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• Presentation followed by question and answer.

• Use the Q&A option to submit a question. 
• If we have time, we’ll answer them at the end of the session.
• If we run out of time, we’ll post the answers on the website.

• We’ll post the recording on: https://tarheels.live/customersupporttool/

C U S T O M E R  S U P POR T  T O O L :  T E A M DY N AM I X “ F I R S T  L O O K ”

Webinar format
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Presenters:
• Kate Hash, Assistant Vice Chancellor, ITS-Customer Experience & 

Engagement
• Calvin Groves, Director, Customer Support & Outreach, ITS-Customer 

Experience & Engagement

Moderator:
Jackie Treschl, Change Manager, ITS-Project Portfolio & Change 
Management

C U S T O M E R  S U P POR T  T O O L :  T E A M DY N AM I X  “ F I R S T  L O O K ”

Webinar Team 
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Today’s Agenda

Introduction

Timeline & what go-live looks like

Terms you need to know

Preview of TDX

What’s Next
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• Why TeamDynamix and why now?

• Number one guiding principle:

• Do what creates the best possible customer experience.

• Priorities for go live are current ServiceNow functionality

• Clean slate philosophy

C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X

Welcome to TeamDynamix
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C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X

Terms You Should Know
TEAMDYNAMIX TERM SERVICENOW TERM

Agent Fulfiller

Responsible attribute Assignment group

Responsible attribute Assigned to

Known Issue Problem

Service offering Catalog item

Attributes Variables

TDX SPECIFIC TERMS DEFINITION

Portal (or Client Portal) Customer front end

TDNext Agent back end
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• Incident
• Service Request
• Major Incident
• Known Issue
• Change
• Release*

*No current plans for use

• Everything is flat, a ticket is a 
ticket

• No more REQ > RITM > SCTASK 
for Service Requests!

• Ticket tasks are still available 
when needed

C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X

Ticket Classifications
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Portal – Front End Customer View

TDX PREVIEW



Portal:
Home



Portal:
Footer



Portal:
“Easy Button”
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TDNext – Back End Agent View

TDX PREVIEW



TDNext:
Desktop 
(Dashboard)



TDNext:
Incident
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Responsibility
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Reassign Ticket



TDNext:
Reassign Ticket
& Primary Group
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Change Form
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Workflow Previews

TDX WORKFLOWS
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C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X

SIMPLE WORKFLOW



U N C  I N F O R M A T I O N  T E C H N O L O G Y  S E R V I C E S

C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X

COMPLEX WORKFLOW
Workflow
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Training and Communications

WHAT’S NEXT
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Agent (Level 1) – 1 hour session
Intended for anyone who will have access to work tickets in TDX

• Tuesday, June 18 - 10:00am – 11:00am
• Thursday, June 20 - 2:00pm – 3:00pm

“Super” Agent (Level 2) – 1 hour session (pre-req: Level 1 training)
Intended for anyone who will work tickets in TDX on a daily, or almost daily, basis 

• Tuesday, June 25 - 2:00pm - 3:00pm
• Thursday, June 27 - 10:00am – 11:00am

We will record and share one session from each level.

C US TOMER SUPPOR T TOOL: IMPLEMENT TD X

Instructor-Led Training
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Reporting and Dashboards
Intended for anyone who will prepare reports (including dashboards) in TDX
• Wednesday, June 19 – TBD

Change Management – CAB Workflow
Intended for anyone who submits changes to a Change Advisory Board (CAB), as well as CAB 
members who approve changes
• Wednesday, June 26 - TBD

Executive Level Reporting
Intended for anyone who will use our standard executive reports to make strategic decisions 
• Day and Time – TBD

We will record and share each session.

C US TOMER SUPPOR T TOOL: IMPLEMENT TD X

Workshops

Date changed to Wednesday, June 26

Jackie Treschl
Cross-Out
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• Week of June 24
• Monday, Wednesday – 1:00pm – 2:00pm
• Tuesday, Thursday – 10:00am – 11:00am

• Week of July 1
• Monday, Wednesday – 10:00am – 11:00am
• Tuesday – 1:00pm – 2:00pm

Sessions will not be recorded.

C US TOMER SUPPOR T TOOL: IMPLEMENT TD X

Office Hours for Early Access

Thursday

Friday

Jackie Treschl
Cross-Out

Jackie Treschl
Cross-Out
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• Go-live: Wednesday, July 10

• Week of July 8
• Wednesday, Friday – 1:00pm – 2:00pm
• Thursday – 10:00am – 11:00am

• Week of July 15
• Monday, Wednesday – 10:00am – 11:00am
• Tuesday – 1:00pm – 2:00pm

Sessions will not be recorded.

C US TOMER SUPPOR T TOOL: IMPLEMENT TD X

Office Hours after Go-live
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REMINDER: 
AGENT EMAILS NOW BI-WEEKLY

WEBSITE: 
TARHEELS.LIVE/CUSTOMERSUPPORTTOOL

C U S T O M E R  S U P POR T  T O O L :  I M P L E M E NT  T D X  

Communications
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Q&A
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