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Introduction
Service desks today are facing unprecedented challenges in the way that they support their customers. They are being 
asked to support an ever-increasing array of devices and systems, which in itself presents numerous challenges and 
issues, in addition to having to adapt to changing ways of working by offering increased hours of support and different 
ways to support customers. Add into this mix rising customer expectations about how quickly issues are resolved, and 
what is left is a potent mix that can be difficult for service desks to manage. 

In light of these challenges, service desks can utilise remote support as a means of supporting a mobile workforce 
efficiently and effectively. But what are the real world experiences of Service Desk Managers? What are the perceived and 
realised benefits? Do remote support tools help service desks realise improvements in performance metrics, such as 
cost per incident, customer satisfaction, and contacts to the service desk? This report will explore whether remote 
support meets the expectations of service desk professionals. 

Between March and May 2020, the Experiences of Remote Support survey was sent to a wide variety of service desk 
professionals, from both public and private sector service desks and a large range of organisation sizes. It should be 
noted that this period was during the COVID 19 pandemic, and reference to this is made later in the report.

Respondent Demographics
Job Titles

7%
7%

53%

20%

13% Director

IT Manager

Service Desk
Manager/Head of IT

Service Desk Team
Leader

Service Desk Analyst
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Organisation Size

Do you use a dedicated remote support tool?

As we can see, the vast majority of respondents’ service desks have a dedicated remote 
support tool. While just over 20% currently do not have a remote support tool, 5% have 
specified there are plans to implement on in the future.

79%

16%

5%

Yes

No

No but there are plans to

38%

39%

18%

5%

<1000 employees

1001-5000 employees

5001-25000 employees

>25000 employees



5 Exploring The True Impact of Remote Support

Remote Support Experiences
How long have you had a remote support tool?

Of the 79% of respondents who specified their service desk has a remote support tool, almost 70% have had 
this in place for 4 or more years. This is important to note, as the longer a tool is established, the more time 
the service desk has had to measure the impact the tool has and monitor the success of it. The 11% who 
have had the tool in place for less than a year may not have yet been able to realise the goals they set out 
to achieve with remote support.  

What % of tickets make use of remote support?

We can see that the largest proportion of respondents identified that their service desk utilises a remote 
support tool for over 20% of tickets. A quarter of respondents use remote support for around 11-20% of 
tickets, and a similar proportion use it for 5-10%. Generally, the larger proportion of tickets you are able to 
use remote support to resolve, the better Return on Investment (ROI) you will see from the tool, although 
some organisations may have specific use cases that a remote support tool can solve.

11%

21%

68%

<1 year

1-3 years

4+ years

8%

23%

25%

44%
<5%

5-10%

11-20%

>20%
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Does your remote support tool allow you to connect with users 
who work remotely?

In today’s society, it is much more commonplace for business employees to work in a separate location to the service 
desk. Whether that is because an employee works from home, an organisation has multiple sites, or the service desk is 
outsourced, this is reflected in that. 

Over 90% of respondents specified that their remote support tool allows them to connect to users who work remotely. It 
could be suggested that the 8% of respondents whose tool does not allow them to connect to remote workers simply do 
not require that functionality or have an alternative use case that they can use their remote support tool for. 

Would you say your remote support tool meets your organisation’s 
needs?

Positively, all respondents identified that their remote support tool has met their organisation’s needs, with the majority 
agreeing absolutely. This includes the 10% of respondents who have had their tool in place for less than a year, yet it is 
already meeting their needs.

This is good insight for service desks who currently do not have a remote support tool but plan to in the future or are 
planning to build a business case for one, as this shows that organisations can quickly realise the benefits of their 
remote support solution.

92%

8%

Yes

No

54%

46%

0% 0%

Yes – absolutely

Yes – somewhat

No (0%)

Too soon to tell (0%)
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Have you noticed an improvement in performance metrics, i.e. 
cost per incident, customer satisfaction, or contacts to the 
service desk?

The largest proportion of respondents, (31%), agreed that their performance metrics improved in line with their 
expectations, and a further 17% saw improvements in unexpected ways.

Interestingly, despite all respondents specifying that their remote support tool met, or somewhat met, their organisation’s 
needs, less than half have seen improvements in performance metrics as a direct result of having their remote tool. 13% 
have said it is too soon to tell, and while you might expect this to correspond with the proportion of respondents who have 
had their tool for a shorter amount of time, a deeper analysis of the data showed that there was no correlation between 
these two factors.

A surprising proportion of respondents do not measure performance metrics (29%) which allow them to monitor the 
impact of their remote support tools, which is somewhat concerning. It is important to set performance indicators when 
assessing any new implementation including remote support tools in order to identify the benefits achieved. It is also 
worth noting again that all respondents specified that their tool met their organisation’s needs, however, it would seem 
that for the 29% these organisation needs are not tied to performance metrics. There are many benefits that a remote 
support tool can deliver besides allowing the service desk to connect to end users’ workstations, and monitoring the 
overall impact a tool is having on service desk performance to understand the tangible and intangible ROI of the tool and 
highlight any improvement opportunities.

31%

17%

10%

13%

29%

Yes – in line with our 
expectations

Yes – but not as we 
expected

No

Too soon to tell

We don’t measure this 
metric
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What benefits have you realised from using remote support?

The most common improvement that service desks with a remote support tool have seen is an improved first 
time fix rate (77%). This is understandable and is certainly one of the main advantages of remote support, 
therefore it is positive to see the majority of respondents realising this benefit. In terms of other benefits the 
service desk can realise, 71% and 37% of respondents have benefitted from great flexibility of support and a 
reduction in support cost, respectively.  

Better customer satisfaction or experience also ranked highly (71%) as a benefit that respondents have realised 
from remote support. Again, this is understandable, as the faster and more effectively the service desk can 
resolve a customer’s issue, the happier they will generally be. In a similar vein, 35% have realised a reduction in 
customer effort to resolve an issue. 

77%

71%

71%

37%

35%

8%

4%

Improved First Time Fix Rate

Better Customer Satisfaction/Experience

Improved flexibility of support

Lower cost of support

Reduction in customer effort to resolve an
issue

Reduced number of security incidents

Other
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Please rank their relative importance to the business

Organisation's place a better customer satisfaction/experience as the most important benefit for their 
business with 38% of respondents ranking this first, as well as it being ranked in the top three more than any 
other benefit. With 71% of respondents realising customer satisfaction benefits it can be concluded that  
remote support tools are meeting the business needs in this respect, in the majority of cases.

Improved first time fix rate is also a key benefit for businesses, with it being ranked in the top three by 73% of 
respondents. As we have seen, this is the most commonly realised benefit for service desks (77%), further 
adding to the notion that remote support tools meet the business needs of organisations.

6%

8%

23%

25%

38%

6%

8%

12%

12%

31%

29%

4%

10%

27%

20%

17%

23%

16%

10%

35%

16%

17%

6%

31%

37%

16%

8%

4%

4%

43%

29%

2%

21%

6%

Reduced number of security incidents

Reduction in customer effort to resolve an issue

Improved flexibility of support

Lower cost of support

Improved First Time Fix Rate

Better Customer Satisfaction/Experience

1 2 3 4 5 6
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Have you faced any significant challenges using remote 
support?

Earlier, we saw that most respondents with a remote support tool specified that it allowed them to connect to 
remote workers. However, here was can see that just over half of respondents (51%) have faced significant 
challenges with this feature of their chosen remote support tool.

Mobile support is the second most common challenge reported. Mobile support is important for organisations 
which employ field workers, for example, who may use a mobile device more frequently than a PC or may rely 
on a mobile device to carry out their job. If the service desk cannot connect to the customer’s mobile device 
remotely, the customer will be unable to work, causing frustration and lost productivity. In a similar vein, 
cross-platform compatibility was identified as a significant challenge by 24% of respondents.

Security issues are also a significant challenge for a quarter of respondents, as remote support tools can 
create vulnerabilities within an organsations' infrastructure. However, several remote support tool vendors 
understand how integral security is to IT organisations, and work to ensure their tools meet various 
compliance regulations and remove these security vulnerabilities.

51%

27%

25%

24%

24%

20%

14%

12%

10%

6%

Remote worker/Off network access issues

Mobile support

Security issues

Cross-platform compatibility

Cost

Preparing/upskilling staff

Integration

No challenges

Scalability

Other
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Without Remote Support
Is there a specific reason your service desk does not currently use a 
remote support tool?

Of the 21% of respondents who do not currently have a remote support tool, just under a third (31%) specified 
that there is no specific reason for not having one. We can also see that accessing remote workers’ 
workstations is a concern for these respondents, and as we have previously seen, access issues are the most 
significant challenge for service desks with their chosen remote support tools.

Integration was also identified as a reason for not having a remote support tool (23%). However, when 
compared to the challenges faced by respondents who have a remote support tool integration is one of the 
less significant challenges identified. This is not to say that this concern is invalid, however, organisations 
should seek a supplier which is able to meet their integration needs.

Security issues, cross-platform compatibility, and cost were each identified as reasons for not having a remote 
support tool by 15% of respondents. If we look at the challenges faced by service desks who have a remote 
support tool, these categories were each identified as challenges by around 25% of respondents, suggesting 
that the perceived challenges match up to reality.

Mobile support, which was identified as a reason for not using a remote support tool by just 8% of respondents, 
may be a more significant challenge than it is perceived to be, as this was a challenge specified by 27% of 
respondents using a remote support tool. 

31%

23%

23%

15%

15%

15%

8%

8%

8%

0%

No specific reason

Remote worker/Off network access issues

Integration

Security issues

Cross-platform compatibility

Cost

Preparing/upskilling staff

Mobile support

We don’t think we’d see a benefit

Scalability



12 Exploring the True Impact Of Remote Support

What benefits do you think you could realise from having a 
dedicated remote support tool?

In comparison to the benefits respondents with remote support tools have realised, it seems that the 
expectations or perceptions of remote support tools are fairly realistic. We saw that the majority were able to 
realise an improved first time fix rate, better customer satisfaction, and improved flexibility of support, which 
were all identified as potential benefits by around half of respondents who do not currently have a remote 
support tool.

23% of respondents specified that they either thought they would see no benefit or were not sure, which is a 
significant jump from the 8% who did not believe they would see a benefit in the previous question. This could 
suggest that the majority of the 23% are not familiar enough with the full capabilities of remote support tools 
to understand the potential benefits to their organisation.

54%

46%

46%

38%

31%

23%

15%

8%

Improved First Time Fix Rate

Better Customer Satisfaction/Experience

Improved flexibility of support

Better Support Agent Satisfaction

Lower cost of support

None / I don’t know

Improved performance against targets

Reduction in risk from phishing
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Do you think your service desk will implement a remote support tool 
in the future?

Do you think there is a need for a remote support tool on your 
service desk?

Positively, the majority of respondents who do not currently have a remote support tool plan to implement one 
within 2 years, with a further 38% looking to do so at some point in the future. However, only 57% are certain 
there is a need for remote support on their desk, with 29% being unsure.

57%

14%

29%

Yes

No

Unsure

23%

23%

38%

8%

8%

Yes – there are plans to in the next 6 
months

Yes – there are plans to in the next year 
or two

Yes – but there are no plans to

No

Not sure
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Industry Thoughts
With Shift Left initiatives, proactive problem management, and cognitive 
technologies, the future of IT support could remove the need for first 
line support. What do you think this could mean for the future of remote 
support technology?

The most common reaction to this question argued that there will always be a need for first line support. This may suggest that 
some service desks are not prepared to evolve alongside technology to support the organisation, however, it means that 
service desk professionals see a future for the first line support despite new technologies,. Several respondents mentioned the 
need for human contact and empathy, things which technology cannot replicate. It would be interesting to understand how 
these professionals believe their service desk will look in 5 years’ time. 

Another common response was that evolutions in technology and ways of working will not change the need for remote 
support, with some respondents arguing that remote support use would increase. SDI Insight has shown that the industry has 
placed a focus on Shifting Left over the past few years, which would see more customers using knowledge bases and self-
service to resolve their own issues and requiring less assistance from the service desk.

On the other hand, this could indeed mean that service desks will rely more on remote support, as Shift Left also entails first line 
support taking on more complex tasks which could utilise remote support technologies for faster, more effective resolutions. 
Interestingly, some respondents mentioned that with first line support, there would be no need for remote support tools, 
whereas other said that remote support feeds into more than just first line, which shows the diversity of organisations within the 
industry and how each service desk has different needs when it comes to remote support. 

In light of the COVID-19 outbreak, do you feel your remote support tool (if 
you have one) has helped you meet the challenges your organisation 
has faced with supporting remote workers? Do you have any other 
comments on this topic?
2020 has presented an incredibly unique set of challenges for organisations in the form of a global pandemic, and many have 
had to kickstart or accelerate digital transformation projects and adapt to a new way of working very quickly. Undoubtedly, 
service desks will have had an influx of contacts as business employees get to grips with working from home, and in some 
cases, this may require remote support for the most effective resolution of their issues.We asked respondents how they feel 
whether having or not having a remote support tool has impacted their ability to deliver an excellent service in light of these 
unprecedented times. While the majority of the comments were positive, several respondents mentioned there were some 
initial challenges with connection issues, slow internet speeds, and other technical issues. Some teething pains are to be 
expected when making such radical changes in a short timeframe. Having said this, many responses mentioned that their 
remote support has been invaluable in enabling the service desk to help customers get set up to work from home. 
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Conclusion

• Supporting devices on all platforms and mobile devices including Windows, Linux, Mac, iOS and Android,
wherever they are located

• Remotely accessing off-network devices and unattended systems
• Facilitating remote access for vendors and other third parties
• Delivering live support through chat functionality and real-time escalation to screen sharing, ensuring

high first-time fixe rates
• Meeting compliance demands with audit trails and session recordings
• Frictionless integration with ITSM systems, organisation IT infrastructure and security policies

Choosing the right remote support tool is critical to the productivity and security of your service desk. It has 
never been as important as during these challenging times to deliver a ROI and customer experience 
improvements.

With the majority of respondents having a remote support tool in place, we have been able to gain a very 
good insight into the real world experiences of their use on the service desk It is clear that remote support 
carries significant benefits for organisations, from enhanced service desk performance to better customer 
experience. The main takeaway from this report is that for the most part, service desks with a remote 
support tool feel it meets their requirements and objectives and enables them to provide a better service. 

Furthermore, the data from this report suggests that the perceptions of remote support are well matched to 
the realities, and it could be argued that the industry has a good understanding of the capabilities of this 
technology. For service desks looking to implement a remote support tool, the findings from this report could 
be used to bolster a business case and add weight to the need for the tool.

Summary by BeyondTrust
This research has come at a time as mandatory work-from-home policies place immense demands on IT 
infrastructure and systems as employees turn to remote working en-masse. This has had a major impact on 
the service desk who are trying to enable and support remote workers whilst balancing the increase in 
requests with delivering efficiencies and a great customer experience.

The findings in this report highlight the wide range of benefits that the Service Desk are achieving with 
remote support technologies. It is positive to see the many different use cases organisations are using these 
tools for, over and above simply connecting to remote users. When selecting a remote support tool, 
organisations need to consider all the use cases where the tool can deliver benefits across the business to 
maximise their ROI, while making the service desk experience more efficient and improving the end user 
experience.

Common uses cases include:
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About 
SDI
The SDI company mission is to inspire service desks to be 
brilliant. To achieve this mission SDI has developed a set of 
goals by which it aims to inspire service desks to:

Embrace: 
To raise the quality of service delivery by valuing best 
practice

Engage: 
To create an inspiring and engaging customer experience

Invest: 
To empower their teams to be inspired, take action and be 
better

Shine: 
To demonstrate and deliver exceptional business value

SDI sets the globally recognised best practice service desk 
standards that provide clear and measurable benchmarks 
for service desk operations and professionals. The standards 
are designed to encourage service desks to embrace and 
value best practice in order to raise the quality of service 
delivery.

For more information about SDI please visit  
www.servicedeskinstitute.com

About 
BeyondTrust
BeyondTrust Remote Support

Provide instant, secure, reliable remote support to end-
users, customers and devices on or off your network, using 
Windows, Mac, iOS, Android, Linux and more. See their 
screen, chat, elevate privileges, and access their mobile 
device camera to troubleshoot peripherals all with a single 
solution. 

BeyondTrust Remote Support is built to make your entire 
service desk work better. Our solution covers the broadest 
range of remote support use cases, while delivering the 
most robust remote access security available.

Visit beyondtrust.com/remote-support for further 
information and to get in touch. 

http://www.servicedeskinstitute.com



