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Overview 
� FY 07‐08 Summary Report 
� Rising to the Challenge 

� Effectiveness Training 
� Redefining Ownership 
� Mitigation Through Information 

� Continuous Improvement 
� Expanded Training 
� Expanded Support 
� Client Self‐Service 

08 Summary Report 

Mitigation Through Information





FY07‐08: Total Help Requests 

Total Help Requests: 13,038 

Overall Clients Assisted Summer 2007 
5 / 1 / 2007 – 7 / 31 / 2007 

Total Clients Assisted 3428 
Number of Call Logs 1849 
Number of Work Orders 1579 

Month Number 
May­07 472 
Jun­07 874 
Jul­07 503 

Month Number 
May­07 380 
Jun­07 742 
Jul­07 457 

Overall Clients Assisted Fall 2007 

08: Total Help Requests 

Overall Clients Assisted Fall 2007­Summer 2008 
8/1/ 2007 – 5/31/2008



FY07‐08: Reported Incidents 

Total Reported Client Service Incidents: 

0  2  4 

Delay of Service 

Perceived Unprofesionalism 

Lack of Background 

Miscommunication 

Service Cannot be Provided 

Repeat Call Required / No Manager 

Widespread Service Outage 

08: Reported Incidents 

Total Reported Client Service Incidents: 54 = 0.004% 
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FY07‐08: Helpdesk Schedule 
Student Employees: 12 
Lead Technician: 1 
Full­Time Staff: 1 

Total Employees: 14 

08: Helpdesk Schedule 

Weekly Hours of Operation: 76 

Average Number of Requests 
Handled per Employee: 931





Effectiveness Training 

� Students Fill a Critical Role in IT Support 
� Students Experience Higher Turnover Rates 
� WebCT Vista Training for IT Student Employees 

� Multi‐Location Access 
�  Secure Access 
� Hybridized Training: Content, Simulations, and Practice 
� Uniform Level of Training 
� Updated Procedure Changes 
� Verification of Completion 

� Details Available at: 
� http://www.valdsota.edu/helpdesk/ittraining 

Effectiveness Training 

Students Fill a Critical Role in IT Support 
Students Experience Higher Turnover Rates 
WebCT Vista Training for IT Student Employees 

Hybridized Training: Content, Simulations, and Practice 

Updated Procedure Changes 

http://www.valdsota.edu/helpdesk/ittraining



Redefining Ownership Redefining Ownership 

� Ownership of Clients 
� Ownership of 
Performance 

� Ownership of Issues 
� Ownership of the 
Helpdesk



Mitigation Through Information 
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Total Projects Completed: 470 

Mitigation Through Information 
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Expanded Training 
�  Helpdesk Full‐Time Staff 

�  Helpdesk Production 
�  Helpdesk Development 

�  Other IT Divisions 
�  Distance Learning 
�  Service Center 

�  IT Constituents 
�  Print Initiative Support 
�  ServiceDesk Plus 

�  Public Resources 
�  Disinfection and 
Acceptable Use 

�  Wimba Live Classroom 

Expanded Training



Expanded Support 
•Number of Contact Methods 
•Number of Services Supported 
•Client Volume Supported 

Expanded Support 
Number of Contact Methods 
Number of Services Supported 
Client Volume Supported



Client Self‐Service Service 
� Direct Access To: 

� Place Requests 
� Update Requests 
� Verify Request 
Status 

� Review Request 
Resolutions 

� Review 
Knowledgebase



Resources 
� Valdosta State University IT Helpdesk 

� http://www.valdosta.edu/helpdesk 

� Valdosta State University Information Technology 
� http://www.valdosta.edu/it 

� IT Effectiveness Training 
� http://www.valdosta.edu/helpdesk/projects/ittraining 
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