
Solutions Brief

4 Productivity-Driving 
Tips for GoToAssist  
Service Desk 
GoToAssist Service Desk allows you to easily and 
efficiently manage, track and resolve issues. But  
are you getting maximum leverage from its 
features? Check out these four powerful tips  
and tricks that might transform the way you use 
GoToAssist Service Desk.
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Knowledge articles 
Like other Service Desk records, knowledge 
articles can be linked to incidents, problems, 
changes, releases and even other knowledge 
articles. Creating and exploiting knowledge 
articles is an easy way to increase resolution 
time and customer satisfaction.

If a customer calls in with a specific problem, 
linking a knowledge article with canned infor-
mation to the incident enables you to respond 
to the customer in seconds. Frequently used 
documents, like how to reset your password, 
can become great resources when resolving 
your tickets.

Views and queues
Often overlooked but extremely useful, the 
dynamic dashboard reports (lists of incidents) 
are powerful tools when organizing workflow. 
The dashboards are customizable to give a 
snapshot view of your tickets.

As a technician, you can select different views 
for each service that you’re working on (i.e., IT 
support, facilities, HR, etc.). There is also a global 
view that gives an overview of all services.

Triggers
Triggers are customized rules that automatically 
initiate an action when a specific event occurs. 

Triggers can be set up for incidents, problems, 
changes, releases or knowledge articles and can 
automatically initiate a record, as well as create 
basic workflows and routing. 

Setting up triggers can be extremely helpful for 
people who need dynamic rule sets for navigat-
ing tickets within their system. When a ticket 
comes into the service desk, triggers can be set 
up to associate it with a customer who needs 
special attention (i.e., renewing a contract). 
These triggers can be set up for all high-priority 
incidents so that they are immediately 
addressed by a technician.

Integration
If you’ve purchased GoToAssist Remote 
Support, be sure to take advantage of its inte-
gration with GoToAssist Service Desk. When a 
new incident occurs, you can quickly launch a 
remote support session right from the Service 
Desk ticket. After the session ends, the details 
and notes automatically feed back into Service 
Desk for easy tracking. No longer must the 
technician waste time and effort juggling tools 
and duplicating data entry.
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Improve your workflow with GoToAssist 
Service Desk
Just because GoToAssist Service Desk is simple 
and easy to use doesn’t mean you shouldn’t 
experiment and explore all the functionalities 
available to you. Improve your workflow by  
driving efficiency in how you manage your  
incidents and tickets.

Be sure to check out the GoToAssist Blog for 
up-to-date product information and  
service management topics.

“I absolutely love GoToAssist 

Service Desk paired with Remote 

Support. I can resolve issues more 

quickly and efficiently track, 

document and delegate service 

requests from customers.”

Mike Simpkins  
Owner and Systems Engineer 
Rock Creek Solutions

http://blog.gotoassist.com/

