
HORNBILL SUCCESS STORY: Northumbria University

Delivering Service Management Solutions

Pioneering university successfully deploys Supportworks service management 
software to support IT, facilities, security and library services.

Northumbria University is an expanding multicultural learning community, with excellent
links to further and higher education, industry and commerce throughout the UK, Europe
and beyond. Renowned for the excellence of its teaching, as well as for preparing
students for the world of work, the university also provides research opportunities for
professional reflective practice. Northumbria takes pride in its innovative approach to
new technologies, adopting systems that support all aspects of university life. 

Situated in the north-east of England, Northumbria has two separate campuses. The
largest, City Campus, is situated in the centre of Newcastle upon Tyne and has recently
been extended with the building of a £100 million development at City Campus East.
Coach Lane Campus is situated in a suburb of the city, three miles from City Campus.
Beyond this physical centre, Northumbria also extends its services regionally, nationally
and internationally through an extensive network of locations and partnerships.

Investment in Service Management
Like all academic institutions, the reliance on information technology has grown
exponentially over the last ten years, and increasingly IT systems provide a backbone to
the University’s daily business. The IT Services department at Northumbria University has
invested in Hornbill’s Supportworks service desk software to underpin and strengthen the provision of IT support to its staff
and students. 

The 130-strong IT Services department provides a support service to around 40,000 internal users.  The successful
adoption of Supportworks since May 2003 has undoubtedly been a key factor in this expansion. The popularity and ease of
use that Supportworks offers has also resulted in the software being adopted by other departments across the university.

According to Debbie Figgis, IT Customer Services Manager at Northumbria University: “As a newly restructured
department at the time, we recognised that we required a much more sophisticated system for incident and call
logging. We had a very basic system in place but as the demands on IT were increasing we needed a more
robust and flexible solution.”

Supportworks Ticks all the Boxes
Figgis and her team reviewed the solutions on the market, selecting
Hornbill for its user interface, functionality and cost-effective pricing.
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Business Benefits:

• Better customer service
delivered with same level
of IT resource

• One point of contact has
enabled more efficient
tracking and resolution of
calls

• Improved customer 
satisfaction from 
transparency of service

• Centralised database 
enables other departments 
to utilise service desk 
facilities

• Improved management 
information enables IT 
department to meet 
agreed service levels

• Cost effective out of hours 
service offered to other 
universities

Northumbria University Provides Round-The-Clock 
IT Support with Hornbill’s Supportworks  



“Supportworks ticked all of the boxes,” explained Figgis. “It was easy to use, we could
configure it to suit our needs and it was an affordable option within our budget.”

IT Services is responsible for the network and server infrastructure, email and
telecommunications, administrative applications, corporate website, audio-visual and
desktop facilities at the University. Each and every incident and request is logged and
tracked through Supportworks.

Innovative use of Supportworks
In addition, the Use of Supportworks has been extended to other areas – Facilities
Management, Security, Finance, the Library and Learning Services and, most recently,
Academic School Adminstration offices. The Facilities Management team uses the system
to log caretaking and cleaning requests, while the Library records and manages a wide
variety of queries including opening times and how to use online catalogues and
electronic journals. The Security team logs a range of queries – from crime reports and
car park management to lost property calls. The Finance department also uses the
facilities within Supportworks to improve handling and tracking of student fee queries
with the Academic Schools.

The SelfService and automated response facilities within Supportworks have proven useful
in extending the ability for user participation. Users can log their own requests or queries
and track their progress.  By offering a number of interactive services Northumbria has
encouraged an inclusive culture across the institution.  Users can request new passwords
by text, with responses sent directly to a mobile phone. Supportworks is able to verify
the authenticity of the request by matching against the customer database, and then
responding automatically. The use of the automated response is extended even further,
with text messages that can be sent to advise that day’s menu in the restaurants, through
to availability of computers in the open access areas for students. 

Providing a Better Service
The successful implementation of Supportworks has enhanced IT Services’ ability to
provide an improved service to increasing numbers of users, without needing to hire
additional staff, while income from subscribers to the out of hours service helps to cover
overheads.

“There is no doubt that we can now provide a better service to our customers, while
retaining the same level of IT resource,” said Figgis. “It has made us more efficient as a
team, with reduced duplication of logging and tracking calls. The SelfService option has
made our service more transparent, which has also improved our customer service.”

Meeting SLAs
IT Services has also found the management reports within Supportworks useful for
monitoring its service provision and performance, enabling it to make proactive changes
as and when required.

“Supportworks’ reporting capability has given us excellent information on how we are
doing. In particular, it has been invaluable for measuring our performance against our
Service Level Agreements. We can see what we are doing well which has been essential
as the department’s service catalogue has developed and expanded.” 

Extending Support 
Out of hours support is also managed using Supportworks. The Out of Hours Helpline
operated on behalf of NorMAN (North Eastern Metropolitan Area Network) by Northumbria
IT Services provides out of hours first line support to other universities, a service which is
not viable for an individual institution, given the relatively small number of students
requiring help outside core business hours and at weekends.  From an initial support
service for the five universities in the North East Metropolitan Area Network that is
Durham, Newcastle, Teesside, Sunderland and Northumbria started in September 2006,
the Out of Hours Helpline now covers 17 universities located in Scotland, Yorkshire, the
Midlands, London, the South Coast and South West with 3 more joining in the near future.  

The Helpline logs all calls in Supportworks and the details of those resolved by the
Helpline as well as those requiring further action are sent in a daily report
to the home institution.

“Without Supportworks it
would not be possible to
operate an out of hours
support service. From the
initial start up funding,
NorMAN Out of Hours
Helpline provides a low
cost subscription based
service.  Northumbria and
the other participating
universities benefit from
extended support as part
of a shared service ethos.”

Debbie Figgis, 
IT Customer Services Manager,
Northumbria University
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