Health System Outsources
Level 1 Help Desk Support

Outsourced Level 1 Help Desk Allows Health System to Focus on
Key Strategic Initiatives

Ardent Health Services selected CereCore to manage their Level 1 Help Desk, a collaborative effort
that enabled Ardent to expand its capability to address key strategic initiatives. CereCore support
services managed all Level 1 incidents, providing visibility to performance metrics, lowering call
wait times and abandonment rates and identifying opportunities for growth. Additionally, increased
productivity levels from this partnership allowed Ardent to meet project demands while benefiting

from a 24/7 support team that is entirely U.S.-based and healthcare-focused.
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KEY BENEFITS

+ Additional resources to respond
quickly to critical requests for
assistance

+ Support after hours

+ Visibility to key performance metrics
for their local help desk

Gain deep subject matter expertise
across multiple disciplines

Consistent issue submission and
resolution

|§| The Results

High levels of employee satisfaction

Leveraging the KCS to capture the
collective experience of solving
problems and making it reusable, and
evolving it to reflect organizational-level

knowledge
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