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\i Introduction

Helpdesk System
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" Helpdesk simplified

Access channels

Phone Calls

Service portals

Chatbots

Emails

Live chats

Walk-up desks

Forums

Help Desk

Record

!

Classify

!

Prioritize

b

Analyze/Escalate

i

Resolve/Close

Incident records

Service request records

Identified Problems

Requests for change

Requests for improvement
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Helpdesk Benefits

Process-driven help and support for users and customers
Customer satisfaction and increased productivity

Better Collaboration and Communication within organization

Improved service delivery and operations

Scale up organization: optimize and automate operations

eoscfuture.eu . ) @EOSCFuture EOSCfuture



Major Challenges: in any Organization

Define Process: policies, procedures, workflows l_t%ii
T

Choose appropriate software/technology
Train your support team

Get the customer tickets answered/resolved in agreed time

@eoscfuture.eu O@EOSCFuture @EOSCfuture%EFuuIrE




Distributed
EOSC

Environment

Alignment of
processes and
procedures

Integration with
multiple EOSC
Services
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Different definitions of ISRM process, interoperability issues,
organizational changes, support groups

Different mapping schemes, user journeys, integration
scenarios
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EOSC Helpdesk in Production



Implementation Phases
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\7N Key Functions and Workflows of the EOSC Helpdesk Technology

. Order 887956 4 v
Open-source rapidly ——
] A
@l developed technology ens ] [
Zammad \,
nice, we will ship it to your delivery address:
Eiffel Tower 5 Avenue Anatole France 75007 Paris. a
order
kopi susu

Emma Taylor cemma@chrispresso.com>

Jacob Smith <jacob@chrispresso.com>

Christopher Miller <chris@chrispresso.com>

Hello @@é} can you contact the customer and let them know that their
package was left with their neighbour?

Unsubscribe

83F

Stay ontab A Update A

After that Jacob Smith close the ticket.

select attachment...

Discard your unsaved
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jN Key Functions and Workflows of the EOSC Helpdesk Technology

a 7 Open-source rapidly
gl developed technology

Zammad

Order 887956 4 v

pending reminder

ZZZZZZZ

rrrrr

kopi susu

Emma Taylor <cemma@chrispresso.com>

Jacob Smith <jacob@chrispresso .com>

Unsubscribe

83F

ayontab A Update A

@eoscfuture.eu Q@EOSCFuture @EOSC]‘uture%FuuIrE

Custom workflows (filters,

automatic ticket assignment

Discard your unsaved St

automatic escalation procedure,
notifications)
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Reporting

Detailed build-in statistics )
and reporting

NNNNNNNNNNNNNN
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O -all-
O CESSDA
O EOSC 1st Line support 53 Feb Mar e Wy D il N
@ EOSC All Tickets Sat Mar 04 2023 23:26:44 GMT+0100 (Central European Standard Time)
EOSC Front Office 2021 m 2023
O E0SC Helpdesk Group
EOSC Open Tickets
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Reporting

n ] ] n n Created .
@ Closed Frested
- Backlog Closed
First Solution 100 mBacklog
Reopened
Moved in
L]
nd epo n — )
I g CREATION CHANNELS 60
COMMUNICATION
w0
Profiles
20
-all-
CESSDA .
EOSC 1st Line support Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
® EOSC All Tickets Sat Mar 04 2023 23:26:44 GMT+0100 (Central European Standard Time)

EOSC Front Office
EOSC Helpdesk Group

EOSC Open Tickets

{9 88 Performance v =3

created closed

503 362

Summierte Kategorien

Easy integration wi

Grafana

12/16 12/24 01/01 01/16 01/24 02/08

— Reklemationen == Vor Bearbeitung == Nach Bearbeitung == Transportschéden Verkehr inbound Outbound Spam

Erstellte Tickets - Verteilung auf Kanélen

01/08 03/08

== phone == note email
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GitLab ‘

#284 Translations /
Descriptions

. . €
Integration with

GitLab/GitHub and other
services

Tom Kaps

O #223 rating for answers

Feature Y K8 Vrsion ater}

O #6 Mocking

Development documentation

Discard your unsaved changes.  Stayontab ~ [EETNEIS

@ s/MIME

S/MIME (Secure/Multipurpose Internet Mail Extensions) is a widely accepted method (or more precisely, a protocol) for sending
digitally signed and encrypted messages.

Certificates & Private Keys

SuBjECT HasH FINGERPRINT ~ CREATED  EXPIRES  ACTIONS

elpdesk Security

/C=DE/ST=Berlin/L=Germany/O=THA-Systems/OU=IT/CN=supp  fa20bcf0 | 242767242 2020-06-1  2024-06-1
ort@chrisp 50.00 a 2144500 | 214:45:00
Settings Including private key.

_— /C=DEST=Berlin/L=Germany/O=THA-Systems/OU=IT/CN=s 2006904 | bCOBIMOCS..  2020-06-1 | 2024-06-1
l ' 0 r 2 @chrispresso.com/emailAddress=sales@chrispresso.com 3 2144400 | 2140440
p p Including private Key. 0

/C=DE/ST=Berlin/L=Germany/O=2zammad GmbH/OU=IT/CN=sa  b9703b3  b49277070  2021-09-  2030-06-

a 0716:14:0 | 02 16:00:
Including private key. 0 00
/C=DE/ST=Berlin/L=Germany/O=Awesome Customer Inc/OU=I | c58aa’e4 = c6c02fd59  2021-09-  2025-09-
T/ct m e

s #Download Certificate

W Delete

ccess history

Default Behavior

Choose the default behavior of the S/MIME integration on per group basis. If signing or encrypting is not possible, the setting has
no effect. Agents call always manually alter the behavior for each article.

onnected Devices

GROUP siGN ENCRYPTION

—— 2nd Level yes v yes v
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Knowledge Base
[ nteg rated with Hel pd esk EOSC Helpdesk Documentation
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Communities
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Current Helpdesk Status:
Development and Integrations
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Helpdesk Development during EOSC Future Project

e New features implemented during project runtime based on:
© Roadmap
© Requirements
EOSC Communities
EOSCTechnical Coordination Board
EOSC Service Management System ( escalation procedures)
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EOSC Helpdesk in Production: Facts and Numbers

Since March 2022

70 support groups ( EOSC, other communities) -
~3.2k tickets -
65 Agents -
~ 600 registered users =
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—/* Major Enhancements: Multi-Portals

e Enhancement of the delivery of EOSC Helpdesk as a service
e Standalone portals with custom features:

©  Domain name (URL)

o Logos, colorthemes

o Local agent management, other customisations

https://eosc-future-helpdesk.maris.nl https://helpdesk.c-scale.eu/ https://helpdesk.cessda.eu

Log in to eosc-future-helpdesk.maris.nl Log iir o Helpdesk c-scaleen Log in to helpdesk.cessda.eu

Bata ~ <\ '.E_n.si: Future @ C-SCALE (: cessda

"\ EOSCAA () Eeoscaal
(/) Eoscaal L) |

Privacy Policy | Acceptable Use Policy
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Other Enhancements

Secure account linking

Permissions table for agents

Multiple webforms connected to different groups
Customisation of login page and dashboard
Group subscription interface
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Save | Reset
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Integration with EOSC Helpdesk

Three main integration options for Providers:

e Direct usage ( as-a-service): 8 Provider/Community
© Support group or multiple groups user request -
o Implementation of custom workflows >
e Ticket redirection: 8
o EOSC Helpdesk just a contact point e o T . @emmmuniw
which redirects tickets to provider’s relpet

mailing list or ticket system

s :

. . ser reqduest - EOSC Helpdesk
e Full integration ueerreqt <> @ideﬂc mmmmm ty

Helpdesk

>
o Bidirectional synchronization of tickets in

EOSC and provider’s helpdesk




Helpdesk Integrations with other Helpdesks

1. Helpdesk as Service

Production

Production

Production

Beta

Production

Production

2. Full Integration

GGUS Production

Log in to eosc-helpdesk.eosc-portal.eu

d Producition

OpenAlRE

Privacy policy | Acceptable Use Policy

) Cessda

@ C-SCALE

3. Redirection
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Summary

EOSC Helpdesk has been successfully implemented

Many challenges technical and non-technical

Feedback from EOSC communities and stakeholders is positive
Further enhancements and integrations are planed
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>’ Thank you!
Contact: pavel.weber@kit.edu



