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Background
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 Projects often require Help Desk, technical assistance 

(TA) or work flow support for the general public, study 

participants, site coordinators, and other stakeholders.

 The size of and the funds 

available to a project 

likely dictates what level 

of support can be 

provided to the groups 

identified above.
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Background
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 Projects with funding or contractual restrictions may 

choose to use project staff to answer inquiries about the 

project’s interaction with the sample population.  

 Tracking Method          The Spreadsheet Solution 

 Staff Availability         Sharing Responsibility

 Public Face
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Telephone Operations Center
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 Some projects required a full-time Help Desk function which 

project staff cannot provide.  

 The RTI Telephone Operations Center successfully handles 

the projects needing larger support efforts:

 People trained for Telephone Data Collection (CATI);

 Supports in-bound inquiries with a robust telephony 

system; 

 240-seat Research Operation Center open 18 hours a 

day, 7 days a week;

 Not often thought of as a Help Desk solution provider 

although it has supported large projects in this manner 

for years.
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Help Desk Operations – Software 
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 Entry of email had to be copied and pasted to tracking log

 Voicemail had to be transposed to tracking log

 Support of issues was not easily escalated to project staff

– More copying and pasting to email

– Telephone and voicemail

 Metrics Reports were not available
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The Vision
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 The facility could function as a solution provider for

 Help Desk Services

 Technical Assistance 

 Work Flow Support

 Implement a common, easy-to-use management system 

to assist in providing these services. 
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Requirements

 Requirements and Benchmark Comparisons

 Knowledge Base Solution

 Communication Tracking

 Interoperability

 Ease of Use and Administration

 Custom Reporting and Analysis

 Cost Effective

 Pros, cons, ratings were established for each solution
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Comparing Systems

 A Leadership Team compared 4 Customer Relationship 

Management (CRM) solutions 

 Sales Force

 Oracle/Siebel

 Service Now

 Current In-House System (If chosen, enhancement 

would be required.)
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The Solution

 Choice

 The current in-house solution with enhancements, 

combining custom software with knowledgebase 

software using MadCap Flare. 

 Why?

– Achieve most of the functionality of high-end CRM 

systems

– Highly Cost Effective compared to other solutions

– Highly Tailored and Efficient 

– Setup costs within range of smaller projects
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The Solution (Continued)

 Help Desk Resources Online (HERO)

 HERO is now growing beyond a help desk solution

– Work flow management

– Issue tracking

– Collaboration tool
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Processing an Inquiry
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Processing an Inquiry
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Processing an Inquiry
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Processing an Inquiry
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Processing an Inquiry
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Lessons Learned

 An Existing In-House Solution may:

 Meet 90%+ of your requirements needs

 Be a Cost Effective Solution

 Be a Highly Comprehensive Solution

 Reduced Help Desk Costs Results in Buy-in from 

Smaller Projects

 Costs Include:

 Setup Costs in HERO

 Training for Telephone Staff

 Knowledge Base Development
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Example Project

 Family Planning Annual Report (FPAR) operated Help 

Desk for grantees needing to help users of a Web-based 

reporting system
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• 78% of all responses by the Help 

Desk to the user were within 30 

minutes of opening the ticket.

• Greater than 60 - Typically 

received after the Help Desk was 

closed for the day

• 57% of all tickets were resolved 

and closed within 60 minutes.

• 9 tickets required intervention by 

FPAR Project Staff (21% of all 

tickets)
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Questions?
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