FAQ: Service Management Community
By Kyle_R. Updated 19th June 2014.
The New Communities (JIVE software)
What is “new” about the new Communities?
· Powered by “JIVE” software with new features and better package for our Community needs.
· Change to look and feel, but core message board features the same (post, reply, like).
· “Documents, people, places” are key areas. Tight integration exists and each form may be initiated almost anywhere.
· New features allow “time boxing” and engagement of people, to ensure more posts are answered.
· In short, more power and flexibility to connect the right information together.
When do the new Communities come on-line?
· Go live completed June 16th 2014. Most features available.
Where is the training for Communities?
· User training has been put together here https://communities.ca.com/community/the-water-cooler/ca-communities-user-guide. 
· This is also available from the “Help, Training” menu at the  top of each page.
· “The Water Cooler” is the Place to go for all questions about the Community itself. “How do I do this?” or “This doesn’t work!” or “I’d like to see this.”  See “Help, Getting Started” to quickly go to this link, and put through a Discussion.
Will the “old” Communities keep running?
· No. This system will not be available to users. However, all content has been migrated over, such as posts.
Will the URL change? 
· The top level Communities URL will remain the same:
https://communities.ca.com 
· Links to specific content in lower level locations may change.
Will content move?
· All content will be moved over, including posts, threads, user accounts, twitter feeds, blogs etc. 
Existing Communities
Will all Communities switch over at same time?
· Yes. 
· Only Service Desk Management Community will pilot time boxing.
· This includes CA Internal Communities. Eg CA Experts Forum for SDM.
What happens to the test and pilot Communities?
· The “CA Service Management” Pilot Community will go live. Test posts have been manually removed or deactivated. New content will persist.
· The User Acceptance Testing (UAT) systems will persist for internal testers.
User Profile and Points
How do Points work in the new Communities?
· Similar to the old Communities, you get points for doing things that are considered in line with benefiting the overall Community. The range is much greater under the new software.
See http://catech.hosted.jivesoftware.com/docs/DOC-1053.
· From your “View Profile” page, hover mouse over your points and an icon to “View Points Detail” will appear. Click it. Or go to “More, Reputation.”
· Activity, Missions, Ranking and Places will give you more information about what you can have been doing and the types of things that earn points.
· You get points for practically everything you do in the Community.
Where are my points?
· The points system has reset when the new Community came online. Everyone is back to zero.
· You will get a badge for being part of the original Communities.
· The test system had the point system disabled.
Which browser should I use?
· All browsers are supported, but Firefox and Chrome are recommended over Internet Explorer for this site.
· IE gives a confirmation message when pasting content into a post. Changing browser configuration would be needed to avoid this, but default settings on Firefox and Chrome skip this.
· Memory use behaviour of the software is unknown. See poll: http://catech.hosted.jivesoftware.com/polls/1034
Where is the “CA Answer Bar?”
The CA Answer Bar is to be decommissioned at the time of moving to the updated CA Communities, and is expected to be gone by July 2014.
Process
How do I stop being flooded with Communities emails?
· I’ve created a post on how to set up your Preferences and Activity Streams to prevent your email inbox from being overwhelmed.  Best Practice: Stopping the Communities' Email Flood
How will “time- boxing” of threads in a community work? 
· Time-boxing is coming  first to the Service Desk Manager Community, as there is extensive Community expertise in this team. Other teams will roll out as familiarity is gained.
· Document will be uploaded which outlines the SDM process. In short it is:
· Engineers respond to posts in normal fashion.
· Posts that have not been responded to fully and which are suitable for time-boxing, will be flagged by a reviewer via an “Action” to go to a Subject Matter Expert.
· SME will monitor their own Community Inbox/Actions and respond to posts or put Action to another person.
· Aim is to move to 25% of posts have a response, Community wide.
Who will be moderating and time-boxing across all Communities?
· The fine detail has yet to be worked out, but mostly the Place owners will be responsible for making sure there is adequate review and moderation. They will reach out to Engineers and Subject Matter Experts to handle the time-boxing component.
· All contacts - Engineers, Subject Matter Experts and Moderators - will be involved in time-boxing posts to ensure they’re anwwered.
· The CA Service Desk Manager and Service Desk EF  Places are moderated by Kyle_R.
Can client see  “Actions?”  What can/can’t they see?
· Clients (non-CA users) cannot see Actions. These are internal to CA.
· Clients can see anything except for those locations – such as “UAT” or “Expert Forums” – that we mark as internal to CA. 
· Clients don’t see Actions nor the names that the actions have been assigned to. This allows CA to work on these actions internally. Of course, the engineer can and probably should update the post if appropriate.
Can you post as ‘CA ONLY’
· There is no such thing as a “CA Only” comment in the main Discussion Places. As above, there are private places and private actions that can be performed.
Does the customer know if a person works for CA or not ?
· If the CA Employee has their Profile updated to make the Company visible, then yes. Otherwise, no. A query has been put through to: How to tell if a user is a "CA employee?"
· Update 18th June: A badge will be assigned to CA employees/alumni. This would ideally be moved into everyone's "Me in Three" so that it will show up when you hover over that member's username. This will be implemented in the next week or so.
What user name should I used?
· This is up to you. Using your name makes it easier for people to recognise and respond to you.
· It is not recommended to use your CA “PMFKEY.” Not only is this an internal user id, but it is not “user friendly” for people to respond to. 
Is the Community available from mobile phone “apps?”
· Answer at this thread: How should smartphone users access CA Communities via mobile apps?
· Mobile SSO is still coming, but in the meantime “Navigate to https://communities.ca.com/ in any mobile browser. It will detect the device and display the mobile experience. “
Do the Communities have Apps?
· Yes. Click “Apps” at the top of the page OR
· From within creating content in the Editor, click on the “! App” or enter “!” to access the Apps that come bundled with the Communites.
· Bundled Community Apps include:
· Search and link to Wikipedia content.
· Add in flowcharts.
· Bring in Wikipedia images.
· Others.
What is liability of CA employee?
· Employees are covered by CA’s “Terms and Conditions. ”See thread to discuss:  Communities and Social Media liability statement.
· The Terms & Conditions on the CA Legal Index available  here or through the link found in the footer of every Communities page and other ca.com sites. This is the part that applies:
·  All information downloaded or accessed (including field packs, customized solutions, patches etc.) are provided AS IS and no warranties are provided or made.
What is responsibility of CA employees in responding to posts?
· “Best effort” is expected. See section on “liability.”
· The Service Management Community has been running for around two years on a ‘best effort’ basis, and there is good-will from customers to support this. They realise  that information may not be complete. 
· Engineers should protect themselves by careful wording of their posts. For example, rather than saying “Process XYZ always works on Platform ABC”, you might respond “I tested Process XYZ on Platform ABC in our lab, and the result was . . .”. In this example, you are describing what you did, what you believe, and what you saw. You are not committing to a result on a third party environment with unknown other variables.
· Our internal goal is to achieve 25% of all posts to be answered.
What is the 25% target in FY15 ?
· This reflects a general aim in the Community to have, on average, 25% of all posts repsonded to. From a slideshow on our goals:
· Measurement: 
· Move rate for FY15 to 25% for all Communities
· Move Service Management to 25% for 1st Qtr FY15
Do we provide foreign language support? 
Should we be promoting that we provide language support to our Asian customers?
· The CA Communities at this stage are an “English only” board.
· Contribute to the discussion above on how to expand: Expansion to foreign language support, especially Asia?
Are double-byte characters supported? Eg Chinese.
· Yes. Test done here:  Test: Double-byte character support.

Can moderators delete posts ?
· Yes. Administrators have Delete rights in their own forums. There is a complex rights system which can be tuned to allow for future growth.
· All users should be able to Edit and Delete their own posts.
What extent does the Communities “Search” cover? External sites? TEC documents?
· The Search at the top right of screen covers any item stored under Communities. It does NOT search support.ca.com for items such as TEC documents or external sites.
Are Communities a good knowledge source for CA employees? 
· Yes. 
· We tend to answer more questions than we ask, but sometimes the Communities is the right place to ask. For example, when you want real world feedback.
· I find Communities to be a great “knowledge store.” I can quickly put in a Communities post, that not only others can refer to, but which will show up in a search even after I have forgotten about it.
· Communities is often quicker to negotiate than creating a TEC document, and has other useful features such as seeing responses to your post.
· You can access a depth and breadth of experience that is unmatchable in many cases. For example, customisations are rarely dealt with by CA Support, but often commented on in the Communities. There are some true gurus out there.
Are the Communities questions mainly ‘light’ or ‘easy’ ?
· There is a full range of queries. Everything from the easy to the diabolical. 
· I suspect that as the Communities grow, you’ll see a similar experience to the Service Desk Management space, where the growth in education and experience of the customer base, has led to fewer simple questions, and more complex ones.
Do you open new threads or questions?
· Yes!
· The opportunity for CA Communities to be a two way street is imense. Good examples of cases to open new Questions or Discussions are:
· Solutions that are discovered during the course of work, such as an informational solution to an issue.
· Ways to avoid “Gotchas.”
· Tips and tricks.
· Open ended questions  with the intention of establishing a conversation, such as “What is the best way to handle business process ABC in this product?”
· Announcements and Administrator stuff.
Was all the old content migrated over?
· Yes. The vast majority of all content was moved over, in particular posts.
· Posts may not have their images attached. They may not be editable. There may be some wrong dates or other artifacts. In general though – the posts are there.
Are there any training or videos available on how to use Communites?
· Yes. Lots. Some of them are a bit long winded (hence the short presentation to Support).
· Start with “Help, Training” from the top menu.
Can you create a new “Place?’‘
· Site Administrators can. It is probably best to place a query to the place “The Water Cooler” to ask for a new Place, as they’ll want to ask you why.
What is “The Water Cooler?”
· This is the location to ask all questions about the running of the CA Community. For example, errors, authentication requests, how to etc.
 How do Knowledge Documents fit into the Communities?
· Currently, you’ll need to insert a link to the TEC document you wish to reference.
· Knowledge Documents and Communities are symbiotic to an extent. A KD can spark a Discussion. A discussion can lead to an updated or new KD. There has been some outstanding content created by this feedback loop.
How are we planning to promote this from CA Support? 
· For now, discuss with your clients when on call. Further information coming.
Should Support tickets have information about an appropriate community?    
· Definitely – if appropriate. 
· It’s useful to post to existing useful content on the Community that may resolve an issue.
· Email signatures have included references to Communities for some time now.
How to change my Communities’ user name?
· Go to Help, My Account. See thread Re: How to tell if a user is a "CA employee?"
· The three locations you may need to go to perform account maintenance are:
· Edit Profile
· Preferences
· My Account
· See above thread for details.
How can I quickly get to my own Place’s Category & Discussion page?
· See thread at Bookmarks/Discussions.
I can’t find my old Community Sub-Category!
· There was a big  flattening of structure moving from the old to the new Community. A lot of the lower sub-categories were flattened into a higher level category. There was also renaming of Categories.
· Search “Places” for likely names.
· Ifyou still can’t find it, and it did exist before, then search (top right) for some content that you remember. This will likely take you to a Question or Discussion, and you’ll be able to see which Place and Category it is in once there.

[bookmark: _GoBack]For other tips and tricks. . .
26th June, 2014.
Now that the Communities is under way, and FAQs seem to be flourishing, this FAQ may wind down.
For example, see  threads such as:
· Communities: Welcome to the new CA Communities
· Communities: Responding to Replies.
· How to tell if a user is a "CA employee?"


Please notify me of further “FAQs” in the comment, pointing to the original thread if one.
Thanks, Kyle_R.

