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1.0
INTRODUCTION
As part of its efforts to improve the service offered by the Help Desk managed by KITS a series of telephone interviews have been carried out with callers to the Help Desk. Three rounds of surveys were carried out during 2001-02. The first round of interviews were carried out during the last two weeks of June 2001. A second round was carried out during November 2001 and a final round was completed during the first week of March 2002. The initial round surveyed 100 people, the second round 100 people (divided between those who had received a new computer and those who had not). The final round surveyed two hundred people. The results of those surveys were reported in a report to KITS in March of 2002.

One round of a similar survey was carried out during June of 2002. Additional surveys are planned for the fiscal year 2003-04. A first round was carried out in early June of 2003. The telephone survey, carried out by Ekos Research Associates, asked people who had recently used the services of the Help Desk in the Department of Canadian Heritage for their views of the service they had received. The random samples were taken from a list of "closed calls" from the two-week period immediately prior to the survey. For example, this first round of interviews used a random sample from those who had called the Help Desk in the last two weeks of May (2003).

There were no significant problems contacting people or in having them complete the questionnaire. The questionnaire and survey results are attached as Appendix A. While this report focuses on the most recent round of interviews (i.e., those carried out during June of 2003) it also makes reference to findings of the earlier work carried out during 2001-02. 

Two additional points are worth noting. First, other groups within KITS also support the services provided by the Help Desk and so the results of the client satisfaction survey also say something about the quality of work done by these other groups. Second, the number of clients has increased and the number of calls has increased by 50% during the period over which these various surveys have been carried out.

2.0
RESULTS
Almost all of the respondents (93%) could remember the specific reason they called the Help Desk and thus could answer questions about their view of the service they received.

Ninety two per cent (92%) found it easy to reach the Help Desk and only 1% felt it was not easy. This is a modest improvement over the situation at the time of the baseline survey when 88% found it easy (4 or 5 on a five point scale) and 2% said it was not easy (2 on the five point scale).

In the most recent round 33% of calls were referred to someone else compared to 30% during the first round. 

At the time of the baseline survey almost 50% of calls were resolved within minutes (28% in under two minutes and 21% within minutes). At the time of last round (June 2002) 38% of questions were answered within minutes. In this round, June 2003, 56% of calls were handled in minutes. This is a substantial improvement over the last round and a modest improvement over the first round. 

As was true during the previous four surveys the length of time it takes to solve a problem is the major factor influencing perceptions of satisfaction.

There is almost no change between the different rounds of the survey when callers are asked if their request was handled satisfactorily (question 7). In the first round 90% responded yes and in the fourth round 88% responded positively and in this round 92% responded yes.

During the first round 82% of respondents were "somewhat satisfied" or "very satisfied" with the technician(s) who helped. Five percent of respondents were not satisfied (2 on a five point scale). During the fourth round 81% were satisfied and 8% were unsatisfied (1 or 2 on a five point scale). In the fifth round, June 2003, 90% were satisfied and 4% were either unsatisfied or somewhat unsatisfied (1 or 2 on a five point scale). This increase in satisfaction from approximately 82% to 90% represents a significant improvement in satisfaction with the services being offered by the technicians.

 Satisfaction ratings with a technician(s) are approximately the same as for the Help Desk. Eighty-four percent of respondents were "completely" or "almost completely satisfied" with the service of the Help Desk (first round) mirroring the 83% in the third round and 78% in fourth round. In previous rounds between 9 and 10% were either "completely unsatisfied" or "somewhat unsatisfied"  (1 or 2 on a five point scale). In this round 89% were satisfied and only 4% were unsatisfied. While these differences may seem modest there has been a significant level of improvement in satisfaction levels (e.g., from 78% in the fourth round to 89% in the fifth round. This is a significant improvement in satisfaction levels with the Help Desk over the past year.

This improvement is even more impressive when one considers the number of changes that have occurred since this process of measuring satisfaction has begun. The Help Desk has had to respond to an ever increasing number of calls over the three fiscal years that this survey has been conducted. Calls have increased from 34,456 in FY 2001-02 to 39,450 in the following year and are expected to be more than 51,000 in this fiscal year. During the same period staff has increased from 24 to 29. In effect, the percentage increase in staff is less than the percentage increase in the number of calls. Thus the workload for each staff member has increased. Under ordinary circumstances one would be happy to maintain satisfaction levels when workloads are growing but to increase satisfaction levels during such a period is especially impressive.

When asked to offer general comments about the Help Desk the main negative comment respondents volunteered is that the "service is way too slow," (12% round one and 23% round 3 and 20% round four, 11% round 5). On the positive side, 10% of those volunteering an opinion reported that the service was very good or excellent in the fourth round. In the fifth round 24% volunteered that the service was very good.

Another indication of improvement can be found in answers to the question “In your opinion, has the service over the last four months been getting worse, staying about the same or improving. Only 3% of respondents were of the view that the service was getting worse. Forty-five percent thought it was about the same while 41% thought it was improving. Eleven per cent indicated that they did not know.

Additional items

The fifth round of the survey introduced two slight changes over previous rounds. A question about the prevalence of unsolicited e-mail (spam) was added. In addition, calls from Human Resources were flagged so that it was possible to compare satisfaction levels between a sector (in this case Human Resources) and the rest of the Department.

Spam

The following responses were obtained to the question “Over the last ten days, how many Spam messages have you received?”

· None – 52%,

· 1-5 - 24%,

· 6-10 – 8%,

· 11-20 – 4%,

· more than 20 – 12%.

Twenty per cent of respondents answered yes to the question “Does Spam cause you any significant loss of productivity?” Seventy-nine per cent responded “no” and 1% said they did not know.

Comparisons Between HR and the Department

There are no significant differences between the views of clients in HR and those in the rest of the department. For example, 95% of HR respondents said their call was handled satisfactorily while 91% of respondents in the other sectors gave the same answer

3.0
CONCLUSIONS:
As in the previous four rounds, more detailed analysis of the study results show that dissatisfaction increases with the length of time it takes to solve the problem. When the request is resolved in less than two minutes 100% of the callers are satisfied. By the time it takes days to solve the problem the satisfaction level drops to 79%.

Analysis of data from the round 1 survey showed that dissatisfaction is not related to a particular technician nor is it related to a particular problem. Information from the HEAT reports on the time it takes to close a call shows some variation by technician but within a common range. For example, it is not the case that some technicians close all calls within minutes and others close all calls within days. Similarly, it is not the case that one problem area (e.g., Lotus Notes) is the major source of dissatisfaction with the Help Desk. Requests for help that resulted in dissatisfaction with the Help Desk (round 1) involved personal data assistants (e.g., Palm Pilots), moving an office, printing, and requests for equipment (e.g., a laptop and a projector), or the installation of a software program (e.g., GCIMS). 

Similar results were obtained in this round. For example, of the respondents who indicated dissatisfaction with a technician or the Help Desk there is no common problem that prompted the request for help. The reasons for a call range from questions about an “e-mail” to “problems with a printer,” to “can’t display a page.”  

Thus we can conclude that problems with satisfaction levels are not related to particular technicians, particular callers, or specific problems (e.g., Lotus Notes).

These results underline the importance of resolving problems quickly. For those problems that cannot be resolved quickly the technicians involved will need to communicate regularly with the client to explain what is being done to answer the question and when the question is likely to be answered. Regular, honest contact is probably an important source of increased client satisfaction (even where the call takes days to resolve).

The most important conclusion from the five rounds of client surveys is that satisfaction with the services offered by the Help Desk have improved significantly over the past year (i.e., between May 2002 and May 2003). That this improvement occurred during a period when the number of clients increased and the number of calls has increased by 50% is especially impressive.

4.0 SUGGESTIONS

The main suggestion that can be made based on our work is that every effort be made to resolve questions as quickly as possible. This is the same conclusion one would make from looking at any of the rounds of questions asked of callers to the Help Desk.

APPENDIX A:
QUESTIONNAIRE RESULTS
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   Do you recall this incident?

                              Total

                            ---------

   Q2

             Unweighted n:       100

   Yes                            93%

   No                              7%

   dk/nr                           0%
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   Can you recall any other reason why you would have called the Help Desk?

                              Total

                            ---------

   Q2A

             Unweighted n:         7

   Printer problem                14%

   Website problem                14%

   Hardware problem               43%

   Other                           0%

   dk/nr                          29%
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   On a scale from 1 to 5 where 5 is easy and 1 is not at all easy, how easy was it to contact the help desk

                              Total

                            ---------

   Q3

             Unweighted n:       100

   NOT EASY                        1%

   NEITHER                         6%

   EASY                           92%

   1 Not at all                    0%

   2                               1%

   3                               6%

   4                              18%

   5 Easy                         74%

   dk/nr                           1%

      Weighted n for mean:         99

                     Mean:       4.67

                  Std dev:      0.639

              Student's t:          *
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   Was the call referred to someone else?

                              Total

                            ---------

   Q5

             Unweighted n:        97

   Yes                            33%

   no                             67%
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   How long did it take to answer your question?

                              Total

                            ---------

   Q6

             Unweighted n:        98

   under 2 minutes                28%

   in minutes                     28%

   Hours                          23%

   days                           14%

   dk/nr                           7%
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   How many hours was it until they answered your question?

                              Total

                            ---------

   Q6A

             Unweighted n:        23

   1-2                            70%

   3-5                            22%

   6 or more                       0%

   dk/nr                           9%

      Weighted n for mean:         21

                     Mean:       1.86

                  Std dev:      0.910

              Student's t:          *
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   How many days did it take to get an answer to your question

                              Total

                            ---------

   Q6B

             Unweighted n:        14

   1-2                            64%

   3-5                            29%

   6 or more                       7%

   dk/nr                           0%

      Weighted n for mean:         14

                     Mean:       2.14

                  Std dev:       1.66

              Student's t:          *
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   Was your request handled satisfactorily?

                              Total

                            ---------

   Q7

             Unweighted n:       100

   Yes                            92%

   no                              8%
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   Do you feel you learned something about the problem, e.g. what causes it, how to avoid the problem, from the help desk.

                              Total

                            ---------

   Q8

             Unweighted n:       100

   Yes                            43%

   No                             50%

   dk/nr                           7%
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   Do you use the help desk on a regular basis?

                              Total

                            ---------

   Q9

             Unweighted n:       100

   Yes                            72%

   no                             28%
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   On a five point scale where 5 is completely satisfied and 1 is completely unsatisfied, how satisfied are you with the technician or technicians who

   helped you?

                              Total

                            ---------

   Q16

             Unweighted n:       100

   UNSATISFIED                     4%

   NEITHER                         4%

   SATISFIED                      90%

   1 completely unsatis.           1%

   2                               3%

   3                               4%

   4                              35%

   5 completely satisfied         55%

   dk/nr                           2%

      Weighted n for mean:         98

                     Mean:       4.43

                  Std dev:      0.799

              Student's t:          *
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   Thinking about calling for help, if you had a choice would you prefer a slightly faster response by telephone or a personal visit by a technician?

                              Total

                            ---------

   Q16A

             Unweighted n:       100

   Telephone response             64%

   Personal visit                 31%

   dk/nr                           5%

 Ekos Research Associates Inc.                                                                                                   PAGE:   12

 PCH Help Desk Survey - 2003 - Wave 1                                                                          1073                   03/07/18

   Thinking about the last time you called the help desk. How would you rate your overall satisfaction with the service provided? Please rate your answer

   on a five point scale where 5 is completely satisfied, and 1 is completely unsatisfied.

   This does not include the equipment or the

                              Total

                            ---------

   Q17

             Unweighted n:       100

   UNSATISFIED                     4%

   NEITHER                         5%

   SATISFIED                      89%

   1 completely unsatisf.          2%

   2                               2%

   3                               5%

   4                              26%

   5 completely satisfied         63%

   dk/nr                           2%

      Weighted n for mean:         98

                     Mean:       4.49

                  Std dev:      0.852

              Student's t:          *
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   In general, thinking about all of your encounters with the Help Desk how would you rate your overall sense of satisfaction with the service provided?(

   not the equipment of or the software.)Five is completely satisfied and 1 is completely unsatisfied.

                              Total

                            ---------

   Q17A

             Unweighted n:       100

   UNSATISFIED                     2%

   NEITHER                         9%

   SATISFIED                      89%

   1 completely unsatisf.          0%

   2                               2%

   3                               9%

   4                              44%

   5 completely satisfied         45%

   dk/nr                           0%

      Weighted n for mean:        100

                     Mean:       4.32

                  Std dev:      0.723

              Student's t:          *
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   In your opinion, has the service over the last four months been getting worse, staying about the same or improving?

                              Total

                            ---------

   Q17B

             Unweighted n:       100

   Worse                           3%

   Same                           45%

   Improving                      41%

   dk/nr                          11%
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   Do you have any other comments about the service provided by the help desk?

                              Total

                            ---------

   Q18

             Unweighted n:       100

   Please specify                  0%

   no comments                    63%

   dk/nr                           0%

   service is way too slow        11%

   very good service              24%

   hours of operation              0%

   improve software serv.          2%
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   Over the last 10 days, how many SPAM messages have you received?

                              Total

                            ---------

   EMAI2

             Unweighted n:       100

   None                           52%

   1-5                            24%

   6-10                            8%

   11-20                           4%

   more than 20                   12%

   dk/nr                           0%
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   Does SPAM cause you any significant loss of productivity?

                              Total

                            ---------

   EMAI3

             Unweighted n:       100

   Yes                            20%

   No                             79%

   dk/nr                           1%
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� In a sample of 100 respondents an increase of more than 7% is statistically significant. Thus, an increase from 78% to 89% (11%) is a statistically significant increase. However, it is worth remembering that there is always going to be some level of variation in the perception of satisfaction especially when measured by a survey of this size (100 respondents).





� This relationship between satisfaction and the time it takes to resolve a problem is statistically significant (.01) for round I and (.05) for round 3, (.05) for round four and (.10) round five. One can conclude that a quick response to questions is one of the most crucial factors in satisfaction with the Help Desk.
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