
Challenge
Cogiscan customers and partners were requesting assistance 
primarily via email. Without a centralized system for tracking and 
documenting this flood of email, the company experienced response 
delays and lost information that impacted satisfaction. Cogiscan 
wanted to cut response times and avoid lost incidents with better 
documentation, increase staff productivity and reduce volume by 
giving customers tools for resolving simpler issues themselves. A key 
goal was to enable the development team to focus on new products 
and features instead of working part-time on support issues.      

Solution
Cogiscan implemented GoToAssist Service Desk to efficiently manage, 
track and resolve issues. “When we evaluated service desk tools, 
we initially selected a solution from another vendor, but I still had 
reservations,” said André Corriveau, co-president of product man-
agement. “Then we found GoToAssist, which offered a better user 
interface, greater flexibility and additional capabilities that we plan to 
use in the future.” All requests now come through the Service Desk 
self-service portal, and customers use the knowledge base, which 
contains troubleshooting information, to solve issues themselves.  

Benefits
• Better documentation and tracking enable Cogiscan to cut

support response times by 50%, helping to improve customer and
partner satisfaction.

• The support team handles 30% more incidents per day, and the
development team increased productivity by 25% because they
are no longer distracted with issue resolution.

• Cogiscan software is more stable and reliable because developers
can devote more time to making improvements.

• Service Desk enhances the value of Cogiscan’s service contracts
for customers, helping to justify purchases and providing a
competitive differentiator.

• Customers’ use of the knowledge base and better insight into
software bugs from Service Desk tracking cut incident volume by
60-75%, freeing support staff to work on testing and Q&As.

Success Story

Cogiscan puts IT support on 
track to 30% higher productivity 
with GoToAssist Service Desk 
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About the company
Headquartered in Bromont, Québec, Canada, 
Cogiscan partners with equipment manufacturers and 
electronics assemblers worldwide to provide factory-
wide Track, Trace and Control (TTC) functionality to 
optimize use of materials and resources throughout 
the manufacturing process. Cogiscan’s TTC  
software provides operators, technicians, engineers 
and managers with an intuitive interface to work  
with the program, search for materials, query for  
data or generate reports. The company also  
provides data-collection hardware featuring RFID or 
barcode technology. 
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 GoToAssist Service Desk has solved the 
challenges of handling customer support issues 
via email. With Service Desk, we no longer run 
the risk of having an issue fall through the cracks. 
The tool provides centralized, comprehensive 
documentation and reporting to the entire team.

Our GoToAssist Service Desk portal provides an 
added justification for customers to renew their 
annual support contracts. 
André Corriveau 
Co-President of Product Management

Facts at a glance
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Product GoToAssist Service Desk 
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