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As part of the campus UB2020 process, the UB IT community is actively planning and 
implementing several projects as part of an Information Technology (IT) Strategic 
Transformation Initiative to help position UB for the future. Projects underway include: the 
rollout of VoIP across campus, a workstation standardization project, services and server 
consolidation projects, a strategic information reporting initiative, assessment of our current 
student systems in preparation for replacement of these systems by an enterprise resource 
planning (ERP) system, and development of a campus IT shared service desk (Help Desk).  A 
new campus IT governance/advisory committee structure was established in the 2006-07 
academic year to manage this distributed environment. 

Several months were spent designing UBÕs vision for a Shared Service Desk, informed by the 
initial UB2020 ITSTC planning process, literature review, and consultation with other higher 
education institutions, EDUCAUSE, Gartner Research, the Help Desk Institute, and campus 
discussions. This included an exhaustive specification and review process to determine 
functional requirements. 

Our research showed that there is a direct relationship between the success of Service Desk 
quality and the existence of a strategic plan for the Service Desk, formal IT Service Management 
practices based on the IT Infrastructure Library (ITIL) service management framework, and the 
characteristics that define the Service DeskÕs organizational maturity as defined by Capability 
Maturity Models such as the SEI CMM and GartnerÕs Service Management Maturity Model. 

It has become increasingly recognized that information is the most important strategic resource 
that any organization has to manage.  Key to the collection, analysis, production and distribution 
of information within an organization is the quality of the IT service provided to the business.   

Key issues facing many of todayÕs senior Business Managers and IT Managers are: 
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The challenges for IT managers are to coordinate and work in partnership with their Academic 
and Administrative leadership to deliver high quality IT services.  This has to be achieved while 
adopting a more business and customer oriented approach to delivering services and cost 
optimization. 

The Shared Service Desk will enable collaboration between service providers and customer 
service points across the institution.  The Service Desk must partner with service providers to 
ensure that IT services are aligned to university needs and actively support them.   The Service 
Desk will utilize a common service management framework and common set of tools to improve 
communications within University IT, and is a means of improving customer experience.  With 
the delivery of the various UB2020 IT Strategic Transformation projects currently underway, 
support is crucial.  A common and well understood Service Management framework standing 
upon a common set of tools will position the University to effectively and effi ciently launch and 
support these critical projects. 

The SSD principles: 
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The Shared Service Desk (SSD) project has several significant goals: 
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The Service DeskÕs success is predicated upon a commitment by senior leadership for all 
participants to collaborate within a common service management framework. 
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The IT Shared Service Desk is a virtual service desk composed of a collaboration of various 
service points and service providers to create a seamless support experience to customers. It 
operates as a 24/7/365 initial point of contact for all Shared IT Services and various opt-in 
services, supporting multiple service delivery levels and modalities.  The IT Shared Service Desk 
guarantees access to Shared IT Services. 

The participants of the IT Shared Service Desk act as an initial point of contact between service 
providers, service points, and customers, on a day-to-day basis.  It is also a focal point for 
reporting incidents and making service requests.  It provides an interface for other Service 
Management processes such as Change, Problem, Configuration, Release, Service Level and IT 
Service Continuity Management. 

The IT Shared Service Desk keeps customers informed of the service events, actions and 
opportunities that are likely to affect them.  

The IT Shared Service Desk offers a globally-focused approach, which integrates business 
processes into the Service Management infrastructure. It not only handles incidents, problems 
and questions, but is positioned to provide an interface for other processes such as customer 
change requests, maintenance contracts, and software licenses. 
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Questions/requests are resolved via a service portal, with as many problems as possible resolved 
upon initial contact.  The service portal offers customers a strategy that deploys tools to obtain 
support services without direct intervention from a support professional.  All service 
requests/tickets are quickly routed to the appropriate support personnel.  

The integrated IT Shared Service Desk will enable Systems and Services to demonstrate through 
reports drawn from the system performance against service targets across the University and to 
key customer groups. Trends in improvements to services will be tracked and savings achieved 
demonstrated. It is anticipated that reports will also assist managers to carry out early diagnosis 
of emergent problem areas and take proactive action. There will be a clear evidence base against 
which to make decisions on any necessary reconfiguration of support resources, additional 
expenditure and training priorities. 

The logging procedure enables calls to be tracked by IT staff and the customer to monitor the 
status of the call in progress. It enables staff to have a consistent response no matter where they 
are based. It allows priority to be assigned to mission critical applications. The records collected 
assist in building up our knowledge base, identifying potential areas where we have weaknesses 
and for training requirements for IT staff and users. Additionally it can provide a mechanism for 
assessing and controlling demand. 

The IT Shared Service Desk will: 
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Representative examples of IT Shared Service Desk Responsibilities: 
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It is envisioned that the 
person at the service point 
who receives the customerÕs 
request will triage the 

Figure 3-1 Customer Interaction 
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problem, record a short summary of the problem in a service request, record a short description 
of the steps used to address the problem, and either resolve the problem or forward the service 
request to the relevant service provider.  The information needed will vary somewhat for 
different service providers.  The service providers will need to specify what information they 
prefer to have forwarded to them. 

Tickets are active for the duration of the incident, and can be transferred between customer 
service points and service providers. 

The customer will decide which service point is appropriate for his/her needs on a per incident 
basis.   At minimum, any SSD customer service point should provide order intake without 
requiring the customer to initiate a new incident with another service point. 

!
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Participants of the Shared IT Service Desk, both technical and operational management, should 
operate within agreement on severity criteria and initial response goals for business services (see 
Service Catalog).  A common set of definitions facilitates memorandums of understandings on 
service support provisioning.    

Each business service will require negotiation among the participating providers to establish 
service level agreements that utilize consistent taxonomy such as the example severity 
definitions, below. 
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Figure 2 - EXAMPLE ONLY—from BMC’s documentation 
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The Shared IT Service Desk should be provisioned for multiple access modalities.  These 
modalities should include the capability for physical, face-to-face interactions with Service Desk 
support staff.  Our vision calls for provisioning general campus walk-in customer service points 
on each campus. 

The Shared IT Service Desk should take advantage of current service point locations and 
leverage their current capabilities to provide Shared IT Service Desk functions.  This includes 
both distributed and central IT support units and their customer service point locations.   There is 
no single, comprehensive catalog of Node and CIT customer service point locations, their service 
offerings, service hours, and support levels. 

e point locations, their service 
offerings, service hours, and support levels. 

CIT maintains various customer service point locations relating to Print Service Counters, Public 
Computing Sites, and the CIT Help Desk.  All of these locations are student assistant staffed.  
The Print Service Counters and Public Computing Sites are staffed for the most basic IT support, 
focusing primarily on facilities management and print delivery services Ð the student assistant 
workforce in these areas are mostly transient and have basic IT literacy.  The CIT Help Desk 

CIT maintains various customer service point locations relating to Print Service Counters, Public 
Computing Sites, and the CIT Help Desk.  All of these locations are student assistant staffed.  
The Print Service Counters and Public Computing Sites are staffed for the most basic IT support, 
focusing primarily on facilities management and print delivery services Ð the student assistant 
workforce in these areas are mostly transient and have basic IT literacy.  The CIT Help Desk 
student assistants have longer tenure, higher degree of IT literacy, and more extensive training. student assistants have longer tenure, higher degree of IT literacy, and more extensive training. 
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IT Node Support customer service points are distributed across the University.  Some have 
published service support office locations, providing walk-in support, and are staffed by students 

e 

, 
og of services, modalities of support, and service expectations. The Shared IT Service 

 

Several months were spent designing UBÕs vision for a shared service desk.  One of the key 
 this service is a service desk application that helps to implement standard 

and 
re 

i e all significant projects, the costs of implementation depend to a degree on the decisions 
ection is to provide an outline of what we 

ng 

A significant commitment will be required to deploy the Service Desk.  For planning purposes, 
ar implementation, though the project could go faster or slower 

 
t 

 

ing activities: 

an4!,n2tallat,on!oJ!)ar4war/!to!r<n!t)/!&/rL,$/!
./29!2oJtwar/!a2!w/ll!a2!t)/!,n2tallat,on!oJ!t)/!2oJtwar/!

and/or staff during published service hours.  Others rely predominantly on web-based servic
requests. 

The Shared IT Service Desk should maintain a catalog of participating customer service points
their catal
Desk should provision ÒTechnology Support Hubs/CentersÓ that are accessible, well known, and
co-located/co-mingled with other campus services. 

!"E =225.!

components of
workflows and improve communication between IT units.  After an exhaustive specification 
review process including the evaluation of over a dozen potential solutions, three finalists we
invited to provide on campus demonstrations to the University community.  Based on feedback 
from these demonstrations, review of written responses from the finalists and other assessment 
methods, the committee believes that both the CA and BMC products will meet the institutionÕs 
needs, and that the final determination should be based on price.  Based on licensing costs, we 
recommend the selection of CAÕs Unicenter Service Desk solution, as detailed in ÒRFP ReportÓ. 
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L k
made during the project itself.  Our objective in this s
have learned during the pre-implementation phase.  We believe that this will assist in identifyi
the necessary staff to complete the project successfully and to budget staff and other resources 
appropriately. 

?"# D'2F(,6!@2. 6. !

we have assumed a 3 ye
depending on how it is resourced.  Estimates for the initial software licensing costs (including 
maintenance) as well as additional professional services costs have been identified.  An accurate
estimate is not possible until the exact scope of work is defined.  For example, we may find tha
the vendor can provide significant value during the design of the initial workflows, but that we 
do not require their assistance in the hardware specification process.  The implementation team 
will need to identify target areas as part of the project planning process.  The final hard cost is for
the hardware and training.  Estimates are being developed for these elements, but were not 
available at the time of this writing. 

In addition to procurement costs, staffing needs must be considered.  In the project phase, 
staffing will be needed for the follow

 

! InJra2tr<$t<r/!"!2B/$,J,$at,on*!Bro$<r/'/nt*!

! KS!



! 1BBl,$at,on!./2,;n_!

o In$,4/ntV@robl/'!8ana;/'/nt!"!$onJ,;<r,n;!t)/!&/rL,$/!./29!2oJtwar/!to!
!,n$,4/ntVBrobl/'!'ana;/'/nt!L,2,on!4o$<'/nt/4!,n!t)/!&&.!

+o'',tt//!:,nal!A/Bort!an4!a44r/22!t)/!n//42!oJ!t)/!B,lot!<n,t2R!!&taJJ!t,'/!w,ll!b/!
n;/!

!t)/!
twar/*!,n$l<4,n;!an%!a<to'at/4!,nL/ntor%!tra$9,n;!tool2!t)at!FG!

2/l/$t2R!!./L/loB!Bro$/22/2!to!'a,nta,n!,nL/ntor%!an4!$onJ,;<rat,on!r/lat,on2),B2!

! 

2*!
,4,n;!a22,2tan$/!4<r,n;!t)/!',;rat,on!Bro$/22R!

!Z,J!an%[!9nowl/4;/!to!B<r$)a2/!to!
2//4!t)/!>G*!an4!to!4/L/loB!oB/rat,n;!Bro$/4<r/2!to!t)/!$ont,n<al!'a,nt/nan$/!oJ!t)/!>G!

!

r!BroL,4,n;!HOW^!;aB!$oL/ra;/!Jor!2/rL,$/!2<BBort!a2!w/ll!a2!a!Blan!to!art,$<lat/!
+<2to'/r!&/rL,$/!@o,nt!lo$at,on2R!

2$r,b/4!/arl,/r!,n!t),2!4o$<'/ntR!

ma

n campus was both the largest 
 primary driver for its formation.  This lack of 

s difficult; however we believe that we can 
 

 of the 
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We recommend that the scope of this project should be limited to KB, incident, problem 
nagement, and inventory management/CMDB functions.  

?"7 G3A2+3A!G1( ' &6+23&5!@2. 6. !
The limited amount of baseline costs and service data for IT o
challenge the committee faced as well as a
information makes forecasting operational cost
provide an accurate description of the impact if the Shared Service Desk is fully implemented
according to the vision described earlier.  In particular, several activities described as part
project plan (i.e., knowledgebase maintenance, training, and to a certain degree, migration) 
become ongoing operational activities.  In some cases, these activities will replace similar 
functions already active, and economies of scale will allow us the opportunity to provide better 
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service at the same cost.  Certainly the distributed cost of maintaining dozens of ticket and 
inventory systems on campus will be reduced, both in real dollars and most importantly in s
time. 

As mentioned in the vision, we believe that some form of 24/7 support function must exist.  This
will likely be implemented though several mechanisms, including use of online tools (i.e. 
knowl

taff 

 

edgebase) and both on and off campus call centers.  The exact implementation will be 

se, 

k (SSD) Ð is a virtual service desk composed of a collaboration of 
ice providers to create the perception of one unified 

stomer 

three Service Provider Types: 

! 5%B/!III_!oB/rat/2!a2!an!/Wt/rnal!2/rL,$/!BroL,4/r!2/rL,n;!'<lt,Bl/!/Wt/rnal!$<2to'/r2!

!

communications related to service disruptions/known problems and service 
additions/changes/removals.  Generally focused on services that have a significant customer 

viders if 

ring 

driven primarily based on the value and cost of each of these options, but all of these activities 
will require an increase in investment (e.g. purchase of product knowledge of knowledgeba
staff to help capture and implement local knowledge, extended student support hours, or 
corporate call center). 
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IT Shared Service Des
various customer service points and serv
service entity to customers.  

SSD system Ð the multi-module software application that will administer the IT services 
processed by the Shared Service Desk.  

Customer Service Points Ð any unit or group of IT staff charged with providing direct cu
support and who are part of the Shared Service Desk.  

Service Providers Ð any unit or group of IT staff that provides technical IT services for 
customer service points.  ITIL v3 refers to these as Technical Management and Application 
Management functions.  Additionally, ITIL v3 defines 

! 5%B/!I_!/W,2t2!w,t),n!an!or;an,Xat,on!2ol/l%!to!4/l,L/r!2/rL,$/!to!on/!2B/$,J,$!b<2,n/22!<n,t!
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Customer Communications Ð Function responsible for developing ÒalertÓ-style 

base, however the communication function would be available to other service pro
desired.  This is a distributed function. 

Knowledgebase Management Ð Function responsible for updating the knowledgebase, ensu
that topics are organized and searchable, etc.  This is a distributed role. 

Customers Ð faculty, students, staff, UB aff iliates, and UB guests (anyone requiring legitimate 
access to UB IT services) 

Incident Ð a customer-initiated, non-self-serve interaction with an SSD customer service point 
about a particular customer issue. 

Service requests/tickets Ð the objects that document information about an incident for the IT 
staff.   
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Transaction Ð a task completed by a service provider in order to partially resolve (then 
forwarding request to another service provider for additional work) or to completely resolve a 

 are organized and searchable, etc.  Supports 

 services to support various system accounts and 
uthentication to instructional, research and administrative systems. 

 file 

s 

! Changing passwords 
ing quotas 

counts 

 

 that support you with the development or 
purchase of automated systems and databases that meet the 

 the 

 

! Development, implementation, and ongoing maintenance of 
ations and databases 

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

particular customer problem/service request. 

Problem Ð Based on one or more incidents, a known defect or failure in a service. 

Knowledge base – a repository of topics that
distributed management.  
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1. Accounts 

 
We provide
a
Services include support for changing passwords, altering disk
quotas, assistance in self-service setup of accounts, help with mail 
forwarding, changing login names, and answering general question
regarding accounts. 

 
Examples: 

! Chang
! Self-service setup of ac
! Mail forwarding 
! Changing UBit names 

2. Business Systems 
 

We provide services

academic support needs of the campus. These services include
development, implementation, and ongoing maintenance of 
applications. 

Examples: 

applic
! Training 

!
1 Based upon UCSC mdoel rom http:/its.ucsc.edu/service_catalog/ 
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3. Data Center & Servers 
 

We provide you with server hosting and server administration 
services to support hosted servers. 

 
Examples: 

! Server hosting 
! Server administration 

 
! Data management (backup, disaster recovery, delivery) 

 
4. Desktop Computer Support 

 
Services that support the lifecycle of desktop/laptop computers 
including purchasing, configuration, installation, troubleshooting, 
upgrades, replacement, and disposal. 
 
Examples: 

! Purchasing 
! Configuration 
! Installation 
! Troubleshooting 
! Upgrades 
! Replacement 
! Disposal 
! Portable/Mobile Computing Support 
! Peripheral Support 
! Training 

 
5. Email & Calendar 
 

Examples: 
! Exchange 
! Student email 
! Training 
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6. Help Desk Services 
 

l 
tion, and problem resolution via 

phone, online, email, and walk-in consultation. We provide 
information, and intelligent referral for all services. 

Te rvices to students, staff, and faculty for 
are, computer accounts, and network 

 
les: 

, and resolving incidents for faculty, 
staff, and students 

structional Technology 

Ex
ing and learning mission 

pport 
 (technical, productivity, workflow, 

) 
development 

s 
! Video conferencing 

ntation systems 
 

 

We provide computing help services that focus on the individua
customer through information, educa

assistance, 
chnical consulting se

supported hardware and softw
access is also provided. 

Examp
! Managing, coordinating

! Customer Relationship Management 
! Training 

 
7. In

 
amples: 
! Support of teach
! Classroom su
! Solution Consulting

instructional
! Course content 
! Training 

 
8. Media & Event Support 

 
Examples: 

! Special event

! Prese
! Videography
! Equipment Loan
! Training 
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9. Network & Wireless 
 

Examples: 
! Wired network 
! Wireless network 
! Voice, video, and data communications 
! Network Connectivity and Troubleshooting 
! Training 

 
10. Polici

 
es & Guidelines 

eral, state, SUNY, and UB requirements 

ty 

 

 
les: 

ms that enables personal and group 
productivity 

ng 

support for projects 
onsulting (technical, productivity, workflow, 

instructional) 
 

Examples: 
! Compilance with fed
! Policy Development 
! Accessibili
! Policy Management 
! Training 

 
11. Printing 

 
Examples: 

! Printing 

12. Productivity Tools 

Examp
! Campuswide syste

! Traini
 

13. Project Management 
 
Examples: 

! Tools, consulting, and 
! Solution C
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14. Security 
 

Examples: 
! Protecting information and computing assets 

ent (security, physical stuff) 

15. Software 

Examples: 
are licensing 

 

phone services 
! Wireless telephone services 

rt 
! Training 

 

eb site development and maintenance 

! Training 

 
Exam

! Budget Management 
! Service Level Management 
! Inventory Management 

! Facilities Managem
! Security Incident activities 
! Training 

 

 

! Softw
! Purchase coordination 
! Software support 
! Distribution 
! Standards 
! Training 

16. Telephone 
 

Examples: 
! Wired tele

! Telecom systems suppo

 
17. Web 

Examples: 
! W
! Content Management 

 
18. Administrative 

ples: 

! HI!



!

C < $8-$6$1', ' () $!*%$1, - (26!

H"#
Dr. Sm e School of Medicine (SoM) and a student in 
the College of Arts and Sciences.   Dr. Smith decides to visit the general campus web portal 
(figure 1), identifies himself using his username, and searches the knowledgebase for 

 spending a few minutes in the knowledgebase, he hasnÕt 
he web page states that if he hasnÕt found a solution he can 

ontact a Customer Service Point (CSP) for additional help. 

After scratching his head, he deci  the SoM Customer Service Point (CSP) can be of 
ass  CSP from the presented drop-down list.  He is then 
pr opulated with information from his knowledge 
base search nformation from a lookup based upon his username.  
After changing his preferred contact information, and editing his IT issue description, he 
confirm mission.   The web page then presents Dr. Smith with summary 
information about his Òincident ticketÓ, including what the next steps are and what and when he 
can expect to receive a response to his issue. 

m Dane, a Help Desk Analyst with the SoM CSP, has just returned from a break and signs into 
including the Call Center Phone system.  Jim scans the in-

ueue of IT incidents and pulls up Dr. SmithÕs incident ticket. After a quick scan of the incident 
 look-up in the knowledgebase and change management logs to see if there 

wn problems related to 
thi e see anything related in the change 
ma vider X.  Jim makes 
notations i s done.  Because Dr. Smith specified a 
preference to be contacted on his cell phone, Jim makes a call to Dr. Smith to inform him that his 
issue is being escalated f ing.  He provides Dr. Smith with next steps 

 he can provide Dr. Smith with any additional assistance while he 
completing the call, Jim logs any particulars about the conversation 

s the ticket to Service Provider X. 

ticket has been escalated to 
he  consultation with her team, 
Ja ow certain applications work with the service, and 
imm porary workaround for those affected customers.  Jane enters the 
known problemÓ into the knowledgebase with a description of the temporary workaround.  She 

nown problem, and hands the ticket back to the SoM 
n is handed off to the Communications Team to 

issemi  to impacted customers and interested parties.  As the 
problem , impacted customers will now be able to find the workaround in an 
up

Th  what is now a known problem.  Dr. Smith is 
provided with the known workarounds and a set of expectations for a permanent fix.   

88$13(#!"!D
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ith has an IT issue.  He is both a faculty in th

information about his issue.  After
found a solution to his problem.  T
c

des to see if
istance.  So, Dr. Smith chooses the SoM

esented with a form which is partially auto-p
, his username, and contact i

s the information for sub

Ji
the Shared IT Service Desk system, 
q
particulars, Jim does a
is any information about this particular problem.  He doesnÕt see any kno

s incident in the knowledgebase, and neither does h
nagement logs.  Jim does see that the incident is related to Service Pro

n the incident ticket about the work he ha

or advanced troubleshoot
and expectations, and asks if
as him on the phone.  After h

to the ticket and escalate

Jane Shura  at is  technician with Service Provider X.  She sees that a 
r Service group from Dr. Smith.  After some initial diagnostics and
ne determines that there is a problem with h

ediately identifies a tem
Ò
associates Dr. SmithÕs incident with the k

SP for customer follow-up.  InformatioC
d nate information about the problem

 is remediated
datgd knowledgebase. 

e SoM CSP follows-up with Dr. Smith regarding
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 and is having problems using 

ftware on her laptop in one of 
the campus internet cafŽ/lounges when she comes across the problem,  As she looks up to ponder 

o the general campus walk-in office.  Shay picks up her 

hay if she would like to wait while 

et 

ave 

P.   

 

mad 
ase, and says that she will follow up with an e-mail with additional 

Shay Quinla is a student in the School of Architecture (SoA),
modeling software used in her class.   She is working with the so

her question, she notices a sign pointing t
things and walks over to ask her question.  

The staff on duty, Janette, records an incident with the question particulars and contact 
information.  Janette is unfamiliar with the software, so she proceeds to check the 
knowledgebase for any FAQs, known problems, or workarounds. Having failed to locate an 
answer, Janette notes that this particular software is primarily supported by the SoA CSP.  
Janette offers to transfer the ticket to the SoA CSP and asks S
she attempts to get the SoA CSP on the phone.  Janette also presents Shay with the option of 
visiting the SoA CSP, or she can request that the SoA follow-up with her via e-mail or phone. 

Shay decides that because itÕs a nice day, sheÕll walk to the SoA CSP.  Janette transfers the tick
to the SoA CSP, noting that the customer will visit the SoA CSP walk-in office.  Upon reaching 
the SoA CSP, Shay finds that they already have all the particulars about the problem and h
begun to work on it.  The SoA CSP proceeds to diagnose the software issue with Shay, 
ultimately finding the problem and the resolution.  The SoA CSP closes the ticket, posting the 
solution to the knowledgebase. 
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Mohammad Rashdad is an administrative assistant in the Department of Anthropology.  
Mohammad is having difficulty using MS Excel to produce a report for the Department Chair.  
ItÕs been a long day, and he has been working late into the evening.  At 8:47pm, After spending 
time trying to figure it out himself, he decides to call the Department of AnthropologyÕs CS

Mohammad is presented with a voice menu, and selects ÒMicrosoft Office and Other 
Productivity ToolsÓ.  He is given an approximate wait time, and his place in the ÒqueueÓ. While 
on hold, he is presented with a number of quick tips on how to use Microsoft Office Ð Frequently 
Asked Questions.  After a couple minutes, he is greeted by Martha Siberry, a Service Desk 
Analyst with the 24/7 Campus CSP, who asks him to verify some information.  MarthaÕs screen 
is auto-populated based on the caller-id, but she verifies the caller particulars and records the 
problem description.   

MohammadÕs call was automatically rerouted from the Anthropology CSP to the 24/7 CSP.  The 
Anthropology CSP has an agreement with the 24/7 Campus CSP to take calls after their normal 
service hours or when their call volume/wait time exceeds a threshold.  There is also an 
agreement that any call resolved at the 24/7 Campus CSP should not be closed, but transferred to 
the Anthropology CSP to close out. 

Martha is proficient with MS Excel and assists Mohammad over the phone.  After walking
Mohammad through a number of steps, verifying that he understands how to accomplish his MS 
Excel objective, Martha asks if he requires any other assistance.  Martha also points Moham
to the campus knowledgeb
resources on MS Exel/Office products.  Before completing the call with Mohammad, Martha 
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logy CSP will be following up with him to ensure he tells him that someone from the Anthropo
has everything he needs. 

!


