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Shift Left Has Empowered Level 1 Reps



Hybrid Support is Increasingly Common
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Source: HDI 2015 Desktop Practices and Salary Report



Factors for Increasing Ticket Volume

Source: HDI 2015 Desktop Practices and Salary Report



Factors for Decreasing Ticket Volume

Source: HDI 2015 Desktop Practices and Salary Report



Moving Toward Mostly Proactive

• Standardize

• Automate

• Deflect (shift left, e.g. Self-Help)

• Time Tracking (quantifying work effort)

• Set Expectations appropriately

• Published SLA response and resolution times

• Service Catalog

• Minimize unnecessary escalations

• Gain control over process bypasses 

• Reengineer (e.g. replace vs. fix, Walk Up vs. deskside)
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