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Thank you for providing me with an opportunity to be with you 
(after all, you could be at Universal or Disney)
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About me…
Author

Blogger

International 
Keynote 
Speaker

Winner, 2023
HDI Lifetime 
Achievement 

Award

President itSMFi 
2019-2021

ITIL v3: Expert

ITIL4: Managing 
Professional

Service Management 
OnlineCreator:

Innovating the Service 
Portal

3-day certification class

Follow me on TikTok, Linked In, and Facebook!
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What is the Service Portal?

A poorly designed service portal can damage the user experience and 
lead to customer loss or employee dissatisfaction

Online service channel, providing 
information and support
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Device 
Management

IM integration 
for 

conversational  
support

Automated 
system 

maintenance

Conversational 
Service Catalog

Knowledge, 
chat bots using 
generative AI

What if the portal 
Facilitated communication
Acted as a go-between…

What it offered truly holistic support?

What if you could build a service portal your 
employees or customers would love?
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Why do portals offer 
poor experiences?

They are not designed for employees/customers!
• IT implements them to lower call volume
• The focus is enabling ticket submission, not a genuine 

self-service environment
• Taxonomy is too technical, people can’t find things
• Organizations “set it and forget it”
• Content is missing! There is little information, no 

knowledge/tips/FAQs, and no context for the support 
experience

• They don’t support a real omnichannel support 

Designing the portal experience requires an organization to 
design a holistic support model:

Using innovative solutions to deliver an 
excellent support experience

7

8



11/22/2024

5

Designing the portal experience requires an organization to 
design a holistic support model:

Understanding support channels and the employee / 
customer’s expected experience is critical to the outcome  

Phone
(traditional)

Direct human 
contact, service 
excellence is 
dependent on 
quality of frontline 
techs, difficult to 
scale

Email
(traditional)

Easy to send an 
email, but the 
unstructured 
nature makes it 
difficult for the 
provider

Service Portal / 
Service Catalog

(innovative)

Provides 
information and 
ability to log 
tickets 24x7. 
Workflow and 
structure enable 
easy, scalable 
support.

Corporate IM, 
Chat / Chat Bot

(innovative)

With integration 
between the 
portal and 
corporate IM, this 
method is fast and 
scalable via 
chatbots, now 
supported by 
generative AI

Walk Up 
Support 

(innovative)

On-site support 
desks that enable 
customers / 
employees to walk 
up for resolution

Support Channels

A diverse workforce of different generations and work styles will 
choose different support channels!
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• Online service channel, providing information and support
• Customer-facing portals are becoming very popular, but if 

not properly designed can damage the customer 
experience and lead to customer loss

• The portal is designed to offer self-service:
• Ticket Submission
• Help via knowledge bases
• Beware: this is NOT self-service

• Self-service is automated fulfillment, not the ability to log a ticket or find 
instructions for self-resolution

A portal and self-service are innovative if they use modern technology and 
design thinking to realize the channel's true potential.

Service Portal / Service Catalog
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• Chatbot adoption has been slow due to its 
complexity

• Requires establishing conversations for every 
outcome

• Best results require a mature knowledge base

• Portal chat integration with IM programs like 
Teams and Slack offers a better user experience 
and higher adoption levels

• Generative AI and Generative AI Knowledge 
Bases are changing the game!

Chat / Bots (AI)
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Walk-up centers, concierge desks, vending 
machines, and lockers provide an instant 
service environment, improving support 
(especially in a hybrid office setting).

Best-of-breed portals offer:

• the ability to register for an appointment 

• add your name to a list for walk-up

• use QR codes via automated emails for 
hardware exchanges and approved 
locker pickups

• Vending machines can be keyed to use 
cost centers and credit cards enabling 
easy access to supplies, accessories

Walk Up Support, Vending Machines and Lockers
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• Support follows the user through the entire journey

• Regardless of where they start, a ticket is created in the 
background and made available in any subsequent channel they 
leverage

• Think portal to phone, chat to phone, chat to portal, 
walk up, locker…all support channels are integrated

Omnichannel support addresses a customer
pain point: 

Why do I need to enter or tell an
agent the same information over and over?

Omnichannel Support
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Reimagining Support
• Generative AI knowledge integrated with 

corporate IM may become the future of 
portal interactions

• Phone support can be done through 
corporate IM, a phone assistant like Siri or 
Alexa

• The portal and service catalog will still power 
these interactions, but customers can choose 
how they communicate

• Proactive incident management will reduce 
the need to interact even further

Phone and 
automated 

attendants: Siri, 
Cortana, etc.

First-line support 
will be provided 
via automated 
attendants 
powered by 
Generative AI.

Email

Email eliminated 
through a robust 
communication 
and adoption 
program.

Service Portal

Information and 
the ability to log 
tickets or perform 
self-service 
repairs/requests.

Corporate IM, 
Chat / Chat Bot

Corporate IM 
integrated with 
service portal and 
generative AI 
knowledge base: 
fully automated 
repairs and 
ticketing.

Walk Up 
Support, 

Lockers, and 
Vending

On-site support 
centers that 
enable employees 
to get live help, 
pick up or drop off 
equipment, or 
obtain accessories.

Reimagining Support: Future Support Channels
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What if you had a conversation with your portal via Teams or Slack like this one?

Why is my PC running slowly?

Various factors can cause a slow PC, often related to hardware, software, or a combination of both. Here are some 
common reasons your PC might be running slowly: not enough available storage, too many open programs, malware or 
viruses…

To diagnose and fix a slow PC, you can try the following steps:
- Check your disk space, close unnecessary programs, run a malware scan

Would you like me to run a health check on your PC while you continue to work?

Yes! 

I’ve opened ticket I-292828 for you and started a systems check. I’ll inform you of the results.

The Service Portal Reimagined*

*Using Generative AI, Monitoring, Predictive Analytics, Machine Health Checks, Automation, and Lockers
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What if you had a conversation with your portal via Teams or Slack like this one?

The Service Portal Reimagined*

Hi, I have the results of your systems check…

My health check found several issues. I deleted temporary files and created more space 
on your hard drive, addressed some malware issues, and updated all required patches 
and virus signatures on your computer. It now passes all health checks, and I have 
closed ticket I-292828. Please let me know if you continue to experience slowness.

My health check corrected several issues, but I also found that your computer is due for 
replacement. Your replacement was ordered, approved, and provisioned. You may pick it 
up from locker 39. Use the QR code below to open the locker. Please leave your old 
laptop in the locker for proper disposal. If you prefer we ship it, just let me know.

My health check found some faulty hardware (your hard drive). A replacement PC has 
been placed in locker 39. Use the QR code below to open the locker. Please leave your 
old laptop in the locker for repair and reprovisioning. If you prefer we ship it, just let me 
know.

17

18



11/22/2024

10

Does this mean the 
portal is dead?

• The portal may still be the channel of choice 
for many users

• The portal will still drive the transactions 
when corporate IM or automated voice 
channels are used

• The portal will still sit between the 
customer’s preferred intake channel and the 
ITSM ticketing system 

Humanizing Your 
Service Portal 

Experience

This Photo by Unknown Author is licensed under CC BY-NC
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Start with Modern Approaches

Omnichannel 
support 

Automated 
fulfillment

Concierge desks, 
vending 

machines and 
lockers 

Generative AI 
Knowledge, 
automated 

support

Automated 
employee 
lifecycle 

provisioning

Integrated chat 
through the 
corporate 
platform

Automated 
(ticketless) 

support
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Offer a Robust Portal Experience

22

Information Knowledge Helpful 
Links

Goods 
(Products) Services

Service Catalog
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Offer a Complete Service Catalog
P

ro
du

ct
s • Equipment

• Software
• Accessories
• Office Supplies
• Paper/Ink
• Stationery
• Mobile Devices S

er
vi

ce
s • Enterprise planning

• Invoicing / 
Receivables

• Facility Support
• Building Security
• Travel
• Benefits
• Payroll
• Technical Services
• End User Computing

S
up

po
rt • Self service 

computer issue 
resolution

• Equipment updates
• Requests for 

enhancements / 
demands

• Online training and 
information
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Maintain an Experience Focus
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D
ig

ita
l B

lu
e

p
rin

ts  Document the 
current state 
process, 

 Add user’s 
feelings about 
them to identify 
pain points

 Include both 
end users and 
fulfillers

V
al

ue
 S

tr
e

am
 M

ap
p

in
g  For each 

service, 
document how 
fulfillment occurs

 Look for 
bottlenecks and 
pain points

 Looks for 
optimization 
opportunities

Jo
u

rn
e

y 
M

a
p

p
in

g  Using the 
blueprints and 
value stream 
maps, meet with 
stakeholders and 
design the future 
state support 
journeys to be 
implemented 

 These become 
requirements

Design Thinking is Critical to Creating the Desired Future State
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A Single Portal Offers the Best Experience

Payroll

Travel

Finance

Supplies IT Support

Devices

Benefits

Stock Plans
Employees

Contracts

Combine all Intranet sites and support portals under one “pane of glass.”
Providers can continue to use their systems where needed; use “deep links” and common design
elements to drive a unified experience.
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One last thing: A First Impression Starts at Onboarding 

What does your onboarding experience look like?
• Is it fully enabled from mobile devices?
• Is there a clear roadmap of their tasks?
• Does it take all providers into account?
• Are back office processes enabled and automated?

• Employee badges, IDs
• IT accounts and provisioning
• Payroll/Benefits and verification
• Contract/vendor setups

• Remember: Customers are on-boarded too!

Your Service Portal should enable all of this!

25

26



11/22/2024

14

SMWorld.com |   #SMWorld

Engage Others 
(Stakeholders)
Engage Others 
(Stakeholders)

Maintain an 
Experience 

Focus

Maintain an 
Experience 

Focus

Ensure 
Service Levels 

are met

Ensure 
Service Levels 

are met

Organize 
Around the 
Business

Organize 
Around the 
Business

Work Like the 
Internet

Work Like the 
Internet

5 Tips to Guide You on Your Journey

Final Takeaway: Creating Your Roadmap

28

Gather 
Stakeholders

Create the 
Experience Vision

Create an 
Experience 

Improvement 
Plan

Create the Portal 
Vision

Blueprint the 
Current 

Experience

Use Value Stream 
Maps to Ease 

Fulfillment 
Bottlenecks

Create Future 
State Journey 

Maps
Design the Portal

Create the Project 
Plan, Charter and 

Fund the Work

Gather 
Requirements

Identify / Plan 
Releases Begin the Work
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Please complete the session evaluation form 
SMWorld.com/Eval or on the App.

Thank you for 
attending this session.
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Phyllis Drucker
Drucker.Phyllis@gmail.com
www.ez2bgr8.com
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