Managed End User Help Desk
Increasing end user productivity through improved IT Service Levels

Choose from a
‘Responsive’ single
point of contact for
end user support,
through to a
‘Proactive’ service for
patching,
antivirus/malware,

Optimizing technology-driven employee productivity

encryption, backups

nDivision understands that every minute that an end user is unable to access an IT
service or technology costs the organization money. If that user is a knowledgeworker, C-level executive or other key resource, the costs can be significantly
higher. Furthermore, equipment costs may only represent 20% of the Total Cost of
Ownership, with support costs representing the other 80%. In some cases, users
find themselves in a position where they are wasting valuable time attempting to
resolve their own issues or those of colleagues. Therefore, optimizing access to
technology is a critical area of cost-saving and improved productivity.

and software
distribution

Challenges in providing efficient end user support
Many organizations find that providing a multi-tiered Help Desk for its end users can be challenging. Often, Tier 2 resources cannot
be spared to address complex end user issues, which leads to protracted user response and resolution times. Also, when resources
are limited, providing a high level of support outside of business hours and over weekends can be difficult to do effectively.

Responsive versus Proactive
nDivision offers two types of End User Help Desk. The Responsive service provides a single point of contact for ticketing and
remediation through email, web or by phone, and is charged for based on the number of users. The Proactive service has the same
single point of contact, but as the name implies, includes an agent on each device that allows us to quickly provide remote control
support and keep patches up to date. The Proactive service includes options for antivirus/malware, backups and software
distribution, and is charged for based on the number of devices. We can leverage manufacturer warranties or a spares program, as
needed. Support personnel for both Responsive and Proactive are all based in the U.S.
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For more information about nDivision’s Managed End User Help Desk contact:
Mike Beavers: office: (512) 789-9046 email: mbeavers@ndivision.com



