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Agenda 
• Background 
• Customer Benefits 
• Customer Impacts 
• Communication Changes 
• Timeline 



Background 
 

March 2016, WaTech launched the One-WaTech initiative with 
the goal of creating a seamless experience for customers. 

855.WaTech1 
or 

360.586.1000 

Press 1 for Secure Access Washington (SAW) 
Press 2 for WebEx or Conference Bridge 
Press 3 for Application and Desktop Support 
Press 0 for All Other Requests 

Support@WaTech.wa.gov 

Solutions Center 
 

Direct: 360.407.9100 
 

SolutionsCenter@WaTech.wa.gov 

Service Desk 
 

Direct: 360.753.2454 
 

ServiceDesk@WaTech.wa.gov 



Background 
 

WaTech Expands Use of the Enterprise 
Solutions Platform (ESP). 

 
• ESP uses a secure (CAT 3 Certified), Software-as-a-Service 

(SaaS) vendor solution from EasyVista. 
 

• EasyVista covers all aspects of IT Service Management 
(ITSM) to provide a single, integrated and modular solution 
that is configured to our implementation of ITIL processes. 
 

• Gartner ranks EasyVista among the top providers in the 
world in digital workplace solutions. 
 
 

 
 
 
 



Benefits – Phase 1 
Consistent messaging, notifications and service delivery. 
• “One WaTech” Full Implementation 

• One Name: WaTech Support Center 
• One eMail: Support@WaTech.wa.gov.  
• One ITSM: Single Ticketing System    

• Unified Incident & Service Management 
• Unified Reporting 
• Consolidated Service Catalog 
 



Impacts – Phase 1 
Reporting 
• Gaps during migration 
• Changes to look/feel 
 

Notifications 
• Changes to look/feel 
 

Shared Queue 
• Learning curve 



Auto Reply 
Automated replies will look different. 
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Notifications 
Ticket Closure Notification with Survey Will Change 
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Timeline 
• Iterative project phases - freezing changes in planned  
phases will help to stabilize the tool and our processes.   

 
• Phase 1 - teams are currently planning specific timelines  
and cutover activities (targeted for end of August 2016). 

 

 Phase 1  (Aug 2016) 
Service Catalog 
Incident Management 
Service Management 
Reporting Strategy 
One eMail 

 Phase 2 (2016-2017) 
 Change Management 
 Configuration Management     
   Database (CMDB) 
 Reporting Solutions 

 Phase 3 (2017) 
 Problem Management 
 Action Effort Tracking 
 Chat (Instant Message) 
 Enhanced User Portal 
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