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Problem Statement: 
The ITS Service Desk and Customer Service groups dispatch repair technicians to install and repair telephone equipment for campus users. As part of this 
process, technicians check out and return telephone equipment from inventory which is tracked and accounted for by the Finance department. Yearly 
inventory counts and customer billing records have been indicating a significant inaccuracy in these measures, with an estimated 540 telephone lines currently 
being billed incorrectly and an average of 72 phones being written off per year due to inaccurate inventory counts. 
Goal: 
The goal is to change work procedures in order to remove primary causes of inaccurate inventory counts. Decrease annual 
telephone equipment charge offs by 50% by the end of 2017. 
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Define 

Business Case: 

ITS currently has annual telephone equipment charge-offs of $3,600 and misses an 
estimated $5,500 in telephone hardware upgrade and replacement billing 
opportunities annually. 
Improvements to either of these metrics would result in a direct dollar-for-dollar 
increase to the department’s bottom line.  
If this project is not completed, ITS will continue to lose potential revenue and 
misspend administrative and customer time investigating and solving problems 
associated with this issue. 
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Measure Data 
Type Operational Definition Stratification 

Factors Sampling Notes Who and How
Number of 
Telephone 
Inventory 
Discrepancies

Discrete The number of entries in the TMS 
telephone unit inventory billing 
database which do not match the actual 
model of phone equipment actually 
leased to the phone line -according to 
the Telephone Switch database. These 
discrepancies represent units for which 
the customer is being billed 
inaccurately.

None Pull reports weekly from 
TMS and Switch 
databases and run a 
comparison to find 
campus phones which 
have discrepancies 
between the two 
databases.

Veronica to request 
reports, Justin to 
perform cross-
checking.

Percentage of 
replacements 
for damaged 
phones with a 
fee levied to 
the customer

Discrete The percentage of replacements for 
missing or broken telephone units for 
which the department successfully 
levies the appropriate replacement fee. 
The majority of these units are currently 
being written off without recuperating 
any costs with a fee.

None Check with TMS 
programmers for reports 
and verify against 
number of written off 
damaged phones with 
the telecom storeroom 
clerk.

Veronica to request 
reports and check.
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