
After the helpdesk has been trans-
f o rmed from cost center to business re-
s o u rce and you’ve decided to outsourc e
s e rvices, you need to find the right part-
n e r. When shopping for a helpdesk ser-
vice pro v i d e r, consider large IT support
o rganizations that can manage network
s e rvices as well as a full-serv i c e
helpdesk. Providers such as Electro n i c
Data Systems (EDS) and IBM have
owned enterprise helpdesks for years;
they come with the experience and re-
solve to handle not only the call center
today but the network infrastru c t u re
and desktop tomorro w. Other pro v i d e r s
aim at self-serv i c e .

At a more granular level, Web ASPs
(application service providers) pro v i d e
s e rvices through Web browsers where
users can access off - t h e - s h e l f ,
shrinkwrapped software support
t h rough a knowledge base, e-mail, chat
and user forums. Some Web ASPs even
nclude a toll-free telephone number to

p rovide a helping hand. Web ASPs aim
to reduce the load on the helpdesk, fo-
cusing on Tier 1 and 2 support (see
“Help From Afar,” page 67). These
tools are important but do not verge on
ownership in outsourc i n g .

We sent out RFIs (requests for in-
f o rmation) to potential serv i c e
p roviders to test the viability of out-
s o u rcing a helpdesk. The RFI describes
the helpdesk services of Metro p o l i t a n
C a re (Metro), a fictitious medical cen-
ter providing childre n ’s health care .

M e t ro seeks to become a pre m i e r
p rovider of childre n ’s health care. Now
s e rvicing 40 percent of the metro p o l i-
tan are a ’s pediatric market, Metro aims
to capture 60 percent of the market and
p rovide health-care information to the
community through knowledge bases
and state-of-the-art delivery mecha-
nisms. Because of a shortage of IT
workers in the area, Metro needs to
focus its scarce re s o u rces on business
nitiatives rather than on computer

maintenance and support. Metro aims
to reduce its total costs in support i n g
operating system and application soft-
w a re and hopes to partner with a ser-

vice provider that can grow with the
b u s i n e s s .

The Metro Help Desk (MHD) sup-
p o rts the 250-bed Health Center, a sub-
urban community hospital, and thre e
downtown health clinics. MHD has 15
full-time employees to support 7,500
M e t ro employees. It provides tradi-
tional tiered support, as follows:

Tier 1: Initial call/problem iden-
tification and troubleshooting; incident
c reation and tracking; triage of inci-
dents to network engineers or serv i c e
c o n t r a c t o r s .

Tier 2: Telephone or e-mail sup-
p o rt .

Tier 3: Hands-on support fro m
Tier 2, Metro engineers, or third - p a rt y
maintenance and support .

The helpdesk also installs, config-
u res and maintains operating systems
and application software. MHD uses
Remedy Corp. software and its We b -
based interface for call tracking and
incident re p o rting. It compiles asset
inventories of hard w a re and software
and leverages an internal Web site to
publish self-help documentation and
FAQs in Adobe Acrobat.

MHD is on-site 24x7 in  the
Health Center, and 10 hours a day,
five days a week in the hospital. The
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Business model overview:

Customer base Small to carrier Small to medium Small to large Small to large Large

grade ISP/ASP

Methodology Full-service model Partnership model Insource Full-service model Partnership model

Experience:

Length of service 36 years 3 years 3 years 3 years 8 years

Staff qualifications Y Y Y Y (MCSE minimum) Y

Support coverage:

On-site Y N (partner solution) Y N3 N (partner solution)

Inventory Y N Y Y N (partner solution)

Software (CRM) Peregrine Systems SMS Customer supplies OCMS beCyber CSS

End-user training Y Y (online only) Y Y (online only) N (partner solution)

Delivery mechanisms:

On-site scoping Y Y Y Y Y

Tools Y Y Y Y N

Terms and conditions:

SLA Exceeds Satisfies Satisfies Satisfies Satisfies

Tiers 1, 2 and 3 defined Y Y Y Y Y

Systematic quality assurance:

Customized management reports Y Y Y N3 Y

Web-based management reports Y Y Y Y Y

Software Peregrine Systems 1 FS-SMS Customer supplies OCMS beCyber CSS

Consulting Y2 Y Y N3 Y

Implementation:

Dedicated call representative Y Y Y Y Y

Service 30 days post contract Y Y Y Y Y

Estimated costs:

Per user/month N/A $13.54 N/A $10 $9.75

Per computer/month N/A $25/PC, $27/Mac N/A $45 $14

Per incident $15-$25 $40 $53.68 on-site, N/A $27.26

$64.42 off-site

Annual cost $362,000-$603,000 $965,080 $1.3 million $720,000 $702,000

Supplementary material Substantial None None Sufficient None

Y = Y E S     N  = N O     

1 R E M E D Y  A N D  V A N T I V E  C A N  A L S O  B E  U S E D .

2 A . T .  K E A R N E Y  F I R M  I N C L U D E D  F O R  I T  C O N S U L T I N G .

3 O P T I O N S  A V A I L A B L E  O N L Y  T O  F U L L - S E R V I C E  C U S T O M E R S .


