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Access & Responsiveness

Making it easier and quicker to receive services both internally 

and externally

• JCPS Call Center

• Single Ticketing System 

• Strategic Alignment 

• Process Improvement



Access & Responsiveness

Established in August 2016

One full-time Call Center Supervisor

Five full-time Customer Service Representatives

Operating 6 a.m. to 6 p.m. Monday through Friday

Call Center Phone Number: 313-HELP

Helpline email address: jcps.help@Jefferson.kyschools.us

Start-up costs: Minimum Viable Product (MVP) approach 
• $100,000 technology and training (using KETS budget)
• Repurpose furniture/supplies; in-house painting
• Repurposed 4 existing staff; hired 2 new staff

mailto:jcps.help@Jefferson.kyschools.us


Closer look at a LANDesk ticket.  Notes shows the communication with customer and By Configuration 

Item Filter show history of service on item.

LANDesk ticketing system







Maintenance Work Orders
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Mowing Cycle
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In-House Warranty Work

• Dramatic decrease in time students are without 

technology

• Three to five weeks was previous timeframe

• Now averaging a five day turnaround



In-House Data Wiring

• Data drops and cabling can now be requested 

and installed usually within a week.

• Three to five weeks was previous timeframe.

• Half the cost to schools & departments

• Less work for Purchasing Department



Technology Recycling

35 Tons of Obsolete Technology Since March 

 More money – Double that of Auction

 Less obsolete inventory

 Faster disposal

 TVs disposal at no additional cost

 Frees up techs to work on other things

 More accurate inventory

 Following Green standards



Nutrition
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Materials Production
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How have we done this?

 Relationships and Trust

 Systemic Thinking

 Clarity of Purpose

 Simplification – Do less better!

 Continuous Improvement / Innovation Culture

 Lean Management

 Autonomy 

 Agile Pivots & MVP start-ups

 High Expectations

 Teamwork

 Stakeholder Involvement

 Automation &Technology



Smarter, not harder


