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Presenter
Presentation Notes
NetID Login: November saw a brief outage of the Duo Recovery App, which is a downstream dependency from NetID Login.
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Presenter
Presentation Notes
First contact resolution: continued collaborative efforts with PCS, IAM, and other major service partners has continuously improved FCRR; too early to determine causation but it seems like a contributions. The HD KB team has helped lead this effort.
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Presentation Notes
Campus network and VoIPare all services that are primarily escalation/referral services, and are not cause for concern with the FCRR.
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Presentation Notes
The HD has continued to refine its chatbot and automation strategy. One major change is a focus on "easy buttons" to start the troubleshooting path instead of relying on the natural language recognition of the bot. Through multiple vendor meetings we have managed to improve the bot’s overall performance—though it still has a long way to improve. The HD plans to continue work with ivy.ai in attempt to improve the bot, but remains ready to end the service if customer satisfaction starts falling again. Concurrently, the team is looking into other automation options such as AWS or Watson.
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Presentation Notes
Endpoint per Technician is lower due to the complexity, lack of standardization, disparate geographic locations, and an emphasis on customer service. Our support scope includes - printers, mobile devices (personal), shared drive requests, conference room support, data jack activations, office moves, and cloud storage migrations.  We also receive tickets to investigate possible issues with network and switch gear.  There is a current inventory project to tag all managed hardware assets.
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Presenter
Presentation Notes
-Device Registration and wireless incidents are tapering off as wireless network users are settled into their regular access routines. We anticipate a spike again in January for these incidents.​ 
​-IP Allocations remain high as distributed IT staff are expanding networks within their departments, expanding both wired and wireless connectivity. ​
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