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To understand how fast technology changes, the idea of a single 

person or tiny company to fix your servers and computers like a 

repairperson is already obsolete. Does your city still rely on that 

model? We see many cities still relying on IT “repairpeople” to put 

out fires and (supposedly) fix serious problems. 

Even with cities that use more sophisticated IT support, these 

vendors are often frustrating, reactive, and expensive. One city, 

previously relying on an IT repairperson, noted that “challenges 

arose with things such as printing issues and employees needing 

help accessing their computers. The city’s technology support had 

trouble even completing such simple requests.” 

Instead of settling for this IT support status quo, you need a 

sophisticated group of IT engineers—an IT helpdesk—who can 

handle the simple stuff as well as the complex stuff. How do you 

know if you’re getting that balance? And what kind of service are 

you getting for your investment? 

Take this 5-question assessment to see if your IT support is 

helping—or hindering—your city. 
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1. When you call, are you hearing an awkward 

script or someone actually helping you diagnose 

your problem? 

 

You know the feeling. You’ve got a specific problem, and you’ve 

called IT support many times. Yet, you can clearly hear a nervous 

entry-level or junior-level Tier 1 support person awkwardly stumble 

through a script full of obvious questions. You want to scream at 

them, “Stop with the script, listen to me, and help me diagnose my 

problem!” 

A well-trained IT helpdesk works like a team. The first people on the 

phone should help diagnose your problem in a specific, helpful 

way—troubleshooting, collecting useful information, and 

eliminating any obvious problems. 

Then they either step in to fix the 

problem or they connect you to a Tier 

2 support technician. 

In other words, even the Tier 1 

helpdesk support technicians need to 

serve as problem solvers—not script 

readers. 
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2. How long does it take for your IT support to 

respond? 

 

During our conversations with cities over many years, we’re often 

appalled by the amount of time it took previous IT support vendors 

to get back to cities. Days, sometimes weeks. Why are you paying 

for IT support if they don’t get back to you? Even taking too many 

hours to return a phone call or email can be the difference between 

your city functioning or not functioning that day. 

Your IT needs to respond in a timely, 

consistent, and predictable fashion. In 

other words, you know they will get 

back to you in a reasonable amount 

of time. That way, you quickly address 

problems. Going days or weeks 

without a response is unacceptable. 
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3. How many people are a part of your IT support 

team? 

 

Hiring an IT support vendor defeats the purpose when it’s only one 

or two people. The same problems  with  hiring a single IT person 

replicate themselves here: 

● What happens when the 1-2 people are helping another 

client? 

● What happens when they get sick? 

● What happens when they are on vacation? 

 

Does your city use “a guy” or a tiny IT vendor with a small team who 

doesn’t operate like a true helpdesk? You need a helpdesk with 

enough people to ensure that they are always available and ready 

to help when you call. 
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4. Is there continuity of service from your IT 

support? 

 

In other words, when a member of your IT support ends their shift 

or 5 p.m. hits, is there seamless continuity with a different person 

the minute you pick up the phone? Even if you talk to a different 

person, are they up to speed on your problem because they have 

your notes and status right in front of them? 

Some cities struggle with IT support vendors where the left hand 

doesn’t know what the right hand is doing. After working on a 

problem one day, you shouldn’t have 

to explain the entire problem the next 

day to a new person who has no idea 

what’s going on.  

Continuity means your IT helpdesk 

seamlessly supports you and resolves 

problems as a team, not as a bunch 

of people who don’t know what the 

others are doing. 
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5. If you call after hours, are you interrupting 

dinner or waking up a member of your IT support 

team? 

 

If you’re interrupting dinner or waking up your IT support vendor 

after hours, then you’re not working with a vendor who can properly 

serve your city. The traditional version of an IT person was modeled 

more after a local repairperson who pops by to fix things when they 

occasionally break. That’s not the right model for cities today. 

Relying on someone who may or may not answer the phone after 

hours puts your city at risk. Just think about public safety—a 

department that runs 24/7—to 

consider the risk of relying on 

someone who might be asleep when 

a server crashes. 

To serve a city, you need a helpdesk 

operating 24/7 with fully staffed, 

knowledgeable engineers as ready 

to solve a problem for you at 1 a.m. 

as they are at 1 p.m. 
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Because of cybersecurity risks, higher citizen service demands, and 

increased legal requirements and scrutiny for cities, it’s essential to 

rely on an IT helpdesk that serves you 24/7. That means experienced 

senior engineers ready to address any IT issue both remote or 

onsite—ASAP. 

 

 

 

 

 

 

 

 

 

Need to reassess your IT support? Reach out to us today. 

 

IT in a Box's U.S.-based helpdesk provides cities and towns 

both remote and onsite support. You will talk to senior IT 

engineers with many years of experience supporting 

municipal staff and applications. Available 24x7x365, our 

helpdesk supports your municipal staff in the office, 

working from home, and on the road. 
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