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This Pa ge Left Blank Intentionally
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Chapter II
Coordination of Information Technology

Functions Could Improve
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Additional Purchasin g Controls Are Needed
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Volume Discounts Result From Combined Purchasing
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Current Purchasing Approach is Somewhat Fragmented
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Other States Have Combined Long-distance Service
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Savin gs Throu gh Modifyin g Desktop
Computer Equipment Maintenance Practices
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More Coordination and Control Is Needed
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Chapter III
More Controls Needed over Customer Service
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Our conclusion that customer relations need improvement is based on several tests.  First, we
reviewed a sample of 138 action requests.  We found about 20 percent of the cases (27/138) had
problems where  we were concerned that ITS resolved the problem but did so in such a way that
good customer relations were not maintained.  We reviewed the documentation on every sampled 
action request for timeliness of response, for problem resolution, for whether the customer was
kept informed of progress and for adequacy of documentation.  For many of the action requests
where we identified concerns about any of these factors, we also interviewed the customer
representative and the work group specialist.  

Second, we interviewed agency staff (ITS’ customers) about the service.  Staff from seven of
ten agencies interviewed said that ITS generally resolved the problem or gave the assistance
needed but did so in such a way that good customer relations were not maintained.  They
reported concerns with delays, not keeping the customer informed, or the fact that no one person
at ITS is responsible for making sure the problems get resolved.  For instance, one local area
network administrator told us of concerns when dealing with ITS on network problems.  This
administrator provided us with 18 examples of action requests that allegedly were not handled
well by ITS.  After reviewing those specific requests, we believe that ITS resolved the problems. 
However, ITS failed to take steps to ensure good customer relations.  In fact, for several of those
action requests, a lack of follow up with the customer seemed to be the real issue.  

Third, we reviewed a customer satisfaction survey prepared this year by a consultant hired by
ITS.  This survey asked questions about network services, phone service, mainframe computer
services and overall service provided by ITS.  Survey questionnaires were mailed to all state
agencies.  217 surveys were completed, but not all questions were answered by each respondent. 
Respondents answered each question on a scale of one to five.  Several questions on this survey
related to overall customer satisfaction. “I am satisfied with ITS’s problem tracking and
resolution procedures”.  Over 130 customers responded to these questions and their responses
averaged 3.0, 3.1 and 3.1.  These responses indicate that the customers, in general are neutral
rather than satisfied or dissatisfied in their feelings on these questions.  These answers indicate
improvements in customer relations are possible, at least from the customer’s perspective.
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Some Customers were Delayed
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nwill likely not involve increases in staff.  We recommend that ITS develop a knowledge-based
help desk, make severity and priority codes more meaningful and reduce the number of duplicate
action requests.

Develop a Knowledge-Based Help Desk
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Use Codes More Meaningfully
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We found that other organizations have requirements on contacting the customer and
indicating when action needs to be taken.  We contacted large organizations in both the public
and private sectors with help desks.  For example, one organization requires that the specialists
contact the customer and begin work on solving a high priority problem within 15 minutes of the
problem being dispatched to the group.  Another organization allows two hours.���������
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������������������
�������������5�)�����������
	�������������������/�������������������
�����
�������+	����/���������
��
	�����������������������/��������
���������	���
�������+	���
�����������/��)����	����������)��������
	�������������������/����/���������������1�����5
����
	��������������������
������
)����������	��/����/������������������
������������������

����
��5��	����)��������
	��������/�������������	������������������/��)�����������
	������<�
�����������������
������������������
�����������:����������������������������
�����
����
����
����
	�������/��������+	���������
��
�������)�����������
	�������������������/������
�������������������+	������8����	�������
���	��
����������
	�������
���������	�����������
�������)����������
�����������
�����������������

�����������������������	��5���������	���������
������6�����
�����������������/�������	
��
����

*6�������������	���
�������+	������������������������/���������
	�������/�������)���
������������/����/������������������������������!���������
�5��������
����������+	����/��
��
��
�������	�	����.����	����������/�	��/��������	���������������
	�������
��������
)�������,
/��)��������������������
�������+	�������/����������������������������+	����/�����
��
�����
����������������������/�������������
���
��������������������0�������
	�������
���������
��)����������	���������������������������������6
���������������������/��������
�����
�����������%���������	���������5��
�������������/���������������+	��������
	����������	������
��
�����/������������������������/���������������
����
�����������/��)����	���

�����������������
��/���������
�������+	����������5�/������������
��/���
	�����������
��	��������
	��������
�������������	����������)������������������������	����������	����������
����������2��������5�����
	��������/������������/�����������������
��������
����������



41

����������9�/�
��5�����
	��������/������	��������/�������<���
)����
���	��
��������
������������������
�������)���������
	�������/��������	������������)���������������
	��������

��
�����/��������
��

�����/��)����	�����
������������������)�������	���������/�	��
�������
�	���������������
��������	��������������/�����������
	����������������)���������������8����	���	��������5
)�����������
	���������������������������������������
����������/��)����	�����
�������

���
����
���/�����������	���
��������
������
����������:���������������������5�/����	�������
�����������6����/��
����+	����
���	��
������/��������
	����������������������������
�����
�����������������/�����������
����������������
���	��
���������������

	������������/��)
�������
���������������+	���������
���������������������
��������	������
���
��/�����������
������
��5�����
	�������������������������������
����
�����������������/�����������������
���������
�������/�����
����������+	����������������������
���	
�������
��
������������5��������
���������������
��
�����
���/�������
����
�������3��������
�
�����<�
	�������4���+	�������

�����������)��
����
��/��������
	��������������������:�������
���������������/�	�����������

	������������������
�
�����
������������	�	�����	��������

����������������/��
����������
�
�����������
����+	�����������������������6
�����5�������+	���������
���������������������
���������
������:������������
	��������������������
�����
��������������
����
���5�/���������������
��)����/����
����
����������
���������������
��������������� In addition, the state has a
maintenance contract that requires the vendor to call the customer within 30 minutes of the
request and give the customer a status report.

Keeping the customer informed does not necessarily improve how well the customer’s
problem is resolved.  It does, however, reduce the customer’s frustrations.  Our review of the
literature, discussions with our consultants and discussions with help desks in other organizations
all indicate that keeping the customer informed is vital to a service-oriented organization like
ITS.

Another way to improve customer relations is follow up with customers to determine the
quality of service provided on particular cases.  As we pointed out previously in the case of the
LAN administrator, good service is oftentimes a matter of customer perspective.  With better
communication and attention to customer needs, customer relations would likely improve
dramatically.  Our discussions with customer service representatives from various organizations
validates this point.  For example, one organization makes routine call backs to the customer and
regular random surveys of customers.  ITS has also conducted customer surveys.

A follow up call does not have to be particularly burdensome on the individual resolving the
problem.  The work group specialist could talk to the requestor directly and simply state the
status of the problem.  If the problem takes a long time to resolve, a periodic update could be
made.  Another way the customer could be contacted is for the work group specialist to send a
short E-mail message or for an intern to follow up with the customer.
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ITS is taking steps to improve customer relations.  During our audit they developed a call-
back system where customers responded to E-mail messages about the service received on
individual cases.  Also, they have conducted a periodic survey of customer satisfaction. 
However, as noted in this section, ITS also needs to develop specific policy on steps the work
group should take to keep the customer informed as to the progress being made in fixing the
problems.

Documentation Inadequate
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Chapter IV
Fiscal Review Is Needed
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Some Rates Do Not Reflect Costs
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Further Outsourcing Decisions Should Be Deferred
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Agency Response


