ATLAS IT Help Desk - Future State Map

Develop structured web form
based input for hotline

Associates With requests v | Resource Utilizations T10 | Problem Resolution Times for Correct and Complete Submissions Associates With
IT Problem FTE (Full . : _ Solution
. Tag . Number of | Average Time VA Time NVA Time
Resource Time Solution Path ; . .
. Route Problems (mins) (mins) (mins) 4 4
Equivalent)
Help Desk 2.1 A L1 Tech 59.50 141.57 25.00 116.57
B10 ‘ L1 Tech 2.0 D Self-Service 20.00 58.00 10.00 48.00
~] IT Contract 1.3 E Escalated 10.50 374.43 75.00 299.43
A20 ALO | E-MAIL
[— Problems Per
° = Day Unstructured phone and email
WWW A 10.00 | PR input resulting in large
Problems Per ] percentage with incomplete
Day Problems Per information
e Day Incomplete W A80 |
10 | PR Information E
E-MAIL
Problems Per
A30 A50 A70 Day
Reject, Create Ticket A40 A60 5950 | PR
Resolve or Resolve Problem and
or Route to Self — 5 — : |
Service a Escalate 7 ﬁ > Close Ticket
Problem Ticket =
Backlog Avg. Process : Problems Per ; N\ Avg. Process : Problems Per Avg. Process ;
10 PR Time 10 [Mins| - Created Day Problem Time 5 Mins Day Time 10 |Mins E30 ‘
Resource Sglsﬁ]( Staff 70.00 | PR Backlog Resource |L1 Tech|Staff 5950 | PR Resource |L1 Tech|Staff E
10 PR [ |
| seftsenvicel 20 | % | > ey | 15 [ [ > Lead Time | 141.57 |Mins E-MAIL
—Tncomplete ; . Problems Per
oo | 10 % | > Lead Time | 131.57 |Mins Day
This front end queues causes a Lead Time 58.00 |Mins 1050 | PR
large delay in all the hotline 5ob] 5
bl roblems Per
problems Day 100.00 | PR
48.00 Mins 68.57 Mins
S T 1
10.00 Mins 500 Mins | | 1000 Mins |
|
Add staff to maintain a max
10 problem backlog in this D10 ‘
queue Recommended
Self-Service || | D20 Escalate | E10 | E20
E-MAIL _ [~ ]
Problems Per Resolve via Resolve Escalated
Day > Self-Service E-MAIL .
20.00 | PR Problems Per Problem
Gadget ) Day =
Data O] Avg. Process
1050 | PR Problem Time ! Hrs
Backlog Resource c I Staff
4 | PR ontract
Units Convertors Majority of requests to do not Lead Time | 374.43 [Mins
have self-service resource today Self-Resolved
Days Hrs Wks Problems Secondary queue where hotline
staff have to escalate calls .
8 60 60 182.86 Mins
N ' _
Hrs Mins Pnds Do an analysis of request | 60.00 ! Mins
types and self-service
feasibility to prioritize self-

Copyright GumshoeKI, Inc. 2000 - 2006 service site enhancements



