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Waltham Forest Council have been a longstanding Hornbill customer with an on-premise
Supportworks deployment. Although the heavily customized solution worked for IT, the team
needed to expand their service delivery beyond IT into HR and a number of other business
support areas. The team decided to look at the market and choose a solution that would support
their aspirations beyond IT and | am delighted they ultimately selected Hornbill Service Manager,
a cloud-based Enterprise Service Management solution.

| asked Simon Copsey, Head of IT Operations and Samantha Eaton, Business Analyst and
Implementation Consultant if they would be kind enough to give us some insight around
what they have been doing and how the solution has helped them achieve their goals.

Can you give me a brief background Processes across HR as well as various Business Support
functions, and supporting all users post go live.
of who you are and what your role

is at London Borough of Waltham My name is Simon Copsey, | am the Head of IT Operations.
Forest? | am responsible for infrastructure, networks, end user

computing, applications and Service Desk. My team
managed the evaluation, procurement and technical
implementation of Hornbill Service Manager as well as
working on processes, reports and surveys used by Digital
& ICT.

My name is Samantha Eaton, | am a transformation consultant
supporting the Council’s Business Hub in re-engineering
their business processes. | have been carrying out detailed
business process reviews and then building our forms
and streamlined automated processes using the Hornbill

Platform and Service Manager, and project managing the What Service Desk tool was in p|ace

implementation and roll-outs. | have also been training
departmental super users on how to configure and build at London Borough Of Waltham

Progressive Capture Forms and automate Business Forest before you deployed Hornbill
Service Manager? and what were
Py your reasons for change?

This has been one of the most straight forward
implementations of a Service Management and
Business Process Platform | have ever been
involved with.”

Simon: Hornbill Supportworks was deployed on-premise
and had been substantially customized over the years,
including integration with our intranet. Over time though,
this resulted in functionality that fell out of use as our
business processes changed and evolved, and expertise
and knowledge around the Supportworks tool was not

Simon Copsey
Head of IT Operations retained during changes in staff. As a direct result, over

time the system became cumbersome, difficult to use and
no longer supported the needs of our organization.




What other service desk tools have
you used in the past? How does
Hornbill Service Manager compare
in your opinion?

Supportworks had been in use for over 10 years at Waltham
Forest but both Samantha and | have used other systems in
previous roles. What stands out for both of us with Hornbill
Service Manager is that the system is incredibly intuitive, very
easy to implement and has a simple but powerful approach
to configuring and automating business processes, not just
for IT but any business service can be easily and simply
automated and presented to our customers in an easily
customized and modern service catalogue

What was your first impression of
Hornbill Service Manager?

We loved the simplicity of the User Interface, the innovative
Progressive Capture function, and the ready-to-use
functionality delivered right out-ofthe- box. With minimal
effort, we were impressed at the ease with which it could
be customized without needing to attend a training course.
The 30-day trial demonstrated Hornbill’s faith in their product
and that gave us confidence and assurance to subscribe
to the Hornbill service.

What other solutions/tools did you
consider/shortlist before choosing
Hornbill Service Manager?

We looked at and considered most of the market leaders
currently available under the UK Government G-Gloud
Platform

What was your impression of
Hornbill as a company during
the selection, procurement and
implementation process?

Very professional, friendly, approachable and interested in
what we are doing. Always there to help and focussed on
showing us exactly how Service Manager would benefit
us instead of selling it.

After rolling out Hornbill Service
Manager, how has it gone since you
went live?
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Samantha Eaton: Initially some process owners were a
little anxious despite having had lots of training and time
to practice with the new tools before go-live. Once live
| made sure that the teams were kept informed, trained
and supported, especially for the first few months. Despite
having signed off new processes before go-live, process
owners very quickly started to identify a lot of further
improvements that could be made once they saw their
processes operating in real-world scenarios which obviously
meant the processes had to be tweaked. It's been great to
be empowered to make these changes ourselves and then
publish the new versions, so they are live for our customers
as soon as possible. No coding, no specialist technical
skills or knowledge, just a graphic tool and some point
and click configurations. The system allows us to baseline
and publish our processes and roll-back should something
not be right, all without downtime or impacting the service
to our users. It is strange not having a test system though,
and if you do not adopt the right workflow there are risks
you could muck up something that is live if you publish a
test process by mistake.

Simon Copsey: This has been one of the most straight
forward implementations of a Service Management and
Business Process Platform | have ever been involved with.
The single sign-on and intuitive interface really has helped
our end users adopt the new service without any training.
The Service Desk and other IT staff adapted quickly, and
we have been able to easily implement intuitive processes
for our customers which keeps them informed of status
and progress but without overloading them with email
updates. Reporting is straightforward and effective, and
we have been able to retain and implement new KPIs. We
have customer satisfaction surveys in place and have been
able to deliver a unified service delivery experience to staff
that presents a single point of contact not just for IT but for
business services across the whole Council.




You mentioned the use of Hornbill
has expanded beyond IT, can you
talk more about that?

Samantha Eaton: As previously mentioned, my main
objective is to review Business Support and HR Processes
with the aim to replace current paper-based processes. A
lot of these processes are not just dealing with requests or
queries, many are full end-to-end business processes that
have very detailed and comprehensive workflows. | have
implemented the following online forms and processes
so far:

. | Want to Advertise

. | Want to Appoint (New Starter Process)
. Request a New Mobile Device

. Report a Lost/Stolen Mobile Devices

. Report a Damaged Mobile Devices

. Request a New SIMs

. Request to Re-Allocate a Mobile Device

. | Have an HR Admin Query

. | Have an HR Admin Transaction Request
. | Need Assistance with my Org Structure
. | Have a Document | want to send to HR Admin

. Season Ticket Loan Applications

. Requests to Change the pay rate of an agency
worker

- SAP Business Support, Procurement and Finance
Queries

«  Virtual Credit Card (Precision Pay) Application —
Deployer

- Virtual Credit Card (Precision Pay) Application —
Approver

. Product Category (Supplier List Request)

. Supplier Invoices Mailbox Queries

- Controlled Stationery Orders

. Cancelling Cheques Requests

& Non-

. Supplier Creation — Procurement

Procurement

. Supplier Amendments
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We are now working on getting a wide range of other
paper-based forms automated in Hornbill for things

such as the Leavers Process, Minute Taker Requests,
Travel Bookings, Raise a Purchase Order, Job Evaluation
Requests etc. as well as looking at using the External
Customer portal to publish New Starter questionnaires to
be completed by our successful candidates prior to start
date. So far, the business process capabilities of Hornbill
coupled with the Service Catalogue has delivered
everything we had hoped for.

Can you pick three things that you
love about Hornbill?

Samantha Eaton:
about Hornbill are:

For me the three things | really love

- The fact we can configure and customize
ourselves, so improvements are as quick as we
want them to be at no extra cost

. Custom Fields (although we could do with more
of them! why don’t they go up to Z!?)

. Dashboards
Simon Copsey:

. Intuitive User Interface for both end users and
service teams

. Makes the complex simple, possibly a cliché but
that’'s how | feel about it

. Works out of the box but can be customized
by process owners without code or specialist
technical skills

. Simple and transparent pricing

Sorry, three things were not enough... :)

| think that the on-line Hornbill Community is a great
resource and I'm really impressed at how quickly

questions are responded to.”

Simon Copsey
Head of IT Operations



If you had a magic wand, what is
the one thing you would change
about Hornbill right now?

Samantha Eaton: “The ability to subscribe users at the
service catalogue item level (this is on its way)”

Simon Copsey: Al for Harry Hornbill... or using progressive
capture to provide progressive capture self-help for common
known problems.

Is there anything else you would like
to mention in relation to Hornbill?

Samantha Eaton: | think that the on-line Hornbill Community
is a great resource and I'm really impressed at how quickly
questions are responded to and how helpful and patient
people are in helping me improve my knowledge. I've
never experienced a product that has such a great support
resource!

Simon Copsey: Service Manager manages to offer
comprehensive ITSM functionality that you will actually
use with a great interface that supports mobile working. We
bought this system because it did everything we wanted
and if we need to support something specific to our own
business we can adapt it ourselves. Being a SaaS solution,
our investment is sustainable and our costs transparent, it is
very easy to understand and budget for and with Hornbill’s
pricing, so we know we don’t need to look for a bigger
budget every year to deal with price increases

In relation to your HR processes, what
were you using before to automate
your processes and how has Hornbill
helped?

We were using SAP in some instances but nothing else
really. It was all very paper-based with a lot of manual
processes, and largely driven by e-mail. Hornbill has really
helped us streamline our processes, remove duplication
of effort, eliminate paper and improve the experience for
our customers.

About Hornbill SPOTLIGHTs

What are the top three HR
processes you have automated
using Hornbill that have helped
your Digital Transformation efforts?

. Recruitment Advertising
. New Starter/On-boarding Process
. Change to Pay Rate of Agency Worker Requests

Recruitment was our first priority and was the most complex
to implement, so our initial focus was on that, but from a
HR point of view there’s lots more processes that we have
in the pipeline to automate over the next few months.

What has been your end user
adoption of Hornbill Service
Catalogue for HR services been
like?

Samantha Eaton: Managers across the board have
embraced the new system and are using it lots. I've had
some great feedback from managers saying how much
better it is now, with one of them saying I've literally
revolutionized the recruitment process, so | think we can
say that it's been a great success!

Waltham Forest Council are one of those forward looking
organizations that has a vision and commitment for a
Digital Workplace and they are on a mission to transform
and modernize their working practices. The level of
commitment to drive change and improve the efficiency
of operations is really great to see. | am very glad that
Hornbill is able to support Waltham Forest Council on
their Digital Transformation journey both now and into the

future.

I would like to express my gratitude to both Simon and
Samantha for sharing their insights with us.

Like any company, we love to tell our customer success stories, and are delighted whenever a customer agrees to
participate in one of our spotlight articles. These spotlight articles are created using our customers own words, rather
than ours. Our goal is to tell and not sell so we dont glitz these up with marketing, fancy infographics or statistics. We
simply document what our customers tell us and publish that to maintain integrity and honesty in these stories.
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