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House Keeping

« This “LIVE" session is being recorded
« Recordings are available to all Vivit members

« Session Q&A:
Please type questions in the Questions Pane
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About Me...

— =

MICRO
Hewlett Packard |:| FOCUS
Enterprise

NMERCURY

Co-ordination => Delivery Manager => Field Sales => Solution Consultant

“The rate of learning in the organisation must be equal to, or greater than,
the rate of change.”



Agenda & Learning Objectives

= Your story

= So where do we start and what do we need?

= Demonstration 1: Creating an incident template
= Demonstration 2: Publish a video

= Demonstration 3: Create a process guide

= Demonstration 4: Create a practice lesson

= Demonstration 5: Assess skill levels

= Demonstration 6: Access the knowledge base

= Additional use cases



Your Story
You are a Service Management Support The Management Team have decided
Engineer working in a team in a medium that you and your team should look to
sized organisation. document best practice.

®,
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So Where Do We Start and What Do We Need?

? Something to capture keystrokes and mouse clicks
? Something to take screenshots

? Something to write instructions

? Some kind of video

? Something that is easily editable

? Some kind of audio or voiceover

? Some kind of labs

? Something that could assess skill levels

? Some kind of platform to store it all on.



Demonstration 1: Create an Incident Template
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Demonstration 2: Publish a Video

ART  Test udc - Adoplion Readiness Tool (ART).. Powered by uPerform®

@ SERVICE MANAGEMENT | — INCIDENT MANAGEMENT

INew Incident Tem pla're Document Simulation || Screenflow
& Back [3] Save [3] Save&close Steps
E-/# Dashboard - Internet Explorer -

Template Details

Title: *

Descripfion: *

Template Content

~ Incident details

Title

Description

Contact

Status

~ Classification

AR Home Insert  Translations View

| e
T Col
Paste e

oard Font Paragraph

ANFind  ElySelect A
“)Undo ) Delete
CR

Editing

v B B|O0O

@ Properties

-®} 1 Click the My Dashboards button
F) 2. Click the Incident menu item
la Incident Home - Internet Explorer
F) 3. Click the Templates link.
{a Incident templates - Internet Explorer
T) 4. Click the New label.

la Template - Internet Explorer
--¢&% B Type Unable to print in the Title: * taxt box
&% B Type UUnable to printfor an urgent job in the |
F) 7. Click the Incident details list item.
= F) 8. Click the Single user list item.
o F) 8. Click the Slight disruption list item.
= F) 10. Click the drop-down menu.

F) 11. Click the Printing Service list item.

F) 12. Click the drop-down menu
| | -} 13 Click the Printing list item

F) 14 Click the Classification list item

F) 15. Click the Assignment list item.
= F) 16. Click the Service Desk listitem.

{S) SERVICE MANAGEMENT |

388  Articles by phase

MY DASHBOARDS
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MY DASHBOARD:!

DASHBOARD SKS APPROVALS

2 N OF

Help Desk Group

Field Suppert, 1. |

Hardware Service.. I

- T T

0 50 100 156

Number of Requests

W Medium M Low

4

Updated 4 minutes ago

« PV 17 Plick tha Hardwars Sanicee liet itam w7 5
< > /)R vhe re - 4
< >
Ready
- Select an item — ~ B
-- Select an ifem -- ~

H_Pausecl




Demonstration 3: Create a Process Guide

/1a_fc/pdf/index.pdf

4K Back Office |:| Dashboard

Tuezday, May 7, 2019

330

This document was auto-generated by ART www.micrafocus.comy/software/art

MICRO
FOCUS Test

Template - Internet Explorer

15 SERVICE MARAGEHENT IHEIENT HANAGEMENT

Marw Incidens Template

Tismplats Dutaili

5 b—tm J

Template Content

Incidert detals

Cagshication

5. As required, complete/review the following fields:
Field Description
Title: *
Example:

Unable to print




Demonstration 4: Create a Practice Lesson

@ Test - Google Chrome
@ File | C:/ ART%620Test/Output/Test/sim /html/sim_standard.htm
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Demonstration 5: Assess Skill Levels

@ Test - Goegle Chrome
@ File | C:/ART%%20Test/Output/Test/sim/html/sim_assessment.htm

New Incident Template

Template Details

Your response was not correct. Would you like assistance?

Template Content

D 0

v Incident details

= roma - B £ [ B H

m
—
| =
Bl
1111

Preferred contact method

Contact =
TightVNC Viewer




Where Shall We Put the Content We Created?

Hosting options: E L E




Demonstration 6: Access the Knowledge Base

Actions
Add Folder
Add Managed Documeant
Add Web Document
Add Discussion

Assign Wabsite Context

Add Task

Edit Properties

Mowve

Pawered by uPerform®

0 Projects @ [1]:] Q Management Overview

Areas
Administration
Glossary
Worlkflow
Recycle Bin
Repaorts

Help

About

Inform
Add To My Favorites
Subscribe

Tell Others

S ART Enterprise
+ Learning Edition
+4+ 4+ +

Document Library Context

ART ELE Portal > EDU Anna > Document Library

Website Contexts

ART ELE Portal > EDU Anna > Website > Document Library

E Document Library

™ service Manager 9.6 (10)

SMAX210 - Support Engineer (25)

This course describes how 2 Support Engineer uses the Service Management Automation ¥ (SMAX) Agent interface to support the IT needs of 2 bus

*+ W48 ART Enterprise
[ Learning Edition

Powered by uPerform®

[— -]
4 HOME EEE-LEARNING PORTAL  J/ GLOSSARY == MORE

Software Education E-Learning Portal >> EDU Anna
EDU Anna

Anna Jupp testing
E-Learning Content Show Filtered Documents ¥

elLearning Courses

= Incident Management (Show Details)
= Introduction (Show Details)
= Service Desk (Show Details)

Simulations and Documents

Bi Access Hot Topics Analytics From Reports
=] Apply a Template to Complete an Incident
B Apply Interaction Templates

E Close an Escalated Interaction

E Close Interaction

B Complete an Incident Task

E Create a Favorite

ﬁ Create a New Interaction

ﬁ Create a Smart Ticket

B Duplicate Interactions

Bi escalate Interaction

E Export Records

ﬁ Find a Solution and Create a Task




Additional Use Cases

Creating business user facing videos for simple self-help processes

= Recording tests of new functionality in SMAX

Create walkthroughs of new functionality for business users
= Capture configurations made by external consultants

= Document existing process to streamline
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Upcoming Vivit Events

May 16, 2019

Webinar: How We Approached Evaluation of ALM Octane and Now Run Agile Testin

/7:00 - 8:00 AM PDT (Los Angeles), 10:00 - 11:00 AM EDT (New York), 16:00 - 17:00 CEST (Frankfurt)
hitps.//www.vivit-worldwide.org/events/EventDetqils.aspxeid=12200608&group=

May 21, 2019
Meeting: Orange County Vivit User Group Event on Robotics Process Automation
11:30 am until 2:00 pm

https://www.vivit-worldwide.org/events/EventDetails.aspx2id=1224904 & group=

May 22, 2019
Meeting: San Diego Vivit User Group Event on Robotics Process Automation
11:30 am until 2:00 pm

https://www.vivit-worldwide.org/events/EventDetails.aspx2id=1224933&agroup=

May 22, 2019 ‘ 7

Webinar: How ATOS Uses PlateSpin Migrate
/:00 - 8:00 AM PDT (Los Angeles), 10:00 - 11:00 AM EDT (New York), 16:00 - 17:00 CEST (Frankfurt). .,
https://www.vivit-worldwide.org/events/EventDetails.aspx2id=12236463&group= VoIS



https://www.vivit-worldwide.org/events/EventDetails.aspx?id=1220060&group=
https://www.vivit-worldwide.org/events/EventDetails.aspx?id=1224904&group=
https://www.vivit-worldwide.org/events/EventDetails.aspx?id=1224933&group=
https://www.vivit-worldwide.org/events/EventDetails.aspx?id=1223663&group=
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https://www.vivit-worldwide.org/page/roadshow2019

Thank you

« Complete the short survey so your Vivit leaders can beftter
serve you in the future

https://www.vivit-worldwide.org/
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