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Project - Service Optimization of IT Helpdesk

EEE
.

Overview
"Legacy Service Desk Challenges"

Previous service desk system (developed 5
years ago) faced critical issues:

Security, Ul, and reliability problems.

Negative impacts on efficiency, productivity,
and service quality.

g |
Lo

"Productivity Disruptions"

Valuable company time diverted to
maintenance and recovery.

Delays in projects and reduced team
productivity.

e
dah

"New Solution: IT Service Desk
Transformation”

Introducing a solution to facilitate
communication and collaboration across
departments.

Aims to resolve and prevent glitches and
breakdowns.

Features include ticket creation, assignment,
tracking, and resolution.

Adaptable for various IT service desk roles
beyond tech support.
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Stakeholder

The following stakeholders were identified

for communication regarding the project:

e Board

e CEO and Management

e Staff — Head office and outer ports
e VVendors

The communication medium used to keep

stakeholders engaged are:

e Email
e Board paper reporting

e Face to face and online awareness by IT Department,
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CODE OF CONDUCT

Teamwork
Participation

Communication

Problem Solving

Meeting Guidelines
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Project Timeline

Initiate Project

Team Formation and Leader

selected * Solution « Get Feedback from internal

, Implementation customers
Formation of Code of conduct
» Analyze Impact on

Planning on project stages Productivity & Sustainability
Project Selection November
to December

September May

October

Problem Identification

» Post Implementation Review

* Problem Analysis + Evaluate Results

 Data Collection

» Root Cause Analysis .
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METHODS

v/

Plan

Team Formation and
Meeting

Planning
Project Selection
Problem Identification

Problem Analysis

v
v
v
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Do

Implement Solution

Check

Result Evaluation

Impact on Productivity
and Sustainability

Data Collection

@

Action
Learning outcome
Future Project

Analysis
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TOOLS & TECHNIQUES USED

Fishbone Diagram
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Materials

Decision Matrix
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PROBLEM
IDENTIFICATION

After brainstorming the following problems were identified:

NO PROBLEM

Excessive cost of maintenance i.e., replacement parts, toner/drum/cartridge

Lack of backup storage capacity - Development & Testing Environment
3 High bandwidth utilization from remote offices & low resiliency
4 Usability issues with the ServiceDesk — not being user friendly
5 Scalability issues with the ServiceDesk — lack of reporting capabilities & solution not being flexible for

enhancements




PROBLEM IDENTIFICATION

After brainstorming the following problems were identified:

Excessive cost of maintenance i.e., replacement parts, toner/drum/cartridge
Lack of backup storage capacity - Development & Testing Environment
High bandwidth utilization from remote offices & low resiliency

Usability issues with the ServiceDesk — not being user friendly
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PROBLEM SELECTION — DECISION MATRIX
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PROBLEM RANKING
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PROBLEM STATEMENT

The service desk that was present in the organization was not performing as per
the expectations and causing operational challenges. Alongside this, the locally
hosted server had a hardware footprint on the on-prem server resulting in
additional space and compute power requirements to maintain the system.

an
=

|4
W
4

FI1JI REVENUE AND
» CUSTOMS SERVICE

4
<

R



FISH BONE DIAGRAM

System‘. Method .

On-Premise.\"-=“ Email .

Business Continuity . Verbal .

Up Time . Face to Face .

Lack of Vendor Support Q Lack of reporting .

Lack of tracking team Lack of Automation @
progress O .
Insufficient Training )
Q No defined SLA .

People O Process .
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5 Why’'s

% A T -

Why 1 Why 2 Why 3 Why 4 Why 5
Why are IT requests taking Why is there a delay in IT Why are IT requests not Why is there a lack of Why are we using a manual
too long to resolve? request resolution? being routed properly? visibility into IT requests? process to manage

requests instead of an IT
service desk software?
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Impact on Productivity

e Customer Service Improved

* Accessibility- Services provided by mobile App is always available.
* Cost Efficient

* Time Management

* Controlsin place

* Affordability

e Risk minimized

<

.

1JI REVENUE AND
CUSTOMS SERVICE

-'

)

71 |
«

w

4

<



Impact on Productivity

e Customer Service Improved

* Accessibility- Services provided by mobile App is always available.
* Cost Efficient

* Time Management

* Controlsin place

* Affordability

e Risk minimized

<

.

1JI REVENUE AND
CUSTOMS SERVICE

-'

)

71 |
«

w

4

<



SOLUTION IMPLEMENTED

The multi-purpose role IT service desks fulfil within any organization requires a range of
applications that expand beyond traditional tech support and management. As such, IT
service desk software tends to include the following teatures:

* Ticket Management
* SLA Management
Knowledge Base
Service Catalogs
Dashboards
Automation
Analytics
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Awareness Session 1

Awareness Sessions for IT Service Desk

Forward

Helpdesk
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Awareness Session 2

REMINDER - IT Service Desk Awareness for Nasese Port - Training Room 3 | Wednesday 16th August 2023

Helpdesk Reply All Forward

To Wed

H

Bula vinaka Team,
Please be informed that service desk awareness for IT portal will be conducted on Wednesday 16 August 2023 for Suva port. The IT service desk categories have been revised after review by the service desk team for simplicity to our users.
The main goal of this awareness is to make users understand the following:

1) Revised Category names and intention

2) Importance of logging request via service desk

3) Getting all users accustomed to the IT service desk platform.

The scheduled slots for each sections are as follows: Please note, the venue is at Training Room 3 for all sessions listed below. We ask that all staff attend during their time slots indicated below and we appreciate your promptness.

Remaining sessions:

Building 2 Ground floor - Border/Customs Revenue Session 10 2.00 - 2.30pm

Building 3 level 1 - Gold Card/Education team Session 11 2.30 - 3.00pm
Building 1 level 1 - DMUyEnforcement Session 12 3.00 - 3.30pm
Building 1 Ground floor - CEC/Customs Revenue Session 13 3.00 - 3.30pm
Building 1 level 1 - DMU/Enforcement Session 14  3.30 - 4.00pm
Building 1 Ground floor - CEC/Customs Revenue Session 15 3.30 - 4.00pm

Kind Regards,
Team IT

Helpdesk

Fiji Revenue & Customs Service Complex

Cnr of Queen Elizabeth Drive & Ratu Sukuna Road, Nasese, Suva
T: +679 3243000

helpdesk@fres.org.fj | www.fres.org.fj
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System Data Analysis — Legacy System
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stem Data Analysis — Legacy System
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System Data Analysis — Cloud Platform
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System Data Analysis — Cloud Platform
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System Data Analysis — Cloud Platform
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Awareness

Awareness Sessions for IT Service Desk

Helpdesk © Reply Reply All Forward

H To HEDFRCS - ALL STAFF Thu 04/05/2023 9:20 am

s B,
Wiewish 10 achvise #at the ICT service tanm will be provicling awaraness on the naw sendce ek plitfarm 10 ll pors on Thurschy & Friclay thisweek
Sana and Rabra posts will be scheckied for nest wask Manday 7+ May, 2023
The scheckied dots for each port s shown b with the link b join wa Taums. Sindly joinyaur session with the camect Ik below:
awweres "
1) W7 Sarce Desk
3] Properties Sandce Desk
3) TS Sevice Desk— AMS Support
 sash your par
sigatoka s microsnét. comy registra DRIk RTR PR i Licoes N, PhATACA 2 LG NS WEGE RS ol GHARON AFTTVE g4I 5ogHE?
12:00pm - 12:30pm 1163441374535 BT
Lastoka ittps: jbeams microscét. com,
230pm - 200pm 0 DmEgriny g 11624 03C7-4535-B07 1 b SeckiesiI 16
Leuka (1 Session) ittgrfheams microsoét Mirjle gelbl
Z00pm - 230pM modes 1163441374535 BT
Savusavy ittps: jbeams microscét. com, 50 WELATIPPEUGER RSP A3 blae)
230pm - 400pm made: 11 63T 435 ET ]
Date Parts Reglstration Link
Friday SthMIy B3 Levuka (2* Session) itk fbeams micrescét com, Ve, Cl1g K vl EPROOSTIkT?
00 - S:30am modes 11 63T 43557

Frictay 5th May 3123 Labasa {15t Sesslon)

300 - HE0Em moces 11 63T 43557
y Sth My hittps: //beams. microscét. com, Vg CUR Al o LA TNELIAA v

10:D0aem - 10:30am ‘bl Pmiodes rear Bbenantiscar] 1538-13:7- 4935807 bsacesta16

Friday SthMay 303 Madi {2nd Session] ittpe: beams microsoét. com, v 11 S INTICLIPO-TUBRLIL 0 VGFYASLIV-g FWFEDLIaL EWCRIM? [ZipE0T
10:302m - 11:00am moces 11 63T 43557

FridaySthMIyRD3  Ba ittps: jbeams microscé. com, Ve, CUg jakaly TTETOS0W o INPebTpA?
12:00am - 11:30am modes 11 63T 43557

Friday SthMay B3 Labasa (2nd Session) it eaimes mikcrosnét. comynegistraony MBSz DNLImAChCETI Y2 EtraohrooC v Licoes W, o E7LhOBnAWSC1R btCTLAsk: C_Df-kaSch PGyt LbE B LURVE-AZL cOMENDR?
Z:00pm - 230pm) moces 11 63T 43557

Kind regancs,

Helpdesk

Fiji Revenue & Customs Service Camplex

Car of Queen Elizabeth Drive & Ratu Sukuna Road, Nasese, Suva
T: +679 3243000

helpdesk@fres.ong f] | www fres.org f
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Awareness

Service Desk Planned Maintenance

<) Reply = <) Reply All Forward T

Helpdesk
To Helpdesk; Kunal V. Prasad Wed 31/05/2023 3:24 pm
Bcc DFRCS - ALL STAFF

H

This message was sent with High importance.

Good afternoon,

Please be advised that IT Service Desk will be undergoing urgent maintenance works from today, Wednesday 4.30pm until next
week, Tuesday 7" June, 2023.

During this period, for any IT related issues please email:
1. IT Helpdesk: helpdesk@frcs.org.fj — Ext: 3717
2. Kunal Prasad: kprasad003@frcs.org.fj — Ext: 3717

We do apologize for the inconvenience caused.

Kind Regards
Team IT

ol | \
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Awareness

REMINDER - IT Service Desk Awareness for Nasese Port - Training Room 3 | Wednesday 16th August 2023

Helpdesk Reply Reply All Forward

To Wed 16/ 3 1:59 pm

H

Bula vinaka Team,
Please be informed that service desk awareness for IT portal will be conducted on Wednesday 16" August 2023 for Suva port. The IT service desk categories have been revised after review by the service desk team for simplicity to our users.
The main goal of this awareness is to make users understand the following:

1) Revised Category names and intention

2) Importance of logging request via service desk

3) Getting all users accustomed to the IT service desk platform.

The scheduled slots for each sections are as follows: Please note, the venue is at Training Room 3 for all sessions listed below. We ask that all staff attend during their time slots indicated below and we appreciate your promptness.

Remaining sessions:

Building 2 Ground floor - Border/Customs Revenue Session 10  2.00 - 2.30pm

Building 3 level 1 - Gold Card/Education team Session 11 2.30 - 3.00pm
Building 1 level 1 - DMU/Enforcement Session 12  3.00 - 3.30pm
Building 1 Ground floor - CEC/Customs Revenue Session 13 3.00 - 3.30pm
Building 1 level 1 - DMU/Enforcement Session 14  3.30 - 4.00pm
Building 1 Ground floor - CEC/Customs Revenue Session 15 3.30 - 4.00pm

Kind Regards,
Team IT

Helpdesk

Fiji Revenue & Customs Service Complex

Cnr of Queen Elizabeth Drive & Ratu Sukuna Road, Nasese, Suva
T: +675 3243000

helpdesk@fres.orgfj | www.fres.org fj
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Ticket Lodgment Comparison
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TANGIBLE/INTANGIBLE RESULTS

Tangible Results Intangible Results

Improved incident response times Enhanced Customer Satisfaction

Cost Saving Increased Productivity

Compliance and Reporting Prioritization of Work

Knowledge Management Service Level Agreement (SLA) adherence

AU% E1j1 REVENUE AND
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Positive Impact

Some of the key impacts of completing
the implementation of the service desk
include:

Improved Efficiency and Productivity:

Faster IT incident resolution reduces downtime.

Enhanced customer satisfaction and employee
productivity.

Efficient resource allocation and cost
savings.

Streamlined IT Operations:

Compliance tracking and reporting.

Effective knowledge management and SLA adherence.

Centralized communication.

Enhanced Organizational Resilience:

Proactive risk mitigation and remote workforce
support.

Employee training and data-driven decision-making.

Positive impact on the entire organization's success.

Tl |
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FUTURE TREND

After Successful implementation of the cloud service desk solution, similar instances has been
proposed to be a benefiting medium for other departments such as our customer service center
alongside the Properties team who receive multiple requests and logging of each request for
analytical purposes becomes cumbersome.

Predictive Analytics: Service desks will use predictive analytics to proactively identify potential IT
issues, reducing downtime and improving service quality.

Remote Work Support: With the prevalence of remote work, service desks will prioritize providing
secure remote access to corporate resources and efficient troubleshooting for remote employees.

Enhanced Self-Service: Self-service portals and knowledge bases will offer personalized
recommendations, video tutorials, and interactive guides, empowering users to resolve common
issues independently.

711
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CORPORATE SOCIAL RESPONSIBILITY

News

FRCS staff give back to community, clean Savusavu schools

Elenoa Turagaiviu

Editor North
‘ eosborne@fbc.com.fj

OCTOBER 8, 2022 7:40 AM

0Oy =

Around 90 staff of the Fiji Revenue and Customs Service in Suva along with their
families, yesterday turned up at the Savusavu Special School and Nasavusavu
District School armed with mops, brushes and supplies to clean the schools.

11T
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Director Taxation Momina Beg says the staff are members of FRCS’s Social Club
and they organize and hold events that give out to the community every year.

Beg says this time around they are in Savusavu and one of the events organized
is to clean the two schools and help the teachers set it up for the new school
term.

ARTICLE CONTINUES AFTER ADVERTISEMENT
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Questions?

Vinaka
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