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Key learnings attendees can expect to walk away with: 
  

1. How the Millennial workers differ from older generations, and 

how their experiences and expectations will challenge traditional 

support models. 

  

2. How technology, such as remote support and chat, can 

enable help desks and service desks to create more real-time, 

collaborative support experiences. 

  

3. How traditional support processes and skills need to evolve 

and change to handle this new type of support experience. 

The Presentation Will  Begin At 12PM EST  

The Millennials Are Coming - Is Your Help Desk Ready To Support Them?  
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Important to Your Future? 
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78M 
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Bigger Than 

Boomers 

46M 
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And We’re Not 

Coming Back 
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Who Would 

You Ask for 

Technology 

Advice? 

Source: Concours Institute 

The Next 30 Years of Your Business 
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You Have to Sell to Them 

You Have to Recruit Them 
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You Have to 

Support Them 
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So Who Are They? 
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Who Would 

You Ask for 

Technology 

Advice? 
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Identity 

Source: “Millennials: A Portrait of Generation Next” 

  – Pew Research Center 
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7 Seconds 
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• Real Time. No Phone Tree 

• Accessible – One Button 

• Smart – No “Account Number?” 

• Collaborative – “We’ll Send Someone” 
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3 Themes 
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Cool – Style & Experience 
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“Beautiful” 
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Convenience – Real Time 
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Collaboration – Community 
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Digital Expectations 

Directions? Tickets? 

Hanging Out 
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Digital Bypass 

“I texted you and you didn’t text back so I 

checked your Facebook status and you 

weren’t on a plane and you weren’t on 

IM, so I called your cell, but you didn’t 

answer so I went ahead and 

sent the quote” 
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The Importance of 

Support 
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“It is the first contact 

of the business 

environment to 

technology and if it 

doesn’t provide a 

positive experience 

then it becomes 

restrictive to that CIOs 

ability to be effective 

in a lot of other ways.”
  
    

CIO 

Greatwide Logistics 

Support is the Lens 

Through Which 

Everything Else in IT is 

Judged 
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High Expectations of Immediate 

Support Response… 

Source: GigaOM Pro/Isurus Market Research 
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First Source For Tech Support… 

Source: GigaOM Pro/Isurus Market Research 
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Preferred Support 

Communication Channel… 

Source: GigaOM Pro/Isurus Market Research 
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Millennial’s Other Support 

Sources… 

Source: GigaOM Pro/Isurus Market Research 
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Reason for Millennial’s Other 

Support Sources… 

Source: GigaOM Pro/Isurus Market Research 
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Interest in Learning about and 

Troubleshooting Technology… 

Source: GigaOM Pro/Isurus Market Research 



© 2011 Bomgar Corporation | www.bomgar.com  BOMGAR 

Mobile Device Usage for Work… 

Source: GigaOM Pro/Isurus Market Research 
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Mobile Work Activities… 

Source: GigaOM Pro/Isurus Market Research 
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After-hours Work Frequency… 

Source: GigaOM Pro/Isurus Market Research 
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Making Beautiful Support? 
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The Way of the Now 

Source: “Maturing with the Millennials: Are organizations 

prepared for the millennial consumer” 

  – Economist Intelligence Unit 
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The Way of the Future 

Source: “Maturing with the Millennials: Are organizations prepared for the millennial consumer” 

  – Economist Intelligence Unit 
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Collaboration Pick Your Product 
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7-10 Days 

Supply Chain 
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• Single Point of Contact – Retailer 

• Collaborative – Specialization  

• Visible – Tracking Numbers 

• Efficient – No Excess Skills or Inventory 

The Supply Chain 
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7-10 Minutes 

The Service Chain 

CSR Tier 2 Partner SME 
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Tier 1 

Tier 2 

Tier 1 

Tier 2 

SME SME SME SME SME SME 

The Need for Collaboration 

Company 1 Company 2 

Customer Incident 
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Multi-Rep 
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Inter-Departmental 
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Inter-Company 
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Real Time Collaboration 

Millennial Experience 
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Get Ready 

Source: “Maturing with the Millennials: Are organizations 

prepared for the millennial consumer” 

  – Economist Intelligence Unit 
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Calls 

Unknown Alumnus Faculty Prospect Staff Student

Chats 

Unknown Alumnus Faculty Prospect Staff Student
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Robert Minnaugh  

Director of Product Marketing 

Bomgar Corporation 

rminnaugh@bomgar.com 

770 407-1880 

 

The Millennials are Coming  
Is Your Help Desk Ready to 

Support Them? 

mailto:rminnaugh@bomgar.com


Join Us For Lunch Every Tuesday At 12PM!  

Phone:   1.877.581.3942 

Email:     Info@ThoughtRock.net 

Twitter:  @ThoughtRockers 

www.ThoughtRock.net 


