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Operational Challenges

 Multiple suppliers and staff

 Disparate operational approaches

 Minimal SLAs and no penalties or incentives

 Different Data capture methods and processes

 Over 10,000+ tickets/incidents/service requests per month

 Contract requirements – SLAs began at transition
– Kemtah’s accountability for all of the SLA metrics will begin at the completion of the first full 

time period. (Month, Quarter of year) of the contract.
Monthly Accountability:  Starts May 2013, reported at the beginning of June, 2013
Quarterly Accountability:  Starts July 2013, reported at the beginning of October 2013
Annual Accountability:  Starts October 2013, reported at the beginning of October 2014 (to 
align with the fiscal year)

 Multiple processes in place for operations and service delivery

 Continual service improvement 

 New contract structure and organizational structure



Service Level Agreements and the Expected Service Levels 
(a sample from the 43 SLAs)

Customer Satisfaction / Service:
Monthly percentage of surveys (aggregated results) with 

a 4 or 5 ranking out of 5 point scale.

30 Day Incident & Service Request Backlog:
Monthly percentage of resolved Incidents or Service 
Requests that were open 30 calendar days or less.

First Line Resolution:
Monthly Percentage of ticket originated AND 

resolved at Service Desk (CCHD).

Incident & Service Request Cycle Time:
Quarterly cycle time improvement for both 

Incidents and Service Requests; based on Time 
to Restore.



WHY? WHY?

WHY?First Line Resolution

Time to RestoreBacklog Management

Meeting the Challenges…
An ITIL Approach…The Kemtah Way



Meeting the Challenges…
The Right Data, at the Right Time, in the Right Place

 Key Success Factors:
– Reliable data for a period of time
– A scalable data delivery method able to monitor managed services in near real time.
– A robust and scalable for Dashboards, Trending, and Data Mining

 The data from the dashboard provides:
– analytics for measuring performance against the Service Level Agreements.  
– Internal metrics used to identify trends and forecasts to manage our technical services. 
– Insight into operational innovation for service and quality improvements. 

 The process:
1. Operations data is gathered via ITSM, Avaya ACD, and Analytics

2. Data is normalized in a centralized database

3. Dashboard displays data and provides data manipulation

4. Analysis, monitoring, and reporting are conducted from the dashboard
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Meeting the Challenges…
The Kemtah Structure, People, and Collaboration



Meeting the Challenges…
Creation and Evolution of the Dashboard

 Incident Creation via ITSM

 Evolution of the Dashboard
– Data exported from ITSM into Excel (outgrew Excel)

– Data migrated to Access (outgrew Access due to 
functionality)

– Data updated and stored in Data Warehouse directly 
from ITSM and maintained by our DBA group

 Not just data presentation but data interaction

 Gold Standard  & ITIL Driven in Data 
Collection

– Reliable

– Accurate

– Thorough

– Complete

SharePoint

Data 
Warehouse

Analytics

https://sharepoint.sandia.gov/sites/sqi/DBM/SitePages/ACD.aspx


Using the Dashboard…
Monitoring Monthly SLA’s

Division Wide Overview

 Overall Performance Health

 Identify SLA’s Met, Missed or 
at a Cautionary level

 Trending

 Forecasting

 Strategic Planning & Decision 
Making



Using the Dashboard…
Analysis at Operational Level



Using the Dashboard…
Analysis by Support Group



Using the Dashboard…
Analysis by Technician



Adhoc Reporting

Process Improvement 
(optimization)

Forecasting &
Trend Analysis

Daily, Weekly & Monthly
“State of Health”

SLA Compliance

Problem 
Management

Incident
Management

The Multi-functionality of the Dashboard
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