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Your company was hit by a devastating cyberattack, and you're now in the midst of a full-blown 

crisis. In an effort to mitigate the damage and restore operations, your organization's incident 

response team has been working around the clock to identify the extent of the breach, contain 

the attack, and remediate the issue. These initial hours and first week are critical.  

As part of this effort, your service desk has been called upon to play a crucial role in coordinating 

the response and providing critical support to impacted employees. The importance of your 

service desk in this process has become clear, and you're now looking for guidance on how to 

better prepare your team to handle cybersecurity incidents in the future.  

In today's digital age, cyber attacks have become increasingly common, and when they do occur, 
they can cause significant harm to an organization's reputation, financial stability, and operations. 
As cyber threats grow in frequency and sophistication, the role of the service desk in incident 
management has become more important than ever before. The service desk plays a significant 
role in incident response and minimizing the impact of a cybersecurity attack, making it a vital 
aspect of an organization's cybersecurity strategy. 

 
The Risks of an Uninvolved Service Desk 

An uninvolved service desk can have severe repercussions in the event of a cybersecurity 

incident. If the service desk is not involved in the incident response process, the organization may 

face extended downtime, data loss or theft, customer dissatisfaction, and significant financial 

costs. The service desk has a vital role in protecting the organization's assets, so it's critical to 

involve them in cybersecurity incident management. 

One of the key reasons why an uninvolved service desk can be so detrimental to an organization 

is that they are often the first line of defense against cyber threats. Service desk agents are 

responsible for handling user requests and troubleshooting technical issues. In the event of a 

cybersecurity incident, they can be the first to detect suspicious activity and raise the alarm. 

Without their involvement, an incident may go unnoticed for an extended period, allowing the 

attacker to cause more damage and steal more data. 

Another reason why an uninvolved service desk can be problematic is that they are often 

responsible for managing user accounts and access privileges. If an attacker gains access to a 

user's account, they can use it to move laterally through the organization's network, steal sensitive 

data, and cause havoc. Service desk agents are often the first to notice when an account has 

been compromised, so their involvement in incident response can help to mitigate the damage. 

Furthermore, an uninvolved service desk can lead to a breakdown in communication between 

different teams within the organization. In the event of a cybersecurity incident, it's essential that 

all teams work together to resolve the issue quickly and efficiently. If the service desk is not 

involved in the incident response process, they may not be aware of the steps being taken by 

other teams, leading to confusion and delays in resolving the issue. 

An uninvolved service desk can have severe consequences for an organization in the event of a 

cybersecurity incident. It's essential to involve the service desk in incident response management 

to ensure that incidents are detected and resolved quickly and efficiently. By working together, 

all teams within the organization can help to protect the organization's assets and minimize 

the impact of cyber threats. 
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Integrating the Service Desk into Cybersecurity Incident Response 

A well-prepared incident response plan is essential to mitigate the impact of a cybersecurity 

incident. With the increasing frequency and complexity of cyber attacks, it is crucial for 

organizations to have a plan in place to minimize the damage and quickly recover from any 

incidents. 

One of the key components of a successful incident response plan is the involvement of the 

service desk. The service desk plays a crucial role in ensuring the incident response plan is 

effective. They are often the first point of contact for users who may have encountered a security 

incident, and are therefore in a unique position to detect and report incidents early on. 

It is important to involve the service desk in the development of the incident response plan. This 

ensures that their roles and responsibilities are clearly defined, and that they understand how 

their actions will contribute to the overall incident response process. By involving the service desk 

in the planning phase, organizations can also identify any potential obstacles or challenges that 

may arise during an incident and develop strategies to overcome them. 

Once the incident response plan has been developed, it is important to involve the service desk 

in its implementation. This includes providing them with the necessary training and resources to 

carry out their roles effectively. The service desk should be well-versed in the incident response 

procedures and understand how to escalate incidents to the appropriate personnel when 

necessary. 

Regular testing of the incident response plan is also crucial to ensure its effectiveness. The 

service desk should be involved in these tests, as they can provide valuable feedback on the 

effectiveness of the plan from a user perspective. This feedback can then be used to refine the 

incident response plan and improve its overall effectiveness. 

The service desk is a critical component of any cybersecurity incident response plan. By involving 

the service desk in the planning, implementation, and testing phases of the plan, organizations 

can ensure that their incident response process is effective and well-coordinated. This can 

ultimately help minimize the impact of any security incidents and enable organizations to recover 

quickly. 

Training Service Desk Staff on Incident Response Protocols 

Service desk staff play a crucial role in mitigating the impact of a cybersecurity attack. They are 

often the first line of defense when it comes to identifying and responding to security incidents. 

Therefore, it is essential that they receive regular training on cybersecurity incident response 

protocols. 

Training should cover a range of topics, from the basics of incident response to more advanced 

techniques for handling complex attacks. Staff should be trained on how to identify and classify 

incidents, how to contain and mitigate the impact of an attack, and how to communicate effectively 

with other teams and stakeholders. 

It is also important that service desk staff are trained on what to do during an attack. This includes 

how to prioritize incidents, how to escalate issues to other teams, and how to work with external 

partners such as law enforcement and cybersecurity experts. 

http://www.mechdyne.com/it-and-audiovisual-services


www.mechdyne.com/it-and-audiovisual-services    

In addition to technical training, service desk staff should also receive training on how to recognize 

and report suspicious activity. This includes understanding the signs of a potential attack, such 

as unusual network traffic or suspicious emails, and knowing how to report these incidents to the 

appropriate teams. 

Regular refresher training is also essential to ensure that staff are up-to-date with the latest 

incident response protocols and best practices. As the threat landscape evolves, so too must the 

training that service desk staff receive. By providing regular training and refreshers, organizations 

can ensure that their service desk staff are well-equipped to handle any cybersecurity incident 

that comes their way. 

Training service desk staff on incident response protocols is a critical component of any 

organization's cybersecurity strategy. By investing in the training and development of service desk 

staff, organizations can improve their overall security posture and better protect themselves 

against cyber threats. 

Access Control Procedures During a Cyber Attack 

Access control procedures play a crucial role in preventing, detecting, and mitigating the risks of 

a cybersecurity attack. In the event of a cyber attack, it is important to have a well-established set 

of access control procedures in place to minimize the impact of the attack. 

The service desk has a critical role in ensuring access control procedures are followed during an 

attack. They must be vigilant in monitoring user activity and promptly reporting any suspicious 

behavior to the appropriate security personnel. This helps to ensure that any potential security 

breaches are quickly identified and addressed before they can cause significant damage. 

Access controls restrict user access to certain systems, networks, or data based on the principle 

of “least privilege” - where users are only granted access to the minimum level necessary to 

perform their job functions. This helps to minimize the potential damage caused by the attack. It 

is important to note that access control procedures are not a one-size-fits-all solution. The specific 

procedures that are implemented will depend on the organization's unique security needs and 

risk profile. 

During a cyber attack, it is important to have a clear and concise communication plan in place to 

ensure that all employees are aware of the situation and know what steps to take. Access control 

procedures should be clearly communicated to all employees, and they should be trained on how 

to follow them. This will help to ensure that everyone is working together to minimize the impact 

of the attack. 

Finally, it is important to conduct regular audits of access control procedures to ensure that they 

are working effectively. This will help to identify any potential weaknesses in the system and allow 

for them to be addressed before they can be exploited by cybercriminals. 

Access control procedures are a critical component of any organization's cybersecurity strategy. 

They play a key role in preventing, detecting, and mitigating the risks of a cyber attack. By 

following established procedures and implementing regular audits, organizations can help to 

ensure that their systems and data remain secure in the face of ever-evolving cyber threats. 
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Conclusion 

The service desk plays a critical role in cybersecurity incident management, and its involvement 
in the incident response process is essential. By integrating the service desk into cybersecurity 
incident response planning and training them on incident response protocols, organizations can 
minimize the impact of a cybersecurity attack and protect their assets. With cybersecurity threats 
on the rise, organizations cannot afford to overlook the importance of the service desk in their 
cybersecurity strategy. 

 

About Mechdyne IT Services 

Our 100% US-based IT professionals offer a full range of IT support services including an 

ITIL best-practices-driven service desk that enables end-users to get back to work quickly 

and improve the businesses for which they work. Mechdyne IT Services is a business unit 

of Mechdyne Corporation, a global technology leader creating distinctive electronic, 

software, and service solutions that enable discovery. 

For more information, please visit mechdyne.com/it-and-audiovisual-services.  
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