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James Woodward 

University of Manchester 

HE Background 

Managed service desks (helpdesks for 10 years) 

Has gone through 4 re-structures! 

…… 

 

 Stale staff 

 Performance cycle 

 Staleness symptoms 

 Responsibility 

Motivation 

 Communication 

 Feedback 
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 Job challenge has diminished 

 Job has become repetitive 

Nothing new to learn 

Morale low 

 Lack of appreciation 

 Individual often not aware 

Progression is from bottom to top – not 

possible to jump stages 
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Passive service giving 

Lack of empathy/courtesy 

Details not routinely checked 

Customer expectations not properly set 

Teamwork lapses 

Timekeeping lapses 

Uninteresting jobs 

Out if date job descriptions 

 

Motivation is the set of 

reasons that determines 

one to engage in a 

particular behavior 

Source: en.wikipedia.org/wiki/Motivation 
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 “Job security is more important than career 

ambition for IT workers” 

 17% dreamt of IT Innovation 

 

 

 Previous results – 4 out of 10 wanted to leave IT 

Survey from Connect Support Services 

What do you think? 
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 „Bring a friend‟ 

 Away Days 

 Acting Up 

 Inclusion 

 Training – career progression 

 Pizza Tuesday 

 Team building afternoons – bring in a wii 

 Bake a cake 

Mini football Competitions 

Office Quiz 

 

Results 

„Doers‟ 

Decision 
Makers 

We want you 

to do more 

remote access 

 We need the 

correct tools 

New remote management tool 
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SETUP 
FEEDBACK 
CHANNELS 

ASK STAFF FOR 
FEEDBACK 

REVIEW 
FEEDBACK 

RESPOND TO 
FEEDBACK 

ACT ON 
FEEDBACK 

Thank you 


