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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/zenodo.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 

 
 

https://dissco.jitbit.com/
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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:  

● 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.  

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

● Topdesk (4​th​) ​(​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):  

● Zoho (standard or professional packages), Helpscout, GrooveHQ, live agent.  
● 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.  

 

 
 

https://www.jitbit.com/
https://freshdesk.com/
https://www.happyfox.com/
https://www.topdesk.com/en/
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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 
to include other services).  

reporting features, dashboard, 
analysis tools  

Trustworthy  Data migration  Split and merge tickets  

API integration  AAI 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. 

 

 

 

 

 

 

 

 

 

 
 

https://dissco.jitbit.com/
mailto:support@discco.jitbit.com
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Appendix A - Overview of main ELViS Helpdesk Demonstrator 
functionalities 

General 
Homepage 

 
 

Landing page after login: 
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Standard helpdesk ticket form 

 

Categories for standard helpdesk ticket form 

 

 

 

 
 



                                                                                                                                          Page​ | 9 
 

Prioritisation for standard helpdesk ticket form 

 
 

Options of Administration tab 

Options for configuring the helpdesk functionality 1 / 2 
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Options for configuring the helpdesk functionality 2 / 2 

 

 
Administration - general settings 
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Administration - email settings 
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Administration -  user management 
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Administration - ticket categories management 

 
 

Administration - custom fields management
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Administration - custom statuses management 

 
 

Administration - canned responses management 
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Administration - reports 
 

 

 
 


