KCIT SERVICE CENTER – SERVICES
Overview of Services Provided 
The KCIT Customer Service Center is the first line of support for all reported incidents and IT service requests.  The primary goal of the Customer Service Center is to deliver a high degree of customer satisfaction in the management and resolution of incidents and IT service requests.  

While the classic ITIL Service Desk is focused on Incident Management, Change Management and Problem Management, the KCIT Service Center will initially be focused on what we call ”Ticket Management”, for both incidents and service requests.  Most activities in the Service Center are designed to support the ticket management process.
Service Center activities can be broadly divided into two categories:
1. Services Associated directly with ticket management
2. Services associated with supporting the ticket management processes
Services Directly Associated with Ticket Management
The Service Desk is the first contact point for all IT incidents and service requests, whether sent by phone, email or Web.  The services directly associated with ticket management include:

· Managing the phone, email and Web queues

· Ticket recording in LANDesk
· Initial Ticket classification

· Initial Ticket prioritization

· Ticket resolution, using Service Center Procedures and remote tools as appropriate

· Ticket escalation when Service Desk resolution isn’t possible

· Referral of Service Change requests to the proper parties

· Incident closing for those incidents resolved by the Service Center
· Communicating ticket status to customers

· Monitoring dashboard for breaches

· Managing the handoff between daytime support and after hours King County data center support.

Services Supporting the Ticket Management Processes

Activities not directly associated with the day to day management of tickets fall into this category.  These activities support the ticket management processes, improve the tools and processes used in ticket management, and otherwise provide support activities to customers.  They include:

· Creating and updating Service Center procedures.
· Working on special assignments away from the Service Center if (a) not time critical, and (b) not related to incident response.  Examples may include: site visits, assisting with desktop support projects such as imaging PCs, replacing PCs, peripherals, surplus, etc.
· Creating end user self help documentation.

· Supporting the LANDesk ticketing system, including application administration, dashboards and queries, as authorized.

· Analyzing tickets and identifying problem trends.

· Making recommendations to management for Service Center and customer service improvements.

· Maintaining the Knowledge Base.
· On standard Microsoft Office applications and other enterprise applications (such as PeopleSoft), providing end users training tools, such as how-do documents and information about training classes that are available
Criteria for Tickets to be Resolved by the Service Center
Traditionally, these types of tickets have been called “Tier 1” activities.  However, the KCIT Service Center will resolve tickets that may or may not fall into the classic Tier 1 definition.  Additionally, the breadth of tickets resolved by the Service Desk will increase over time as volume, maturity, resources and training increase and as more technology is implemented at the enterprise level.

We’ve identified the following general criteria for what we now call First Level tickets - those expected to be resolved by the Service Center without needing escalation:

· Resolution can be done without leaving the Service Center, using remote control or other support tools.
· Troubleshooting and resolution are based on the standard Service Center Procedures.

·  Ticket does not require Agency-specific knowledge, with the following exceptions:
· Frequent and reoccurring tickets
· Resolution is straightforward and not time consuming
· There is a defined procedure for resolution

Categories for Tickets to be Resolved by the Service Center

· User Account Management

· Create/edit/delete/reactivate accounts, as authorized and trained
· Active Directory

· Voicemail

· Email

· Office 365/Sharepoint

· Password resets

· Active Directory

· PeopleSoft

· Voicemail

· Mainframe

· Office 365/ Sharepoint

· Set access and permissions, as authorized and trained.
· Questions about global address lists
· Questions about distribution lists

· Troubleshoot access to personal folders (PSTs)
· Manage profiles

· SSL VPN access and troubleshooting

· Custom drive mappings

· Clean up / maintenance / slowness issues

· Software Support – install remotely and/or troubleshoot enterprise software
· LANDesk Service Desk Client Console

· Office 365/Sharepoint Microsoft Sign-in client
· Outlook

· Mailbox size limit

· Conference Room / Resource Room Help

· Voltage Encrypted Email Support

· MS Office

· MS Project

· Internet Explorer

· CARM (Electronic Records Management System) Agent

· Adobe Acrobat Reader

· McAfee Anti-virus

· SSL VPN

· Hardware Support

· Generic desktop configuration and problems

· Equipment Check-out (not all locations)
· Printer trouble shooting (not including special, one-of-a-kind printers):
· Queue problems

· Printer access requests

· Mailbox set-up troubleshooting
· Security / System and Network Health

· Virus / Malware desktop scans

· Review, process inactive AD accounts

· ePo monitoring and compliance

· Monitor and report failures (Orion, Mom, etc)

· Telephony/Voice
· Administer long distance services

· Voicemail problems

· Activation for:

· Blackberry

· Cell phones

· Data cards

· Pagers

Service Levels
We’re focused initially on defining service levels from our customer’s viewpoint.  The “Suggested Service Level” values may change as a result of analysis being performed by the project SLA Team.
	Service Description
	Suggested Service Level

	Business Hours and Days of Operation  *
	Mon – Fri,   6:30 am to 5:30 pm

	Average speed to answer calls
	Within 3 rings, 80%

	Call waiting time
	30 seconds or less, 80%

	Total Percent Resolved by Service Desk 
	40%

	Of Those, Percent Resolved at First Contact (while on the phone)
	75%

	Average speed to review email submitted tickets 
	20 minutes

	Average speed to review Web-submitted tickets 
	20 minutes

	Average Service Center resolution time – first contact
	20 minutes

	Average Service Center resolution time – when can’t be resolved at first contact
	30 minutes

	Average time to escalate
	10 minutes

	Customer Satisfaction surveys
	Overall customer satisfaction of good to excellent, 85%

	% Breeches (Customer Center Resolutions)
	20% or less


· After business hours support is provided by Sabey Data Center personnel.

