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Biography ~ Brian Treichel

Background
 Joined InSource in February 2015
« Over 75 Implementations

« Computer Science & Web Development Background

Certifications
 |TIL v3 Foundations
 ServiceNow Systems Administrator

 ServiceNow Implementation Specialist
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About InSource
=  Offerings
= Partners & Our Clients

Service Portal Adoption
= Understanding Services
" Branding & Design
= Communication & Marketing Plan
= Governance

*Please use the Q&A area for any questions
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2018 Partner Award

May7-10, 2018 Las Vegas Global PartnerNow* Summit

Congratulations!
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InSource Offerings

IT Service Management (ITSM)
IT Operations Management (ITOM)
Project & Portfolio Suite (ITBM)

Customer Service Management (CSM)

Security Operations

Process Improvement Workshops
ServiceNow Instance & Process Assessments
Talent Acquisition

Okta Partner
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Notable Customers

UNIVERSITY OF :

Blue Cross :

Living, breathing logistics . :

é'ndenendeme “ NEOVIA AvMed

RED LOBSTER

UNT SYSTEM COLUMBIA h HILTON
: 35 UNIVERSITY WORLDWIDE Do
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Service Portal: ,
What to consider when ‘o -
launching a portal?

.........

Understanding Services T
Branding and Design |

Communications &
Marketing Plan

Governance
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Understanding Services

What services are important
to your department

What services are important
to your users

Focus groups
Surveys

Analytics & Usage
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Branding & Design

Welcome to Clutch

How can we help?

V4 d g
DOn t Iet IT ESIgn . T . Make a Request Knowledgé‘;pase - Neec_:l‘!-ielp

\
- -

Keep it simple

Browse the catalog for services and Browse and search for articles, rate or Contact support to get help with an Chat with Service Desk Agent
items you need submit feedback issue you are having Avg wait: 30 Seconds

Application naming

Leverage Corporate | e Typography [ENRSIRRIN

We are extreamly serious about Mm NnOOPquRrSSTtUUVVW

pushing our typographic

B ra n d i n g D O C u m e n tS ‘ experionce o the next level wXxYyZz123456789!@#$%

Colors

Dedicated Design vs.

logo. After all we're dealing with personalization. o
o "9 HhliJjKKLIM
Which one is your favorite? (;
TtUuVwWw

'@#5%

Branding Application

Primary colors Secondary colors

- H#EC373C #4DACAA
#F29132 #992A8E

#3ECOFC #30415F - #09549€ #3294D1
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Communications & Marketing Plan

Email Blasts

Flyers / Intranet

Road Shows
Phone Scripts

Capabilities & How-To
Videos
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Emory's IT Self Service Portal gets major facelift

oy Wade Moricle | Emory Report | Feb. 13, 2017

Quick Start Guide Access through EquipiT

EMORY | " Servie Manapeme
The upgraded IT Self Service
Portal

Getto Other s = . o e - e

et sy ‘ % :
How can we help2, Ry

. 2 3 resolve IT issues, and find

How can we help?

GetITHelp.
b

Quick Links
Easily get o the most
important an e
used parts of the portal Equip Portal Help

View Open ltems. print 5
Check the status of Elstare
[Emory University's IT Self Service Portal (help.emory.edu) was upgraded over the weekend
‘ove the experience of those who need IT assistance.

‘question i your ticket. Resources »
help.emory.edy

heir open inci
Is for major IT-related incid

ol Yarres o Tags »

group feed. Quickly
comment, ik, or post to
Yammer from here University
" g Announcements
he upgrade effort to migrate Emory's IT service mod

ation. This configuration enables the platform to be
e enhancements,

tage for future releases so we can stay up to date
m Chari, director of LITS Middieware Services.
Jortunity to improve our collaboration with the Emory

frhe change evolved from Emory's role as an early adopter of the IT service

m Bulletin: New Help Ticket Portal for FMS Support Requests (Posted January

22,2018)
% ITSERVICES

As part of University IT's campus-wide initiative to move to a single, state-of-the-art service management system, m—
Financial Management Services (FMS) will migrate from the HelpSU ticket portal to Stanford Services & Support (powered

by ServiceNow). You may be familiar with the new system as University IT has been using it for UIT support services
since December of 2016. Stanford Services & Support's up-to-date technology brings a more user-friendly web-based
portal, a much improved mobile device interface, and a more flexible service request workflow.

Introduction to the University Service Portal

Starting January 29th, select Finance & Payroll to pick from a menu of support request forms specific to financial and Llelelel ol

payroll inquiries, ensuring fast routing of your ticket to the specialists that can best assist you.

And remember, there are three ways to reach the specialists in the FMS Financial Support Center:
s Call us directly at 650-723-2772 for Immediate support
B4 senc us an email at finhelp@sta

& submit a support request by logging into httoi//services.stanford.edu (avalable January 29, 2018)

For a quick overview of Stanford Services & Support portal and a preview of the new Finance & Payroll
domain, view these videos:

* Overview: Stanford Services & Support (1:41)

+ Stanford Services & Support: Finance and Payroll (1:23)

1t's our pleasure to assist you!

What's New in IS&T

<< Back to News & Events List

IS&T Solution Center Self-Service Portal Update in
December will Enhance Functionality

12/05/17

& sefferson,

On Saturday, Dec. 16, at approximately 8 a.m., the IS&T Solution Center’s Self-Service Portal will be
updated to enhance a number of functionalities that will make common activities easier to
complete. IS&T teams have been preparing the updates for months and recently held a small
discussion group to review and provide feedback about the changes. Reactions were
overwhelmingly positive, with participants providing valuable input about changes they would like
to see in the future as well.

Enhanced functionalities in the updated Self-Service Portal will include:

« Ability for Center City and Methodist staff to use the Self-Service catalog and request many
different types of IS&T services -

« Hardware, such as desktops, laptops, cables and accessories
« Account access for new and existing employees, as well as consultants and vendors

« Improved functionality for submitting, tracking and checking status of requests
« Consolidated information in one location
« Improved email alerts and status updates when requests are submitted, worked and resolved

The updated Self-Service Portal will also feature a refreshed look and feel, shown above.

These changes mark the first substantial updates to the Self-Service Portal since it was launched
more than a year ago. The Dec. 16 updates are only the first step in a series of improvements, with
teams continuing to work on additional enhancements and features that will be rolled out in the
future.

INSOURCE




Governance

£ Email server down ® lof2~

N eWS’ O u ta ge S’ Eve ntS We are aware of the issue and are taking steps to correct it.

Kn oW I ed ge/Se rVi ce Cata Iog service Knowledge  ServiceCatalog  Requests @ System Status = Cart @

Content

Service Portal Page Popularity
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Marketing Upkeep Comments

Joe Employee - 2m ago - % 3 W W ¥

Metrlcs This article did not help at all!

8k

Tk

Bob Smith - just now - % 3¢ ¥ ¥ 3%
Calling the Help Desk is so much easier...

6k

ortal Log Entry Count

Helpdesk Satisfaction Survey

Helpdesk Satisfaction Survey (Template Image Scale).

Very Dissatisfied  Dissatisfied Neutral Satisfiled  Very Satisfied

are you with the Attitude of the support

u with the response time to your

u with the technical competency of
g you?

How satisfied are you with your overall service

experience?

Tell us what you think about IT and what you want or need.
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Portal Adoption - Recap

Understanding Services
Understand Efficiencies
Understand User Expectations
Alignment
Branding & Design
Highlight Important Services
Keep it Simple
Make it Comfortable
Communications & Marketing Plan
Emails, Flyers, Intranet
Road Shows
Help Videos & Articles
Governance
Determine Roles and Responsibilities
Review Feedback and Usage
Grow with your Services

service
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RoadMapping

Health Assessments ‘

Process Consulting with
industry experts
Implementation

Custom Training

Licensing
And much more!
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Questions?

Feel free to contact us:

Product & Capabilities:

Sales & Licensing:
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mailto:Brian.Treichel@insourcenow.com
mailto:ServiceNowWebinar@insourcenow.com

Join us for our next
webinar!

ServiceNow Strategies to
Improve CMDB Data
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December 6th, 2018
2:00 pm - 3:00 pm




Thank You!
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