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Abstract

Adopting hybrid work has brought new challenges of IT service desks in small companies
with limited resources. This study focuses on a software company in Jakarta with 15
employees, exploring how its size influences the ability to resolve issues, manage tickets,
and keep both remote and on-site staff satisfied. Utllizing the Technology-Organization-
Eavironment (TOE) Framework and the Task-Technology Fit (ITTF) Model, we
investigated ticket records, surveyed 13 employees, and conducted group discussions for
deeper analysis. On average, the initial response time was 3.5 hours, but remote staff often
faced slower resolutions, averaging 3.8 hours compared to 3.2 hours for on-site employees.
The most common problems were connectivity issues, which made up 40 percent of
tickets, and login and access challenges, which made up 30 percent. Feedback from a
Survey indicated moderate satisfaction with most ratings between 3 and 4 on a 1-5 scale,
with gaps in communication and guidance, particulatly for remote workers being identified.
We suggest refined troubleshooting, enhanced communications, and simplified tracking
methods for monitoring issues (real time) to overcome these challenges. These
improvements may allow small businesses to make the most of IT support, minimize
recurring issues and better accommodate hybrid workplace needs.

Keywords: IT Service Desk, Hybrid Work, Technology-Organization-Environment
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1. INTRODUCTION

With the new hybrid work environments, organizational structures have changed
how companies work to deliver value. Borne out of the COVID-19 pandemic, this
model mixes remote work with time spent in the office, giving workers more
flexibility but posing significant challenges. For many organizations, especially
smaller businesses with fewer resources, the hybrid model puts pressure on their
capacity to preserve productivity, drive collaboration, and deliver dependable
technical support. So, one of the key components in these challenges is the IT
service desk, which serves as an important support center for resolving technical
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issues, providing access to crucial tools, and keeping workflows running smoothly.
With these workers now alternating between the home office and their
environmental desks, the I'T service desk is quickly pivoting to accommodate their
continuously changing needs, bringing the pivotal demand for resolutions into
focus. [1-5]

Moving to hybrid work hasn't been easy, especially for I'T support teams. Before,
they could just walk over to someone's desk and fix problems right there. Now
they're juggling remote help alongside their regular office support. It gets messy
quickly - trying to fix hardware problems when you can't even see the device,
helping people connect securely from their homes, and somehow keeping
everyone happy with the same level of service. Small companies have it even worse.
They don't have the fancy tools or extra staff that big corporations use to make all
this work smoothly. They're basically trying to do twice the work with the same
limited resources they had before.

This research is a case study of a Jakarta-based software house with fewer than 15
personnel who work as a microenterprise, with the employee composition
including software developers, project managers, quality assurance, and IT
support. The company focuses on custom software solutions and thus relies on
close collaboration and effective communication with its team members.
Unfortunately, transitioning to a hybrid work model broke these workflows and
deepened the challenges of continually providing I'T support. The IT service desk
took center stage as demand for remote troubleshooting, connectivity assistance,
and access to shared systems spiked. To be successful, IT service desks need to
adapt to hybrid working conditions, supported by human and technical resources,
so this organization provides an important case study as it navigates these
challenges.

TOE framework applications appear in Low's paper [6] where business size was
linked to technology implementation success. Ng [7] built on this by examining
remote work adoption through TOE principles. TTF has its own following too.
Abelsen [8] applied it to understand remote work tool effectiveness, while Sun's
research [9] connected technology fit with staff innovation. Despite these
contributions, we see limited research combining these frameworks specifically for
IT service desk operations. Small business contexts are especially neglected,
though they often struggle most with hybrid support models. I'T service desks must
balance technological solutions with organizational constraints, making these
multiple-framework approaches potentially valuable. The research gap becomes
even more significant when considering how central IT support has become to
daily operations.
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This study makes an important contribution to a less-explored area that directly
affects organizations. It questions the traditional ways IT service desks operate as
workplaces shift to hybrid models. Most existing research focuses on numbers like
how fast issues are resolved and how many support tickets are handled. While these
numbers are useful, they do not fully address the practical and people-related
challenges that come with hybrid work setups. In smaller organizations, these
challenges can become even bigger because of limited resources. Therefore, there
is a strong need for insights that explore the real experiences of IT service desk
teams and their users. The case study in this paper highlights these challenges and
shows how different hybrid work situations impact I'T service management overall.
[10-15]

The key challenges identified in this study include connectivity issues that
significantly affect remote workers, with VPN outages and network errors
accounting for 40% of all reported problems. Another major challenge is slower
response times for remote staff, who experience average resolution times of 3.8
hours compared to 3.2 hours for on-site employees. Additionally, gaps in
communication and documentation create barriers, particularly for non-technical
users working remotely who require clearer instructions and better guidance for
troubleshooting common issues.

The objectives of this research are to analyze the effectiveness of IT service desk
operations in hybrid work environments within small businesses, identify specific
pain points experienced by both remote and on-site staff, and develop practical
recommendations to enhance service quality despite resource constraints. By
applying both the TOE and TTF frameworks, this study aims to provide a
comprehensive understanding of the technological, organizational, and
environmental factors influencing I'T support while also assessing how well current
tools and processes fit the tasks required in hybrid work settings.

The results of this study are expected to make a meaningful contribution to
academic research and industry practice. From an academic standpoint, it enhances
the understanding of IT setvice management by exploring hybrid workplaces'
methods, challenges, and effects. On the practical side, the study provides valuable
guidance for small and medium-sized businesses that want to improve their IT
service desks despite having limited resources and varying demands. This research
focuses on key issues such as maintaining service quality, managing workload, and
providing remote support. By addressing these areas, the study helps organizations
develop strong and adaptable IT service practices.
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2. METHODS
2.1. TOE and TTF Models for IT Service Desk Adaptation in Hybrid Work

The fast changes in hybrid work settings have led organizations to rethink their
technology and operations, especially in managing I'T service desks. This study uses
two well-known theories, the Technology-Organization-Environment (TOE)
Framework and the Task-Technology Fit (TTF) Model, to thoroughly examine
how IT service desks are adapting to the demands of hybrid work. By combining
these models, the research explores both the larger factors and the detailed
interactions, providing a complete understanding of the challenges and
opportunities involved. [6], [12-19]

TOE Framework by Tornatzky and Fleischer is a framework for studying the
interaction of 3 dimensions: technology, organization, and environment. The
technology segment analyzes the IT service desk's tools, including remote
troubleshooting, collaborative tools, and access management tools, and assesses
their capabilities and limitations. The organization dimension is all about things we
cannot control, like how many resources are available, what team structure looks
like, or whether we have leadership buy-in, but for smaller enterprises, this
dimension is something we see often. The environment dimension focuses on how
external pressures, such as the growth of hybrid work, client expectations, and
trends in technology, can create both challenges and opportunities. These
dimensions provide a holistic view of the enablers of IT service desk adoption.
[20-22]

The Task Technology Fit (TTF) Model (Goodhue and Thompson) focuses on the
micro-level match between tasks and technology. TTF stresses the importance of
proper technology for the designed and implemented task. In the age of hybrid
work, this model is especially valuable in determining whether or not IT service
desk technologies effectively service the varying expectations of remote and on-
location employees. TTF generates insights on usability, functionality, and user
satisfaction by addressing the practical compatibility of tools with tasks. All these
are key elements for smooth workflows to function in a hybrid environment. [23],

[24]

The motivation for combining TOE and TTT here is the strengths that each adds.
The TOE provides a background narrative on the broader contextual and
organizational factors shaping IT service desk operations, but TTF refines that
focus to the operational level and user interaction with technology. It is key to
appreciate the distinctiveness of the situation faced by smaller organizations, like
the company in the case study, which must balance fewer resources while not
compromising on service level. [25-27]
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Therefore, through the intersection of these theories, this research provides
practically actionable, factual, and contextually bounded insights. On another note,
this integrated framework not only connects organizational-level strategies with
task-level activities but also responds to the urgent need for an adaptive and
resilient practice for the I'T service desk in the era of changing work paradigms. By
doing so, it adds value both academically to the literature in I'T service management
and practically for organizations adjusting to hybrid workplace scenarios.

2.2. Research Steps

The research steps for examining IT service desk operations in hybrid work
environments builds upon established frameworks in the literature. Firmansyah
and Subriadi's comprehensive review of I'T Service Desk Models provides valuable
insights into the benefits and challenges associated with service desk
implementations, offering a foundation for analyzing the operational effectiveness
of IT support structures [20]. This perspective is complemented by Al-Hawari and
Barham's work on help desk systems for I'T service management, which establishes
metrics for evaluating service desk performance that align with our approach to
gathering response times and ticket resolution data [11]. Furthermore, Abelsen et
al.'s research on digital working during the COVID-19 pandemic, particularly their
analysis of how task-technology fit impacts work performance in remote settings,
provides a theoretical framework for understanding the differentiated experiences
of remote versus on-site employees when interacting with I'T support services [19].
These references collectively support approach to develop a holistic understanding
of IT service desk operations in contemporary hybrid work environments. We
collect basic information like response times and satisfaction rates, but our focus
is on understanding what remote and on-site employees go through. Below is an
outline of our step-by-step approach (Figure 1).

1) Gathering Data on Response Times and Ticket Resolution

We analyze historical records from the IT service desk system. This data typically
contains the date and time that each ticket was created, the initial response time
from support staff, and the eventual resolution. Examining these data points allows
us to visualize how quickly and efficiently the team responds to technical issues.
We also track whether the tickets are from remote or on-site employees to get a
sense of potential differences in support needs for those who work in the office
and those who work remotely. For this study, we reviewed six months of ticket
data from January to June 2023, covering 218 support requests. The company uses
a simple spreadsheet-based tracking system where IT staff logs each request with
timestamps, issue categoty, tequester location (home/office), and resolution
details. While not as sophisticated as enterprise ticketing systems, it provided
sufficient data for our analysis. We paid special attention to tickets involving VPN
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issues, software access problems, and hardware troubleshooting since these were
frequently mentioned in preliminary discussions with staff.

2) Collecting User Feedback

In this step, we distribute brief surveys to all employees who have used the IT
service desk, regardless of whether they work remotely or on-site. The survey
questions are designed to be direct and easy to answer, usually in the form of short
statements with a simple rating scale (From 1 to 5). These questions focus on
elements such as promptness, communication clarity, and overall satisfaction. We
then gather any open-ended comments to uncover additional details that may not
fit into standard rating scales. We sent the survey out to everyone at the company
in July 2023 and gave them a week to respond. Out of the 15 people we asked, 13
actually completed it, which gave us good coverage of the team. Looking at who
answered, we had a decent spread across different roles — 4 from the development
team, 3 project managers, 3 QA people, a couple of IT support staff, and 1 admin
person. About half the respondents (7 people) mainly worked from home,
spending at least three days a week there, while the rest (6) were typically in the
office. When we created the survey, we made it anonymous so people would feel
comfortable being honest, but we did give them the option to tell us their
department and whether they mostly worked remotely or in-office. This helped us
spot any differences in how these groups experienced IT support.

3) Identifying Common IT Issues

With that same data set of service desk records, we categorize the most common
issues that employees report: connectivity, account or access issues, software
glitches, etc. We count how many times each category appeared, over some time
(six months), and check if certain issues are more common in remote vs. in-office
situations. These data can indicate where an organization could improve, for
example, by advancing better software tools or enhancing connectivity solutions.

4) Summarizing Qualitative Insights

After gathering feedback and classifying the issues, we arrange the outputs
extracted from team conversations into shared themes. These could be problems
with remote troubleshooting, communication between teams, or issues with some
software. By summarizing this information, we can identify patterns and
understand personal experiences more clearly.
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Step 1: Gathering Data on Response Times and Ticket Resolution

¢ Analysis of historical records from IT service desk system (Jan-Jun 2023).
¢ Analyzing 218 support requests from remote & on-site employees.
¢ Focus on VPN issues, software access problems, and hardware troubleshooting.

Step 2: Collecting User Feedback

¢ Distribution of surveys to all employees (July 2023).
¢ 13 out of 15 employees responded across various roles.
¢ 7 remote employees, 6 on-site employees.

Step 3: Identifying Common IT Issues

¢ Categorization of issues: connectivity, account access, software glitches, etc.
¢ Analysis of issue frequency based on work location (remote VS. on-site).

Step 4: Summarizing Qualitative Insights

¢ Organizing feedback into common themes.
¢ Identifying patterns from employees’ personal experiences.

Step 5: Interpreting The Findings

¢ Comparing response and resolution data between remote & on-site employees.
¢ Integrating quantitative data (descriptive analysis) with qualitative themes for a
holistic view.

Figure 1. Five-Steps Methodology for IT Service Desk Hybrid Work Analysis
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5) Interpreting the Findings

Finally, we interpret the collected data considering our overall research objectives.
We look at how response times and resolution rates might differ between remote
and on-site employees, identify recurring hurdles that the IT service desk faces,
and assess whether the current support strategies align with user expectations. By
blending the numerical data with the qualitative themes, we form a more holistic
view of the IT service desk’s strengths and areas needing improvement. This
approach helps ensure that our conclusions remain grounded in both measurable
evidence and real-world user experiences.

We invited all 15 professionals from the overall team (software developers, project
managers, quality assurance, I'T support staff, etc.) to fill out a survey that would
serve as a quick check on their experiences with the IT service desk. In total, 13
people replied, providing comments on the remote and on-site options. Along with
the survey, we also engaged in informal discussions with some of these participants
to delve deeper into the common pain points and seek to learn more about the
user satisfaction drivers. Such inclusive strategy helped us capture multiple
perspectives and thus enrich, and validate, our results.

2.3. Survey and Group Discussion

A short set of survey statements designed for a 1-5 rating scale, where 1 means
“Very Unsatisfied/Disagree” and 5 means “Very Satisfied/Agree.” The questions
are meant to be clear and easy to answer, giving a quick snapshot of each user’s
experience with the I'T service desk. The statements as follow.
1) 1 find that my IT service desk tickets receive an initial response in a timely
mannet.
2) The information and solutions provided by the IT service desk are clear and
casy to understand.
3) My issues are resolved in a reasonable amount of time once 1 report them.
4) Iam kept informed about the status of my ticket until it is fully resolved.
5) “f1 work remotely, I have no difficulty getting the same level of support as
on-site staff.
6) If I work on-site, I feel my support requests are handled just as smoothly as
those made remotely.
7) Overall, I am satisfied with how the IT service desk handles my requests and
questions.

The others statements is a set of open-ended questions, used during a group
discussion to explore experiences with the IT service desk. They are designed to
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be clear, easy to understand, and suitable for both remote and on-site participants.

The statements as follow.

1)  How would you describe your overall experience with the IT service desk,
especially in terms of how quickly your issues get addressed?

2) If you have worked remotely, can you share any specific challenges or
differences in the support you received compared to when you worked on-
site?

3)  Which types of I'T problems do you notice happening most often in our team,
and why do you think these issues keep recurring?

4) In your opinion, how well does the IT service desk communicate updates
about your tickets, and how could this communication be improved?

5)  When thinking about the guidance or solutions provided by the I'T support
staff, what helps you the most and where do you still feel stuck?

6) Are there any improvements or additional features you believe the IT service
desk should offer to better support both remote and on-site employees?

7)  From your perspective, are there any challenges we haven’t talked about yet
that significantly affect how the IT service desk handles issues?

3. RESULTS AND DISCUSSION
3.1. Otrganization Overview

The case study begins with a software company based in Jakarta with a close-knit
team of 15. The team includes software developers, project managers, quality
assurance specialists, and I'T support staff. The firm develops custom software and
works with clients, so smooth collaboration and communication are critical to its
success. The shift to hybrid work models during the COVID-19 pandemic is not
without challenges, particularly for the IT service desk. For example, a bunch of
remote team members had VPN issues when a critical project deadline was about
to be reached. Version control systems and shared tools became inaccessible,
making important code integrations fail to complete and causing delays. Long
email threads and workarounds only increased the tension.

Due to its expired license, another project manager could no longer access a critical
client-facing tool. As the IT service desk was busy addressing a spike in other
support requests, rectifying the problem took more than a day. This delay damaged
the firm’s relationship with the client and led to missed deadlines. These incidents
reflected deficiencies in the company’s I'T practices, including insufficient real-time
monitoring and planning. The I'T group had to rely on manual follow-ups, making
it more challenging to identify and resolve issues quickly. This led to the realization
that there were tools to be improved and processes to be streamlined to keep work
flowing and the company’s reputation intact. In this case study, we look at how the
IT service desk addressed these challenges, specifically what they did to drive
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process improvements and faster responses to issues and make employees more
satisfied with the help they receive while hybrid working.

3.2. Summary of Key Findings from Data Collection

The review of survey results, ticket logs, and group discussions gives a clear picture
of how well the IT service desk supports both remote and on-site employees.
While the findings show strong efforts and responsiveness, they also point to areas
that need improvement to better handle the challenges of hybrid work.

IT support services satisfaction was moderate, based on employee surveys, with
scores between 1-5 (1 meaning "Very Unsatisfied/Disagree" and five meaning
"Very Satisfied/Agree"). In general, response time was positively rated by most
employees at 3.8, working at home and in the office, where some remote workers
waited longer than site staff. Solutions were rated 3.6 based on clarity, and some
employees reported that instructions were too technical or with insufficient detail,
particularly when troubleshooting remotely. On average, the time taken to resolve
issues averaged 3.7, with most problems being resolved within one or two days,
while more complex issues often required additional time. The pillar with the
highest score was communication during ticket resolution; at 3.9, employees
commended frequent updates but said more regular and proactive follow-ups
would further improve their experience.

Record of those tickets indicate that the most common issues were connectivity
related, accounting for 40% of all reported problems. They ranged from VPN
outages to network errors to flaky internet connections, which hit remote workers
more often than on-premises employees. Login and account access issues ranked
second with around 30% of tickets. These often-required multiple rounds of
communication to resolve. On-site workers said they could find solutions more
quickly by going right to an IT staffer to talk face-to-face about a problem, while
remote workers faced delays and said it was harder to describe their issues clearly.

Discussion in groups fleshed out these challenges in more depth and provided
practical suggestions. While employees generally perceived the IT service desk to
be helpful, they felt that processes such as ticketing systems could be improved.
Remote workers pointed out that, since there were no real-time tools, solving
problems from home would often take longer. "When I’'m in the office I can just
display my screen before the IT staff, and they would help me in a matter of
minutes, whereas, working remotely, it takes time to me to describe every detail,”
one person explained.

Employees faced persistent problems, which, they felt, were never fixed
permanently, such as issues with connectivity and logging in. To help do this, they
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recommended adding a tool for real-time monitoring, creating clear and simple
troubleshooting guides, and establishing a central repository of knowledge on
common issues. Although many employees found step-by-step instructions and
screenshots helpful, they said that such resources could be simplified to assist
non-technical users. Another prominent theme was communication, with
employees asking for more consistent and automated ticket status updates.
Another priority is consistent messaging from IT staff to avoid confusion when
multiple support staff members handled a single issue. When times were dynamic,
adding resources was a common recommendation to maintain an even higher rate
of response.

Looking at these findings using the Technology-Organization-Environment
(TOE) Framework and the Task-Technology Fit (TTF) Model helps us understand
what drives the organization's strengths and where it faces challenges.

Technology Dimension (TOE)

The technology aspect of the TOE Framework highlights the capabilities and

limitations of the tools and systems used by the IT service desk. Key findings

related to this dimension include:

1)  Network connectivity issues (40% of the tickets): More than half of the
tickets covering VPN, network stability, and Internet reliability point to
limitations in the systems currently in place, particularly from remote working
environments. IT staff often cannot quickly identify and resolve these
problems without real-time monitoring tools, resulting in delays.

2)  Clarity of Solutions (Score: 3.6): Reviews indicated problems with instructions
that are either too technical or not detailed enough for non-technical workers,
especially remote ones, to engage with. This indicates a lack of tools to assist
the end user and a need to simplify the troubleshooting process.

3) Communication Tools (3.9): Employees enjoy the updates they receive.
However, the lack of standardized and automated systems reflects a gap
between the current status and better communication methods the
organization can potentially adopt.

The organization dimension addresses the IT service desk's internal structure,
resource allocation, and operational practices. Major findings around this
dimension include:

1) Resource Constraints: Delayed resolution times for issues, especially
considering remote employees, suggest the IT service desk operates with
limited resources. Employees' recommendations to add more staff during
busy periods reflect the need for better resource planning and allocation.

2)  Process Improvement: Recurring problems, such as login and connectivity
issues, are not permanently solved, indicating a lack of process efficiency
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within the organization. A centralized knowledge repository and proactive
monitoring could help ease workflows and minimize repetition.

3)  Unified Messaging: Employees were confused when multiple IT personnel
handled the same ticket. This indicates a need for better internal coordination
and standardized communication protocols.

A range of external pressures and expectations that might affect IT service desk

operations fall under the environment domain. Key findings include:

1)  External Pressure: With hybrid work, organizations must maintain an
effective working environment for remote employees and cater to on-site
employees. The challenges cited by remote workers, such as longer response
times and difficulty describing issues, illustrate the increasing complexity of
fulfilling these demands.

2)  Client Expectations: Ongoing connectivity problems and slow resolution can
affect client-facing operations, highlighting the need to match IT support
capabilities with the requirements of external stakeholders.

The TTF Model is about the degree of fit between the tools and work systems and
the tasks that need support. Some of the major findings concerning this model are
as follows.

1) Mismatch Between Tools and Tasks: Because remote troubleshooting can
take more time, real-time diagnostic tools are missing in most cases, and the
instructions provided are never too detailed, issues can snowball. This means
that the technology created was not aligned with the aspects that needed to
be solved in smaller resolution issues.

2)  Simplified Resources for Non-Technical Users: Feedback about the need for
more straightforward troubleshooting guides and step-by-step instructions
indicates that the current tools are not well-suited for all users, particularly
those with limited technical expertise.

3) Communication gaps: While communication during ticket resolution is rated
relatively high, employees’ calls for automated updates and consistent
messaging point to areas where tools could better support communication
tasks.

3.3. Analysis of Response Time and Ticket Resolution Rates

An examination of the service desk logs from the past six months reveals that the
average time for an initial response to a ticket is approximately 3.5 hours. In
general, onsite employees see slightly faster responses, about 3.2 hours on average,
compared to around 3.8 hours for remote staff. While this difference is not
extreme, it indicates that requests from remote workers occasionally take longer to
receive attention, especially during busy periods. One of the software developers
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noted, “We’ve never done so many remote support calls before, so there’s a lot of
new territory for us to navigate.”

For ticket resolution, 90% of the problems come from software bugs to
connectivity issues and are resolved in one to two business days. More complex
tasks, such as error messages from specialized tools or repeated interruptions in a
network, usually take longer to resolve with back-and-forth communication. “One
way 1 would work off-site is with step-by-step instructions, but at times it’s not
clear or doesn’t give me all the information I need, which slows everything down,”
a project manager said. Another responded: “We just constantly keep re-opening
the same ticket, because we’re still learning how to remote help, so we’re just doing
repeat or overlapping tasks.”

User feedback from surveys and group discussions further illuminates these
patterns. Several remote employees commented on the additional coordination
and explanations needed for issues like VPN  settings, home-network
configurations, and shared workspace tools, concerns that can extend the time
from initial response to final resolution. Meanwhile, on-site workers noted that
while the response times were similar, direct face-to-face discussions sometimes
helped them bypass the confusion often encountered by remote staff.

By applying the Technology-Organization-Environment (TOE) Framework, it
becomes apparent that the company’s small size amplifies the impact of limited
staff resources, making workload spikes more pronounced. Simultaneously, the
Task-Technology Fit (T'TF) perspective reveals that although the current ticketing
system and remote support applications meet basic needs, they still lack features
and clarity essential for faster, more seamless resolutions in a hybrid setting. These
observations underscore the organization’s “newness” to remote support
processes and confirm that while the IT service desk provides an adequate baseline
performance, it has significant opportunities to refine remote-focused processes,
strengthen support tools, and improve both written and verbal communication.
Addressing these areas is crucial for building a consistently positive user experience
as the organization grows more accustomed to remote support demands.

3.4. User Evaluation and Service Satisfaction

The user satisfaction survey received feedback from 13 participants, providing
insights into how well the IT service desk is performing. Using a 1-5 rating scale
(1 meaning “Very Unsatisfied” and 5 meaning “Very Satisfied”), most responses
were between 3 and 4. This shows that while employees generally value the support
they get, there is still room for improvement. For example, when asked if they feel
their tickets receive a timely initial response, about half of the participants gave a
rating of 4, and a few gave a 3. This suggests that responsiveness is seen as good
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but not perfect. Similar ratings were given for how clear the instructions were and
how effectively problems were solved, showing that the service desk is doing a
decent job but could still make some improvements.

Group discussion feedback indicates some of the challenges that users experience.
“I can normally take care of basic fixes myself, but when things get complicated,
especially since I've been working from home, just using e-mail or chat, it’s tough
to know what to do next,” one software developer said. A second participant
commented, “At times the instructions are very technical, and I don’t understand,
and I want more explanation, or I need screenshots to read it.” These comments
reflect the survey findings, which demonstrate that while people are relatively
satisfied, they could use clearer instructions and more easy-to-follow guidance,
especially people working remotely who don’t have the possibility of face-to-face
help.

The statement “If I work remotely, I have no difficulty getting the same level of
support as on-site staff” often got a rating of 3, showing that users had mixed
experiences. One project manager said, “When I'm in the office, I can just ask
someone for help if my laptop crashes. But at home, I have to rely on calls or
messages, which takes longer.” On-site staff shared similar thoughts, saying that
while they like having direct access to I'T support, they still experience delays when
there are too many issues to handle at once.

Despite these hurdles, most participants gave relatively high marks (3s and 4s) to
statements about communication and updates. For example, “I am kept informed
about the status of my ticket until it is fully resolved” generally scored in the 4
range. One IT support technician explained during a discussion, “We try to send
quick follow-ups or chat messages whenever there’s progress, but we’re still
learning how to be more proactive so remote staff don’t feel left in the dark.”
These remarks confirm that communication strategies are evolving, though they
may need further fine-tuning to meet the expectations of all users, especially those
working remotely.

The Technology-Organization-Environment (TOE) Framework emphasizes how
the firm size and limited IT staff significantly impact user experiences. On the
other hand, the Task-Technology Fit (TTF) perspective indicates that current tools
and systems cover basic requirements. However, there are no practical add-ons
such as how-to-blink guides or step-by-step troubleshooting instructions.
Implementing these features would ease and speed up supporting employees,
particularly those working remotely. Based on the survey and group discussions,
the IT service desk is clearly doing a decent job but has room to improve.
Communication and instruction, as well as rapid updates, are key if users want to
remain satisfied in a hybrid work setting.
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3.5. Identifying Common IT Issues in a Hybrid Work Environment

A review of service desk records from the past six months shows that connectivity
problems, like network access issues, VPN setup troubles, and unstable internet,
are the most common IT complaints. Employees shared that these problems are
worse when working from home because the company’s tools are basic and don’t
have advanced monitoring features. One software engineer said, “When my VPN
disconnects at home, there’s no easy way for IT to figure out the problem, so I
have to send screenshots and wait for help.” This matches the ticket logs, which
show that fixing connectivity issues often takes several follow-ups before they are
tully resolved.

The second most common issue reported is login and account access problems.
These happen both on-site and remotely but are more difficult for remote staff,
who can’t easily reset permissions without help. A project manager shared, “At the
office, I can just call someone from IT to check my screen, but at home, it takes
several emails back and forth.” Software updates, especially for specialized tools,
are another frequent issue for remote workers. Survey results show that this often
happens because employees don’t get clear instructions on how or when to update.
This is made worse by the lack of tools to monitor software versions or installation
progress.

The inability to access users' systems in real-time is making it harder to diagnose
issues and respond quickly to those issues, survey results and feedback in
discussions have revealed. The company's facet of the problem-tracking system is
very basic and lacks analysis or monitoring tools that may expedite remote
troubleshooting. Employees said better visibility would enable IT to identify
common issues, such as software bugs or incorrect settings, without lengthy email
chains. For the time being, that process typically involves users submitting
screenshots, maintaining manual logs, or attempting various fixes, a time-eating
process that can lead to confusion. This reveals an opportunity for more
straightforward and better tools to prevent redundancy and assist remote work.

3.6. Combining Data Insights for Improving I'T Service Desk Practices

Looking at ticket logs, user surveys, and group discussion feedback, some clear
patterns emerge that can help improve the IT service desk. The data shows
response and resolution times are steady, but personal stories highlight challenges,
especially for remote workers. One person said, “You reply quickly, but when I'm
working from home, all the little clarifications take so much time.” This shows that
fast replies aren’t enough on their own, clear and consistent instructions are just as
important to resolve issues smoothly.
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A close look at these user stories, in combination with the types of problems
reported most often, suggests that adapting the service desk will require a stronger
focus on resource allocation and tool enhancements. For instance, connectivity
issues appear more frequently among remote staff, signaling a need for better real-
time monitoring or diagnostic features. “I wish I could see if it’s my home Wi-Fi
or the company VPN that’s the problem,” said one software developer,
emphasizing the usefulness of a simple dashboard or alert system to reduce
guesswork.

These findings highlight a few practical steps the company can take to improve the
IT service desk. Key recommendations include:

D

2)

3)

4

Develop Clear, Role-Specific Troubleshooting Resources

Create different guides for technical and non-technical staff. For developers,
provide command-line instructions and technical details. For project
managers and other non-technical staff, create visual step-by-step guides with
screenshots. Store these on an internal wiki or shared drive with a simple
search function. Update guides monthly based on recent support tickets. For
VPN connection issues specifically, develop a one-page checklist covering the
5 most common problems that users can try before submitting a ticket.
Implement Basic Network Monitoring Tools

Set up simple monitoring using free or low-cost tools like Nagios Core or
PRTG's free version to track VPN connections and critical service availability.
Create a basic status page visible to all employees showing current system
status. Configure email alerts to I'T staff when connectivity issues are detected,
allowing them to proactively contact remote workers in affected areas. Set up
periodic connection testing from common remote work locations to identify
patterns in connectivity problems.

Establish a Structured Ticket Follow-Up System

Team members described waiting and receiving no updates about the status
of their request. A developer said they had “felt forgotten” while working
remotely. Quick acknowledgment seems basic yet often missing. The team
has some informal guidelines but rarely stick to them when busy. Some staff
proposed that prepared answers to common issues could facilitate briefings
in the busy sessions. Tickets are often lost in transition at shift change, a
simple crossed check between staff on shift can help eliminate this common
complaint. Remote workers are hit by additional uncertainty, frequently
opening new tickets about issues they believed were solved, resulting in
duplicate work. Having a confirmation after fixes would help prevent these
misunderstandings.

Streamline Remote Troubleshooting Process

Install remote desktop software on all company devices to enable faster
assistance. Create a library of recorded solution videos for common problems
that can be quickly shared via email or chat. Schedule monthly 15-minute
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training sessions on frequently encountered issues for all staff. Designate
"power users" in each department who receive additional IT training and can
help colleagues with basic issues when IT staff are unavailable.
5) Prioritize Knowledge Management
Have a searchable database with solutions for every ticket. Use tags and
categories that align with the ways in which employees more organically
describe problems. Make a monthly summary of the top 10 issues this month
and share this with all staff to help raise awareness. Start tracking recurring
issues by user to identify those who might need additional training. Build a
collection of quick reference cards for new software or system changes that
can be distributed before implementation.
By balancing the measured outcomes with user perspectives, the organization can
develop a more holistic plan for improving its IT service desk. While current
operations handle many day-to-day requirements well, these deeper insights point
to opportunities for greater clarity, better tools, and a more proactive support
culture. Embracing these ideas will help prevent repeated disruptions and boost
overall satisfaction for both on-site and remote team members.

3.7. Discussion

The analysis of the case study highlights the multifaceted challenges and
opportunities faced by a small Jakarta-based software company adapting to a
hybrid work model. Drawing from a combination of service ticket records,
employee surveys, and group discussions, the findings present a compelling
narrative about the strengths and weaknesses of the company's I'T service desk. By
applying the Technology-Organization-Environment (TOE) Framework and the
Task-Technology Fit (TTF) Model, these insights can be better understood and
strategically addressed.

Under the Technology dimension of the TOE framework, several recurring
technical issues become apparent. The prevalence of connectivity problems, which
account for 40% of all reported tickets, underscores the limitations of existing
infrastructure especially for remote staff. The lack of real-time monitoring tools
makes it difficult for IT personnel to pinpoint root causes quickly, resulting in
longer resolution times and user frustration. While the communication score of 3.9
indicates generally positive perceptions, feedback reveals a need for more
consistent and automated status updates. Additionally, the clarity of solutions—
scoring 3.6 suggests a disconnect between the support content provided and the
user's ability to understand and implement solutions independently. This is
particularly problematic for non-technical users, who rely more heavily on clear,
simple guidance.
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The Organizational dimension brings attention to internal limitations in structure
and workflow. A small IT support team working under limited resources often
struggles during high-demand periods, leading to delayed responses and
unresolved tickets. This is further complicated by recurring issues like login errors
and system access problems, which employees report as never being permanently
resolved. The absence of a centralized knowledge base and real-time diagnostic
tools contributes to inefficiencies and repeated labor. Another organizational
concern is the lack of coordination during shift changes, which often leads to lost
tickets and redundant work. Confusion also arises when multiple I'T personnel
handle the same issue without consistent messaging, pointing to a need for
standardized communication protocols and ticket ownership practices.

From the Environmental perspective, hybrid work has significantly increased the
complexity of IT service delivery. Remote employees face longer wait times and
often struggle to describe their issues accurately without direct interaction, adding
layers of difficulty to the troubleshooting process. These limitations not only affect
internal efficiency but can also impact client relationships, as seen in the case where
a project delay—caused by expired licenses and unresolved tickets—Ied to client
dissatisfaction. The environment now demands that the I'T desk support both in-
office and remote operations seamlessly, a task that strains the current system.

The Task-Technology Fit (TTF) model further reveals mismatches between the
tools available and the tasks they are intended to support. Employees reported that
remote troubleshooting is especially time-consuming due to the absence of real-
time access and clear, task-specific guidance. Instructions are often too generic or
technical, requiring multiple back-and-forth interactions that extend the time
needed for resolution. Non-technical users, in particular, expressed a strong desire
for simplified instructions, visual aids, and self-help resources that better match
their capabilities. Communication gaps also persist, not due to lack of effort, but
because existing tools do not support structured, automated updates or ticket
follow-ups that users now expect in a hybrid environment.

Additionally, the response time and resolution rates examined in the data show
that while average response time is consistent—around 3.5 hours—remote
employees still experience slightly slower responses and more frequent delays. The
recurring pattern of reopening the same unresolved tickets reflects broader issues
in coordination, tool limitations, and an overall learning curve as the company
adapts to remote support dynamics. Survey feedback and user comments confirm
that while the IT service desk performs adequately under normal conditions, its
current structure and toolset fall short when handling remote or complex requests
efficiently.
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Taken together, the findings call for a more comprehensive approach to IT service
desk enhancement. While the organization has laid a decent foundation for
support, gaps remain in technological capabilities, internal coordination, and
remote support strategies. Addressing these will require targeted interventions
such as implementing real-time monitoring tools, creating role-specific
troubleshooting guides, and establishing a structured communication system that
align with both the TOE and TTF frameworks. By bridging these gaps, the
company can not only improve technical service delivery but also foster a more
resilient, responsive, and user-centered IT support environment suited to the
realities of hybrid work.

4. CONCLUSION

This study shows the many challenges of adapting an IT service desk to a hybrid
work setup, especially in a small organization with limited resources. By looking at
both numbers, like response times and ticket resolution rates, and the personal
experiences of staff, the research finds that while basic goals are often achieved,
bigger issues remain. These include managing remote support, fixing connectivity
problems quickly, and handling the extra workload on a small IT team. Looking at
the bigger picture, using both the Technology-Organization-Environment (TOE)
Framework and the Task-Technology Fit (TTF) Model helps explain the
challenges in IT service delivery. The company’s small size and limited resources
make it harder to handle sudden increases in support requests. At the same time,
there’s a clear need for better troubleshooting guides and stronger monitoring tools
to match the tasks at hand. These findings reflect the growing demands of hybrid
work, where employees need reliable support no matter where they are working.

This study does offer some actionable steps. First, communicate better, improve
documentation, and establish more straightforward guidelines. Proper training and
real-time access to user systems can also make less process in response to a finding
faster updated and more active finding experience. This would help organizations
reduce repetitive troubleshooting steps and enhance overall user satisfaction.
Regular follow-ups and prompting for updates are also key to ensuring team
members feel supported, mainly when issues are complex or ongoing. Although
this study focuses on one organization in Jakarta, the lessons learned can apply to
other small or medium businesses adapting to hybrid work. Successfully managing
this transition takes more than just meeting response time goals, it requires a
commitment to ongoing improvement. This means using feedback and learning
from challenges to make lasting changes. By combining user input with operational
data, I'T service desks can move beyond quick fixes and create a strong system for
reliable, high-quality support in ever-changing work environments. This study
serves as a guide and a call to action. For academics it shows how existing theorems
can be applied to practical settings, while offering a valuable lens into hybrid work.
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