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Helpdesk (HD) is one of the duties of IT departments; it is the first level of support in any organization. It is the first point 
of contact to communicate the users’ with services provider. Helpdesk depends mainly on IT technologies. It gives the 

first impression for the level of support services. The aim of this paper is to evaluate the IT helpdesk technologies for improving 
users’ satisfaction in any organization. A questionnaire was designed and distributed to evaluate the IT helpdesk technologies, 
169 respondents to the questionnaire from different organizations using IT helpdesk. The results showed that the role of the 
IT helpdesk in the process of users’ support small, limited, and working by traditional way. The study recommended to meet 
expectations and maximize the level of users’ satisfaction, more improvements is required to support IT helpdesk process by 
expanding the scope of support service that provided by IT helpdesk for users’.
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