2014 Service Excellence Award
for Front Desk Support Excellence

Nomination Support Data and Testimonials for the
Valdosta State University
Information Technology Helpdesk



* Type and Volume of Requests Handled

e Helpdesk Organization and Employees
 Client Feedback Data and Testimonials
e University Business Magazine Publication

e Changes since 2008 Chancellor’s Customer Service
Recognition Award

* Examples of Technological Enhancements
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e 17,623 client requests handled

B End-User Hardware and Software

M Electronic Accounts and Enterprise Applications

H Infrastructure Hardware and Software
Technology Purchases

H General Client Service and Other

Source: Helpdesk Call Logs and LANDesk Service Desk
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Allen DeVane
Assistant Director for IT
Purchasing and Helpdesk

Benjamin Li

Tier 1 Services Coordinator

IT Helpdesk Employee Organization Chart
and Training and Communication Merger

Training and
Communication

Sheila Hall
Training and
Communication
Manager

Rachel Martin
Training and
Communication
Student Assistant

Helpdesk Management

Corey Wasley
Helpdesk Manager

Russell Reese
Helpdesk Lead
Technician

Todd Mitchell
Helpdesk Lead
Technician

Joshua Harrison
Helpdesk Student
Technician

Austin Bohannon
Helpdesk Lead
Technician

Helpdesk

Haylee Friel
Helpdesk Student
Technician

Zane Bennett
Helpdesk Student
Technician

Kinard Thomas
Helpdesk Student
Technician




e 41 compliments for
exceptional service
(0.23%) with only 5
reports of
unsatisfactory
service (0.03%)

e Additional 5 “I
Caught You Caring”
Cards and Spring
2014 Employee of
the Semester
Nomination

Referral to Incorrect Group or
Department
Unable to Provide 1st Call
Resolution

Professionalism of Presentation or Training [l

Followed up to Ensure Satisfaction [N

Looking Forward to Future Partnerships [ NN @@
R iaiaiy
Department
High Knowledgability |G
Promptness of Response and Resolution [ NNENEGN

Excellent Customer Service [[NNNRNEGEGEGE

0 2 4 6 8 10 12 14

Source: Human Resources Database and Emails toTier 1 Services Coordinator




Excerpt from Compliment sent in by Michael
Schmidt, Interim Department Head and Professor of

Art:

“Looking forward to working with you throughout
the coming year. I'll thank you in advance for all the
hard work and effort that you and the IT team do for
us in the Art Department. We sure do appreciate all
you do for us.”



Excerpt from Compliment sent in by Glenda Swan,
Assistant Professor of Art:

“I am very happy to extend my thanks to all who
responded so quickly to what | thought would probably
be rather unusual problems. Indeed, if you ever need
any “happy customer” testimonials, I've received great
help from almost every IT branch (in-person help setting
up computer and peripherals, phone help for working
with computer programs, and BlazeVIEW help, as well as
the most recent smart classroom help).”



/vﬁmosm Testimonials

Excerpt from Compliment sent in by Heather Kelley,
Assistant Professor of Psychology and Counseling:

“Thank you for always being so kind and helping me
(and many others) with our technological issues. You
are your staff are always so wonderful and kind--I

IH

really appreciate it!
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* Helpdesk handled training and evaluation

of smart classroom and lab maintenance

program

INFORMATION TECHNOLOGY
Valdosta State University

Student Staffing

the Information Techaology Divislon ar Valdosta Stave Universiy  rector of infrastricrure supper: services and chief technclogy officer.
in Genrgin emploped students m supplement the effores of full-time “We decided 10 ry m pur a program o thar and expeey more pur of
smaff. They wers deployed in shaur 50 classmams and computer labs  ¢he student assistants. Rasher than just kaving it to the distribured [

——r
Like virialy every other adminisorative unit in higher education.  in & consistent manner across the universin” says Joe Newon, di- E’

acrous campias, where they helped maonitor the use of nearly 1,500 departments o figure our how oo manage their lab, we wanted
deskmp computes. support them bemer by organizing thas =for."”
Asseszing sraffing issues a year agn, administratars realized thae For two months, a committee developed & training program,
capemnions for thase smidenss were ser by the individual depart-  which was then distributed via the univenisy's learnlng
ments esch chusroom and lab served. system, powered by Desire2Learn. The craining invalved upkeen
“We had a warkfaree we were emplaying bur were notleveraging — of classroom and lab appearance; implemenmation of effective

32| Decembsr 2013 . universitybasiniess. o m

Image Source: University Business December 2013 Issue, p. 32-33

e 256% increase in

related technical
issues resolved
over a 6 month
pilot

Published in
University
Business,
December 2013
issue

Invited to present
at conference in
Summer 2014
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“Doing More with Less”

 Employees: 14 down to 8

e Volume: Roughly 4,585
more requests per year

e Duties: Remote support,
training of other IT
branches, academic
internship partnerships,
new technologies such as
VolP phones and student

response system “clickers”

7 soma Changes Since 2008

s """%
\IIL;

The Chancellor’s Customer Service
Recognition Award

Call Center/Service Desk/Help Desk Excellence Award
Gold

‘ TSRS ;
Information Technology Helpdesk
; Valdosta State University
2008

Image Source: 2008 Chancellor’s Customer Service Recognition Awards



e How do they do it?

e Organizational culture based on:
e Not only assisting, but also valuing clients
e Continuous improvement of both resources and employees
e Close alignment with university and departmental
strategic goals
e Technological enhancements to:

* Improve efficiency and mitigate volume

e Utilizing time gained to focus on customer relation
management and building future partnerships
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Helpdesk Launch Center

Combination of
tools for call
efficiency

Powered by Oracle
Application Express
(Apex)

Created and
maintained by the
VSU IT Helpdesk

ID Verification g

Enter ID

1D to Lookup

Information Found

YSU Email -
Date Of Birth

Last Term Enrolled -
Next Term Enrolled -

Enrolled in Current Term [l

1-

1

Helpdesk Quick Logging [ Lookup Information ]

Logout

(0 / Administration |

Contact List

Core Tools

+ BlazeVIEW (D21}
« Helpdesk Portal

» Office 365 Email

+ WSU Service Desk

Advanced Tools

Ace Project

Apex Workspace
Intermapper

Remote Support
Status: BlazeVIEWW D21

Status: Office 365 Email

Truview

Data Sources
+ AD Relaunch
« Campus Lab List

Helpdesk Guides
Helpdesk Downloads

» IT Service Codex
+ MEP List
« R25 Room Viewer

Smart Classroom List
W5U SD Cateqory Training

Downloads

+ BlazeVIEW Template

+ E-mail Templates

VSU Wireless Waiver
Home Use Agreement
Jump Drive Waiver

+ Mobile Device Waiver

« Self Performance Review
Xerox BEW Driver

Xerox Color Driver
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# Cisco Supervisor Desktop

File Yiew Tools Acktions Help C_ U 'f' d C
IT Helpdesk, - B @ @ &1 @Eg @* ﬁ % %E ﬁ Q ISCO nirie Ontact
Skill Groups Real Time Displays Center Express
- % Cantact 5?”" Yoice C50s - Team Summary
e % _______ H%E Contact Service Queus | Agents Logged |n | Agentz in T alking | Agenl ° POSt se rVi cec h a nge
1]
Agents - Team Summary and Interruptlon
Agent Mame Logaon Time | Callz Presented | Callz Handled | N Otices
Corey "W azley 052256 4 4
Haylee Friel 05 27: 40 20 20 e Record calls for
Ruzzell Reesze 01:42:23 2 2 . . .
. » Todd Mitchel 04:10:02 10 10 training and quallty
S purposes
Agents . .
= & Ihepdesk |4 e Callintervention
% :ESEH: Agents - Team State ca pa b| | ities
Agent Mame Current State | Skill Group | Contact Service o .
Ruzzell Reese Mot Feady ® CO”eCt|0n Of Ca”
Haulee Friel Talking 1 IT-Helpdeszk . g
Tadd Mitchel Ready statistics
=  Skills-based routing
4] | B
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VALDOSTA STAaTlE UNIVERSITY

Please do not hesitate to
contact us if we if any
guestions arise, or we can
FMAL  bKi@valdosta.edy provide you with any
S aoon. pattersonse. additional information.

1500 N. Patterson St.
Valdosta, GA 31698-0000
Division of Odum Library 2639

Information Technology

Benjamin Li
Tier 1 Services Coordinator

VALDOSTA STaTlk UNIVERSITY

Corey Wasley
Helpdesk Manager

Helpdesk Operating Hours:

OFFICE  229-245-4357
E-MAIL cawasley@valdosta.edu
ADDRESS Valdosta State University

M — R S:OOAM-g:OOPM 1500 N. Patterson St.
F 8:00AM-5:00PM Dvision of vt A 31655000

Sa 11:00AM-5:00PM Information Technology
Su 1:00PM-9:00PM

© 2014 Board of Regents of the University System of Georgia by and on behalf of Valdosta State University.
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e “| Caught You Caring” Program

e http://www.valdosta.edu/administration/finance-
admin/employee-development/i-caught-you-caring.php

* Employee of the Semester Award

e http://www.valdosta.edu/administration/council-on-
staff-affairs/employee-of-semester.php

e VSU IT Helpdesk Website
e http://www.valdosta.edu/helpdesk




