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Our goal, as always, is to seek

FY 07—08 Summary RepOI't continuous improvementin both
= thelevel and quality of services
Rising to the Challenge provided

o Effectiveness Training

e Redefining Ownership

e Mitigation Through Information
Continuous Improvement

e Expanded Training

e Expanded Support

e Client Self-Service



FY 07-08 Summary Report
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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
May-07 472
Jun-07 874
Jul-07 503
Month Number
May-07 380
Jun-07 742
Jul-07 457

Total Help Requests: 13,038

Overall Clients Assisted Fall 2007-Summer 2008

| Others = 233 |
|Wesley D. Williams = 64 "-5
|Brian G. Rachel = 78|,
|I]E|niEI B. Haris = 92
|James R. Earp =101 }—
[Len J. Warthy = 137 |/
|Ju:tin 5. Celeste = 145

Michael A. VanDaren= |/
167

[Josh H. Cowart = 185
Shannan Murphy = 215|i.-"
James D. Seman = EEEl" .-"'II/_
[Clayton J. Deas= 227 / /

[lan A Miller=231] /

’
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Cameron H. Thamson = |/
256

LaTanya D. Castilla = |,
337

|I|;|l:|r 5. Lutsenka = 410
| Dennis E. Harris = 43?[

8/1/2007 - 5/31/2008

System = 3,413

Benjamin K. Li= 1,186

| Kazumi Kikuchi = 440 |
| Travis . Ford = 508|" |

Jessica L. De%ane =
524
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Widespread Service Outage H

Repeat Call Required / No Manager _
Miscommunication _
Perceived Unprofesionalism _

Total Reported Client Service Incidents: 54 = 0.004%
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Student Employees: 12
Lead Technician: 1
Full-Time Staff: 1

Total Employees: 14

-08: Helpdesk-Schedule

IT Student Assistant Schedule - Helpdesk - Fall 08 - page 2

Thursday

lJessica

8:00-5:3

9:30-10:0

0:00-10:3

1:00-11:3

11:30-12:00)

IT Student Assistant Schedule - Helpdesk - Fall 08

VALDOSTA
S1ALE
Grivetr

Wednesday

[Cameron

Pessica

0]
| 809001 |
_9:00-9:30]
9:30-10:00)
0:00-10:30] |

Saturday

11:30.12:00] |

Sunday

Weekly Hours of Operation: 76

Average Number of Requests
Handled per Employee: 931




Rising to the Challenge




_ Eftectiveness Training

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

e Multi-Location Access

e Secure Access

e Hybridized Training: Content, Simulations, and Practice
e Uniform Level of Training

e Updated Procedure Changes

 Verification of Completion

Details Available at:
e http://www.valdsota.edu/helpdesk/ittraining
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Original Implementation

Buldoe, Brandy
Jackson, Eric
Li, Benjamin
Patter, Beatriz
Sizemare, don

Content Development

Castillo, LaTanya
Cowart, Joshua
Clifton, Andrew
Dawson, Stephanie
Devane, Jessica
Fawcett, Micole
Fare, Andrew
Jackson, Eric
Harris, Dennis
Simp=on, Kanan

WebCT Development / Maintenzince

Buldaoc, Brandy
Bush, Brandon
Castillo, LaTanya
Jacksaon, Eric

Li, Benjamin
Pena, Miguel
Potter, Beatriz
Sizemare, Jan

Presentation Development

Hankinsaon, Jerermy
Jackson, Eric
Johnsan, Patrick
Li, Benjamin
Potter, Beatriz
Sizemore, Jon

Special Thanks

Devane, Allen
Mewton, Joseph

Ownership of Clients

Ownership of
Performance

Ownership of Issues

Ownership of the
Helpdesk
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300 1

250 -

200 T

150 -

100 7
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Helpdesk Training Public Website
Efficiency Tools Workshops Guides

Total Projects Completed: 470

Campus Lab Print
Initiative

23 Helpdesk
Efficiency Tools

27 Training
Workshops

144 Public Website
Guides

276 Campus Lab
Print Initiative
Projects



Continuous Improvement
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Helpdesk Full-Time Staff
Helpdesk Production

Mame i

HEIPdeSk DEVEIOpment | 255 - A% Event Support Training
Other IT DiViSiODS CS5- Desktop Management Services Training

C55 - Distance Learning Training

C55 - Helpdesk-Client Assistance

DIStance Learnlng C55 - Helpdesk - Management Training
5 C55 - Helpdesk - Mew Emploves Training
SEI‘VICE Center 5SS - Helpdesk Training - Troubleshooting
- C55 - Internal Communications Training
IT CODStltuentS CS5S - Service Center Training
. —127 2 Disinfecting Service Seminar
Prlnt Inltlathe Support Division of Information Technology - General Infarmation
; EAS - training
ServiceDesk Plus EIS - training
EIS- Workstation and Waorkgroup Services
Pubhc Resources Employee Satisfaction Survey
IT Collaboration Conferencing
DlSlnfeCtlon and Send Announcement

Acceptable Use
Wimba Live Classroom
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s Contacts

Amelia L Harmon

Andresy B Faore

Annon D Eeepath

Avthuy E Rinberger - | am currentl
Btian & Haugabrook

Brian & Andersah - Sweay dusto
Christopher J Meashit

Clayton P Brady

Clifford L Giddens

Danny W WMckee

Cravid & Pullizm

Dauief Dominguer - Sway due to

Eric D Jacksan
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%, Conferences

! é Search far other people on the server

Number of Contact Methods
Number of Services Supported
Client Volume Supported

) |saac W Bartan

Isaac Barton 2
L] 3
(o) 2ssistart Director

ibartoni@yvaldosta edu

4:049 P bkli:

You have reached the IT Helpdesk Thank you for your inguiry concerning your Blazenet e-rmail account. To
he able to access account to assistyou | we will need the fallowing infarmation: yvour full name, your
student or emplovee D number, and your date of birth.




_ Chient Self-Service

New Request

Requester Details

® Direct Access To:

Category Details
! Select Category

Sibugtegon | Select Sub-Categaory !VE

Add request 1

* Place Requests

* Update Requests

* Verify Request
Status

* Review Request
Resolutions

* Review
Knowledgebase



e

Resources
Valdosta State University IT Helpdesk

Valdosta State University Information Technology

IT Effectiveness Training

Created: 10/3/2008
Last Update: 10/6/2008


http://www.valdosta.edu/helpdesk
http://www.valdosta.edu/it
http://www.valdosta.edu/helpdesk/projects/ittraining

