Improvements 


	#
	Recommended Improvements
	Justification
	Potential constraints
	Status
	Responsible Staff
	Level

	1
	Expand and use Priority Standards Grid based on issue. 
	· New grid able to take into account people affected, time to complete, and person requesting

· Current priority list is outdated
· Difficult to use

· Does not incorporate all information needed to make decisions
	· Time for staff needed to examine
	Pending Approval
	Leisa James
	District-wide

	2
	Standardize greeting to all customers.
	· Ensure all customers are receiving the same information

· Establish consistent level of professionalism

· Correctly identify department
	
	Implemented
5/29/07
	Leisa James
	Dept.

	3
	Standardize information obtained from customers for all requests.
	· Reduce need for callbacks

· Ensure all information needed to provide service has been obtained

· Streamline process

· Reduce time spend obtaining needed information
	· Customer may not know requested information
	Implemented
5/29/07
	Leisa James
	Dept.

	3.1
	Create reminder sheet with prompts for staff to use in determining what information is needed from customers calling the TSS Helpdesk.
	· Improve consistency in information gathered

· Reduce the need for callbacks

· Provide a visual reminder for a process completed frequently
	· 
	
	
	Dept.

	4
	Create Helpdesk ticket for all calls where staff takes action beyond informational or training.
	· Track all calls for reference

· Track work performed for statistical evaluations and staffing needs

· Track repeated issues and requests
· Create a record of work performed to avoid starting from zero each time

· Eliminate duplication of work
	
	In Progress
July 07
	Leisa James
	Dept.

	5
	Increase marketing of TSS Helpdesk, ticketing system, and directions.  Specific marketing initiatives are outlined in 5.1-5.7.
	· Increase use of Helpdesk Ticketing system

· Increase accuracy of tickets submitted
	
	June 07

Pending Approval of John H.
	TSS Staff
	District-wide

	5.1
	Change MCCCD webpage to make TSS Helpdesk link more prominent.
	· Increase use of Helpdesk Ticketing system
· Increase awareness of Helpdesk

· Increase awareness of services provided
	
	June 07

Pending Approval of John H.
	Leisa James

Mihael Lopatko
Assistance from Marketing Dept.
	District-wide


	5.2
	Reorganize TSS webpage.  Obtain customer evaluation as to ease of navigation.
	· Add pop-up menus, make link to forms more prominent, easier to navigate, provide directions.  Currently takes 5-6 clicks to reach ticketing system
· Make website more user-friendly

· Make website consistent with IT website
	
	June 07

Pending Approval of John H.
	Leisa James

William Ellsworth

Chris Gunter will review
	District-wide

	5.3
	Create and distribute flyer/newsletter with information about Helpdesk Ticketing system. Monitor frequency of distribution and result.
	· Include information about how to find Helpdesk ticketing system, directions how to use, describe services provided, how to contact, and to promote TSS in general
· Flyer will be attractive, catchy, and have limited text
· Investigate attaching to paychecks and placing in training newsletter
	
	July 07

Pending Approval of John H.
	William Ellsworth with assistance from Marketing Department
	District Office

	5.4
	Send monthly email promoting link to TSS Helpdesk ticketing system and directions for use.
	· Provide more encouragement for DO employees to utilize Helpdesk Ticketing system
	
	July 07

Pending Approval of John H.
	Leisa James
	District Office

	5.5
	Create pamphlet and quick reference guide for distribution.  
	· Examples for use are at orientation and when receiving login
· Information will include directions on how to find TSS Helpdesk ticketing system, directions how to use, describe services provided, how to contact, and to promote TSS in general
	
	August 07

Pending Approval of John H.
	Edgar Ramirez
	District Office

	5.6
	Provide one-on-one training sessions to DO employees about Helpdesk Ticketing system.  Training will take place face-to-face or over the phone.  A standardized handout with information to be presented by all staff will be developed.
	· Information provided will be the location of Helpdesk ticketing system, directions on how to use, and services provided
· Increase use of Helpdesk Ticketing system

· Increase accuracy of tickets submitted
· Gradually reduce dependence of DO employees on request methods other than Helpdesk Ticketing system
	
	August 07

Pending Approval of John H.
	William Ellsworth
	District Office

	5.7
	Bookmark TSS Helpdesk link in all new computers
	· Increase customer awareness of TSS

· Make access to TSS more convenient for customers

· Increase use of Helpdesk Ticketing system
	
	5/24/07

Implemented
	Mihael Lopatko
	District Office

	6
	Develop TSS Routing Guidelines.  Record current contacts and method they prefer for contact.
	· Increase consistency 
· Record preferred contact option, which can include phone calls, email, Helpdesk Ticketing system, physical, or a combination
	
	July 07

In Progress
	Leisa James

William Ellsworth
	District Wide

	6.1
	Revise guidelines at a meeting with departments requests are routed to.   Develop process for departments to inform TSS when contact changes.
	· Encourage use of TSS Helpdesk Ticketing system
· Increase consistency, all departments will receive information the same way

· Ensure contact information is accurate and current

· Provide the fastest and most accurate service for customers

· Determine why departments are not using Helpdesk Ticketing system

· Improve communication and relationship between departments involved in process

· Contact person frequently changes

· Contact person can be unknown
	· Resistance from departments involved
· Dependent upon recommendation #6
	September 07
Pending Approval from all departments involved
	Leisa James
	District Wide

	7
	Remove Identify Whether Request was Completed and Route Request steps from Triage Phone Call process.
	· Steps are covered in Create Helpdesk Ticket process
	
	5/29/07

Implemented
	
	Dept.

	8
	Combine Triage Phone Call process, Triage Walk-in process, and Triage Helpdesk Email process into one process called Complete Request.
	· Simplify processes
· Increase consistency
	
	
	
	

	9
	
	· 
	
	
	
	


LEGEND:

Pending Approval – authorization is required to proceed with recommended improvement

In Progress –improvement is scheduled to be implemented, implementation date is listed

Implemented – improved process is in place, completion date is listed
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