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Abstract

Software Advice helps organizations narrow down help desk software options to
find a system that best meets their needs. As a result, we have matchless insight
into these buyers’ pain points with their current methods, as well as what they’re
looking for in @ new software solution. We recently analyzed a sample of 385 of
these interactions with potential help desk software buyers. This report outlines
what we found.

e Forty percent of buyers are replacing an existing help desk software system.

e Most buyers are replacing their system because they require more
functionality.

e Buyers using manual methods want to improve their efficiency and accuracy.



Current Methods

Help desk software
Manual methods/excel
Nothing

Multiple systems
Proprietary software

Other

Outsourced
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40 percent of help desk software buyers noted they were currently using some
form of help desk software.



Reasons for Replacing Current Software

Need more functionality
Improve efficiency

Current system too complex
Update/modernize

Lack of support

Reduce costs

Other/no reason given
Company growth

Too much maintenance
Consolidate systems
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The most common reason current help desk software users gave for replacing their
system was a need for more functionality.



Reasons for Replacing Manual Methods

Improve efficiency
Other/no reason given
Go electronic/automate
Missing functionality
Consolidate systems

Update/modernize

Company growth
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For buyers using manual methods to meet their help desk needs, the desire to
improve efficiency was the primary motivation for purchasing software.
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Features Most Commonly Requested

Trouble ticketing

Resolution tracking

IT asset management
Escalation tracking [
Reporting (I
Assign tickets [N
Web self-service [N
Knowledge management [N

Reminders/alerts [N
External ticketing |
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Perhaps unsurprisingly, the features most commonly requested by buyers were the
abilities to create trouble tickets, and to track them from creation to resolution.



Help Desk Software Deployment Preferences

® Web-based
¢ On-premise
@ Not determined

Of the buyers who expressed a preference for one deployment model over another,
the majority preferred a Web-based system over an on-premise system.



Buyers' Timeframe for Help Desk Software Purchase

@® Less than 3 months
¢ 3-6 months
@ 6-12 months

Other

Over half of the buyers that came to us for assistance in choosing a help desk
software system were looking to implement the software in three months or less.



Demographics: Buyer Size by Number of Employees

® 1-50

@ 51-100

@ 101-250

® 251-500

@® 501-1,000

® 1,001-2,500

® 2,501-5,000
5,001-10,000

® 10,000+

Our sample set comprised a wide range of business sizes. The largest segments of
buyers were companies that fell within the range of 101-1,000 employees.



Demographics: Buyer Size by Annual Revenue

@ Less than $1 million

@ $1 to $5 million

@ $6 to $25 million

® $26 to $50 million

@ $51 to $100 million

® $101 to $300 million

® $301 to $500 million
$501 million to $1 billion

@ Over $1 billion

When companies are broken down by annual revenue, we see that companies with
varied revenue streams are seeking to benefit from help desk software solutions.



Demographics: Buyers by Industry

Software / technology
Healthcare / medical
Education
Manufacturing

Public sector
Non-profit

Banking

Consulting
Telecommunications
Distribution
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We found that companies in the software and technology sector were most likely to
be in need of help desk software.



Learn more about Help Desk Software

Read the full report

» Read Report
\ ' Get free price quotes on top
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Get unbiased reviews & free
demos on Help Desk Software
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Software Advice

Software Advice is a trusted resource for software buyers. The company's website,
www.softwareadvice.com, provides detailed reviews, comparisons and research to
help organizations choose the right software. Meanwhile, the company’s team of
software analysts provide free telephone consultations to help each software buyer
identify systems that best fit their needs. In the process, Software Advice connects
software buyers and sellers, generating high-quality opportunities for software
vendors.



http://www.softwareadvice.com

