


Purpose of this meeting..

Show you what adopting the CERN
service management framework can do for
you, your services (and our ‘users’)




Service management — What it IS ?

Established industry best practice, used with success by thousands of organisations worldwide
(“de facto” standard)

A strategic framework, covering all services (not only IT)
Business/customer/user focussed (focus on WHAT not HOW)
A set of management processes covering the complete service lifecycle

An approach to ‘adopt and adapt’ to ensure service solutions provide the best possible fit to the
specific requirements of the organization

Service management — What it IS NOT !

A tool (e.g. service now)

A service desk

A conspiracy to monitor people
A website ©




Service Management @ CERN: GOALS

1. Simplify users and supporters life by providing:
« ONE point of contact (ONE #, ONE url, ONE place)
« ONE behavior; Unified processes for all services
« ONE tool shared by all service providers (sharing information and knowledge)
« ONE business service catalog
(clearly defining what services are provided to whom by whom at what quality levels).
2. Optimize efficiency and effectiveness (@ CERN)
« Alignment with good practice (ITILv3 and ISO20k)
« High level of automation
« Framework for continuous improvement

3. Improve monitoring and control for management (dashboards)

AND DO THIS FOR ALL SERVICES ot onLy I
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The Service management toolbox:

ervice Portal for end users

» Google like search

- Context aware ‘Record producers’ -
Automated ticket assignment

Reinoud Martens [Log out] Francais

CERN Service Portal

easy access to services at CERN

Home MNews MNavigate Catalogue Contacts My Profile Site Guide Service Status /€ shuttle Service - Service Element - CERM Service Portal - Windows Internet Explorer [F==[E=n|==]
@O - |J https://cern.service-now.com/senvice-portal/service-element.d

Google B

. . 3 e Favorites | shuttle Service - Service Element - CERN Service.. | | %~ B - [0 & - Pagew Sefety~ Tools~ @~
The CERN Service Portal is your one-stop access point for European Laboratory for Particle Physics

all services provided by the GS and IT departments.

= e85243a90a0a8c0a00ab0ac7l ~ & | B[4 [ x |

Home > Service Elements > Shuttle Service Reinoud Martens [Log out] Francais
= -
; : ; -l CERN Service Portal
Describe your issue or search for a service: bS] 2
] easy access to services at CERN
Search Examples / Help L
| (=} Home News Navigate Catalogue Contacts My Profile Site Guide

Report an issue #

Catalog navigation &5 Shuttle Service  edit
Mobility and A dat
() BEEdl sy et AEmmaE s This service is responsible for providing free regular passenger transport inside CERN
@ Passenger Mobility Services sites and to/from Geneva airport.
&5 Car Pool and Rental Service

D Shuttie sarvice [Actions ——

m

4 Go to catalog structure page #° Request for the transport of VIPs and Officials
My Incidents il My Requests [Key contacts | e 2 fiouest for the transport of Vine and Offcale
= - # Report an incident
% Catalog item not found when... = Full Baan read access for S... L4 Service desk: FFFFT R #* Submit a general request
# search in the stores catalog % FB intervention report fuit... o Located in building 55. PR . #* Coach Rental &
f . - . . o 07:30 - 18:30 k days, Ge time. shuttle service -
% bug in service-now v # Question concerning clothin... Fen ere Ssvs. Bensvs Hme Phana: 75411 -
. - - shuttle-service@cern.cl
# service-now to infor interf... -« % request for IMT data access P Location: 555 This service offers:
% doublons created by interfa % reqguest to use out of the b Emergena es: 74444 « Regular shuttle service inside CERN (Meyrin and Prevessin) and between the two sites
Y e q e Locatad in building &5. = A regular shuttle service CERN-Geneva Airport
o 24 ha day, 7 d ol « A dedicated shuttle service for LHC and SPS shifters (7 days/7 days)
See all your incidents See all your requests Fif'::‘accider':‘r;raha::rdqu:""s‘a:;ﬁah « On demand transportation to/from LHC Pits 2, 5 and 8 (see Shuttle pages)

interventions... « VIP transportation

Service limitations:
» Reservations for coaches must be made at least 24 hours in advance.
Children are not authorized, even if accompanied by an adult
Maximum capacity 28 places
Passengers from airport without CERN access card will be dropped off at Access
Control Service (building 33).

Service Manager on Duty
Mot satisfied? You can contact the SMoD.

Additional information:
Any person entering the site must be in possession of a card issued by CERN certifying
that he is authorised to enter the site. The drivers will ask the passengers from the
airport to show their CERN access card. In case they do not have it, they will be dropped
off at CERN entrance to do the necessary formalities.

External information:

® Regular Shuttle Timetable &

® TPG ligne ¥ CERN/Geneva Airport &

®» SBB CFF Online timetable - Cornavin Station/Geneva Airport o

Cannat find what you need here? Do you simply need advice or assistance? The Serwvice Desk is here ta help.
Call the Service Desk on: FFFFF (0720 - 15:320 work days, Geneva tima)

" Trusted sites | Protected Mode: Off

Contact Service Desk SMoly Disclaimer About
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Service Catalog > Report a problem with network access
Report a problem with network access

Use this form when you experience some problem with your network connection.
Depanding where this form is selectfed inside the service porfal the fickaet will be automatically filled with the correct Functional Element and Searvice Eleament.
|caller
» More information
Reinoud Martens Admin Q, Gg

| Short description
» More information

Affected device (if applicable)
» More information

| have a physical connection {e.g. the network card is blinking, no broken link is reported by the operating system)
nia [=]

| sent a connection or change request for this dewvice recently
» More information

nia [=]

| can access CERN.ch (if applicable)
» More information

nia [=]

| can access the Internet {if applicable)
» More information

nia [=]
Please precise when the incident has occured the first time {dateftime}
01-10-2013 15:53:43 |

How can we reach you?
@ | have access to my emails

i | do not have access to my emails, please contact me by phone

Further details

Impact
» More information

Disruption [« |

Business Cards
prin

 Less than 100 km

[+1]

ntal of cars or utility vehicles.

on beyond this limit will incur

CERN)):

¢ driving license (V)" from the list




Service Desk and Knowledge

Reduction of

Service Desk

case \
escalations Occasionally
(savings)
Active Knowledge Articles By Group RegU| ar|y
664 articles for GS
Frequently
w Frequently
Regularly 3I’d Llﬂe /
Propose Article

Occasionall
y !

| m® cs-ais = 234 (35 24%) W GS-SMS = 193 (29.07%) GS-IS = 116 (17.47%) Ml G5-ASE = 477753
| B GS-SE - 44 (6.63%) 88 GS Dl 18 (2.71%) B GS-SIS — 9 (1.36%) B GS.FB -5 (0.75%

50% created by

SMS&SD ‘ |
Review
Skills | (_/
Creation

Transfer

Functional manager

/) Validation




KPI's & DASHBOARDS |
O a | I l a p The expanding Service Management Universe ¢
> Services * . y = ‘ m y == f ‘ m ‘
Catalog and Processes and T M
Portal in ServiceNow

> Processes

i f”” 4 TEE
Convince Peers . :
& Management Tool Selection Maturity (Coaching) e s o7 4 oo
, ¥y - o

IT joins;
Eureka Project Starts Tool Bought | Go Live

KPI Dashboards

1000 Supporters
2009 N 2010 2011 2012 2013 2014
Extend Catalog and Train 400 Supporters >350000 End User Inc/Req Resolved
Processes to IT — ]
MANAGEMENT P
REQUESTS Recruit and train Service Desk " aNontT miT
KPI DASHBOARD -
] Define user Facing Processes for Non IT -

_ _ _ (Request and Incident) z ,
Define Business Service .
Catalog for Non IT

2011 2012 2013




Service Management Status

Excluding ‘monitoring’ generated tickets

Activity Trend By Department (Human Generated)

Activity Trend (Human Generated)

2011 Total 77,211
2012 Total 124,926 +62%

IIIIII 2013 Total 159.871 +28%

10k
0k
R N N N " " n 4 » » » o n "
Q\ %\ b\ Q\ Q\" b\" Q‘\" %\" b\ - Q\ - Q\ - Q\ - Q\ Q\
& ~F fF Ry K 4 ¥ W & o of¥ ¥ o ¥
|@FF @Gs @MHR T |

(e ot 4 Service Desk acts on ~8k tickets/month ~ 50%

ONE point of contact (ONE #, ONE url, ONE place)

ONE behavior; Unified processes for all services

ONE tool shared by all service providers (sharinginformation and knowledge)
ONE business service catalog




Business Service Catalogue

Matrix structure with 2 dimensions: | SEEscissss i
. Columns: Services (What, User View) (oday > 300)
. Rows: Functions (How, Supporters View) (oday > 500)

Service Area Site Infrastructure Services

Customer S |Cu5t0m5 and Fiscal Advice Material Lifecycle Service Passenger Mobi

Registration and Access Services

Car Plates Provision

Confidential Mail Management ] Material Request Sales and Storage Service Waste Management Bike Sharing Service Car Pool and Rental T S—— Dosimeter TR S— Locks and Key
Conventional Waste Collection & Classification Service Recuperation Service Service Service Distribution Service Service
Dangerous Waste Collection and Classification
Goods Internal Distribution

Goods Reception

Mail Office

Relocation

Shipping Management

Storage Area Operation

Transvoirie

Services Ele

What

Car Pool T Comizn A e

Car Pool Management e e tom snd Found wai ana sniny Matartn itecite senica e —

Car Registration

Car Rental Sarvices Elements tostanafound | Man andintemsl | shippingsenice | MUSIAAsauest | Galesand o] Stomsesenice | WSS Manmmement| o CarPosiand Renial | 51 reservice | o
Car Sharing

[Customs and Fiscaiagvies |
=

CERM Apartments 5 i
Cleaning Management “ =

Contractors’ personnel and Biometrics Registration -y ) T -

DGS-Dosimeters A .

Entrance Control & Guards Dot eAraaTchereion - A

Exhibiticns at CERN e — = - 5

Green Space management }g:;:::; : :
Hotel Management H O W EEEE‘”::';WW n .
Hotel Operation CE T T —

Housing Operation Conaciorspersonn el 3nd Gomerics Rsgisvaren o)

Locks and Keys e

OMNET Cleaning ";::."”m”‘

Shuttle Management e -

Shuttle Rental [Ny

Shurtie Rertal

Topnet Cleaning
Visitor access card




Management dashboards

You cannot improve what you cannot measure

| 4 Short Term || Medium Term - || Medium Term Group Breakdown || Long Term || Long Term Breakdown

[ ] D aS h board S by Monthly indicators compared to the value 4 weeks earlier (the 28 days period removes effects of months which start and end on a weekend for improved readability) =
« Service Area, Customer Service and Service
Incidents - Mew - 28 days running SUM 2 @ Incidents - Open - 28 days running AVERAGE o @ Incidents - Resolved - 28 days running SUM o @
Element (What)
. 2559# so0% 838 # 4.4% 2229#  se%
- By Department, Group and Function (How) 3 2355 # 3 8o1# § 2038 #
Mar 09, 2014 Apr 06 Mar 09, 2014 Apr 06 Mar 09, 2014 Apr 06
Service Area m SenursliESHppPoLt Requests - New - 28 days running SUM 2 @ Requests - Open - 28 days running AVERAGE (=N Requests - Resolved - 28 days running SUM =N
Customer Services General Network Services
4653 # osx% 1,425 # o6 4 555# oo
Services lements e 4 4,678 # 3 1,417 # 4,553 #
F M‘ Mar 09, 2014 Apr 06 Mar 09, 2014 Apr 06 Mar 09, 2014 Apr 06
cs
!_ | General Purpose Network B8
Functional Element I
THCopn
Network Infrastructure Management A+ A
'® Network Services C
Networking for Experiments
Technical Network B
T 28 DS1 Incidents / Mean time to resolve (MTTR) - 28 days 2 7] SLA Incident success % - 28 days running AVERAGE < [7] SLA Reguest success % - 28 days running AVERAGE <0 [7]
| ] General Pul e DB Instances A [ running AVERAGE
79 % 51% 0 76 % 3.9% 0
I I 12.8 Days -21.1% 75 /0 79 A)
- Finally we can improve © vs :7+10.1 Days ¥ 2
Mar 09, 2014 Apr 06 Mar 09, 2014 Apr 06

Mar 09, 2014 Apr 06




Additional benefits of Metrics

« Metrics on Emaill driven services difficult to obtain

- Access to best practice standard KPI's® enable evidence

based conversations based and grounded In facts
(and stay away from conversations based on rumors and perceptions)

1) compared to ad-hoc KPI's based on ‘tuned’ metrics, or produced from questionable and unverifiable sources like email folders

cw
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Scenario for FP?

- Publish FP services on service portal and define support lines;

Your services are well documented and advertised on the FP website therefor little effort
to also document these services on the service portal...support lines can be easily defined.
This does not and will never replace the FP website, but is complementary

- Gradually cause emaills to create tickets..

(email driven services don’t feed indicators..)

- Gradually replace pdf forms with
‘record producers’, and create new forms

- FAQ’s in knowledge base
- Service Desk can be your front line
This can be quick and smooth




Top Takeaways

1 This framework works for GS, IT, HR, part of FP,
and others ....

It helps users, ‘supporters’ and management

3 No “rocket science”, this will work for you too

CE/Rr_wV
\
N/ S



Questions / Reactions?

Examples ©
We already have a website and email, why do we need a new tool?
Does it really work in practice?
For my service, can | decide to not ‘profit’ from the service-desk?

How do you manage confidentiality?

How does the service-portal relate to departmental and group
websites, and the E-guide?
Will callers be able to see my name when | work on a ticket?

Can | easily unsubscribe from notifications from the system?




S,
A

BRIDGING CULTURES
AND NATIONS
THROUGH SCIENCE

YEARS / ANS Of Service Management

Bridging barriers between departments
and groups in support for science

Reinoud Martens

Isabel Fernandez Gonzalez



Example: Attestation Service

- Customer service oriented
« Attestation Service: what : users view
« Records Office, Salary Office, Claims Office, Internal Tax: how : supporters view

- Service offers defined
- Pointing to other related sites

Attestation service
Phone: 73854
attestation-request@cern.ch &1
Location: 33/1-006

Catalog navigation

@ HR Services
@ Personnel Administration Services
Q Attestation Service
g Family Benefits Service
Q Internal Tax Service

g Reqgistration and Update of
Personnel Information

g Swiss and French Cards
Service

g Working hours, Pre-retirement
and Leave Service

4 Go to catalog structure page

Essential:

@

Records Office (A+)

Salary Office

Important:

@

Claims office

Necessary:

Internal Tax

@ Attestation Service

This service is responsible for providing CERN attestations,certificates.

# HRT self-services: basic employment attestation,Training attestation, Tax certificates &
# Request for employment attestation details

# Request for attestation of the amount of unemployment benefits paid by CERN

# Exceptional Request Annual Internal Taxation Certificate

# HRT: training attestation for another person &

Submit a general request

Knowledge Base Articles
a Attestation Service KB Articles

.

This service offers:
« Employment contract attestations.
« Remuneration and subsistence attestations.
« Annual internal tax certificate delivery on-line.
« Training attestation delivery on-line.

Service limitations:
+ Attestations for external training may be limited, please contact your Departmental Training Officer .

Additional information:
The self-service training attestation lists only internal courses which are or have been part of the CERN trai
External information:

% CERN Admin e-guide: Miscellaneous types of attestation &

% CERN Admin e-guide: Annual internal taxation certificate &

% CERN Admin e-guide: Training and Development - Training Certificates &




Example: Attestation Service

- Forms
« Help users / supporters provide needed information
« Automated ticket assignment
« Accessible from outside: ex-members, retired...

Request for employment attestation details Print = Attach file

Request for employment attestation details
If you need an employment attestation regarding your current or past contract, please go to: HRT Employment Attestation (attestation available on self-service basis)

Nature and Category of the attestation ==
P More information
| Nature of the attestation

@ Employment conditions

| Categories: Possible employment attestation depending on the nature selected
¥ More information

Employment attestation with Job title -

) Health Insurance
) Family benefits
) Cards

) Retirement

() Other

The language in which the attestation should be provided =

Options
@ French: Générer ['attestation en francais

() English: Generate attestation in English

Indicate the time period the attestation should cover =

| Current or other pericd?

@ Current
() Other

Select the delivery mode(s) =
Options

[T] Attach to this request

[JInternal email distribution

[[1External address (to be indicated in further details)
[F1Fax

[ To the addressee only (en mains propres)

Further details B




Example: Attestation Service

Records
Office

Salary

- Service Desk & knowledge: emails, telephone related requests Office

— coy m e e

# Submit a general request

Internal Claims

Service
Desk

Knowledge Base Articles
@ Attestation Service KB Articles

Emploi : Conditions d’emploi
contractuelles

Retraite : Affiliation ou non a la Caisse
A i t 11 de Pensions du CERN Assigner la demande au Functional Element
Relatives aux infos des conditions Records Office

d’emplois Fmi&;gﬂ“;mf:or:\‘i,liales» Dépar HR : Bureau des dossiers

\ Cartes : Détention, restitution,
renouvellement des cartes FR & CH

tax Office

attestation-request@cern.ch =]

=)

Assigner la demande au Functional Element
Claims office
Dép.des Finances

Emploi : Montant des rémunérations

Attestations rémunération:
Montants percus dans le cadre d'un

contrat d’emploi au CERN quelle que [——— Famille : Montants pergus pour les |
soit la nature des prestations allocations familiales
CHIS : Cotisations versées par le MP et Assigner la demande au Functional Element
[ ar cotisations conjoints > RO ics
P; ’ Dép.des Finances
Le MP n’est plus présent | Demander une copie T
Le MP demande une Attestation | —|  au CERN, il est EXTN de la piéce d'identité
i Financiére, avec un montant. g
Attestations impéts R LeMPest present sur le site du CERN, ouila Assigner la demande au Functional Element
|——{La question est relative a la situation encore accesacertaines applications Internal tax
du Membre du Personnel / taxations Dép.HR (Lynda Leroux, back up Sylvie
dans le Pays d’origine. Dethurens)

Attestations de formation:
Relatives a 'ensemble des
formations validées du catalogue du
CERN

Si la demande a pour but d’obtenir I'attestation
financiére de I'année civile écoulée

Suggérer a 'utilisateur de se rendre sur le
site HRT et de produire lui-méme son
attestation




Example: Accounts

Email becomes ticket:
Supplier, technical contact sends email Account.payable@cern.ch

Service Desk & Knowledge:

SD applies internal procedure to complete information provided by
SD classify ticket and assign to Supplier Invoice Handling team

Accounts.payable@cern.ch Service

Desk

Technical
Contact

Complete request

Payable Service

, becomes a Request Ticket

supplier and/or technical contact

Supplier
Invoice
Handling

Classify

| @ KB0D000956: PROCEDURE: What should I do with invoice related request? tickets comming from account.payable@cern.

a0

Quel est le sujet?

il

Garanties bancaires

Facture Relance facture Détails de versement,

Confirmation de commande

FE Supplier Invoice . _— ™A
Handling' CERN- QuiI'a envayse?
S | . éD our Fournisseurs
U p p Ie r e Service applies procedure FE: Supplier FE Banker’s
‘ and resolves ticket Invoice Handling Guarantees

1y a-t-il une copie de la facture?

Demander une copie facture
avec ref de commande ou contact CERN

™

i

Qui est le caller?
Short description: «facture» ou «relance» + nom
du fournisseur

Urgence: compte bloqué par le fournisseur pour
non paiement

* Donnee pour Supplier Invoice Handling:

Terminologie facture + ref de commande ou contact CERN

(2 lettres + 6 ou 7 (lettre + x chiffres)  Pour FE Supplier Invoice Handling: invoice, bill facture, Rechnung, commercial invoice, offres de prix et toutes

chiffres) B+4 factures sans logo, tampons ou coordonnées bancaires, paiement manquant correspondant ala TVA.

CA C+3

CL E+3 Bank transfer details / Details de versement, detail de virement

DL F+3 Assign the ticket to FE: Supplier Invoice Handling ( they will analyse the ticket and reassign it to FE: Treasury and
v K+3oud Cash Management Fatima El Farisi's team)

CR L+3

CcT S+3 Pour FE Banker’s Guarantees: demande de garanties bancaires

DT T+3

cD X+3 A/OI: Service desk will invite the person to contact the « Commercial contact» of the related order.

DAIT

Confirmation de commande / order confirmation Service desk will invite the person to contact the « Commercial
contact or Technical Contact » of the related order.

Y —PoETERE o
Service Element: Supplier Invoice snd Payment Service

TEmEErINIT Last revised on 22 Septamber 2
Portal permal
jer Invoice Handling

t0 5D contract

JOICE / Facture :

ort description: Name of the provider + name of the CERN person who forward the email (if applicable)

al category: Traitement factures

: supplier email adidress in the Watchlist

/ Copy de la facture needs to be provided together with Order number,/Reference de commande or CERN contact/le contact CERN
et to FE: Supplier Invoice Handling

_ANCE Invoice/Facture":

ort description: Name of the provider + name of the CERN person who forward the email (if applicable)

ial category: Relances Factures

: supplier email address in the Watchlist

/ Copy de la facture needs to be provided together with Order number/Reference de commande or CERN contact/le contact CERN
et to FE: Supplier Invoice Handling

"EMENT OF ACCOUNT:

the copy of the invoice

ial Category: Statement

: supplier email address in the Watchlist

et to FE: Supplier Invoice Handling

ransfer details / Details de versement, detail de virement

et to FE: Supplier Invoice Handling ( they will analyse the ticket and reassign it to FE: Treasury and Cash Management Fatima El Farisi's team)
Request for External Funds) :

https://cern.service-now. com/service-portal/view-request.do?n =RQF0363386, la demande est relative a un document edh RFF (https://edh.cern.ch/Document/SupplyChain/RFF/)
et to FE: Supplier Invoice Handling

Facture Proforma
et to FE: Supplier Invoice Handling

e: suppliers, institutes, and other external parties can also request information and advice in matters of export control, VAT, customs, etc..Service desk can contact Tom Wegelius (Tom Wegelius) and invite to read further
scedure : http://procurement.web.cern.ch/sites/procurement.web.cern.ch/flles/key-reference/TVAFacturation_fr_v2011-09-15.pdf

/OI) Service desk will invite the person to contact the « Commercial contacts of the related order.

nation de commande / order confirmation

ill invite the person to contact the « Commercial contact or Technical Contact » of the related order


mailto:Accont.payable@cern.ch

Example: Accounts Payable Service

- Some measurements

250
Supplier Invoice Resolved This year Per Month /Cat =
I} egory 15-09-2014, Supplier Invoice Handling 2nd Line Suppart = 176
(88.89%)
200 [}?
500 =
=
(o]
= 180
2
400 E
find
£ % 100
H S
H s
= g
E 300 =
£ 50
=
find
% 200 .
z
g Jan/2014, Relances Factures = 131 . » ,;\\,\b
= (25.49%) : o
100 )
| 0 Service Desk Supplier Invoice Handling 2nd Line Support
___T__._-—-—'-'_'."'"'--.._ i [ )
\1’—.\. Relances Factures
0 o 1,250
N = = B b e \\,.
h o X N X N N
& & & & & & &
¥ o SN & e o <
| -8 Traitement Factures Statement -m- Relances Factures -a Information générale (empty) |

B Traitement Factures = 2639 (50.97%) @ Relances Factures = 1250 (24.14%) {empty) = 630 (12.17%) ]
B Information générale = 414 (8.00%) Statement = 245 (4.73%)




Example: Accounts Payable Service

- Customer /user focus:
- Email is sent to the wrong team - request are sent to the wrong team
« Request need to be completed by another team —

3: Fatima-Zahra El Farissi ¥

AAZ [~ ]
- o Request Fulfillment [Tabs New view] = Required field
. Transfer between support lines tes - e -
s Templates X -
. . | Assignment group: Treasury and Cash Management 2nd Line Sup O 0
. How supporters are organlzed IS transparent to customer / user I
4 ncid Assigned to: Fatima-Zahra E| Farissi  C} 0
- . t:
7~ \  kuropean Organization tor Nuclear Kesearch 4 F':::]ueeﬂsti T et 57/1-008 = e Na]r)
Impersonating: Fatima-Zahra El Farissi ¥ ed Requests Location Flags: viP
T - - | Short Description: Confirmation de paiement 800 CHF inscription formation
; ey ST .|| RequestFulfillments ¥ Goto Crested - Q moers : Description: &%
El My Templates ¥ All»Request State = Resolved » Assignment group = Treasury and Cash Management 2nd Line Support jal Tickets e
FH My Groups Templates - ttachments || From: Isabelle Awigne@cern ch
58 Wy Devces |_“o | < Number | - Created | « Callr | « Email From | - Short Description | « Remarks | « Assignment group _! To sccounts payable@eem ch
ROF0394374 07-11-2014 Guest Ibdelaloye@brasserielipp.ch Facture Brasserie Treasury and Cash Mana " gi}_’:’:{:‘%’;ﬁ:;ﬁ;{ﬁ:‘ﬁau;‘zﬁﬁrg'DCUhCHF inscrintion formation
" My Closed Incidents O 14:16:01 LIPP SA. erhomepages et P i
%@ My Closed Requests v Bonjour, _ _ _ _ _ _
[& My Rejected Requests RQF0393695 06-11-2014  Arielle Gaidon  Arielle.Gaidon@cem.ch RELANCE - DA Facture Treasury and Cash Manalsiiy v hML:;g' ;‘;’: dﬁ'i"gm'ﬂb&i ;Z”j;gﬁ;;i‘éﬂ::};; ,85%%&%;“ frais dinscription pour la formation de demain :
. L\\) = 08:43:30 58[??498 - Avielle 3336854 BL ¥ car je suis surprise sur la derniére ligne de voir 400 CHF 27.10.14
& Callers O e Gaidon chez vous. [cid-image001.png@01CFFI11.19603750]
i) Group Members rent 3
E Conﬁzential Tickets — W Caller Communication | Internal Communication || Related Ticket H Log || Cl & Third Party H SLA H
Internal Attachments RQF0393522 05-11-2014 Isabelle. Auvigne@cern.ch Confirmation de URGENT Treasury and Cash Mana(to me Caller Communication
My Profil 15:57:58 paiement 800 CHF piéces 1 e
E L:;Jelrso £ [ e inscription formation 3340189 et f-‘iPIJfO{";aIS el
. 3340221 to my Group ————— K
Edit master homepages L
2 pag bloqué... A Watch list: Francoise Lebrun-Klauser@ &
U ¥ RQF0393200 05-11-2014 Guest financial@rc.auth.gr information générale - Treasury and Cash Mana( | Close code: Fulflled -
Service Availability ¥ A & 07:28:01 ELKE ARISTOTLE tomyFE————————|= 5 i
i UNIVERSITY Additional comments {Customer View): &
Incident ¥ I
Request Fulfillment 2 1 RQF0392598 03-11-2014  Guest dnutter@rmdinc.com RE: Bank details Treasury and Cash Manaf
2 i 17:23: 31 confirmation invoice ices ¥ 07-11-2014 15:41:23 - Fatima-Zahra El Farissi
[# Create New i ND-2554-01 3328988 Bonjour,
[& Assigned to me = v ) _ _
All Active o _ . ¥ Nous avons recu la facture a payer aujourdhui et réclemé au fournisseur ses coordonnees bancaires afin de pa|
. RQF0392494 03-11-2014  Guest tiziano.accetta@burckhardtcompression.com  AW: Bank details Treasury and Cash Manaf Mous attendons leur retourlundi suited une conversation téléphonique avec eux.
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