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28 Years of Service and Support Benchmarking Data

More than 3,700 Service and 

Support Benchmarks

Global Database

70+ Key Performance Indicators

Nearly 120 Industry Best Practices



Desktop Support Quiz
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1. Is headcount in desktop support increasing or decreasing?  Why?

2. Is Cost per Ticket in desktop support increasing or decreasing?  Why?

3. What are the two most important KPIs in Desktop Support?

4. How many tickets does the average desktop tech resolve in a month?

5. How many tickets does the average level 1 tech resolve in a month?



Mega Trends in Desktop Support
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1. Shrinking Headcount and Increasing Cost per Ticket

2. Diagnostic Use of KPIôs

3. Shift Left Strategies

4. Desktop Virtualization

5. Standardization of the Desktop Environment

6. Adoption of Remote Diagnostic Tools

7. Maturing KCS ïKnowledge Centered Support

8. Growing Number of Hybrid Support Organizations

9. Understanding of Desktop Support ROI
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Global 1000: Average Desktop Support Headcount
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Average Cost per Ticket
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The Most Common Desktop Support KPIôs

Â Cost per Ticket

Â Cost per Incident

Â Cost per Service Request

Cost Productivity

Service Level

Quality

Ticket Handling

TechnicianÂ Average Incident Response 
Time (min)

Â % of Incidents Resolved in 
24 Hours

Â Mean Time to Resolve 
Incidents (hours)

Â Mean Time to Complete 
Service Requests (days)

Â Technician Utilization

Â Tickets per Technician-
Month

Â Incidents per Technician-
Month

Â Service Requests per 
Technician-Month

Â Ratio of Technicians to 
Total Headcount

Â Customer Satisfaction

Â First Contact Resolution Rate 

(Incidents

Â % Resolved Level 1 Capable

Â % of Tickets Re-opened

Â Technician Satisfaction

Â New Technician Training 

Hours

Â Annual Technician Training 

Hours

Â Annual Technician Turnover

Â Technician Absenteeism

Â Technician Tenure (months)

Â Technician Schedule 

Adherence

Â Average Incident Work 
Time (min)

Â Average Service Request 
Work Time (min)

Â Average Travel Time per 
Ticket (min)

And there are hundreds more!!

Workload

Â Tickets per Seat per Month

Â Incidents per Seat per 

Month

Â Service Requests per Seat 

per Month

Â Incidents as a % of Total 

Ticket Volume
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Controllable vs. Non-Controllable KPIôs

Causal

Factors

Drivers

Â Cost and Quality are the Macro Measures

Â The Macro Measures tell the story of your 

performance

Â They are good for communicating the 

performance of Desktop Support

Â But you cannot control them directly

Â Workload metrics are driven by Causal Factors

Â The Causal Factors define the volume and mix 

of work performed by Desktop Support

Â Desktop Support has very little control over the 

Causal Factors

Â They are a function of your IT environment

Â Productivity, Service Level, Technician, and Ticket 

Handling are the underlying drivers of performance

Â These are the metrics that drive your performance

Â You can control these metrics directly

Â It is through these metrics that you can influence the 

Macro Measures, and improve your performance
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Causal Factors: The Workload Drivers

Causal

Factors

Drivers

Â Causal Factors include:

Ã Device count and mix

Ã Mix of desktop vs. laptop 

computers

Ã Number of mobile devices

Ã Average age of devices

Ã Standardization of desktop 

environment

Ã User population density

Â High rise vs. campus vs. field

Ã User work location

Â Office vs. home vs. field

Ã And numerous other factorsé
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The 80/20 Rule for Desktop Support KPIôs

Â Cost per TicketCost

Productivity

Quality

Call Handling

Â Technician Utilization

Â Customer satisfaction

Â First contact resolution rate (incidents)

Technician Â Technician Satisfaction

Aggregate Â Balanced scorecard

TCO Â % Resolved Level 1 Capable

Service Level Â Mean Time to Resolve
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Cause-and-Effect for Desktop Support KPIs

Cost per Ticket Customer Satisfaction

Technician 

Utilization
FCR 

(Incidents)

Technician 

Satisfaction

Coaching Career Path Training Hours

SLôs 

MTTR

Work/

Travel Time
Techs/

Total FTEôs

Absenteeism/

Turnover

% Resolved 

Level 1 

Capable

Scheduling 

Efficiency

Service 

Levels: MTTR
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Which KPIs are Trending?

Â Cost per Ticket

Cost Productivity

Service Level

Quality

Ticket Handling

Â Mean Time to Resolve 
Incidents (hours)

Â Tickets per 
Technician-Month

Â % Resolved Level 1 

Capable

Â Average Ticket Work 
Time

Workload

Â Tickets per Seat per 

Month
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Average Work Time per Ticket
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Tickets per Technician per Month
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Average Cost per Ticket
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Mean Time to Resolve Incidents
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Desktop Tickets per Seat per Month
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Shift Left Reduces Total Cost of Ownership
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Two Metrics You Should Know

% Resolved Level 1 Capable (PRLC)

The percentage of tickets resolved by desktop support 

that could have been resolved at level 1 support.

First Level Resolution Rate (FLR)

The number of tickets resolved at level 1 divided by all 

tickets that can potentially be resolved at level 1.



% Resolved Level 1 Capable
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A SPOC Service Desk is Highly Leveraged

User Community
Level 1: 

Service Desk

Level 2: 

Desktop 

Support

Field 

Support

Level 3: 

IT Support

Vendor 

Support
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Key SPOC Principles

Key SPOC Principles

Â Enterprise takes an end-to-end view of user 

support

Â User/Customer has a single point of contact 

for all IT-related incidents, questions, 

problems, and work requests

Â The Level 1 Service Desk is the SPOC

Â Level 1 is responsible for:

Ã Ticket triage

Ã Resolution at Level 1 if possible

Ã Effective handoffs to n level support

Ã Resolution coordination and facilitation

Ã Ticket closure

Â Desktop ñDrive-bysò, ñFly-bysò, and ñSnagsò 

are strongly discouraged
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SPOC Is the Most Common Support Model
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SPOC Support Reduces Total Cost of Ownership
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