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How Did We Get Here?

« Through collection of Voice of the Customer data, it was determined
that the ODH Help Desk is not meeting timeliness and quality goals
to the satisfaction of the customer, ODH employees.

 Dissatisfaction rating was as high as 45% on a specific Help Desk
Function.

* The business impact of this issue is productivity loss, opportunity
loss and increased cost. This impacts the amount of services we
can provide Ohio citizens.

« Ateam of employees and customers utilized Lean Ohio tools to lean
up the Help Desk processes, set goals for improving customer
satisfaction ratings, measure and monitor improvements
Implemented.
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I'cam Lead: Lawissa Tidrick

T'eam Champion/Sponsor: Nathan Huskey

Process Owner: Ron Ferencz

Team Members: TBD

Subject Matter Experts: Ron Karn, Patrick Watkins, Darryl Byers. Richard Schwab, Sara Summers, Anita Blount.

Ron Ferencz

Project Champion/Sponsor and Process Owner Sign-Off: 1 am committed to supporting this project and implementing th

53 >
Sponsor Signature: 4% — /{“L = T Llrs

Process Owner: (OLAL T~ i_\/"
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Event Scope

« What is the first step in the process?
o Our process begins with...Customer issue
IS reported to the Help Desk

 What is the final step in the process?
o Our process ends with...Customer’s issue is
resolved to their satisfaction

Customer Customer
Help Desk Satisfaction |

ISssue
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Process Improvement Goals

Reduce backlog |
& decrease
ticket resolution
time

Reduce
customer wait

time
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Project Deliverables

/

'SLA'documents |
4
Process

procedures [ ,
v

-utu rlgfétate
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Voice of the Employee

Mot managing the work or prioftizing. Need someona or the ticket management sysiem to
tniage tickats and assign priarity based on tha proglem. Mo direction on what should be 3

Ensure changes made to systems are completed propery and the environment s stable before
turning over to the helpdesk. |.e., recent print senver change. Rush through changes without
progery testing. Use HD stalf to 3ssist with testing 5o they become famillar wih the I5sues
and I1|:r|v.I tu resalve. Train all HD clafr on I1|:r-.I to nandln any sysiem changes.

Inconsistent handling of ter 1 & handied on front line phone call. Need a
tered suppoit d 525 on Intlal call

“—

1EN. Mo easy way for clstomers o

ariation
' 1S Evil

the customer to be aible to help themsslves on certaln




O\DH He

b

Ron Ferencz — Help Desk Manager Annm — Program Customer
Steve Darling — Network /Database Susan Weisheimer — Finance

Jim Gallant — Application Support Keith Weaver — Program Customer
Erika Sowry — Service Now Josh Spengler — HR

Kim Sander — District Office Nydia Luckage — WIC Help Desk
Sara Summers — Help Desk Devon Priddle — VS Help Desk

Ron Karn — Help Desk Kevin Palicki — Lean Ohio Green Belt
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Week 1

« Purpose and goals

« Scope of project

« Lean Ohio methodology discussion
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Delighting ODH Help Desk Customers

SUPPLIERS St OUTPUT CUSTOMERS
-OMIS Staff -Data -Ticket Resolution -0DH employees
-oIr -Request -Equipment -City/County Health
-HR -Networking ISP -Decisions -Hospitals
Vendors -Hardware/software -Access -

-Finance -Mobile/desktop -Estimated time to complete Coroners/Registrars

-WIC/VS/OHAL -Printers (communication) -Doctor’s office

-Customers -HelpStar -Begin/End -External facilities

-CBTS/Verizon/AT&T, -Service Now -Backlog -Staff on the road

Time Warner -Absolute software -Reports/Metrics -Radiological license

-Management -Purchase Order -Completion Date renewals

-Facility Management -Account creation services -Customer satisfaction -WIC Clinics

-Legal -Routing tickets -System that works -Contractors
-Phone/email/internet -Software/hardware -Nursing/health
complaints -Agency productivity errors care facilities

-Agency meets goals

Tech . :
Triage Work the e e o Communicate Issue Resolved
to Customer to Customer

Ticket Ticket Escla lates Issue is Fixed Satisfaction
Ticket

High Level Process of
Issue Opening
|dentified Ticket
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OMIS HelpDesk Survey

Q2 Overall, how satisfied are you as a
customer of the OMIS HelpDesk?

Answered: 211  Skipped: 87

0% 1% 2% 0% 40% 500 60% T0% a0r% % 100%

12.32% 26
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Baseline Data

04 Please rank the following HelpDesk
functions below based on how much
improvement you believe is needed.

(1=Needs Most Improvement...f=Needs

Least or No Improvement)

A nswered: ZO0 Skipped: B&

Parsonal
Compruier_
e Supgert _
MHatworkSarver
Issues
peskion fsues _
Sofware
Installatiocmns
Data Services
Reguest (SR
A pplication/Dew
& hes et
o 1 2 3 - 5 L= s a8 =] gl
1 2 3 4 & B i Toatal Baone
FPersonal Cormpubar Roll-oul 13.00% 10 S0 11.590% 1Z.50%: 11 .00% 17 _50% Z4 DO
268 21 23 25 22 35 48 200 =.54
Tiar 1 Support 2T .00% 17 _50% 13.590% B.00% 10.00% S_50% 16.50%
54 35 =7 12 20 19 33 200 451
FMebawork! Seraar [ssues 22.50% 26 00% 16.50% 1Z.50% 10.00% B _50% 4 0
4.5 52 33 25 20 17 a8 200 4. .97
Daskiop Issuwes 11.50% 18 _50% F1._50%: 17 . S50% 15.00% 1000 B0
23 37 43 =5 30 20 1Z 00 4 40
Software nshallaticns 0. 50% B8.50% 12.507%% 22.50% 25.50% 14.50% T
12 17 x5 45 51 29 14 200 3.83
Data Sarvicas Reguesl (SR ) Usability 10.50% 1000 13.590% 14 00 % 20.00% 23 50% B.50%.
21 20 27 28 40 %7 17 200 = g |
Eoyruls 1l Suppcri .00 9.00%: 11007 15.00% B.50% 16-50% E4.007%%
12 18 =22 =0 17 33 [ 3 200 &.04
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Baseline Data

05 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: B9

Yes

Sometimes

Hot Applicable I

0% 10°% 2% 3% 40% 0% 60% 0% it S 100%
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Baseline Data

Longest resalution tlime acceptable to you

Mot Sanme Haxi Less Approx.  Approx.  Approx. | Approx. | More Todtal
Applicable Business business tham 1 1 weaek 2-3 1 1-2 than 2
day day waek weeks month months  months

Personal Compuler Rol-oul 3. TI% T.80% 1.0 T.80% 13.46% 11.35% E51% 2.84% 1.42%
(&.g. awaiting delivery of a 56 11 10 11 18 16 12 4 2 141
nEsn Compuler)
Tier 1 Suppor (e.g. 4.95% T3.E2% 13.74% 3.85% 0.55% 0.00% D.D0% 0.55% 0.55%
password resals, Dullook B 133 Z3 T 1 ] o 1 1 182
emal problems, computer i
Trozan and needs unlocked,
Blc.)
Metwork!Sener lssuss{eg. 8.94% BT.25%: 13.45% 5.85% 1.T5% 117T% D00 0.00% 0.58%
Missing nabworkishared 1T 115 23 10 3 2 o 0 1 171
drives, Servers are down,
ele)
Deskiop [ssues (g.g. Unabls 24 84% 53.50% 16.80% 332T% 0.00% 0.00% D.D0% 0.65% 0.65%
Iy W compuler |[bue 36 a2 26 3 1] ] o 1 1 153
screan); BitLocker emors,
cormecling to printer, elc.)
Soflware installations (.9, 33T B 11.68°% 24.03% 14.84% 5.18% 1.30°%: 0.00% 0.65%
requesiing a new varsion af 52 13 18 ar 23 B 2z i 1 154
a comnpular application, atc.)
Dala Servicas Feques 42 28% B.05% B.TE% 22 82% 14.7M% 201% 000 0.00% 1.34%
(DER) Usability(e.g. 63 12 13 3 ) 3 (/] o 2 148
onboarding new staff,
requesting nelwork access,
einployes moves, &lc)
ApplicaionDevelopmeant 31.58% 21.05%: 17.76% 14.4T% B.55% 3.28% DLEEYW 0.66% 1.8T%
Suppon (e.g- 4B 32 7 22 13 5 1 1 3 162
Iroublashoaling an ODH
program applcation emor,
Blc.)
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Data Collection Plan

Data Source/ | How will Who will When will Sample size How will
Location data be collect data data be data be
collected Collected used?
Tickets Helpstar Electronic Ron Weekly 1 year Process in
a o 2
Closed Ticketing Ferencz control?
Measure for
System improvement
Customer Web Survey Ron Annual 1 year Confirm what
Survey Monkey  Ferencz the customer
wants from
us
Tickets Service Electronic Ron Weekly 1 year Process in
R
Opened  Now Ferencz control:

. . . Measure for
with OIT Ticketing improvement
Phone Call CBTS Electronic Ron Weekly 1 year Process in

R
Hold Phone Ferencz control?

. Measure for

Times System improvement
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Hardware/Computer Tickets Days Open 2015

Anderson-Darling Normality Test
A-Squared 57.71
P-Value <0.005

Mean 26.929
StDev 51.019

If the p is low
the HO must

Histogram

gO | 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
Maximum 441.000

95% Confidence Interval for Mean

160 240 320 400 21.677 32.180

95% Confidence Interval for Median
Box Plot 5.000 8.000

-7%%%@%%%%@Hé e Fex - ~ 95% Confidence Interval for StDev
47.567 55.016

95% Confidence Intervals

Mean - } ® }

Median | }—o—{
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Dotplot of Days Open

[ ] [ N [ ] [ J

o 6 06 06 06 0 O ‘ e 6 0 o ‘ o o ‘ [ J ‘ ‘ ‘ o

60 120 180 240 300 360 420
Days Open

O 000000000000 0000000000000000000000000000

Each symbol represents up to 4 observations.
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Percent

Hardware/Computer Tickets Days Open

Normal
99.9

. Mean 26.93

L4 StDev 51.02
99 f N 365

AD 57.706

95 O" P-Value <0.005

-200 -100 0 100 200 300 400 500
Days Open
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One Sample T: Ticket Days Open
e Testof mu=5vsnot=5

Sign test of mean = 5versusnot=5

Ave Call 26.93 51.02 2.6 (21.68, 8.2 0.000
Length 32.18)
P=.0000

The p is low...so the means are NOT equal and there is a
statistical difference.
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Boxplot of Days Open

(with Ho and 95% t-confidence interval for the mean)

X
D
Ho
0 100 200 300 400 500
Days Open
Histogram of Days Open
(with Ho and 95% t-confidence interval for the mean)
250 |
200
150
>
(9)
(=
g
o 100
g
[T
50
0 -
0 60 120 180 240 300 360 420
Days Open
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Hypothesis Testing
S twethessTestingForm

What isthe Y?  Time to complete What Type of Data? Continuous - Ratio

ticket
Is my data Stable? NO
What type of tool would you use? Normality Test
Is my data Normal? (Outliers?) Data Not Normal; There are Outliers
Comparing Median or Means? Mean — 26.929; Median - 6
Ho: (=) Data = normal
Ha: Data # Normal (non-normal)
P value: (0.05) .005
Interpret results: Data is not normal
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Week 2

« Current state process mapping

« Waste identification o
Value added discussion il

lean.ohio.gov



Current State

INPUT_[Process [OutPut | lushme
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Delighting ODH Help Desk Customers Lean Project — Current State General Process Page 1

E E :':::.—Dﬂ—h-rm:r-h

= Value

%; Added
2

e

(=]

H
&
g; ] = * ofuckstpwa) |
= R LT ] |BADLDGT)
I
; T
5 |
= i Cartace Tiar 1. Prowide Dhrecsion o
-proien CFUmenitor 3
!.1: . ﬂ.l:nl,:u w Tt
-tirang spcaar i Lo
] == TIM U WOOD
i AT, AR SHAT, Fimtweei)
! D4, mir.
l_ Fmche -
&
=k PRI
E LD that requinem. AgpTTae O derry Fwworh or messors| o |
& ot apprTesl e clarify DA
# Uy Tt creatad
B
g p—
= A rowe o derr D58 spproel
o recume? aftactes o equet:
: -

SIMPLER.

FASTER. BETTER. LESS COSTLY.

lean.ohio.gov




LR . o [}

i i [ Fomziy bm crigiral Comamer corbac
dmctiar o eal™ p Hoket may oy Hisip Dk via sl
Help Cwnic F Sicioet In Mot gErerate s rew ficket, or pemaral

e remabves) Hoet enreset

‘ @

Rt painee

Program/

OMIS HD
Supenision

5 O

=] v

=

= - B e r—— Lipdws "W ik

5 T 5 Toch clonmn ikt orrmwichs  ———  wih " kst ———  Tach choen fickwt
] Pr— PE———

-

=

B

Tier 2 of IHelp Desk
Staff

Appraved
Py sta

Data Stoward

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov



Week 3

« Standard work and error proofing discussion

* Analysis

SIMPLER. FASTER.

BETTER. LESS COSTLY.

« Brainstorm improvement"activity

ety
Ab- v e ey
D\ “lafipn)

a5

27573 bkl ut fsar | s
Aty all

%S 711 ) Paarf 1o, a3

# Buckep flon 1 plo

3 Cach e, b g unk Quere

# R gcarivaly Tbar 06l of ally;
Wl Ahtan. pare

X Curore (5 cll s, i B

;w—-wmwwmq
I\ guest s bt MM«JWLZ’.()

FTe b b hosoncy H
=5y doa hnsths 1By

¥ St alle o b fee ¢ I,

3 Guied alls dopped

Glls
FTive Ly e ot ﬂ,r,«qﬂ)
e dity b ek b
opdafes s comnt syt To s
wKle b

o Syt allous closing Fiotets
oy Hhar Ehoudedge 08 custoner
Setshetin(Skas wetoes for
igsue. resolion)

0 Carsrtor o fn (G

st (LS P

g Proarchiation ef Hiedets 124
or issue pt peolved

g Sk Sermce apebidtes

St e (0 91 ettt
Remit x5 haie Winiral $1cked trondiy
[ Qante v prasved ot Bt Pyl g0
DR Cabimain o gk

s G R - Camasnicshn v ey o appm

Tepator
wg;:u-n‘h-n,.miku 1§ wnclur.

lean.ohio.gov



Standard Work

Employees were asked to draw a pig with a nose,
mouth, four legs, tall, nostrils, eye, body and two

ears....this is one of the results.
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What the Customer Expected

Discussions with customers and employees
Indicated we weren'’t processing work the same
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@ ‘ Ohio Delighting ODH Help Desk Customers Lean Project

Dapartmarnt of Health

POTENTIAL SOLUTIOMNS

Help ticket system allow submitters to check on status of their ticket. Dashboard for HelpStar [or Service Now) - easier access to
requests submitted. MNeed the ability to indicate what notifications the user will get from the system.

Message for when waiting. Options 1., 2., 3.....Message on the hold time voice message system that tells the how/where to go
to resolve certain issues. Dead transfer of OAKS password issues to QAKS. Utilize phone system better. Call center to LBTS to
make decisions. Helpdesk message - while on hold needs to have more knowledge to "options". Able to transfer call to OAKS.
Phone software change this winter 2016 should include improvements: option to OAKS HD, instructions to email Helpstar,
guidance on ODHnet, number of callers in queue. Options when calling in (password type, hardware, software, etc.); Make sure
these solutions are options within CBTS. Ability to create ticket in Service Now from speech to text.

Service level agreements s a better sense of when

eguipment will be installe time frame estimates sent

back to customer for Helpe on from tech for estimate.
Average time frame estim Week FO u r hed in Service Mow).

Investigate customer expe

Ask additicnal.ques.tiunst. o ReV|eW Current metFICS and . (i.e. screen sfjc:ts of er.rc:r,
what the user is trying to i VOICe O.I: the CUStOmer reSUItS in PC, plugged in). Provide

tips to customers over pha

QODHMet should have defi
the customers to indicate

etwork, desktop, etc. Allow

« Continue Brainstorming activity

Helpdesk staff to have a li
numbers. Investigate the

of programs and phone

Increase communication. "Service now" will allow back and forth communication with customer

"Service now" training for ODH staff

Helpdesk to act as an "interpreter” for the customer when describing highly technical info from communications are sent to the
customer

Closure of tickets should never occur without direct communication between tech and customer. Do not close tickets before
checking with customers to verify resolution. The ticket is closed by the tech once they feel the issues is resolved. In Service
Now, if no communication back from the customer within a certain time frame, the original ticket cannot be reopened.
Suggestion to add "response required” in the subject line to ensure people pay attention to this last communication.

» B A »
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IMPACT CONTROL MATRIX
Delighting ODH Help Desk Customers

r 7] 1. Consistently open ticket for customer when they call in. Consistently use tablet *
when out with customers to capture requests that are not already in Helpstar
2. Some type of dashboard that customer can see where ticket is at
3. Prioritize ticket before assign
4. Limit what the one phone tech will resolve.
5. Use remote tools more effectively.
6. Broadcast message/alert.
1. Notification to employees of agency wide issues 7. Message for when waiting. Options 1., 2., 3.,...Message on the hold time voice
g- (Etlearly deﬁ"‘: ﬁl‘_":zfp’m e i message system that tells the how/where to g0 to resolve certain issues.
4: lnaf:jr:rmss:a:-i &5 af;%g;x;?st:ﬁﬁg:gs mrsup(;ate zD <taft 8. Service level agreements for Helpdesk work, i.e. timeframes (place in Service
5. Knowledge base orIT library for common solutions for HD staff Now). s ; 5 e
6. Automate COAL Process and use that application to confirm access needed for onboarding 9. Increase communication. "Service now” will allow back and forth communication
7. VDI (Virtus| Desktop Identifier) solution. with customer
10. "Service now" training for ODH staff
11 Offer self help on ODHNet. Self service capability: post ODHNet redefine ODHNet
S0 it's useful.
12 Expectation when to roll new hardware out. Setting up PC time frame.
13. Welcome packet with FAQ's left at customer's workspace (new hires).
14. New hire - onboarding - everything in one place (workflow).
15. Utilize metrics to demonstrate staffing needs. Customer service survey
- 4 4
HIGH IMPACT/LOW CONTROL HIGH IMPACT/HIGH CONTROL
r T 1
1. Ask additional questions to assist with problem resolution.
1 Does ODH ever push back with OIT on their delays? If not, could we? 2. Closure of tickets should never occur without direct communication between tech
2. Designation of a liaison person in a program to funnel issues pna cusftomer.. : . :
T ¥ ¢ ; 3. Fullinvestigation prior to re-image.
3. Smart phone utilization of reporting problems - phone app? (texting or email to : 1
helpdesk) 4. Tablet firop off location. Prooe.e;s (time, area.) ‘ , .
: 5. Determine who takes responsbility for resolving issues when a ticket is moved
4. More staff to cover full 85 time on Helpdesk
= : . 1 ) from the Help Desk ques to another OMIS que.
5. Daily meeting/standup for Helpdesk staff and manager to quickly review daily 6. Helpdesk to act as an "interpreter® for the customer when describing highly
issueg/tickets AR i)
technical info from communications are sent to the customer
L Jd L J
LOW IMPACT/LOW CONTROL LOW IMPACT/HIGH CONTROL
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‘ Week Six

~* + Clean sheet redesign

lean.ohio.gov



Week Seven
* Future state ,ré’gess mapping
 Discussion and consensus

« Develop act@ register

lean.ohio.gov



Future State

ﬂ F)L"\F rdng
Ohiodarding and Equipment
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Future State

Delighting ODH IT Help Desk Customers Lean Project: Future State General Processing

B Sywam Caid
E Ermadl or Sutmt nstratiar wih
‘t;l.'- Hicket o iy Dk || eéabum g
g l Herge o trim
hoces e ot Pouewd
warvicn dnm Halp —p-
Dtk vrics raoge "::‘r
l J l W0 tickat will ba
Ir wmctigaan s
Tazh srewem calln Apwn rooming —
ﬂ-::l._q-l o ooy Routm Tcket e etoerer

%

3 !

-1 Lmrg czramat

5 oriwris

¥ Gn pryricaly sake
amu

YES
Fanchw mus
Irwmsdmtely
»
Submit emewed
Helzinw granting
aomm

Customer
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Summary Scorecard

Measure Current Level NEW
Process Steps 80 49 40%
Decision Points 13 6 54%
Handoffs 34 13 62%
Loopbacks 10 3 70%
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Action Register

WHO WHAT WHEN
OMIS/HR & Agency Directives New hire - onboarding improvements 2 months
OMIS/HR & Agency Directives Software installation and system rights improvements 3 months
Ron Ferencz Phone System Improvements 3 months

Ron Ferencz and Service Now

Team Service level agreements for Helpdesk work 1 month

OMIS workgroup Customer self-help improvements 1 month

Ron Ferencz and OMIS workgroup Future State Process 4 months
Ron FerenczTaer;?nService Now Utilize metrics to demonstrate staffing needs 4 months
Service Now Team Ensuring customer satisfaction improvements 4 months

Erika Sowry & work group New hire orientation improvement 1 month

Review/recommend improvements to laptop issues and equipment under
warranty

Lawissa and workgroup 2 weeks

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov



Some changes that
can begin immediately

Tablets for Help Desk Staff — Complete

Clean Image on computers assigned/reassigned — 25%
Complete

Help Desk technicians open ticket when away from desk —
Complete

* QOutlook meeting invite for equipment roll-out — Complete

* Accessible list of programs and phone numbers for HD
staff - Complete

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov



Project Benefits — Tangible

= Reduction in Help Desk Call hold times
= Reduction in time taken to resolve Help Desk issues

= Reliable and consistent measurement of Help Desk activity to determine
appropriate staffing levels needed to meet customer requirements

Project Benefits — Intangible

= Improved communications within ODH regarding the Help Desk process
= Transparency of internal processes and timeframes
= Cross agency team members working together to a common goal!

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.guv



Implementation Plan

Project Schedule
= b [Task: Faode I’:;t P Chration Stairt Sinish AESoUnce Mames |'a|> Vkairk: Cormiplate

1 #+ Just Do it Tasking - Ferencz 55 days Fri 1/1/16 Thu 3731716 ™=

I -+ Tablets for Melpdesk Staff 21 days Fri 1/1/16 Fri 172916 Ron Ferencr i

3 ¥ g Clean Image on computers assigned freassigned 23 days Twe 37116 Thu 3731716 Ron Ferencs 25%

4 | +* Help Desk techniciars open ticket when away from desk 17 days Twe 371716 ‘Wied 3/23/16 Ron Ferencz 1%

5 o Dutlook meeting invite for equipment rod-out 1 day Tuwe 371716 Toee 371116 Ron Ferencs 10

Y o+ #roessible list of programs and phone numbers for HOD staff 14 days Twe 371716 Fri 3718716 Ron Ferencz 1%

T -+ New Hire Onboarding Improvements - Valentine, Sowry 45 days Tue 3/1/16 Zun 571716 BXs

8 | * Hew Hire Orientation Improvement documentation 23 days Twe 371716 Thu 3/311E Erika Scwry,Ron 100

Ference

3 r +* Publish Onboarding workflow doument 45 days Twe 371716 Zun 571516 Jennifer Valentine 7o

11 +* #coess Rights and Softeare needs part of select mema 45 days Twe 371716 Zun 571516 Jennifer Valentine 7o
packet

11 - oftware Installation and System Rights Changes - Valentine, 133 days Tue 3/1/16 Thu 5116 (i1

Weisenheimer, Ferencz

12 o+ Pre-approval from data stewards by specfic FCN tied to ET days Twe 371716 Wed E/1/1E Jennifer iy
PAR approwal process Walentine, Susan

13 -+ #eoess rights and software needs tied to PersMet andfor 133 days Twe 371716 Tha G/1716 Jennifer (v
C0AL systemns {dependent upon T solution] ‘Valentine Susan

‘Wesenheimer, Bon

14 * Phone System improvermnents - Ference, Wade, Tidrick 45 days Mon 271516  Fr 4/15/16 2%

15 | F s ldentify CBTS changes to meny options and messaging for 9 days Mon 215716 Tha 2725716 Ron Feremncs, Laeissa 100
upgrade Tidrick, Judy Wade

16 2 Training and implementation of Phone Changes 34 days Twe 371716 Fri 4711516 Ron Ferencz (v

17 2 Demonstrate Utilization of Phone Metrics to analyze 34 days Twe 371716 Fri 4711516 Ron Ferencz (v
prosductivity

18 o Service Level Agreements - Huskey 34 days Tue 3/1/16 Fri 4/15/16 26%

13 | 2 Review draft SLA timeframes with workgroup for timeframe 12 days Twe 371716 ‘Wied 3/16/16 Mate Huskey 1%
CONSENSUS

20 r 2 Publish final 5LA documents to ODH and share with Service 34 days Twe 371716 Fri 4711516 Hate Huskey (v
Hoa FAA

SIMPLER. FASTER. BETTER. LESS COSTLY.

lean.ohio.gov




Communication Plan
S e e

Project status Implementation Meeting & Lawissa Weekly
update Workgroup dashboard Tidrick

report
Project status Lean Ohio Project Dashboard Lawissa Monthly then
update Workgroup Report Tidrick at year end
Lean Ohio Lean Ohio Lean Ohio Lawissa End of Project
Scorecard Report Tidrick Results
Help Desk ODH Staff updates on Email and BB Ron Ferencz As needed
Updates changes in process, etc. Board
ODH Quality ODH management and ODH Ql Lawissa End of Project
Improvement staff Report Tidrick Results
Committee

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov



Monthly Report Out

Delighting Helpdesk Customers Project Dashboard
4-7-16

% COMPLETE
OVERALL PROJECT STATUS INDICATOR

16%

% Work Complete

100% :
2822 = 83% 74%
70%

60%
50%
40% 28% 26%
30%

20%
0 B B & o N

0%

Percentage Complete

Milestone Description

PROJECT AND MILESTONE STATUS INDICATOR: RED = Not on target/major problems, YELLOW= On target /minor problems, GREEN = On Target, BLUE = Complete

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov




Monthly Report Out

Delighting Helpdesk Customers Project Timeline

4/7/16
February 1 ‘ March 21 ‘ May 11 July 1 August 21
Start = Finish
Fri 1/1/16 Just Do It Tasking - Ferencz Thu 9/1/16

Fri 1/1/16 - Mon 4/18/16

Phone System Improvements -

Ferencz, Wade, Tidrick

Mon 2/15/16 - Fri 4/15/16
New Hire Onboarding Improvements
- Valentine, Sowry
Tue 3/1/16 - Sun 5/1/16
Software Installation|and System Rights Changes - Valentine, Weisenheimer, Ferencz
Tue 3/1/16 - Thu 9/1/16

Service Level Agreements -
Huskey
Tue 3/1/16 - Fri 4/15/1
Customer Self-Help
Improvements - Ferencz
Tue 3/1/16 - Fri 4/15/16

Future State Process - Ferencz
Tue 3/1/16 - Fri 7/1/16

(o)}

Utilize Metrics to demonstrate staffing needs - Tidrick, Ferencz
Tue 3/1/16 - Thu 9/1/16

Laptop and equipment under warranty issues - Tidrick,
Weaver, Ferencz
Tue 3/1/16 - Wed 6/1/16

Service Now Implementation - Sowry, Ferencz
Tue 3/1/16 - Thu 6/30/16

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov




Control Plan

Process Target Process What To Frequency/ | Action if off
Metric Owner check Time Target

Phone Call Hold  Meet SLA Ron Ferencz CBTS Call Weekly Review if SLA
Times Requirements Reports needs

adjustment or
staffing levels

Ticket Meet SLA Ron Ferencz Service Now Weekly Review if SLA

Resolution Requirements Ticket Reports needs

Times adjustment or

staffing levels

Customer Increase Ron 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

SIMPLER. FASTER. BETTER. LESS COSTLY. lean.ohio.gov



Special Thanks to...

Senior Leadership:

Subject Matter Experts:
Brandi Robinson J P

Julie Walburn Steve Darling — Data base/Network
Rick Hodges Jim Gallant — Application Support
Erika Sowry — Service Now; Lean Ohio
Sponsor: Camo Belt
Nathan Huskey Kim Sander — District Office
Sara Summers — Help Desk
Team Leader: Ron Karn — Help Desk
Ron Ferencz Anna Starr — Program Customer

Susan Weisheimer — Finance
Keith Weaver — Program Customer
Lean Ohio Mentor: Josh Spengler — HR
- - Nydia Luckage — WIC Help Desk
Marina King Devon Priddle — VS Help Desk
Ohio Department of Taxation Kevin Palicki — Lean Ohio Green Belt
Josh Wiethe — Asset Management SME

LEAN Ohio
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