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How do we bring better service to 
our customers?

• 3 keys to success:
– Good Service 
– Good delivery method
– Data to prove it
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In the old days...

• Tech Support Help Desk (Helpless Desk)

• Call and visit based only

• Student lead (order takers)
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Two Types of Support Staff

• “Move, I’ll do it myself” Guy

• The Tech Wizard Friend in the Department
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In the old days...



#RadService

Metrics?

• Very few metrics where available
• First Call Resolution ≈ 0
• Johnny doesn’t need a new Saxophone



#RadService

Have you restarted it?

• Nov. 1st, 2012
• Tech Support and IT rolled into one division
– New Division: ITS 

• New “Service Desk”
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Radical Hospitality

• Common College Theme 2014
• How do we apply do this to ITS?
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Radical Customer Service
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Radical Customer Service

● Going above and beyond EVERY time for 

everyone

● Taking the extra step to ensure that the person 

will come back again and again

● Leave them with a smile and feeling better, less 

stressed
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How do we bring better service to 
our customers?

• 3 keys to success:
– Good Service ✓
– Good delivery method
– Data to prove it
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“ Let’s take that literally. 

We’ll make the Service 

Desk mobile, and literally 

bring it to our customers.”
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How do we bring better service to 
our customers?

• 3 keys to success:
– Good Service ✓
– Good delivery method ✓
– Data to prove it



#RadService

Two Key Metrics

• Ticket Velocity

– How rapidly are we closing tickets 

– Efficiency, speed, and throughput
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Two Key Metrics
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Two Key Metrics

• Quality of Work
– Love Letters

• Unsolicited letters, notes, 
food etc.

• Jan 1st - April 13th:  50 love 
letters
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Additional Example

• Freshmen Move-In: Registering Devices
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How do we bring better service to 
our customers?

• 3 keys to success:
– Good Service ✓
– Good delivery method ✓
– Data to prove it ✓
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Trust
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Trust Formula
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Before we move on...
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Take our ideas

back with you!
Guerrilla Customer 

Service
Our best service

→ People that need it
→ Where they need it
→ When they need it
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What’s next for us?
• Students/Interns
– Increased training, gamification
– HDI Customer Service Certifications

• Personas (borrowed from Design Thinking)
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Thank you for attending this 
session.

Please complete the short evaluation for this 
session on your mobile device. It is available in 

your email or through the conference app.
 


