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Our IT service desk has the solution for your requests

IT issues of all kinds have one thing in common: they require a quick solution 
so that work interruptions are kept to a minimum and no unnecessary 
costs are generated for the company. It is important that requests can be 
placed as easily as possible and directly in the right place. This is the only 
way to efficiently resolve incidents with a high first-time resolution rate.

High first-time resolution rate at the SPoC

As a Single Point of Contact (SPoC), our IT service desk competently receives your employees‘ requests 

and can immediately resolve most issues in full. All IT inquiries are received centrally via telephone, 

email, chat or web portal, are correctly sorted and forwarded via ticketing system to the appropriate 

contact person with the necessary know-how for fast solution.

More time for the core business

Especially at peak times, it is difficult for your own IT organization to satisfactorily process all incoming 

requests without lengthy waiting times. The result: irritated employees who can‘t continue working  

– time that will be missed later. Our service relieves your employees so that they can concentrate on 

their core competencies and have time for projects and other tasks.

Scalable models and capacities

We develop modular and scalable service models based on your requirements and demands. Our 

IT service desk with competent, certified and multilingual IT specialists supports and relieves your IT 

organization efficiently and cost-effectively, with up to 24/7 availability. We make the transition to an 

external IT service desk straightforward and smooth. This allows you to improve the image of your 

IT department and save costs at the same time.

Transparent costs

The costs for the use of our IT service desk can be viewed by you at 

any time and are transparent. With our calculator, you can estimate the 

approximate costs based on the sum of your monthly tickets. Click here 

for our IT service desk configurator:



Our 1st level support

Efficient 1st level support is the basis for excellent service and the flagship 

of IT. Our experienced IT service desk staff solves less complex issues such 

as resetting passwords, managing authorizations or installing applications 

quickly, remotely and fully at the first contact.

Our 2nd level support

More complex requests are forwarded directly to our IT experts with the 

necessary know-how, who specialize in different subject areas. Cases for 

2nd level support are software or connection problems, which often require 

longer troubleshooting. In many cases, the issues can also be resolved 

quickly and remotely. This relieves the strain from your internal 2nd and 

3rd level support and frees up time for your specialists to solve in-depth 

problems and work on projects.

Service Level Agreement

The general conditions for the services provided by our IT service desk are 

contractually agreed in the individual Service Level Agreement (SLA) and 

serve to ensure quality. We jointly agree on the individual parameters and 

requirement targets of your service desk, such as response times, first call 

resolution rate, support types and levels, service times, accessibility, and 

customer satisfaction monitoring. We use our measurement procedures 

to ensure that service levels are strictly adhered to.. 

You would like to know more? Contact me!

David Papale, IT Business Consultant

M +41 79 257 81 41, david.papale@primetrack.ch

Relieve the pressure on your IT department using our competent IT service desk 
with qualified staff from Switzerland and Austria.

«Our goal is to optimize your employees’ productivity 
by means of a constantly functioning IT and to minimize 
unnecessary costs resulting from work absences and 
idle time. We show you the costs and profitability of 
your individual company solution so that you know in 
advance what expenses you will incur.»

1st level
Typical support cases:

– Password reset 

– Authorization management  

– Application installation

2nd level
Typical support cases:

– Software and 
connections problems

– Computer crash

– Troubleshooting

Service levels
Some of our standards: 

> 80%*
First call resolution

*software from standard catalog

> 80%
Pick-up rate 

(less than 30 seconds)) 

< 60 min.
Reaction time


