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OVERVIEW

ASupport several TECO Energy Companies
A24 analysts (Service Desk, Field aildesel)
A4500+ team members

A250+ applications
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CHALLENGES

AFirst Contact ResolutiorFCR

Alnformation stored in different places

ADifferent solutions for the same issue

ATime for a Service Desk to be efficient on the phone
AAging work force

AKnowledge transfer

ANo self service
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KEY BASELINE METRICS
(before KCS)
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R
Buyin

AAnalyst and Management Bty is everything to
iIndividual contributors
Aldentified goals
Aldentified key stakeholders (roles)
AFormed an Implementation team

ADeveloped project plan (discuss challenges)
A Developed training plan
A Created communication plan
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Be Clear about Your Purpose
What did we want to achieve?

Alncrease FCR

AReduce MTTR

AShorter call time

AReduce time to proficiency
AShared knowledge
AEnable SelService
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Timeline of Events
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Content Vitality Team

Began on 4/13/2012 and completed on 6/28/2012 (14 Weeks)

ASolution lifecycle

AStyle Guide

AKnowledge Structure
AGood/bad examples
AVisibility matrix

ASQI (Solution Quality Index)
ACapture in the Workflow
AWorkflow for UFFA
ATraining material Bill Clement
AWorkflow for promoting article Team Lead
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Performance Assessment Team

Began on 4/13/2012 and completed on 6/15/2012 (13 weeks)

AFeedback (metrics and reports)
ARewards and recognition

AProficiency licenses

ABalanced scorecard

Aldentify and define metrics

ACriteria for KCS roles (KCS I, KCS I, etc.)

Chris Oneal

Team Lead
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Technology Map Team

Began on 4/13/2012 and completed on 6/29/2012 (14 weeks

Almplement knowledge structure
ACreate proficiency model
ABuild the visibility matrix
ADefine the UFFA workflow

Ray Gougelet

Team Lead
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KCS Licensing

AKCS |
ADraft Creator

AKCS II
ADraft Creator & Draft Approver

AKCS llI
ADraft Creator & Draft Approver & Publisher

AKCS Coach
A Coaches Team Members
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Communications Team

AKCS Theme

AFAQ

ATalking points

ACommunication Plan

AOneliners and elevator speeches

Cay Robertson
Team Lead
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KCS Communication Plan Delivery Methods
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All Team Members

Self-service 15 a standard designed fo allow the end=User to solhve thelr own probien.

Increase Service Desk's capacity to help others.

The 117 articles have been used to solve 2 505 tickets

Reduce time waiting to speak with an analyst.

Solve problem faster, get back to work.
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TRAINING

ATrained 17 out of 24 analysts

AAIl of management team trained

ADeveloped a common understanding and language
ACreated a shared vision for KCS

AConceived a shared theme for KCS
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Did we accomplish our goals?

Alncrease FCR (went from 71% to 78% in first year)
AReduce MTTR (went from 3.5 hrs to 2 hrs)
AShorter call time (went from 8 minutes to 6 minutes)

AReduce time to proficiency (went from 4 to 6 weeks
to less than 2 weeks)

AShared knowledge
AEnable SelService
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FIRST CONTACT RESOLUTION
(ytd 2016)
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MEAN TIME TO RESOLVE
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CUSTOMER SATISFACTION

YTD IT Business Partner Satisfaction
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e e
SELF SERVICE

SERVICE ONE Service Desk

‘ IT {Search for a solution) using keywords:

My Bookmarks

Top Solutions
(Bruwse more sulutiuns}

FL Using the PSync Password Utility to Unlock, Reset and Synchronize Passwords
How to reboot and/or restart a computer instructions.
FL How to install a network printer
How to Install/Reinstall software
When logging into Success Factor, password rejected or account locked.
FL/NM When starting Windows, gets error: "Group policy failed to load - Access d
Enrolling I0S Device (Iphone, IPad etc) to receive company email.
FL/NM When starting PC, is missing a specific drive mapping / How to map a netwo
FL Enrolling an Android device to receive company email.

While using Outlook, not receiving emails and shows “"Password Needed” at the bot
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KNOWLEDGE

WITHOUT v

BORDERS
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Participation Rate

KCS Dashboard

All Incident Participation Rate (YTD) Incident and Citation Count (YTD)
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KEY WORDS

Knowledge Document Status: Approved Draft
How to remove advertised software with the System Center Configuration Manager (SCCM) 2012 Console.

Summary:
How to remowve advertised software with the System Center Configuration Manager (SCCM) 2012 Console.

Description:
How to remowve advertised software with the System Center Configuration Manager (SCCM) 2012 Console.

Parent Document:
Related Documents:

Resolution:
Environment:

Windows 7, SCCM 2012

Cause:

A computer needs to be removed from a device collection.

Resolution:

Use the System Center Configuration Manager (SCCM) 2012 Console to advertise the software to the computer.

1. Click the “Start Menu” button.

2. In the “Search programs and files” field enter: “config”

3. Select and launch “Configuration Manager Console” from the menu.

4. Ensure that “Assets and Compliance” is selected from the workspace selection menu at the bottom left corner of the console window.
5. Select “Device Collections™ from the selection tree toward the top left side of the console window.

6. Select “Applications” from the selection tree on the left side of the console window.

7. Scroll or search to find the name of the application that the software advertisement the computer needs to be removed.

8. Right-click the computer object displayed in the main window of the console and select “Remove from Collection”.

9 Hit OK to remowve the computer object from the collection.

Key Words:

SCCM, Configuration Manager, Console, Advertise, Software, Package

Attachments:

Related Categories:
TOP> Standard Software> Core Desktop> Adobe Acrobat

Related Tickets:

Properties:

Doc ID:402635

Creation Date:08/05/2014
Configuration Item:
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Solution Quality Index

2nd Qtr. 2016 Solution Quality Index Solutions Reviewed

Service Desk: Norma Vega-Berrios

Criteria
Duplicate record? ® ©® 0 @e 0 5| 4
Valid problem statement? ® © 0 @9 5 4
Environment relevant and concise? @ © 0 e e S 3
Resolution meets KCS standards? ® © e ee 3 3
Content is concise and complete? @ © e o0 3 3
Content too specific? ® ©® e e e 5 | 3
Hyperlinks dated? o © e e e S 3
Flag (comment) addressed? Q@ @0 e S 3
| Flagged for review (UFFA) -- should only have a 1, nevera 0 ® 900 e 3 3
In user's voice? ® @@ e e S 3
Keywaords? o O e e e 5 | 3
Correct category o 0 e e e 5 | 3
Max 12 12 |12 |112|12]| 0
Score 3 12| 9|12(10]| 0
Percentage 77%
Total KCS Articles created to date thisyear: 8
Quality
Excellent 95 - 1009
mal Coaching| Above Average 90 - 959
Needs Coaching|Below Average 70 - 80%
Poor 0- 70%

Notes:
#403632 is a duplicate of # 402147. Marked for deletion.
In #402990 the title of the article is not the problem statement that you have
included within the "Cause" field of the KCS. Please copy what you have inthe
"Cause" field and past it into the "Title" field.
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KNOWLEDGE _ _
WITHOUT Licensing

BORDERS _
AKCS ¢ uses and contributes
AKCS It uses, contributes, enhances

AKCS Il users, contributes, enhances,
How do we ensure publishes

longevity and AKCS Mentog monitors the process
guality and mentors the people

A Solution Quality Index

A Effectiveness Measures

Cay Robertson, KCS |

A Mentoring

A Licensing
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