/ DRIVING SERVICE MANAGEMENT FORWARD

Transformation, Transparency, and
Accountability: A Case Study on
Changing the Way We Deliver IT Services

Eddie Vidal
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About Memorial

* Most Wired for 10 years

* [ 201
13,400 Most Wired Advanced 20 7'
Blple * Modern Healthcare Magazine —

Best Places to Work in
Healthcare 8 out of the last 9

$1Y.3B years

Total Revenve Since March 2017 Go Live
* 96,481 Incidents

3,100 ~297 * 100,741 Phone Calls

Non- employees Physicians

* 35,685 Requests
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Challenges Prior to Implementation

* All incidents are coming through our Service Desk?
* We are able to measure success?

* There are predefined service levels?

* All teams use RightNow to manage incidents?

* We are able to scale inside and out of MHS?

* Perceived delays with Service Desk?

* Lack of visibility/status for Incidents and Requests?
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Goals for ITSM Tool Project

* Adopt an ITIL best practice approach across all of IT

* Establish a common and efficient approach to deliver stable and
reliable IT Services to the business customer

* Replace our current system with an integrated solution that will help
us better manage our processes and service our customers

* Have all IT teams use ITSM tool to track ALL incidents and requests

Memorial
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Value

* How did we sell the value to our end users and IT support teams?

* Visiting end users and participated in their team meetings
* WIIFM

Benefits of a new IT Service Management tool

Increased value - quality, cost and consistency of IT support services
& Improved quality of information for management analysis

Improved decision-making based on timely and accurate management
=" information

Common repository for IT Service Management data

$| Improved reporting of performance and thresholds — facilitating timely
=4 analysis and recommendations

@ Repart on the effect of changes and releases on the environment.
customers and IT support

%7 Improve and respond to customer needs based on results

R/
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Value

* Knowledge Articles 7 — -

> SUELIS U — Incident Recoréing

* It’s in the way, can we move it — and Categorization
down to the bottom of the - == : —E
form?

e Can we remove it?

i Knowledge Articles

Resolution & Closure
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Seeking Leadership Support

Description Max Time to Respond Max Time to Resolve

Critical 30 minutes 4 hours

High 30 minutes 1 day
3 Medium 4 hours * 3 days *
4 Low 24 hours * 5 days *

* Business Hours — Week days (7 am to 5 pm)
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Welcome to the

Emergency Severity Index (ESI:)

requires immediate yes p
life-saving intervention? o (D
lno

high risk situation?

or
confused/lethargic/disoriented? L
or
severe pain/distress?

Level  Name Description Examples l
Cardiac armest how many different resources are needed?c
1| Resuscitation  Immediate, ife-saving intervention required without cela
Y ! y Massive bleeding none one many
2 Emergent | High risk of deterioration, or signs of a time-crtical problem Carc el ches l\ /l l
L L T4 ; Asthma attack CS/" @) danger zoneD
B vitals?
- o _ Avdominal pain conced
3 Urgent Stable, with muliple types of resources needed to investigate or freat (such as lab tests plus X-ay imaging)
High fever with cough
Simple faceration
4 Less Urgent  Stable, with only one type of resource anticipated (such as only an X-ray, or only sutures) o
Pain on urinafion
; ) ) Rash
5 Nonurgent  Stable, with no resources anicipated except oral or topical medications, or prescriptions )
Prescription refl

©ESI Trisge Research Team, 2004. Reproduced v
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Scope
Scope — Phase 1
* Replace ITSM tool * Service Levels

* Splitting Incidents and Request * Change Management

* Replace Knowledge Base « CMDB
* Service Catalog * Asset Management
* New Service Portal * Problem Management (IRC/RCA)

* Reporting and Dashboards
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Scope — did we bite off more than we can chew?

Scope — Phase 1
* Replace ITSM tool + Service Levels
* Splitting Incidents and Request + Change Management
* Replace Knowledgebase
* Service Catalog
* New Service Portal
* Reporting and Dashboards
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Scope detour

* Instead of moving forward with future phases we focused on the
following:
* Received user feedback
* Focused on User Experience
* Adapted and made changes to meet the needs of our customers
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ServiceNow Get Access

Benefits/ changes:
* Easier for the user to find the Access related catalog items that were under the “Service Catalog”.

* The 6 most requested items display on the top of the screen. These were selected based on
reports ran in ServiceNow.

* ALL other Access related items display below in alphabetical order.

* The user can use the Quick Link side menu to see the layout for Business, Clinical or General
Systems access.

* The Service Catalog will contain Hardware, Software and Services.

o Get Help

Service
Catalog
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Transformation — what did we try to solve?

* Did we set expectations too high?
* What has changed?
* What hasn’t changed?

* What do we expect to change in the future and how easy/difficult will
it be?
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Transparency

89,487 87,819 32,139

35,083 34,328 1,139

* Hospital dashboards for VP and Sr. Mgmt X
* Go live dashboard

*Sharing Incident and Request metrics weekly

Incident state.
New  In Progress  On Hold - Awaiting Problem Resolution  On Hold - Awaiting Caller On Hold - Awaiting Evidence | Awaiting Vendor Count

Assignment group
Business Intelligence Reporting 1 n
CCRT 10 1 n
Corparate Compliance 1 1
Device Integration 2 1 1 4
Digisonics 1 2 3
ECM Accounts Fayable 1 1 12
Epic ADT 2 4 6
Epic Ambulatory 0 10 2 8 2 2 s
Epic Ambulatory MU/PQRS 1 1
Epic ASAP 1 1
Count 979 18 40 107 20 33 1407
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Transparency

Do you wantto know how your team(s) are doing updating incidents?
SenviceNow has been live forone month!. s time to start monitoring our incidents in order o meet the Service Level Targets we agreed on. (see table below, knowledge base document is KB0013440)
In order to help you monitor the incidents in your assignment group, we will be sharing a pivot table that contains incidents older than 7 days on aweekly basis
To monitor your groups work
1. Clickon the ink to view the reportin pivot able format. Ensure you are logged o ServiceNow, ifiot, you may receive this error, Cannot generate report: No matching records 3 H
2. Lookfor your assignment group and select the numberin the count colm to display a bar chrt ofall open incidents older than 7 days. W h a t we d | d

3. Below the bar chartyou have diferent options to group your teams incidents, Open, Updated and Assigned to
4. Click on the barto obtain a detailed st of open incidents in that time frame

5 Update or resolve yourt: idents to meet ourtargeted levels as indicated in table below LJ What ha ppened
Thi tical step in our Service: to become the leading IT Healthcare provider.
— *How we adapted
Response & Resolution Times
* What we are going to do

level target is assigned a timeframe

- e o
3
[

‘ Medium 4 hours* 3days*

Low 28 hours* Sdays*

* Business Hours - Week days {7 am to 5 pm)

Service Level Targets (SLTs)

N[ Memorial
Tnformation Technology

Ifyou have any act us at mhsifservicenow@mhs et

-Memor
Information Technology
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Transparency & Reporting

Date # of Calls |Calls Answered|Calls Abandoned|Abandon Rate] ASA  |Avg Talk Time[Service Level
12/20/2016 1307 578 251 19.20% 0:01:48 0:03:48 29.77%

* Received over 1000, why? + calls due to what?
* Was there an email or IRC to communicate issues?

Table Legend
Column Name Column Definitions Good Yellow Red
Answerad within 5L A percentage of calls answered within 60 seconds. > 75% 74.9% - T1.25% < 71.25%
Abandonment rate Unanswered calls divided by calls offered depicted as a < 8% B.1% - 8.4% » BA%
percentage.
Average Speed to How fast an agent answers a call, once offered. < 60 sacs 629 = 63 secs
Answer [ASA)
Average Talk Time [ATT) | Average duration of 2 call ence it is cennected between = 5 mins 5.1 mins - 5.25 > 5.25 mins
the custormner and agent. mins
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Monthly Phone Report

Call Statisti Ticket
Monthly Average Calls Calls Calls Answered within SL < 60 ASA ATT First Call Tickets assigned to
L=l FTE Deficiency Offered Answered Abandoned sec G TINTNETIRLS mm:ss mm:ss Resolution other areas
September 2017 1 13024 11126 1234 74.11% 9.83% 0:54 4:08 76% 1841
Goals o - - - =75% = 8% =80 secs =S mins > 65%
These are some notable events that occurred this month:
/012017 3:40AM - 7:00A, IRC Event Network dropped at MRH (INCO113864)
9/09-1272017 Hurricane Irma
9142017 400AM -7:30AM IRC Event- DDC Server Room Overheated causing multiple applications to crash (INCO118853)
9/22/2017 12:00AM-11:59PM Service Desk Call Center issues, after CVP Cutover CR# 23438 (INC0124072)
Q/26/2017 10:30AM-11:30AM Service Desk experiencing Auto Attendant issues causing dead air calls, and 167 Error Calls (INCD125459)

a/21-282017 The Auto Aftendant phone issues caused 3 total of 595 error calls this month
200

September 2017 Call Statistics

m Calls Answered
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Building Accountability - Incident vs Request

Why do you open an Incident?
A. It’s easier than opening a request
B. To bypass the approval process
C. Don’t know the difference between Incident and

Request =
D. Something is broken —
E. Other ACGUUNABILITY
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Process Improvements

* Release Management

* Test Management

* Auto assignment of incidents and requests

* Computer Telephony Integration with ITSM tool for Service Desk

» Secondary and additional approvals for requests

* Reporting ») ! Process

. Improvement
L350
Y

=
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Self Service

Home 3 Service Catalog

Epic Report / Optimization Request
Facilities Links

Hardware

Non - IT Resources

Onboarding for Non-MHS Employees
Other

Physician Forms

i Software

M System Access

Voice and Video Services

Voica Services

Password Reset
Request Printer Supplies

Reauest Printer Service

Training

Videos

* E-Learning

Flyers

Reference Guides

Q & A Sessions

ITIL Fulfiller classes
Lunch & Learn for ITIL Fulfillers

Document Scanner (EPIC)
Fujitsu Document

? = Scanner

Laptop

Dell Latitude Series
Laptop

Monitor
! Dell Flat Panel Monitor

Rover Med Admin / Beaker
Collection (EPIC - Nursing)

- Rover Med Admin /
II Beaker Collection (EPIC -
S

Nursine}

Memorial
Information Technology

, @eddievidal

Epic Optimization and Report
Request Form

m’ Epic Optimization and
Report Requests

Microsoft Office 2013

1] Office
omeE

Mouse

(\Q USB Optical Mouse

Signature Capture Pad

q eSig Pad (Epic)
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Keyboard

Keyboard
[F

Microsoft Office
Communicator

OptiPlex 7040 PC (PC Only - No
Monitor)

OptiPlex 7040 Small Form
Factor (No Monitor]

Onboarding for Non-MHS

Employees
27 Request for New
F:7%  Non-MHS Employee
Access
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Communication plan

Flyers

Email >

Cookies and Learn 7 7
Learn how IT is changing the way we provide suppo
Intranet servicenow T

Benefits of a new IT Service

. E ; Management tool provides e
Tea m m eetl ngS h All your service incidents/issues and requests
) for IT will be in a single location
1 AhAN », Robust self-service capability, with the ability
TI p S h eetS S 74 to see a list of available services anywhere, =
anytime.

FAQ’S Track the progress of each item, and view the ™ N[ Memorial

? histary of items you have requested in the Information Technology

past with your own device
Amazon like use friendly catalog shoppin;
Countdown CIOCk I l|nch a experience to saveycu?:rime E PRing \:'//
& Learn. \iExpanded knowledge base for self-help \// N

00 O

Capabilities to expand outside of IT to support
HR and Facility business functions

@ A modern design and intuitive navigation
Intranet

lnlg'srl;.r};:ill;]if'.r!c[ulo]ugy PRODUCED BY: H—m itSMF USA | #SMFUSION
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How can you help?

* Support the ServiceNow transformation

* Communicate to your team

* Collaboration among IT Teams

* Create expectations to better manage your team
* Recognize great performance

* Better manage the customer experience

I a

e

[P |

1LY ~
= \| é
i , i‘ L
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Lessons Learned

* Obtain the right people in advance — Focus Groups
* Include more decision makers and users of your product

* Network with your peers in your industry to hear their success and lessons
learned. Do your research

* Gather and document requirements and stay as much as possible with
OO0B workflows

* OOB solutions may not always work for your organization

* Find the correct balance between your current process and how the tool
works
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Eddie Vidal

* 25 years experience in Healthcare, Hospitality,
Travel and Higher Education

* International Keynote Speaker

* HDI Hall of Fame — Inaugural Class of 2016

* 2014 itSMF President’s Award

* 12 Time HDI & Fusion Track Chair & Speaker
* HDI Strategic Advisory Board Member

* Founder and President Emeritus of South
Florida HDI Local Chapter

* |ITIL V3 Foundations, OSA and HDI Support
Center Manager Certified

* itSMF Monthly Podcast Producer and Host
* Podcast co-host for www.theauthenticast.com
* Email: eddie_vidal@yahoo.com
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Questions?
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FUSION

DRIVING SERVICE MANAGEMENT FORWARD

Thank you for attending this session.

Please complete the session evaluation form
SMFusion.com/Feedback or on the FUSION App.
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Appendix
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Memorial
Information Technolozy

The MHS team is pleased to amnounce our new IT Service Management
Memorial Healthease S

lution for

n replacing ous cusrent Help Dezk ticketing 2ystem and the

current HELP Portal.

‘The service will be available for use in early March. At that tiase, we will provide you with
‘more information and a link to ServiceNow.

WHAT IS DIFFERE

This nes

i allow IT to continualy measure our IT =
mer expenience.

vice delivery to improve the
ultim

Centralized:

vous zervice maiden

and sequests for IT will be in a single
location, makng 1t

Self-Service:
hel

for you to manage.

th an expanded knowledge
and the ability to request

ere, anytime.

Tncreased visibility o the state of all

t point for each itean, You will be able to tr

each stem. and view the

WHAT IS THE SAME?

of stems you have requested in the past.

Contact Info: You will still be able to call IT

for assistance, using the same number

e hours and locations will

wchanged

Services: The range of services that IT
offers will remin the same.

contact the MMS IT ServiceNorw team at
mbsitservicenorcémbs net

Regards “ Memorial
MHS IT Team Information Te

hnology
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Learn how IT is changing the way we provide service

servicenvw

cvice
We are now LIVE!

Introducing NEW IT Service Management System — ServiceNow
ServiceNow replaces Help Desk ticketing system & HELP Portal
Be Prepared!!!

Watch short 3 - minute video

Click here to view ServiceNow video
Learn how to:

« Enter your incidents & requests from the NEW ServiceNow Portal
« Track the current progress of each issue or item you have requested.

ServiceNow has a simple “Amazon-like” look & feel

Questons regarding the ServiceNow mplementation?
Contact MHS IT ServiceNow team a [l g

2t o click ere 10 90 o our website.
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