Customer
Special Olympics, Inc.

Business Challenge

= Deploy a service desk solution that
could centrally manage and track
requests

®  Implement solution that was
email-friendly

= Needed system that could be easily
managed by IT staff

Numara FootPrints Products

m  Numara™ FootPrints®

®  Numara FootPrints Dynamic SQL
Database Link

Business Applications
= |T Help Desk

= Event Management

= Legal Department

Key Features for Special
Olympics

= Email management

= Reporting Functionality

= Web-based architecture

Business Benefits

=  Significant time savings within all
departments

®m Increased agent and employee
productivity

Asia Partner: Inok Systems Pte Ltd

Numara Software’s FootPrints Enables Special Olympics to Keep Pace with Growth
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Special Olympics

With its global headquarters in Washington, DC, Special Olympics, Inc.
(www.specialolympics.org) is an international non-profit organization dedicated to
empowering individuals with intellectual disabilities to become physically fit, productive,
and respected members of society through sports training and competition. Special
Olympics offers children and adults year-round training and competition in 30 Olympic-type
summer and winter sports. Special Olympics currently has more than 200 programs serv-

ing 2.25 million-plus persons with intellectual disabilities in over 160 countries.

Today, Special Olympics is recognized as a leader in the field of intellectual disability. The
organization is a truly global movement, with more than 500,000 athletes in China, more
than 210,000 in India, almost 550,000 in the United States, more than 600 in Afghanistan
and 4,400 athletes in Rwanda.

|The Challenge

With its mission to provide year-round sports training and athletic competition to millions of

athletes, in addition to numerous events and conferences, Special Olympics has embraced
leading-edge technologies to manage its 150 employees worldwide. The non-profit
organization’s IT staff had configured Microsoft Outlook using the public folders feature to
track a range of different processes. This solution proved to be cumbersome,
producing many inefficiencies that hampered business operations. To keep pace with its
growing technical support needs, Special Olympics knew it needed to replace its existing
process with a centralized tracking system that would automate its service desk activities

and enable the IT staff to be more productive.
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Numara FootPrints at Special Olympics

|The Choice

Josh Crosby, IT Operations Director for Special Olympics, was tasked to lead the search for a service desk tool. “Among the many
solutions we evaluated, only one was a perfect fit for our company because of its email-based functionality and reporting features,” he
said. “Having run our operations via an email-based system, this product offered natural extension while giving us a centralized platform

to capture all IT-related activities.”

In the summer of 2005, Special Olympics selected Numara Software’s FootPrints — an award-winning, web-based service desk solution
that includes centralized issue tracking, self-service online, knowledge management, email management, and comprehensive reporting
functionality. Used by nearly 2,500 organizations worldwide, Numara FootPrints lets small- to mid-sized enterprises automate their help

desk and customer support operations, as well as other business-critical processes.

Special Olympics seamlessly deployed Numara FootPrints on the organization’s Windows 2003 and SQL Server 2000
platforms. “Our web developer had absolutely no issues installing FootPrints and | was able to quickly create the initial
service desk project, as well as a few others,” Crosby noted. “We were up and running in less than a day — it was truly a

simple process for our staff to deploy.”

|The Solution

Supporting the organization’s employees, Numara FootPrints is primarily used to track and manage all IT-related support issues, such

as software applications and network problems. In addition to phone and drop-bys, employees and volunteers can now submit requests
via email and the Internet, making it even easier and faster to process technical issues. Leveraging the system’s multi-project capabili-
ties, Special Olympics has expanded Numara FootPrints to support other departments and their respective business processes. Special

Olympics currently maintains six active projects within Numara FootPrints for its IT help desk as well other operating departments.

“For the other departments, they are using Numara FootPrints as a comprehensive task management system that allows
users to login and check the status on projects, activities, etc., all via the web-based system, regardless of their location,”
Crosby said. “With a global operation that supports many different events, users all over the world can access the system
and update the activities they are working on. Essentially, Numara FootPrints allows our team to improve inter-agent

collaboration and task management processes.”

“Among the many solutions we evaluated, only one was a perfect fit for our company because of its email-based

functionality and reporting features. Having run our operations via an email-based system, this product offered

natural extension while giving us a centralized platform to capture all IT-related activities.”

— Josh Crosby, IT Operations Director for Special Olympics










