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● Dashboard 

● Online Learning Agreements

● Erasmus+App

● Erasmus Without Paper Network 

……………. simply 

In all our services



Erasmus Dashboard



Online Learning Agreements



Erasmus+App



Erasmus Without Paper Network



soon.. MyAcademicID



Follow the sign to the ESCI Community Service Desk 



ESCI Community 
Service Desk

Student and 
Non-student issues 
categorized and 
prioritized depending 
on user’s role and 
issue type



Student Issues





Student issues Non- Student issues

Request information or guidance Request information or guidance

Fix an account/login issue Fix an account/login problem

Report a technical problem Report a technical problem

Request a new account

Suggest a change or improvement

Structured requests (initial setup, expandable)



Non-student Issues













L1 L2 L3 L4

Integrated Support levels



Before

½ agent 
working apart from
 the dev teams



Today

3½ L1/L2 agents

2 L3/L4 agents 

ELTE

UWAUTh

AUTh



Better coordination 
between different teams
 leads to quick and solid 
solutions

• Handles first line of support 

requests directly

• Involves the teams in charge of 

operating the infrastructure for 

second line requests

• Engages the development teams 

for third and fourth line of requests

The value of integration



Before:
unmanaged ticket queues

Today:
Service Desk 
Manager Role

• Service Desk Support 
Evaluation report

• Service Desk Support 
Operation Statistical 
Report

• Quality Control Report



Operational 
statistical data

• Ensure capacity management

• Assessment tool for future staffing 

needs

The power of reporting



Service Level 
Agreement 

policies

Ticket 
monitoring

Short info 
announcements 

about critical 
issues

More users benefits



Measuring user 
satisfaction
Users structured feedback in every user request



ESCI Community Service Desk goes live

https://esci-sd.atlassian.net/servicedesk/customer/portals/portals


Our goal is to provide a better user 
experience to all of you

Thank You



Contact

Michalis Zannetos
Service Desk Agent – zannetos@it.auth.gr

http://support.erasmuswithoutpaper.eu

Follow EWP on 
twitter

join the EWP 
LinkedIn group

http://support.erasmuswithoutpaper.eu/
https://twitter.com/erasmuswp
https://twitter.com/erasmuswp
https://www.linkedin.com/groups/13590744/
https://www.linkedin.com/groups/13590744/

