
From Help Desk to Facilities, Aztec Shops Provides Faster Service to Staff 

Business Challenge 
 
With 650 to 1,000 customers to support depending on the time of year, the information technology (IT) department at 
Aztec Shops could no longer get by managing requests with Excel spreadsheets  especially during seasonal spikes. 
Aztec Shops, the nonprofit auxiliary of San Diego State University, provides all dining, concessions, catering, retail 
operations and other service functions at the busy school of more than 30,000 students. 
 

nearly 200 servers. In the past, the help desk processed about 100 requests a day through the phone, email or from face-
to-face (hallway) encounters. Without an issue tracking system, the team had no way to ensure it resolved a request and 
did so in a timely manner. Plus, it lacked reporting to understand the volume and nature of issues. 

 

Solution 
 
The IT team initially considered building a help desk solution in house, but realized it lacked the time and resources to 

software.  
 

 
 

 
regular events such as audits. 
 
The software also provides a much-needed knowledgebase for IT, helping the team move from binders to a searchable 
and easily updated database of resolutions. 
 
As the help desk became more proficient and efficient with the software, word spread to other Aztec groups with service-
oriented functions. In particular, departments such as Graphics and Facilities chose to roll out their own instances of 
IssueTrak for workflow management. Similar to the help desk, lacking a formal workflow solution, those teams had been 
using paper, email or programs like FileMaker previously. 
 
The IT staff easily configures and customizes each instance  usually in less than a day  and trains users based on the 
unique needs of the various departments. Facilities uses it for work orders like key requests or repairs. Graphics logs all 

 

-Jahan Jamshidi, IT Director, Aztec Shops 



feature saves time by pulling over previous details into a new request. 
 

 
 
With reporting, all departments can pull up outstanding issues, understand labor loads, and plan upgrades or training. 

 
Benefits 
 
Across the various instances, a couple hundred issues run through IssueTrak every day. All requests reside in the 
software, giving IT and other departments at-a-glance views of their assigned tasks. Instead of 200 or so calls coming in 
per day, end customers submit issues online right in IssueTrak, letting teams focus on resolutions instead of manning 
phones. As a result, teams better prioritize and resolve issues faster  and never forget a request. 
 
Beyond ease of use of the software itself, Jamshidi values the support his team receives when any IssueTrak needs 
arise.  
 

 
 
About IssueTrak 
 
IssueTrak develops, sells and supports issue tracking software. First released in 2000, its signature software package has 
become a robust platform for internal and external customer support, IT help desk, workflow management, and issue 
tracking throughout the enterprise. The 100% web-based software is currently used by more than 1,700 companies in 36 
countries, and across 54 major industry groups. Based in Virginia Beach, VA, the company is a Microsoft Gold Certified 
Partner and has been recognized with a number of awards, including the Inc 500, Inc 5000, and Deloitte Technology Fast 
500. 


