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Abstract

Background and purpose: In the current decade, the development of
intellectual capital has emerged as a key driver for enhancing both individual
and organizational performance. The deployment of electronic service desks
can contribute significantly to this development, particularly in strengthening
structural capital. This study aimed to examine the impact of implementing
an electronic service desk on the structural capital of Tehran University of
Medical Sciences during the COVID-19 pandemic.

Methods: This qualitative study employed a multi-case research approach.
Data were collected through semi-structured interviews with managers and
experts in the domains of service desk operations and university education.
Additional data were gathered by reviewing institutional documents and client
feedback reports. Identified factors were subsequently validated through
focus group discussions. Content analysis was used to analyze the data.
Results: The most prominent impact of the electronic service desk was
improved management of client-related statistics and enhanced reporting
capabilities to relevant authorities. Other significant effects included easier
user access, the ability to refer documents to other departments or
organizations, improved resolution of requests during initial user contact,
and enhanced interactions with clients.

Conclusion: The electronic service desk played a vital role in sustaining and
enhancing the quality of educational services during the pandemic, while
aligning with public health protocols. Furthermore, it laid the foundation for
managerial innovation within the university’s educational service delivery
system.

Keywords: Electronic Service Desk, Structural Capital, Information Technology,
COVID-19
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