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ABSTRACT— This study investigates the comparative
effectiveness of Tier I and Tier II support models within
IT Service Management (ITSM). Tier I, often the first
point of contact, addresses basic user issues, while Tier II
handles more complex technical problems. Through a
systematic literature review and statistical analysis, the
research evaluates key performance indicators (KPIs)
such as resolution time, customer satisfaction, and
operational costs. The findings suggest that while Tier II
support is more resource-intensive, it is essential for
resolving intricate issues that Tier I cannot address. The
study also identifies gaps in current research and
proposes areas for future exploration, including the
integration of Al in support processes and the impact of

remote work on support efficiency.
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1. INTRODUCTION

In the realm of IT Service Management (ITSM), support
models are structured hierarchically to address varying levels
of technical issues. Tier I support serves as the initial contact

point, handling straightforward problems such as password

resets and basic software troubleshooting. Tier II support,
comprising more specialized technicians, deals with complex
issues that require in-depth technical knowledge.
Understanding the comparative effectiveness of these tiers is
crucial for optimizing IT support operations and enhancing

user satisfaction.

2. LITERATURE REVIEW

A systematic literature review was conducted, encompassing
47 articles from reputable journals and conferences. The

review highlighted several key aspects:

e Tier I Support: Primarily focused on resolving
common issues efficiently, often through scripted
solutions.

e Tier 1II Support: Engaged in deeper
troubleshooting, requiring advanced technical skills
and often involving collaboration with other IT
teams.

o Performance Metrics: Studies indicated that Tier I
support resolves approximately 70% of incidents at
the first point of contact, while Tier II handles more
complex cases that require specialized knowledge.

e Challenges: Common challenges identified

included high escalation rates from Tier I to Tier II
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and the need for continuous training to keep up with

evolving technologies.

These findings underscore the complementary roles of Tier |
and Tier II support in an effective ITSM framework.
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Fig: Key Components of the ITSM Maturity Model
3. STATISTICAL ANALYSIS:

A statistical analysis was performed on data collected from a
mid-sized IT service provider over a six-month period. The

analysis focused on three key performance indicators (KPIs):

e Resolution Time: The average time taken to resolve
an issue.

e Customer Satisfaction: Measured through post-
resolution surveys.

e Operational Costs: Costs associated with providing

support at each tier.
The results indicated that:

e Tier I Support: Had a lower average resolution
time and operational costs, but customer satisfaction
scores were moderate.

e Tier II Support: Showed higher resolution times
and operational costs, but customer satisfaction
scores were significantly higher, reflecting the
complexity and effectiveness of the solutions

provided.

These findings suggest that while Tier II support is more
resource-intensive, it plays a critical role in resolving

complex issues that Tier I cannot address.

4. RESEARCH QUESTIONS:

1. What are the key differences in the roles and
responsibilities of Tier 1 and Tier II support in
ITSM?

2. How do resolution times and customer satisfaction
scores compare between Tier I and Tier II support?

3.  What are the operational costs associated with each
support tier?

4. How does the escalation process from Tier I to Tier
II impact overall support efficiency?

5. What are the emerging trends and technologies
influencing the evolution of Tier I and Tier II

support models?

5. RESEARCH GAPS

Despite extensive studies on ITSM support models, several

research gaps persist:

e Integration of AI: Limited research on the
integration of artificial intelligence in automating
Tier I support processes.

e Remote Work Impact: Insufficient studies on how
remote work environments affect the efficiency and
effectiveness of support tiers.

e Long-Term Performance Metrics: A lack of
longitudinal studies examining the long-term impact
of Tier I and Tier II support on organizational

performance.

Addressing these gaps could provide deeper insights into

optimizing IT support structures.
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6. METHODOLOGY

The research employed a mixed-methods approach:

e Quantitative Analysis: Data was collected from
service management tools to analyze resolution
times, customer satisfaction scores, and operational
costs.

e Qualitative Analysis: Interviews were conducted
with IT support staff to gain insights into the

challenges and effectiveness of each support tier.

This approach provided a comprehensive understanding of
the comparative effectiveness of Tier I and Tier II support

models.

7. RESULTS

The study revealed several key findings:

o Efficiency vs. Expertise: Tier I support is more
efficient in handling routine issues, while Tier II
support provides the expertise necessary for
complex problem resolution.

e Customer Satisfaction: Issues resolved at Tier II
had higher customer satisfaction scores, indicating
the importance of specialized knowledge in support
processes.

e Cost Implications: While Tier II support incurs
higher operational costs, its role in resolving

complex issues justifies the investment.

These results underscore the need for a balanced approach in

structuring IT support models.

8. CONCLUSION

In conclusion, both Tier I and Tier II support models are

integral to effective IT Service Management. Tier I serves as

the frontline, efficiently handling routine issues, while Tier II
provides the specialized expertise required for complex
problems. Organizations should invest in training and
resources for both tiers to ensure a seamless support
experience for users. Future research should focus on the
integration of emerging technologies and the impact of

evolving work environments on support structures.

9. REFERENCES

. Serrano, J., et al. (2021). An IT Service Management Literature
Review: Challenges, Benefits, Opportunities, and Implementation
Practices. Information, 12(3), 111.
https://doi.org/10.3390/info12030111

. Hamranovd, A., et al. (2020). Approaches to ITSM Level
Measurement and Evaluation. SHS Web of Conferences, 83,
01019. https://doi.org/10.1051/shsconf/20208301019

o Iden, J, et al. (2013). Implementing IT Service Management: A
Systematic Review. Computers in Industry, 64(2), 116-126.
https://doi.org/10.1016/j.compind.2012.10.004

o Melendez, K. (2016). Information Technology Service
Management Models: A Systematic Literature Review. Procedia
Computer Science, 83, 1102-1107.
https://doi.org/10.1016/j.procs.2016.04.229

e Mandal, A., et al. (2019). Improving IT Support by Enhancing
Incident Management Process with Multi-modal Analysis. arXiv.
https://arxiv.org/abs/1908.01351

e  Hall, J. S. (2017). ITSM, DevOps, and Why the Three-Tier
Structure  Must Be Replaced with Swarming. Medium.
https://jonstevenshall. medium.com/itsm-devops-and-why-the-

three-tier-structure-must-be-replaced-with-swarming-

91e76ba22304
. Buchanan, P. (2018). IT Support Tiers: A Complete Guide from
Tier 0 - Tier 4. Buchanan Technologies.

https://www.buchanan.com/it-support-tiers-guide/

e Red River. (2025). What Is Tier 1 vs. Tier 2 vs. Tier 3 Help Desk
Support? Red River. https://redriver.com/managed-services/tier-
1-vs-tier-2-vs-tier-3-help-desk

. Cloudtango. (2024). Tier 1 vs Tier 2 vs Tier 3 IT Support Tiers —
MSP Corner. Cloudtango.
[https://www.cloudtango.net/blog/2024/03/18/tier-1-vs-tier-2-
vs-tier-3-it-support-
tiers/] (https://www.cloudtango.net/blog/2024/03/18/tier-1-vs-

tier-2




