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Agenda

5 minutes

10 minutes

30 minutes

5 minutes

10+ minutes

Welcome & Introductions

3 Advantagesto Using Request Queues
Request Queue Best Practices
Request Queues 101 - Setup

Sample Request Queues
Live Demo

Sample Success Metrics
Experience League Resources

Open Q&A / Discussion
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Meet the Team — Introduce Yourself

Nichole Vargas Cynthia Boon Leslie Spier Say hiin the chat!
Customer Success Manager, Customer Success Manager, Customer Success Manager,
Adobe Workfront Adobe Workfront Adobe Workfront - Name and Company
= How long you've been
Salt Lake City, UT Fort Worth, TX Denver, CO a Workfront Sys Admin
m Connect with me on LinkedIn m Connect with me on Linkedin m Connect with me on Linkedin = Are you currently using
Request Queues?


http://www.linkedin.com/in/nicholevargas
http://www.linkedin.com/in/nicholevargas
https://www.linkedin.com/in/lesliestinson/
https://www.linkedin.com/in/cynthiaboon/
http://www.linkedin.com/in/nicholevargas
http://www.linkedin.com/in/nicholevargas

3 Advantages of Using Request Queues

Track

'5W Standardize the process for effective work management
P19

Act as a funnel to capture all incoming work requests

Get importantdetails upfront for immediate action — mirror current practice

Organize

@ System of record - all information in a single space
Make priorities clear — what should be focused on next

Easily make assignments, post comments and update progress

Report

Group requests by topicto analyze use or lack thereof
Provide a visual of what is being asked, by whom, on what topic, and how quickly it's delivered

Share data across the organization from users to leadership

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Request Queue Best Practices

= Document your workflow. Train your requesters, traffic managers, fulfillment teams, and approvers on the process.

= Define metrics for reporting and analysis. Connect with stakeholders to see what mattersto them with this new data.

= Create a custom project statusfor "Request Queue" that equates with Current to distinguish request queue projects.

= Leverage automation. Automatically assign new requests using Routing Rules.

= Include a description for each element —the request queue project, topic groups, gueue topics, and routing rules.

= If you plan to use issue approvals with requests submitted through a queue, create an issue status called Rejected.

= Avoid sharing request queues with everyone. Set up the queue details settings so users only see relevant queues.

= Build a dashboard so traffic managers or system administrators can easily track, update and manage issues.

= Use layout templates to remove request queue setup options from the left panel menu for users who don't need access.
= Create a Sys Admin request queue for users to ask WF-related questions, update users, schedule new user training, etc.
= Audit request queues on a regular basis to identify and un-share queues that aren't being used.

» Keep custom forms simple. Share rows for less scrolling.

= Keep it organized. Use topic groups to create shorter, easier to manage lists.

» Create a project template specific for request queues, as these projects typically have different settings/configurations.

= Do you have additional best practicesto share?

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.
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Request Queue Setup — How To

You set up a request queue as a project. Recommendation: Add 1 task to your project titled "DO NOT ADD TASKS —
REQUEST QUEUE PROJECT" or similar so users know not to add any.

There are 2 requirements for the queue
to become accessible from the Requests area:

g Check the box for, Publish as a Help
Request Queue. Click Save.

[V Setthe project to a Current (or equivalent)
status.

Additional things to consider
 Who can submit requests?
* Routingrules

* Issue (request) fields

e Custom Forms— are forms shared?

h‘ Adobe

PROJECT

Request Queue 1 i? 0%

Z¢ Queue Details
L

@ Risks

@ Approvals

[j Baselines

Billing Rates

EE] Billing Records
Expenses

G\_) Hours

@1 Workload Balancer
& People

Utilization

Percent Complete Project Owner

G Stan Rizzo

Planned Completion Date Condition Status

Aug 9,2023 On Target @ Current

Queue Type

Publish as Help Request Queue

[ (73 Queue Details

d?i—') Routing Rules

(X Ouene Tonics
@ Add a Dashboard

Who can add requests to this queue?

@ Anyone

(.) People with view access to this project
O Pecple in this project's company

O People in this project's group

Share with these links
Direct Access URL

https://csatscale.testdrive.workfront.com/requests/new?activeTab=tab-new-h

Embed Code

<iframe src="https://csatscale.testdrive.workfront.com/requests/newRequestEj

Attaching customformsto
yourrequests? Be sure
Contribute is selected.

Queue Properties

Request Types

O Change Order A
Issue When someone makes a request, automatically grant...

[J Ram Risk
|

Contribute Access ~

© 2021 Adobe. AllRights Reserved. Adobe Confidential.



Request Queue Setup — Routing Rules

Routing Rules automatically assign incoming work. Recommendation: Route requests to a team, rather than anindividual.
If you are creating a team specifically for routing rules, consider labelingit somethinglike "Request Routing" so you can

easily identify which role this team playsin your Workfront instance.

Additional things to consider

« Make sure the email notification for My team * Createan issue report that pullsin all issues

gets a new work request (Work Item Request assigned to this team for quick access

to Team) is activated at the global level and
users have it turned on in their personal Issue >Team ID > Equal > Request Routing

profile.

‘) Work Item Request to Team My team gets a new work request New Work Request:
Reference Object:Name

FA\ Adobe © 2021 Adobe. Al Rights Reserved. Adobe Confidential.



Request Queue Setup — Topic Groups & Queue Topics

Topic Groups and Queue Topics help . t
ew reques

layer requests into categories. Think of OPTION 1

them like parent-child relationshipsina | reqestmye

» Project Name

Marketing Requests

project. The project name is the name

Marketing Requests

Digital Requests | [L > TO p | C G rou p

of your Request Queue. Topic Groups

are the Parent Tasks (not always

Digital Requests

required) and Queue Topics are the Social Media Ad
child tasks.

* Queue Topic

Details

Subject *

. . . Type request subject ﬁ New request
Recommendation:If multiplelayersare [@Thisﬁewis,eqmred. . OPTION 2
needed, create Topic Groups first. That S ——
. Marketing Requests : - i

way, when you create Queue Topics, i r Project Name

. Marketing Requests

] .
you can associate them to the —=—> Queue Topic
appropriate Topic Group. Shatiiiad
m Clo Mailer
Social Media Ad
=

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.
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Sample Request Queue #1 — System Admin Requests

How often are you being asked to build reports, add or deactivate users, edit custom forms, help with training, create new
teams, adjust layout template settings and everything else? Can you turn those ad-hoc asks into an organized funnel for
Sys Admin Requests to track, filter and report on those?

Request Queue details/setup:
a / P Workfront Help Form

* Anyonecan submit a request

If there are any relevant documents or screenshots to support this request, please attach at the top of this request page in the documents section before submitting.

e Stick toissue resolution vs Help Neaded O

[J Something isn't working [J Something could be better [J | need more access

Cco nvertEd prOjeCtS [J 1 need more training [J Other

Problem Description

* Leverage single custom form with
minimal choices for optimal end

Urgency ®
user exp erience O Extremely Urgent O ASAP O When You Get To It

O It Can Wait

e Automaticallyroute to Sys Admin

Pro-Tip: Submit Adobe Workfront Requests from MS Teams

FA\ Adobe © 2021 Adobe. Al Rights Reserved. Adobe Confidential.


https://experienceleague.adobe.com/docs/workfront/using/adobe-workfront-integrations/workfront-for-microsoft-teams/submit-workfront-requests-from-ms-teams.html

Sample Request Queue #2 — Project Request & Approval

The real magic of the request queue functionalityis when initiating new projects or large cross-functional
campaigns. Create a standardized, transparentintake process for requests, capture key (reportable) details for those
projects, along with seamless review and approval workflows, supported by consistent yet flexible project creation
templates thatinclude milestone and proofing processes from initiation to delivery.

New request -
This exampleincludes: s

* Queue setup with Marketing Project Brief as Custom Form

New Creative Services Project [~
New Creative Services Project

* Queue Topic Routing based on type of request

New Product Marketing Project Request a project for the Creative Services

* Issue Approval Path with Custom Status for Executive Approval s osen roiecsierrom

If there are any relevant documents or sereenshots to support this request, please attach at the top of this request page in the documents section before submitting

* Project Templates with Approval Path, Milestones, and Portfolio
attached

* Approval Path routes from PM to TC and then back to PM for
Initiation S

_) When You GetTo lt
) It Can Wait

FA\ Adobe © 2021 Adobe. AllRights Reserved. Adobe Confidential.



Sample Request Dashboard

Dashboards don't haveto be used just for reporting —they can also be a way to find, manage, updateand complete work.
Consider buildinga request dashboard that shows ALL work requests, everything from new, to in progress, to closed, to
converted and project (or task) status updates.

CS@s Request Dashboard - Issues
NEW issues (not converted

v [ v v | [ o
Include reports for: e B T
* Issues entered this month thatare still ina T =T =
new status (not converted)
v [= o) Report Defaull @ Report
* |[ssues entered this month thatare in i o [ty ||

progress (not converted)

e Issues closed this month (not converted)

* Issues converted to projects / tasks with that

resolve object status and recent update

Statu
L]
L]
L]
[ ]
[ ]

FA\ Adobe © 2021 Adobe. AllRights Reserved. Adobe Confidential.



Live Demo
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Sample Success Metrics

- # of d a ys betwee n a Ct u a I Sta rt d a te a n d a Ct u a I Request Queue Metrics Dashooard ACons s of Mor 31,2022 348 pmountan OayigniTme

completion date — avg per month, quarter, year

= # of days between entry date and the actual start
date — avg per month, quarter, year

= # of requests submitted per month, quarter, year

= #of requests completed per month, quarter, year
=  # of requests by user per month, quarter, year

= # of requests by topic per month, quarter, year

= #of rejected requests per month, quarter, year

= # of requests converted to tasks and/or projects

per month, quarter, year

» What KPIs/metrics are you currently using?

'\‘ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Step-by-step report creation instructions

# of requests submitted per month

Create an issue report
Group the results by Issue Entry Date > Month

Add a chart of your choice. By default, the chart will use the

entry date grouping you selected

Save and close your report

# of requests completed per month

Create an issue report.
Add a filter for Issue > Status Equates With > Closed
Group the results by Issue > Actual Completion Date > Month

Add a chart of your choice. By default, the chart will use the

actual completion date grouping your selected

Save and close your report

F\\ Adobe

# of requests by user per month

Create an issue report

Group the results by Issue Submitted By > Name followed by
Issue Entry Date > Month

Add a column chart. Set your bottom (x) axis to Submitted by >
Name and then toggle on Group Columns. Choose the Stacked
option and group data by Submitted By > Name

Save and close your report

# of days between actual start date and actual completion date

Create (or edit) an issue custom form

Create a new calculated custom
field, ROUND(DIV(WORKMINUTESDIFF(Actual Completion Date,
Actual Start Date),480),2)

Attach custom form to all issues and include field in reports

© 2021 Adobe. AllRights Reserved. Adobe Confidential.



Step-by-step report creation instructions (continued)

# of days between issue entry date and issue actual start date
Create (or edit) an issue custom form
Create a new calculated custom field, ROUND(DIV(WORKMINUTESDIFF(Entry Date, Actual Start Date),480),2)

Attach custom form to all issues and include field in reports

# of days between issue entry date and resolve project actual start date
Create (or edit) an issue custom form
Create a new calculated custom field, ROUND(DIV(WORKMINUTESDIFF(Entry Date, Resolve Project.Actual Start Date),480),2)

Attach custom form to all issues and include field in reports

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Key Takeaways

% Document and train users on a formal submission process
Share the WHY — why does this benefit you?

A single space to track, organize and prioritize all incoming work

Capture all details upfront to help reduce rework and guesswork

% Leverage a Traffic Manager/Traffic Manager team to oversee incoming work requests
Build a high-level overview dashboard to easily identify new, in progress and completed work
Authority to assign, delegate and adjust deadlinesas needed

Prioritize requests to ensure the right work is being done at the right time by the right people

% Measure the impact of work

What were you hoping to accomplish by creating a request queue? Has it been successful?
Make continuousimprovements based on user feedback — adoption is key!

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Resources

Documentation / Training

= Create and Manage Request

Queues

= Request Queue best practices

= Request Queue Management

Course
= Displayvs Skip Logic — Custom

Forms

F\\ Adobe

Connect with your Peers

= Ask questions and get ideas from
other Workfront users on the
Community

= Check the Events tab for
upcoming webinars & workshops

Blogs

= Customer Success Tips: Work
Intake

= Workfront is Simple — Optimizing
Work Management

= A Toolkitto Drive Efficiency and
Visibility

© 2021 Adobe. All Rights Reserved. Adobe Confidential.


https://experienceleaguecommunities.adobe.com/t5/workfront/ct-p/workfront
https://experienceleague.adobe.com/events/?lang=en
https://one.workfront.com/s/document-item?bundleId=the-new-workfront-experience&topicId=Content%2FManage_work%2FRequests%2FCreate_and_manage_Request_Queues%2F_create-manage-request-queues.htm
https://one.workfront.com/s/document-item?bundleId=the-new-workfront-experience&topicId=Content%2FManage_work%2FRequests%2FCreate_and_manage_Request_Queues%2F_create-manage-request-queues.htm
https://one.workfront.com/s/learningpath1ns/best-practices-request-queues-MCCCFWYX4AZBCBXGNIIGAY6TUHKM
https://experienceleague.adobe.com/?lang=en
https://one.workfront.com/s/document-item?bundleId=workfront-classic&topicId=Content%2FAdministration_and_Setup%2FCustomize_Workfront%2FCreate_manage_Custom_Forms%2Fdisplay-or-skip-logic-custom-form.html&_LANG=en%3A22%3A1&anchor=skip-logic
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/customer-success-tips-work-intake/ba-p/518247
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/customer-success-tips-work-intake/ba-p/518247
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/workfront-is-simple-part-2-optimizing-work-management/ba-p/518245
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/workfront-is-simple-part-2-optimizing-work-management/ba-p/518245
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/a-toolkit-to-drive-efficiency-and-visibility/ba-p/518360
https://experienceleaguecommunities.adobe.com/t5/workfront-blogs/a-toolkit-to-drive-efficiency-and-visibility/ba-p/518360

Sample Request Queue #3 — Change Requests

Here's an example of how to manage Change Requests/Changesin Scope to Projects. In this example, these were
handled by attachingan Approval Process routed to a Governance Team, and then once approved, convertingto a Task in
the relevant Project.

Request Type

Change an Existing Marketing Project hd
o Change an Existing Marketing Project

Th is exa m I e i n CI u d es . Change an Existing Marketing Project @ Welcome to the Appetite Inc. Project Change Form!
p :

Change a Creative Services Project hd -
Use this form to request a change or addition to an EXISTING project or campaign. This form routes to Marketing

Directors for review and approval.

i Qu e u e Set u p Wi t h C h a n ge EXi Sti ] g Details TIP: Use the Subject field to provide a high-level idea of the change needed.  show less...

Subject %

Project Custom Form

(1)) This field is required.

° Queue TOpiC Routing based On type Of Change Request Information Form

re q u e St If there are any relevant documents or screenshots to support this request, please attach at the top of this request page in the documents section before submitting.

Existing Project Name™ 7,

* |ssue Approval Path with Custom Status -

Change Request Catagory* Change Request impact® Primary Goal* 7
.
for Executive Approval v v v

Urgency* D

() Extremely Urgent
(O Asap

() When You Get To It
() It Can Wait

Change Rationale

FA\ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Sample Request Queue #3 — Change Requests

Additional Images of the Request and the Queue Details

« Queue Details

Add or link files

1§ burnreport

Change Rationale I
: |5 Billing Records
Default Approval
Expenses | Governance Approval Process V|
r @ Default Route
Hours
| Routes to Project Management & Traffic V|
Exclusions/Assumptions/Special Considerati
; @ Workload Balancer
B People New Issue Fields
Show the following selected fields to all users
| e [ peseription D urL [ Assigned To
~|  Utilization
D Status D Priority D Severity
D Primary Contact D Flanned Start Date D Planned Completion Date
E?\El Queue Details [ Planned Hours [ Job Role O Team
Cost Estimate
Documents
Eesnurce Cost Estimate in Hours . Fesource Cost Estimate in Dollars f\\dditlonal Fixed Expense Cost d?:’ Routmg Rules Display the Documents area to allow users to upload files
| | | usb | ‘ usob @ After custom forms
' ) ' ' ﬁ’]‘ March O Before custom forms
Show on Dashboard Show all selected and unselected fields to
P i
@ VYes C}= Queue Topics | No Users v
) No
Eé? Topic Groups
Custom Forms - Add multiple forms. Arrange them in the order that you would like them to appear.
i -- Add Forms — v
Documents M Metrics |
. Reorder Forms
i i ﬁ’]‘ Milestone Drag and drop the forms in the order you would like them to appear.
Drag and drop files
i g P L J kPl Dashboard . R
! or : | Zh Change Request Information Form x

'\‘ Adobe © 2021 Adobe. All Rights Reserved. Adobe Confidential.



Adding Images to Custom Form from Workfront Image

Ensure the image is uploaded to your preferred Workfront Project, then right-click on the image name, copy link address

and paste that address into the URL field in the Custom Form.

More > PORTFOLIO Appetite Inc Marke.. /| PROGRAM

PROJECT

Amazing ldea W -

Z¢ Documents (14)

Tasks O Add new 2,
~ Folders

=) Updates

~ PROJECT FOLDERS
Documents (14)

[

Project Details

L] Details

L1 hello

[:) Issues (2)
Business Case

Risks

Product: Food Truc.. / PROJECT Amazing Idea

«

Percent Complete Project Owner Planned Completion

36.08% Roman Novak Dec 29, 2021

PROJECT FOLDERS (14)

Meonday Morning Vibes.png

Added on Feb 15 at 8:56 am by Admin User - Cormrment

Dok Tuilida ime

A Open Link in New Tab Is

Open Link in New Window

kflow

Open Link in Incognite Window + Print Summary

+ Open Proof

~ Save Link As...
— Copy Link Address

A
ﬂ LastPass fomment

Inspect

More info: Add or Edit an image or other asset widget in a custom form

F\\ Adobe

Come

ol

Ho ¢

Add a field

Field settings

Configure field Share field

Image

Form settings

Label* ®
Twilite
Name* ®
Twilite
URL*
https://cynthiaboon.my.workfront.com/internal/document/preview?versio...
Instructions

| do not like the cone of shame.

Size
s M L
Additional settings

Track field changes in update feeds @

Issue x v

© 2021 Adobe. All Rights Reserved. Adobe Confidential.

Form sharing

Urgency O

O Extremely Urgent (O ASAP (O When You Get To It
O 1t Can Wait

Twilite @



https://experienceleague.adobe.com/docs/workfront/using/administration-and-setup/customize/custom-forms/add-widget-or-edit-its-properties-in-a-custom-form.html?lang=en

Bonus Tips!

Super charge your Request Queues with Favorite Project Templates, Issue Approval Processes, and Request Status

Dashboards.

[} mwiite »

¢ Issue Details
(;) Updates

2 Documents
E Issue Details
(9 Hours

( ~;> Approvals

Z Edit
"\ Subscribe
Copy to...
Move to..
Delete Issue
Add to Boards
Add to Workstreams
Convert to task
Recalculate Expressions

Convert to a blank project

Favorite templates

Convert to project from template

% Baby Yoda Template
Governance Template
HR - HR Product Template
MRK - Creative Services Te

MRK - Social Media Templd

Governance Requests for Review

Details  Summary

[ v
¥ [ Name
~ Urgency: ASAP (1)

New Images for Project

~ Urgency: Extremely Urgent (1)

Add Seme Stutf

> Urgency: No Value (5)

Governance Projects Pending Next Steps

Details  Summary

D~
+ O Name

» Status: Approved (1)

> Status: Requested - Pending Approval (2)

‘Governance Projacts - Rejected

Details  Summary
[= ~

~ (] Name

« Status: Rejected (1)

Fourth Request

Assignments

Ll Kao

Lil Kao

Status

New - Pending
Approval

New - Pending
Approval

Owner

Owner

Admin User

Enty

2128120

6116721

Converted Project Name

Not Converted

Not Converted

Start On Due On

Start on DuzOn

101221 121321

Requested By

Cecilia Zetticei

Q' ReponDefault (@) Report Default Report Default

Request Form Last Note: Note Text Governance Notes

Change Request Information
Form

Admin

Reject]

New Hire Readiness

PMO Project Template

|
pla

Workshop Template Example

2zAdd/Edit/Delete Employee IT Se...

More info: Add or Edit an image or other asset widget in a custom form

F\\ Adobe

Edit approval process

DETAILS

Overview

Path 1

+Add path

Approval process name #

| Governance Approval Process

Description

Used to route an approval request to the Governance Team (Marketing Directors)

Is Active

This approval process ean be used by %

| All groups

Path 1

Start approval process when the status is setto #

| New

Stage1

Name

| Stage 1

Approvers *

Search pec or teams

@ MRK - Governance Team

+ Add stage

Save Cancel

© 2021 Adobe. AllRights Reserved

. Adobe Confidential.



https://experienceleague.adobe.com/docs/workfront/using/administration-and-setup/customize/custom-forms/add-widget-or-edit-its-properties-in-a-custom-form.html?lang=en
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Example: User Support & Sys AdminWorkflow A : A : A A

USER SUPPORT & SYSTEM MAINTENANCE WORKFLOW (%) CUSTOMER

2 EXPERIENCE

System Admins

Set Request

self-assigns the Status to

request by type of
issue or question

Complete Request
Complete

TOR

Submit

Request

L
LS
J
LLE




CHANGE REQUEST APPROVAL WORKFLOW

Goverance
Team

PMs recelve
request,
convertto a
task, set
project to
Approved

TC receives
project,
assigns

tasks, sets

status to
Planning

Example: Change Request & Approval

PMs receive
project,
schedules
kick-off, sets
to Current

Project team
receives tasks,
completes work,
routes assets for
approval, if needed

PMs work
with team to
complete
remaining
Project Tasks

Project Team
marks tasks
complete

(%) CUSTOMER
Y EXPERIENCE

PMs set
Project
Status to
Complete




Example: Issues only Workflow AL BN LA

EXECUTIVE REQUESTS WORKFLOW (§) CUSTOMER

EXPERIENCE

ER

Assign any
outstanding requests
or "Other” requests

PLANNE

WORKER

Submit
Request

&
|\_:
—
U
LLJ
O
)
(@«
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