
Remedy >> IT Service Management

As an information technology (IT) professional, you
are responsible for maintaining service levels for the
critical IT services that you provide.One of the most
important services you support is your help desk,
which is essential to keeping your business running
smoothly and maintaining a competitive edge.
However, delivering an effective and efficient help
desk isn’t easy, especially in view of today’s highly
complex and continually changing IT infrastructures.
Adding further complication is the pressure you are
under to reduce costs and expedite service while
maintaining quality service levels.

With Remedy Help Desk,you’ll have a comprehensive
solution that facilitates the support process from end-to-
end to meet these challenges.Based on best-practice
methodologies,Remedy Help Desk automates many
support tasks to boost the productivity and effectiveness
of your help desk staff.Moreover,Remedy Help Desk
provides the foundation for the Remedy IT Service
Management suite, a comprehensive and integrated set
of solutions that helps you monitor and manage the
business processes involved in the delivery of IT serv-
ices.Remedy Help Desk also integrates with leading 
network and systems management solutions, such as
BMC Software’s PATROL family, thereby bridging 
the gap between business and technical management 
of networked IT systems and their components.

An End-to-end Solution
Regardless of whether a service request is initiated
through the Web,email,or telephone,Remedy Help
Desk consolidates the information and handles the
requests from submission to final resolution.Once a
request has been received,Remedy Help Desk gen-
erates an incident ticket, and immediately routes the
service request to the appropriate support area using
automatic assignment to ensure effective response.The
responding help desk technician may then be able to
resolve the incident immediately, or promote it to a
problem that requires further analysis to address the
root cause. In either case,Remedy Help Desk gener-
ates request logs and tracks the incident, creating alerts,
notifications, and escalations when required.With this

end-to-end monitoring and high level of automation,
geographically distributed help desks can be consoli-
dated for maximum effectiveness and efficiency.

Working With External Providers and Tools
If an incident or problem requires the services of a
third-party for resolution,Remedy Help Desk can
set up work orders to assign jobs to external vendors
or outsourcers.The work order may include all nec-
essary information, including company and contact
name,date sent or response expected date information,
and other pertinent comments about the task, such
as budget or schedule information.Furthermore,using
functionality in Remedy Help Desk, you can specify
how you’d like the order to be sent, such as through
Web Services or email. Remedy Help Desk then
tracks the work order status through to resolution.
As a result, you can tighten relationships with busi-
ness partners to ensure high quality support service
and deliver comprehensive support services that 
may span organizational boundaries yet are managed
from a single point of control.

The Foundation for Integrated 
IT Service Management
Remedy Help Desk provides the foundation for 
an integrated approach to IT Service Management
through the Configuration Management Database.
The Configuration Management Database contains
up-to-date information on configuration items–soft-
ware, hardware, documentation, and processes–and 
the relationships between them. In addition, the data-
base indicates which business services are impacted 
by a given incident or problem.The core data in the
Remedy Help Desk Configuration Management
Database can be further enhanced by adding the
Remedy Asset Management and Remedy Change
Management products.With such comprehensive 
and current data, help desk technicians have clear 
visibility into the assets they are being asked to 
support, allowing faster response times and more
effective problem resolution.
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Help Desk
Maximizing the Effectiveness of Support Services

Remedy Help Desk improves the
level and quality of the support
services you deliver while also 
lowering your support costs.


