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Presenter
Presentation Notes
Good afternoon everyone!  Some of you may have attended an IT Coordinator meeting some time ago, for others, it may be your first time.  Either way, thank you for taking the time to  join us today.  



Panelists
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Jill Pence
DoIT IT Service Processing Manager

Liz McComb
DoIT IT Service Desk Manager

Amy Gentry
DoIT Chief Customer Officer

Presenter
Presentation Notes
I would like to start of by introducing myself.My name is Jill Pence and I am the DoIT IT Service Processing ManagerI oversee ROD and my unit makes sure each and everyone of your service requests are processed and tasked out to the appropriate support groups.With me on the call today is Liz McComb & Amy GentryLiz is our DoIT IT Service Desk Manager She oversees the DoIT Help Desk and ensures that you are receiving the assistance needed to resolve your incident.Amy Gentry is our DoIT Chief Customer OfficerShe is over both the Service Processing unit and the Service Desk unit and end User  Computing.  She is here to make sure that you receive the best customer service from all three areas.



Frequency of group engagement
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 Quarterly meetings
 Face-to-Face and WebEX

Presenter
Presentation Notes
Since it has been a little while since we have had an IT Coordinator meeting, I would like to Start off by mentioning meeting expectations going forward.  We expect to start holding these meetings on a quarterly basis.  These meetings may be Either face-to-face or via Webex.  I hope to receive some feedback from some of you, if you should have a preference.  



Meeting Mission

1. Share new and/or future developments
 Operational changes
 New service offerings

2. Provide status
 Existing issues
 On-going developments

3. Socialize Best Practices, FAQs, and Tips 

4. Topic of the Day

5.  Questions/Issues (group input)
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Presenter
Presentation Notes
On our screen is our meeting mission for what our future meetings will be covering.  First, we will discuss new or future developments that may have to do with any DoIT operational changesWe will also apprise you of any new service offerings that may be available from DoITSecond,  we will discuss the status of any existing issues that you may be experiencing.We will also convey any new developments that we or you may have to share with the groupThird, we will be sharing  best practices, FAQs and Tips.Our intent is to start provide valuable information to you. To get this information to you,  We would like to begin creating webinars that provide you with various tips and tricksWe intend to start posting FAQs  and Broadcast Updates to ROD.  We will be using various forms of communications to get this information out to you.  We will be do more conducting trainings.  If you feel you are in need of a specific type of training, please let us know.  We would really like to open the lines of communication to start hearing from you.  Let us know if something is working for you, not working for you.  Maybe you have some tips to share With the group.Fourth, we may have a Topic of the Day to share.  By opening up communications with you, we may start to see a trend on topics that may need to beCommunicated with the entire group.    Last, we will always save some time at the end of each meeting for Q&A from the group



Developments
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https://www2.illinois.gov/sites/doit/services/order/ITcoord/Documents/ATSR-Guide.pdf

Revised Guide

• Obtaining DoIT Assistance
• Service Offerings
• Lead Times
• Escalation Process
• Status Updates

Presenter
Presentation Notes
So, let’s jump into today’s meeting by letting you in on some new development.Since our last meeting we have revised the guide.  Some of you may have read the previous guide from front to back, that is great! Others of you may have skimmed thru it and others of you may didn’t even know it existed.  Not matter what, the new guide is more concise and more informative I have listed Some highlights to the guide Obtaining DoIT Assistance 	how to reach us, Current Service offerings	This sections explains each service offering (expand)Lead Times	Next to each offering, we have posted the lead time it can take for that service to be completed. Escalation Process	The is information on escalating a service request or an incident.  We will explain the difference between the 2  a bit later in this meeting.Status updates	Explanation of how you request a status update for either a service request and/or incident.I have shared the link to the revised guide and it can also found on the DoIT website.  Again, this presentation will also be posted for you to view later.

https://www2.illinois.gov/sites/doit/services/order/ITcoord/Documents/ATSR-Guide.pdf


Issue
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Understanding service transactions types
and 

Understanding submittal process

Presenter
Presentation Notes
Since this sort of a kick off meeting, I would like to share what I considered an issue.  As a former IT Coordinator, I did not have a clear understanding of the different service transaction types and the how the submittal request process workedTo assist  you with a better understanding let’s look at the different type of requests



ATSR ATSRATSR
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ATSR ATSR

To receive a new component or function, change an existing component or function, or 
disable/delete an existing component or function)

Contact a designated Agency Technology Service Requester (ATSR)  

AGENCY END USERS

DoIT
Remedy 

OnDemand

Service Request

ATSR

Presenter
Presentation Notes
One transaction type is the Service RequestA service request is needed to obtain a new service 	New desktop/laptop	New employee,To modify an existing service, 	Need permissions to a folder	Name changeor to discontinue a service 	employee offboarding	removing email rights to a mailbox or calendarEnd users must notify their designated IT Coordinator of what is needed. IT Coordinator will verify funding is available (if needed) and approve Service Request to DoIT via Remedy ON Demand.
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To obtain assistance for an existing component or function that is no longer working or 
is degraded in quality (i.e. something is broken and in need of repair)

Call the DoIT Help Desk    or    Access DoIT Report a Problem website

AGENCY END USERS

Incident/Problem

Call the DoIT Helpdesk
Springfield: 217-524-DoIT (217-524-3648)  /  Chicago: 312-814-DoIT (312-814-3648)

OR

Access DoIT Report a Problem website
https://www2.illinois.gov/sites/doit/support/Pages/ReportAProblem.aspx

Click on Help Desk icon 

Presenter
Presentation Notes
The other type of transaction is Incident or sometimes known a problemAn incident is needed if an existing component or function is no longer working or is degraded in quality (i.e. something is broken and in need of repair).Example:  I can’t print	My workstation will not power up	I can’t see my network drives	I can’t loginThe incident is submitted by the end user one of 2 ways, either By calling the DoIT IT Service Desk or Via the web with the Report-A-Problem online form. OR�This information is also in the guide.

https://www2.illinois.gov/sites/doit/support/Pages/ReportAProblem.aspx


Issue
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Understanding ticket types within Remedy

Presenter
Presentation Notes
Another issue is understanding the ticket types within Remedy and how the correlate with each other.



Ticket Types
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Request
(REQ)

Incident/Problem
(INC)

Service 
Request/Work Order

(WO)

Customer

DoIT
Support

Presenter
Presentation Notes
This slide is just summary to clarify the Difference between REQ, WO, INC Each ticket that is created in Remedy is assigned a request (or REQ number)This is the number the customer receives at ticket creation. Whether it be thru ROD, Report a Problem or by calling the helpdeskAt the time the REQ is created a corresponding wo or incident is also created.with the number the DoIT Support staff work from. every ticket will always have 2# associated with it.Either a REQ and WOOr Request and INC



Perspective Level Set

11

Average Monthly Transaction Total
15, 700

4,350
Service Requests

11,350
Incidents

Presenter
Presentation Notes
Now that we have discussed this difference between a service request and an incident,I would like to share with you the volume of requests DoIT processes each monthOn average, DoIT receives 15,700 transaction11, 350 are incidents and 4350 are service requests I am hoping this helps you understand and helps convey to your end users the volume of transactions that DoIT processes. This is another reasonWhy we provide you with lead times and why they are important to know.   



Top 5 Service Requests
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Employee 
Onboarding

985

Permissions 
Requests

1020

Email Requests
560

Employee 
Offboarding

590

Software
Request

310

Monthly Service Requests

Presenter
Presentation Notes
I thought you might also be interested in how many service requests are processed.  DoIT offers many IT services.This shows the top 5 service requests we receive on a monthly basis.  This comes in from over 80 entities that we consider agencies.



Topic of the Day
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IT  Coordinator

Agency Technology
Service Requester

(ATSR)

Presenter
Presentation Notes
I know you have all been on the edge of your seats waiting for the Topic of the DayOur topic of the days is thatWe are rebranding!Up until today, you have been known as ITCsFrom today moving forward We will now be referring to this role as ATSRFuture communications will be referring to ATSR, not IT Coordinator, so please don’t send those communications to the Trash lol!So what does that mean for you?Nothing really	This is just a role refresh 	Your duties/responsibilities have not changedBut we do want to emphasize that this is an agency role not a DoIT roleFor those of you who are relatively new to this role or for those that may have been in the roll for awhile I would like to give you brief background.



Background
DoIT provides Information Technology (IT) products and services to designated State 
of Illinois agencies, boards, commissions, educational institutions, and municipalities 
(collectively known as “agencies”). 
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Each agency has unique needs and budget guidelines that must be considered when 
both requesting and delivering service.  

To ensure appropriate fiscal awareness and approval of requests DoIT requires that 
each agency designate a minimum of one Agency Technology Service Requester
with sufficient agency specific knowledge and spending authority to fulfill the 
responsibilities as defined under “Agency Technology Service Requester 
Responsibilities”. 

Agency Technology Service Requesters serve as an authorized 
ordering/spending entity for DoIT technology products and services.

Presenter
Presentation Notes
Also, as to a bit of background and other general knowledge.DoIT provides agencies with IT products and servicesEach agency has its own needs and guidelines that must be considered when requesting and delivering servicesEach agency must have at least 1 designated ATSRAnd again, each ATSR serves as the Agency authorized ordering/spending authority for DoIT IT products and services



ATSR Responsibilities
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• Determine Agency end user service and equipment needs.

• Submit service requests in accordance with published fulfillment lead time.

• Review and approve IT service requests within the Agency to ensure compliance 
with DoIT and agency guidelines

• Work with the DoIT@Agency Chief Information Officer (CIO), Agency Fiscal 
Officer, and agency‐appointed GOMB Analyst to budget for IT expenditures and 
ensure that adequate funds are available.

• Track and provide status to Agency stakeholders on open service requests.

• Assist DoIT in maintaining up‐to‐date inventory records of Agency IT equipment 
(via submittal of service requests for adds, moves, and changes).

• Track and provide status to Agency stakeholders on open incident requests (if 
deemed appropriate by your agency).

Presenter
Presentation Notes
As presented in the earlier slide, you will continue to work with your Agency end users and determine their service and equipment needsIt is important that you be mindful of lead times when submitting service requests.  Again, please let your end users know this information, as well.You will continue to review and approve IT Service requests.  This is also very important.  Please, please, please look over the service request before approving.  Make sure you have all information within that service request.  We would rather have too much information that now enough.  Don’t hesitate to add any documents to further help us to make sure your request gets to appropriate support group the first time. Work with your Agency CIO, CFO, GOMB analyst, to make sure that funds are available.  As ATSR, you have Agency spending authority.  Every agency handles this process differently.  Continue to work with those key staff.At any agency, inventory is a big deal.  From computers to chairs, everything is tracked.  This is also important to DoIT.  We rely on your to submit service requests  For any additions, moves and changes to Agency IT equipmentYou also have the responsibility to your Agency end users to provide status updates on open service requests and on open incidents I understand this isn’t always easy.  Tech comes to desk and says they have a work order or incident.  You were given a request number. We will tell you we are working on a way to make that information available to all ATSRs.  We want you to be able to see the work order or incident number and see where your ticket is in the process.  
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DoIT IT Service Processing Manager, Jill Pence
Jill.Pence@Illinois.gov
217-557-8000

Contact Info

Presenter
Presentation Notes
Enough of the information from me.At this time, we would like to open up our Q & AAgain,Please feel free to reach out to me with any questions/concerns or issues.  We want to hear from you.We are here to help you.  

mailto:Jill.Pence@Illinois.gov
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