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PROBLEM ITERATION #1 ITERATION #2 RESULTS
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Where are major causes of savings upon implementation
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cost of overdue tickets in 2022 problematic tickets earlier in problematic tickets and how

: : of recommendations
the ticketing process? » can they be mitigated?

- Causation tree
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- Multiple ticketing systems statistical models - Identify areas of improvement - Revamp data dashboara
_ Limited ticket tracking _ Severe data limitations - Improved data collection/usage - Improved data collection
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- 14.7% of 16,467 tickets overdue - Unsuccessful predictive
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/RecommendationS' e Standardize free response, utilize #keywords® A
' e Important fields are required, autofill’
e Increase tracking of reopened tickets: where they end up and for how long* e Opened vs closed trend, display soon-to-be overdue, % overdue, time-to-pick-up vs
e Clear, comprehensive categorical options® time-to-work®
e Remove options, rephrase or add categories, standard training for ticket completion® e Remove MTTR over time, open tickets/month trend, aging buckets, mix of priority tickets®
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