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Data about helpdesk workload and cost seems to be rather unreliable 

ÅGartner Group: 20$ each call for password reset

ÅPriceWaterhouseCoopers: 40% of all helpdesk calls are password related. Password handling costs 

210$ per user and year

ÅDerek Brink (RSA): Claimed 30-50% of all helpdesk calls password-related. 80$ per helpdeskcall.

ÅCompaq: 30% of all helpdesk calls are password related. 35-75$ per call.

ÅMorgan Keegan & Co.:  25-35% of helpdesk calls password related. 100-200$ per user and year.

ÅForrester Research: 80% of helpdeskcallsarepassword-related. 

Single sign-on systemscouldenablea companyto reduceits helpdeskby 40% savingsof nearly$4.4 

million for companywith 20'000 users.

ÅBurton Group (Enterprise Single Sign-On: Access Gateway to Applications,ñ Phil Schacter, 22 

September 2005: Eachcall to an IT-helpdeskcostsbetween$25 and $50, and typically 35% to 50% 

of helpdeskcallsin an organizationarepasswordrelated.

ÅIT_Sec: Mit der Einführung von iT_SEC_signonreduzierten sich die passwort-basierten Helpdesk-

Callssignifikant ïvon 8ô600 Passwort bezogenen auf 750 PIN bezogene Helpdesk-Callsper 10ô000 

Mitarbeiter pro Monat. >>> Das würde aber bedeuten, dass 86% der Mitarbeiter einmal pro Monat 

den Helpdesk anrufen wegen Passwort-Problemen, was eher unwahrscheinlich ist!

ÅAnalyses have shown that 30% of calls to a Help desk concern a loss of identifier or a password 

problem.



5

ÅSingle sign-on (SSO)is a specialized form of authentication that enables a 

user to authenticate once and gain access to the resources of multiple software 

systems.

ÅEnterprise Reduced Sign-On consolidates the multiple sign-ons required by 

individual applications to reduce employees' password and user ID 

combinations. The term enterprise reduced sign-on (ESSO)is preferred by 

some authors because they believe single sign-on to be a misnomer: "no one 

can achieve it without an homogeneous IT infrastructure. 

ÅWeb single sign-on (WSSO),also called Web access management (Web-

AM), works strictly with applications and resources accessed with a web 

browser. Access to web resources is intercepted, either using a web proxy 

server or by installing a component on each targeted web server. 

Unauthenticated users who attempt to access a resource are diverted to an 

authentication service, and returned only after a successful sign-on. Cookies 

are most often used to track user authentication state, and the Web-SSO 

infrastructure extracts user identification information from these cookies, 

passing it into each web resource.

ÅThe term reduced single sign-on (RSO)is sometimes used for single sign-on 

solutions based on passwords because passwords provide the least secure 

authentication mechanism.


