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General Motors
Global Service Desk Mobile App

manufacturers of cars and trucks sold in more than 120 _

countries. Headquartered in Detroit, Michigan, GM’s 218,000- i R
plus employees work in 396 facilities spanning six continents. Ep— i trebe

GM’s Global Service Desk (GSD) helps GM employees solve | | o o o e
their information technology (IT) problems. Our Global
Service Desk (GSD) Mobile App provides GM employees with
access to the GSD from anywhere at any time.

When needing IT assistance, GM employees use GSD Mobile.
After describing their problem, users are presented with
possible fixes so they can solve their problem immediately
themselves, without calling the GSD. If not resolved, users
submit a help ticket, which they can track easily.

A GSD agent determines the best time to call an employee
needing IT help by looking at the employee’s calendar, which
our team integrated into GM’s IT Service Manager system.

As an agent makes changes to a help ticket, push notifications +Add Ticet
are sent to the GSD Mobile App to keep the GM employee up
to date. Agents may also send preset messages requesting more
information about an employee’s problem.

Using our system, GSD agents process help tickets faster and
more efficiently, alleviating phone congestion for other GM
employees with more serious IT issues.

Our GSD Mobile App and web front end are written in Swift 2
and JavaScript, respectively. Both interface with an Apache2
web server that synchronizes with a MySQL database via PHP.
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