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The!UB2020!IT!Transformation!Team!charged!the!Shared!IT!Service!Desk!Committee!to!researchland!

providelrecommendations!to!developlalscalable!Service!Deskland!customer!support!modellthat!
seamlesslylintegrates!IT!resources!fromlacross!thelcampus.!!!

Alkey!lcomponentloflal!Service!Desklislalsoftwarelapplication!thatlintegrates!servicelrequests,!tracking,!
status!updates,!'workflow,linventory/asset!'management,!land'knowledge!management/sharing.!!Afterlan!
exhaustivelspecificationland!review!processlincluding!thelevaluation!ofloverlaldozen!potentiallsolutions,!
threelfinalists!lwerelinvited!to!providelon!lcampus!demonstrations!tolthe!Universitylcommunity.!!Based!
onlfeedback!from!the!ldemonstrations,!review!of!written!responses!from!thelfinalistsland!other!
assessment!methods,!thelcommittee!believes!that!both!CAland!BMClproducts!willlmeet!thelinstitution’s!
needs.!!'Based!onllicensing!costs,!thelcommittee!recommends!CA’s!Unicenter!Service!Desk!solution.!

With!CA’s!Unicenter!Service!Desk,!participating!IT!support!providers!can!servelaslanlinitial!point!of!
contact!forlcustomersland!belsupported!withlalstandardized!and!uniform!knowledge!management!
system,!customerl!relationship!tools!land!processes.!'Thelcustomer!support!modellwilllbe!consistent!with!
the!lTSTC!recommendations,!guiding!principles,land!theloutcomes!specified!by!the!IT!BilllofIRights.!CA’s!
Unicenter!Service!Desk!providesltrackinglof!T!assets!at!lanlenterprisellevel,laggregating!datalacross!
distributed!areas'tolbetter!lunderstand!thelutilization!of!IT!resources, with!better!reporting!capabilities.!!
Itlincorporateslalcustomizable,!standardized!service!catalog!that!defines!the!business!services!provided!
by!IT!support!providers.!!

The!Shared!IT!Service!desklrecommendation!willlseamlesslylintegrate!lT!resources,!providelalset!of!best!
practices,!processes,land!toolsets.!lt!willlenable!collaboration!between!servicelprovidersland!customer!
servicelpointslacross!thelinstitution.!lit!willlimprove!lcommunications!within!University!IT,!land!is!almeans!
oflimproving!thelcustomerlexperience.!l!
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As part of the capus UB2020 process, ttB IT community is actively planning and
implementing several projects as part oflaformation Technology (IT) Strategic
Transformation Initiative to help position UB for the futa. Projectsunderwayinclude:the
rollout of VoIP acrosscanpus,aworkstation standardization projeservices anderver
consolidation projectsa strategic information reporting initiative, assessment of our current
student systesin preparation for replacement of these systems by an enterprise resource
planning (ERP) systenand developent of a cenpusI T shared service desk (Help Desk). A
new canpusl|T governance/advisory committee structure wasestablishedn the 2006-07
academic year to manage this distributed environment.

Several mnths were spent designing UBOs vision for a Shared Seeskeififormed by the
initial UB2020 ITSTC planning prass, literature review, amonsultation with other higher
education institutions, EDUCAUSE, Gartner Research, the Help Desk Institute, and campus
discussionsThis includedanexhaustivespedfi cation and review process to determine
functional requirements.

Ourresearclshowedhatthereis adirectrelationship between the success of Service Desk
guality and the existence of a strategic plartlierService Desk, famal IT Service Manageamt
practices based on the IT Infrastructure Lipr@rIL) service managenent framewolk, and the
characteristics that defirthe Serice DeskOsrganizationamaturity asdefinedby Capability
Maturity Models such as the SEI CMM andr@arOs Service ManagarhMaturity Model.

It has become increasingly recozgulthatinformationis the most important strategic resource
that any organization has taamage. Key to thcollection,analysisproduction and distribution
of information within an organizeon isthe quality of the IT service providedto thebusiness.

Key issues facing emy of todayOs senior SinessManagersaand|T Managers are:

e Business!strategic!planning!

Integratingland!laligning!IT!and!business!goals!

e Implementing!continuallimprovement!

e Measuring!lT!organizationleffectiveness!and!lefficiency!

e Optimizing!costsland!Total!Cost!oflOwnership!(TCO)!

e Achievingland!demonstrating!Returnlon!investment!(ROI)!
e Demonstratinglthelbusiness!value!of!IT!

o Developing!businessland!IT!partnerships!and!relationships!
e Improving!project!delivery!success!

e Using!IT!to!gainlcompetitiveladvantage!


http://www.buffalo.edu/ub2020/itst/
http://www.buffalo.edu/ub2020/itst/
http://www.buffalo.edu/ub2020/itst/voip.html
http://www.buffalo.edu/ub2020/itst/standardization.html
http://www.buffalo.edu/ub2020/itst/servers.html
http://www.buffalo.edu/ub2020/itst/servers.html
http://www.buffalo.edu/ub2020/itst/reporting.html
http://www.buffalo.edu/ub2020/itst/ssa.html
http://www.buffalo.edu/ub2020/itst/ssa.html
http://www.buffalo.edu/ub2020/itst/service_desk.html
http://www.cio.buffalo.edu/itcommittees.shtml

e Deliveringlthelrequired,!businessljustified!IT!services!
e Managing!constant!business!and!IT!change!

e Demonstratinglappropriate!lTlgovernance!

The challeges for IT manager@reto coordinateandwork in partnership with their Academic

and Administrative leadership to deliver high quality IT services. This has to be achieved while
adoptinga morebusinessandcustoner orientedapproacho deliveringservicesandcost
optimization.

The Shared Service Desk will enable collaboration between service providers and customer
servicepointsacrosgheinstitution. The ServiceDesk must partner with service providers to
ensureghatlT servicesarealignedto universityneedsandactivdy support them The Service
Desk will utilize acommon service management framework and common set of tools to improve
communicationsvithin University IT, andis ameans of improving customer experience. With
thedeliveryof thevariousUB2020IT Strategc Transformation projects currentlyunderway,
supportis crucial. A commonandwell undersood Service Management framework standing
upon acommon set of tools will position the University to effectively and effi ciently launch and
support these dical projects.

The SSD principles:

o Improvelserviceldeliverylbylimproving!lcommunications!between!IT!units!
e Resolvelproblemslonlinitiallcontactlif!possible!

e Accuratelylsetlexpectations!

e (Perceived)!lseamless!IT!service!

e Help!customer!managelinteractions!

!
The Shared Service Desk (SSD) project has several sgnificant goals:

e Improveltransparencyland!clarity!oflcommunication!between!IT!support!unitslonlcampus!

e Improvelcustomerlexperiencelthrough!betterlworkflow!and!self"help/knowledgebase!
components!

e Permitlthe!development!oflservice!metrics!forlkey!IT!services!

o Reduceltheleffort!required!to!support!the!University’s!service!desk!functions!byleliminating!the!
need!forlalllorlnearlylallloflthelexistinglincident!handling!services!



The ServiceDeskOsuccesss predicatedipona commitment by senior leadership for all
participants to collaborate within a comnon servicemanagenent framework.
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ThelT SharedServiceDeskis avirtual service desk composed of a collaboration of various
service points and service providéo create a seamless support experience to customers. It
operates as a 24/7/365 initial poaftcontactfor all SharedT Servicesandvariousopt-in

services, supporting multiple service delivery levels andmodalities. ThelT SharedService Desk
guarantees access to Shared IT 8esr

The particimnts of the IT Shared Service Deskasaninitial pointof contact between service
providers, service points, and custm) on a daye-day basis. Itis also a focal point for
reporting incidents and making service requests. It provides an interface for other Service
Managenent processes such as Change, Prop@onfiguration,ReleaseServiceLevel andIT
Service Continuity Managesnt.

ThelT SharedServiceDeskkeepscustonersinformed of the serge events, actions and
opportunitieghatarelikely to affect them

ThelT SharedServiceDeskoffersaglobally-focusedapproachwhich integratesdusiness
processes into the Service Management infrastructure.lt not only handes incidents, problesn
and questions, but is positioned to provide an interface for other processes such as customer
change requests,antenance comacts, and software licenses.

Thelobjectivesloflthe!lT!Shared!Service!Desk!are:!

e Providinglalinitial'pointloflcontact!for!lcustomers!for!iT!services!

e Facilitating!thelrestoration!of!normalloperationallservice!with!minimallbusiness!impactlon!
thelcustomer!withinlagreed!levels!(SLA)!and!business!priorities.!

Thelcommon!IT!Shared!Service!Desk!functionslinclude:!
e Receiving!calls,!first"line!lcustomerlliaison!
e Recordingland!trackinglincidents,!requests!landlcomplaints!
e Keeping!customerslinformed!on!request!status!and!progress!

e Makinglanlinitiallassessmentloflrequests,lattemptinglto!resolve!them!orlreferlthem!tolsomeone!
wholcan!

e Monitoringlandlescalation!procedures!relative!to!thelappropriate!SLAs!
e Identifyinglproblems!
e Closinglincidents!and!confirmation!with!the!customers!

e Coordinatingland!monitoring!workflow,'wherelappropriate!

! 8!



e Measuringlresponsivenessland!customer!satisfaction.!

e Participatinglin!systems!developmentland!maintenance!projects!tolensureladequate!support!
integration!

Questions/requests are resolved aiservice portal, with as many probteas possible resolved
upon initial contact. The service portal offers customers a srategy that deploys tools to obtain
supportserviceswvithout directintervention from a support professional All service
requests/tickets are quickly routecthe appropriatesupportpersonnel.

TheintegatedIT SharedServiceDeskwill enathe 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 assistamagersto carry out earlydiagnosis

of emergent problem areas and take proactive action. There will be a clear evidence base against
which to nake decisions on any necessagganfiguration of support resources, additional
expenditureandtrainingpriorities.

Theloggingprocedureenablesallsto betrackedby IT staff and the customer to monitor the
status of the call in progresslit enablesstaffto havea consistentesponseo matter where they
arebasedIt allowspriority to be assignedo mission critical applications. The records collected
assistin building up our knowledgebase, identifying potential areaswherewe haveweaknesses
and for training requireamts for IT staff and w&ss. Additionally it can provide a mechanism for
assessing and controlling demand.

The IT Shared Service Desk will:

e Providelalconsistentlinterface!to!Supportland!Services!

Provide!continuity!of!servicelacross!the!University!

Provide!consistent!monitoringloflservice!levels!land!quality!

Provide!consistent!management!supportlinformation!tolaid!decision!making!

Reducel!costsloflrunning!multipleland!different!systems!

% $%&'() $(' *+( - (./ 0(.123. 456K .

Representative examples of IT Shared Service Desk Responsibilities:
o Assistlusers!withltechnicallissueslinlalllproducts!!!

o ProvidellLogin!IDslafterlidentity!verificationlor!reset!passwords!!

o Assistlwithlscreeninglusers!forlvalidlaccount!requests!!

o Assistlcustomers!with!diagnosingland!resolving!technicallissues!thatlinterfere!with!UB!
products.!!



e GenerallProduct!Information!!!

o Providelgeneralland!specificlinformation!!

o Provideltechnicallor!
pricinglinformation!
forlvarious!products!

e Product!Support!

o Collectlinformation!
about!materials'to!
belsentlto!
customers!(CD’s,!
etc)!!!

o Passlnewl!customer!
information'onto!
thelappropriate!UB!
staff.!!

e Reportlserverloutage!

o Verifyliflalweb!
serverlorlapplication!
islunavailablelor!
havinglproblems.!

o Contactlthe!
appropriatelservice!
providerliflthe!
serverlorlapplication!
islunavailable.!

e Internal!Support!!

o Providelsupport!to!
servicelpointsland!
servicelproviders!

"7 82" ®:

It is envisioned that the
personatthe servicepoint
who receives the customerOs
request will triage the
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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 stepsusedto addresshe problem andeither 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 castom
service points and service providers.

The customer will decide which service point is appropriatgor his/herneeds on a per incident
basis. At minimum, any SSD customer service pointshouldprovideorder intake without
requiring the custosr to initiate a n& incidentwith anotherservicepoint.

"l $(H(+6; <(*(5. &3) 0(.123.( =+>(.

Participantof the SharedT ServiceDesk,bothtechnicalandoperationamanagenent, should
operate within agreeemt on sevaety criteriaand initial response goals for business services (see
Service Catalog). A common set of definidacilitatesmemorandurs of understadingson
service support provisioning.

Each business service will regeiinegotiation awng the participting providersto establish
service level agreements that utilize consistent taxonomy such as the example severity
definitions, below.

! 11!



SEVERITY SEVERITY CRITERIA
LEVEL

Criical Bervice Impact

Issue critically affects the primary business service, major application, or mission critical system.
Customer resources shoukd be available and willing to work on a 24x7 basis with BMC to resolve
the issue. Characteristics of a Severity 1 issue include:

1 »  Business service Is not operational

=  Production system crashes

e« Data integrity at risk

= Production backup and recovery operations fall.
Significant Service or Inplementation Impact

2 The business service, major application, or system Is seriously affected or implementation stopped.
No acceptable workaround is avallable.
Moderate Service Impact

3 The business service, major application, or system is moderately impacted, no data has been lost,

and the business service, application, or system is still functioning. The issue may be temporarily
circumvented using an available workaround.

No Service Impact
Non-critical Issues, general quastions, enhancement requests, ar documentation issvas

Figure 2 - EXAMPLE ONLY—from BMC’s documentation

"? 3(*+,( @A
Thelteam!performed!albrieflsurveyloflservices!offered!by!both!the!distributed!and!centrallIT!
organizations.!'The!Appendix!“UB!ServicelCatalog”lincludes'alframeworklof!servicelcategories.!!This!
commonlframework!will!facilitate!leach!unitlaligning!publiclservices!with!thelservicelcatalog!listing.!
Catalog!categories!willlbe!maintained!by!theloversight!lcommittee!but!shouldlincludelvetting!bylservice!
providers.!

I'B @C.62>( $(*+,( D2-36<2, &603.

TheSharedT ServiceDeskshouldbe provisioned for multiple access modalities. These
modalities should include the capability for physical, face-to-ace ieractions with Service Desk
support staff. Our vision calls for provisiogigeneral campus walk-in custoner service points
on each campus.

TheSharedT ServiceDeskshouldtakeadvaitage of current sers& point locations and
leverage their current capabiisito provideSharedT Service Desk functions. This includes
both distributed and central IT suppanits and their customer service point locations. There is
no single,comprehensiveatalogof Node and CIT customer service pointlocations their service
offerings,servicehours,andsupportlievels.

CIT maintains various custoer sevice point locations relating to Print Service Counters, Public
Computing Sites, and the CIT Help Desk. Alltbése locations are student assistant staffed.

The Print Service Counters and Public @aning Stes are staffed for the st basic IT support,
focusing prinarily on facilities nanagenent andprint delivery services Bthe student assistant
workforce in these areas are mostly transient and havebasiclT literacy. The CIT Help Desk
student assistants have longer tenure, higher degree of IT literacy, and more extensive training.

! 12!



IT NodeSupportcustoner servicepointsaredistributed across the University. Some have
published service support office locations, pravidivalk-in support,andarestaffedby studens
and/or staff during published s@&®& hours. Others rely predamantly on web-based sereic
requests.

TheSharedT ServiceDeskshouldmaintain a caialog of participatingcustoner servicepoints
their catalog of services, modalities of support, and service expectations.The SharedT Service
DeskshouldprovisionOTechnologgupportHubs/Centersthatare accessiblewell known,and
co-located/co-mingled with other campus services.

"E =225.

Several mnths were spent designing UBOs vi$iora shared service desk. One of the key
conponents othis service is service desk application thaps to implement standard
workflows andimprovecommunicatiorbetween T units. After anexhaustivespecificatiorand
review process including the evaluation of caelpzen potential solutions, three finalists were
invited to provide on campus ihenstrations to the University comnunity. 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 institution®
needs, and that the final determination should be based on price. Based on licensing costs, we
recomnendthe selectionof CAO4UnicenterSenice Desksolution,asdetailedin ORFRReportO.

7 0+8%B+$1','(21: 216(3%-,' (216

Like dl dgnificant projects, the costs ofmplementation deped to a degree on the decisions

made duringthe projectitself. Our objective in this section isto provideanoutline of whatwe
have learned during the prepiementationphase.We believethatthiswill assist in identifying
the necessary staff to complete the projectessfully and to budget staff and other resources
appropriately.

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

A significant commitment will be required to deploy the Service Desk. For planning purposes,
we have assumed a 3 year implementation, though the project could go faster or slower
depending on how it is resourced. Estimates for the initial software licensing costs (including
maintenance) as well as additional professional services coss have been identified. mAaccurate
estimate is not possible until the exact scope of work is defined. For example, we may find that
thevendorcanprovidesignificantvalue during the design of thdtial 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 isfor
the hardware and training. Esttes are bag developed for these elents, but were not
available at the tim of this writing.

In addition to procurement costs, staffing needs mustbe considered.In the projectphase,
staffing will be needed for the following activities:

e Infrastructure!"lspecification,!procurement,landlinstallation!oflhardware!to!run!the!Service!
Desklsoftwarelas!welllas!thelinstallation!of!the!software!

! 13!



e Application!Design:!

o Incident/Problem!Management!"lconfiguring!the!Service!Desk!software!to!
implement!thelincident/problem!managementlvision!documented!inlthe!SSD!
Committee!Final!Reportlandladdress!thelneeds!of!the!pilot!units.!!Staffltime!willlbe!
needed!for!developing!SLAs,!policies,!'workflows, lescalation!processes,!change!
processes,letc.!

o Inventory!Management!-Iconfiguring!thelinventory!management!component!oflthe!
Service!Desk!software,lincludinglanylautomated!inventory!tracking!tools!that!UB!
selects.!'Develop!processes!to!maintainlinventoryland!configuration!relationships!
for!Universityldevicesland!services.!

e Reports!-llimit!stafflrequirements!by!utilizing!canned/existing!reports!provided!with!the!
toolset.!

e Migration!"ldeveloping!the!migration!plans!for!pilot!servicelunits,!gathering!business!needs,!
and!providinglassistance!during!the!migration!process.!

e Knowledgebase!(KB)!"lconfiguring!the!KB!portionlof!the!Service!Desk!software,lidentifying!
whatl!contentlislneeded,!migratinglexistinglcontent,!what!(iflany)!knowledge'to!purchase!to!
seed!the!KB,!and!to!developloperating!procedures!to!thelcontinual!'maintenance!of!the!KB!

e Training!"identification!oflwhatltrainingland!documentationlislneeded!for!thelvarious!Service!
Desklroles!

e Customer!Service!Points!/124x7!Gap!Coverage~!The!developmentloflalstaffing!plan'that!
accountslforlproviding!24x7'gaplcoveragelfor!servicelsupportlaslwelllas!lalplanltolarticulate!
Customer!Service!Point!locations.!

e Policy!-IThe!development!of!policieslon!theluseloflthe!Shared!ServicelDesklsoftware,!
buildinglonlthelvisionland!goals!described!earlierlin!this!document.!

We recommendhatthe scopeof this project should be lited to KB, incident, problem
management, and inventory ranagenent/CMDB functions.

?"7 G3A2BAGL(' &6R3&5@. 6

The limted anount of baseline costs and see/ata for IT on campus was both the largest
challenge the committee faced as well as a primary driver for its formation. This lack of
information makes forecasting operational costs difficult; however we believe that we can
provideanaccuratedescriptionof the impact if the Shared Service Desk is fully implemented
according to the vision described earlier. In particular, sveral activities dscribed as part of the
project plan (i.e., knowledgebase maintenance, training, and to a certain degree, migration) will
becone ongoing operational activities. In semeses, these activities will replace similar
functionsalreadyactive,andemnomiesof scalewill alow us the opportunity tonovide better

] 14!



service at the same cost. Certainly the distributed cost of @mntainng dozens of ticket and
inventory systems on campus will be reduced, both in real dollars and most importantly in staff
time.

As mentioned in the vision, we believe that sefarm of 24/7 support function mst exist. This
will likely be implemented though several mechanisms, including use of online tools (i.e.
knowledgebase) and both on and off campus call centers. The exact implementation will be
driven primarily based on the value and costaoh of these options, but all of these activities
will require an increase in investment (e.g. purchase of product knowle@gof knowledgebse,
staff to help capture and implement local knowledge extendedstudentsupporthours,or
corporate call center).

. <88$13(# - =$1('(216

IT Shared Service Desk (SSD) Dis avirtual servicedeskcomposed of aollaboration of
various customer service points and service providersto create the perception of one unified
service entity to customers.

SSD system D the mlti-module software applicatiatimat will administer the IT services
processed by the Shared Service Desk.

Customer Service Points D any unit or group of IT staff clggdwith providingdirectcustorrer
support and who are part of the Shared ServeskD

Service Providers Danyunit or groupof IT staffthatprovidestechncal IT servicedor
custoner servicepoints. ITIL v3 refersto these as Technical Managenent and Application
Managenent functions. Additionally, ITIL v3 definesthree Service Provider Types:

o Typell:lexistslwithinlanlorganization!solely!to!deliver!serviceltolone!specificlbusiness!unit!
o Typelll:lservices!multiplelbusiness!unitslinlthe!samelorganization!

e Typellll:loperateslaslanlexternallservice!providerlserving!multiplelexternallcustomers!

Customer Communications DFunctionresponsibldor developing OalertO-style
communicationselatedto servicedisruptions/known problesand service
additions/changes/ramals. Generally focused @arvices that have a significant customer
base howeverthe communicatiorfunctionwould be available to other service priders if
desired. This is a distributed function.

Knowledgebase Management D Functionresponsibldor updding the knowledgebasesnsuing
that topics are organized and searchable, etc. This is a distributed role.

Customers Dfaculty, students, staff, UB affiliates, and UB guests (anyone requiring legitimate
accesgo UB IT services)

Incident D a custoer-initiated, non-df-serve interaction with an SSD custorar service point
abouta particularcustonerissue.

Service requests/tickets D the objects that docent information about an incident for the IT
staff.
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Transaction Dataskcompletedoy a serviceproviderin orderto parially resolve (then
forwardng requesto anothersevice provider for additional wojkor to completely resolve a
particular custorar problenfservice request.

Problem D Basedon oneor moreincidents,a known defector failure in aservice.

Knowledge base — a repositoryof topicsthatareorganzed and searchable, etc. Supports
distributedmanagenent.

? @\*$)(%:,', 2B

1. Accounts

We provide services to support various system accounts and
authentication to instructional, research and administrative systems.
Services include support for changing passwords, altering disk file
quotas, assistance in self-service setup of accounts, help with mail
forwarding, changing login names, and answering general questions
regarding accounts.

Examples:

e Changing passwords
Changing quotas
Self-service setup of accounts
Mail forwarding
Changing UBit names

2. Business Systems

We provide services that support you with the development or
purchase of automated systems and databases that meet the
academic support needs of the campus. These services include the
development, implementation, and ongoing maintenance of
applications.

Examples:
e Development, implementation, and ongoing maintenance of
applications and databases
e Training

! 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:
e Server hosting
e Server administration

e 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:

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

5. Email & Calendar

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

We provide computing help services that focus on the individual
customer through information, education, and problem resolution via
phone, online, email, and walk-in consultation. We provide
assistance, information, and intelligent referral for all services.
Technical consulting services to students, staff, and faculty for
supported hardware and software, computer accounts, and network
access is also provided.

Examples:
e Managing, coordinating, and resolving incidents for faculty,
staff, and students
e Customer Relationship Management
e Training

7. Instructional Technology

Examples:
e Support of teaching and learning mission
e Classroom support
e Solution Consulting (technical, productivity, workflow,
instructional)
e Course content development
e Training

8. Media & Event Support

Examples:

e Special events
Video conferencing
Presentation systems
Videography
Equipment Loan
Training

18!



9. Network & Wireless

Examples:

e Wired network
Wireless network
Voice, video, and data communications
Network Connectivity and Troubleshooting
Training

10. Policies & Guidelines

Examples:
e Compilance with federal, state, SUNY, and UB requirements
Policy Development
Accessibility
Policy Management
Training

11. Printing

Examples:
e Printing

12. Productivity Tools

Examples:
e Campuswide systems that enables personal and group
productivity
e Training

13. Project Management

Examples:
e Tools, consulting, and support for projects
e Solution Consulting (technical, productivity, workflow,
instructional)
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14.

Security

Examples:

15.

Protecting information and computing assets
Facilities Management (security, physical stuff)
Security Incident activities

Training

Software

Examples:

16.

Software licensing
Purchase coordination
Software support
Distribution

Standards

Training

Telephone

Examples:

17.

Wired telephone services
Wireless telephone services
Telecom systems support
Training

Web

Examples:

18.

Web site development and maintenance
Content Management
Training

Administrative

Examples:

Budget Management

e Service Level Management

Inventory Management
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Dr. Smth has an IT issue. He is both a facuttghe School of Medicine (SoM) and a student in
the Collegeof Arts andSciences. Dr. Smith decides to visit the general camus wé portal

(figure 1), identifieshimselfusinghis usernane, and searches the knowledgebase for
information about hisissue. After spending afew minutesin the knowledgebaséhe hasnOt

found a solution to his problenirhe web page statéisatif he hasn(foundasolutionhecan
contacta Custoner ServicePoint(CSP)for additionalhelp.

After scratching his head, he ddes to see if the SoM Customer Service Point (CSP) can be of
assstance. So, Dr. Sitih chooses the SoM@SP fomthe presentedirop-downlist. Heis then
presentedwith aform whichis partially autepopulated with informtion fromhis knowledge
basesearchhis usernameand contact information from alookup based upon his username.
After changinghis preferredcontactinformation, andediting his IT issuedescriptionhe
confirms the information for submission. The web pagethenpresent®r. Smth with summary
information about his Oncident ticketOjncludingwhatthe nextstepsareandwhatandwhenhe
can expect to receive a response to his issue.

Jim Dane, a Help Desk Analyst with the SoM C8&&just returned from a break and signs into
the Shared IT Service Desk system, including the Call Center Phone systerdim scans the in-
queue of IT incidents and pulls up.[5nithOs indentticket. After a quick scanof theincident
patticulars,Jim doesalook-upin theknowledgebasand change amagenentlogsto seeif there
is any infemation about this particular probleriie doesnGteeany known problemsrelatedto
this incident in the knoledgebase, and neithéoes he seeanythingrelatedin thechange
management logs. Jimdoesseethattheincidentis reated to Service Provider X. Jm makes
notationsin the incident ticket about the work he has done. Because Dr. Smith specified a
preferenceo be contactedn his cell phone, Jim makes a call to Dr. Smith to inform him that his
issueis beingescalatedor advancedroubleshodhg. He provides Dr. 1&ith with next steps
and expectationsandasksif hecanprovideDr. Smith with any additional assistance while he
has him on the phone. After completing the call, Jm logsanyparticularsaboutthe conversation
to the ticket and escal ates the ticket to Service Provider X.

JaneShurd is atechniciarwith Service Provider X. She seesthat aticket has been escalated to

her Service group from Dr. Smith. After some initial diagnosticsandconasiltation with her team,
Jane deternmes that there is a problem witbvia certain applications work with the service, and
immediately identifies atemporary workaround for those affected custonserJaneentersthe
known problen®into theknowledgebaswith a description of the temporary workaround. She
assaiates D. SnithOs incident with thenkwn problem andhandstheticket backto the SoM

CSP for customer follow-up. Information is handed off to the Communications Teton
disseminate information about the problem to impacted custorars and interested parties. As the
problem is remediated, impacted customers will now be able to find the workaround in an

updagd knowledgebase.

The SV CSP follows-up with Dr. Sith regardingwhat is now a known problenDr. Snith is
provided with the known workarounds and acfetxpectation$or a permanentfix.
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Shay Quinlais a student in the School of Architecture(SoA), andis havingproblens using
modelingsoftwareusedin herclass. She isworking with the software on herlaptopin oneof
the canpus internet cafZ/lounges when she emasross the problem, As she looks up to ponder
her question, she notices a sign pointioghte geeral campus walk-in office. Shay picks up her
things and walks over to ask her question.

The staff on duty, Janetterecordsanincidentwith the question particulars and contact
information. Janette is unfamiliar with the software, so she proceeds to check the
knowledgebas&or any FAQs, knownproblens, or workaroundsHavingfailed to locatean
answer, Janette notes that this particularsoftwareis primarily supportedy the SOACSP.
Janetteoffersto transfertheticketto the SoA CSP and askshay if she would like to wait while
she atterpts to get the ®A CSP onlte phone. Jeette also presents Shay with the option of
visiting the SoA CSP,or shecanrequesthatthe SoA follow-up with her viae-mail or phone.

Shay decides that because itOsaniceday, sheOlvalk to the SOA CSP. Janette transferstheticket
to the SOA CSP, noting that the customer will visit the SOA CSP walk-in office. Upon reaching
the SoA CSP,Shayfinds thattheyalreadyhaveall the particulars about the problem and have
begun to work on it. TénSoA CSP proceeds diagnosehe softwareissuewith Shay,
ultimately finding the problem and the resolution. The SoA CSP closes the ticket, posting the
solutionto theknowledgebase.

H'T 0(1' (.(3686%( $,(3&'+2 !

Mohammnad Rashdads anadministrativeassstant in the Departemt of Anthropology.
Mohammadis havingdifficulty usingMS Excelto produce areport for the Department Chair.
ItOs been a long day, and he has been workamta the evening. At 8:47pmfter spending
time trying to figure it out himself, he decides to call the Departrent of AnthropologyO€SP.

Mohamnadis presenteavith a voice menu, and selects OMicrosoft Office and Other
Productivity ToolsO. He is givamapproxinate wait time, and his placein the Oqueue®hile

on hold, he is presented with a ren of quick ps on how to use Microsoft Office B Frequently
AskedQuestions.After acoupleminutes heis greetedby MarthaSiberry, a Service Desk
Analystwith the 24/7 CampusCSP,who askshim to verify sone information. MarthaOs screen
is auto-populatethasedonthecdler-id, butsheverifiesthe caller particularsandrecordsthe
problemdescription.

MohamnadOs call was autetically rerouted fom the Anthropology CSP to the 24/7 CSP. The
Anthropology CSP has an agresmhwith the 24/TCampusCSPto takecallsaftertheir normel
service hours or when their call volume/wait time exceeds athreshold. Thereisaso an
agreerentthatany call resolvedat the 24/7 Canpus CSP should not be closed, but transferred to
the Anthropology CSP to close out.

Marthais proficientwith MS Excel and assists Mohammad over the phone. After walking
Mohammadthrougha numberof stepsyerifying thathe understandiow to acconplish his MS
Excelobjective,Marthaasksif he requires any other assistantarthaalsopointsMohanmad
to the carpus knowledgehse, andays that sk will follow up with ane-mail with additional
resources on MS Exel/Office products. Befooenpletingthe call with MohammadMartha
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tells him that someone from the Anthropology CSP will be following up with him to ensure he
has everything he needs.
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