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Vlarval ang selt-service

. Brief introduction to our Marval implementaion
. On-boarding process / other helpdesks

. Self-service development

. Improved service metrics / stats

. Working group to discuss Marval development

. Working relationship with Marval
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. SDI certification



On-boarding of Marval
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On-boarding of Marval
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N the pipeline

Student

Finance
AskHR

Finance Registry
Procurement Helpdesk



Escalation
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Improved metrics

L , Customer satisfaction
First line resolution rates around 90%

up from 45% to 75%

4
.1
3
2 Requests via self-service
| , | up from 2% to 12%
First time fix up
from 55% to 90% 5

Requests solved within SLA
up from 65% to 84%
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1 hank you.



