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Background

SDDPC provided help desk & desktop support to the
City for over 30 years

The City released a Request for Proposal (RFP) for
these services in Sept 2009

EnPointe was selected as our new provider

Contract award approved by Council in April 2010
— Annual savings of S1.1M
New Help Desk transitioned on August 1, 2010

Stabilization period thru October 31, 2010



Accomplishments

Contract executed with EnPointe

Operating Level Agreement executed
— Roles of the City, EnPointe, and SDDPC

Knowledge database consolidated

— Application Portfolio

— Solutions for common system problems
— Scripts for problem resolution

Technology Service Catalog created

Emergency Help Desk Guide drafted

Status reviews with departments
Lessons Learned
Adjusted business processes based on dept feedback
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En Pointe Monthly Performance Review

September 2010

2025 / 166

Incidents Created
(Reporting Month)

Backlog
(All Incidents that
remain in a non-closed
or canceled status at
. month end)

90% / 52%

FCR (First Call
Resolution)

(SLA: Resolve = 85% of all |

incidents that are eligible
for FCR)
Total FCR

100%

7/24 Availability of
Helpdesk Toll Free

Access
(Excluding Scheduled
Maintenance)

1998 27

Non-Billable No
Touch
(A closed incident that
required no action from
an En Pointe Employee)

En Pointe Helpdesk
Incident Volume

(Total billable incidents
Phone, Email, and Web)

\ ] \ ]

1.41% 0.27%

De-Queued Calls
(Calls identified as
dropped before routing to
an agent)

Abandoned Calls
(Calls dropped after 30
seconds in queue)

97% 93%

Quality Assurance

Quality Assurance Ticket Sampling

Voice Monitoring

(Scoring relative to (Scoring relative to

following proper incident
handling processes and
procedures)

following proper call
handling procedures)

A

313

Deskside Incident
Volume
(Total in scope, out of
scope, and
misrouted/rejected)

11 Seconds

ASA (Average Speed

to Answer)
(SLA: Answer all calls < 30
seconds)

4.3 /4.5

Helpdesk Customer
Satisfaction Survey
(CsS)

Deskside (CSS)
(Scale 1to5)

Deskside Service
Level Attainment

09:31

Average Call Handle
Time (ACHT)
(Reported in Minutes and
Seconds)

4.3

Overall Customer
Satisfaction Survey

(CSS)
(Scale 1to 5)

06/18/2010

IT Business Leadership Group




August 2010

En Pointe Monthly Performance Reports
September 2010

2010/ 49

Incidents Created
(Reporting Mont|

Backlog
(All Incidents that remain

in a non-closed or
nceled status at month
end)

94% [/ 44%

FCR (First Call
Resolution)
(SLA: Resolve > 85% of all
incidents that are eligible
for FCR)

Total FCR

100%

7/24 Availability of
Helpdesk Toll Free
Access
(Excluding Scheduled
Maintenance)

1972

En Pointe Helpdesk
Incident Volume
(Total billable incidents
Phone, Email, and Web)

1.8%

Abandoned Calls
(Calls dropped after 30
seconds in queue)

94%

Quality Assurance
Voice Monitoring
(Scoring relative to
following proper call
handling procedures)

66

Non-Billable No
Touch
(Aclosed incident that
required no action from
an En Pointe Employee)

.

0.46%

De-Queued Calls
(Calls identified as
dropped before routing to
an agent)

92%

Quality Assurance
Ticket Sampling
(Scoring relative to

following proper incident
handling processes and
procedures)
N\

286

Deskside Incident
Volume
(Total in scope, out of
scope, and
misrouted/rejected)

20 Seconds

ASA (Average Speed
to Answer)
(SLA: Answer all calls < 30
seconds)

4.7/4.6

Helpdesk Customer
Satisfaction Survey
(css)
Deskside (CSS)
(Scale 1to 5)

88%

Deskside Service
Level Attainment

09:18

Average Call Handle
Time (ACHT)
(Reported in Minutes and
Seconds)

Overall Customer
Satisfaction Survey

(Scale 1to5)

2025 / 166

“Incidents Created
(Reporting Month)
Backlog
(Allincidents that
remain in a non-closed
or canceled status at
month end)

90% / 52%

FCR (First Call
Resolution)

(SLA: Resolve = 85% of all
incidents that are eligible
for FCR)

Total FCR

100%

7/24 Availability of
Helpdesk Toll Free
Access
(Excluding Scheduled
Maintenance)

1998

En Pointe Helpdesk
Incident Volume
(Total billable incidents
Phone, Email, and Web)

1.41%

Abandoned Calls
(Calls dropped after 30
seconds in queue)

97%

Quality Assurance
Voice Monitoring
(Scoring relative to
following proper call
handling procedures)

27

Non-Billable No
Touch
(A closed incident that
required no action from
an En Pointe Employee)

De-Queued Calls
(Calls identified as
dropped before routing to
an agent)

93%

Quality Assurance
Ticket Sampling

(Scoring relative to
following proper incident
handling processes and
procedures)
A

313

Deskside Incident
Volume

(Total in scope, out of
scope, and
misrouted/rejected)

11 Seconds

ASA (Average Speed
to Answer)
(SLA: Answer all calls < 30
seconds)

43/4.5

Helpdesk Customer
Satisfaction Survey
(Css)

Deskside (CSS)
(Scale 1to5)

90%

Level Attainment

09:31

Average Call Handle
Time (ACHT)
(Reported in Minutes and
Seconds)

4.3

Overall Customer
Satisfaction Survey
(css)

(Scale 1to 5)

October 2010

November 2010

1765 / 198

Incidents Created
(Reporting Month)
Backlog
(All Incidents that remain
ina non-closed or
canceled status at month
S =)

90% / 49%

FCR (First Call
Resolution)
(SLA: Resolve > 85% of all
incidents that are eligible
for FCR)

Total FCR

100%

7/24 Availability of
Helpdesk Toll Free
Access

(Excluding Scheduled
Maintenance)

1750

En Pointe Helpdesk
Incident Volume
(Total billable incidents
Phone, Email, and Web)

1.32%

Abandoned Calls
(Calls dropped after 30
seconds in queue)

97%

Quality Assurance
Voice Monitoring
(Scoring relative to
following proper call
handling procedures)

15

Non-Billable No
Touch
(A closed incident that
required no action from
an En Pointe Employee)

.

0.51%

De-Queued Calls
(Calls identified as
dropped before routing to
an agent)

93%

Quality Assurance
Ticket Sampling

(Scoring relative to
following proper incident
handling processes and
procedures)
A

288

Deskside Incident
Volume
(Total in scope, out of

scope, an
misrouted/rejected)

12 Seconds

ASA (Average Speed
to Answer)
(SLA: Answer all calls < 30
seconds)

44/4.5

Helpdesk Customer
Satisfaction Survey
(css)
Deskside (CSS)
(Scale 1to 5)

94%

Deskside Service
Level Attainment

09:32

Average Call Handle
Time (ACHT)

(Reported in Minutes and |

Seconds)

Overall Customer

Satisfaction Survey
(css)
(Scale 1to5)

1628 / 180

Incidents Created
(Reporting Month)

Backlog
(All Incidents that remain
in a non-closed or
canceled status at month
. end)

89% / 50%

FCR (First Call
Resolution)

(SLA: Resolve > 85% of all
incidents that are eligible
for FCR)

Total FCR

100%

7/24 Availability of
Helpdesk Toll Free

Access
(Excluding Scheduled
Maintenance)

1515

En Pointe Helpdesk
Incident Volume
(Total billable incidents
Phone, Email, and Web)

1.01%

Abandoned Calls
(Calls dropped after 30
seconds in queue)

98%

Quality Assurance
Voice Monitoring
(Scoring relative to
following proper call
handling procedures)

113

Non-Billable No
Touch
(A closed incident that
required no action from
an En Pointe Employee)

.

0.64%

De-Queued Calls
(Calls identified as
dropped before routing to
an agent)

[o] y Assurance
Ticket Sampling

(Scoring relative to
following proper incident
handling processes and
procedures)

263

Deskside Incident
Volume
(Total in scope, out of
scope, and
misrouted/rejected)

14 Seconds

ASA (Average Speed
to Answer)
(SLA: Answer all calls < 30
seconds)

4.7 /4.6

Helpdesk Customer
Satisfaction Survey
(css)

Deskside (CSS)
(Scale 1t05)

98%

Deskside Service
Level Attainment

09:29

Average Call Handle
Time (ACHT)
(Reported in Minutes and
Seconds)

4.7

Overall Customer
Satisfaction Survey

(css)
(ScalE1 to 5)




CoSD ACD Monthly and Yearly Trend Report

Call Stats Period 11/1 - 11/30/2010

Stats Target
Handled Calls 1857
Abandoned Calls 19
Dequeued Calls 12
Total 1888
Percentage Handled 98.99%
Percentage Abandoned 1.01% <6%
Percentage Dequeued 0.64% <4%
Average Speed of Answer 00:14 0:00:30
Average Handle Time 09:29 0:15:00
Maximum Handle Time 1:08:16
Percent of Calls Handled
98.20%98.59%98.41% 98.99%

100.00%

90.00% —

80.00% —

70.00% —

60.00% —

50.00% :

Aug Sep Oct Nov Dec Jan
Average Speed of Answer

00:30

00:26

00:22 00:20

00:17 - 00:14

. 00:12

00:13 - 00:11

00:09 -

00:04 |

Aug Sep Oct Nov Dec Jan

Weekly Call Volume

497 507
342 327
I 184
Week1l Week2 Week3 Week4 Week5
Call Volume Monthly
4000
2628 2633
By 2345
1888
2000 —
1000 I
0 T T T T T 1
Aug Sep Oct Nov Dec Jan

Percentage Abandoned
6.00%
5.00%
4.00%
3.00%

1.80% . ..., 1.59%
2.00% L4170 1.01%
0.00% T T
Aug Sep Oct Nov Dec Jan

Rolling Call Stats Period 8/1/10 to 12/31/10

Stats Target
Handled Calls 9311
Abandoned Calls 140
Dequeued Calls 43
Total 9494
Percentage Handled 98.40%
Percentage Abandoned 1.60% <6%
Percentage Dequeued 0.42% <4%
Average Speed of Answer 00:14 0:00:30
Average Handle Time 09:27 0:15:00
Maximum Handle Time 1:22:15

Average Call Handle Time

15:01
12
00 09:18 09:31 09:32 09:29

09:00 -

06:00 -

03:00 -

00:00 T
Aug Sep Oct Nov Dec Jan

Percentage Dequeued

4.00%

3.00%

2.00%

1.00% - A -
. 0.27%

0.00% - ,
Aug Sep Oct
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Mionth End Breakdown by Group

1000

900

800

700

600

959 ¥ Open Incidents

500 ]
B Closed Incidents

400

67

300 7

AR IEINN

200

168 184

100

0

November 2010
Deskside City DPC Helpdesk

Tier 2 Tier 2
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Continuous Improvement Process

* Survey and follow-up

* Quarterly departmental meetings

* Monthly statistical Dashboard report
* Process changes & improvements

— Tier 2 ticket/email enhancement
— Password resets



Previous
Help
Desk

Average
Apr —Jun
2010

m Help Desk
m Desktop

™ QOverall

Aug Sept Oct Nov

5 = Satisfied
1 = Dissatisfied
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Ongomg Quality Assurance

EnPointe Help Desk supervisors review each
operator’s performance weekly

Dept of IT staff listen to and review 20 random
help desk calls each month

Dept of IT staff follow-up on negative survey
results

Escalation of issues to CIO, if necessary

10



Project Milestones

RFP Released

Evaluation of Proposals
Recommendation to Council
Contract Awarded

Planning & Set-up

Go Live

Stabilization Period

Report to Council

Contract Extension to Council

L
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n

2010 2011

Oct
Nov
Dec
Jan
Feb
Mar
Apr
May
Jun
Jul
Aug
Sep
Oct
Nov
Dec
Jan
Feb
Mar
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Next Steps

* Contract extension
— Return To Rules Committee in February

— Present request for extension to full City Council in
late February

12



Summary

Transition to new business partner completed
Stabilization period completed

No business impacts

Savings realized
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