
 

Help Desk Improvement Project Meeting Minutes -     
May 12, 2005 

Notes 
1. Project Plan Task Review 

a. 1.3.3.1 Reclassify the Asst HC Manager to Software Systems Engineer – Paper 
work is in HR in Reclassification status. Will have to go through the entire hiring 
process. Will be a 2 to 3 month time frame. 

b. 1.3.3.2 Reclassify Workstation Support intermediate to Workstation Support 
Associate – Issues dealing with College of law may be an issue. Tim to provide 
more information 

c. 1.3.3.3 Set up career pathing for HD technicians – Have the career path for the 
HC due to the Network D Document. Will need to wait until the positions are 
reclassified in order to determine the career paths of each individual. 

d. 1.3.6 Establish Skill level needed based on common troubles as reported in 
Remedy – This will be used along with the skills assessment to determine 
training needs of agents. The new close date is 5/26 

e. 1.3.8 Develop training plan for HC Technicians – Discussed that this is a new 
task to follow up with the skills assessment that was completed by the 
technicians. This will also need to include the findings from Task 1.3.6 

f. 1.5.1 Improve ticket closed e-mail notification to address customer concerns – 
This has been started and is on schedule. 

g. 1.5.9.2 Novell: Unlock accounts – This permission is now available for the HC 
technicians. They still need to be trained on the procedure. 

h. 1.5.11.1 Add classification field in Remedy with dropdown for "Incident" and 
"Problem" – Needs to be renamed to: Add “issue” to case type in Remedy 

i. 1.5.11.2 Reclassify problem tickets as "Problem" – The correct wording should 
be to replace “problem” with “Issues” 

j. 1.5.15 Correct bug in Remedy that is preventing FCR reporting – Bug has been 
fixed and task can be closed 

k. Tasks 1.8.9 – 1.8.11 – Documents are awaiting management approval 

l. 1.9.6 Review and add Remedy Quick cases as needed – This task is to update 
the Remedy Quick Cases. This will require a review of the Quick Cases along 
with any updates that need to be made. This task will be moved out of the 
technology section and moved along with the skills assessment and training. 

m. 1.9.11 Self Service (1.9.11.1 and 1.9.11.2) – Based on the feedback from 
NetworkD and the process. Georgia State University will not be ready to move to 
self service until the platform is changed and stable. The date for authorization to 
move to self service will be moved to the first of October with implementation to 
follow 45 – 60 days after. This is still scheduled to be complete in 2005 

n. 1.9.17 Develop and implement ACD data indefinite storage / retention capability 
– The file structure has been established and a procedure put in place. The 
reports will be run on a monthly basis 



 
o. 1.10.1.1 Build Template for OLAs / 1.10.1.2 Document and signoff for File server 

– Work in progress. The File server OLA will be the basis for the template  

p. 1.14.2 Ramp up into Data Manager function – Need clarification of task 

2. Issues and Action Items 

a. 1-I ACD Queuing in the NOC – Need to follow up with MJ to determine where we 
are on this issue 

b. 6-I OLA Template – Working with File Server and HC to draft initial OLA. This will 
be the template for future templates. Have readjusted the schedule to reflect 
realistic dates in moving forward. 

c. 7-A Remedy to match OLA service levels – The status levels in Remedy need to 
be changed to match the levels in the OLAs. This will mean removing the low 
priority and renaming it standard requests. 

d. 8-I Who owns the applications? – This will need to be determined by each 
department as they work on the OLAs. This will need to be included in the OLAs. 
This issue is now closed 

e. 9-I Opening Script Question – Will add a task to the project plan so that after the 
OLA is defined with the help desk, then the area will work on developing an 
opening script that the HD tech can follow when trouble shooting a problem 

f. 11-A Add department to WIP Remedy e-mail – There needs to be a full review of 
all e-mail sent out by Remedy. This will be added as a task to the project plan. 

3. Risks 

a. Open Risks 

i. 5 Ability to deliver the self service web site – The Remedy system has a 
lot of web templates that could reduce the needs of Jarrett King’s group 
in developing a portal 

ii. 6 Rate of outages significantly increases – The timeline put forth for the 
network refresh will cause more scheduled outages during the project 
timeline. These outages will be communicated with as much advance 
notice as possible. 

b. New Risks 

i. 11 Customers will be reluctant to move to the HC as a single point of 
contact - Will need to communicate early and often. Communication will 
need to come from JL's level to have buy in from the colleges politically. 

c. Closed / reduced Risk 

i. None 

4. New Business 

a. HCIP information will be now on the PMO web site. The web address is 
http://www2.gsu.edu/pmo. Click on active projects and you will see the HCIP 
project link. The weekly team minutes, project plan, reports and other information 
will be placed on this site for all to view. All reports will be in pdf format so that 
they can be viewed with Adobe Acrobat. 
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