
The Attorney-General’s Department
of South Australia Enhances 

Self-Service Capabilities with 
Integration and Automation from

Cireson and Microsoft Service Manager 

Improved effi ciency through 
customizations including 

dynamic workfl ows and quick 
access tabs

Enhanced user experience 
with a consistent support 

experience through an intuitive 
interface

Self-service automation and
integration, reducing unnecessary 

manual efforts and increasing
productivity

The Attorney-General’s Department (AGD) brings together a diverse group of functions in the justice sector for and on 
behalf of the South Australian community. The Department’s vision is of an inclusive, safe and fair South Australia. Our 

purpose is to promote justice by protecting rights, holding people to account in line with the law, improving safety, and 
contributing to an effi cient and fair justice system.
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COUNTRY INDUSTRY CIRESON SOLUTION SIZE OF ORGANIZATION FORMER SOLUTION

Benefits

Australia Government Cireson Self-Service Portal,
Cireson Analyst Portal 

1,800 HEAT Cloud Service 
Management



“We have eliminated the need for custom 
programming on the backend by allowing 
users to setup their own workfl ows and 

templates in support of their job functions.”
Adrian Paech

ICT Technical Specialist, Attorney General’s Department

“By integrating and automating our systems
and processes, effi ciency has increased and
we areable to provide a consistent support

experience across the organization.”
Adrian Paech

ICT Technical Specialist, Attorney General’s Department

Looking to provide a consistent support experience for end-
users, The Attorney-General’s Department of South Australia 
knew they needed to enhance their self-service capabilities 
through customization and automation. Their outdated 
service management tool, HEAT, was not up to the task. As a 
Microsoft shop, they had access to Microsoft Service Manager 
as part of their enterprise agreement. They quickly found 
that while the underlying technology was there, they would 
need to customize the solution to provide a more intuitive 
user experience, increase load times, and integrate all of their 
processes.

enhances Analyst effi ciency and helps to provide a consistent support experience across the organization.”

AGD implemented further customizations to minimize load time and provide a more intuitive and friendly interface for both Analyst and 
end-users.

“We created a classifi cation workfl ow with pre-defi ned links between Classifi cations and Confi guration Items. When a Classifi cation is 
selected, related assets automatically pop-up, making it easier and faster for staff to link raw assets to Incidents.”

In addition, when updating an Affected User, all relevant details about the user pop-up on screen, giving Analysts one-click access to 
information and common actions, such as email. Analysts can also update information, on behalf of the user, on the fl y within the Portal. The 
changes automatically sync to Service Manager and are pushed into Active Directory in just seconds.

AGD has further customized their Service Manager console with dynamic workfl ows and review tabs. Depending on what information 
an end-user enters on a request form, the workfl ow will change. This eliminates redundant activities, reduces manual effort, and enables 
AGD to use dynamic request forms within the Cireson Portal.  “We have eliminated the need for custom programming on the backend by 
allowing users to setup their own workfl ows and templates in support of their job functions. By integrating and automating our systems and 
processes, effi ciency has increased and we’re able to provide better customer service.”

“Listening to customer feedback, we knew we needed to 
improve the overall support experience with more self-service 
capabilities. After reviewing multiple solutions, we decided 
upon Cireson because of the Self-Service Portal. The fact that 
it’s fully customizable would allow us to leverage open-source 
extensions, instead of having to code our own from scratch,” 
says Adrian Paech, ICT Technical Specialist, Attorney General’s 
Department. “One of the fi rst things we did was integrate the 
Knowledge Base with the Cireson Portal. When an Analyst types 
in the title of an Incident, the Knowledge Base is searched and 
related articles automatically pop-up in a friendly message. This 
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