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Home > PeopleSoft Log-In

CORE News « Financials/Purchasing

* HRMS Major Announcments Here!
« Budget

o CRM

Having trouble logging in or have other technical questions? Contact the OSF Help t

Security

Desk via email at: HelpDesk@osf.ok.gov or by phone number at 405 521 2444. The
— tollree number is 1.856.521.2444. Go to the OSF Help Desk webpage.

To request an ID for a new user, your agency’s designated security representative
st fil out an OSF Form 301 and submit to the CORE Offce at 3812 N. Santa Fe,
OKC, 73118, The forms are on the Security Page

Change Management

Project Documentation

FAQ Have other Securty Questions? Cantact Linda Belinski, 405.522.1775 at
linda.belinskigost.ok. gov.

CORE OKlahoma CORE Maintenance Schedule

s Every Tuesday at 500 PM the system will be unavailable so we may perfarm regular

a5 52,1700 mainienance and application updates.

P, 405 524 5983

The system will also be unavailable for maintenance on the following schedule:

© 2nd Saturday of each month
© 4th Saturday of each month
© 2nd Weekend of each quarter
Check the Technical page for updates.
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Customer Service Initiative   
Recommendations on Low Hanging Fruit
Our Letter to Our Customer

From the standpoint of being transparent, we may want to post our scores on the web page.   We may also want to publish our current tasks with those upcoming.

Advisory Board

Customer Facing:

We heard your desire to have more input regarding policies and procedures affecting your agency.   We understand policies may pose substantial challenges to agencies based on size and funding sources.  A policy may have minimal impact on a large apportioned agency, yet pose a substantial hardship for a small non-apportioned agency.

We hear you … and we’ve responded by creating an Advisory Board comprised of seven agencies varying in size and funding source.   Our goal is to have each size and funding combination represented – from the largest apportioned agency to the smallest non-apportioned agency.

This Advisory Board will have the authority to make recommendations to the Office of State Finance related to all external policies and procedures.   All agencies will an opportunity to express any issues or concerns you have directly to the Advisory Board.   

Initial results:  Board creation January, 2007

OSF Facing

One of the more common complaints was that agencies provided OSF insight to potential mine fields and OSF ignored their advice.  Other agencies said they never felt consulted in any aspect of our processes and simply felt “Big Brother” had dictated terms to them – regardless of any negative impact on their agency.   Recommendation from the Customer Service Steering Committee included the creation of an Advisory Board.

The use of the term “Advisory Board” rather than “Advisory Panel” is purely cosmetic but designed to play on the psychology attached to the comparative importance and durability of the word “Board.”   However, in this litigious society, there may be legal definitions and responsibilities attached to the word “Board” by the state.  If so, it may require a substitute title should there be legislation prohibiting its use.  

Described below, roughly, is a general layout constructing an Advisory Board to address the customers’ concerns.

The Advisory Board’s general mission is to serve as liaison between the Office of State Finance and State Agencies through the coordination of information and recommendations related to the Office of State Finance’s policies and procedures. 
We will establish an advisory board consisting of seven constituent agencies consisting of two large, two medium, and two small agencies* – and where possible, each size will have an apportioned and a non-apportioned member.   Each agency will hold a seat on the Advisory Board for a single three-year term.   Agency representatives shall be selected by the agency’s director and serve at that director’s discretion.

[* The responsibility of defining “Large, Medium, and Small” will rest with the Director of the Office of State Finance. It may be based on total annual budget, number of employees, services provided, or other determining factors as deemed appropriate and necessary by the Director of Office of State Finance. ]

The director of the Office of State Finance will select one agency to serve a one-year rotation.  This seventh member will ostensibly represent a tie-breaking vote in any voting deadlock.   This agency will serve a year long term not subject to replacement by the Director of the Office of State Finance until the expiration of that agency’s term.
The Director of the Office of State Finance shall appoint a non-voting representative to the Advisory Board.  The Director of the Office of State Finance, the non-voting representative from the Office of State Finance, or the Chair of the Advisory Board may invite subject experts to the Advisory Board for expertise in specific areas.  (e.g. the Security Manager might be summoned to explain upcoming I/T policies, or the Deputy Comptroller may attend to explain a change in practice in his area.)  These experts may or may not be OSF employees.
Chairmanship of the Advisory Board will be a one-year, rotating, non-repeating position.  The Chair of the Advisory Board should rotate equally among the three sizes of Agencies.

The Advisory Board may bring before it any agency expressing concerns related to OSF business put before the board.   Attendance by other agencies shall be at the Advisory Board discretion, but only the seven appointed members shall cast votes related to specific questions put before the Advisory Board.

The Office of State Finance will provide the Advisory Board a page of their own on OSF’s website.  Its content will be established by the Advisory Board, conforming to state policies.    The website will contain the Advisory Board’s meeting dates, times, and locations as well as its agenda and approved meeting minutes.

Agenda items may be submitted by the Director of the Office of State Finance, the Advisory Board, or from agencies at large through the Advisory Board.   It is possible CRM self-service could be utilized to allow an agency to submit requests directly from the Advisory Board’s website.
The Office of State Finance would agree to not implement any non-legislated, non-emergency policies or procedures affecting the constituent agencies until the Advisory Board had been apprised of the proposed changes.   The OSF non-voting representative to the Advisory Board  will said policy or procedure changes in writing to all board members at least ten days before regularly scheduled Advisory Board meetings.   

Initially, the Advisory Board would convene monthly for three months and establish its own schedule based on member needs, thereafter.   Scheduling requests maybe submitted by Director of the Office of State Finance or by the chairman of the Advisory Board.
Its charter should include that a quorum is defined as those members present at any meeting published ten days prior to meeting date.    Emergency meetings maybe called by the Director of the Office of State Finance and require a quorum of 5/7 for any vote.

The Advisory Board will have the authority to make written recommendations and comments to the Director of the Office of State Finance related to any policies and procedures – newly proposed or previously implemented.   The Advisory Board does not, however possess veto power.

Self Service, Self Help

Customer Facing:

Many expressed a desire for more autonomy in handling problems and in on-line information;   a self service area where one could report a problem, ask a question, and search an online FAQ and Knowledge Base.   

To provide this added service, we’ve undertaken a multi-phase project that will not only include the ability to create, track, and update any trouble tickets you’ve created on line, but to search the libraries of on-line knowledge. 
We’ll roll this out in stages as individual components are completed.   For example, we’ve completed the list of all available queries in PeopleSoft Financials and Budget and will have them published as soon as possible.  When the queries are documented for HRMS we’ll publish them as well.
Initial results will be available in early 2007.

OSF Facing

Knowledge and Training Files

Julie Dvorak reports her current time frame for page creation is just a few hours, but with an unusually complex page it may take longer. The Help Desk already has more than 675 documents written and available for publication organized by type of document (i.e. “How To” or “Error Message”) and by application (e.g. “PeopleSoft Financials.)   We’ll be able to design a page allowing us to showcase knowledge content.
Additionally,  I submitted a request 12-04-2006  for a $569.00 piece of software from Adobe, allowing OSF to create training films, online examinations, and break/fix information on line.   This software will allow OSF to keep training documentation on line for any user requesting a quick brush-up for those seldom done activities.

We produced several “How To”  proofs-of-concept detailing how to accomplish a particular task in PeopleSoft.   These were submitted to CORE and trusted users for review.   Both OSF staff and our customer base were highly complimentary of the product.  These types of “How To” files are published in the ubiquitous “Flash” format and are topic specific and generally no more than 5 minutes long.

Query Documentation

The list of available queries in PeopleSoft Financials and Budget has now been mapped out.   This document was present to Joe Fleckinger at our weekly staff meeting and pending his blessing, will be available for immediate publication.   It is considered to be a living document and will be modified as queries are added or modified.  The HRMS query list is still in progress.

We also need to include a link on how to apply for query training and a instructions on how to request a private query from another user be saved to multiple new users

Self Service

Self service was originally scheduled for implementation sometime in 2008 or 2009 depending on availability of technical resources.  
I am currently the only OSF employee who does development for CRM. I attended one “on-line-basiscs” and one “in-person” class in the spring of 2005,  but these did not deal with self service.   For its implementation, I would recommend we bring outside consulting to accomplish this in a timely and effective manner.   While here, we could task them with additional fine-tuning the CRM 8.9 package we currently have designed.

Communication with Customers

Customer Facing

Many respondents offered thoughts and suggestions related to how OSF may communicate more effectively with Agencies.   Suggestions were wide-ranging in approach, but the general gist was that some sections within OSF communicate well (e.g. The DCAR Newsletter) and others would benefit from adopting a similar style.    The Office of State Finance has begun a review process of all out-bound communications.    Each segment of OSF will be reviewed and modifications made where appropriate.  We encourage your feedback as we adjust our communications to better serve you.
Initial results:  January 2007.

OSF Facing
Comments ranged widely on OSF’s ability to effectively communicate with our customers.  Many responses indicated we either communicated too often with trivial information.   With the DCAR newsletter being widely lauded, we will need to retool our outbound communications with our customers and utilize their successful structure.  
Email Style and Format

In general, OSF may have too many cooks in the kitchen;  too many individuals sending emails with no singular style or format.   I reviewed emails from one source for October and November.   There were 54 emails in just 43 working days.   There were wide ranging differences in the style and format of the 54.   All of this, from just one support group.
We will need to adopt a single on-line format and restrict the volume of emails being sent to our agencies.   We need to have one publisher of these on-line documents who is wholly responsible for style and format as well as ensuring content conforms to standard operating procedures.    [This same individual should also be the individual (or team) evaluating all materials published by OSF for public consumption.]
Courtesy Emails

We need to eliminate the flood of ‘courtesy’ emails that go out – “remember, the system will be down for routine maintenance this weekend’ and simply add that to the marquee of the sign on screen.

CORE Website

The CORE webpage itself may need to be reworked to provide clarity and unclutter the page itself.   Maintenance schedules can be tucked neatly away in a link and all questions should be routed through the Help Desk.  All other paragraphs should be links –  visually drawing attention to the Notes area.
Finally – CORE will need to publish more frequently than DCAR, but the principles are the same.   Publication needs to be a link to a website with an index for each reader to have a quick overview and access to the new information.
CRM Automated Emails

The Help Desk  will need to review each of the automatic emails sent from the CRM application to the customer.   The one-size-fits-all approach should be adjusted to limit the number of emails a customer receives.    Currently there are three emails that automatically go to the customer – one when a case is open, one when it is closed, and anytime a support staff places a case in “waiting on customer.”

If a customer calls and the issue is resolved during the first call, we shouldn’t send out an email telling them we opened it, another email telling them we resolved it – they already know their concern was fixed.

Live Transfers

OSF needs to adopt a strict policy of live transfers to other OSF staff.    When we receive a call regarding an area best addressed by another team, we should not give the telephone number of that other group and tell the customer to call.    All calls should be live transfers to that other group, whomever they may be.     This policy should apply not only to intra-OSF, but to intra-agency as well.    If a staff member doesn’t know the proper person, group, or agency to transfer the caller to, then the person can transfer the caller directly to the Help Desk and the Help Desk will assume responsibility for satisfying the customer.

There are certain parameters that should be followed.   First, we can not simply dial the number and press transfer.   We must wait for an answer.   If that response is a live body, we must introduce ourselves, our customer, and the reason for the call.  If that person accepts responsibility for assisting the caller, then we can transfer.  It is possible the person will redirect us to another agency or group, and in that case we repeat the steps until we locate the appropriate person, group, or agency.   
|Note:   Should our transfer reach an automated system, it is appropriate to simply transfer the call and let the customer select the appropriate options.|

Voice Mail
Each OSF employee should identify themselves by name, group, and provide a polite greeting.   Within the greeting, the customer should be given the opportunity to “punch-out” of the system by pressing “0.”    That “0” should then transfer the caller directly to the Help Desk.   In early discussions we deliberated on “0” transferring the caller to another employee in the same group, but a valid concern was raised with “what happens when that person is out of the office?   What happens if they are having a group meeting?”   Since the Help Desk is constantly and continually staffed, this wouldn’t be an issue and the Help Desk staff could locate an employee and perform a live transfer for the customer.
An alternative was to establish a separate hunt-group for each group – basically a separate call queue that a group could be logged into and notified immediately if a caller is present.  At that point, anyone in the group could pick up the inbound call.   For this to be an effect and efficient tool, there are specific protocols that should be followed at all times (such as having at least one person able to answer the phone during all business hours,  answer response time in under 45 seconds, etc.)

Finance Officer Training

 Customer Facing

Many expressed an interest in a comprehensive Financial Officer Training program.  The Office of State Finance has begun the process for establishing just such a program.   We’ve contacted and received commitments from 20 volunteer mentors and are currently developing a curriculum.

Initial results:  July – August 2007

OSF Facing

Steve Funck reports there are OSF staff actively working on establishing an Financial Officer Training curriculum.  Steve will be meeting with the OFMA this month on another topic but is planning to meet with 20 who have volunteered to assist.  He expects this to be  Q4 2007 or  Q1 2008.
Publish Services We Offer

Customer Facing

During our visits, many were unaware of the breadth and depth of services offered by the Office of State Finance.   The Office of State Finance offers a number of shared services designed to save the agencies money by providing an economy of scale for talent in specific areas.  For instance we provide Firewall and Network support to several agencies, we provide PC and Server support to still others, we provide HR services to several smaller agencies, and we even provide a custom Help-Desk-for-hire for others.    

If there are services you would like to see, please contact us.  We’ll be glad to sit and visit with you and see if our agency is able to meet your needs. 

We will publish all available services on our website and provide you an opportunity and an avenue to make requests and suggestions.

OSF Facing

On the OSF Website, publish a comprehensive list of the services we offer as an agency.  This list should include detailed “sales” information – how we would market ourselves for each service if our livelihood depended on customers utilizing the services.

Terry O’Connor suggested we may not want to publish this now – since we may not be able to take all applicants until a later date.  My thinking is we publish it – and groups who can take new customers aren’t held back.  (i.e. Network, telecom, etc)

We need to also include a method on this site for requesting a consultation for the requested services – all on line.    Recommendation this would be best be served with a link directly into self-service CRM – allowing the request to be tracked and SLAs attached to a response time.
Creation of Liaison Responsibilities

Customer Facing

[This particular item has been shelved for a while.   This will be used by the Director of OSF to troubleshoot specific hot button clients with specific issues before them.   Initially the Advisory Board will be asked to take on this role in a more global approach]
OSF Facing

A common theme with many customers is they wanted “someone on the inside” they could call when they either didn’t know the appropriate channel or were not satisfied with the appropriate channel’s progress.   It isn’t uncommon for the Help Desk manager to offer his name and number to all customers experiencing difficulty, and this generally placates most.  
However, this set of responsibilities goes much further – we need to have someone who knows the business.   This position will require someone who understands the fundamental impact OSF’s policy decisions will have on a particular agencies internal procedures.  
Within OSF, it would be helpful if we can anticipate customer issues with our policies before they go to the Advisory Board.   If we have a liaison, this person would be more likely to head off customer objections in the planning stages.

If this is something we wish to pursue, we’ll need to dovetail it into the Advisory Board as well.

Version 1.0    
 Questions or comments?  Please contact the Helpdesk at 
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Helpdesk@OSF.OK.GOV or

521-2444 or 

(866) 521-2444
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