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Any business online or offline requires a helpdesk service to track customer issues and ensure
customer satisfaction. Most online services offer a ticketing system for the customers to input their
concerns or feedback. The benefit of using such a helpdesk system in business is enormous. As
online business grew into a competitive phase, customer satisfaction became a key to success.
Customer satisfaction relies on a variety of factors of which issue resolution is of primary
importance. If the support provided against a customer query is not tracked down to solution, the
customer satisfaction rate would definitely come down.

The concept of helpdesk came up as an improvement suggestion to raise customer satisfaction. On
call support, chat support, email support and even live support is offered by various business
organizations for its customers. Even within an organization, a helpdesk system runs to ensure the
issues raised by employees in various streams are solved. As the importance of helpdesk
increased, helpdesk software was developed by various vendors and came to the market. Such
helpdesk scripts can be purchased to build an efficient ticket tracking system for your business.
There are quite a number of advantages of using helpdesk software in business.

Helpdesk software serves as a single source of solutions for various issues about a product or
service. Any customer query can be tracked down using helpdesk software. Some helpdesk scripts
even let the administrator to categorize the tickets raised, so that the ticket routing to respective
teams are easier. Any time information regarding any query can be retrieved using a helpdesk script.

Managing the tickets raised by the customers is made very much simple using a helpdesk scripting
software. The procedures involved in ticket management like , raising a ticket, routing to concerned
team, ensuring communication with the customer , and tracking down to the solution, all are
managed well using a help desk script. Adherence to service level agreements or SLAâ€™s is a concern
of customer support. The helpdesk script has features included which alert the ticket admin about
the SLAâ€™s and an urge to close the ticket increases. In turn, the business is making the customer
happier.

Another advantage of using a help desk scripting software is that, it helps to understand user
preferences better. By analyzing the tickets, quality control team should be able to determine the
customer preferences in terms of product features, support received, regional issues and so forth. If
the organization tries to consider this preference, yes they will be more successful in retaining a
customer.

Not only the user preferences, any flaw in the product manufacture or the service offered can also
be detected easily using a helpdesk script. Tickets being raised multiple times against an issue by
more number of customers point you to a flaw in the product or service.

Using a helpdesk script from the very beginning of a business, helps to understand the common
customer queries. With this detail, a knowledge base can be build so that next time the customer
doesnâ€™t have to raise a ticket but just give a search in the knowledge base.
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