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6 Conclusion

Nowadays, a company’s helpdesk department has to deal with two major challenges: first, current IT 
management tools do not offer any means of discovering incident accumulations of the same type of issue. 
Instead, diligent communication is needed in order to identify hidden problems and to avoid the same 
work being done by different people. Second, the only way to deal with the huge number of daily tickets 
is to manually inspect and assign each individual ticket, on its own, to dedicated support groups. This step 
is highly time consuming and error-prone since the assignment process totally depends on the experience 
and knowledge of support team members.
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