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Behind every
great experience
is a great workflow

gle)



Today’s experience of making work "flow"

Engineering Operations Finance
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Putting technology in service of people
' box MG ¥ slack

Engineering Operations Finance
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Access Layer

Team Team Document Access portal,
' productivity communication collaboration Company intfranet

R e R O e — @&~ 0~ “

Workflows

Engineering Operations Finance
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Team
productivity

Access Layer

Team Document
communication collaboration

Workflows

Engineering Operations

Access portal,
Company intfranet

Finance
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Scaling your operations for unplanned volumes with
digital customer service is essential

Customer

NOW.



Customers have many new questions and problems

Agents can feel isolated, and customers are frustrated

I Customer Engagement ]

Customer Agent
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Managing cases helps but it isn't enough

I Customer Engagement ]

Customer Agent
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ServiceNow Customer Workflows transform customer experience
Agents are connected to teams with answers or expertise to help fix the problem

B Customer Engagement | | Service Operations ]
. . Systems of
Customer Agent Middle Office Record
servicenow
o aws
O
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They even help solve problems before the customer
knows they have one

B Customer Engagement | | Service Operations ]
UL Agent Middle Office sy;;i':: d°f
servicenow
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Or solve problems through self-service without an agent

B Customer Engagement | | Service Operations ]

Systems of

Customer Middle Office Record
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Or schedule a person to be on location

B Customer Engagement | | Service Operations ]

Customer Agent/Mobile Worker Middle Office sy;;i';‘:dof

servicenow

aws

S—)

/\ Azure

salesforce
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Kaapeli-TV ongelma

Asiakaspalvelija Palvelu-
padllikké
Julie | Kaapeli-TV kaytaja | Asiakas —
Julie haluaa vuokrata online-elokuvan. Zﬁ'
Asiakaspalvelun IT-tukihenkilo

tiiminvetaja

' Julie yrittaa : ' Tapaus ! ' Palvelut palautuvat
kdynnistaa TV- E luodaan ja : kaikille asiakkaille, joita
keskuksensa ! tarjotaan | asia koskee, joillekin
uudelleen ! vdliaikainen i jopa ennen kuin he

: ratkaisuehdotus ! edes havaitsevat
| ! ongelmaa.
' Julie soittaa ' Laqja vika ja
' asiakastukeen ' asianomaiset
' ' asiakkaat tunnistettiin.
n wm 15 Vika ratkais*qan © 2018 ServiceNow, Inc. All Rights Reserved. Confidential.

keskitetysti.



Asiakas

Julie on juuri paattanyt
pitkan tydpdivan, ja on
aikeissa istua
katsomaan TV:ta ja
vuokraamaan online-
elokuvan.

Vika palvelussa
Julie yrittad kaynnistad
TV-keskittimen, mutta

hdn saa virheen
naytolla Service Unavailable

The server is temporarily busy, try again later!

nowm 16
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Asiakas

Julie yrittad kaynnistaé
TV-keskittimen
uudelleen, mutta virhe
jatkuu.

Soitto

asiakastukeen
Koska Julie on juuri
tehnyt suuren kulhon
popcornia ja on valmis
rentfoutumaan, hén
soiftaa valittémasti
asiakastukeen.

NOW.

903

Service Unavailable

The server is temporarily busy, try again later!

© 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Q & Hv

My Lists C€S0000052 x €S0003826 x 8 s
Details
Fo— Alerts
Asiakaspalvelija = i
List Top Priority How to get performance data? CloseCase ProposeSolution Requestinfo Save s 1=
JOhn VCISfGO nOﬁGO Top Severity @ Account Inand Outrouting  Contact George Warren P ACME Phone System
pUh eIU n Open Alerts Contact Julie Lewis Case - Priority 2 resolution (24 hour)
tyasemaliaan. porotsgties | g o ey
CT|-JGI’JeSTe|mC1n All Alerts Network Administrator | Boxeo E:I))iuﬁe Iewiséveqqie-mote com I 2y
® Mobile phone Business phone ] ] With Agent

autta hdn pystyy

. . c - +1408 585 8767 +1 408 585 8767 ge
ndkemdadn ases © Gold support (24x7) @ csar- 45 I 0 seconds Senaliig

. . . . With Customer
tarkeimmat tiedot My Cases 0 Open Cases | 7 Products | 1Services
Julien filanteesta My Open .
ennen kuin hén Details SLAs(l) Tasks Appointments Phone Em SRR pbte... Interactions = = & m

Unassigned for my groups — Error 503 ordlV Box ‘
vastaa. All Case Agent Assist
i T TV shows wilkgot play.

John ottaa pUhelun Jja Customer A ort description Q, performance data

How to get performance data? . 4
sl Asked Julie to stream from her omer visible) ~

Description phone as a workaround. Y 10+ Results
How to get performance data?

alkaa auttaa Julieta.

Accounts

Partners

Han kirjaa Julien
kertoman vian ja
neuvoo Julieta
kayttédmdadan puhelinta
suoratoistamaan
ohjelmaa televisiossa

State

Contacts T B Article o
Open
P Log Case (Close) 8 J . i

Consumers Opened Y - Troubleshooting Analytics Perform...

. 2016-04-19 08:06:24 you can do to keep the performance of the

Interactions ~ generation of scores up to speed. 1.1 No
My Interactions DP  demo.pa Field changes - 2016-06-20 02:37:18
A

i Updated 4 -0vi
Customer Details pdated 4mo ago - 0 views

véliaikaisena Hhosticis T Goiact SRR EEAe
ratkaisuna. My Knowledge Articles Inand Out routing eQ Q Priority 3-Moderate B Article
y Contact Entitiement ihcie Iris 5875 Performance issues with analytics ...
John kirjo auuden Ineractions ~ George Warren e Q Q Short description  How to get performance data? to Performance Analytics Data Collector
ta pau ksen. My Interactions ) State Open Jobs. You need the pa_admin or
All Interactions Q Updated 2mo ago - 0 views

= & 5
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Asiakaspalvelija

Vikailmoituksen
perusteella John
padattelee, ettd Julien
ongelma saattaa
vaikuttaa suureen
osaan TV Hub -

asiakkaita.

Han ehdottaa, ettd
Julien ongelmaa
laajana vikana, jolloin
sen ratkaisemista
voidaan hallinnoida
tehokkaasti keskitetysti.

NOW.

My Lists

Alerts ~

List Top Priority
Top Severity
Open Alerts
Acknowledged Alerts
All Alerts
Cases A~
My Cases
My Open
Unassigned for my groups
All
Customer ~
Accounts
Partners
Contacts
Consumers
Interactions ~

My Interactions

My Knowledge Articles

My Interactions

All Interactions

Knowledge ~

Interactions ~

Qs 9

Payments are not being pt

Advised Julie to use offlin¢

€S0001002 x i+ =
Details
Error 503 on PayNow Terminal CloseCase ProposeSolution Requestinfo Save e« | =
@ Account Veggie Mate LLC ~ Contact Julie Lewis  Priority 1- Critical  State Open
Contact Timeline Case - Priority 1 resolution (8 hour)
Julie Lewis
Operations Manager | Veggie Mate LLC 9 hours
Mobile phone Business phone Email With Agent
(+44) 1123-581321 No data julie.lewis@veggie-mate.com .
8h
Propose Major Case X Remaining
Details SLAs(2) Task >k Worknotes | Have received report of failed payments due to "Error 503 - Service Unavailable” issue on PayNow mobile terminals. ] m
Partial workaround is to apply offline payment mode (Settings > Payment > Offline Payment) to devices, which will allow them to take transactions
Case up to $15 without online verification. y
Short description Business Impact Very high business impact - Customers are unable tp process payments, meaning they are unable to carry out core business activities. yNow Terminal
Error 503 on PayNow Term
Description £

Cancel Propose

State
Open
k management server. |
e MP on our KX
2018-12-17 10:02:16
ago - 0 views
Customer Details
B Article e
Account Contract T bl h ot' c fe B 'd
: roubleshooting Conference Bridg...
Veggie Mate LLC 0Q CNTR0000603 LS John Jason Field changes » 2018-12-17 10:07:17
Contact S option for the service, not the Error option.
on ntitlemel :
. After you troubleshoot the issue, change
Julie Lewis o Q Priority Phone Support o Q Asset 344-9448 - ACME KX Series - KX5000 was [fmpiy] I g &
Assigned to John Jason was [Empty] Updated 4mo ago - 0 views
544 0AAD ACKME WV Cavine 4 &R O Contract CNTRO000603 was /oty
== « >
19 © 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Asiakaspalvelija

Vikailmoituksen
perusteella John
pddattelee, ettd Julien
ongelma saattaa
vaikuttaa suureen
osaan TV Hub -

asiakkaita.

H&n ehdottaa, ettd
Julien ongelmaa
laajana vikana, jolloin
sen ratkaisemista
voidaan hallinnoida

tehokkaasti keskitetysti.

Tukipyyntd padivittyy
uudella tiedolla

NOW.

My Lists

Alerts ~

List Top Priority
Top Severity
Open Alerts
Acknowledged Alerts
All Alerts
Cases A~
My Cases
My Open
Unassigned for my groups
All
Customer ~
Accounts
Partners
Contacts
Consumers
Interactions ~
My Interactions
Knowledge ~
My Knowledge Articles
Interactions ~
My Interactions

All Interactions

€S0001002 x (4

Details

() CS0001002 has been proposed as major case candidate
- :._ e — -

errr——p—r

Contact Timeline
Julie Lewis
Operations Manager | Veggie Mate LLC
Mobile phone Business phone Email
(+44) 1123-581321 No data julie.lewis@veggie-mate.com .

Details SLAs(2) Tasks Appointments Phone Emails(l)

Case

Short description

Error 503 on PayNow Terminal

Description

Payments are not being processed due to error.

Advised Julie to use offline mode as workaround

State

Open

Opened

2018-12-17 10:02:16

Customer Details

Account Contract

Veggie Mate LLC 0 Q CNTR0000603

Contact Entitlement

Julie Lewis 0 Q Priority Phone Support
Asset

D44 NAAQ  AFME UV Cariae

20

Escalations Child Cases Special Handling N... (3)

Interactions

~ Activity

Respond to this record via
Additional comments (Customer visible) =

Type comment or attach solution

John Jason Work notes = 2018-12-17 10:

Proposed as major case candidate

~ Have received report of failed payments due to "Error 503 - Service
Unavailable" issue on PayNow mobile terminals.
Partial workaround is to apply offline payment mode (Settings > Payment
0Q > Offline Payment) to devices, which will allow them to take transactions
up to $15 without online verification.
[ Jie}
2018-12-17 10:08:01
n N

Qs 9

Case - Priority 1 resolution (8 hour)

10 hours

With Agent

0seconds 7h37Tm
With Customer Remaining

8 = ¢ O

Agent Assist

Q, Error 503 on PayNow Terminal

Y 10+ Results

B Article -

SNMP Error

Hi, We have network management server. |
have configured SNMP on our KX

Updated about a year ago - 0 views

B Article -

Troubleshooting Conference Bridg...

option for the service, not the Error option.
After you troubleshoot the issue, change

Updated 4mo ago - 0 views

© 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Palvelupaallikko

Beth saa iimoituksen
uudesta viasta
mobiililaitteeseensa,
joka saattaa vaikuttaa
palvelujen
saataavuuteen useilla
asiakkailla.

Hanté pyydetddan
hyvaksymadn
k&ynnistdmadn
prosessi, jossa
fukipyyntod aletaan
kasittelemdadn laajana
vikana.

Beth tarkastelee
ehdotetun tapauksen
yksityiskohtia ja
hyvaksyy sen.

Hyvaksyntd siirtdd
tukipyynnon
asiakaspalvelun
tiiminvetdjdlle.

Case CS0001004: Error 503 on Paynow
Terminal

mw AGENT

Case CS0001004: Error 502 an Pavnow
Terminal 10:29

now
AGENT

Case CS0001004: Error
could affect other custon| 203 on PayNow Terminal
well.

This is really urgent issue

Hi
£ WY B IR B XS Accept

Reject

Dismiss

© 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Asiakaspalvelun
tiiminvetaja

Mick saa naytollg

iimoituksen siitd, ettd

hdnelle on osoitettu
tukipyynto

© Needs attention Updated by System ...

My High Priority Cases

P1 Escalated

1 0 1- Critical

My Cases

Needs Attention Not Updated in 5d

0 6

My New Cases

Number Short description
RMAQ000300 Exchange with different router series

RMAOOS6T00 Return faulty routers

SLA Breached

3

Open

Priority
® 2 -High

® 2 -High

All

Contact Account

Katherine Johnson Boxeo

Warren Henry Boxeo
22

My Teams' Cases

Unassigned

0

All

47

€S0001004 (1 - Critical): Error 503 on
PayNow Terminal

P1 Escalated

20 2

My Organization's Performance

CSAT

23 Aug

No s...

L

New vs Closed Cases

1,500

1,000

k d
Feb 2020 Mar 2020
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Asiakaspalvelun
tiiminvetaja

Mick saa naytolla

iimoituksen siitd, ettd

hdnelle on osoitettu
tukipyynto

Mick oftaa
tukipyynnon ké&sittelyyn
jailmoittaa siité
asiakaspalvelutiimille.

HAnN tfunnistaa sen
olevan IT-ongelma,
joten han kirjaa siihen
littyv&n hairion ja
osoittaa sen IT-tukeen.

Hairidtiketti nakyy myds
asiakaspalvelun
tukipyynnossa

NOW.

n w System of Action

< = Case
== (S0001004 [Major Case view]

(@ This is a Major Case. Click here to View all open Major Cases.

Timeline - Began 2 hours ago - Updated 2 ho

Number
Channel

Product

Short description

Special Handling Notes List

by = Short Desciption

Notes  Resolution Information = Major Case Information Records

-
F S e
—

<

Follow - Close Case Update Create Advisory Services Project Create Child Cases cident

Propose Solution

@ Mick Dunning ~

View Business Service Health

A N O
2

Record Time

X

== Incident
== |NC0010001

Number

>k Caller

Location

Category

Subcategory

Configuration item

Impact

Urgency

Priority

>k Short description

INC0010001

Mick Dunning

Network

-- None --

KX Series - KX5000

1-High

1-High

1-Critical

Error 503 on PayNow Terminal

&

= Expireson

Incident

INC0010001

Problem

Close Case Update

Related Links

Create Advisorv Services Praiect

Create Advisory Services Project

Create Child Cases

Create Incident

Propose Solution

23

Follow Update

Opened

Opened by
Contact type
State

Assignment group

Assigned to

View Business Service Health

Create Security Incident

2018-12-19 17:15:41
Mick Dunning
Phone

New

Network

= Priority

Change Request

Caused by Change

Record Time

2 hours
With Agent

0 seconds
With Customer

New Conversation

IJohn Jason X ] [George Eales X]

To: [Jon Gregan X ] {Maril Burke X ]

Add User

You are starting a group chat with John Jason, George
Eales, Jon Gregan, and Marit Burke. Everyone you add here
now or later will have access to the entire conversation
history.

Heads up: major case (CS0001004) has been
logged for PayNow (KX5000) issues, It seems
that UK customers are affected. Workaround
is to use offline payment mcde.‘

© 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Asiakaspalvelun
tiiminvetaja

Mick saa naytollg

iimoituksen siitd, ettd

hdnelle on osoitettu
tukipyynto

Mick oftaa
tukipyynnon ké&sittelyyn
jailmoittaa siité
asiakaspalvelutiimille.

HAnN tfunnistaa sen
olevan IT-ongelma,
joten han kirjaa siihen
littyv&n hairion ja
osoittaa sen IT-tukeen.

Hairidtiketti nakyy myds
asiakaspalvelun
tukipyynnossa

HA&N myds ryhtyy toimiin
nostaakseen
ennakoivasti
tukipyyntdjd kaikille
asiakkaille, joita asia
koskee.

NOW.

n (')W System of Action

< <

= Case
i == (S0001004 [Major Case view]

-
F S e
—

(@ This is a Major Case. Click here to View all open Major Cases.

Timeline - Began 2 hours ago - Updated 2 hours ago

Number CS0001004
Channel Phone
Product KX Series - KX5000
Short description Error 503 on PayNow Terminal
Special Handling Notes List
by = Short Desciption
Notes = Resolution Information | Maj @ Information Relatedﬁcords

Major case state Accepted

Business impact

Probable cause

Follow

-

Close Case Update
a
o @ o
= Expireson
24

Create Advisory Services Project

Related Search Results »

Create Child Cases

Needs attention

Opened

Priority

Assignment group

Assigned to

= Priority

Affected Customers

Create Incident

Propose Solution

v

2018-12-19 03:07:56

1- Critical

Customer Service Support

Mick Dunning

@ Mick Dunning ~

View Business Service Health

A N O
2

Record Time

X

2 hours
With Agent
. 0 seconds
With Customer
a
v
aQ @
oQ & ©

New Conversation X

[John Jason X ] [Genrge Eales X]

To: [ JonGregan X ] {Maril Burke X ]

= Add User

Vans won sbacblons 2 aanii abad idbh laka lasas PSances

© 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



Notes  Resolution Information | Major Case Information | Related Records

Major case state Accepted Affected Customers | PayNow - KX5000 Customers (UK) m | Q
N—
Business impact UK customers are unable to process payments with PayNow (KX5000) terminals. This is affecting their ability to perform core business activities.
Possible short terms workaround is to set the terminals to Offline Payment mode. | G

ASiq kqqulvelu n Probable cause
tiiminvetaja
HA&N myds ryhtyy toimiin

At this point it seems to be an issue with the payment broker infrastructure, not an issue with the devices themselves. ‘ Q

Close Case Update Create Advisory Services Project Create Chil Create Incident Propase Solution View Business Service Health Record Time

nostaakseen
ennakoivasti
TU kl pyynTOJ a kG I kl ”e SlAs(2 Tasks Phone Appointments Emails (2) | Child Cases | Problems = Waork Orders
asiakkaille, joita asia
(oskee. = e () Y R (] o e B
? Parent = CS0001004
@ O\ = Number = Short description = Contact = Account = Consumer = Channel = State = Priority = Reassignment count = Assigned to = Updated ¥
m @ C€S0001015 Error 503 on PayNow Terminal Amy Arquette ‘ leo Canada (empty) (5 Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
® €S0001021 Error 503 on PayNow Terminal Julie Lewis Veggie Mate LLC (empty) & Web () Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
.. (D C€S0001016 Error 503 on PayNow Terminal Marta Hoch Boxeo Germany, (empty) 3 Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
Ennakoivien tapausten
n OSTO m | nen an TO a @ €S0001019 Error 503 on PayNow Terminal Craig Parker Boxeo USA (empty) ) Web (3 Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
hdnelle mahdollisuuden
. . C€S0001022 Error 503 on PayNow Terminal Michelle Semmler Boxeo EMEA (empty) (5 Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
tunnistaa asiakkaat, ©
JOIh IN asia vai kUTTOO . @ €S0001017 Error 503 on PayNow Terminal Robert Turner Unity System Qmpty) & Web &) Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
J a kO a h el I | e @ C€S0001014 Error 503 on PayNow Terminal Amy Pascal Spark Technologies (empty) () Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
asiaankuuluvia tietoja.
@ €S0001020 Error 503 on PayNow Terminal Ronald Hawes Elegant Communications (empty) & Web () Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
Ja luoda yksittdiset
. . . @ €S0001018 Error 503 on PayNow Terminal Charlie White Vector Solutions (empty) ) Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
tukipyynnot kullekin
OS|O kkO a | Ie samad I | q, kU n @ €S0001013 Error 503 on PayNow Terminal Thomas Pfeifer Boxeo France (empty) & Web () Open ® 1-Critical 0 (empty) 2018-12-20 04:19:54
niitd hallinnoidaan
keSkITeTYSTi . Actions on selected rows... ¥ 1 tol0of 10

naw 243) © 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



(@ Home INC0025467 @‘ + ‘

My Work Happening Now
o Open P1 Incidents Incident SLA Breached
H ~
IT'TU kl Number = Created Priority State v Short description
Chris ottaa IT-hgiridon INC0010001 01.09.2020 08:01:36 1-Critical In Progress Error 503 on PayNow Terminal 66 220
eTUS IJ a I | €, kos ko Se TODO0001107 28.04.2020 02:21:35 4-low Open Acknowledge Teams Training Completion
koskee useita _ ,
. . TODO0003656 14.05.2020 15:18:19 4-Low Work in Progress Review The COVID-19 Facts To-Do
OSIOkkOITO . Incident Not Update in 24 Hours Incident SLA at Risk
TODO0003659 14.05.2020 15:18:19 4-Low Work in Progress View COVID-19 Helpful Resources To-Do
V|C1 nselvrl'ykseﬂ OlkonO TODOO0003698 14.05.2020 15:18:22 4-low Work in Progress Travel Guidance Yideo To-Do

selvidd, ettd korjaus i - 13,594 0

vaatii palvelimen

Look Up Change Task Records where (Change request is ( Trigger+Change Request Record ) )

vudelleen
kaynnistyksen, jonka Unassigned Incidents My Incidents Unassigned Incidents
Chris k&ynnist&a
. . TRIGGER
OUTOmOTlOSOIdUn @ Change Request Created or Updated where (Sys ID is 123)
Tyo n kU I un kO UTTO . Number - Short description Caller Priority State Category Assij - 1 ACTIONS
X ) . 1 Look Up Approval Record wh is (Trigger~Change Request Record) , and A;
INC0025466 Database error observed in EMEA Private ... Janet Schaffter 1 - Critical New Database Data Q o tpfpprowscortuere o e o, andrpprovers
INC0025465 Users are not able to access EMEA Private...  TiaLino 1 - Critical New Network (emy i 2 @ Update Approval Record
3 @ Wait for 01 second(s)
4 0 Update Change Request Record
5 @ Wait for 01 second(s)

For Each Item in (6+ Change Task Records

71 o Update Change Task Record
®
Update Change Request Record

Wait for 01 second(s)
Update Change Request Record

NOW. 2

Select to add an Action, Flow Logic, or Subflow

- @ @ @



Asiakaspalvelija

Asiakaspalvelun
tiiminvetgja

IT-tuki ratkaisee vian ja
tdma ndkyy
automaattisesti
asiakaspalvelulle.

NOW.

My Lists

Top Priority

Top Severity

Open Alerts

Acknowledged Alerts

All Alerts
Cases

My Cases

My Open

Unassigned for my groups

All
Customer

Accounts

Partners

Contacts

Consumers
Interactions

My Interactions
Knowledge

My Knowledge Articles
Interactions

My Interactions

All Interactions

C€S0001002

Details

Error 503 on PayNow Terminal
@ Account Veggie Mate LLC  Contact Julie Lewis  Priority 1-Critical ~ State Open

Contact

Julie Lewis

Operations Manager | Veggie Mate LLC
Mobile phone
(+44) 1123-581321 No data

Business phone Email
julie.lewis@veggie-mate.com .

Details SLAs(2) Tasks Appointments Phone Emails(l) Escalations Child Cases Special HandlingN... (3) Interactions

Case Activity

Short description
Error 503 on PayNow Terminal

Respond to this record via
Additional comments (Customer visible) ~

Description

Payments are not being processed due to error. Type comment or attach solution

Advised Julie to use offline mode as workaround

State
Open

Opened

2018-12-17 10:02:16 £
“0J¢ John Jason Fleld changes

el

Customer Details Pro-*

Close Case

2018-12-17 10:08:01

Propose Solution  Requestinfo  Save e =

Case - Priority 1 resolution (8 hour)

I 9 hours

With Agent
I 0 seconds 8h
With Customer Remaining
B8 = ¢ 0
Agent Assist

Q Error 503 on PayNow Terminal

Y 10+ Results

B Article
SNMP Error

Hi, We have network management server. |
have configured SNMP on our KX

Updated about a year ago - 0 views

Account Contract

Veggie Mate LLC CNTR0000603 o |& ! Chris Jones

Contact Entitlement %ﬁ 03.09.2020 11-:24:42 » Work notes

Julie Lewis Priority Phone Support

| Article e
“shooting Conference Bridg...

\service, not the Error option.
leshoot the issue, change

Asset Incident INC0010001 has been updated to state - Resolved

DAADAAD ACME UV Cavine L B

Resolution Motes - Reboot done

Reszolution Code - Solved (Permanently)




Konqus

AsPa

tukipyynto # | ‘ — ‘ Integrqahot
B3
Asiakaspalvelun tiiminvetdja IT-Tuki Kehitys
Mick valvoo Chris hoitaa kriittist& IT
asiakasviestintéa. hairiéta, sekd siihen
littyvid prosesseja.
Tietdmyskanta

Ermor 503 on PayNow Terminal

served. Confidential.




Asiakaspalvelun tiiminvetdja IT-Tuki Olemme Idyténeet ongelman.
Mick valvoo Chris tiedottaa Nayttad silta, ettd videoiden
asiakasviestintaa. asiakaspalvelua, ettd suoratoistovdlittgjajarjestelmdassé

vian syy on IGydetty. on palvelinvirhe. Meidan pitdisi

korjata se pian.

(=

Muut asiakkaat

) ) ) )

Vika on tunnistettu, ja Vika on tunnistettu, ja Vika on tunnistettu, ja Vika on tunnistettu, ja
palvelut palautuvat palvelut palautuvat palvelut palautuvat palvelut palautuvat
kokonaan pian. kokonaan pian. kokonaan pian. kokonaan pian.

W, W, W, W,

Julie
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Mick valvoo
asiakasviestintda.

~@EO-G

Asiakaspalvelun tiiminvetgja IT-Tuki

Chris tiedottaa
asiakaspalvelua, ettd
vika on korjattu.

Olemme suorittaneet
vahingoittuneen palvelimen
uudelleenkdynnistyksen.
Palvelut tulisi nyt palautua

(=

A

Julie

Ongelma on nyt \ Ongelma on nyt \
ratkaistu, ja sinun ratkaistu, ja sinun
pitdisi nyt pystyd pitdisi nyt pystyd
kayttdmdadan ACME kayttdmdadan ACME
kaapeli-TV:ta kaapeli-TV:ta
normaailisti. J normaailisti.

NOW.

Ongelma on nyt
ratkaistu, ja sinun
pitdisi nyt pystyd
kayttdmadn ACME
kaapeli-TV:ta
normaailisti.

/
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normaaleiksi.

Muut asiakkaat

Ongelma on nyt \
ratkaistu, ja sinun

pitdisi nyt pystyd
kayttdmadn ACME
kaapeli-TV:ta
normaailisti. J
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Olemme suorittaneet kaspalvelun tiiminvetadja IT-Tuki
vahingoittuneen palvelimen Mick valvoo Chris tiedottaa
uudelleenkdynnistyksen. asiakasviestint&a. asiakaspalvelua, ettd
Palvelut tulisi nyt palautua vika on korjattu.
normaaleiksi. ‘

O o ) [EX

Julie Craig Muut asiakkaat

Amy
This Case requires your action This Case requires your action This Case requires your action This Case requires your action
Accept Solution Accept Solution Accept Solution Accept Solution

Reject Solution Reject Solution Reject Solution Reject Solution
Ongelma on nyt \ Ongelma on nyt \ Ongelma on nyt \ Ongelma on nyt \
ratkaistu, ja sinun ratkaistu, ja sinun ratkaistu, ja sinun ratkaistu, ja sinun
pitdisi nyt pystya pitdisi nyt pystya pitdisi nyt pystya pitdisi nyt pystya
kayttdmadn ACME kayttdmadn ACME kayttdmadn ACME kayttdmadn ACME
kaapeli-TV:t& kaapeli-TV:t& kaapeli-TV:t& kaapeli-TV:t&

normaalisti. ) normaalisti. ) . normaalisti. ) normaalisti. )9”“""




Tapaus kirjataan
ennakoivasti asiakkaille, Ennakointi
joita asia koskee

Asiakkaita pidetadn
ajan tasalla

-L" WL

Osastot tydskentelevat
yhtend fiimind

Asiakastyytyvaisyys

Tehokkuus
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Customer Service Management value proposition

[ |
0>
*
Be<O : : o
End-to-end Proactive Self-service
Connect people, Monitor, resolve, Automate and
processes, and systems and preempt issues personalize self-service
Resolve complex issues Intelligently fix problems Drive action to instantly
end-to-end before customers know take care of common

they have them customer requests
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