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we mean 1t?”
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What I will cover

« Application Area — Overview
 Lean - whatitis

« Application of Lean
 Quicomes

e Conclusions
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The language of Quality
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IT Service Desk Improvements
Review of Call Management
Introduction of “Self Services”
Performance Improvements
Conclusions

Future Work

The Application
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The Application

Service Desk Team
- 11 Staff
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Overview of Problem

Current Process

Histogram - Days to Close Calls
(1 July 2007 - 30 June 2008 )
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Goal Statement

“To reduce the
mean and variance
of ‘time to close
Service Desk calls’,
each by 20%"
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e Objectives are to ...

Why measure IT performance ?

Show role of IT in value creation

e Continuing development of skills and competencies

Demonstrate effectiveness
Provide reliable services

Address business needs

Ensure we are working on the key strategic issues

Drive continuous improvement philosophy

e Aid learning, decision making and organisational

performance
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What is “lean”?

el
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This is “lean”

Maximise customer value —
minimize waste (time)

More customer value with less
resources (human)

A philosophy of continuous
improvement
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What did we do

1. Conducted a “Six Sigma” project
1. To improve call response times

2. Reviewed Service Desk Processes
To make more efficient

To identify alternative was to provide

To provide training opportunities

To enhance information services

8, Introduced new Support Tools

1. Remote deployment of software to desktop
2. Remote access to provide support (coming)

4. Via new IT Strategy (coming)
1. Greater control of desktop (policies, use of local disc, standards setting)
2. Increased centralisation of support services

G
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Results

-
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Financial Perspective )

How do we look to senior
management?
Reduction in staffing numbers

Satisfaction |l eyvels ,high©"

J

-

\_

Customer Perspective

How does service look to
customer?

20% improvement — mean time to

close call
60% reduction in variance

~

/ Internal Processes \

Better overall service performance

Improve Operating more efficiently?
Servi_ce Removal of ““wa 9t
Quality Staff satisfactilo

J

) \_

" Innovation and Learning )

Can we innovate and improve
services?
More self-help systems
|l ncreased use of

k Better understanding of ITIL )
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Examples of Service
Improvements

Software ‘vending’
Anyfime

Online booking systems:

« Audio-visual services

* Video-conference services
» Service Desk requests
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Licence management improved

CUSTOMER
SERVICE

. Call Closure rates up:
« 78%+ inside 3 days
‘ ) T
’1«'\ A ‘
Password Management Kiosk
Anyfime
No Service Desk queues




Future Work

L\ R More “self help” services
S More use of “smart” tools
%  Balanced Score Cards
R Cloud-based services

- “anytime- anywhere”

EFQME

Shares what works Possible
development
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Balanced Scorecard
Model

A 4
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Value
Creation
~
Output
Measures
Balanced
SN View
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EFOQOM Excellence Model

Enablers 50% Results 50%
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Innovation and Learning
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Conclusions

 Difficult o maintain success rates

o0 More managerial responsibility needed

0 Continuing fraining of Service Desk Operators

0 Manual not seen as a mandatory reference source
 Six Sigma and Lean Principles

o0 Very relevant

0 Lots of useful tools which have wider application
* Reporting Techniques

o Balanced Score Cards - not (only) SLAs; be forward thinking

A\

Lean IT Approach? Yes we do mean it!
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Any Questions*
Fragen?
Des questions?
Aon cheist?
Tutie le domande?
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http://www.nasa.gov/multimedia/videogallery/index.html?collection_id=14483&media_id=72871981&module=homepage

