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The changing business landscape and increasingly 

complex IT environments have transformed the 

service desk into one of the most visible and critical 

functions within an organization. Every ticket 

resolved, issue escalated and employee interaction 

directly impacts productivity, operational continuity 

and the overall perception of IT.

At the same time, IT teams face growing pressure. 

Hybrid workforces, expanding tech stacks and rising 

user expectations have increased the volume and 

complexity of support requests. Compounding the 

challenge, the average company now uses  

more than 100 SaaS applications to run its business, 

and that number climbs significantly in larger 

enterprises. As a result, organizations are expected 

to deliver faster resolutions, stronger security and 

greater efficiency, all without increasing headcount.

This guide explores proven best practices for 

building a high-performing service desk through 

structured processes, effective documentation 

and automation.

This creates several challenges:

•	 Ticket queues get overloaded

•	 Escalations aren’t always routed to the right 

people at the right time

•	 IT professionals experience burnout

•	 Knowledge becomes siloed

•	 Employees lose confidence in IT

“No matter how effective we were in our 
roles, our department was still viewed 
as a cost center. Because of that, 
everything comes down to efficiency  
and effectiveness — and, ultimately, 
your ability to prove it.” 

Cliff DeWyze, Manager,  
Solutions Engineering, Kaseya

““

https://backlinko.com/saas-statistics
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Step 1: Shift from reactive support to 
proactive service delivery
Many service desks spend most of their time reacting to issues as they arise. Tickets arrive  

from multiple channels, priorities shift continuously and senior engineers become overwhelmed  

by escalations.

Reactive vs. proactive service delivery
The difference between a reactive and a proactive service desk extends far beyond ticket 

handling. Reactive environments often struggle with operational inefficiencies that impact both 

IT performance and employee experience. High-performing service desks, on the other hand, 

create structured systems that facilitate consistent, predictable and scalable support.

Reactive service desk

Employee productivity declines

Escalations pile up

SLA targets are missed

IT burnout increases

Support becomes inconsistent  
and unpredictable

Proactive service desk

Tickets are routed properly

Escalation paths are standardized

Ownership is clearly defined

Onboarding processes are repeatable

Documentation supports  
decision-making

“In a reactive environment, missed or delayed issues quickly become P1s because it’s often the only way to get 
attention when triage isn’t working and tickets go untouched. But when everything is a P1, nothing is truly a P1. 
Critical issues get lost in the noise.” 

Cliff DeWyze, Manager, Solutions Engineering, Kaseya

““
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Moving from reactive support to proactive 

service delivery doesn’t happen overnight. It 

starts with creating structure by clearly defining 

roles, responsibilities and processes. Next comes 

documentation, ensuring knowledge can be 

captured, shared and reused across the team. 

Once those foundations are in place, organizations 

can introduce automation to eliminate repetitive 

tasks and improve consistency. Finally, AI can be 

layered on to enhance efficiency, communication 

and decision-making. 

Together, these elements create a more 

autonomous service desk where processes are 

repeatable, knowledge is accessible and teams can 

operate effectively with less oversight. Ultimately, 

this is what separates proactive organizations from 

reactive ones.

Even the most mature service desks, however, 

encounter incidents and outages. The difference 

is that they have the operational structure needed 

to respond efficiently and resolve issues without 

creating chaos.
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Step 2: Build a service desk 
structure that scales
Structure is the foundation of every successful service desk. 

Without it, ticket handling grows inconsistent, accountability 

suffers and support operations become difficult to scale.

A well-designed service desk structure creates consistency 

across the organization and helps IT teams clearly 

understand their work, what should escalate and how tickets 

move through the support workflow. It also establishes 

accountability by defining who is responsible for each stage 

of the resolution process.

Most importantly, structure reduces operational friction.  

A properly structured service desk creates clear workflows 

that guide work in a predictable, efficient manner.

“It’s important to avoid overcomplicating things. Too many 
queues can create confusion. You might define highly 
specialized queues, but in practice, most tickets will remain 
stuck in the first or second queue, and proper routing won’t 
happen consistently.” 

Abel Concepcion, Product Marketing Specialist, Kaseya

““
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Tier 1 

Intake and initial 
resolution

•	 General ticket intake 

•	 Basic troubleshooting

•	 Password resets

•	 Standard service 
requests

•	 Initial triage

Implement a tiered support model
One of the most effective ways to create structure is through tiered support queues.  

While every organization differs, most service desks benefit from a simplified three-tier model. 

Tier 2 

Advanced technical 
support

•	 Application 
troubleshooting

•	 Infrastructure issues

•	 Access management

•	 Endpoint support

•	 Escalated service 
requests

Tier 3 

Specialized escalations 
and project work

•	 Major escalations

•	 Vendor coordination

•	 Engineering support

•	 Project-level tasks

•	 Advanced 
infrastructure issues

“It’s so important to enforce the structure. By 
controlling how tickets enter the system and 
follow defined paths, you maintain visibility, 
preserve bandwidth and ensure everything 
can be tracked and measured.” 

Abel Concepcion, Product Marketing  
Specialist, Kaseya

““
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Organizations cannot improve what they don’t measure. Key performance indicators (KPIs) 

provide visibility into service quality, efficiency and operational performance. They also help IT 

leaders justify budget investments, defend staffing decisions and demonstrate business value.

Most importantly, KPIs help IT teams demonstrate measurable business value by transforming 

support operations from reactive cost centers into strategic business enablers.

Step 3: Measure what matters with 
service desk KPIs

“Metrics don’t just measure performance — they defend your value.” 

Abel Concepcion, Product Marketing Specialist, Kaseya

““
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Average  
resolution time

•	 Escalation bottlenecks

•	 Poor documentation

•	 Staffing imbalances

•	 Workflow inefficiencies

First contact  
resolution rate

•	 Employee satisfaction

•	 Service desk efficiency

•	 Overall support capacity

Core service desk KPIs
While every organization differs, several KPIs consistently provide valuable operational insight.

1

SLA compliance

•	 Leadership understand 
whether operational 
expectations align  
with reality

•	 Prevent contractual 
penalties

•	 Build long-term trust

3

2

Team utilization

•	 Skill gaps

•	 Workload imbalances

•	 	Process inefficiencies

•	 Training opportunities

4

“When someone asks how you’re performing, you need more than just a ticket backlog 
to show. Without defined metrics, you end up spending too much time trying to explain 
performance instead of clearly showing it.” 

Abel Concepcion, Product Marketing Specialist, Kaseya

““
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IT teams rely on multiple systems every day, including ticketing platforms, endpoint management 

tools, monitoring solutions, documentation systems and remote access tools. When these systems 

fail to communicate effectively, IT pros waste valuable time searching for information, switching 

between platforms and manually gathering context needed to resolve issues efficiently.

Disconnected tools create disconnected operations. Every time IT admins are forced to jump 

between multiple tools to gather context, productivity dramatically suffers, limiting the organization’s 

potential to deliver effective support.

Step 4: Connect your core IT systems

“No three tools are more important to work together than your documentation, alerting system and ticketing 
system. These three things go hand in hand. If they’re communicating with each other, it should feel natural 
and seamless for you to jump from one to the other without having to dig further for information.” 

Cliff DeWyze, Manager, Solutions Engineering, Kaseya

““
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Enable proactive service delivery
Integrated monitoring and ticketing systems enable proactive service delivery.

For example:

•	 Monitoring alerts can automatically generate tickets

•	 The IT team can identify issues before users report them

•	 Automated remediation workflows can resolve problems silently

This reduces downtime while improving the employee experience.

Create a connected support ecosystem
Integrated environments give IT professionals immediate access to the information and tools 

they need without having to switch between disconnected systems. They can view device 

information directly from tickets, launch remote sessions instantly, access monitoring alerts 

in context and retrieve documentation within the same workflow.

This level of integration significantly improves workflow efficiency, reduces troubleshooting 

delays and helps IT teams resolve issues faster and more consistently.

Alerting system

Ticketing systemDocumentation
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Documentation is one of the most overlooked drivers of service desk performance. Without proper 

documentation, support teams are forced to repeat the same troubleshooting steps instead of 

building on proven resolutions and established processes. 

Without documentation, every process becomes a coin toss.

Step 5: Create a documentation-first culture

The risk of tribal knowledge
Many organizations depend heavily on a small 

group of experienced IT professionals who 

become the unofficial source of truth. When 

critical knowledge resides in a single person’s 

head, the organization is one absence away 

from failure. 

Studies show that between 80% and 90% of 

an organization’s total knowledge is tacit — 

held in the minds of employees rather than 

documented in formal systems. This represents 

a huge drain on resources and productivity, and 

capturing this information should be a critical 

business objective.

When knowledge isn’t properly documented, 

new hires face a steeper learning curve and 

take longer to become productive. Resolution 

consistency suffers as employees rely on 

varying approaches and incomplete information. 

As a result, more issues are escalated 

unnecessarily, increasing the burden on senior 

staff and support teams. Over time, these 

challenges contribute to lower productivity 

across the organization.

https://www.forbes.com/councils/forbesbusinesscouncil/2022/07/08/passing-down-tacit-knowledge-in-a-digital-world/
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Transform expertise into organizational knowledge
Strong documentation transforms individual expertise into organizational capability by creating 

repeatable workflows, accelerating onboarding, improving collaboration and enabling more 

consistent support delivery across the organization. It also helps IT teams scale more effectively 

by ensuring IT admins can build on existing knowledge rather than starting from scratch every 

time an issue arise.

Make documentation part of 
daily operations
Documentation only delivers value when it becomes 

part of the team’s daily workflow. To drive adoption 

and long-term consistency, organizations must 

make documentation easy to access, embed it 

directly into ticket workflows, encourage ongoing 

team contributions and standardize formatting and 

naming conventions across the environment.

Most importantly, documentation should support 

IT pros at the exact moment they need guidance, 

rather than serving as a resource only after issues 

have already escalated.

Document what 
matters

Organize for 
access

Build daily  
habits
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Automation is one of the most powerful ways to improve service desk scalability. However, 

automation only succeeds when built on strong operational foundations. Without structured 

workflows, automation simply accelerates inefficiency.

Before organizations automate workflows, they must first establish clearly defined ticket flows, 

ownership rules, escalation logic, SLA policies and queue structures. Without these operational 

foundations, automation cannot function effectively or consistently.

Automation cannot compensate for operational chaos. Instead, it amplifies the processes, 

standards and workflows already in place, which is why operational maturity must come before 

automation at scale.

Step 6: Use automation to improve 
efficiency and consistency

Common service desk 
automations
High-performing service desks automate:

•	 Ticket routing

•	 Queue assignments

•	 SLA alerts

•	 Escalation triggers

•	 Status updates

•	 Approval workflows

•	 Employee notifications

These automations reduce manual effort while 
improving operational consistency.

Reduce administrative 
overhead
One of the biggest operational drains on 
service desks is repetitive process work.

Automation helps organizations:

•	 Improve response times

•	 Eliminate repetitive tasks

•	 Reduce workflow friction

•	 Increase technician productivity

When support demand rises, automation 
enables organizations to expand service 
capacity without increasing headcount 
proportionally.

“You can’t have an automation if there is nothing in place to guide it. Structure is part of that conversation. 
You can’t build a workflow if you don’t even know where to start. Structure gives you that runway to start.” 

Abel Concepcion, Product Marketing Specialist, Kaseya

““
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AI is quickly becoming a valuable tool for modern 

service desks. However, AI is most effective 

when supported by structured operations and 

high-quality data.

Step 7: Prepare your 
service desk for AI

Practical AI use cases
Modern service management platforms increasingly 

use AI to support IT teams through capabilities that 

improve efficiency, reduce administrative burden and 

help IT teams move faster.

Smart ticket summaries help IT pros quickly 

understand ticket history, communication threads 

and operational context without manually reviewing 

every update. Suggested responses help improve 

communication consistency and professionalism 

across the service desk. Resolution recommendations 

surface likely fixes based on historical ticket data 

and operational patterns, while AI-assisted SOP 

generation helps accelerate documentation creation 

and standardization.

“AI is not a replacement for thinking — it’s an 
accelerator of it.” 

Cliff DeWyze, Manager, Solutions Engineering, Kaseya

““
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Build an AI-ready service desk
Before scaling AI-driven service delivery, organizations should evaluate the operational quality of 

their service desk environment.

IT leaders should assess whether ticket priorities consistently reflect business urgency and 

operational risk. They should review whether issue categories accurately describe the problems 

being solved and support effective routing and automation.

Organizations should also examine whether queue structures clearly define ownership, escalation 

paths and workflow stages. Skills libraries should reflect real IT expertise and operational realities 

rather than outdated assumptions. Additionally, organizations should evaluate ticket quality, which 

often provides valuable insight into the effectiveness of service desk processes.

IT teams should consistently document clear summaries, root cause information, troubleshooting 

steps, operational context and structured notes that AI systems can reliably interpret.

It’s important to remember that while AI enhances people, it doesn’t replace them. The most 

effective service desks use AI, such as Kaseya Intelligence, to amplify human expertise, 

improve consistency, reduce repetitive work and empower autonomous teams while 

maintaining accountability.

“Knowing how to use AI will only enhance what you do and make your day-to-day work easier.” 

Abel Concepcion, Product Marketing Specialist, Kaseya

““

https://www.kaseya.com/platform/intelligence/
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Building a service desk designed for growth
High-performing service desks are built through structure, process discipline, documentation, 

automation and continuous improvement.

High-performing service desk

Organizations that invest in these foundational elements create support environments that are 

more efficient, scalable and resilient. They improve employee experience, reduce operational 

friction and position IT as a strategic business partner rather than a reactive support function.

By following the practices outlined in this guide, IT leaders can create service desk operations 

that are better equipped to support both today’s demands and tomorrow’s growth.

Service desk 
structure

Role clarity  
and leadership

Documented SOPs  
+ team rhythm

Autonomous 
teams
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Modern IT teams need integrated solutions that improve service desk efficiency, reduce 

resolution times and standardize support delivery. The right platform can help eliminate 

operational bottlenecks, improve visibility, increase productivity and support scalable growth.

Request a demo today to see how Kaseya’s integrated IT service delivery solutions can help  

your service desk operate smarter, faster and more efficiently.

Next steps: See Kaseya in action

Get a demo

https://www.kaseya.com/request/demo/?utm_source=701Rp00000ruPdB&utm_medium=Content&utm_campaign=high+performing+service+desk+ebook


Kaseya is the leading global provider of AI-powered IT management and 

cybersecurity software. Kaseya delivers a unified technology platform 

to manage infrastructure, secure endpoints, back up critical data, and 

streamline operations for more than 40,000 MSP and SMB customers 

around the globe. To learn more, visit www.kaseya.com.
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