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Preface

This deliverable is one out of nine within WP1. The BEEP app and base (measurement
system) is used in all three tiers in work package 1. The users of the BEEP platform, and later
also the EU-wide bee health and management data platform, will be supported via the
helpdesk.

Summary

Deliverable 1.2 consists of the development of a professional helpdesk to assist
researchers and beekeepers who experience difficulties during the execution of the
field studies required in B-GOOD.

1. BEEP helpdesk

B-GOOD’s key focus is promoting healthy and sustainable beekeeping in the European Union.
Within the project, the researchers will use the BEEP base (measurement system), and the
BEEP app (web application) to monitor bees, collect data and share information.

The helpdesk consists of two parts. The first part is the knowledge base. It consists of manuals,
protocols and other sources of information for BEEP users. The knowledge base aims to
answer all relevant questions and is therefore the first stop. The second is support. Through
the support section, users can ask questions for issues which cannot (yet) be found in the
knowledge base.

In the design of the support system of the helpdesk we defined the following steps:

1. Search knowledge base
2. Suggest one or multiple knowledge articles to user.

If these do not provide a satisfying answer:

3. User fills contact form
4. Aticket is automatically created in the ticketing system
5. The ticket is attended to, and the user receives feedback
6. Where needed, the knowledge base is complemented with new information
T 1. Search | N . = g . ..
[ Helpdesk knowledge —[ o 5"99351 | geaeraiact eUEGT) . 5. Answer — B. Feedback
) - ) article | | form || system J | ]|
 Search in the (Based on (Fill out contact | | Ticket is | [Firstline support .Update
helpdesk search form, specify generated, answers, knowledge
automatic question, issue categorised potentially base and/or
article or feature based on the forwards to BEEP app
suggestion request form and second line
| J | | assigned | | specialist
h S A v . SN

Figure 1: Flow of helpdesk structure

1.1.BEEP knowledge base

In the knowledge base users can find information about the usage of the BEEP base, the
BEEP app, other manuals and protocols. This is the first place that people can go to find an
answer to their question. Step 1 and 2 of the support system are included here. The page
includes the following:
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¢ Search bar: in the middle of the page will be a search bar. People can type their
guestion and the software suggests articles that answers their question. The users do
not have to search through the whole menu to find the section that contains the
information they need.

¢ User manual: the menu is a complete guide for the usage of BEEP, divided into
separate articles. Users can click on the article of their interest and find their answers.
Also, it is an easy overview of all the information for people that would like to see what
information is available.

Screenshots

The figures below show screenshots of the helpdesk on desktop and mobile phone.

Support

Help & Support Search Articles

or Browse articles

Figure 2: Screenshot of the search screen of the knowledge base.

Knowledge base

User manual

@M Login

Create a new apiary
Install your BEEP base

Set language

B B BB

Overview of apiaries and hives

See all 20 articles

User manual Technical specifications

@ Connect your hives to the BEEP app [0 BEEP base dimensions

Figure 3: Screenshot of the knowledge base when clicking ‘Browse articles’.
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Solutionhome / BEEPapp / User manual Related Articles
Create a new apiary (5 Print M Move orarchive beehives
Created by: Marten Schoonman
I Creating or modifying a beehive
Modified on: Wed, 11 Dec, 2019 at 1:47 PM
I Overview of apiaries and hives
. L X @ Collaborate
The main menu can be opened by clicking on the = button. The main menu
consists of the following elements which are further elaborated below: @ Login
@ Inspection overview
93 Aplariee (@ Place BEEP app on your phone
B Hives @ Using reminders
@ Add aninspection
N Sensors
@ Customise your inspection list
[@ Data export

Step 1 in using the app is to create one or more apiaries; the place where your
beehive(s) stand. Click on 'Apiaries'. You can now enter the basic data of your apiary
such as the name, location and the number of beehives. If you fill in the full address,
the other address and location data is automatically filled in at the right place, such as
the GPS location coordinates and street name. The field that has to be filled in at
minimum to create the apairy is the name of the apiary. Minimum required fields are
marked with a *.

Figure 4: Screenshot of an example of a knowledge base article. Suggested related articles are shown automatically to help
the user to navigate the knowledge base

Support

Help & Support ~ Search Articles @)

apiary

4 matching articles

B I U == AHKN oo
@
Topic
™
I'm not a robot
reCAPTCHA

Privacy - Terms.

Figure 5: Screenshot of the support desk. When one wants to enter a subject (‘apiary’ in this example), relevant knowledge
base articles are shown. If these do not fit the need of the user, one can fill the support form and a ticket will be generated.
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2 BEEP

Support

Help & Support  Search Articles @
apiary

Move or archive beehives
Create a new apiary
Overview of apiaries and hives

Creating or modifying a beehive

Figure 6: The design of the complete BEEP platform is ‘responsive’ l.e. it works on any screen size. This screenshot depicts

the search feature on a mobile phone screen.

Phone support

The first step is self-help via the knowledge base. Secondly, it is through a contact form and
tickets. When the need arises, remote face-to-face support will also be provided. e.g. during
the installation phase of the BEEP measurements. For personal call-back support, an
appropriate tool is used for the specific circumstance, e.g. Telephone, Teams call or Skype.
Screen sharing will also be used for easy support provision.

1.2.BEEP support system

The BEEP support system is integrated in the helpdesk. If users cannot find the information
they are looking for or want to communicate about something else outside the scope of the
knowledge base (e.g. new features, software issues, WP1 apiary questions, etc.), they can
get support via the contact form.

Contact form: the contact form on the helpdesk can be completed to find answers to
specific questions. When filling in the contact form, the user must tick boxes to narrow
down the subject of the question, which will speed up ticket processing. See figure 5
above.

Ticketing system: when the question is sent through the contact form it will turn into a
ticket automatically. The ticket is categorised (e.g. hardware, software) and assigned
to the agent assigned to the category. The agent will receive an email to alert that a
guestion needs attention.

Answer: the first line support agent answers the questions. Ideally, most answers are
already available in the knowledge base and therefore easy and fast to answer. If
needed, the first line support agent forwards the question to the second line specialist.
The agent will respond to the user via the ticketing system, which sends the response
via emalil to the user.

Feedback: if the question is useful to other users, we can update the knowledge base
with the additional information. Feature requests and other software and hardware
inquiries are collected and reviewed before creating new versions. The feedback loop
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is important since it updates the knowledge base and the most frequently asked
guestions on the homepage.

2. Software

The helpdesk and ticketing system are integrated. In this way, the users can find all their
information in one place. The system is also integrated in the app. This means that when a
user is working in the app and needs more information, he or she can access the knowledge
base or ask a question directly from the app. In case of offline use, a pdf version of the
knowledge base can be used. All helpdesk features are available via both desktops, tablets
and mobile phones.

The link to the helpdesk is: https://beep.nl/support

2.1.Multilingual

Due to the international character of the project, the helpdesk will be available in multiple
languages. For now, BEEP and WR are partners that deliver agents to answer the tickets. In
the future, this can be expanded to other B-GOOD partners or other stakeholders.

2.2.Ticket categories

By categorizing tickets in certain product type (hardware/software), action type (installation,
commissioning, usage, etc.) and feature (apiary overview, hive inspection, etc.) categories,
frequent arising problems and issues can be identified.

Some gquestions may be outside of the scope of the helpdesk. In WP1 Tier 1, we can allow
guestions on the BEEP platform, beekeeping and protocols for measurement. For Tier 2 and
3, questions from participating beekeepers will regarding the protocols are in scope but
general beekeeping questions are out of scope.

By regularly analysing the amount of tickets in each category, the BEEP system can be
structurally improved, resulting in a better user experience and in fewer data mining errors.
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3. Implementation

The helpdesk will be occupied by multiple agents during the usage phase of Tier 1, 2 and 3 in
work package 1 of the B-GOOD project. Hereby the schedule for Tier 1. This implementation
will ensure a response within half a day and it is fitted to the (part-time) working schedule of
the people involved.

Day:

By:

Monday

Tuesday

Wednesday

Thursday

Friday

April van
Delden

(BEEP)

First
general

line

First
general

line

Marten
Schoonman
(BEEP)

First line

general

Stephan
Peterse
(BEEP)

First
general/
Second
hw

line

line

First
general/
Second
hw

line

line

Sijmen
Janssen
(BEEP)

Second
hw

line

Second line hw

Pim
Gennip
(BEEP)

van

Second
SW

line

Second
SW

line

Second
sSwW

line

Second line sw

Second
hw/sw

line

Zeynep
Ulgezen
(WR)

Second
apiary

line

Second line

apiary

Second
apiary

line

Coby van
Dooremalen
(WR)

Second
apiary

line

Second
apiary

line

Table 1: First and second line support division of tasks. Legend: sw = BEEP software;
guestions, issues and feedback on the use of the software. hw = BEEP hardware, BEEP
base honey bee hive measurement questions. apiary = apiary setup (tier 1), beekeeping (tier
1) and protocol (tier 1, 2, and 3) related questions in work package 1.
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