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Project Overview Before

e
* Currently there are two options in order to receive help from the
Global Service Desk.

= Call
= Chat

* This creates peeks and valleys of incoming calls throughout the day,
which causes staffing and resource issues.
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Project Overview After

e
* There are now three options to get help from the Global Service
Desk (GSD).

= Call
= Chat
= GSD Mobile App
* The mobile app takes pressure off the GSD, and smooths the curve.
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Project Overview After

e
* Benefits for GM employees using the mobile app:
= Fast/Simplified help ticket submission
= Ability to submit help tickets for multiple issues

= Receive real time notifications as the tickets are being
processed

= Self help tutorials to solve issues
= Allows employees to continue with normal daily activities




System Architecture
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Login

WELCOME TO THE WELCOME TO THE

Global Service Desk Global Service Desk

user@gm.com
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Tickets List

11:32 AM

My Tickets
Incident oo

How do | set up voice mail on my office
phone

Incident oo

| have annoying pop ups on my computer

@ Incident ciosed

I need an alternate text editor installed on my
computer

® tretdent canceled

| can't find Microsoft word

@ Incident ciosed

| need to set up a signature in my outlook

+ Add Ticket

‘ The Capstone Experience

11:36 AM T @ 99% T4

My Tickets Call

Incident o

How do | set up voice mail on my office
phone

Mark Cancel
1 my computer Resolved Ticket

@ Incident ciosed

I need an alternate text editor installed on my
computer

® tretdent canceled

| can't find Microsoft word

@ Incident ciosed

| need to set up a signature in my outlook

+ Add Ticket
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Details View

®0000 Sprint F 11:36 AM T @ 99% 0 ®0c00 Sprint F 11:36 AM T @ 99% 0

< My Tickets < My Tickets

Created on 10-10-15 at 12:58 PM
Last Updated: Yesterday

Incident Issue:

. | have annoying pop ups on my computer
() Open\ Pending
Interaction ID: SD000000016

Created on 10-10-15 at 12:58 PM Additional Information:

Last Updated: Yesterday . . .
Usually just happens when | login for the first

Issue: time

| have annoying pop ups on my computer

Additional Information:

Usually just happens when | login for the first
time

Call Global Service Desk

Mark Resolved

Call Global Service Desk Cancel Ticket
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Issue Input/Search

Sprint 11:37 AM 7 Q@ 99% 4 Sprint & 11:39 AM

+ Add Ticket

set outlook

Add Signature to Message - Outlook

uide to add a signature to an outgo tlook message

Create Email Message - Outlook

from O

Was this helpful?
If not, choosing No will continue submitting ticket

Yes
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Ticket Submission

#0000 Sprint = 11:38 AM 7 & 99% I 4

Back + Add Ticket

Issue

I need to update my signature in
outlook

I've looked in settings and options
and | can't find the area to set one at

A

CALL ME
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Web Login

o ® (< Em} 36.9.22.229

Alpha Pres - Google Drive

GM Global Service Desk

LOG IN
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Web Ticket Queue

eve < (i 35.9.22.229 ¢ h | & |
a3
Interaction ID Category Title Phase Status Contact By Submitted On
E] SD000000012 Incident | need to reset my pass... Pending Open ‘. 10-08-15,09:19:06 PM ...
E] SD000000020 Incident how do | add a signatu... Pending Open ‘. 10-10-15, 02:48:22 PM ...
E] SD000000032 Incident | need to change my ou... Pending Open ’\. 10-14-15,07:07:28 PM ...
D SD000000033 Incident I have a popuponmy... Pending Open ‘. 10-14-15,07:07:51 PM ...

CONTACT RESOLVE

Interaction id: SD000000033
Description: | have a pop up on my screen
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What’s left to do?

* Handle push notifications in iOS app

* Finish MS Exchange integration to web app

* Finish functionality to work tickets on web app
* Improve relevant help-file search algorithm

* User testing using TestFlight




