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Summary

1. Context

The objective of Deliverable 6.3 (D6.3), due 31st January 2021, was to choose and implement a
helpdesk as a demonstrator (Technical Readiness Level 6) ready for testing. The deliverable is
running here: https://dissco.jitbit.com. The helpdesk system will provide support by distributed
partners to support researchers access the collections and Digitizing on Demand (DoD) services. This
access is provided through Virtual and Transnational Access, which researchers can request through
ELViS (the European Loans and Visits System developed in the JRA1 work package). Testing will be
done by the NA2 work package towards milestone MS27 (helpdesk system beta operational), which
is due 31 July 2021. The scope of the helpdesk and work plan for successfully fulfilling D6.3 was
delivered as a milestone report (MS49) “Plan for Helpdesk Implementation” (DOI:
10.5281/zenodo0.4064751)” submitted under JRA1 on the 30th September 2020. MS49 outlines, at
a high level, the requirements of a helpdesk system initially focused on providing support to ELViS.
Long term sustainability requirements are also given in terms of the scalability of the helpdesk to
support other services in DiSSCo (the Distributed System of Scientific Collections research
infrastructure), although since many of these services need to be developed, their exact needs are
yet unknown. Additionally, MS49 provides a preliminary list of ‘off the shelf’ helpdesk systems and
an evaluation of their compatibility.

Following onwards, further work was conducted to successfully complete D6.3, which is explained in
more detail in Section 2. The work was largely coordinated under NA2 Task 2.4 ““Run helpdesk for
online support’ partners (MNHN, RBINS, Naturalis, RMCA, NHM) led by CETAF with collaboration and
technical support from JRA1 (led by Picturae and Naturalis).

2. Work methodology

The work to fulfil D6.3 was completed in the following three phases:
Phase 1: Collation of helpdesk feature requirements - September - Early November 2020.

T2.4 and JRA1 partners were asked to identify helpdesk functional features needed for the
distributed system to provide optimal support for ELViS users, in addition to the ones already listed
in MS49 (e.g. ticket system, email support, canned replies, etc.). Feedback was collected in a shared
google sheet.

Phase 2: Prioritisation of feature requirements - Early November - Early December 2020

Feature requirements collected in Phase 1 were prioritised using the MoSCoW Method (Must haves,
Should haves, Could haves and Wont haves) in order to attain a shared agreement on essential
requirements, so that the ‘of the shelf’ helpdesk systems could be critically evaluated for suitability.
T2.4 partner’s plus RBGE individually scored features, for example indicating a ‘M’ for must have, ‘S’
for should haves, etc. CETAF tallied the number of M, S, C, Ws allocated to each feature, and the
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prioritisation was based on a majority. A meeting was conducted on the 1st December to agree and
finalise the prioritisation. Table 1 shows the final results for feature prioritisation.

Phase 3 Evaluation and shortlisting of systems Early December 2020 - Early January 2021

Altogether, 13 helpdesk systems were evaluated. The shortlisting of the most appropriate helpdesk
system for the ELViS has taken into account the required technical features and the price ( allocated
budget - 5000 euros). In addition, future sustainability was considered with regards to its expansion
to include other DiSSCo services and its ability to be incorporated into the research infrastructure in
the future, as well as transferrable to other host servers or clouds, technical expertise needed for
maintenance, as well as being affordable long term.

Ranking was primarily done by CETAF, supported by research previously done by T2.4 partners on
the different systems as part of MS49. The presence of required features were summed and the
systems that had the most ‘must have’ features, and then’ should have’ features were ranked the
highest. For the shortlisting of current affordability, price quotas were based on a minimum number
of 8 agents. This is the current number of partners involved in T2.4. Most of the helpdesk systems
are paid per agent/month, this type of billing is not ideal for assessing sustainability because it is
unclear on the number of personnel needed to run the Helpdesk in the future.

Results from the evaluation of present required features and price are as follows:

e Jitbit (https://www.jitbit.com/) is considered the best choice — for both features and price.
It matches almost all of the demands and wishes listed in phase 1 for the ELViS helpdesk.
Furthermore it is ideal because of the 1 time payment which includes an unlimited number
of agents, important since the system should provide support through a potentially large
number of distributed partners, hence a large number of agents. A downside is that
upgrades are expensive (around 1000 euros). Thus it depends on how often it needs to be
upgraded.

e Freshdesk (https:/freshdesk.com/) and Happyfox (https://www.happyfox.com/) were
ranked 2" and 3™ for features, however they are out of budget, and potentially expensive in
the long term since their payment type is per agent/per month.

e Topdesk (4™) (https://www.topdesk.com/) also goes beyond the current budget.

The next best systems that are in budget (all have per agent/month billing type):

e Zoho (standard or professional packages), Helpscout, GrooveHQ, live agent.
e Redmine is open source, but ranked because of low presence of feature requirements, and
the need for technical expertise to customise the feature and maintain it.

CETAF presented their final rankings/shortlist to T2.4 and JRA1 partners on the 21st December 2020
and gave a deadline of the 8th January 2021 for confirmation of agreement or further
recommendations. Two responses were received asking why Redmine was not chosen, to which
CETAF responded with the reasons as mentioned above.
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Table 1. The prioritisation of considered helpdesk system requirements.

Must haves Should haves Could haves

Ticketing System Customisable Group email distribution

Multi-lingual Scalable (i.e can be expanded reporting features, dashboard,
to include other services). analysis tools

Trustworthy Data migration Split and merge tickets

APl integration AAl Support

Connect with Github Form design

Security Canned replies

Good user experience Resource management tools,

tick response times, overview
of ticket types.

File sharing Collaboration tools

Storage space

Alerts and notifications

Automated workflows

Email import
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3. Description of Deliverable

The Jitbit system was chosen for implementation of the helpdesk demonstrator due to the
completeness of its functionality which matched almost all of the demands and wishes for the ELViS
helpdesk, listed during phase 1, it has a user friendly and intuitive interface with possibilities for
interoperability with other systems. In addition the JitBit helpdesk system can be run as a SaaS
solution on the hosting of the JitBit supplier and also has a reasonable pricing.

A trial version of the JitBit system was configured on the hosting of the JitBit supplier, operational on
Wednesday the 27th of January 2021, for a trial period of 21 days, which can be extended.

The first installation and configuration of the ELViS Helpdesk Demonstrator, which can be reached
here: https://dissco.jitbit.com, was done by Picturae and after a short introduction to the
SYNTHESYS+ NA2 T2.4 team on Tuesday the 2nd of February 2021, Picturae handed over the admin
access to CETAF for further configuration, exploration and testing during the trial period.

The system can take in helpdesk requests in two ways: either automatically via email (by sending an
email to: support@discco.jitbit.com), or manually by registered users in the system filling in a
helpdesk ticket form. The functionality for turning emails into helpdesk tickets will in due time be

connected to the build-in helpdesk form in ELViS.

Appendix A provides an overview of the main functionalities that the ELViS Helpdesk Demonstrator
now offers, when logged in as an admin user.
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Appendix A - Overview of main ELViS Helpdesk Demonstrator
functionalities

General

Homepage

SYNTHESYS™h  DiSSCo Helpdesk

Login

w.vandongen@picturae.com

Landing page after login:

SYNTHESYS*h  DiSSCo Helpdesk

& Tickets a

All categories 2 my first ticket =3

Test =
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Standard helpdesk ticket form

SYNTHESYS*h  DiSSCo Helpdesk

Q Tickets Knowledge base 3 Assets 4l Reports & Administration

[ s TR

Poiwered by () bt HelpDesk

SYNTHESYS*h  DiSSCo Helpdesk

& Tickets Knowledge base Assels il Reports & Administration

General Issues

Bug reports

Feature requests

page

? Powered by @\ thit HelpDesk
hitps:/fcisscojtbiteom elpdesk/Tickets/News
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Prioritisation for standard helpdesk ticket form

SYNTHESYS*h  DiSSCo Helpdesk

& Tickets & Knov

alf of anathér user
Priority - Normal [~

Normal

High

Options of Administration tab

Options for configuring the helpdesk functionality 1 / 2

SYNTHESYS*h  DiSSCo Helpdesk

i Reports # Administration

ﬁg General settings Email settings
General application se Ema ation settings

ttings: colors, options, etc. nail-integrat notifications, inbound emails etc

[

‘ Users

CuStﬂrﬂStﬂt y ) Canned responses

anned respanses
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Options for configuring the helpdesk functionality 2 / 2

¢/> API

=+ Import and Export Billing
= mport and Export E Biling - Detai

@& App Store |l P Google Play

See what's new

Pssti Refer a customer and get $50 to your Paypal. See the details.

Your ref link 7 jitbit.com/ _sourcesrefer73333

# Administration

Administration s Gens

W 004683 eader text color FRFFFF
W acseeB Menu-bar tab text col CIDaE2
FFFFFF

0 image (PNG/PGY on image (PNG/JPG)

Reset to defaults

General settings

dissco Jibit.com
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General settings

dissco Jitbit.com

DISSCo Helpdesk Tite link (

Region @

Language en-Us =

Time zone: (UTC-05:00) Eastern Time (US & Canada) &

Various settings @

Reopen closed tickets on new reples: © Yes No  Ifpostedwithin 3(&-days
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KB homepage: Showtop 5 184 articles per category

all nEw users MANU
Enable Togin with Google'
Shared secret for remote authentication: Generate
[}
word palic s a ntain a

SYNTHESYS*h  DiSSCo Helpdesk

& Tickets & Knowl base ! sets i Reports & Administration

Administration » Emall settings

Incoming mail settings @

We created an email address for you - support@dissco.jitbit.com. Simply setup email-forwarding to this address. All messages sent to
this mailbox will instantly create tickets..

Edit incoming mailboxes..

tegory: General Issues &
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Email notifications @
i 17 all emal functionality)
ber (not recommended). ©
Qutgoing email settings @
support@dissco jitbit.com
“From
“From® name: DISSCo Support Team
Jse 'From Name' for ALL outgo!
Reply-ta*:
SMTP server settings: v
SMTP server settings: (2
@D usejitbivs suTe server
SMTP o
SMTP
o
SMTP passw
TLS to connect to the SMTP server
Test SMTP settings...
Email Templates @
"New ticket” email template "Ticket-updated” email template
sbject Subject
RE: #Subject# RE: #Subject#
B I UX-T-E- %@ g0 @ B I UXT-E-% @220 @
New ticket: #Subject# #What_Happened#
#Body# #URL#
#URL# #Recent_messages#
NOTE: When repiying to this email piease intact. #Bady#
#Catego #Pria ity
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U P P <
#URLH shortly.
#Recent_messages# #Suggested_KB_articles#
#Body#t #Body#
ACatagoey® | #5tsnsse | #oriority® priorty
#URL#

“Welcome to Helpdesk" email template

Subject
Welcome to Helpdesk!

B I US-T-&E %@ 20 @
Welcome to Helpdesk!

Your username: #username#
Your password: #password#

Login here: #URL#

Reset to default

# Administration

m Q Search.. &LCsv  Losv [ Companies.. i Departments.. = Custom fields...

Al Regular L Technicians

£ a

..La.u.raTwl\ey - ley .
andonge! icturae.com . -
it e

& wouter.addink@naturalis.nl o s PR D e =

woster. addinkgnaturalis.nl 28/2021 9:53:00 AM

Totak: 3

Gethelp for this page Powered by () tbit HelpDesk
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Administration - ticket categories management

SYNTHESYS'h  DjSSCo Helpdesk

M Reports & Administration

o A v ]
Tech A v -]
F A~V -]
quest A v o
C a category to edit its properties. Reorder by dragging and dropping. Optionally, categ fi h .
o!:,.@u:n-l O

0 Assets il Reports & Administration
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Administration - custom statuses management

SYNTHESYS*h  DiSSCo Helpdesk

% Administration

SYNTHESYS*h  DjSSCo Helpdesk

& Tickets & Knowledge base D Assets il Reports # Administration
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Administration - reports

SYNTHESYS*h  DiSSCo Helpdesk

Q Tickets 8 Kr = 14l Reports @ Administration

Summary

ﬁ: Custom reports

Build a custom report (bil

User Statistics

Audi

el
ff Due dates calendar

Upcoming due tickets showed in a calendar

|2 Knowledge base

nowledge base Reports

&R Real-time dashboard

Real tim board

Y Tickets per day

©

ﬁ Companies statistics

Tickets grouped by companie:

e Scheduled Tickets

Alist of all tickets that are

F 3 Technician Statistics

Tickets handled by a user within a date range

Q Customer satisfaction

Satisfaction rating summary

] Deleted tickets

Trash bin - recently deleted tickets
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