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help@joinallofus.org

www.joinallofus.org

Trained Program Staff

Participant

1 Million 

Individuals from 

Across the U.S.

Tier 3 Resolver 

notifies Tier 2 

Resolver via their 

agreed upon 

process

Tier 2 Resolver

Triages the Ticket

resolves and notifies Support Center by 

updating the ñStateò and ñWork Notesò 

for the Incident in ServiceNow

1. Respond to Support Center end users 

using Phone, Chat or Email

2. Records contact by opening a case in 

ServiceNow. 

3. Uses IRB approved FAQs to respond

4. If unresolvable, triage to Tier 2

5. Contact case originator to ensure 

issue is resolved 

6. Report performance

7. Hours of Operation: 7am ï10pm ET 

Daily; excluding holidays

KB

Hot transfer -

Mayo Biobank

END USER EXPERIENCE

Press 1 for Spanish

AOU SUPPORT CENTER

Gatekeeper Tool

AllofUs Support Center



V Self Help: Search Knowledge Base, FAQs
V Self Serve: Report an Issue, Share Feedback
V Connect: Chat, Call, Email, Geo-Location
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SERVICE MANAGEMENT
V Service Ops & Closed Loop Mgmt
V Knowledge Mgmt
V Help Desk / Tech
V On-Off Boarding

SERVICE IMPROVEMENT
V Service Design
V Security
V SOP & Change Control
V Performance Reporting
V Learn & Develop

ITIL FOUNDATION

FROM HELP DESK TO SERVICE MANAGEMENT
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Enhancing the Customer Experience

Computer Telephone Integration Integrated Chat

Customizable Data Repository
Searchable Directories for 
Enhanced Communications 
Workflow enabled Service 
Agreements/Levels
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Location Based Services

Visual Workflow:
Routing, Escalations, Notifications, Follow-up and 
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Service Agreement 
based Interaction Real-time location tracking
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