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Barbara Czegel : Running an Effective Help Desk  before purchasing it in order to gage whether or not it would be 
worth my time, and all praised Running an Effective Help Desk: 

0 of 0 people found the following review helpful. ValuableBy stefan waibelThe book has been on the market for a 
while and provides valuable information. But it saying that, the times are changing, and a book about a helpdesk 
without mentioning ITIL has limited value. For example the title, the term helpdesk is really superseded by service 
desk in this day and age. But still, the author is clearly an expert in service desk management and service 
delivery/support in general, without even using these terms. Would be great to get an updated edition by the author, as 
she has a lot to contribute.0 of 0 people found the following review helpful. Five StarsBy C F ORANGEFor years it 
was my handbook while in a callcentre/helpdesk situation.0 of 0 people found the following review helpful. Clear and 
easy to followBy CarlosAlthough some of the information in the book is dated, the other things discussed are still very 
relevant. I wish the author would update the book in the future.

The definitive guide to setting up and running a successful Help Desk-now updated and expanded to include the latest 
Web-based technologies. This book is for you if you are: * A business manager charged with researching, planning, 
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and setting up a Help Desk in your organization * An IT manager who wants to improve the level of technical support 
and communication within your organization with the latest support technologies * A Help Desk manager looking for 
guidance on how to upgrade traditional Help Desk functions with Internet- or intranet-related processes. The 
thoroughly revised, updated, and expanded Second Edition of the critically acclaimed, first-ever guide to running an 
effective Help Desk, this book tells you everything you need to know to plan, budget, staff, implement, track, upgrade, 
and even outsource your organization's Help Desk. Drawing upon her extensive experience as a leading North 
American expert on Help Desk planning and management, author Barbara Czegel: * Guides you step-by-step through 
every phase of setting up traditional and Web-related Help Desks for the Internet and an intranet * Provides a wealth 
of practical advice on all technical, management, and human-factor aspects of running an effective Help Desk * 
Supplies ready-to-use templates in both Word and HTML formats for an array of Help Desk projects. On the 
companion website you'll find: * Real-life Web-based Help Desk examples * All the templates from the book in 
HTML and Word formats.


