Optimizing IT Help Desk & Ticketing Systems
Part 1: Office Roleplay Dialogue

Scenario: An IT Technician, Kevin, is working with his colleague,
Sarah, to improve the company’s IT help desk and ticketing system.

Sarah: Hey Kevin, I’ve noticed we’ve had an increase in unresolved
support tickets lately. Do you think we should adjust our help desk
process?

Kevin: Yes, | was reviewing our ITIL (Information Technology
Infrastructure Library) guidelines, and we might need to refine how
we categorize and prioritize tickets.

Sarah: That makes sense. | also noticed that many employees are
calling back multiple times for the same issue.

Kevin: That’s a sigh we need to improve our First Call Resolution
(FCR) rate. The goal is to resolve as many tickets as possible during
the first interaction, instead of escalating them unnecessarily.

Sarah: Got it. But sometimes, more complexissues do need
escalation. How do we ensure those are handled properly?

Kevin: That’s where the Escalation Matrix comes in. It outlines when
a ticket should be escalated, who should handle it, and the response
time for each level of escalation.

Sarah: Speaking of response times, are we meeting our
commitments?



Kevin: We should check our SLA compliance reports. If we’re missing
response deadlines in our Service Level Agreements (SLAs), we
need to make adjustments to avoid penalties.

Sarah: Agreed. Also, | think we could reduce ticket volume by
improving our Knowledge Base Articles. If employees can find
answers on their own, they won’t need to submit as many tickets.

Kevin: That’s a great idea! Well-maintained knowledge base articles
can save both IT staff and employees a lot of time.

Sarah: Let’s start by updating the knowledge base and reviewing our
SLA reports.

Kevin: Sounds like a plan! I’ll also adjust the Escalation Matrix to
ensure complex issues are handled efficiently.

Part 2: Comprehension Questions

1. What is the purpose of ITIL guidelines?
(A) To improve IT service management practices

(B) To restrict employee access to websites

(C) To create stronger passwords for employees

(D) To speed up Wi-Fi connections

2. What does First Call Resolution (FCR) aim to achieve?
A) Ensuring all IT requests are denied for security reasons
B) Reducing the number of calls made to customer support

C) Resolving an issue during the first contact without escalation

A~ N N~

)
D) Improving the battery life of company laptops



3. Why is an Escalation Matrix important?

(A) It prevents employees from submitting duplicate tickets
(B) It automatically upgrades outdated software

(C) It outlines when and how IT issues should be escalated
(D) It blocks unauthorized emails from being sent

4. How can a knowledge base reduce help desk ticket volume?
(A) By preventing employees from using personal devices

(B) By reducing the number of IT staff members

(C) By increasing the security of workstations

(D) By allowing employees to find solutions on their own

Part 3: Key Vocabulary Definitions in Japanese
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Part 4: Questions & Correct Answers

1. What is the purpose of ITIL guidelines?

(A) To improve IT service management practices

2. What does First Call Resolution (FCR) aim to achieve?
(C) Resolving an issue during the first contact without
escalation

3. Why is an Escalation Matrix important?

(C) It outlines when and how IT issues should be escalated

4. How can a knowledge base reduce help desk ticket volume?

(D) By allowing employees to find solutions on their own



