Customer Panel:   Actionable Data and Enforceable Processes are Possible
Interview Questions

· What was the catalyst that got you started with Workflow?  (i.e. what was the initial process challenge you had?)
	CareFusion (Romy)
	To implement a robust change management solution

	Dallas Children’s
	Originally the Workflow product was purchased along with the Service Desk Solution to replace the current Ticketing system. It made sense knowing that Children’s already utilize the CMS/AMS Altiris solutions as well. Workflow is planned to be used for automating our current imaging, asset management and software deployment processes that would be available to supporting IT Staff all in one management solution.  Making it simple way to manage and support our customers.  
Today, we are utilized the Workflow solution to save money by replacing an older 32bit system for a unique department with only providing resources to implement the solution. This will allow us to cancel a annual contract, saving the Hospital money of ongoing contract renewals. 

	Graham (Arya)
	o	Looking for efficiencies in the approval process
o	Incomplete information - too much time spent following up for info
o	Computer Equipment Request was the first webform implemented

	St. Vrain (Jesse)
	St Vrain Valley School District was introduced to the Workflow product in 2008 at a VAR demonstration.  The presentation was powerful and seemed to be written for us as it demonstrated a process that solved a recurring problem within our organization – the hiring and coordination of services that needed to be set up for each new employee, such as, getting a cell phone, provisioning a computer, setting up shares and access to managed systems, a desk phone/voicemail, etc.

	Travelport (Rob)
	Identity Access Management (IAM) - Every year we’d been dinged on our audits for not having adequate documentation/unified system for tracking all actions around an employee leaving the company. Using a combination of Workflow and the 6.0 Helpdesk, we were able to create a simple unified method for tracking and auditing these actions. Since implementation, we have passed this audit section with flying colors.



· Have you been able to quantify the monetary value of what Workflow has provided to your company?  (e.g. initial payback of a project, ongoing savings from streamlining, etc.)
	CareFusion (Romy)
	No, not at this time since the process was just implemented

	Dallas Children’s
	The value is to fold, meaning that our #1 goal is to do things faster, better and cheaper, which I believe we will achieve this here in the upcoming months. The BPM workflow product will automate the processes by 40% to make the Biomed team more efficient with Bio Medical Preventative maintenance and incident management processes.

	Graham (Arya)
	o	Reduce delivery time from 14 days to 9 days, thus allowing sites to be up and productive a full week sooner.
o	500 hours to collect paper vacation forms and determine year-end accruals has been reduced to 40 hours.

	St. Vrain (Jesse)
	We have not gone through the excersizes to calculate the cost of each process and the savings that the solution has provided. Wat we have been able to notice is that the level of respect and trust of the IT daprtment’s commitment to service excellence is elevated by the end users and by the District Administration. They see that processes are completed in a timely manner and that they can be tracked to ensure that each process started is completed.

	Travelport (Rob)
	4496 VPN 2 factor certs since 3-14-2008 – with no worker intervention
Estimate 30 man-minutes per certificate saved
	Total Time saved: 2248 hours 
	And this is just ONE project!



· How have your users reacted to using Workflow processes?
	CareFusion (Romy)
	We have had significant user adoption and a lot of positive feedback

	Dallas Children’s
	The Biomed Process Manager product will go live this week on the 6th. Bio Medical Customers are excited that using a web product with a customer self service page to enter in Maintenance/Incident requests will make current processes more efficient.  Balancing workload is the #1 problem with there current system and asset data is not as normalized, which required cleanup before utilizing BPM.

	Graham (Arya)
	o	Feedback from users has been positive in that the forms were easy to use and made next steps more transparent. 
o	Other business units are requesting workflow forms to automate their processes.

	St. Vrain (Jesse)
	Our users and management are impressed with a unified way to deliver solutions and a catalog to select available processes. 
We are currently looking at how we can use the CAB features to allow users to request new workflows.

	Travelport (Rob)
	Feedback has been extremely positive, not just for the users, but especially for the management teams requesting the forms. We’ve replaced countless word documents and excel spread sheets and all the emails going back and forth with simple to use centralized web forms accessible from anywhere on our network. We’ve also included auditing and tracking around these processes, which was sorely lacking before implementation. These workflow processes and forms have proven so popular, we have a waiting list for new forms and process!



· How has Workflow changed your culture?
	CareFusion (Romy)
	The willingness of the organization to consider workflow automation in other process areas is great.  They have seen the value and want to know what else can be automated to drive standards

	Dallas Children’s
	The BPM product is the 1st solution that will be in production. Upcoming workflow builds such as the Change Management approval process, lost and stolen device notifications, and automated account management creation in AD will make the IT Department more efficient.

	Graham (Arya)
	o	Introduces transparency and accountability
o	Automates existing process for the end-users. Business Units have had to think about their processes and look for improvements before automating.

	St. Vrain (Jesse)
	Workflow has been used as an IT tool for a short period. We invested heavily in creating a development environment; training staff; and a robust production environment to position ourselves as a services-orientated group. Our users are seeing this.  When we are presented with a business problem from one of our supported locations that looks like it could be a fit for a Workflow project, it is quickly documented and reviewed for development.

	Travelport (Rob)
	It has really opened our eyes to the fact that process is an important part of accomplishing our goals. We know we can get things done, but having a repeatable, auditable process is has made out lives much easier.



· How has Workflow changed the accuracy and timeliness of your processes?
	CareFusion (Romy)
	Not quantified

	Dallas Children’s
	The system will ensure a balanced workload for each of the Biomedical techs, with up to date status for each work order open and pending actions. The dashboard for management purposes indicates how long tickets are open and who the performers are for resource process improvements. The database is stored in the same CMDB as with the Altiris Asset Management (AMS), which makes it easy to display all assets IT and Biomed for reporting purposes.   This eliminates looking into two different systems for asset management. Hipaa requires that all devices need to be catigoried that the devices hold ePHI or transmit ePHI. This is for all assets, which can be classified during installation.

	Graham (Arya)
	o	Allows an audit trail
o	Tracks and stores important information. 
o	Allows geographically dispersed teams to approve much quicker. 
o	Tasks are streamlined with a clear process.

	St. Vrain (Jesse)
	Provisioning equipment and new accounts used to take weeks to be processed through Human Resources, Payroll, and then to IT. The time has been reduced from weeks to days. We are currently reworking this process to have all items completed before the employee’s first day of work.

	Travelport (Rob)
	We have removed the human error and increased productivity as we have removed many of the simple administrative burdens from the workers that were tedious and time consuming, but completely necessary.
•	Perfect example is the Stale user check in Active Directory. We are required to cycle through all 12K+ accounts in AD twice a year looking for accounts that are no longer in use, or have not been accessed in 90 days. We have a Workflow process that cycles through all the accounts every Monday and automatically disables any accounts over 90 days, moves them to a specific OU, and opens a ticket to the helpdesk for follow up. This has freed up an enormous amount of time our workers can now spend on helping customers.



· Do you plan to integrate Workflow processes within Information Security/Security Response?
	CareFusion (Romy)
	Potentially yes, but we are still evaluating what areas we are going to implement workflow

	Dallas Children’s
	Plans are to automate the lost and stolen equipment process, which currently is an assignment in our current Heat system and email notification process. Device recovery for terminations and new hires for notifying asset management of device recovery. Children’s has acquired the DLP product that will leverage workflows already created to notify and report access issue with employees,  sensitive data being saved in unauthorized locations. Noticing customers when data is being sent outside the origination by helping educate the users of misuse, per HIPAA regulations. With the SEPM Anti-Malware solution workflow can be utilized to provide a automated web link for customers/support staff to start full scans on workstations and automatically create incidents for additional support.

	Graham (Arya)
	o	Not at this time.

	St. Vrain (Jesse)
	We are looking into DLP solutions that would allow us to perform a computer lockdown should an unauthorized used try to download personnel or student data from our Student Information System.

	Travelport (Rob)
	



· What are your general plans around Workflow for the long haul?
	CareFusion (Romy)
	Our general plan for workflows is create process efficiencies, enforce standards, reduce manual work and provide actionable data output.  An immediate quick win is to implement the Active Directory password reset workflow to increase the security for password resets


	Dallas Children’s
	Currently Children’s utilizes Heat as the primary ticketing system. In the fall of 2011, we plan to implement the Service Desk 7 solution migrating off of Heat. Workflow with it’s integration into the Service Desk will provide Incident Management, Problem Management and Change Control automation for budgeting and approvals, among other workflows that will enable IT Manager to be more efficient balancing the workload for each team.

	Graham (Arya)
	o	Automate and streamline “paper” processes focusing on processes that require approvals.
o	Focus on Asset Management, Human Resources, Purchasing, and Accounting processes.

	St. Vrain (Jesse)
	We have 3 trained developers, a functional development environment and robust production platform.  These developers are relaying their training to the computer technicians to provide a basis for understanding of what Workflow CAN or CANNOT do. We are hopeful that this transfer of knowledge will spark innovation on the day-to-day operations of the desktop management.

	Travelport (Rob)
	We would like to user Workflow in conjunction with ServiceDesk to create a single ITIL compliant change/problem management system for our entire organization. We’d also like to see Workflow become the de-facto standard for all our internal system processing. My personal goal is to eliminate getting a word document attached to an email that I have to fill out when I want/need access to some internal system!



· What have been your biggest challenges with Workflow?
	CareFusion (Romy)
	o	Exception handling
o	Validation configuration
o	Escalations defined and configured
o	Allowing enough time for unit testing


	Dallas Children’s
	Training staff internally to administer the tool. What I like to call start-up pains.

	Graham (Arya)
	o	Training
o	Finding other Workflow experts to collaborate with
o	Documentation

	St. Vrain (Jesse)
	Currently, our challenge is time. The school year is pretty fast-paced. By the time summer comes around, which is a good break to develop, the stakeholders are out for summer break. Development times are condensed to September-November and February-April.

	Travelport (Rob)
	Initially, the learning curve was quite steep. There were so many components and possibilities it was difficult to zero in on the right way to do something. After the training classes, and some invaluable help from Shawn Turnbow, I realized there was no real “right way”, just different ways to accomplish the same thing. Now the challenge is finding the most efficient way to do something!



· Do you keep an historical audit trail of your process executions, and if so, how has this helped from a regulatory/compliance perspective?
	CareFusion (Romy)
	Yes, we are using our Change Management process for FDA and SOX compliance

	Dallas Children’s
	Historical audits information is required to track anywhere from login creations, to notifications for software approvals, compliant notifications to users. Compliance will ask for this information if anytime there is an audit from internal/external resources.  

	Graham (Arya)
	o	Yes. All workflows transactions are recorded.
o	Full audit report is available if required during audits.

	St. Vrain (Jesse)
	We have not.

	Travelport (Rob)
	See the above statement on IAM and auditing. In previous years, the auditors would take up to 6 weeks to run down all the actions taken by the different departments. Now, the auditors have a single place to look up the information they need regarding the actions performed, and we have a solid audit trail we can track as needed.



· What advice would you give to a company who is beginning to embrace Workflow, or considering implementing Workflow?
	CareFusion (Romy)
	o	Start small
o	Get trained
o	Keep it simple


	Dallas Children’s
	Make sure you have the right staff for the job to create, implement and support the in flight workflow requests. When socialized with your institution, the requests could overwhelm the staff. Be prepared to support the customer’s request for automation. Think about how a Symantec Service Desk will be supported as well as any other workflow requests. We currently have 2 staffed workflow resources.

	Graham (Arya)
	o	Have a clear understanding of the process and the business needs prior to building workflows
o	Importance of knowing the inputs/outputs (ie. What screens, what info on each screens, and how to handle exceptions)
o	Bring in a Workflow expert/consultant to help with your first few processes so that you can see how it works instead of trying to learn it on your own
o	Put your information that you collect from the forms to a database so that they can easily be reported on later
o	Create a template for the basis of your workflows.

	St. Vrain (Jesse)
	Visit the Symantec website and understand WHAT the solution can do. 
Then visit the Workflow SWAT website to SEE what the solution can do.
Take some time a REFLECT on why you are looking at this solution and try to create the business case for using the tool. 
Pursure training through Symantec Education. It will provide a base methodology on how to develop a project from an idea and how to deliver the solution to the Service Catalog.
COMMUNICATE to your customers as to the new services that you are envisioning and how the Process Manager and Service Catalog could simplify disparate systems.

	Travelport (Rob)
	Get the training! Then pick a few simple “low-hanging fruit” type projects and get those knocked out quickly. Then identify a long running problem or issue you can fix with a better process and tackle that. Success is the best sales tool, so when you succeed at these items it will be much easier to convince others to jump on the band wagon.



· What resources do you tend to use most when you need help (e.g. SWAT, Connect)
	CareFusion (Romy)
	The SWAT site is the best resource to use for information on workflow.  

	Dallas Children’s
	[bookmark: _GoBack]We have recently just began utilizing the Workflow environment, but I would say the best resource available on the web is http://www.workflowswat.com/main.html

	Graham (Arya)
	o	SWAT, Connect, Workflow experts (Jason Short, Chris Berninger, Shawn Turbbow, Rob Moore, Aaron Weisser)

	St. Vrain (Jesse)
	For HOWTO’s I look to SWAT first. For general questions or issues I use Symantec Connect. Otherwise, I open a case with Symantec Technical Support.  

	Travelport (Rob)
	Connect, Swat, and the telephone (when I call Shawn!)




