which the telephone system is physically connected to a server on the network, which in turn is connected to a user’s PC

tiered structure—A structure in which the help desk is divided into several groups, each providing a higher level of support

time to resolution—The amount of time that passes until a problem is resolved

total number of calls—The number of calls received in a fixed period of time

unified messaging—A form of processing messages that enables agents to access all messages and requests in a single location, regardless of whether they were originally sent via voice, fax, e-mail, or pager

unified queue—A queue system through which all incoming requests pass, regardless of their origin

user data—Information about a user, such as the user’s name, title, department, and hardware and software configuration

users—People who perform tasks with the aid of technology

validation—Testing a solution to determine if it resolves the problem

verification—Determining whether a user is eligible to receive support

voice application—Technologies that make it possible for users to interact with the help desk by speaking their requests rather than entering them using the telephone keypad

Voice over IP (voIP)—A technology that allows voice calls to be routed over the Internet or a corporate intranet
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