
University Closes Information Gap 
with Magic Service Desk Suite
Liverpool John Moores University (LJMU) has a

burgeoning reputation for developing programmes

geared to the needs of the business world—from

forensic science to computer games technology

and broadcast engineering—designed to equip

students with the full set of knowledge and skills 

for their own professional environment. It is this

attention to detail in its course development that

leads to more than 90% of its students acquiring

graduate jobs or going on to further programmes

of study within six months of graduation.

LJMU is also one of the top 10 universities in 

the country to be actively engaged in the formation

and development of fledgling student companies.

In the last two years alone, it has provided business

support and financial assistance to 25 business

start-ups in life sciences, new media and business

consultancy. 

Controlling Incident and Problem Management 

There has been a strong and ever-increasing asso-

ciation between LJMU and the deployment of

leading-edge technology as the university stepped

up the alignment of its IT systems with the needs

of the business. Critical to that process has been

the university’s deepening commitment to Magic

IT Service Support for the Mid-sized Business, 

a Remedy® IT Service Management solution from

BMC Software. LJMU originally implemented

Magic in 1998, when the university moved from 

a number of disparate and inflexible information

systems to a single solution.

“The systems in use at the time did the basic job

when it came to logging hardware and software

issues, but were not really sophisticated, or flexible

enough,” recalls Julie Wynne, senior computing

officer, LJMU. “Users' hardware issues were being

logged as software problems and vice versa, and

there was no link between the systems to move

the information between them. Data was either

being lost or duplicated all the time, and users

were frustrated with the delays. We recognised it

was time to change the way we were operating.”

Magic was singled out as the solution of choice

and implemented. “It had great flexibility,” says

Julie Wynne. “You could customise both the front

end and back end, and it was far and away the

easiest solution to work with from those we

evaluated. “Customising Magic is incredibly simple

to do and, in my opinion, it has improved the

service we offer to our users at least tenfold.”

The university used SupportMagic for Windows v4.0

initially to help create the structure it was looking for.

They upgraded to the Magic Service Desk Suite to

take advantage of the browser-based interface and

the workflow management offered by the business

rules engine. Now all calls—hardware and software

related—are handled from within a single relational

database. Operations staff on the core help desk are

tasked with everything from dealing with telephone

call incident logging to incident screening from

email, as well as routing incidents to the user

support group or specialist teams. With the Magic

Service Desk Suite, the staff achieves a 95% FCR

(first-call resolution) on average. Second-line

resolution is provided by the user support group,

which can also refer calls to one of a series of

specialist teams.
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Key Benefits

> Provides easy-to-use, browser-based

technology

> Spares matched against incidents

for cost recovery

> 95% first-call Resolution (FCR)

achieved

> Reduced call volume by 44% and

lowered cost of support by £22K

($40K) p.a.

> Prevented budgetary losses by

automating inventory controls

Business Profile: Liverpool John Moores

University is a city-based university, with

more than 27,000 students studying 

200-plus courses at undergraduate and

postgraduate levels. New advances in

digital technology and science have

placed the university right at the

forefront of exciting developments in

areas such as multimedia and space

exploration.

Geography: 

> United Kingdom

BMC Software Solutions

> Magic Service Desk Suite

> Magic Change Management

> Magic Client Services

Alliance Partner: 

> Ibertek

“Customising Magic is incredibly simple

to do and, in my opinion, it has

improved the service we offer to our

users at least tenfold.”

Julie Wynne
Senior Computing Officer
Liverpool John Moores University
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