
 

White Paper 

Take Your Service Desk Mobile 
Getting Started with Remedyforce Series 

Crystal Miceli 

27 February 2015 



 
 

 
 
 

 
 
 PAGE 1 OF 7 Copyright BMC Software, Inc. 2015 

Welcome to the “Getting Started with BMC Remedyforce” 
Series 

Today’s IT departments must drive business growth and innovation, while coping with less resources and increasing complexity. To 

do this, they require an IT Service Management solution that provides best practices while minimizing costs. BMC Remedyforce is 

built on Salesforce—the world's most widely used cloud platform—to deliver complete IT service management functionality with the 

secure social, mobile, and collaborative capabilities users expect. 

With the “Getting Started with Remedyforce” white paper series, our aim is to help you leverage BMC Remedyforce to improve the 

effectiveness and efficiency of your ITSM operations. Each paper addresses a specific area of interest and provides you with 

conceptual, functional and technical best practices to make configuration decisions and take action to gain value from your BMC 

Remedyforce investment.   

 

Take Your Service Desk Mobile 

The era of disruption and the rise of cloud-based applications and platforms has brought about a sea-change in how people access 

- and expect to access - services of all types. Mobile access is now an essential part of nearly every modern application, including 

your Service Desk. When it comes to the Service Desk gone mobile, there are many benefits to everyone who interacts with the 

mobile interface.  

The purpose of this white paper is to explore some key recommendations to help you with implementing your mobile Service Desk 

and to provide some instruction and guidance on how mobile best practices can be applied to your Remedyforce solution. 

Take Your Service Desk Mobile – Best Practices 
It’s almost impossible to imagine life without our mobile devices and applications. We use them in our personal and business life 

every day. But what makes an effective application that you will allow to take up valuable real-estate on your tablet or smart phone? 

When considering the implementation of a mobile interface for your Service Desk, you have to think about some key aspects of 

your approach. I’ll call these the "who," the "what," and the "how" for an effective mobile Service Desk program. 

Who? 
Who is likely to access the mobile interface for your Service Desk? There is no point in implementing if you don't feel that you can 

foster adoption for any given group. If they don’t use it, they don’t get the value of your mobile investment.  

User Group Benefits of Mobile 

End Users  Access to request services when not desk-bound or when dealing with issues on the 
desktop that prevent access to the Service Desk 

 On the go updates on status of incidents and requests 

 Ability to leverage the mobile platform to simplify issue logging or provide additional 
information (GPS, camera, voice commands, etc.) 

 Satisfaction with perceived greater availability and speed of the Service Desk 

Service Desk Staff  Ability to view and update records while away from the desk 

 Improved productivity and response times 
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Managers  Able to process approvals for requests, changes, etc. without making the process wait for 

desk-time 

 Instant answers to questions from colleagues or executives on status of incidents and 
problems 

 

For end users, the benefits are considerable. Imagine a time when you are having a desktop issue and are unable to login to the 

company Service Desk to report an incident. Having a mobile application that would allow you to document the problem, capture an 

image of it (say a blue screen) using the camera and then submit and monitor the progress of the ticket through to resolution will 

give you a higher level of confidence that you are being served effectively and efficiently-. If you are traveling for work and 

encounter a need for a service, the mobile app can help you get what you need quickly and easily.  

For Service Desk staff, it’s all about productivity and timeliness of information as it’s needed. With a goal of providing faster, higher 

quality service to Service Desk customers, any time away from the Service Desk application could introduce a delay to the 

resolution of an incident, or the provisioning of a service. Giving field resources the ability to document progress on work completed, 

wherever they are, ensures the customer receives timely updates and that processes can proceed without interruption. Being able 

to access and work from a queue while in transit or in a waiting mode (in a meeting room before it starts, on a train, etc.) ensures 

higher levels of productivity for the entire team, and improved SLA performance.  

For managers, it’s about just-in-time data to make critical decisions, and provide status on impacting issues to executive leadership. 

Having an on-the-go view of the work the team is performing, and the status of that work, gives managers the confidence to provide 

direction on strategies to mitigate risk to the business services that the Service Desk supports.  

What? 
What are the use cases for the mobile interface? These will differ by user role. How the users will interact with the mobile 

application will dictate what pieces of functionality you will make available on the platform. Users don't expect to be able to do 

everything in the same way on a mobile device as they would on their desktop. In fact, it's better to have a select set of capabilities 

on the mobile tool so as not to clutter the smaller viewing area of a tablet or smart phone.  

 

Figure 1 - Use Cases for Mobile Service Desk 
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How? 
Another consideration is how the mobile app will be accessed. One of the benefits of cloud technology is that you don't have to 

have a web server in the DMZ at your site to make the mobile application accessible outside the company intranet. Cloud-based 

ITSM tools can be accessed anywhere, at any time, without being on the company network. This eliminates many infrastructure 

headaches. But there are still some options to consider. Will you use a standalone app or leverage a platform app that may bring 

together multiple pieces of functionality within a single tool? Will you have different apps for each of your groups of users, 

depending on need?  

Take Your Service Desk Mobile – Application in BMC Remedyforce 
BMC Remedyforce gives you various options to access functionality via mobile devices. It's important to strategize over the short 

and long-term which solution is right for you. Keep in mind that it could be a combination of multiple approaches. There are four 

primary ways you can access Remedyforce from a mobile device.  

You can access BMC Remedyforce via: the Remedyforce Mobile app, the Salesforce1 app, the MyIT app, and 

a supported mobile browser on your tablet or smart phone. 

Remedyforce Mobile 
The original self-service application for BMC Remedyforce is available on Blackberry (OS 7.1, 7.0, 6.0 & 5.0), Apple iPhone (OS 

5.0 or later) and Android phones (4.2 or later). It provides access to end users looking to access self-help features of BMC 

Remedyforce, including knowledge search, request logging and approvals.  

 

Figure 2 - BMC Remedyforce Mobile Self-Service 

To get more information on how to download the app and configure access, see the wiki article: 

https://docs.bmc.com/docs/display/public/remforce201501/Configuring+BMC+Remedyforce+Self+Service+mobile+application 

Salesforce1 
For organizations that are heavy users of the Salesforce platform, we offer access to Remedyforce through the premier 

Salesforce1 app, available for Apple and Droid operating systems. This application allows you to access all Salesforce apps (to 

which you have access with your login) within a single mobile interface. For staff and managers, it provides a perspective into 

workloads and SLA attainment, the ability to search knowledge, and access to view and manage work (like updating or closing 

incidents). It also enables you to leverage your device’s native features like voice-to-text.   

https://docs.bmc.com/docs/display/public/remforce201501/Configuring+BMC+Remedyforce+Self+Service+mobile+application


 
 

 
 
 

 
 
 PAGE 4 OF 7 Copyright BMC Software, Inc. 2015 

 

Figure 3 - Salesforce1 with BMC Remedyforce 

To get more information on how to configure access, see the wiki article: 

https://docs.bmc.com/docs/display/public/remforce201501/Enabling+BMC+Remedyforce+mobile+application+on+the+Salesforce1

+platform 

MyIT 
For companies who have deployed MyIT, a robust mobile app that connects to Remedyforce is available to service the end-user 

function. MyIT is a social-media style interface for IT, enabling you to simply post what you need and get a response from IT or your 

peer groups. The context-aware system leverages the mobile platform GPS to help you find resources, and IT to find where your 

problem lies.  

 

Figure 4 - MyIT 

To get more information on how to configure MyIT with BMC Remedyforce, see the wiki article: 

https://docs.bmc.com/docs/display/public/remforce201501/Configuring+BMC+Remedyforce+and+BMC+MyIT 

https://docs.bmc.com/docs/display/public/remforce201501/Enabling+BMC+Remedyforce+mobile+application+on+the+Salesforce1+platform
https://docs.bmc.com/docs/display/public/remforce201501/Enabling+BMC+Remedyforce+mobile+application+on+the+Salesforce1+platform
https://docs.bmc.com/docs/display/public/remforce201501/Configuring+BMC+Remedyforce+and+BMC+MyIT
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Supported Mobile Browser 
The final option is to use a supported html5 browser on a mobile platform, if that is an available option on your OS. This gives you 

access to most in-browser functionality that does not require add-ins or applets. The list of supported browsers is below: 

Browser Supported Versions 

Apple Safari on Macintosh OS 8.0, 6.1.4, 6.0.3, 5.1.2, 5.0.5 

Google Chrome 39.0.2171.95, 38.0.2125.111 m, 37.0.2062.120 m, 35.0.1916.153, 34.0.1847.131 
m, 33.0.1750.117 m 

Microsoft Internet Explorer 11.0, 10.0, 9.0, 8.0 

Mozilla Firefox 34.0.5, 33.0.1, 32.0.1, 30.0, 29.0, 27.0.1 

 

In Summary 

With this information you should be able to make informed choices about Who, What and How to make mobile capabilities 

available to your users, administrators, and staff. More information on mobile capabilities of Remedyforce is available on the wiki at 

wiki.remedyforce.com. We also encourage you to check out our very active user community to get involved with additional 

discussions on this topic, or engage with our product teams to recommend feature enhancements to the solution. We encourage 

you to take a look at bmc.com/communities. 
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BMC delivers software solutions that help IT transform digital enterprises for the ultimate competitive business advantage. We have 

worked with thousands of leading companies to create and deliver powerful IT management services. From mainframe to cloud to 

mobile, we pair high-speed digital innovation with robust IT industrialization—allowing our customers to provide amazing user 

experiences with optimized IT performance, cost, compliance, and productivity. We believe that technology is the heart of every 

business, and that IT drives business to the digital age. 

BMC – Bring IT to Life. 

 


