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Executive Summary: 
This case study discusses the concept of replacing an existing Employee Self-Service portal with a modern, 

retooled, and robust Service Portal able to address current company needs, while also looking to the 

future and finding ways to improve the quality of service that can be provided to their employees. 

These things can range from requesting new equipment, asking for adjustments to their corporate 

accounts, requesting new services, reporting issues that impact their daily activities, or even getting 

assistance with their HR needs. 

A company may face several questions while going through this exercise that are crucial to ensuring a 

successful transition.  Like any project, identifying your key stakeholders and planning for the building, 

testing, and deployment of a new solution are vital to ensuring a successful implementation.  It is also 

important to understand the boundaries and limitations of the project and what is or is not included for 

the scope of the 

activities.   

While the Service 

Portal is typically 

part of a large scale 

ITSM solution, it 

does not mean a 

new portal will cause 

widespread 

application changes 

that impact the day-

to-day processing of 

user requests from 

the agent’s perspective.  A portal project should focus on the end-user experience and refine the ability 

to better serve their needs and avoid adjusting workflow and processing rules governing the way agents 

conduct their daily activities within the tool.   Separating the objectives of end-user experience and agent 

activities makes for a more focused project and a clear direction without having competing deliverables 

for resources to achieve. 

Understanding the current culture and climate of your company and setting a clear vision and goal to 

improve the end-user experience, a new Service Portal should improve efficiency, instill confidence in 

your end-users, and give a refreshing and modern tool that sets your employees up for success. 

Learn more about GITOpS 

A company’s Service Portal is arguably one of the  

most important tools at an employee’s disposal to get  

assistance with their everyday needs while on the job. 

https://www.greenlightgroup.com/gitops
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Critical Business Issue:  
With the announcement that Adobe Flash Player 

was designated for end-of-life in 2020, Service 

Manager Self Service Portal (SRC), which is 

reliant upon Flash Player, would no longer be 

supported by Micro Focus at the end of 2020.  

Our client partner referenced in this paper has 

been a Micro Focus Service 

Manager customer for 

more than 10 years and 

is a multi-national 

Fortune 500 

company with a 

global user 

base that is 

heavily 

reliant on the 

Service 

Portal.  

Because their 

solution 

would no 

longer be 

viable after 

2020, we needed 

to find the best way 

to move them forward.  

Ultimately it was decided to 

migrate their Service Catalog and its 

associated Approval processes into Micro Focus’ 

latest ITSM tool, SMAX.  The SMAX platform 

would allow them to leverage its Service Portal 

capabilities while keeping Agent Support and the 

rest of the ITSM process in Service Manager. 

The intent of this solution was to deliver the 

modern enhancements of SMAX’s Service Portal 

as quickly as possible to the user community,  

 

while also resolving the reliance of Service 

Manager on Adobe Flash Player.  Taking this 

approach provided the ability to focus on the re-

design of the Service Catalog, provide Mobile 

Application functionality and bring the user 

community into the modern times and boost 

their perception and customer 

satisfaction.  While working 

through the immediate 

needs, there also needed 

to be a solution that 

could maintain 

synchronization of 

requests 

submitted into 

SMAX and the 

agent queues 

and process that 

remained in 

Service 

Manager’s 

respective 

Request, Incident 

and Change modules.   

The answer to this 

problem was to leverage the 

internal API’s of both tools and 

build a custom Node.js container that would 

maintain synchronization of the user Requests 

submitted via the SMAX Service Portal with the 

Agent processes remaining in Service Manager.  

The following sections will describe some of the 

key steps taken to achieve this, while also 

highlighting some of the key items learned 

during the development and deployment.  

Ultimately it was decided 

to migrate their service 

catalog and its associated 

approval processes into 

Micro Focus’ latest ITSM 

tool, SMAX. 
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Planning for the Migration: 
This phase was perhaps the most important part of the entire undertaking.  It required the client to review 

every Service Catalog Item in their current Service Portal, as well reviewing them with their respective lines 

of business and key stakeholders to understand the pain points that they were experiencing and any 

necessary enhancements.  This also required GreenLight to demonstrate the capabilities of the SMAX tool 

and give insight and guidance on how to improve the end user experience by leveraging these new abilities.  

The outcome of the planning ultimately led to a reduction of their Service Catalog from more than 270 

items to approximately 135 items in the new Service Portal.   

The time taken for this exercise was about three months in length.  It required several internal customer 

sessions with their stakeholders, multiple consulting and working sessions with our engineering team and a 

final one week, in person workshop with the partner’s team leads to develop the final plan and set upon 

the implementation of our solution. 
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Implementing the Solution: 
The implementation phase was where the most 

time was spent, and many learning 

opportunities occurred.  And, in the end, it was 

the most gratifying step to the entire process.  

We experienced the normal activities one would 

expect during a new corporate system rollout, 

such as architecture deployment, application 

installation, system integrations, 

corporate communication 

strategy, end user and 

agent training, and, 

of course, the 

inevitable scope 

creep of 

items that 

could not 

have been 

foreseen.  

While the 

plan was 

always to 

build a 

Case 

Exchange 

container 

between 

Service Manager 

and SMAX, no one 

could have anticipated 

the complexity of unraveling 

more than 10 years of corporate 

process and ensuring they still functioned as 

data was exchanged between the two systems, 

all while elevating the user experience and 

improving their reality. 

 

 

 

The Case Exchange implementation and its 

respective complexities became the most crucial 

unforeseen item that contributed to scope 

expansion and project delays, but it was also the 

most rewarding aspect of the execution.  This 

was initially expected to be a 

simple exercise of 

data 

mapping 

via the 

application 

API’s and 

sending data 

between the 

two systems via 

rules or triggers 

to call the Case 

Exchange 

container and 

make the 

desired 

updates to 

related tickets 

in both systems.  

In the end this 

turned out to 

include updates to 

workflows, system rules, 

processing scripts, user roles 

and permissions, as well as 

identifying many bugs and limitations of 

the respective systems that went well beyond 

the Case Exchange container development.  In 

the end, the items that could not be solved 

through application adjustments resulted in 

needing to enhance the development of the 

Case Exchange container to make up for the 

required outcome for a successful 

implementation. 
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Successful Completion & Conclusions:  
Once the hurdles of the conversion were identified, the timelines, expectations, and desired outcomes 

were adjusted with our partner.  The launch of the new Service Portal was roundly cheered and received 

positive feedback from the partner’s end user community. 

  

 

Figure 1 - Self Service Portal Screen 

The implementation provided many positive results: 

• Modern and Simplified Self Service Portal 

• Mobile Application Capabilities 

• Reduced the Service Catalog from more than 270 items to less than 140 

• Provided a path for migration from Service Manager to SMAX 

• Identified process and system weaknesses 

• Strengthened the working relationship with our partner and encouraged growth 

While there were challenges during the deployment of this solution, the problem presented at the 

beginning of this journey was resolved, the partner has a path forward for future enhancements and 

developments in SMAX, and the collective lessons learned from the undertaking has sparked a renewed 

commitment from all parties to move forward with process improvements and leveraging the new 

capabilities created by this project. 
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