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Industry
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Website
www.aok-bayern.de

Solution
ConSol3 CM/Help

Overview

Internal IT support since 1999:
150 employees service over 250
satellite offices

Benefits
Seamless communication
between 1st and 2nd level
support
Greater employee
satisfaction and motivation
Complete documentation of
all tasks and results
Integration of external
service providers without
the need for middleware
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Success Story

CONSOL~CM/HELP
IN A HELPDESK

AOK Bayern: Internal IT support via the Internet

In the late 1990s, health insurer AOK
Bayern was faced with the challenge of
how to process all support requests from
its now 250 satellite offices while at the
same time maintaining its high quality
standards. The solution: In 1999, AOK
Bayern chose the helpdesk software from
ConSol# for its internal IT support.
Since 2004, the AOK Bayern has also been
able to transmit and process requests via
a Web client. This efficiently links the
satellite offices to the central IT ser-
vice center, which greatly simplifies
administration.

ConSol#¢CM/Help at work: Employees
are able to report technical difficulties to
one of the 150 IT hotline experts via a
standard browser, by e-mail or telephone.
A “call” is generated for every support
request and is automatically classified and
prioritized according to the problem.
Initially, the IT specialists process the calls
on site. Those requests that cannot be re-
solved by the service team (about 20% of
the total) are forwarded with a mouse-click
to 2nd level support, located in the central
service center in Holzkirchen, Germany.

Each step in the workflow is precisely
documented so that every support team
member has immediate access to all
information. Maintaining an exact log of
all tasks and results ensures that all
incoming requests are processed swiftly.
At the same time, ConSol# CM/Help is
streamlining the operating processes
within the support department: The work-
flows are clearly defined and all procedures
are documented in a transparent manner.
For the helpdesk staff, this means that
lengthy procedures and bothersome

requests for information are a thing of
the past.

AOK Bayern opted for CM/Help because
of its intuitive GUI and the ease with
which it can be configured. In addition,
the solution is platform-independent and
can be simply integrated into the existing
system environment. Thanks to its open
interfaces and modular design, CM/Help
can be easily expanded. The solution is
scalable and is designed to accommodate
any number of users.

An additional advantage: Third-party
providers can be connected via automated
procedures.

"Due to its swift
implementation, its
compatibility with our business
processes, and its simple and
intuitive handling, the helpdesk
solution from ConSol%¢ has
risen over and above our
expectations."

Josef Hintermaier, Area Manager for the
IT Service Center in Holzkirchen

AOK was so impressed with the track
record of IT support that, in 2004, it
introduced ConSol# CM to handle
reclamation management for health
and consumer protection.
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