
“The ServiceWise application continues to
provide Premier with the agility needed to
design and implement solutions in minutes
or hours instead of the months or years it has
taken in the past.”

            Carrie Letorney, Project Manager, Premier, Inc.
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The Results

detailing workflow considerations. This preparation work facilitated a 
‘running start’ when the TechExcel professional services team arrived onsite.

Initially there were a few environmental challenges and integration issues; 
however, the team from TechExcel helped work through the issues quickly 
and seamlessly demonstrating their commitment to Premier’s success.

The scope of this Project required the commitment of Premier’s Team as well.  
They reviewed all of the existing processes and procedures to validate and 
document them within the knowledge base component of ServiceWise. 
The team developed process documentation to be used by the Service Desk 
agents for potentially faster and easier resolutions. Premier also transitioned the knowledge data from the outgoing vendor into ServiceWise. 
With the assistance of the TechExcel professional services team, Premier conducted a relatively easy migration and all deadlines for 
documentation in the new system were handily met.

The TechExcel team trained the Premier team on how to configure the ServiceWise application. Soon the Premier team became self-sufficient 
in developing and customizing workflows with this agile application. In early July, with less than two months to go, the Premier team realized 
that their goal was within reach. 

One of the most cumbersome and challenging workflows at Premier was the on-boarding process for new employees. With the existing process, 
the helpdesk agent manually generated up to 12 help desk tickets after the original “IMAC” (Install, move, add change) was submitted. The 
team was able to configure ServiceWise to create these tickets automatically dramatically increasing the team’s overall efficiency and 
minimizing human error. 

Premier’s implementation of ServiceWise required a change to the company’s support paradigm which was previously limited to email and 
phone support. Email support was labor intensive and it required manual intervention to copy and paste information from the email into a 
manually created ticket. Premier wished to automatically generate tickets upon receipt of email.  

Even more importantly Premier desperately needed to move employees towards a web portal solution that would facilitate accurate 
and detailed ticket submission, again saving significant support time and resources over phone or email submission. The team anticipated 
employee resistance as email support had long been ingrained within the members of the organization. Configuring a self-service portal 
that would be easy to use and have a high user acceptance level was imperative. To drive user adoption, the team utilized TechExcel 
‘Best Practices’ and began extensive user communications.  This effort included quick reference guides provided by TechExcel.

As the ‘Go-Live’ date approached, the support Premier received from the TechExcel Services team was extraordinary. Both teams provided a 
heroic effort to meet the deadline. On September 1, 2007 Premier successfully went live with TechExcel’s ServiceWise. 

Techexcel’s Servicewise enabled Premier to implement and automate five business processes - all fully customized,  configured, and 
tested - within just three months.

During the first month after implementation, 1,319 tickets were submitted via the Web portal. One year later that number has jumped 
to 2,728 tickets submitted via the portal representing over a 100% increase in portal submission of tickets.
 
The ultimate judge of the results is the user community. Premier has learned through the customer satisfaction surveys, generated through 
ServiceWise, there has been tremendous customer acceptance to the new support model. The success can be seen in the Customer 
Satisfaction KPI, which ended the fiscal year at a 99% rate. One customer’s response to the survey can best sum it up: “They 
(IT Service Desk Department) provided excellent response; solved my problem; and rendered 100% customer satisfaction. The department 
should be called the employee salvation desk”.


