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About Wolseley 
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About Me 

Mark Abbott 
 
Service Operations Manager 
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IT’S ACTIVITIES 

IT’S ROLE 

PARTNERSHIP 

To be a strategic partner with the 
business. The IT decisions we make today 
have a long-term impact on the 
organisation. With the business, we take 
a joint strategic view about its technology 
needs in ever-evolving markets 

SERVICES AND SOLUTIONS 

To provide IT services and 
solutions to help WUK deliver 
on its key projects, activities 
and business objectives 

RESPONSIVE 

To be responsive in the constantly 
evolving world of business 
technology, ensuring we meet 
WUK’s future business needs 

EFFICIENT 

To be efficient, continually 
reviewing and optimising 
our resources (our people, 
third parties and 
technology), ensuring we 
provide value for 
money services 

24/7 SUPPORT 

To provide 24/7 service 
support where needed – 
keeping the lights on and 
the systems running to 
enable the business to 
focus on delivering its 
numbers 

25 

TELEPHONE LINES 
MANAGED 

4,000 6,000 

COMPUTERS 

MANAGING 
NETWORKS TO 

700 

SYSTEM UPDATES 
EVERY YEAR 

700 

MORE THAN 

MAJOR INITIATIVES 
PER YEAR 

LOCATIONS 

MORE THAN 

About Wolseley IT 
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70 
BUSINESS SYSTEMS 

SUPPORTED 
    

150,000 SUPPORT CALLS 

RECEIVED PER YEAR 

50 £15 million 
THIRD PARTIES MANAGED AND A SPEND OF 

10 million 
ORDERS PROCESSED  

PER YEAR 

IT’S ACTIVITIES 

LOOKING AFTER THE IT INFRASTRUCTURE – NOW AND IN THE FUTURE 

SECURITY 
AUDIT & 

COMPLIANCE ANTI-VIRUS 
DISASTER 
RECOVERY 

ADOPTING NEW 
TECHNOLOGY 

About Wolseley IT 



Support Channels 
 Self Service 

– Users can search to fix their own issues and log, update and 
close a call with forms routing straight to resolving groups 

– Available 24/7    

– Average 50 interactions per day 

– Current average pick up time is 10 minutes 

 Live Chat 

– Analysts can handle two or three at once and best used for 
quick and simple queries 

– Available 07:00 – 17:00 Monday – Fri, Some coverage Sat 

– Average 70 interactions per day 

– Current average wait time is 15 seconds 

 Phone 

– Easy to use and still the most popular support channel for 
users 

– Available 07:00 – 17:30 Monday – Fri, 08:00 – 13:00 Sat 

– Average 300 calls answered per day  

– Current average wait time is 1 minute  

 

https://wolseley.service-now.com/servicehub_uk?id=home_uk


 
 

 

 

 

 

 

 

 
 

 

 

 

 
7 

Self Service 
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Self Service 
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Self Service 
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Self Service 

https://wolseley.service-now.com/servicehub_uk?id=home_uk
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Self Service 

https://wolseley.service-now.com/servicehub_uk?id=home_uk
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Self Service 

https://wolseley.service-now.com/servicehub_uk?id=home_uk
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Live Chat 
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Live Chat 
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Live Chat 
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Live Chat 
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Live Chat 



 
 

 

 

 

 

 

 

 
 

 

 

 

 
25 

Now and the future - 
Virtual Agent! 

Live Chat 
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Service Experience 
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Annual Surveys 
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Annual Surveys 
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Call Surveys 
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Call Surveys 
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IT Feedback 
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Focus Groups 
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Top 10 Service Desk Calls 
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SLAs to XLAs 
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SLAs to XLAs 
Service Performance Status 

Service Component Mar Apr May 

Service Desk 

Request and Access 
 
 

Incident Management 

Request Management  

Customer Experience 
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SLAs to XLAs 

  
Weighting Worst Best Average Metric Score Balanced Score 

Customer Satisfaction (% Positive Responses) 25% 92% 96% 94% 91% 23% 

Average Call Wait Times (secs) 15% 152 257 202 41% 6% 

First Time Fix (resolved time <1hr) 25% 74% 81% 76% 112% 28% 

% records re-opened (raised by Service Desk) 13% 1.31% 2.36% 1.74% 91% 11% 

Bounce Count (# reassignments) 10% 1.72 2.17 1.97 28% 3% 

Back Log (Average records assigned to Service Desk) 13% 161 212 184 84% 11% 

Total   82% 
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Effective Communication 
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Effective Communication 



 
 

 

 

 

 

 

 

 
 

 

 

 

 
39 

Effective Communication 
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Effective Communication 
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Effective Communication 
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Effective Communication 

https://wolseley.service-now.com/servicehub_uk?id=alerts_outages_uk
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Effective Communication 
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Monitoring and Event Management 
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Monitoring and Event Management 
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Monitoring and Event Management 
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Monitoring and Event Management 
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Monitoring and Event Management 
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Monitoring and Event Management 
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Monitoring and Event Management 

Cost Avoidance to 
Date: 

£395,000  
 

Cost of Running to 
Date:  

£76,500 

Estimated  
ROI%:  

416% 
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Monitoring and Event Management 
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Monitoring and Event Management 



Top Takeaways 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 Evolve your Self Service offering 
 Live Chat is the way forward so make the leap 
 It’s all about Service Experience 
 Communication is one of the easiest things to improve 
 Identify issues before your users do 
 Be proactive and innovate  
 Don’t be afraid to fail 
 Regularly look at what’s happening in the industry 



Q&A & Feedback! 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


