¢) symbio

Ticketing Portal



Interviews Categories 3x Journey Maps

S mblo A= . Prooess Oterrsa Cherwell speed Ticket handling Jeeves Ul
y 6 a Q a 2 2 B ? 2 2 ==cr=z I == Questions
~e T N TN Ly -

Jeeves Project Update SxOparations 3xTIAB Customers (875)

08/08/22 \/




LOW BUSINESS VALUE

DO LATER

HORIZON 3000

LOW COMPLEXITY / LOW COST

HIGH COMPLEXITY / HIGH COST

DO Now

DO NEXT

zara to
journey
map

HIGH BUSINESS VALUE



LOW VALUE

LOW COMPLEXITY

DO LATER

Redefining ticket priority
(P1,P2,P3,P4)

- Clear defining qualities
- Early/definitive allocation
- Respective procedures
- Reflect changes within
Jeeves/Cherwel,

nnnnn ~Transfer of ket ownership in

the eventof an escalation

Uuising eeves cresting i
wichinchosen TS larorm) 3¢
opportunty

Resoing s i e, prone,
Octare ke Logaed e ook of

.
eporin. and nabiy 1o view

HORIZON 3000

HIGH COMPLEXITY

HIGH VALUE

Already being
addressed

Review of the SP
ion matrix has been d &
defined
- Accessibility
- Process Reallocation of support members

- Requirements



LOW VALUE

DO LATER

HORIZON 3000

LOW COMPLEXITY

Representative
dashboard

Ticket table
overhaul (order in

Character ko

|Im|tS prioritisation, date
lodged, filters)

Less clutter
on the
home page

Journal
ion - after UI

you allocate a ticket

you are re-directed ove rh au |

back to the home
screen.

Ticket allocation

Radio
button
replacement

Reactive
assets

DO NEXT

HIGH COMPLEXITY =

HIGH VALUE



Quotes Job Activities

“Due to the delay in this ticket being assigned, it tells me that there « Greg signs up new customers through Octane
must be a human triaging process when it should be automated.”  Ticket lodging
« Ticket escalation via phone
| “How often do | use Jeeves? To be brutally honest, as little as « Viewing open tickets
possible.” « Viewing all tickets for a select customer
.

Reporting time critical faults
“It is good to see that you guys are improving it. It is progressing Managing customer demands

and it's certainly better than it was when it was first released.”

Frustrations Opportunities

« Possibility of losing clients due to delayed resolution of time « Consolidated portal that combines Octane and Jeeves.
critical tickets « Quicker triaging of tickets (automation) and live feedback to user
Lack of transparency on the status of open tickets.
Slow system leading to faults (double ticket submission) .

Improved handling of time critical tickets with escalation option.
Integrated platform needed so user and operations member
don't have to be across multiple platforms to manage an incident
Improve Jeeves Ul (character limits, minimise clicks etc)

Wasting time on multiple platforms (phone and portal) .
Anonymous operations agents

Slow sync rate between Octane & Jeeves o
Delayed success feedback (slow Cherwell system)

Excessive amount of clicks to begin the ticket lodging process

Unreasonable character limits

Greg, 45

CEO - Spark Telecom.

e o o 0 0 0 o o

Greg is an experienced IT systems engineer and proud
CEO of Spark Telecom. He is married, has two kids and
lives in suburban Sydney, with a small office on the
outskirts of the city.

He has been with Telcoinabox for nearly 5 years, the .

entire lifespan of his business. Marco hgs asllways had TraItS TOOIS & PlatformSZ
his frustrations with Jeeves, that range from the slow D —

handling of a ticket to the clunky user interface.

Despite this, Greg appreciates that the internal staff are Tech illiterate Tech savvy

always quick to perform hot fixes, make long lasting
changes and generally be receptive to the complaints [ dores ] [ G ] [ ZopCEsk ] [ eals ]
of their customers.

Jeeves illiterate Jeeves savvy

As Greg has an extensive background in IT, he is privy ® [ MS Outlook ] [ MSs Office ] [ AAPT ] [ Email ]
to the problems of Jeeves and understands them on a
deeper level. He analyses the issues that he runs into
on a daily basis and can make educated and informed
suggestions on how they should be improved.

Free Time poor




Maria, 34

Service Assurance, Team Member

Maria is a IT Networking Engineer currently working in
service assurance at Symbio. She is married and lives
in an apartment in Manila.

Maria has been with this company for 5 years now. She
had worked with Symbio prior to leaving for a better
opportunity 4 years ago, but came back after it didn’t
work out. She has always had her frustrations with the
platform, but it's definitely improved, especially the
speed after migrating onto the web based version.

As Maria has a solid background in IT, she is familiar
with various ITSM platforms and therefore can compare
Jeeves to the industry standard. She has a deep
knowledge of typical workflows and can identify when
Jeeves is not working effectively, why, and how it
should be improved.

Quotes

“A ticketing platform should be instantaneous.”

“In comparison to any other ITSM platform | have used, the
workflow is generally not clear.”

“The absolute worst pain point for me is backtracking through any
legacy notes”

‘Jeeves has clearly been developed by developers, and not
developed for it audiences”

Frustrations

« Overflow of irrelevant emails

Not enough email notification relating to SP communication or ticket
updates

Unable to customise prioritisation or urgency of tickets within teams
Unclear and multi-tiered employee escalation process

Overly accesible customer escalation process

Unable to complete all tasks effectively within Jeeves

Poor managerial oversight

Having a white label support service with no call prioritisation or caller
ID

Journal is very outdated and disfunctional

Traits

Tech illiterate Tech savvy

Jeeves illiterate Jeeves savvy

Free Time poor

Job Activities

Assigns tickets when team lead is out of office
Resolves any tickets that are assigned to her by team
lead

Acts as phone support for service providers who pay
for the customer support service

Escalates tickets to other teams via external platforms
Communicates with carriers when required

Identifies any patterns in team tickets that could
indicate a major outage

Opportunities

Jeeves
» Redesign of journal layout and function
« Optimisation of email notifications
« Provide managers with clearer oversight of their teams
» Provide customisable prioritisation/urgency options

Process
« Review of SP escalation process/protocol
« Review of internal escalation process (multi to single platform)
« Neccesity of human triaging process
« Phone support prioritisation

Tools & Platforms:

(oe ) (oo ) [0 ) [(Tems )

[MSOutIook] [ Atlassian ] [ Phone ] [Confluence]




Customer Activities
End User & Service
Provider (SP)

Pain Points

User Feeling

Opportunities

3) Time wasted on Jeeves
navigation

2) Navigation not intuitive

) Clistamers avoldlusing 5) Streamline information

architecture to decrease ) CigEey il i

Jeeves clicks fields

Symbio Ops Team
7) Ticket may not have all Ops don't have visibility
the info needed due to over this issue, as SP's
editing within character | typically edit their fields so

End user calls SP

After an extended period of

because they want to time looking, SP finds the

know how many open screen they are looking for
tickets they have and they tell the end user

SPis reluctant to perform a f
task that their end user SPis annoyed they
should be able to do can't navigate
themselves, but does it

anyway. intuitively.

SP is frustrated that
they have spent so
much of their time on
the phone.

Annoyed

®

Stressed

While on the phone,

SP now has to spend

SP begins the process Finally starts the
the end user asks the and chooses a ticket rocess of fillin
SP to open another p g
ticket. DRSS

in information.

Needs to click multiple Certain fields have

more time on the [Umesiiofevenistaitie character limits which
phone with end user. process OE lodging a is causing frustration
: ticket.

for both parties.

®—g

Unsure

Annoyed

Stressed

Improve Ul of Jeeves so it is more intuitive for user (Navigation, IA, character limits etc)

In the case where this is not possible, a better ITSM system is needed.

©—e

limits the required information
fits.

User hangs up the phone with
their customer, so they can
spend another half an hour
editing the fields so they are
within the character limits.

By the time SP has
completed the task,
an hour has passed.

Annoyed

Angry

The ticket info
submitted (either on
improved Jeeves or
new ITSM platform) is
crucial to efficient
ticket handling



Cherwell System

Customer Activities
End User & Service
Provider (SP)

Pain Points

User Feeling

Opportunities

SP excitedly adds

SP lodges a ticket to

anew customer provision a new service

through Octane.

Happy

for this customer.

Unable to do so with an
account attached because of
the slow sync rate between
Octane and Jeeves.

o

Annoyed

Have 1 portal that
combines Octane &
Jeeves Functions

3) Ticket info is
incomplete due to slow

sync rate

Lodges a ticket
without a customer
profile attached to it

Unsure

4) Slow response rate from

backend

After SP submits the
ticket, the screen
goes opaque.

SPis unsure if
ticket has been
submitted.

®©@—0

Unsure

5) Resubmits the same
ticket

SP decides to lodge a
repeat ticket thinking
the last one didn't
work.

SP is frustrated they'll
have to submit the
same ticket again.

6) Logs back into Jeeves to

complete ticket info

SP comes back to attach an
account to the ticket in 24-48
hours when that customer
profile is synced to Jeeves.

SP is frustrated by

having to complete

a simple task over
multiple days.

®—©

Angry

Use a more powerful ITSM portal

Stressed

Have 1 portal that
combines Octane &
Jeeves Functions

Symbio Ops Team

Ops receive a doubling up

of tickets

Ops doesn't actually see the
second ticket as another
agent is working on it, and
there's no visibility within
Jeeves to manage this.

Two ops agents are
working on the same
ticket at the same time
without knowing.

Annoyed

Use a more
powerful ITSM
portal



cket Handling

Customer Activities
End User & Service
Provider (SP)

Pain Points

User Feeling

'Customer X' (end user)
calls up the SP and
reports a fault with

their NBN

SP is worried that they

may lose 'Customer X',

as this particular fault
is recurring

@—

Annoyed

SP lodges a time
critical fault ticket via
the Jeeves Platform

3) No Feedback on Ticket

Progress

SP can't see who the
ticket has been
allocated to or when to
expect a reply

Wants to have
transparency on who
the ticket has been
assigned to

Neutral @

Anxious

Better triage of tickets
S0 user can have more
control on who's
handling it

4) Waiting Game

SP waits anyway, and after 24 SP calls up to
hours, they want to escalate
to an account manager, but request a ticket
there's no way he can do this )
through Jeeves escalation

Prefers to not be on multiple
platforms (phone & portal)

SP is frustrated

f but will put up with it for
by the wait escalation to be resolved
Annoyed
Stressed

Progress update on time
critical tickets with ETA, OR a
way to pay for an
escalation/ pay extra if
escalation was not needed

Integrated platform needed so
user and Ops member don't
have to be across multiple
platforms to manage an
incident

5) Escalation via Phone

6) Ticket is resolved via
Phone with Symbio Ops

Ticket is resolved over
the phone with a
Symbio Ops team

member

7) Wants to provide

succinct feedback about

this ticket, but can't

SP wants to give
feedback to TIAB so it
doesn't happen again

Due to the anonymous
agent, the SP is unsure
who handled the ticket

©—__

Satisfied

Neutral

Culture shift towards customers

praising Symbio Ops rather than
laying blame on a particular team
member is needed, this could be
through better user testing and
customer engagement end-to-end

Symbio Ops Team

Ops will receive this
complaint via the
@escalations email or
directly via AM/SM's.

Floods the
escalation email
inbox further.

Have a specific feedback email.



Improving
our ticket
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templates

The ticket

Difficut

plttorn

its awhite . Ao because
label they can't
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Constantly having t0log
backin- needa
mechanism to designate
trusted computers that can
stay logged infor longer or
atthe very least require:
less frequent
reauthentication

Novisualfeedback when
sending an emallreplying

No MFA (Octane
and Jeeves)

stll an't reply to tikets in
ich text, only plain text

Why can you only reply to
some tpes of

‘something has happened,
or something s being
processed.

Need to be able o send

~When a session expres,
don't make me clck

Note? This is usually the
actual reply from the TiaB
agent,

for exampl &

needed I SDAT needs o
applyarecording for us).

why are they
different to
notes, and

why can't we

reply to them?

with a message saying that
the session has expired,
please og n agai.

No usable
mechanism to
see other team
members
tickets.

alotof the time

will simply copy and
paste what NBNCo's
response was

Would like to be
able to CC someone
else on the ticket, s0
that they are
notified/aware of
any ticket updates.
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Raiza Chester
service Assurance | service Delivery
Team Leader || Team Member

Any Pain points?

=]=]=]=]

Is that normal to have a ticket open for a week?

==

Home Page

Improvement Suggestion

== -1=[=[=]=

Ticket Triage




Home Page

Any Pain points?

Improvement Suggestion

N

Resolution Time / Why some sort of ticket takes longer time?




Customer

Feeling: Stressed

®

1) Customer
experiences an urgent

fault
2)they lodge a high
priority ticket
3) They want it resolved
within 2 hours,

Operations
agent

Escalations

specialist

Poor Jeeves Ul
causes delay
with triaging
and customer

communication.

Feeling: Annoyed

Feeling: Annoyed

1) Customer is annoyed
by response time.

2)Provides more
information to

operations agent as

requested, via email

Ops agent s
unaware of ticket
update due to poor
journal Ul and lack
of in-platform
notification.

Feeling: Frustrated Feeling: Angry

®

Ticketis not
resolvedina
reasonable amount
oftime, SP calls to
escalate as there is
no option within the

Despite eventual
resolution, it was

complaint, lowering
our X scores,

platform.
1) Ops agent ) Due to poor eeves U,
becomes stressed Ops agent didn' see
When they see the scsions wereworing
onthe et

reply an hour later.
2)Eventualy achieves

2) They continue to resoluton within 2 hours of
seeing the reply rom 5P,

work on the ticket.

Feeling: Stressed Feeling: Relieved

®

Escalation specialist

scalation team

and begins

to resolve withc
notifying the

original ops agent

Feeling: Frustrated

®

Feeling: Overwhelmed




This platform s ly performs
all of the funct a vas built

e, 5 - Strongly

How would you rate your overall
experience using this platform?

(1 - Very unpleasant - 10 very
[JEEEEL ]

4.69/10

Tickets are ed quickly enough
once they have been rai

gree, 5 - Strongly

number of
people surveyed:
26

Would you recommend Je
ticketing platform
coll

(1 - Would not recommend, 10 -
Would definitely recommend)

4.08/10

Slow
system

Clunky and
outdated Ul

17/17 open
responses
- negative

Common
[ EES

Notes section is
unreliable and the
layout is straining

Terrible
journal layout

Email
notification
complaints



Service Map (09/08/2022)

LEGEND

thin Jeeves Platform

Review of the P
escalation matrix

- Accessibility
Process
- Requirements

Outside of Jeeves

Ticket is resolved within Jeeves




