CRM Skype Chat
May 8th – Help Desks


Attendees:
Brian Crane – Feeding America
Tanya Crowe – University of Georgia
Michelle Manno – Save the Children
Alanna Thomas – Jewish Federation of Baltimore
Jeff Garmon – University of Georgia
Reane Travis – UNC – Chapel Hill
Barb Laane – Feeding America
Evan Menkhus – Junior Achievement
Mike Cicerone – Boston University
Cindy Bond – University of Georgia
Michael Ward – Blackbaud

1.  How does everyone currently structure their help desk?
a. Tanya: At UGA, they use osTicket
i. They take calls from 8-5 M-F as well, for those who want to speak to someone live
b. Barb: They organize their help desk by functional area.  Tickets with CRM in the subject line are sent to her and Brian.  Microsoft Service Manager allows them to manage the tickets.
c. Reane: They use iSupport for ticketing – users email (generates ticket automatically) and enter tickets via a social client.
i. They also have someone who answers calls 9-5 M-F
d. Mike: They use Service Now; BU pays for the licenses
i. It has an SLA feature that marks tickets as yellow and red after certain periods of time
ii. They keep CRM tickets completely separate from desktop support
2. Ticket Prioritization: 
a. Tanya: Users can select high/normal/low priority – they have to further break it down and get a due date
b. Reane: End users aren’t allowed to prioritize; help desk assigns priority
c. Barb: They train users to use “High” priority sparingly and add due dates – they can categorize “Impact” and “Urgency” separately as High/Medium/Low
3. Training: 
a. UNC: Their team does training AND support – so they’re able to reinforce and work with end users
i. They’re looking into starting online courses – as “refreshers” to start; they want to keep standard classes live for now
ii. [bookmark: _GoBack]They’re looking at tying training management into Sakai/Blackboard/Elluminate
b. UGA: They have about 40 training videos
i. They also do online training but haven’t had a lot of people attend; people seem to prefer in-person classes
ii. Users must complete specific training courses to get access to that functionality
iii. For online classes, users have to complete a quiz to confirm that they watched it
iv. They use an LMS called Desire2Learn to handle online training
c. BU: They encourage end users to use the Help Files in CRM
i. They have trouble with users just creating tickets to get answers (it’s faster) rather than using their resources to find answers independently
d. Feeding America: They have a user guide on their SharePoint site; they focus on onboarding.  Encourage users to use support resources before contacting them.
4. CRM Portals: 
a. UNC: http://davie.unc.edu/index.html
b. UGA: www.alumni.uga.edu/gail 
5. How many users do you support?
a. UNC: About 700
b. UGA: About 500
c. BU: About 300
