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Delighting ODH Help Desk Customers
Lawissa Tidrick, Ohio Department of Health

DEFINE

Problem: Through collection of Voice of the Customer data, it has been determined that the ODH Help Desk is not
meeting timeliness and quality goals to the satisfaction of the customer. Dissatisfaction rating was as high as 45% on a
specific Help Desk Function. A team of employees and customers will utilize Lean Ohio tools to lean up the Help Desk
processes, set goals for improving customer satisfaction ratings, measure and monitor improvements implemented.

Project Scope: From when the customer issue is reported Goal Statement: Increase customer satisfaction by 20%
to the Help Desk until the customer’s issue is resolved to Meet Service Level Agreement standards on issue

their satisfaction resolution time and call hold times.

Intangible Benefits: Improved communications within Tangible Benefits: Reduction in Help Desk Call hold

ODH regarding the Help Desk process. Transparency of times. Reduction in time taken to resolve Help Desk

internal processes and timeframes. Cross agency team issues. Reliable and consistent measurement of Help Desk

members working together to a common goal. activity to determine appropriate staffing levels needed
to meet customer requirements

Team Members Project Sponsors

Ron Ferencz — Help Desk Manager Sponsor: Nathan Huskey

Steve Darling — Data base/Network Team Leader: Ron Ferencz

Jim Gallant — Application Support Lean Ohio Mentor: Marina King

Erika Sowry — Service Now; Lean Ohio Camo Belt Ohio Department of Taxation

Kim Sander — District Office

Sara Summers — Help Desk

Ron Karn — Help Desk

Anna Starr — Program Customer
Susan Weisheimer — Finance

Keith Weaver — Program Customer
Josh Spengler — HR

Nydia Luckage — WIC Help Desk
Devon Priddle — VS Help Desk

Kevin Palicki — Lean Ohio Green Belt
Josh Wiethe — Asset Management SME

MEASURE

Metrics Analyzed: Ticket Resolution time by category; Call wait times; Customer satisfaction survey
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Q5 When you call the OMIS HelpDesk, are
you generally able to speak to a LIVE
person in a reasonable amount of time?
NOTE: if you have not called the OMIS
HelpDesk, please select 'Not Applicable'.

Answered: 200 Skipped: 83

Yes
- —
-
Not Applicable I
0% 0% 20% 0% 40%  50%  60%  TO0%

80% S 100%

Data Collection Plan

Data Source/ | How will Who will ‘When will
Location data be collect data data be
collected Collected

Tickets Helpstar Electronic  Ron
Closed Ticketing Ferencz
System
Customer Web Survey Ron
Survey Monkey Ferencz
Tickets Service Electronic  Ron
Opened Now Ferencz
with OIT  Ticketing
Phone Call CBTS Electronic  Ron
Hold Phone Ferencz
Times System

Samplesize | How will
data be
used?

1 year Process in
control?

Measure for
improvement
Confirm what
the customer
wants from
us

Weekly

Annual 1 year

Process in
control?
Measure for
improvement

Weekly 1 year

Process in
control?
Measure for
improvement

Weekly 1 year

ANALYZE

Analysis Tools Used: SIPOC, Normality and Hypothesis Testing; Histogram, Box Plot, Dot Plot and Scatter Diagrams.
Process Mapping, Affinity Diagram, Brainstorming, Impact/Control Matrix, List Reduction

Delighting ODH Help Desk Customers

High Level
lssue
Identified

CUSTOMERS
~OMis Staff :mt “Ticket Resolution -O0H employees.
oI -Equipment ~City/County Health
HR “Networking ISP -Decisions “Hospitals
endors ~Hardware/software Acvess .

“Finance ~Mobile/desktop to complete

WIC/VSIOHAL Prnters

~Customers ~HelpStar -Beginfend -External faciities

CBTS{Veriton/ATAT, ~Service Now -Barklog Statf on the road

Time Warner ~Absolute software

-Management ~Purchase Order ~Completion Date renewals
“Customer satisastion “WIC Clinics

“Legal ~Rouling tickets ~System that warks ~Contractors

complaints ~Agency productivity errors care failties

~Agency mees goals:

Process of
Opening
Ticket

Tech
Resolves or
Escalates
Ticket

Communicate
to Customer
Issue is Fived

Work the
Ticket

Triage
Ticket

Help Desk General Ticket Process

Issue Resolved
‘to Customer
Satisfaction

Onboarding & Equipment

Hardware/Computer Tickets Days Open 2015

Anderson-Darling Normality Test

A-Squared 57.71

P-Value <0.005

Mean 26.929

StDev 51.019

Variance 2602.978

Skewness 3.4602

Kurtosis 16.0305

N 365

Minimum 1.000

1st Quartile 2.000

Median 6.000

3rd Quartile 25.000

i 441.000

95% Confidence Interval for Mean
s —
0 80 160 240 330 400 21.677 32.180
95% Confidence Interval for Median
5.000 8.000
[ —comonx sex xex ¢ * * 95% Confidence Interval for StDev

47.567 55.016

95% Confidence Intervals

Mean

Median

30 35

IMPACT CONTROL MATRIX
Delighting ODH Help Desk Customers

L Notfioston to employees of agency wide issuss.
2. Cloarly g8fine ticket process.

a
7
s
s
7

1 Consistently open ticket for customer when they callin. Consistently use tablet
when out with customers to capture requests that are not aiready in Helpstar

2. Some type of dashboard that customer can 560 where ticket s at

3. Prioritize tiokst before assign

4. Limit what the one phone tech willrescive.

5. Use remots tools more effectively.

6. Broadcast message/alert.

7. Message for when waiting. Options 1, 2. 3. Message on the hold time voics
message system that tells the how/where 0 §0 to resclve certain issuss.

8. Service level agreements for Helpdesk work, L. timeframes (place In Servioe
Now).

El "Service now* will allow back and forth communication

Process and o3
VD! (Virtus! Deskiop Identiter) sofuton

with customer
10 "Service now" raining for OO staff
11 Offer seif heip on ODHNeL Self senvice capabillty: post ODHNet redefine ODHNet
50 It's useful.

12 Expectation when Lo roll new hardware out. Setting up PC tme frame.
13 FAQ'S let

14 New hire - 0nboarding - everything in one place (workliow)
15 Utilize metrics to demonstrate staffing needs. Customer service survey

HIGH IMPACT/LOW CONTROL.

HIGH IMPACT/HIGH CONTROL

1 Does ODH ever push back with OIT 0n their delays? If not, couks we?
2 Designation of a liaison person in a program to funnel issues

3 Smart phone utiization of 1POrting problems - phone app? (texting of emall to
helpdesk)

4. More staff 10 cover full 835 time on Helpdesk
5. Daily Helpdesk staff and

to quickly review daily

1
2. Closure never ocour
and customer.

3. Full investigation prior to reimage.

4. Tablet drop off Iocaticn. Process (time, area)
5. Determine who takes responsbilty for resalving issues when a ticket Is moved
from the Help Desk ques to anather OMIS que.

6. Helpdesk to act as an *Interpreter” for the cusiomer when desoribing highty

LOW IMPACT/LOW CONTROL

LOW IMPACT/HIGH CONTROL.

IMPROVE

Measurement Process: Future Process Map, Summary Scorecard, Implementation Plan, Communication Plan,
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Future State

Delighting ODH IT Help Desic Ct P — -

Measure Current Level

Process Steps 80 49 40%
Decision Points 13 6 54%
It B Handoffs 34 13 62%
H 5’ SIS
e =@ — = —— =
i == — Loopbacks 10 5 70%
Praoject Schedule
smﬂ [-uma. |'n| T ‘munu ru- |—|mn rmm T FRWer Compats Title Audience Media
T x art Do 1t Tasking - Feroncs 5 days #8116 Tha 3/31/16 ™
Fl & Tabiets for Melpdesk Staff 21days i 41116 i YX1E Ron Ferencr 200%
3 ’ - Clean knage on computers asigned/reassgned M days Tue W/1/16 Tha 4/31/16 Ron Ferencs n%
T * Vil ek sechricars open kst when away Fromdesk  7days  Ter¥AAS  Wed VENIE  hon Ference o0 Project status Implementation Meeting &  Lawissa Weekly
g o+ Ousiook meeting invite for equipment roll-out 1day Te /116 Tued16  RonFerenc 100% update Workgroup dashhoard Tidrick
= W + Accessible list of programs and phone numbers for HO staff 14 days Tue 3/1/26 Fnaane Ron Ferencs 100% prUI’t
£l - New Hire ORBoarding Improvements - Valentine, Sowry 45 days. Tue 3/1/26 Sun 5/2/16 Lo
[ - g Hew Hire Orientation improwerment docume: nitation nd Tue 3/1/16 The 3731716 Erika Sowry, Ron 100 . . . .
- - Farenca Project status Lean Ohio Project Dashboard  Lawissa Monthly then
T ¢ + Pusiinh Dnboarding workfow document 45 days Tee J1/16  SanS/U16 lennifer Valentine ™~ L
e g T . = ———— = update Workgroup Report Tidrick at year end
- Software Installation and System Rights Changes - Valentine, 13) days. Tue 31726 Tha 9/1/16 L3 . . 0 . .
"  arencs ' - Lean Ohio Lean Ohio LeanOhio  Lawissa End of Project
12 ’ - Pre-apgraval fram data stewards by specfic PON tied to &7 days. Tue W/1/16 Wed 671716 Jennifer L. . .
1z ' + :;f;.:‘:r:mﬂmuedmnmawW 133 days Tue 3/1/16 Thu 971/16 ;‘:;’w‘:" e .1 Scurecard Report TIdrICk RBSUItS
COAL systems |dapandent wpon T salutian) Walontine Susan.
™ o S gt Feie Ve T g e w5 Help Desk ODH Staff updates on Emailand BB Ron Ferencz  As needed
[C3 YA S identify CBTS changes to menu ogtions and messaging for % days Mon 216116 Tho 22516 RonFerencsLswisss 200% .
Tidrick Judy Wade Updates changes in process, etc. Board
% ¥ & Trasming and implememation of Phone Changes 34 dayx Tee ¥/1/16 Fri&/15/16 Ron Ferencs L. ODH Quali.tv ODH management and ODH QI LaWiSSﬂ End Uf Pruject
7 ' g Demonstrate Utilization of Phone Metrics to analyze 34 days. Tue 3/1/16 Fi&/15/16 Ron Ferenct " . .
= e — I i - - Improvement staff Report Tidrick Results
w V& Review draft SLA timeframes with workgrous for timeframe 12 davs Tee 3/1/16 Wed JI6/16 Mate Huskey Wo%. Cummittee
£l ' * Publizh final SLA documents to OOK and share with Service 34 days Tue 3/1/16 Fri&/15/16 Nate Muskey

CONTROL

Control Measurement Process: Phone Call Hold Times, Ticket Resolution Times, Customer Satisfaction Rating,
Service Level Agreements

Control Plan

Process Target Process What To Frequency/ | Action if off
Metric Owner check Time Target
Phone Call Hold ~ Meet 5LA Ron Ferencz CBTS Call Weekly Review if SLA
Times Reqguirements Reports needs
adjustment or
staffing levels
Ticket Meet SLA Ron Ferencz Service Now Weekly Review if SLA
Resolution Reguirements Ticket Reports needs
Times adjustment or
staffing levels
Customer Increase Ren Ferencz Survey Monkey 6 Months after  Review if SLA
Satisfaction satisfaction by implementation needs
Survey 20% in of all solutions  adjustment or
identified and yearly staffing levels
categories thereafter
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