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Have you ever wondered.....

e How am | going to make it easy for my customers to find what they need
in our service catalog?

 Can | make the classifications different in the Portal, but still map correctly
in the technician client?

e Dol have todoonlyan Ato Z Service Catalog in the Portal?
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Cherw_ell Technician Classification Structure

Service Request 102276 Resolve Close

Service Cart Item #7041-1

Status N ew Last Edited 10/6/2016 1:55 AM by Andrew Simms
Hext: Beain Work Short Description: Call Source:
Priority Cherwell Seff Service Portal
Description:

Change Password - -{Submitted by Andrew -
Simms via Portal)

Andrew Simms [=][2]
Andrew.Simms@RiverT Corp.com -

i (719) 386.7000

(clear classifications)

Service: Priority:

- select owner - . . Impact:
e Account Management View Related KB Articles 3
1st Level Support EE‘ |E| Urgency:
Category: / Primary Cl:
Cherwell Seff Service |z| [m] 2
Subcategory: 6 View Cl Location on ma
Change Password

@ Gold

(.Customer SLA)
(&) Respond By: 10/6/2016 12:00 PM

(%) Resolve By: 10/7/2016 3:00 PM
Additional Details:

Take Ownership
Escalate to Level 2

View Detailed Date/Time Information

Link to Existing Major Incident

Submit to Knowledge Base
Track Time
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Presenter
Presentation Notes
This is what many of your classification structures look like,

Service, Category, Subcategory.  These are used to represent the Service Catalog in the Portal.
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Default Service Catalog in the Portal

Service Catalog

his service pertains to controlling access to network resources or centralized

software, This can mean updating permissions, or creating new accounts,
= Cherwell Self Service

Change Password
Network Access

Change Password
New Account

Password Reset

Remove Access/Permissions

ntation &

Conference Setup, Web sharing, projectors and more

n Equipment Request

Request Conference Phone
Request Projector
Request Webcam

E Video/Audio Conferencing

One-Time Conference Setup
Request Account

Jesktop Management &

ing managers to set up new

employees, update their i tion task.

Add/Change

BYOD

mation, or request an emplayee se|

Employee Separation
New Employee Setup
Update Employee

Th

is service contains aptions for mission ical business software used by the

organization.

Accounting System

Reguest Access/Installation

Submit Incident

CRM/Sales Software

Re s/Installation
it Incident

Sub

m JD Edwards

Convert to Optio Form
Submit Incident
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ﬂ Backup/Restore

Request Full Restore of backup

Request new backup job
Request restore of files

n Fileserver

Request File Share
Reguest increase in disk guota

Physical

ires

Request New Wiring
Request Relocation of Wiring
Submit Incident

Wireless

Reguest Access
Submit Incident

Printing &

his service covers local deskfop and shared network printers. Users can request

£

access to network ter of their

nk, or request a local

own, pending approval.

E Desktop

Request desktop printer
Request Toner/Ink
Submit Incident



Presenter
Presentation Notes
The default Action Catalog in the Customer Portal is an A to Z action catalog


Break Down the Service Catalog?

e (Can we break the A to Z Service Catalog in smaller chunks or buckets?
* Yes we can...it can be part of your portal design.
e (Can we still have an A to Z Service Catalog?
 Absolutely....in addition to the buckets
e Do theitems (i.e. Service, Category, Subcategory) have to be the same in the Portal
Action Catalog?
e No! You can actually make them completely different and even group them
differently?
But won’t that screw up how the Incident or Request comes in to the system?

e Notatall. The Technician will see the proper classification and the data will be
correct, but the customer will see something different in the portal.

How do we do this?
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Andrew Simms 7

Presenting the Service Catalog in Chunks/Buckets
g @

v Notices 2 © Watched Issues 0

®® My Requests 0 £ My Incidents 0

Incidents & Requests News & Alerts

Manage Devices Help
Report an |ssue Latest News

View My Devices View Knowledge Articles
Request a New Device View FAQs View My Incidents and Requests Top Issues
Browse Service Catalog Known Errors

View IT Calendar

\‘Q\%‘ﬁs‘. 3 e, \‘H““\._\""‘\ T

River T Corp
Phone: 1-800-555-1234
Support Hours: M-F 8:00 am - 5:00 pm MST
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“Chunked Out” Action Catalog

- _R 7_ Sites Andrew Simms ﬂ &"‘ |:_-._
) 4

Access and Passwords & Cherwell Portal /
(R LS g P PR | - 22V LED
My password needs to be changed

E Network Access

need help changing my password

My password doesn't work
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What the Customer Sees

Andrew Simms

Q< @

& Home Service Catalog

E Save 4] Abandon

My password needs to beﬁ

N
A\

] IT Calendar I|.!| Charts and ltems ¥ Y= Service Orders v

.caanged

Please fill out the following information:

Detailed Description:
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Add to Cart
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What the Technician Sees

Service Request 102276 Resove | Close

Service Cart [tem #7041-1

Status N ew Last Edited 10/6/2016 1:55 AM by Andrew Simms
Hext: Beqin Work Short Description: Call Source:
Priority Cherwell Seff Service Portal |E|
Description:
Change Password - -(Submitted by Andrew “
Simms via Portal)
Andrew Simms |§| |E|
Andrew.Simms@RiverT Corp.com T
| (719) 386.7000
(clear classifications)
| Service: Priority:
- select owner - . . Impact:
B Account Management View Related KB Articles 3
1st Level Support EE‘ |E| Urgency:
Category: Primary Cl:
Cherwell Seff Service |E| @ (]
Subcategory: 6 View Cl | ocation on ma
Change Password |E|

@ | Gold

(_Customer SLA)
() Respond By: 10/6/2016 12:00 PM

() Resolve By: 10/7/2016 3:00 PM
O esolve By: 1077/ Additional Details:

Take Ownership

Escalate to Level 2

View Detailed Date/Time Information

Link to Existing Major Incident

Submit to Knowledge Base

Track Time
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A-Z Service Catalog Still Works

Andrew Simms n ‘_C/—«

A Home Service Catalog L] My Devices olll Charts and ltems ¥ ! Service Orders ¥

Other

]
& Cherwell Portal

My password needs to be changed

Network Access

L need help changing my password

B mobile Phone
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How Did We Do That?

e Changes to the Service, Category and Subcategory Tables
e Add Portal Lookup Fields

e Adjust Action Catalogs to look at the new values

 Create Unique Action Catalogs for each of our “buckets”

e Added these values to be auto populated when the action is run
e Adjust Incident Portal View to Display these New Values

Let’s take a look
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~ Adapt Service Object

S e rV i Ce Retired Alignment and Cost
Status Active Details

Next: Retire Service Mame: Service Type:
Breached Incidents Account Management
Portal Service Name: Service Classification:
Access and Passwords |E|
Open Incidents Service Manager (Owned By): Importance:
Gina Mehra E Support |E| Visible in Customer Portal
Specifics Name: Optional Services:

Gina Mehra
IT Management
833-808-7381
gina.mehra@RiverTCorp.com Services Excluded:

Portal Service Description:
This is where we can change access and passwords|

Service Description:

R This service pertaing to controlling access to network resources or

View Detailed Date/Time Information centralized software. This can mean updating permissions, or creating new . . .
accounts. SLAs Entitled to this Service:

Visualize Platinum, Gold, Silver, Corporate

Submit for review S
Services Included: [comma {)se ed list)

® Linked Services Categories | Subcategories | '\E‘“ Incidents | ﬂ Problems ':}' Change Requests | Corfiguration kems ID Service Schedules | ;r SLA |
o'o Mo records ? - View -

Sarvire Mamea 4 | Qarvire Nearrirdinn fa] Tmnnrtance MNraratina Haoe Sarvire Luai
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Adapt Incident Category Object

Category
Semvice: Portal Service;
Moo AgEme] Access and Passwords
Incident Categony: Portal Category:
Cherwell 5eff Service Cherwell Portal

Specifics Name:

Visible In Portal

Image:

|Chonse Image |

' (T2x72px recommended)
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Subcategory

Service:

Incident Type: O Incident ® Service Request
Category:

Cherwell Seff Service

Subcategony:
Change Password

Specifics Name:

Specifics - Generic

Adapt Incident Subcategory Object

Service Catalog Action to Run

Cherwell
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Portal Service:

Access and Passwords

Portal Category:
Cherwell Portal

Portal Subcategory:
My password needs to be changed

Default Team:
1st Level Support

Level 2 Escalation Team:
Znd Level Suppart

Level 3 Escalation Team:
Ird Level Support

Mote: The Level 3 team defaults to the Service's OLA team.

www.cherwell.com/conference #CGC16
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Adjust Action Catalog Display Settings

-~ Widget x| 1S Action Catalog - Incident SubCategory Group -
l Fields from the Incident Category validation object are used to display the items in the Incident
MName: |Service Catalog | Type: || = SubCategory group
; Fields from Incident Category
* D Display Options 1 MName: B Portal Category o
Genersl — Decide how actions are displayed E Description: @ (None) .
| Order by: -
E Style: | Portal Default - 'l ki B Portal Category e
Actions bk Show image next to each item
Fields Holding Display Text 4 o o
D ; ® Field with image: B Image -
= Title tead: Portal Subcat v 1 — —
m ) Portal Subcategory ! () BExpression: | | ||
o Descriptive text: | ) Action Command Name -
'§ Expressions
Groups [] Show Image next to each command [] Show/hide items: | | e
B [] Enableidisable items: | | | |
| | ][& [#] Allow Drill Down
O User must drill-down to see items in this group
[] Use an expression to enable/disable actions ® All group items will be shown even if not drilled-down
Expression: | | l:l (O Max items to show without drilling-down: |0 2
Drrill-down style: (Default) -
[ Allow quick view of Incident Category in a popup window
ok || cancel
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Create Custom Action Catalogs for the “Buckets”

N Widget ILI
Name: [Service Catalog - Accessand Passwords | Type: ||=
e e e g e et e
B Expiring Agreement Actions To Execute
Iﬂ Grade Score Vs. Risk Score G:al Choose the business object that contains the actions to execute
=2 |mpact Events
E In L: dents by Cl E Agtion business object: | €7) Incident SubCategory <
|22 Inciderts vs Easeline Limit action ecords using quen:Q_Customavery |
4 Join Table SCTto WU (. eI ECE
If Lead scores Q Custom Query -
|22 Open Incidents for My Department - Collaboration @ New - Sort results by: | Subcategory o E + B9
) Score Grouping ciause

|22 Score vs. fAvg. Supplier Score

B Service Catalog |

| .= Service Catalog - Access and Passwords
= Sanvire [ Atalnn - Cnllaharstinn

@ Al of the items in the group must be true

(O Atleast one of the items in the group must be true

Search Incident SubCategories:

= Incident SubCategories where all of the following are true:
Incident SubCategory.Visible In Portal equals True
and Incident SubCategory Fortal Service equals Access and Passwords

Info OK Cancel

Cherwell

GLESBAL www.cherwell.com/conference #CGC16

CONFERENCE Wi

201




Cherwell

GLSBAL

CONFERENCE

201

with

Auto populate Values

=] Cherwell Service Management Administrator - New Blueprint * (licensed to Excalibur Data Systems) - Cherwell Browser connection, Demo2 database

File View Edit Managers Tools BusinessObject Help
| e X ihno[@as L]

{b Edit Incident Business Object

# Blueprints

# Cbiect Manacer Business Object: [Incident

| [ Bus b Propeties

i save Blueprintto

P Description:
i lts
M Publish Blueprint
P Name - Type Size Details ~
© Close Blusprit B owned By Workgroup Text 30
R Bl Owned By Workgroup ID Text 42
B OwnedByManager Text 50 Category=Comman, Autofiled
] OwnedByManagerEmail Text 50 Category=Comman, Autofiled
Bl OwnerID Text 2 Category=System. Defaut: CurentUserRecord|D), Auto filed
Bl Owner Team ID Text 2 Category=System. Defaut: CumentlUserDefaul TeamIDY). Auto filed
% Business Object © Parert Ticket Logical n/a Category=System
PendingEndDateTime Date/Time Date and Time Category=Status
@ Incident properties. B PendingPreviousStatus Text 5 Category=Status
& Incident actions. [ PendingReason Text 30 Category=Status, Conditionally Required, Validated from Incidert Pending Reason. Pending Reason
X Delete Incident bus.obiec PendingStart Date Time Date/Time Date and Time Category=Status
PESEIEtEn s 0L B phasepprovalsStatus Text 15 Category=Status, Defauit: Not Required. Validated from Incidert Phase Status. Status
© 2dd field Bl phaseClassifyStatus Text 15 Category=Status, Defaut: Required, Calculated, Validated from Incident Phase Status. Status
B phaseCloseStatus Text 15 Category=Status, Defauit: Required, Calculated, Validated from Incidert Phase Status.Status
* Help B phaseinvestigateStatus Text 15 Category=Status, Defauit: Required, Calculated, Validated from Incidert Phase Status.Status
@ Bluenrint helo B phaseRecordStatus Text 15 Category=Status, Defauit: In Progress, Calcuiated. Validsted from Incident Phase Status.Status
B phaseResalveStatus Text 15 Category=Status, Defauit: Required, Calculated, Validated from Incidert Phase Status.Status
B phaseRFWStatus 15 Category=Status, Defauit: Not Required. Validated from Incidert Phase Status. Status
B phaseSetrder Number Whole: 3 Decimal: 1 Category=Status, Calculated _
B Potal Category Text 50 Validated from Incident Category.Portal Category. Autodiled =
B Potal Senice G—————Ter————50 Validated from Service.Portal Service Name, Autofilled
B Potal Subcategory Text 50 Validated from Incident SubCategory.Portal Subcategory, Auto-filed
B Potal Wizzrd Counter er Whole: 2 Decimal: 0 Defauk: 1
Bl PoralAtCortactinfa Text 100 Category=Common
B PotalMutiplelsers Text 5 Category=Common, Validsted
© PortalRequestDescription Logical n/a Category=Common, Calculated
© FotalRequiredincidentFislds  Logical n/a Caleulated
© FotallrgencyFields Logical n/a Category=Common. Calcuiated
Bl PortalUrgent Text 5 Category=Common, Validated
B Priorty Text 15 Conditionally Required. Calcuiated
Bl Project Code Text 10 Category=Deprecated
) Reason for Breach Text 50 Category=SLA. Vaidated from Incidert Breach Reason. Reason for Breach
B ResiD Text 42 Category=System. Defaut: NewlD)
© Recuning Incident Logical n/a
Bl Requester Department Text 50 Category=System. Autodiled
Review By Deadine Date/Time Date Category=Status. Conditionally Required
© SCT Fired Logical n/a
B SCT ReciD Text 2 Category=Service Catt, Auto-iled
B SelectedStatus Text 30 Category=Status, Validated from Incident Status Status
) SefServiceCortactinfoComset | anical n/a Catanor=Nenmeatad Tivate Window: e
Feld ApprovalBlockiD Y
Description: &
L %a‘€|@ u\eue\ » B maam

www.cherwell.com/conference #CGC16




Adjust Portal Forms

=] Cherwell Service Management Administrator - New Blueprint * (licensed to Excalibur Data Systems) - Cherwell Browser connection,
File View Edit Managers Tools Form Help

L B ] iR

Form: | Default Form -

T Incident ficdds

=% Incidert Fields
[ ApprovalBlocklD

Barcode
Call Seurce
Categary Please fill out the following information:
Cause
Cl Down End Date/Time
Cl Down Start Date/Time | =
Cl Dowrtime in Minutes
) Cloned Incidert
Cloned IncidentID
Close Description
Closed By
Closed Date Time
Commerts
Comments Entry
Created By
Created Date Time .
Created During o
Customer Display Name
Customer Subscription Lewv
Defautt Team
Description
) Has Mo Open Tasks

Incident ID

Incident Type
- f] LastModffiedDateTime
~4B) Level 2 Escalation Comple: +
[ Level 2 Escalation Team

-{8) Level 3 Escalation Comple: o
% 1 coaced 2 Cocmlotion Tooe

< n >

BRI

B B

e T e e

& Controls

El-0® Standard

(=] Banner
4 Button

- Hlipse

GroupBox

[] image

. Line
P Link Label 0

Cherwell
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Adjust Portal Forms

@ Cherwell Service Management Administrator - New Blueprint * (licensed to Excalibur Data Systen
File View Edit [ Custom Expression
ﬂ ! - Editor: |[Case <
Segoe Ul
- © New K Delete
Expression

Form: | Default Form) Erses:

% Incident fields
= ';’4 Incident Fiel
B Approval

] Barcode | I'F™7 I condition is
-~ Cal Sou

Default: empty

Bl Categor ~ ~
z gory| Simple (0 Advanced () Wamed expression
ause
g: gnwn Value: Operator: Value
] own
Cl Dowrd B Incident Incident Type E Egquals - Incident E@

FEY Then assign this
-~ Closed B|
Closed [f
-] Comment
B Comment

Value

Custom expression

[ value is a color

Custome:
Customer SUDSCNPIION LE
Default Team

Incident 1D
Incidert Type
LastModifiedDate Time
Level 2 Escalation Comple:
Level 2 Escalation Team
Level 3 Escalation Comple: >

Ll e b —

< m >

& Controls
=-9° Standard
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What We Are NOT Changing

e What we didn’t change was the action catalog One Step to create the Incident. Itis

still:
e Populating Service, Category and Subcategory (We simply auto populated our Portal Values)

e Itstillis following any routing or other rules you have set (via the One Step or Auto Populate)
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Another Example

Sites Michael Fuson

Home Service Catalog My ltems Department ltems Searches Reports

Ly

Portal Home Tuesday, October 4, 2016

o News for Major Incidents

My Open Incidents

Search Knowledge Articles

Browse Services below to log a Ticket

—

My Open Requests

Updated Today

No records found

0 My Closed Tickets

(this week)

My updated Tickels in the last month

" News for Problems

No records found

Cherwell
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Presenter
Presentation Notes
Similar bucketing with some other goodies on the main form.


Another Example

Sites Michael Fuson

Home Service Catalog My ltems Department ltems Searches Reports

&'  Access Service Catalog
g
This is the Access Service Catalog. Hover over any tiled item to see what actions are available.
Access

I Employee

Onboarding

Call Center

Cherwell
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Presenter
Presentation Notes
This is bringing up the action catalog directly.


Things to Consider for the Portal

Keeping the design clean, clean lines, flow, balance
e How are we drilling down?

e To anew dashboard (like the first design) or directly to the action catalog (like second design)
e What information does the customer really need?

Do we want to drill down to other pages? Are there restrictions? Do we have the data
to understand those restrictions?
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Final Thoughts

 Providing a Service Catalog in the Customer’s Language can be done, and it’s pretty

e Because we are leveraging what is already there, we are getting the right data, routing
and any other goodness you have added, but we have made it easy for the customer
to find what they need and thereby tell us how we can help.

e The Customer Portal can be a great resource. Consider your options, consider your
audience. If you build it well they will come.......
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Thank you for attending this session.
Please fill out an evaluation form.
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