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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/
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Presenter:
Calvin Groves, Director, Customer Support & Outreach, ITS-Customer 
Experience & Engagement

Moderator:
Jackie Treschl, Change Manager, ITS-Project Portfolio & Change 
Management
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Webinar Team 
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Today’s Agenda

TeamDynamix preview, building on the first town hall

TeamDynamix early access format & responsibilities

Training details

How we’re communicating to campus

Q&A
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REFERENCE DESK TOP FOR AGENTS
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CREATE A  DIRECT T ICKET
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EMAIL NOTIFICATIONS
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EMAIL-IN
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RESPONSIBLE GROUPS
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TEAMDYNAMIX EARLY ACCESS
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• Early Access for AGENTS begins 6/24

• Early access is not for customers

• Everything will not be complete for early access – we are working to the 
go-live date (7/10)

T E A M D Y N A MI X  T O W N  H A L L

TDX Early Access
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• If creating tickets, only use yourself as the requestor/requested for
• Do not open tickets for customers
• Notifications will go out

• Do not send tickets to other groups
• Only create tickets for yourself
• There is no expectation to work tickets in TDX until 7/10

T E A M D Y N A MI X  T O W N  H A L L

TDX Early Access – Agent Responsibilities

People who do not adhere will have their early access revoked
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Test your services/tickets!

• Test what the user sees before and after submission on TDClient (client 
portal)

• Test the ticket in TDNext (agent back-end)

• Corrections (not additions) should be sent to: TeamDynamix@unc.edu

T E A M D Y N A MI X  T O W N  H A L L

TDX Early Access
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• Agent (Level 1) Training begins next week
• Sessions on Tuesday and Thursday
• Registration is required

• Be sure you complete the TDX eLearning courses before attending Level 1 
Training

• Using TD Next
• Ticket Anatomy
• Common Ticket Activities
• Explaining the Actions Button in a Ticket

• Training will be lecture style, with time for Q&A
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Training Details

https://learn.teamdynamix.com/TDClient/129/ITPortal/KB/ArticleDet?ID=623
https://learn.teamdynamix.com/TDClient/129/ITPortal/KB/ArticleDet?ID=618
https://learn.teamdynamix.com/TDClient/129/ITPortal/KB/ArticleDet?ID=613
https://learn.teamdynamix.com/TDClient/129/ITPortal/KB/ArticleDet?ID=615
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• “Super” Agent (Level 2) Training is for anyone who will work tickets on a daily, 
or almost daily, basis

• Two sessions – Tuesday, June 25 and Thursday, June 27
• Pre-requisite: Level 1 Agent Training

• Change Management – CAB Workflow Workshop is for anyone who submits 
changes to a Change Advisory Board (CAB) 

• One session – Wednesday, June 26
• Pre-requisite: Level 1 Agent Training

• Reporting and Dashboards Workshop is for anyone who will prepare reports 
(including dashboards in TDX)

• One session – Wednesday, June 26
• Pre-requisite: Level 1 Agent Training

T E A M D Y N A MI X  T O W N  H A L L

Training Details
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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.

T E A M D Y N A MI X  T O W N  H A L L

Early Access Office Hours
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HOW WE’RE COMMUNICATING
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For faculty, staff, and students:
• Minimal impact
• Formal notice email
• Announcing the change
• Timing: A couple days before

For HR, Finance, and IT staff:
• Slightly larger impact
• Emails to HR Officers, Campus 

Unit Finance Leads, ITEC
• Requesting help spreading the 

word, specific information about 
their areas

• Timing: Within a week from now

T E A M D Y N A MI X  T O W N  H A L L

Communications
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• We will continue sending emails and posting them to the website: 
tarheels.live/customersupporttool

• Go-live Town Hall webinar
• Tuesday, July 9 at 3:00pm
• Check the Events Calendar for the Zoom link

T E A M D Y N A MI X  T O W N  H A L L

For Agents

https://tarheels.live/customersupporttool
https://tarheels.live/customersupporttool/events/
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