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Overview 

üHow often do your site personnel seek support services on 

OC-RDC 4.5.3 vs. Other EDC applications?  

üHow does support service on Other EDC apps differ from 

OCRDC 4.5.3?  

o Why site personnel require support assistance? 

o Dealing with application adoption 

o Why support differs from region to region   

o Providing the most optimal support environment for users 
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EDC Application Support Challenges 
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üTechnological (Availability, User Acceptance, Cost) 

o Underdeveloped technology infrastructure  

o High laptop and internet provisioning rates 

o Virtual / Physical security of any required hardware 

o Very expensive connectivity solutions in certain regions of the world  

 

üSite Training / Cultural Differences 

o Training staff in multiple functions and regions to effectively execute EDC studies  

o Maintaining momentum through the long process of EDC adoption 

 

üRegional Logistics 

o Native language technical/ procedural support for EDC application  

o Provisioning logistics (import/export laws) due to country regulations  

o Abundance of paperwork due to country regulation for importing and exporting goods 

 

 

 

 



Multiple factors in Global EDC Support 

Why is user support important to the overall RDC eco system? 

o  Quick start up of site 

o  User adoption of EDC 

o  Timely data capture 

o Meet legal requirements 

o  Rapid site closeout 

o  Help Investigators utilize technology effectively 

o  Prevent new technology from becoming a burden 

 

 

Note: Site start up activities can generate up to 5 ï 9 inquiries per site in the first 30days 

 

 ** In a recent survey conducted by eClinical Forum, respondents identified              

help desk support as one of the most important factors that would increase 

user satisfaction with EDC **  
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Important Factors to increase User Adoption 

1.  Get top-level support (most senior position)  

2.  Start small ï work with senior staff to setup pilot  

3.  Be fanatical about internal PR and communication.   

4.  Focus on the business process.   

5.  Create balanced approach to knowledge delivery (web, face to face, etc.) 

6.  Get users and business owners involved.   

7.  Leverage collaboration tools.   

8.  Training is more than just a class 

9. Post training support    

 

 

Note: 76% of learning occurs outside of training  
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Key elements of an effective support environment  

ü Identify a solid support structure 

o Provide sites with a single point of contact  

o Identify power users amongst monitors ï (solid system knowledge)  

ü Consistent sponsor communication to user community 

o Change Management  

o System Fixes  

o Proactive system outage/down time notification 

o Feedback mechanism (customerôs voice) 

ü Hours of support & Language coverage  

o Support during local countryôs production hours in native languages  

o Align helpdesk support to when sites are doing data entry 

o Data entry for most sites in Japan happens after normal business hours ~4pm-8pm JST  

o ñSpanish support doesnôt end with Spainò (South America is sometimes forgotten)  

ü Minimize the need to escalate issues   

o Provide front line support team with the necessary tools to resolve as many cases on the 

first interaction with the customer (FCR ï first call resolution)   
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Different regions seek support differently 
Case per site Ratio (based on monthly average)  

North America : 

OCRDC 4.5.3: 0.40  

Other EDC Apps: 0.55  

 

 

 

 

 

 

 

 

 

South America 

OCRDC 4.5.3: 0.19  

Other EDC Apps: 0.29  

EMEA 

OCRDC 4.5.3: 0.38  

Other EDC Apps: 0.40  

APAC 

OCRDC 4.5.3: 0.28  

Other EDC Apps: 0.32  
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Post implementation of C3i native Asian language Support   

OCRDC 4.5.3 = 0.50  
 

Post expansion of Spanish language support with C3i  

OCRDC 4.5.3 = 0.38 
 

The benefits of a multi-lingual helpdesk  

 ñMultilingual call centers are essential to 

ensure the coherence and smooth function 

of the RDC solution on global a scaleò 
 



C3iôs customers profiled for benchmarking  

» Global Pharmaceutical company  

· RDC Onsite 4.5.3 

· 500+ Supported Studies 

· 45,000+ Supported Sites 

· 90,000+ Supported Users 

» Global Biopharmaceutical Company  

· RDC Onsite 4.5.3 

· 250+ Supported Studies 

· 6,000+ Supported Sites 

· ~18,000+ Supported Users 

» Global Pharmaceutical company  

· RDC Onsite 4.5.3 

· 10 Supported Studies 

· 1,500 Supported Sites 

· ~4,500 Supported Users 
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» Global Pharmaceutical company  

· Other EDC App 

· 500+ Supported Studies 

· 20,000 + Supported Sites 

· 50,000+ Supported Users 

» Global Pharmaceutical company  

· Proprietary EDC App 

· ~100+ Supported Studies 

· 5,000+ Supported Sites 

· 15,000+ Supported Users 

» Global CRO  

· Other EDC App 

· 30+ Supported Studies 

· 600+ Supported Sites 

· 2,000+ Supported Users 

Clients on OCRDC 4.5.3  Clients on Other EDC Apps  
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RDC vs. Other EDC apps.  
Impact to Support Services 
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o Hardware procurement cost (avg $500 per unit) =  ~ $100K (6months) / $200k annually 

o ISP Cost (avg $125 per month) = ~ $5k savings per month / $60k annually 

o Shipping Cost (avg $300 per unit) = ~ $9k savings per month / $108k annually 
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OCRDC vs. Other EDC Apps. 
Impact to End User Community   
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o 81% of the volume of OCRDC focused on site userôs task  

o  ONLY 30% of the volume for Other EDC Apps focused on site userôs task 
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