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The Challenge
About a year and a half ago, Colorado State University-Global Campus (CSU-Global) 

began the process of switching its learning management system (LMS) to Schoology. 

According to Miranda Regnitz, the associate director of operations at CSU-Global, 

students were struggling with the former LMS.

CSU-Global, the first independent 100 percent online state university in the United 

States, offers career-relevant undergraduate and graduate degree programs for adult 

learners. In order to provide a flexible education to meet its learners’ needs, the 

university offers accelerated eight-week courses that start every month year-round.

The university did not want students to have to switch to a different LMS in the middle 

of a course. So it faced the challenge of running two LMSs simultaneously—and 

providing help desk services for both systems—for approximately six months.

24/7 help desk services 
support adult learners during 
a technology migration
Colorado State University-Global Campus



A 24/7 Solution
Since 2010, Pearson’s Help Desk Services has been providing 

24/7 support for CSU-Global’s students and faculty. In 2015, the 

number one reason that students contacted the help desk was 

to resolve login problems to the portal. The top three reasons 

for requesting help with Schoology concerned assessments, 

course content, and the discussion board.

Students can reach out to the help desk via email, phone, and 

chat. Having multiple ways to request help around the clock is 

a crucial feature of the help desk services, according to Krista 

Parker, a recent supervisor for learning management systems 

at CSU-Global. “Accessibility is really, really important for our 

students, since we are 24/7 and we have students all around  

the globe,” she explained. 

CSU-Global relied on the help desk’s accessibility, as well as the 

team’s dedication to supporting students, during the transition 

to Schoology. The transition process began in the summer of 

2014, and by December 2014, the new LMS was up and  

running. The help desk continued to support the previous  

LMS, in addition to Schoology, through May 2015.

The Pearson team worked directly with Schoology to get training 

on the LMS. It also helped CSU-Global develop materials about 

Schoology for the help desk agents. The help desk team “was 

willing to jump on in and learn and work with us as we were 

learning,” remarked Parker. The team members’ willingness “to 

learn how they could better support us as we were supporting 

students really took the load off those of us who were involved  

in the migration.”

Regnitz said of the transition: “Our students really didn’t  

know that there was any difference at all, and I think that 

speaks volumes. Pearson was able to help the students make 

the transition, which largely alleviated any of the anticipated 

concerns we thought might be coming in launching a  

new system.”

“Being able to partner with them and knowing that they had our 

students’ backs throughout the transition—that was huge for 

us,” Regnitz said. “We did not have to go out and hire a bunch of 

additional tech support to help with the transition. We were able 

to rely on the team that we already had in place.”
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City/State 

Greenwood Village, Colorado 

Institution Type

Public online university 

Enrollment 

• 15,000 active students

• 40% first-generation  
college students

• 24% students from  
underserved populations

• 16% active military, veterans,  
and their dependents

Ethnicity

72% White

10% Hispanic/Latino

7% Black/African American

3% Asian

8% Other

PROFILE



95.69% 92.26% 93.74% 93.35%

93.76%
Simple Average

During other transitions, such as the switch to a new web 

conferencing tool this past winter, the help desk team displayed  

the same eagerness to partner fully with the university, noted Parker. 

The team continually asked, “How can we help?” Parker stressed the 

importance of open communication and of providing information to 

each other in making any technology transition successful.

The Results
“We used to get a lot more escalations. And now, we don’t get quite 

as many,” Parker noted. 

After the migration, Parker made sure she provided information to 

the help desk so it could handle issues rather than escalating them. 

For example, she reviewed the toolkit the agents use to make sure it 

included appropriate information. 

The decrease in escalations helped free up her time. “I was able to 

focus on ways that I could improve the system or new tools that I 

could put in the system rather than working through ten escalated 

tickets in the morning—all of which were going to take an hour to 

resolve,” she explained.

On surveys, students and instructors have rated the help desk 

services highly. The simple average of the overall quality ratings for 

the period from July 2012 through February 2016 was 93.76 percent, 

with 75 percent or higher representing good and 100 percent 

representing excellent (see Figure 1).
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FIGURE 1

“

“We have an actual 

partnership with 

Pearson in terms 

of making things 

better for CSU-

Global users.

— Krista Parker, a Recent 
Supervisor, Learning Management 
Systems, CSU-Global

““Issues are always 

resolved quickly 

and with a high 

level of attention  

to details.

— CSU-Global Instructor,  
January 2016



To learn more about Pearson’s Help Desk Services,  
visit pearsoned.com/help-desk
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Responding to a survey in December 2015, one student said, “[The 

agent] was very helpful and prompt and even emailed my professors  

to explain the issue! I really appreciate the support!”

Another student summed up the help he received in this way: “Very 

pleasant/ knowledgeable support. Solved the problem and gave follow-

up advice. Great experience.”

“We’ve been very satisfied with what the help desk is able to provide 

for us and our students,” remarked Regnitz. Referring to the six-year 

partnership with Pearson, she said, “We’ve been happy, and we stayed.”

Learning 
makes
us Learning is a journey of discovery, challenge,  

and wonder. Along the way, we are transformed. 

““Great experience.  

I needed a right-now 

fix, and I got it.

— CSU-Global Student,  
January 2016

http://www.pearsoned.com/help-desk

