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& NUAXIS

INNOVATIONS

Experience: 26 years at alllevels of IT Service Delivery

Expertise: Business and Systems Analysis, IT Governance, Strategic Alignment, System Architecture,
Business processredesign and automation, ITIL, CMMI, Project Management, System Integration,

SLA and Contract Management

Achievements: Replaced several aging systems with ServiceNow + CMDB; Project & Portfolio Mgt,
NOSC Dashboard and alerting tied to ServiceNow, automation of several frequently used services

Current Projects: Automation and CX, Application Virtualization/Containerization, Service Delivery
Automation, Service Portal
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Name: Chris Harrell

Title: IT Transformation Specialist
Function: IT Service Delivery
Company: ServiceNow

servicenow

Experience: After starting his career as an NFL athlete, Chris spent the last 15 years excelling
at delivering Enterprise Solutions across the federal government.

Expertise: IT Transformation Specialist— Chrisis an expert in IT Operations, IT Asset Management,
and IT Business Management at ServiceNow.

Achievements: While workingin Cyber Risk and Audit at Deloitte, Strategy and Operations at
Booz Allen Hamilton, and End User Computing Solutions at VMware, Chris gained the unique
experience of delivering IT tfransformation across Business and Technology business units.

Current Projects: Chris now specializesin Federal Law Enforcement / Public Safety in addition
to Federal Land and Logistics.
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Agenda

What is CX?
...and why are we talking about it in Government servicese

3 CX practical examples
...and how you can use them in your Government agency

ServiceNow Automation
...and how it improves CX

- Q&A
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What is CX?

Customer Experience (CX) is the product of an interaction between an
organization and a customer overthe duration of their relationship.

| Brand touchpoints Environments

« Advertising » The shop/store
« Packaging « Application
» Digital platforms « Website

« Word of Mouth

« Social Media

« Social Circle

. 4

Customer journey
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CX in Government
In the commercialsector, CX is used to drive to a company or brand.

In Government, CX should be used to drive regarding servicesreceived.

h B b :
Customer journey
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CX in Government

Improving each Improvescustomer satisfaction.
» Personalized » Faster
» Set service level expectations * Fewer errors
» Self help * Less downtime
* Mobile « Reduced space requirements

* Improved satisfaction
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Current level of CX in Government
Some examples of what some interactions are like
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NOW SERVING WINDOW
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The excess weight of

the stored files has the
potential o compromise
the structural integrity

of the sixth floor of

the facility.

TIME, August 12, 2012
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1t CX Practical Example: Queue Management

NOW SERVING WINDOW
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Check-in Here

Location:

Washington, D.C.

€

HHS

Welcome to the H. H. Humphrey Walk Up Desk

Now serving Agent Up next

Thomas Jefferson avett. (@) 1. Lawrence Abeyta
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241 AM < O 100% . 4

HHS WalkUp Desk

Location:

Washington, D.C.

Now serving

Lawrence Abeyta
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2nd CX Practical Example: Forms handling
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Inbound PDF Handling
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Outbound PDF Handling
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Document Storage

One D I’ive Google Drive
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3'd CX Practical Example: Reporting a Printer Incident
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® & v
Open “ow.ly” in Safari
Conaents: "URL:ow.ly/Wi750ytv85"

Move closer.

P1000023 - Brother Network-Ready Color

Thank you for reporting an issue
with this printer. Ticket#
INC0400018 has been created to
resolve the problem.

D‘?‘E REPORT AN IBEUE ON THIS PRINT

-‘% Scan the GR coade usng your s '

r c’sunmua !a prompd you o

@ _ g

If you would like to be informed
when it is fixed. Please enter your
email address and click Submit.

SQUARE

MO VIDEO PHOTO SQUARE

M
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< Camera o LTE @ 12:32PM EA N
5

AA @ nuaxisinnovationsdemo3.service- ¢,

Open “ow.ly” in Safarni
Coments: "URL:ow.ly/Wi750ytv85

P1000023 - Brother Network-Ready Color
Laser Printer

This printer has already been
reported as broken. It is being
repaired under Ticket#
INC0400020

i.' 1[!' TO REPORT AN HBEUE ON THIS PRINT
'
Scan the GR code umsng your s
. phone's camera It will prompd you o e
E aURL
. | @

If you would like to be informed
when it is fixed. Please enter your
email address and click Submit.
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‘%%»

Jl

TO REPORT AN ISSUE ON THIS PRINTER

Scan the QR code using your smart
phones camera. It will prompt you to open
a web link.

~NuAxis Innovations~
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Today... our customers are
dealing with a hornet’s nest
of complexity.

Bill McDermott
CEO, ServiceNow
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One data model to power all your digital services

Now Platform
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Business as usual for isn’t sustainable

Overworked
employees

867

of companies
need more
automation

Digital
Transformation

667

of CEOs are on Digital
Transformation
Journey

Employee
creativity

937

of executives believe
automation helps
creativity

Source: 1,874 executivessurveyedfor “Today's State of Work: At The Breaking Point”, commissioned by ServiceNow
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EVERY MONTH

OVER 30 COMPANIES

SWITCH FROM A LEGACY VENDOR TO SERVICENOW
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Digital Workflows create
great experiences and
unlock productivity

Hello James

1 Search People, Articles, Items

Manager nofifications

Upload Your Drivers License

£)

i Request Onboarding

|

# Payroll

Security
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Today’s operator experience...
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Transformation begins here... with Operational Excellence
Confidence is key

Visibility Health Optimization
across operations estate of business services, of cloud and
and all software with AIOps software spend
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Infrastructure visibility

Load Balancers [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ [ﬁ
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Dependency Mapping (SN Discovery)

Load Balancers ') '] C3J 03
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Service Mapping

Load Balancers
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Proactive Management IT Infrastructure and Applications
AWS Devices Mddiewere  Savicss & Appleations

Integrate existing monitoring tools and sources

= % & =

« OOTB Connectors - ------ + « Internet Explorer ‘ ‘
. * Splunk %
SNMP Traps R 3 Menloring
° A E t (o] o] 1
EEST API - I : H»ij(;l;l/z: vents m m
quon ou afc * |IBM Netcool/OMNIbus ¥ e.g., SolarWinds e.g., Splunk
« Emalil « Microsoft SCOM ﬁ
« VMware vRealize Event
« And more MID Server Polling
o Event Connectors
SNMP Trap Listener
Benefifs Events via
) ) ) REST API
- Flexible integration methods CloudwWatch
o I i Alarms via ; Events via
Rapid connection of event sources st | o RESTAP

« Transform events from sources into consistent format
« Speed time to resolve problems
 Manage all alerts in one console

servicenow
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Management Interface
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Monitor and improve Operations Health on the go
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High Priority Alerts
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ﬂ Vivian Brzostowski

Application Service

AMEA Customer Portal

"’ Adela Cervantsz

Application Service
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e t Antony Thieraul
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Customer Management
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Application Service
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Proactive customer experience
End users determine what needs attentionnow

Photo by MarekSzturc on Unsplash
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ServiceNow IT Operations Management value to customers

Reduction in Reduction in
outages outages

SSM+H RS

Annual OpEx Annual outage Estimated savings

Trans/lta

savings avoidance over 5 years
savings

Wireless carrier Las Vegas casino Major airline



servicenow federal forum servicen w MerilEJ3

Mission Simplified

Higioimn dliborbetestits empliyeses. Satisfaction
EmployereSatistactiondsernelifs Costonser Experence

Improved Improved Job
Productivity Satisfaction

Ree

Simplified
Processes

Increase Time

for Creativity
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companies

Highly Manual
companies
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Bridge gap between customer experience and empowering employees

Mission
Simplified/
Digital
Transformation | '
Employee . . e ‘ ' Customer/

Citizen

Experience .
servicenow Experience
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Takeaways

Examine processes and look for interactions.
Redesign and automate the processes.
Redesign each interactionwith a focus on Customer Experience (CX).

Measure the resultsin terms of customer satisfaction and cost savings.
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NuAXxis Innovations

Come by and see
us at Booth #21

Merim'



