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Statements regarding our product development 

initiatives, including new products and future 

product upgrades, updates or enhancements 

represent our current intentions, but may be 

modified, delayed or abandoned without prior 

notice and there is no assurance that such offering, 

upgrades, updates or functionality will become 

available unless and until they have been made 

generally available to our customers.



Basic layouts and other slides

These basic layouts 

are intended to help 

you quickly draft 

and assemble 

content for your 

presentations.

Partnership Overview

University of Texas Arlington Use Case

Eesysoft Updates and New Features

Blackboard Student Services – LMS Support



Partnership

• Blackboard LMS Support – 14-years of experience 
supporting higher education

• Eesysoft Innovative solution to drive adoption and 
customer satisfaction

• Partnership combines world-class end user support and 
technology to solve support challenges and adoption



Blackboard Student Services LMS Support

Millions 
of students, faculty and 

staff served 

500+ 
Clients

1,000+ 
Support agents

8 million 
Support requests per year

90+% 
Satisfaction rate



Eesysoft Solution

Smart Application Support



University of Texas Arlington Use Cases



2016-2017 Academic Year

• 58,000 students
• 35,000 students enrolled in one or 

more online courses
• 8,800 courses created each Fall/ 

Spring semester
• 152,000 student enrollments Fall/ 

Spring semester
• 9,800 faculty enrollments Fall/ Spring 

semester
• 155,000 enabled users in Blackboard 
• 47,000 unique logins per month



Context-sensitive knowledge base
Submit support request within Bb
User information captured



Embedded Support Center



Embedded Support Request



Example Support Request



Blackboard LMS Support Positive Results



Adoption Rates and Support Article Views



Expanded Use of Support Center



Proactive messages
• Promote new functionality
• Deflect support calls

• Proactive hints
• Sytem Tray Messages
• Pop-Up Alerts



Proactive Hints – Reduction of Support Requests



• Measure Tool Adoption
• Monitor Course Activity
• Track System Usage



Instruction - Instructors



Adoption - Students



Course Activity



System Usage



System Usage



System Usage



System Usage



Next Steps – Looking Forward

• Increase adoption of Support Tab

• Utilize additional roles for targeted messaging

• Promote tool use through campaigns





Just Released!

New version EesySupport

–Improved usability for faculty & students

–Conversational interface

–Multi-channel support: phone + e-mail + chat (will follow 
soon)



Live Demo



Three Layers of Support

Proactive Support
Promotion & Prevention

Self-Service
Deflection

Assisted Support
Reduction

Support Costs

$

$$
$

$$

User Satisfaction
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L

LAYER 1

LAYER 2

LAYER 3



Layer 1: Prevention

☑ Supporting users at the
moment of need can reduce
the number of support 
requests by 75-80%

☑ 4 types of messages, 
permanent, informative, 
seasonal and urgent



Layer 1: Promotion

☑ Increase usage of Blackboard 
functionality with targeted
pro-active messages to users 
while they navigate the LMS

☑ Example: Promoting usage of 
WebPortal +247%



Layer 2: Self-Service

☑ EesySoft’s Support Center 
provides direct access to
context-relevant help and
FAQ’s from anywhere within
the application.

☑ Context & role sensitive

☑ Available 24/7

☑ Ready to go ‘out of the box’ 
help items, linked to the BB 
help website



Layer 3: Reduce Time 
to Resolution

☑ Faculty and students can
directly contact the helpdesk 
from within the application

☑ Dynamically routed
emails/calls

☑ Essential user information is 
sent over

☑ Can be linked to existing
ticketing systems



30-Day Free Trial

• Run b2 in your own Bb environment

• EesySoft consultant available

• Fully supported trial process

Interested in free trial or want to receive more information? 



Blackboard Student Services Overview

24x7 or Augmented Support
Students, Faculty and Staff

Knowledge Base Development
Content management to build and maintain KB

Faculty Specific Support
White-Glove services available on demand

Strategic Partner
Supports instructional design teams and administrator



Agent Training and Quality Assurance

Hybrid Training Model 
Approach

Understand Expectations

Establish Information 
Networks

Measurement 
& Assessment

Refresher
Training

360 Degree 
Quality

New Hire
Training

New Hire Training
Facilitator led classroom 
training including several weeks 
of hands on training and 1 week 
of certification. 

Measurement & Assessment
Ongoing advisor just in time self 
paced modules with 
assessments to define areas of 
opportunity.

360 Degree View of 
Quality Assurance
Internal quality assurance 
process, customer satisfaction 
scores and third party mystery 
shop scores provide our full 
view of quality assurance. 

Ongoing Refresher 
Training
Coaching and development is a 
daily part of our process and 
proactive refresher training 
takes place before and after 
each peak period on top issues.  



Blackboard LMS Support with Eesysoft

Reporting and Insight
An enhanced level of insight into end user problems, 
service levels and customer satisfaction through 
activity dashboards

Customized Knowledge Management
Our consultants will work with our content 
management team to build your external and 
internal knowledge base

Partner with IT & Instructional Design 
Teams
Analyze and report on the student and faculty 
experience to the onsite teams in order to improve 
and develop training resources.

Student/Faculty/Staff Support 
24x7  user support services through phone, email, and 
chat for access issues, troubleshooting and course 
availability. 

Ticket Management
Full incident management via Blackboard’s 
SmartView™ system with seat licenses for your staff

Self-Service 
Reduces call volume by offering in-application, 
contextual self-help articles

Customer Satisfaction 
Measured via after call survey as well as 
Email outreach

Enhanced by Eesysoft



Questions?



Don’t forget 

to rate this 

session in the 

BbWorld app. 




