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OMB memo directs agencie
federal customer experienc
ﬂ Jory Heckman | @jheckmanWFED By ]enni'fer Anastasoff
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The Biden administration is calling on agencies t
the burden individuals go through when applyin,

A memo issued Wednesday by the Office of Mar

as well as its Office of Information and Regulato
agencies to identify and reduce burdens associa |§

and maintaining eligibility for public benefits prc

reducing those barriers for underserved commu

The memo outlines specific steps agencies shoul
information collection requests to the public, as
analyses they already conduct under the 1995 P
Act.

(Illustration by Vreni Stollberger)

W If you have ever had a painful experienc

hours at a DMV during a workday, or fil

experienced what some call a “time tax,’
B
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Focusing Government Service Delivery
T e on a New North Star
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CMO TODAY
White House Presents Plan to Fix Federal Customer
Experience

The Office of Management and Budget's “life experience” initiatives aim to redesign how people navigate the bureaucracies of
multiple agencies

Win Customers With Authentically
Inclusive Marketing Initiatives

Marketers can help their organizations
become authentically inclusive by forming
representative teams, including diverse voices
in messaging, and measuring progress toward
DEI goals.

Streaming Video Providers Seek New
‘Ways to Deliver Value

Al Strategies to Supercharge Customer
Service

CONTENT FROM OUR SPONSOR: DELOITTE

The N2l Sheace L o PR Iy




CW The Business of Federal Technology
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GovExec Daily: M
Customer Servi

] . ) L From left to right: Code for America CEO Amanda Renteria, CfA founder and former Deputy Federal CTO Jen Pahlka, U.S. Digital
Deloitte's R] Krawiec joins the service Administrator Mina Hsiang, General Services Administration head Robin Carnahan and Federal CIO Clare Martorana.
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Blockers to implementing service improvements
frequently center around policy and process
requirements, top tech officials said at the Code for
America Summit on Tuesday.
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Federal Workforce

First, we commit to ensuring that the
Federal workforce is strong,
empowered, and well equipped to
effectively deliver for the public.

servicenow.

Core Priorities

Customer Experience

Second, we willimprove the
experience of those Government
serves—all of the people, families,
businesses, organizations, and
communities across America, especially
those communities that have been
historically underserved by
Government—when they use
Government services.

Government Business

Third, we will use how we manage the
business of Government—as a Federal
enterprise—to catalyze outcomes that
support building back better.



President’s Executive Order: Transforming Federal Customer
Experience and Service Delivery to Rebuild Trust in Government

THE WHITE HOUSE Administration Priorities COVID Plan  Briefing Room Espaf

FACT SHEET: Putting the Public First:

Improving Customer Experience and
Service Delivery for the
American People

The Federal Government interacts with millions of people each day and

provides vital services during some of the most critical moments in people’s

lives. Whether se ing f ccine safety information, claiming retirement

benefits, receiving health insurance, passing through a security checkpoint, or
checking the status of a farm loan application, Americans expect Government
services to be responsive to their needs. But too often, people have to navigate
a tangled web of Government websites, offices, and phone numbers to access
the services they depend on. The Biden-Harris Administration is committed
to ensuring an effective, equitable, and accountable Government that meets

the needs of its people.

Today, the President is taking decisive action to promote fiscal stewardship by
improving the Government'’s service delivery to its customers, the American

people. The President will sign an E: itive Order, 17

Customer Experie
directing that G
in seeking Go
accountability and transparency into everything we do and that we're good
stewards of taxpayer dollars. As the President has said: “We have to prove

democracy still works, that our government still works and can deliver for

our people”

servicenow.

On December 13, President Biden signed a new
Executive Order (EO) to improve the
Government’s service delivery.

This Executive Order is a continuation of the
launch of the President’s Management Agenda
(PMA) Vision, which prioritizes delivering excellent,
equitable, and secure Federal services and
customer experience.

These actions include modernizing programes,
reducing administrative burdens, and piloting
new online tools and technologies that can
provide a simple, seamless, and secure
experience.


https://www.whitehouse.gov/briefing-room/presidential-actions/2021/12/13/executive-order-on-transforming-federal-customer-experience-and-service-delivery-to-rebuild-trust-in-government/
https://www.performance.gov/pma/

FY23 House Military Construction Appropriations
Report

servicenow.

REPORT
HOUSE OF REPRESENTATIVES 117—391

117TH CONCRESS

2d Sesston

incentive fee fraud. Therefore, the Committee provides an addi-
tional $30,000,000 for increased oversight of DOD’s housing port-
folio, including government-owned and controlled family housing,l
and privatized family and unaccompanied housing. Additionally,’ $1 423 554,000

Budget request, fiscal year 2023 1,956,330,000
centive fee fraud. Furthermore, the Committee directs the Services ND
to brief the Committee and provide a spend plan on how it will use,

the additional funding no later than 45 days after enactment of |

this Act.
litary Housing

.~ the Committee directs each Service to submit a report no later
“ 40 than 120 days after enactment of this Act detailing: (1) the current
condition of all MHPI housing, including the current backlog of
maintenance requests; (2) a summary of all MHPI tenant com-
plaints; (3) a performance review of each MHPI management com-
pany; and (4) an update on all known and alleged incidences of in-
centive fee fraud. Furthermore, the Committee directs the Services 10



FY23 Senate Military Construction Appropriations Explanatory Statement

EXPLANATORY STATEMENT FOR MILITARY CONSTRUCTION, VETERANS
AFFAIRS, AND RELATED AGENCIES APPROPRIATIONS BILL, 2023

26

EXPLANATORY STATEMENT FOR MILITARY CONSTRUC-
TION, VETERANS AFFAIRS, AND RELATED AGENCIES AP-
PROPRIATIONS BILL, 2023

COMMITTEE RECOMMENDATION

The The Committee recommends $1,956,330,000 for Family Housing )
: Construction, Operations and Maintenance, and the Department’s

Cles ap family housing improvement fund for fiscal year 2023. This amount 1 |
to Ame is $532,776,000 above the fiscal year 2022 enacted level and equal rea
tions’ 1 Pr to tl:le budget request. . . here
. 1§ Air Purification Technology.—The Committee is concerned that Thig

wide, t.. ~mold and other dangerous substances are prevalent at some mili-
sential 1t tary housing units operated under the Military Housing Privatiza- r all l
control tr( tion Initiative. Humid climates are particularly susceptible to mold|y all
: re and related issues and may benefit from air purification technology | fu-
of-life 17 that can reduce indoor air risks and yield measurable environ-|,.
ters, sc tu mental and public health outcomes. The Committee encourages the ,t.Ml
Department to evaluate such technology and work with landlords
of privatized military housing to address mold issues and improve
servicenow. quality of life for servicemembers. "
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ServiceNow’s role in the Federal
Digital Transformation Initiatives

Improving servicemember quality of life
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“Going digital is a mindset, it's culture
change. It’'s about how we can
fundamentally change how we operate
as an Army through transformative digital
technologies, empowering our
workforce, and re-engineering ouvr rigid
institutional processes to be more agile.

— Dr. Rqj lyer, Army Chief Information Officer



Army Installation Management Command improved
quality of life for soldiers and families with ServiceNow

CHALLENGE SOLUTION IS SOMETHING BROKEN?

+  Manual, time, and resource intensive  Created ArMA, a new online portal for DO YU HEED DEWMAINTERANCE HELEINYOUR BARRAGKS OR
maintenance request process often housing maintenance requests, using CONERNMERTHOSS NG
including in-person visits ServiceNow CSM

Slow and complicated response times Simplified categorization of requests with the
and communication between ability to upload photos of issues
technicians and those requesting work
orders

Improved management of requests with
automation and real time reporting

SCAN THE CODE BELOW TO OPEN THE ARMY MAINTENANCE
APPLICATION AND SUBMIT A CASE

7K+ Pk+ 12

Residents registered in Resident maintenance FTE savinas and reallocation
one month requests in one month, expedeg in the first year ARMYMAINTENANCE.COM
averaging 500/day

Fence-to- Fence

Scalability that has grown to
3 months to deploy all facilities, grounds

8 months to confract

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 15



2021 at a Glance

Army Maintenance Application

ARMA

Hello, Douglas

How can we help you?

Maintenance Support
Browse maintenance services.

@ Account Management

Services for managing your account.

IMPORTANT !!

If you require emergency maintenance
services related to life, health, or safety,
please call for immediate support.

servicenow.

January 2021
Global availability at 66
garrisons for Army
managed housing,
including barracks

March 2021
Over 25,000 Soldier and
Family registrations within
first ten weeks

www.armymaintenance.com

Q2

ADOPTION:

April 2021
Decision expand ArMA to
include non-housing
buildings and functional
locations -- "fence-to-
fence" (F2F) -- less than
three months after initial
deployment

June 2021
Over 8,600 maintenance
related pictures submitted
by residents in less than six
months

July 2021
ArMA steering committee
meets/prioritizes new
capabilities based upon
overwhelming interest

September 2021
ArMA F2F expansion ready
for deployment

Additional 23,000 Soldier
and Family registrations
create since April 1

Submitted pictures exceeds
18,000, more than
doubling in just three
months

servicenow. §SE=

DEPLOYMENT II:

October 2021
F2F deployed at Fort
Campbell, KY

November 2021
F2F deployed to USAG
Bavaria, almost tripling
their number of buildings
included within the scope
of ArMA

December 2021
Almost 200,000
maintenance requests
submitted in just one year
of ArMA availability



DEFENSE VISUAL INFORMATION DISTRIDUTION BERVIGE

Social Media on ArMA

ArMA Maintenance Application Help Video - Submit a
Malntenance Reuuest

ideo by Joshua Ford

U.S. Army Insta llation Management Col
During this video you will learn how to UE Arm Furt EIII ﬂ
4 @O fficialFtSill .

The Digital Garrison mobile app continues to improve

1 readiness as a one-stop shop for installation servicesg on
t and barracks maintenance. #FiresStrong s55e

t
g armymai ntenance.com

C
#Values #Resiliency #ExcellenceintheFundamentals g

@TRADOC @USArmy @usacac



Army Maintenance App launches Fort
Campbell-wide

By Ethan Steinquest, Fort Campbell Courier December 7

Where are they now?

The ArMA system has processed more than 300,000

housing and barracks work orders since its launch in RELATED STORIES
January 2021. Of this amount, 66% were entered . |

SEPTEMBER 11,2020

Army Brain Operant Learning
Technology competition accepting
applications until Oct. 16

through the website versus in-person or telephone
requests. ArMA officials estimate this saved more
than 7,000 hours of manpower in one year.

OCTOBER 18, 2018
Department of the Army announces
upcoming 1st BCT, 101st Airborne
Division unit rotation

Fort Campbell’s Soldiers have been using the Army Maintenance Application,

FORT GORDON R

CWSES

Published for the Department of Defense and the Fort Gordon Community hommﬂﬂ mil

or ArMA, to process barracks workorders since January, and Oct. 19 the sRRLIp=1h
g : B Department of the Army announces
application was fully implemented across the garrison. "
101st Airborne

Friday, February 18,2022 Vol. 8, No. 6

>7» 3

ArMA to expand ‘fence-to-fence’ at Army installation§’:.

Erinn Burgess
U.S. Army Installation Management
Command

SAN ANTONIO — The Army
Maintenance Activity, or AtMA,
is expanding to all facilities across
each of the 73 installations managed
by Army Installation Management
Command in 2022.

Aligned with Army modernization
efforts, ArMA digitizes the work or-
der process for all Army-owned fa-
cilities with a centralized system for
submission apg tracking.

“Automation of (he maintenance-
customer rcl:uinn\hip is at the core
of wh

: r¢ doing " said Doug

Program manager.

servicenow.

“Customers expect this. This is part nications with the DPW work order
of the Army operating in the informa-  team,” he said.
tion age — not just for housing but for A offers great benefits to our end
all facilities on the installation, which users,” added Jason Root, Fort Knox.
is what we call fence-to-fence.” DPW director. “Everyone is now able
The IMCOM ArMA team provided  toidentify and track the work that needs
on-site support to the Directorate of  to be accomplished around them?
Public Works team at Fort Knox, Ken-  The expansion to facilities, which.
tucky, Jan. 11-13 ~ the first fence-to-  debuted in fall 2021 at Fort Campbell,
fence deployment of ‘lhc year. Kentucky, will be deployed in waves
Derrick I(qncy. ‘bux‘!m:\.\‘ npcmlntns‘ 0 all installations enabl 2 Soldiers,
and integration division branch c?vlcl family members, civilians and con-
at Fort Knox, said AvrMA has‘ “im- " tractors who live or work on post to
proved the process time cflﬁﬂ_c"C,V submit online work orders for any
while simplifying operations for /h:my»m\ncd facility. 3
both the customer and the work or-  Fory Campbell is now .
der team. ) i 3 work orders a day throu,
“ArMA has and will continue to im- ’
prove customer relations and commu-

averaging 250
igh the website.

See ARM 4, Page 5

POSTWIDE n

TS

THE MAINTENANCE WEBSITE THAT HAS HELPED

THOUSANDS OF HOUSING nssw@v}m ls'E‘xmm'

TO ARMY FACILITIES POSTWIDE. armymaintenance.com
"*_

US. Amy graphic by Erinn Burgen / IMCOM
The Army Maintenance Activity, or ArM m’m
K A, |
eachofthe73installations managed by An:;m“mm‘u Com
mand in 2022. Aligned with Army modemization efforts, ArMA 25 ¢
work order process for al| Army-owned facilities with m”m
for submission and tracking. "




ArMA Leadership Dashboard

Note: All date is a twelve (12 month rolling total/trend.
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The ServiceNow Platform and
Defining Next Generation CX



w The plaiform for digital fransformation

Unlock value from existing investments while creating new and compelling digital experiences

Digital workflows
Workflows across
departments,
vendors, partners
and customers

Cloud platform
The foundation for
all workflows

One data model

One architecture

servicenow.

® Customer and
k Industry Workflows

(]
Y Workflows

Employee
(1 X

Technology .:. Creator
Workflows ® Workflows
@ Lightstep

Platform Foundation

02O

Configuration

Intelligence

s Workflow and task management [J Omni-channel user experience £ Process optimization
Service catalog = Low-code @ Analytics and insights
@ CMDB / Service Graph 55 Developer tools 63 Virtual agent, Natural language Al
& Security ¢ Pre-built extensions @), Machine learning
Seamless upgrades E Process flow design = Robotic Process Automation
o Industry data model 9 Integrations |% Value acceleration
Cross-Functional Ecosystem Connection
CRM e Supply Chain ° ERP e HCM ° IT ° Infrastructure ° Dev Ops/SRE ° Any System

L}h‘; w ? Dynamics 365 w ORACLE w

cﬁ\oy_ Sbme I Aanassian ]

531-1 Splunk > Q_EV’S, F;} "%}enTelemetry

DATADOG

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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ServiceNow Platform for Digital Transformation
838 aal o &

Suppliers &
Vendors

Mission Partners Agenaes Machines

MOUDSDIA LSS

h dh dh dh dh dh dh

Acquisition Training Operational Logistics Facilities

servicenow X ATRRS DCGS  wdrkday ~ GCSS-A

n me 22 ©
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Offer airmen ways to self-serve and find solutions
quickly with a single System of Engagement

ACME CORPORATION

a Enable airmen to take action on their
terms with consistent, proven resolutions

Find Answers, Faster @ oo

Find the answers you need when you need tf

what's happening with my case?

Expand knowledge content across
SOUrces |

Allow airmen to view available time
slots and self-book appointments
through a portal

Featured Articles

Diagonal Inc Rewards

View All

Service Portal Knowledge Management Communities Appointment Booking

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Provide a frictionless experience with a single System of
Action

Sel'ViCEnOW Al Favorites  History ~ Workspaces = Field Service Performance Analytics 7

a Automate and optimize processes, breaking = SR e ec
down silos between disconnected systems, and -
streamline cross-department communication

Number of open Work Orders

g Keep airmen up-to-date with real-time aays | g
notifications and job updates S servicenow

e Unlock value, measure, and accelerate
performance with purpose-built metrics and
dashboard

M Closed Work Orders

ion for Work Order Tasks

Playbooks for Case Management Service Catalog Predictive Intelligence Last Mile Experience Performance Analytics

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 24




Enterprise Case Management

A Single Platform to deliver Mission Support

Mission Engagement DAF Operations

Omni-Channel | Mission Services
8 8 Inferaction @ ﬁ | @
Phone Chat ) A |
u u Virtual Support | P
- 1 © | - :
|
|
|

OLA

Agent Agents tegal Enforcement

e
ﬁ

Armen/ - , R
“ Portal ;m@c?l _3 8 Iél ,Q\IE @

e
Benefits Facilities Grant
Admin Admin Admin

IS

[0

&

O

(@)

O

c

O

>

[0
cacfiel el
oy Learning & Al COSG % sss

4 &

[0

%

Q

o

c

LI

Self Service Ppﬁ

Field Services

g@@ﬁl‘ﬂ r°,08

Service Catalog

Mission
Partners,

/'Digi’rol nowledge

2>
Q
)
-
@)
<
=
(2]
%2
©)
>

Workflows KCS® Vé

Contractors | Field = Emergency Case  Community
- Incident Support  Support  Mgmt g t
! (c Automated and Proactive «— poooeTen
=> S Seomlgss Mission Partner Services
— <:'|=> [[ — Integration
— <= (o]
Connected Devices Service Aware Event Proactive
CMDB Management Communication Federal State Local Globall
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Analyze trends with KPls, metrics, and dashboards with
a System of Intelligence

SErviCenow oigitalworkfiows

a Unlock value, measure, and accelerate
performance with purpose-built metrics and
dashboards

e Gain visibility, make better decisions, and answer
questions with instant insights info current patterns
and trends

e Focus teams on what they should prioritize, using
business requirements to rank tasks or records

Performance Analytics

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. )



Defining the Vision for Customer
Experience in The Department of
Air Force



Creating the Consumer-grade User Experience For USAF & SSF

connect listen look intferact update evaluate

What? Who?

« What process(es) are we looking to * Who are our stakeholdersz

automate? « How do they want to interact with use
DAF Owned FdCiliﬁeS DAF owned chiliﬁes
* Quickly and easily submit maintenance « AiIrmen/ + Families

related requests from a smart phone or web

browser, including photographs of the issue. * Personal computer and/or smart phone

servicenow. 28



Drive operational efficiency and reduce effort across

USAF owned facilities

@ Improve the customer
experience

Decrease costs

74

INnCcrease revenue

[

Improve the employee
experience

Cp,

servicenow.

Pe

RN

Servicing

Installation

Maintenance

Inspection

Break Fix

© 2022 Servic@\2H22|BenvidiRigivis ReseriibidoREsemntal.
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Move from reactive to proactive Facility Management

3417 =

Exceed airmen expectations with full Cywok  MyTaskMep Y oo
visibility throughout service delivery

Increase scheduling efficiency and
automate processes with workflows

Enhance technician effectiveness with
mobile-enabled technologies

Enable field resources to identify relevant
cross-sell and upsell opportunities

Maximize asset uptime with preventive
and predictive maintenance

servicenow.




Enhance facilities quality with Field Service Management

Automate Processes and Break
Down Silos

Increase Scheduling and
Dispatching Efficiency

Manage Internal and Third-Party
Resources and Crews

Empower Resources to Do Their
Best Work

Gain Insights to Enhance
Operations

servicenow. 32



DAF can resolve complex facility issues end-to-end

Connect teams, processes, and systems 1o fix issues quickly

« Configurable entities (Base, Housing
Areaq, etc.) via account data model

now @ John Jason ~ Q, O, é*l @ @

s— Cross functional task board

Flexible Board

« Customizable workflow incorporating

Unassigned 3

Ly

Engineering L Legal a3 Operations 6

il B e

®

Analytics Suite response time
degradation

Very slow responise time, investigate system

degradation.
Customers
Impacted 37
@ PRI

Email down
Email went down - failed over to alternate

server but need to determine root cause on

ironMail-SD-01
Customers
Impacted 30
abou

Filtering and sorting on the
analytics dashboard takes a long
time.

Customers
Impacted 1 0

+ Add Task

Issues with Analytics Suite
migration to newer version

[ ]
Issues with Analytics Suite migration to
newer version

Customers
Impacted 4

More flexible data
transformations are needed
More flexible data transformations are
needed.

Customers
Impacted 5

KNS-Ultra is not responding
KNS-Ultra is not responding

Customers
Impacted 7

Assignment  Engineering
group

+ Add Task

Changes in NDA terms for
partner uptake

Customers
Impacted 18

On premise data capture and
cross customer benchmarking -
legal review

Customers. 6
Impacted

© -

Contract review for EMEA
partners.

Customers.
Impacted 12
ELA Contract updates
Customers
Impacted 2

+ Add Task

Increase computation nodes for
real time visualization

Customers 6
Impacted

Oracle Down
The PeopleSoft Oracle instance s down
(again)

Customers
Impacted 12

Request for a iPhone case

Customers
Impacted 4

6

Please remove this hotfix
°

Customers

+ Add Task

New pricing packages

If the shift key is not held down,
enclosure does not power on.

Customers
Impacted 250
n R

Analytics Suite volume pricing
options
Please price this out

Customers
Impacted

Attaining SEI-CMM Level 6 for ti
analytics suite

Customers.
Impacted 6

2

+ Add Task

Visual Task Boards, Field Service, Workflow, Scheduling, Asset Allocation, Case

several roles (helpdesk, supervisors,
maintenance personnel)

Enable customer service to assign
tasks to other departments for
accountability

Break down silos and automate
processes across departments

Merge field service and customer
service to increase customer
satisfaction

Management

servicenow. 33
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Planned Maintenance

Defining preventive maintenance plans: moving from reactive to proactive



Modernizing DAF maintenance environments

a Manage asset services including installations, % ‘ \

inspections, maintenance, and repair

e Build maintenance plans and schedules based Installation Maintenance
on time, cycles and usage; and automate the
creation of recurring work schedules

e |dentify opportunities to gain revenue from
services as well as, or in place of, products with
offerings based on customer insights

Inspection Break Fix

Dynamic Scheduling Project Management Planned Maintenance Mobile Agent Performance Analytics

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 85



Managing the assets & facilities DAF resources maintain

Physical servicing of gov owned facilities and equipment

Onboarding

End of Life
Move Add Change Preventive Maintenance

Asset
Recovery

Refurbishnment

Inspections Installs

Break-Fix Resets &

- : S
Repairs Recalibrations Ll Disposifioning

Proactive Monitoring

Data Loaner

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 36



Planned Maintenance - About

is a proactive approach to maintenance in which work is scheduled to take
place on a regular basis.

The type of work to be done and the frequency varies based on the equipment being
maintained, and the environment in which it is operating

Maintenance Types

Corrective Interval Risk based Condition based
Maintenance following detection Maintenance carried out at Maintenance carried out Maintenance based on the
of an anomaly and aimed at predetermined intervals or by integrating analysis, equipment performance
res‘ror_in_g normal operating according fo prescribed criteria measurement and periodic monitoring

conditions test activities

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 37



Planned/Preventive Maintenance

WHO:
Locations, Accountfs,
Assets Technician
dispatched
work order
WHEN:

Frequency, Readings,
Conditions, Scripts

@ Scheduling

WHAT:
Tasks, Checklists,
Parts, Skills

S

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 38



o

Who is covered by this plane

Define the plan conditions

Account, Locations,

Equipment

servicenow.

Maintenance Plan
48TC Maintenance Plan

Number MPOI

* Name |48TC Maintenance Plan

Update || Delete

ction and Maintenance Plan

Conditions

Type Model based

Table HVAC Equipment [c
Filter conditic
I status=1*EQ
Update || Delete

Related Links

1 filtered records
Maintenance Plan Records (2)
Name

Maintenance Plan

Name -

Task creation policy

Ad hoc date Filter Condition Lead time Max drift Next action
(empty) (empty

(empty)

MacBook Pro

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 39



When

Maintenance Schedule f B = e a e | 1
HVAC 6 Mos service ¢ w = Update || Delete

 Name |HVAC & Mos service Plan 48TC Maintenance Plan

a What is the frequency that
this plan should be
executede

Run once every 90 days or
20,000 usage hours —
whichever comes first

« Time Based
« Condition Based
 Reading Based

« Scripted

MacBook Pro
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What

a What is the work to be
performed with this plan@e

« Work Order/Tasks
«  Skills

* Required Parts

« Task Duration

servicenow.

Maintenance Schedule
HVAC 6 Mos service

* Name |HVAC 6 Mos service

Duration Details

Update || Delete

Model

= | Update || Delete | T

Plan 48TC Maintenance Plan

Work Order Template(s) for
this PM visit

Short description

MacBook Pro

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Work Order Template Details

Work Order / Task generated
when this plan is run

servicenow.

servicenow

All Favorites History Workspaces | = Work Order Templates 7 | Q. Search ‘ ~ ‘ @) @ o @

Task information

Work Order Task

HVAC 6 Month Service

Semi-annual planned service

Mandatory
Ro

Mandatory

Dispatch group
Depends on
template

Work type 3 intenance

mated tr: du ay Hou

imated work durati Hours

s e es, Ele , Pumps

nent group

MacBook Pro
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NOW Al Favorites  History  Workspaces @ CSM/FSM Configurable Workspace 17

Q £ Dispatcher Workspace

Tasks: | Pending Dispatch v 5 | Y Hybridv

Clyde H
Meadowdale Ba £ Glydek
Search tasks ) Medina

|llahe Sammamish
fitacyton i Bellevue
Wildcat Lake B ;

E ( 2 R Rocky Point

Bremerton

MAnchaRTer Keyboard shortcuts  Map data ©2022 Google ~ Terms of Use  Report a map error
Edmundo Martinez

Pending Dispatch [ @d22h¢ Friday July 29 2022 v America/Los_Angeles Day

Search agents
hnicians

FAA - Seattle v Seatle Technicians

Pending Dispatch  [4d 23he
| Regular Ma
g Teddy Taylor WOT0010¢
NOT00101
Replace Paired Sensors

WOT00101354 WOT0010: WOT0010: WOT00101401 WOT00101356

c Replace filters Replace Pai Replace Pai ect Pe Run Cabling

Pending Dispatch  [4d22K¢

N/A

Available.

W )1 47 e F

Replace intake cable Alisa Chinoy
2022-07-28 18:04:57 C

Seatle Technicians

Edmundo Martinez

4422 . HVAC Maintenanc Replace cooling fan HVAC Maintenanc Replace Pai Inspect the:

WOT00101392 WOT00101368 WOT00101386 WOT0010¢ WOT0010¢

Pending Dispatch

Showing 1-7 of 7

Replace intake cat Equipment Setup Replace intake cak Connect Periphers

MacBook Pro
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servicenow.

NOW &

Q

Favorites  History

Dispatcher Workspace
Task | Pending Dispatch ¥ ‘

rch ta

CT scanner quarterly maintenance

815 E Street, San Diego, CA
Expected Start 2021-05-10 09:00:00
3 - Medium

Priority

Pending Dispatch

V
MRI vibration anomaly

76 Prune Ct, San Diego, CA
Expect t 2021-05-10 09:00:00
ity 3-Medium

Pending Dispatch Needs Crew

MRI image distortion

55 W Willow Dr, San Diego, CA
[ t 2021-05-10 09:00:00
y 3 - Medium

Pending Dispatch Needs Crew

® R
CT scanner systems malfunctioning

815 E Street, San Diego, CA
t 2021-05-10 09:00:00

Workspaces  Studio

X Hybrid ¥

Today < >

Show recommendations

Search resources
Vv Austin Technicians

AR Alex Ray

Chicago, IL
Distance to task 10 miles

AB Anna Blinder

Chicago, IL
Distance to task 4 miles

B Dispatcher Workspace ¢

ASSIGNED

ACCEPTED

San Diego

Aug 30 to Sep 12,2021 ¥

Wed Thu
02 03

Go-live final inspe...
WOT0000569

| Install 4x6 ch
-

i Install 4x4 chargi...
\ WOT00002671

| WOT00001473

MacBook Pro

Q Search

America/Los Angeles ¥

Sun
06

\ Pre-inspection

WOT0000567

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.

2 Week View ¥

Tue Wed Thu Fri
08 09 10 11

Run electrical fro...
| WOT0000556

Install 6x6 charging station
WQOT0000792

1Y)
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Field Service Schedule Optimization

NOW Al Favorites  History ~ Workspaces = Optimization Sco... v Q. Search > @ O o @

= gipzlg"zatlon&ope [ |Update |ScheduIeN0w |Delete‘

MName | Daily Schedule Application  Global ' Maximize ‘l'echniciqn U‘l‘ilizq‘l'ion

* Policy | P169 Q D) Active

Description | Runs daily to schedule tasks. . RUn nig hﬂy bOTCh prOCesseS TO
sy oo = Optimiation co... 7 Q. search | _ build highly efficient schedules
Qpimtee ¢ = [t Dol using Al and ML

Name  Daily Schedule Application  Global

Recurrence

The Reference DateTime of the optimization < Policy P169 Active

ccording to "Run Frequency"
.a e quency Description  Runs daily to schedule tasks.

+ TakeSnapshot | 2021113012245 Automate assignment based
After b | o .
‘ Themaximumamuuntnflimeafter"TakeSni On The mOST effICIGHT OSS|gnmenT
schedule and routes

Recurrence  Optimization Configuration  Tasks

s Optimization | Hours | 8 | Include Tasks | Add Filter Condition | Add "OR" Clause
Expected After Draft

Pending Dispatch
Scheduled
Assigned

State v isone of

T — Reduce travel time, costs, and
. Update Schedule Now ‘ Delete | CCH"bOﬂ fOOTprlnT

Update Schedule Now | Delete |

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Intelligent Task Recommendations

Make smart decisions

Uncover service improvement
opportunities leveraging unsupervised
machine learning to identify patterns

Reduce bofttlenecks and human errors
caused by manual triage

Deliver consistent, Al-powered
experiences across portals, workspaces
and mobile apps

SErvicenow: oigtal workdiows @ spemndminsior - QL P @ &

ServiceNow Machine Learning Solutions

Classification

QD similarity

Improve technician utilization

G Recommend tasks to fill schedule gaps

Allow technicians to request additional
work from the
mobile app

|ldentify the best available
e tasks for a fechnician

Recommended tasks

46



Machine Learning and Al

SErviCenow. bigtal Workows @ sstemadministator - Q. P @ &

ServiceNow Machine Learning Solutions

Make smart decisions

ion Definitions Refresh

Uncover service improvement
opportunities leveraging unsupervised
machine learning to identify patterns

Clustering

p similar incidents that

dict numeric

Reduce bofttlenecks and human errors
caused by manual triage

Deliver consistent, Al-powered
experiences across portals, workspaces
and mobile apps

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.



Defining the Vision for Customer
Experience in the Federal
Government
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Lol

Post-COVID-19 Government Citizen Experience Report:

A National Study

Citizens Want
Self-Service

» 73% prefer self-
service interactions

» 27% prefer to speak
with someone by
telephone

QI

Customers expect
more improvements

+ 39% of respondents
indicated that they
have not seen an
improvement in their
experience when
engaging with the
Federal Government
since the onset of
COVID-19

+ 53% reported that
their experience has
been about the

same.

Feedback is
Expected

79% said they were
somewhat or very likely
to provide feedback to
the Federal
Government if they had
a poor experience

76% said they were very
likely to tell friends or
post socially about a
bad experience with
the Federal
Government

Digital is the Future

40% reported wait
fimes over five
minutes when on the
phone

39% have
experienced slower
than normal mail
delivery

33% reported that
information was
hard to find on
Federal websites




Lets connect and workshop
your maintenance potentiall

Let Us Help!

Matt Barrett Shadeh Ardani

Workflow Sr. Advisory Solutions Consultant Workflow Solution Specialist

Join us for the next ServiceNow Federal Tech Talk | Sep 22 |
Modernizing Maintenance for Government-Owned Facilities

servicenow.






