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Vision & Mission
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Our Scope & Volumes

– IT Services

• Ticket Logging

• Ticket Triage

• First Touch Response

• Incident Coordination

• Projects & Changes

– Plus Ticket Logging & Triage for:

• IM - Print Shop

• FM – Facilities

• SM - Neighbours

• SM - Security

• QM - Management Information

• DP - GDPR
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By Comparison……

Approximately A North West University Runshaw College

Number of full time Students 10,000 5,000

Number of PCs 6000 2600

Number of Tickets Last Year 20,000 19,388

Number of IT Staff 140 12

Number of Service Desk Staff 25 3

We work smart!!!

We’re Agile and we maximise the amount of work NOT DONE!
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Our Journey
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Timeline

2006
• The beginning / Hated / Separate Departments (IT & IS) / Customer confusion

2007
• “The nice one”

2008
• Still hated

2009
• Slightly less hated
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VS

IT Help Desk vs IS Help (2006-2010)

IT Help Desk

• Internal Calls & External Calls 

• IT calls only

• Andy on the Help Desk

• Other rude Help Desk and IT staff

IS Help

• Internal Calls Only 

– One person

• SharePoint List for Logging

– Ticket No sent via email

• Full Team Breakfast 10:00-10:30

– Remember to run network ruining jobs prior 

to setting off.

– Ignore any calls from IT Helpdesk

• “Must be a problem for IT that, ring IT”
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Timeline

2011
• The Service Desk were formed / Mo’ Money, Mo’ 

Problems…….Mo’ scope Mo’ people

Trivia Question for the Panel:

When the Service Desk were formed, only one of the above 

was true, which?

❑More Money (increase in budget, salary)

❑More Problems

❑More Scope

❑More People (to cope with the additional workload)
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Timeline

2012
• More scope / Same number of people / Real improvements / No 

customer confusion
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The Service Desk (2011/12)

• Single point of contact

• Our customers LOVE it

– Less confusion

– No blame game

• We began to work smart
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Timeline

2013
• Change of manager / reigns off / massive improvement

2013
• Consolidation / Continued improvement

2014
• IT & IS Separate again / Service Desk remains

2015
• Continued improvement / as good as we can get?

2017
• Departments merge / Alex becomes IT Manager / Massive improvements
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The Service Desk (2017 – Present Day)

• New ITSM Tool

– Atlassian Jira & Atlassian Confluence

• Event Based Surveys

• Easy linking of tickets

• Agile Service Management

• Ever Increasing Scope

• Ever Increasing Satisfaction

• SDI Assessment
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Our Customer Experience Strategy

• Our Customer Experience strategy is very simple, it is about knowing our customers 

and their needs and ensuring that they are satisfied.

• This is supported by our campaign:

“If it matters to you, it matters to us, contact the Service Desk”
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VIP

Although not official nor mandated by the Business, we do operate an unofficial VIP Service which is 

very fluid as it changes depending on time of year, business impact, etc. 

Some of the key elements we are constantly aware of are:

• Teaching & Learning*

• Enrolment & Confirmation

• Lockdown/Security Incidents

• Business Continuity (E.g. Snow)

• Examinations &  Results Days

• Senior Management & Governors (including supporting meetings)

• Inspection Week(s)

• Payroll / Funding Related
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Surveys!

Event Based Surveys

• Ratings and comments feed into our Feedback Management and CSI Processes. 

• simple; one question with additional feedback being providing by the option comments 

field.

Students 

• 10 random students who raised tickets in the previous 30 days.(Monthly) 

Staff 

• 10 random staff who raised tickets in the previous 30 days. (Monthly)

• All Staff (Biennial Survey)

Self-service Portal Experience 

• 10 random Staff and 10 random Students (Quarterly)
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Making it Feel Right!
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The Basics.......

• Every ticket counts

– A simple "Password Reset" (although we've largely eliminated; providing various via self-help 
methods), is an opportunity to provide a slick, pleasant customer experience!

• Manners;

– hi, please, thank you, sorry.....goes a long way!

• Smile

• Communicate at the appropriate level

• Don't try to make anyone think they're stupid

• Don't be a *insert your preferred expletive here*….........be nice (it's simple)

• Also we..............................................................
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The Basics Continued.........................

• joke................a lot!

– Our SMT have a great sense of humour

– Goes back to knowing your customer!

• We're informal but structured

• Down to Earth
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Our Working Area – During SDI Assessment
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The Service Desk – Walk Up Area (2019)
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The Service Desk – Walk Up Area (2019)
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Journey Mapping

We are planning to 

map Journeys for 

specific activities too!

e.g. Request Laptop, 
Account Provisioning



@RunshawSD

Results
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Event Based Satisfaction Survey UPDATE

Since Inception Sept 2017:

4.93 out of 5.00 star rating

Last 12 Months:

4.95

Survey Completion Rate: 

Approx. 20%

1, 2 and 5 stars feed into:

CSI / Feedback Management 

Process.
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Staff Experiences
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What About Our Staff?

- I get excited to come to work!

- Hardest, but best job in the world!

- Everyone loves their jobs!

- We now support all areas of the business:

- One minute we could be fixing an outlook issue

- The next we could be working on a permissions issue on a server

- The next we could be designing a new process

- Meeting with a Head of School as part of our Business Relationship Programme

- Conducting a thorough CCTV investigation..............
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Or logging a ticket for 

a toilet being blocked!

By taking on Facilities Ticket logging & 

triage, we improved their reputation 

within the business!
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Some Recent Compliments

10th June 2020

You and your team are fantastic - having been at Runshaw for 24 years I have seen many 

changes in your department and how it has grown and developed over the years and 

now it's the beat it has ever been. Service is fast and efficient, and everybody goes 

that extra mile for us to ensure we can continue to do what we do.

👏👏👏 to you all and thankyou
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Thank You!

Andrew Gant

Service Desk Team Leader

Runshaw College

Alex Harding

IT Services Manager

Runshaw College

You have been watching


