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Challenge
NTS began our relationship with a large non-profit healthcare provider in 2002 by providing 7x24, high-
availability server hardware maintenance for its Compaq server farm.

NTS approached the server maintenance effort not by measuring response time, but resolution time. NTS
stocked commonly used spare parts and whole unit spares in our Richmond facility. NTS effectively
mirrored the client environment, thereby giving the customer spare servers in case of a catastrophic
failure, immediate access to test beds, and a complete complement of all internal components making our
engineers more efficient in resolving failures on the first visit. NTS quickly gained a reputation for
performing at a high level of efficiency and reliability. In recognition of our superior performance, we
were engaged to help with IMAC activities and special projects in 2003. During our business with the
client, we noticed that call queues were extremely long, excessive time was taken to complete remedial
services and customer confidence in the IS staff suffered.

Solution

In April of 2005, NTS delivered a core team of on-site engineers at each hospital and major
administrative location to support new incoming service requests for the End User Computing (EUC)
group. We established a proactive team of engineers to validate, catalog, prioritize and remediate all open
requests that were greater than five working days old. NTS placed a project manager on-site to supervise
all service activities and to act as a liaison to interface with each department within the organization. This
allowed for a personal touch that until then was missing throughout the service delivery process. We used
NTS’ proven methodologies to setup new processes and procedures for all incoming requests requiring
the submission of each event into the site queue at each location, regardless of the problem. This allowed
us to monitor each request to insure proper ownership, escalation, and closure. NTS engaged an
automated ordering mechanism for all in and out of warranty spares parts requests, tracking each part
until its delivery at the appropriate site and insuring the timely return of cores to the manufacturer.

After transitioning the call volume to a manageable level, NTS positioned this proactive team to assist
with special projects such as desktop refresh, XP upgrades, OS install, and systems integration for the
new medical center. Today, NTS has in place a team of highly skilled and cross-trained service personnel
providing all maintenance on desktops, laptops, printers, and peripherals. We also provide software and
installed applications support, IMAC support, Network engineering support, warranty claims
administration, special projects management, on-site spare parts and loaner units, and daily local
deliveries of parts and product to each location. The client recently engaged NTS to provide warehousing
and logistic support of new products awaiting deployment. Shipments from various vendors arrive
directly at our secure location in Midlothian where NTS logistics personnel receive, verify, record, stage,
and deliver each unit to the appropriate end-user.

Benefits

NTS’ process improvements reduced open call volume from over 3500 open service requests, some aged
nearly a year, to fewer than 100 at any given time for the entire End User Computing group. Recorded
device failure histories allow business managers to make sound decisions concerning life-cycle
efficiency. NTS also makes recommendations on new equipment and serves as a vendor champion,
helping to secure the right technology for the right solution. We have nearly eliminated out-of-scope
charges by empowering service technicians to deliver full service to the desktop regardless of the
complaint, eliminating the need for multi-vendor dispatches to the same location.



Customer satisfaction dramatically increased through various quality programs initiated by NTS and the
client. Customers are involved regular communication, end users receive up-to-date call status, and we
invite all stakeholders to participate in weekly inspections at each facility. NTS initiated an end-user
awareness program by placing a summary note in the form of a prepaid postage card outlining the
services provided for each request at the user’s setting. This card indicates the servicing technician, a
summary of the work performed, the date and time of service and a mechanism for feedback. The user
can simply drop the card any U.S. Postal mailbox for delivered directly to the President and CEO of NTS.

NTS has formed a partnership between end users and service technicians building solid, trusting
relationships founded in a problem ownership approach to service delivery and fostered by our continuous
on-site presence. Seeing the same team members each day builds a sense of commitment and security
among customers and end-users.

Our Project Manager acts as the process owner, providing oversight and facilitating daily and weekly
meetings and onsite inspections between the various IT departments and line of business managers within
the client’s business unit. His focus at these meetings is to gather metrics and foster regular
communication providing continuous opportunities for process improvement and to share knowledge
between all stakeholders.



