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De naeste 30 min ...

OK

Kort intro til TCP
og ServiceNow CSM

OKa.m.b.a
Teknisk Support Center

OKa.m.b.a
Rejsen med ServiceNow

Laering og spgrgsmal
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Lidt om
The Cloud People PO

+350 certificerede ServiceNow konsulenter

14 lande (EMEA, USA og Brasilien)

ServiceNow Elite Partner status

servicenow. servicenow. servicenow. servicenow. servicenow.

ADVANCED ELITE ELITE ELITE
PLATFORM Partner Partner

Partner
Partner

; Consulting &
Build Implementation
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Hvad er
ServiceNow CSM?
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Customer Service
Management:
Handter
anmodninger og
problemer hurtigt
og proaktivt

ServiCenOW Al Favorites  History  Workspaces CSM/FSM Configurable Workspace < Q_ Search

Sam Collins

Details ‘

‘E Sam CO“inS © Compose Message H Save ” Execute Jump

Details Customer Information Customer Activity Addresses (2) Cases (11) Assets (3) Sold Products (2) Install Base Items More ¥

Consumer High-priority cases

@ Sam Collins 11:10AM PDT Escalated P1 SLA breached
Mobile phone Business phone Email Street
1234567890 1234567890 sam.collins@example.com 144 2nd St O O O
City State / Province

San Francisco CA

Cases overview

hort description Priority Assigned to

e ly product is not turning on ®4-low (empty)
Con, Co,
Nect with e sam New add on service request ® 3 - Moderate John Jason
*Pe 3
Msiya, - 8e
Werg '35(9,. s ang fing I was not charged correctly on my invoice. ® 3 - Moderate (empty)
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SerVicenOW All  Favorites History = Workspaces : CSM/FSM Configurable Workspace ¢

CLM0001001

Case types gor det o -

o Doctor Visit = Physical Therapy 3 Close Case Create Work Order Prc
nemt at styre og Claim
. fsks Phone Appointments Emails Problems Social Logs Attac
orkestrere |
Activi Create Case
Notes ctivity
® ) . Compose What type of case would you like to create?
forskellige typer Resoutionnformaton |
s Comments £
Related Records v 4-low - = .| GaseType Category
° | Al
a r b e d e Patient Information o a
M Case Type %
Plan Information Q  JohnJason a -
i Activity Stream |
Visit Information & i Showingit:8.ct8
| ("a John Jason Billing Dispute
2 H Billin
Provider Information y & 361 Cima et . Rclioetpong .

Billing Inquiries

Partner Contact State Open Billing

e Julie Lewis

Facilities Complaint
Complaint

General
General

Order Case
Orders

RMA
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Las problemer
hurtigere med en
fokuseret
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Playbool
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Details

k Details

Onboarding playbook

Initiate

Complete

Pre approval

All

2 remaining

G
Complete
Data capture i
2 remaining L

D Verify document checklist .
Due diligence &
4 remaining
Resolve &
2 remaining
Close

Favorites History = Workspaces

New insurance policy for San Francisco office ©

) InProgress
Data Capture: Verify document checklist

CEVE

JW) Assigned to Jennifer Wang

umber Visible to customer  Assigned to

e State
ONBTASKO010135  Open  felse Jennifer Wang

Social Security number or employer identification number (EIN)

personal identification, such as a passport or driver's license

Business license with the name of the business and the owner's name(s)

Certificate of assumed name/DBA

Partnership agreement with the name of the business and its partners (if a business with multiple owners)
Organizing documents filed with the state

|_| Monthly credit card revenue (for merchant accounts)

Notes

Additional comments (Customer visible) @

Close Case

Record Information

Overview

Account
Boxeo

Contact
Julie Lewis

Priority
©4-Low
Initiate

State

Open
Contact

Julie Lewis
Operations Manager
Mobile phone

No Data

Business phone
(626) 722-6969

e lewisexample.com

Timeline Now

Show Details ¥

Onboarding Case Resolution (2
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Save
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OK.a.m.b.a

Teknisk Support Center

Vores formal: Sikre at vores kunder kan:

6 & ® e @

Tanke Vaske Lade Parkere Bruge OK
appen
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\/ores opgave er

|driftsaettelse, drift og driftsovervagning af:

673 230 EL

tankanlaeg vaskehaller ladestandere

© Koordinering med interne og eksterne partnere

© Abningstid: 8-22 alle dage og 24/7/365 vagtordnin

OK




PEOPLE

Hvor kommervifra?

Rapportbaseret
driftsovervagning

Begraensede live-
data

Manglende kobling
mellem kundesager
og driftsproblemer

OK

Simpel
kundesagshandtering
per mail og telefon

Manuel handtering af
sager til
servicepartnere

servicenow.
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o Faelles driftsovervagnings-
overblik

Vores
vision

o Rette ressource pa
sagen internt og
eksternt

-» Hgj oppetid O Historik pa kundesager

-» Hgj kundetilfredshed

o Deling af viden til
Iasning af kundesager

servicenow.
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KISS KONFERENCE

Brug af
ServiceNow ® ©

S) V&,

Kundeoplevelsen: Medarbejder-
o Generelt oplevelsen: .
servicenow.
e Kendskab e Knowledges
e Prioritering e Data
e Prioritering
e Hjalpemiddel
kontra
modstand




Brug af ServiceNow

-> ASSETS
Tragt:
o Business Service servicen w.
o Service Offering
o Application service

o Configuration ltem
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ServiceNow
og rejsen derhen

Teknisk og Fremtid

organisatorisk

e Langfadsel e E-mobilitet

e Opbygning e Partner

e Skarpgo-live 7. o Afdelinger
september 2022

e Optimering

e Hamag/Partner
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Samarbejdet
med TCP

- IMPLEMENTERINGEN

o Fast konsulent
o User Stories

o Sparring

servicenow.



Tid til spgrgsmal



CX-day

Gratis event d. 9. nov. i KBH
- m. ServiceNow og CBS
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Customer Experience
Day

-in collaboration with ServiceNow and
Copenhagen Business School

Join us for this half-day-event in
Copenhagen packed with customer
experience centric content!

This day we will focus on the questions;

what is key to a great customer experience - and what is that, by the way, exactly

How do we change our ways of working to correspond better to the actual experience?

and of course - how should we prepare to implement it in our organization with even
greater impact?

We have invited 3 experts in each of their field - which we think truly can change the outcome
of your CSM efforts. Listen in when Mogens Bjerre ( Prof.), Bart Goyvaerts and our very own

INDUSTRIES ¥  KNOWLEDGEHUB ¥ ABOUTUS v EVENTS

Sign up for event November 9th

[ First Name* ‘

[ Last Name * l

Company Email * l

Phone number * Job Title*




