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Proactive and Automated IT Support

Triaging, Basic Troubleshooting, Technical Support
Transforming NTU IT with Service Delivery 1-2-3

Live Monitoring of Audio-
Visual Systems in
Common Teaching Areas

g)

Integrated
Troubleshooting Guides
on Touch Panels for
Reduced Support
Tickets

servicenow

Automated Service Catalogue

Radar. Auto Pilot.

'~ NSS

NEED IT/AV IEJTEI
HELP E—ETEJ

Scan Location-Specific QR
Code for Onsite Assistance.

Who we serve

Service Desk Hotline 6790-4357
(Mon-Fri 8:30 AM - 5:00 PM)

Fast-Track IT/AV Support with
Location-Based QR Codes

35,000
Students

8,000
Faculty &

NTU Community
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Real-Time Resource Monitoring &
Control via Overview Dashboards

Expert Remote Assistance for Field Engineers
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Revolutionizing User Experience through Proactive & Automated IT Support
Real-Time Resource Monitoring & Control via Overview Dashboards
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With pre-emptive overview dashboards, NSS IT actively monitor AV
systems in all 275 common teaching areas, identifying and resolving
@potential issues before they impact USErS.m
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BThis means minimized disruptions and a consistently reliable learning
environment. Guided by "We make things right, for you®, NSS IT has
redefined IT support to prioritize a smooth, hassle-free user journey fo
the Day the Lecture Didn't Stop.. {
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Revolutionizing User Experience through Proactive & Automated IT Support
Real-Time Resource Monitoring & Control via Overview Dashboards
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From b| annual Iengthy checks of hardware and software updates to
swift, twice-daily readiness scans, we ensure every teaching space is

Boosted Efficiency: Automation now handles daily checks twice a day,
reducing a previously manual 2-week process (16 team members, 275
rooms x 30 mins each) to near- mstant results, boosting efficiency by

. 24 900%

Human-Compatible: While automation drives efficiency, human
expertise is still crucial for addressing occasional issues that scripts

can’t detect, ensuring that external or human-caused errors are
I

handled swiftly. B
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Expert Remote Assistance for Field Engineers
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v Hands-free Al: Meta Glasses
offer hands-free access to Gen-Al
for Al-powered incident response.

v' Remote Expert Guidance: Field
engineers can receive real-time
visual guidance from specialists
through the glasses.

L %v Key benefits:

== Faster problem resolution @
reduced downtime <
increased productivity pp
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Proqctlve AV system monitoring via overview dashboards?
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MONITORING

. HELP DESK | SCHEDULING

1IOU 298

REPORTING | SYSTEM MENU | USER PREFERENCES

0 @

:
Finish update @

MK

Oy out

Search for Room

GVE Location Tree

4 “} Root Location
LTS
.m Recording LTs
M) LHS Building
M) LHN Building
.m North Spine Academic
.m South Spine Academic
fl) ssc Building
fl) spMs Building
fli ABN Building
lm RTP Building
iy N2.1 Building
.@ ABS GAIA Recording
« flj ABs GAIA
ABSLT 1
ABS LT 2
ABSLT 3
ABS LT 4
ABSLTS
ABSLT 6

Assets

Controller Streaming Media 1. Event Alert List
Room Name # Status Controller IP/... Type Manuf Model Device Name Port
ABN Conference Roo 10.96.87.60  Touch Di... Extron ILP Pro 7251 TLP Pro 725T : 192.168.254.251 Ethe..
ABN Confere he teCI m q Ctive Iy m O n itO r AV MediaPort 200 v3.0 Serial
ABN Confere ° ° RG-300H v1.7 Serlal
systems in common teaching
ABN Confere . . . ° Serlal
areas, identifying and resolving
ABN Confere - rossPoint 82 4K 1 Ethe
ABN Confere befo re th ey UT640S Tvl Fthe..
[ ]
ABN Confere |»I(w LG Electronics 55... LG UT640S Tv2 Ethe..
ABN Conferepce Rog Controller  Extron  IPCP Pro IPCP Pro 355M : 192.168.254.250 Ethe...
ABN Confele Beneﬂts Controller _ Extron _ IPCP Pro 3550 IPCP Mg 355M : 10.96.79.117 Ethe..
ABN Mlnlmlzed downtime qnd TLP Pro 725T : 192, 19a54.251  [the...
ABN Confere q C h i eve d CI 7 Other Extron  Extron MediaPort ... Extron - MediaPort 200 v3.0
ABN Confere| vi.7 Serial
ABN Confere| Epson EB-L510U Serial m T e N
ce mncatons
Page 1 of38 | b b} Displaying Devices 1 - 100 of 3722 m 0 Controller Notifications
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Integrated Troubleshooting Guides on To anels
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. [First-Outside-US integrated Self-Help portal in
common teaching spaces - tutorial rooms:
Reduced Classroom support tickets by 10%,

‘empowering users with self-service solutions.

~ SeMHelplroubleshooting

For AV assistance, please scan OR code below

[ptions Dkay, What is your specific issue?
f E———— ]
Trnubllelshm-fsug My Selected input is not shawing on the projection screen or the projection screen s black “

Systsm has attempted to turn on TV(s).

For IT support, please call 6790 4357 Levice Statu: o TV Screen is black or blank and does not display my selected input

=y T o
3 ™ %
p— & S e Y or dditonel support
pOLentie oy e e | the OR
£ - :) Code.
| see an image on the projection screen but it is not the Teaching Cansole PC content ’ - | .‘l 3 : o,

Support Hours: —

> Academic Calendar Teaching Term
Mon - Fri; 0830 - 2030
Sat  :0830-1530

| see an image on the projection screen but it is not the Laptop content

—

> Recess, Revision, Examination and Holiday Term
anwe . T

As a final tier, location-based QR codes in NTU’s common teaching spaces provide instant access to fast-track IT/AV
support ensuring minimal dlsruptlon Decreased average ticket response time by 10 minutes. ’\\"
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- 24/7 Continuous Support: Every query is addressed.
R High Efficiency: 75% resolution rate.
Enhanced Accessibility: Engages in their preferred local language.
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ServiceNow Ticket Automation

Generative Al automates ticket triage by
categorizing and suggesting responses,
speeding up IT support.

Impact and Benefits

Al implementations reduce workload,
improve response times, and enhance user
satisfaction in IT services.

>50%

Time reduction to resolve an incident

>90%

Overallincident categorization accuracy

>80%

Response relevance
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Revolutionizing User Experience through Proactive & Automated IT Support

66

29%

year-over-year
reduction in overall
support tickets

200%

increase in user
satisfaction &
compliments
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66

100%

fast-track IT/AV
support coverage
via QR codes

66

10%

Reduced classroom
support tickets with
self-help portals




NTU Shared Services

Trailblazing a Digital Future
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Foundation for Excellence: Supports overall service quality improvements & confributes to high
Customer Satisfaction (CSAT >90% for related services). ﬂ
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