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Project Overview

Implement an Enterprise Service Management (ESM) system
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ESM is a comprehensive platform
that enables the District to
efficiently manage, resolve, and
analyze service requests and
inquiries from parents,
community members, and
employees.
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Project Scope
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Enterprise Service Management Video



https://achieve.lausd.net/cms/lib/CA01000043/Centricity/domain/1431/boc miscellaneous/HelpDesk Video.mp4

Accessing through LAUSD mobile app

LAUSD mobile app - availablevia App Stores

STUDENTS

No Students Associated to this ﬁ
Account

Add Student Now john clinton
Home
Students
Calendar
Contacts
News & Events

Resources

FAQ

District Support

Q Find Answers
rererences

Browse and search for articles

Parent Login Logout

ParentRegistration - Request Help

Contact support to request
assistance or report a proble ,

(Login Required)
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Accessing through LAUSD website

@ £ AboutLosAngeles Unified >

FindaSchool >  Offices >

ITS | LAUSD
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e Information Technology Services

IT D is now...

ITS

INFORMATION TECHNOLOGY
SERVICES

f— @ o« O
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https://achieve.lausd.net/ITD

or

https://achieve.lausd.net/servicenow

Families Employees Superintendent Boa

# District Homepage Find Answers  RequestHelp  Track Requests  Quick Links ~  Tours

ITD Home About Us ITD Resources

Need Tech Support?

| The Self-Service Portal is here!

Chat with an
Agent Now LAUSD is proud to announce the launch of a new global support tool for students, families, and
Avaitadie ouring normal employees to get any type of support they need.
ousiness nours

The Self-Service Portal is an all-in-one online tool that provides students, parents, and employees
with all new ways to access support, including:

NEW ITS4ED Podcast i _ " _
« A searchable online knowledgebase of support articles on a variety of topics,

« A virtual chat tool to help point users in the right direction.
» The ability to submit and track support tickets anytime from anywhere.

October 2 - Cyberattack Update

Most Recent Phishing Examples
To access the LAUSD Self-Service Portal, please click on the button below:

ITS Service Guide

I Self-Service Portal Support Tool I

Meet the CIO

Soheil Katal, Chief Information Officer Please Note:

€ Request Help
'4

Contact support to request assistance or report a problem
(Login Required)

All Families Connected CcoviD Emergency Services

Facilities Family Engagement Health and Wellness



https://achieve.lausd.net/ITD
https://achieve.lausd.net/servicenow

Tier O — Self-Service Portal

User-friendly Self-Service Portal allows users to submit a ticket with just a few clicks

# District Homepage Find Answers  RequestHelp  TrackRequests  QuickLinks =  Tours
- @  JIN ZHUO LIANG .

rimary location

©  ITD - IT PARTHERSHIPS & SPECIAL PROJECTS x

[Email address

jinliang@lausd.net

Callback phone number

7410007

lternative email address

Do you have a student currently enrolled in LAUSD?
o
Q Find Answers € Request Help

Browse and search for articles , Contact support to request assistance or report a problem
(Login Required)

lease select the nature of the issue

subcategory

eliness Centers

Short Description of the lssue
All Families Connected covip Emergency Services Wellness Ceriters near Roybal Leaming Center
Description/Additional Comments
Hithere,
Facilities Family Engagement Health and Wellness 1am an adult ed student at figylial Learning Center, Could you provide me a list af Wellness Centers near me? Thank you!
arent and Community Services Password/PIN Issue School Support and Concerns D

LAUS
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Tier 0 — Virtual Agent

, LAUSD Virtual Agent

just now
A chatbot that uses natural language to answer
frequently asked questions, resulting in fewer calls that ®
have to be answered manually.
EﬁndAnswers »
R >
LAUSD :
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Tier 0 — Knowledge Base

‘mum 3 characters)

o

L T

=] 7 results Sortby | Views~ Newest Alphabetical

Applied Filters  Applications and Devices % Clear All

Resetting LAUSD Account Password
E Applications and Devices > Parent Portal
Question How do | reset an LAUSD account password? Answer LAUSD Parent Portal Quick Guide - Resetting a LAUSD Account Password
This Quick Guide provides a step-by-step review of resetting a LAUSD Account password. http://parentportalapp.lausd.net/parent...
156 Views * #¥r¥r#rr

Knowledge Base stores - [ —

Applications and Devices > Browsers

| -~ ° 0 Question How do | clear my browser cookies, cache, or history? Answer To clear Browser Cache, Cookies and Browser History If you ar
S e a r C a e O W e g e r I C e S e at all unsure about clearing your browser Cache please contact your computer officer.  This document is for guidance only. There...

80 Views * &A%

which are online documents g s

Home » Knowledge » External Knowledge Base (Knowledge Base) » Sratn

dESigned tO address Commonly Applications and Devices - Parent Portal
asked questions

KBOO10198 | Subscribe | Actions w

Resetting LAUSD Account Password

@ 157 Views « 9575757575

Queston |
How do | reset an LAUSD account password?

LAUSD Parent Portal Quick Guide — Resetting a LAUSD Account Password

LAUSD
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This Quick Guide provides a step-by-step review of rezetting a LAUSD Account password.

hitp://parentportalapp lausd netiparentaccess/



Tier 1 — General Help Desk

Enterprise and Covid Help Desk
provide live support to callers

by documenting, researching
and answering questions. [TT— EEEE - - [

Last refreshed just now.

[ Number Summary Action status Customer Type State Priority Assigned to
€S0292265 Case Phone Resolved @ 4-Low
€S0292264 DISTRICT NURSING Phone Resolved °4-Low
‘ €S0292262 Extended School Year Phone Resolved ®4-Low
C€S0292261 Directory assistance. Phone Resolved e 4-Llow
€S0292258 Employees calling Inregardsto Phone Resolved °4-Low

Wellingent Support

£50292259 User Contaclvta}’hcr!e: +15055222035 Phone Resolved TS
Employment verification
formy ...

€S0292256 COVID Protocol Phone Resolved ®4-Low
cributing Tasks £50292257 User Contact via Phone: +18186129578 ey Resolved e
Password reset
-cessible Tasks
€50292255 User Contact via Phone: +13239444580 Phone Resolved ®4-low
issue Management

I Au s D Candidates CS0292254 Reatainment Web New o 1-Critical
Open €50292253 BENEFITS Phone Resolved o 4-Low

All
U N I F I ED CS0292252 Individual inquiring Enrollment. Phone Resolved S

+/ Customer 10

‘ Customers Showing 1-100 of 274869 1 2 3 4 5 6 7 8 9 10 - Sl 100 ¥ rows per page

Haucahalde




Tier 2 — Subject Matter Experts

Trained & Onboarded

OFFICES
Regional Local Districts
* East
* Central

* Northeast
* Northwest
* South
* West
Board District
* Board District 4
Office of Data and Accountability
* Student Records
* Student Testing
* Student Information System Branch
Parent and Community Services
* ParentPortal
*  Mobile App

LAUSD
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OFFICES

Student Health and Human Services
®  Children Health Access Medical Program (CHAMPS)

Transportation Services Division

Multilingual and Multicultural Education

Health Emergency Response and Support

Talent Acquisition and Selection Branch

Personalized Learning System

Division of Special Education

*  Operations
Unified Enrollment
*  Office of Zones of Choice
*  Schoolfor Advanced Studies
*  Admission Criteria Schools

ADDITIONAL
OFFICES

Information Technology Services
* ITHelp Desk
* All Families Connected
Facilities
* Human Resources
Risk Management

11



Milestones
ALL COMPONENTS PROJECT

LAUNCHED VIRTUAL

PROJECT PLANNING CONFIGURED ESM
COMPLETION TO0L AGENT AND KNOWLEDGE RELEASED TO STABILIZATION &
® BASE PRODUCTION CLOSURE
© ¢ © O
Jul 30 May 2
2021 2023
o ® o ® 0O @ @® @
Mar 31 Apr 1 Mar 31 Jun 30
2020 2022 2023 2023
® O O
HoLD SOLUTION CONTRACT ROLLED OUT TO ONBOARDED PARENT 'INTEGRATED WITH
APPROVAL APPROVAL ENTERPRISE HELP DESK FACING UNITS MOBILE APP 3.0

LAUSD
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Summary

Original Project Expen d Itu r€s Remaining

Budget

$3,500,000

Allocation:
Bond Fund

General Fund $54,107
$3,500,000 100%

Total

LAUSD
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FY 19-20

$54,598

FY 20-21

$1,062,268

FY 21-22

$1,440,181

FY 22-23

$44,450

$3,445,893 98%

2%

Balance

$606,133
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Accomplishments — Virtual Agent (VA)

The Office of Organizational Excellence
Implemented VA for Stipend Program 2022
Used > 950 times
Resulted in 90% reduction in emails & calls

]

Talent Acquisition & Selection Branch
Implemented VA on lausdjobs.org
Used > 1,000 times
Resulted in 60% reduction in inquiries

Customer Satisfaction Survey
80% satisfactory or neutral

LAUSD
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Accomplishments — Case Management

Cases

125k

* Enterprise and Covid Help Desk has
logged and resolved more than 10k
270,000 cases

* 80% calls from parents and
community members

108,083

T5k

Case Count

50k
33,874

29,585 26,795 26,590

18,670
12 993 9,555
2,126 1,763 gg] 778
Lo“" c;@‘

25k

* 90% calls resolved and closed by Tier

1 Help Desks 0
:? ‘?o" @ 25“ &
'Qh & 00 52
&.-sf’a efl\‘\ <~‘* \33\ *.g- {\\""* . &v‘? ot.(’o o @% dﬁ*"’
3 & & & & & -s'\@ &
& ¢ AR 3 &9
A & KM
& 3 &
&QQ (QS\ c}‘p
& @
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Highlight — Amazon Connect Integration

More Engagement with Personal Support Experience!

.
8%1’5 Amazon Connect g !:%

Agent

g

wv

Customers

* Agents, with access to the caller’s contact information and historical
tickets, are able to provide personalized customer service.

LAUSD
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Accomplishments

LAUS
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Implemented the first ever service management system for LAUSD to
track and manage service requests from parents and community
members.

24/7 access to District information through a self-service portal with a
knowledge base and virtual agent.

Provision of statistics to enable data-driven decisions for leadership

Improved collaboration to deliver faster services.

Improved efficiency through the sharing of information across LAUSD.



Next Steps

Incorporate live agent chat

o | ®

Onboard more offices and departments
222 dh
XD

g Enrich the knowledge base
@ l
a9

R

Leverage artificial intelligence to enhance
the virtual agent

Update the virtual agent by monitoring
and gathering questions and answers

LAUSD
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Testimonials

Organizational Excellence

Enterprise Help Desk

Talent Acquisition
& Selection Branch

LAUSD
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"Our COVID office had a high volume of calls. With ServiceNow, we were
able to assist callers with their issues in real time and escalate calls to
next support tiers as needed."




Questions
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