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A joint project between the University and the Health Care Center/Clinic was initiated to 
improve customer orientation in the computer centers. The objective of this joint project was 
to develop an adequate software solution for a HelpDesk based on the existing IT infrastruc-
tures. Project leader also wanted the HelpDesk application to guarantee optimized control 
in the back of�ce and function as an integrated part of the comprehensive IT-service man-
agement. Other necessary features for quality assurance, like the planning and execution of 
service processes were also considered for the HelpDesk - System.

HelpDesk systems help to enhance client satisfaction and thus strengthen the positive image 
of an organization in the public eye. They primarily function as support system for client 
problems. Scientists, doctors, students and other staff members need a fast and professional 
HelpDesk. This was the primary concern of the University of Saarland that lead to the intro-
duction and operating of an IT - HelpDesk.

The University of the Saarland was built 1947 (on the grounds of the former County Hospital 
Homburg- Saar. The University of Nancy, France, was the partner university in the founding 
phase, and both universities still maintain a close relationship up to today. The Saarland was in 
a special situation at that time - politically partial autonomous, in economical and monetary 
union closely connected with France � that shaped the early years of the build-up phase. The 
University of the Saarland developed into a bilingual university with a European orientation. 
Internationality with a marked European pro�le and special relations to France are still 
important trademarks of the university. The non-medical subjects/faculties moved to a former 
military base in Saarbrücken soon after the founding phase. The School of Medicine and the 
University Clinic/University Health Care Center remained in Homburg. As part of the Computer 
Science Domain Saarland, the University is now the leading university in this �eld, compared to 
other national universities. 30 university chairs alone concentrate their activities on Computer 
Science topics. These university chairs are further backed up by research institutions that are 
not connected to the university: Max Planck Institute for Computer Science,(MPI), Max Planck 
Institute for Software Systems (MPS), German Research Center for Arti�cial Intelligence (DFKI), 
Center for Bioinformatics (ZBI), International Meeting- and Research Center for Informatics 
(IBFI) and the Institute for Economical Informatics (IWI). These research institutes and the 
University Computer Science Department together cover almost all of the IT-oriented research 
from the basics up to the applications.

Saarbrücken University: 
13.000 Students 
4.200 Employees 
8 Faculties: School of Law, School of 
Economics Management, Medical 
School, Philosophy, Natural Science 
URZ: University Computer Center: 
Research and Teaching 
ITM: Computer Center  
Administration - IT

Homburg School of Medicine and 
University Health Care Center: 
1.800 Medical Students 
36 Clinics and Institutes 
4.700 Employees 
1.500 beds 
55.000 hospitalized/in-patients 
190.000 out- patients 
ZIK: Clinic Computer Center: 
Research, Teaching, Administration, 
Patient Care
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HelpMan is a �exible tool that combines two basic 
functions:

Internal process control in problem and error 
messages (incident- and problem management) 
or inquires, for example technical support (service 
request)
Change-Management (e.g. planning and execution of 
building conversions, moves etc.) and optimization of 
service processes.

A crucial point in the selection of an appropriate system 
was the capability for integration in the SAP R/3 environ-
ment of the University and Health Care Center in order to 
utilize existing master data (equipment data and technical 
capacity in the PM, materials in MM, client data in HR) up 
to billing in FI/CO. These requirements lead to the prod-
uct HelpManfi. It has now been used productively in the 
service departments of the computer centers since 2004.

The installation of a central service desk at each 
location for the users at the university and health 
care center was needed as a �Single Point of Contact�, 
independent of departmental af�liations 
In the future, the user only has one contact person 
within the support organization for the duration of 
his request. 
Objective was and still is also the improvement of 
interactions and communication of the very different 
user groups
Furthermore, the development of a solution data base 
is planned, based on call and solution data from the 
HelpDesk systems.

If you consider the basic organization form of a HelpDesk 
- System - central HelpDesk, decentralized HelpDesk or 
virtual HelpDesk � one can speak (in the IT area) of a 
decentralized support organization (organizational) and 
for this, analog, also of a decentralized helpdesk. Main 
effort of the IT support organizations, however, is the cre-
ation of a virtual HelpDesk. Since it is further possible for 
the user to contact the support organization directly, for 
example based on geographical conditions, a combina-
tion of decentralized and virtual HelpDesk will be used 
in the future.
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More service areas will continuously be added. One 
objective is to integrate the complete malfunction 
processing in the Department of Facility Management. 
For this, HelpManfi client capability is required.
In order to use HelpMan also for malfunction 
messages by the users themselves, a Web-Access 
(Front- and Back-Of�ce) is required. This service can 
be provided in both locations as soon as the interface 
has been modi�ed and functions are provided by 
HONICO. This service will be provided by a service 
portal that is currently being developed by the 
Saarland University.
Over 10.000 business transactions per year should 
eventually be processed with HelpManfi through this 
portal.

HelpManfi is a tool integrated in SAPfi for Incident-, Prob-
lem- and Change-Management processes. It is a central 
IT service management portal that offers the following 
bene�ts:

Increase of client satisfaction and service quality
Cost - and time savings in the service desk area
Transparent processes in ITSM
Scalable system
Elimination or consolidation of self-created tools
Easy implementation, minimum training
Platform- and release independent
Complete SAPfi-integration
Easy Expansion because of open source text
Integrated data maintenance in the business data
No additional hardware or software necessary
Fast installation and startup
Cost-effective system in acquisition, operation and 
maintenance
Operational safety and auditing acceptability/revision 
safety like SAPfi Systems
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Status: 	 Productive since 2004 
User: 	 Approximately 100 service staff members in 
	 all locations 
Platforms: 	 SUNfi 3500/450 (Solaris) 
	 FSC-Primepowerfi( Solaris) and 
	 DELLfi(SuseLinuxfi) 
	 SAP R/3fi 4.6C, 1.500 Users 
Support volume / active components Saarbrücken:  
URZ: 13.000, ITM: 300 PC�s, 150 printers 
Support volume Homburg Clinic Computer Center: 
 4.000 PC�s, 1.600 Printers, 900 network components  
600 IT equipment (miscallaneous)


