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The case for fully leveraging ServiceNow

As organizations face mounting pressure to digitize operations
and streamline service delivery, many struggle with fragmented
systems, manual processes, and disconnected workflows that
impede efficiency and innovation. Studies from Forrester indicate
that enterprises waste up to 30% of their IT resources managing
disparate tools and platforms, while McKinsey reports that 84% of
digital transformations fail to deliver on expected value.

The ServiceNow platform offers a comprehensive solution to these
challenges, but most organizations only scratch the surface of its
capabilities. Industry analysis from Gartner shows that enterprises
typically utilize less than 40% of their ServiceNow platform'’s
potential, leaving significant value unrealized.

Your ServiceNow strategy must reflect your organization's core
objectives while leveraging the platform’s capabilities to drive
digital transformation. This requires a clear understanding of
ServiceNow's expanding feature set and how it can be applied to
solve complex business challenges.

4 | Maximize your ServiceNow leverage

A Platform for digital acceleration

Your organization needs a unified platform that connects people,
functions, and systems. ServiceNow's capabilities extend far
beyond traditional IT service management (ITSM), offering
integrated solutions for IT operations, employee experience,
customer service, and business workflows. By fully leveraging
these capabilities, organizations can reduce operational costs
and improve service delivery.

Creating connected experiences

The value of ServiceNow lies in its ability to create seamless
digital workflows across the enterprise. Leading organizations
achieve this by breaking down silos between departments,
automating routine tasks, and establishing a single system of
record. This connected approach not only improves efficiency
but also provides the agility needed to respond to changing
business demands and market conditions.

Driving measurable transformation

Organizations that fully leverage ServiceNow's capabilities
consistently outperform their peers in key operational metrics.
Top performers report 30% faster incident resolution times, 40%
reduction in manual processes, and 25% improvement in
employee satisfaction scores. These gains stem from not just
implementing the platform, but from strategically deploying its
full feature set across the enterprise ecosystem.
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IT service management and
business strategy

Transforming business objectives into effective IT service
management with ServiceNow requires precise alignment
between ServiceNow capabilities and desired outcomes. For
streamlined service delivery, organizations can leverage
ServiceNow's IT Service Management (ITSM) and IT
Operations Management (ITOM) to accelerate resolution
times and automate key processes.

Address operational efficiency using ServiceNow's Process
Optimization and Performance Analytics, while enabling
innovation through Integration Hub and Flow Designer.
Enhance user experience with Virtual Agent and Service
Portal capabilities that deliver measurable improvements in
satisfaction and productivity.

Each business goal should map directly to ServiceNow
features that provide quantifiable value in speed, efficiency,
or capability. By methodically aligning ServiceNow's platform
capabilities to your business strategy, you can maximize
return on investment and drive transformative service
delivery.
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A clear path to value

Start by mapping existing service management processes
against ServiceNow's capabilities. This helps identify gaps
between current operations and desired business outcomes,
enabling organizations to prioritize features that deliver
immediate impact. Leading organizations achieve faster time-
to-value by focusing initial implementations on high-impact
workflows.

Strategic service delivery

Implement ServiceNow features that directly support key
business metrics. Whether improving mean time to repair
through Predictive Intelligence or enhancing employee
productivity via automated workflows, each capability should
connect to measurable business objectives. This focused
approach ensures technology investments drive strategic value
rather than just operational improvements.

Industry leaders who align their ServiceNow implementations
with strategic goals achieve a higher return on platform

investment. By prioritizing capabilities that support core business

objectives — such as automated incident routing for faster
resolution or knowledge management for improved self-service
— organizations create a foundation for continuous service
improvement that scales with business growth.

Maximize your ServiceNow leverage | 7



Opportunity

et o= g

Design your ServiceNow
Implementation strategy

Organizations often struggle with how to approach their
ServiceNow implementation, with Gartner reporting that most
platform rollouts face significant delays due to lack of clear
strategy. The choice between phased deployment, parallel
implementation, or full-scale transformation significantly
impacts project success.

A strategic implementation approach aligns your immediate
business needs with long-term digital transformation goals.
Whether starting with IT Service Management, HR Service
Delivery, or Customer Service Management, your implementation
strategy should prioritize high-impact workflows that deliver
measurable value.

Your organization can achieve faster adoption rates by focusing
initial implementations on critical business processes, then
expanding systematically across functions. This measured
approach enables teams to build expertise, demonstrate value,
and create a foundation for broader digital transformation.
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Phased implementation approach

Start with core functions that deliver immediate value while building
a foundation for expansion. Focus on incident management, service
portal, and knowledge base to establish quick wins. Organizations
following this approach report 50% faster time-to-value in their
initial deployment phase.

Implementation roadmap essentials

Assess and document current workflows, pain points, and manual
processes requiring transformation. Prioritize initiatives based on
business impact and complexity. Define clear success metrics for
each phase of implementation.

Platform configuration strategy

Begin with out-of-box capabilities to accelerate deployment.
Customize only where essential for business processes. Establish
clear governance for platformm modifications and maintain upgrade
compatibility.

Change management fundamentals

Identify and engage key stakeholders early. Create comprehensive
training plans for different user groups. Develop a clear
communication strategy to drive adoption across departments.

Organizations with strong change management achieve 65% higher
user satisfaction.

servicenow
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Structure your ServiceNow team

Organizations often underestimate the specialized talent required to
maximize ServiceNow's potential. Most platform implementations
underperform due to skill gaps and improper team structure. A well-
designed ServiceNow team requires technical expertise, business
process knowledge, and platform specialization.

The center of excellence model

A centralized ServiceNow team serving all business units provides the
most effective structure. This approach ensures consistent standards
while allowing quick responses to department needs. Core platform
experts work directly with business units to drive adoption and value.

Evolution of team structure

Team needs change as implementation progresses. Early phases
need technical architects and platform specialists, while later stages
require more business analysts and developers. Keep a stable core
team and bring in specialists for specific projects.

Scaling for organization size

Smaller organizations can succeed with a focused team managing
essential platform functions. Larger enterprises need broader teams
to handle multiple business services. Start with core IT service
management roles and grow the team as platform use expands.
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Platform Architects form the foundation of any
ServiceNow team, combining technical expertise with
strategic vision to design scalable solutions. They
establish development standards, oversee platform
health, and ensure implementations follow ServiceNow
best practices.

Technical Leads work closely with architects,
managing day-to-day development activities. They
guide developers, review configurations, and maintain
code quality. Strong technical leads reduce
implementation risks and accelerate project delivery
through hands-on guidance.

ServiceNow Developers handle platform configuration,
workflow creation, and integrations. They require strong
scripting skills and a deep understanding of ServiceNow's
capabilities. Most successful teams maintain at least two
developers to ensure consistent platform support.

Business Process Analysts bridge the gap between
technical teams and business users. They gather
requirements, map processes, and ensure solutions meet
business needs. Their role becomes increasingly important
as ServiceNow expands beyond IT into other business
functions.

Platform Owners manage ServiceNow's strategic direction.
They coordinate between stakeholders, manage budgets,
and ensure platform investments deliver business value.
This role typically reports to senior IT leadership.
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ITSM, ITOM and ITBM frameworks

After establishing your team structure, the next critical step is
designing your core ServiceNow frameworks. Organizations that
rush into implementation without understanding how these
frameworks interact often create siloed solutions that limit
platform value.

Before diving into implementation strategies, it's essential to
understand ServiceNow's three core frameworks that transform
how organizations operate. Each serves a distinct purpose while
working together to create a comprehensive service delivery
platform.

IT service management (ITSM) handles everything from IT help
requests to system access and problem resolution. When
employees need tech support or new equipment, ITSM manages
the entire process automatically.

IT operations management (ITOM) automatically discovers IT
components, tracks system health, and prevents potential issues.
It acts as an early warning system to prevent service disruptions
and maintain operational stability.

IT business management (ITBM) manages projects, resources,
and performance metrics to ensure IT investments deliver value. It
provides executives with clear insights into technology costs and
benefits.
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Framework integration strategy

Implementing these frameworks requires a strategic approach
that builds on their natural connections. Successful
organizations focus on integration points rather than treating
each framework as a separate system.

ITSM as your foundation

Start with core ITSM processes that deliver immediate value.
Focus on incident management, service requests, and
knowledge base implementation. This creates a stable platform
that users can easily adopt and provides quick wins for the
organization.

Adding ITOM capabilities

Once ITSM is established, integrate ITOM to enhance service
delivery. Begin with service mapping and discovery to
automatically track IT assets. This connection allows incidents to
be automatically linked to affected infrastructure, speeding up
resolution times.

Leveraging ITBM insight

Layer in ITBM to measure and optimize performance, project
outcomes, resource utilization, and service costs. This helps justify
further platform investments and ensures IT initiatives align with
business goals.

Key implementation takeaways:

e Start with essential ITSM processes that users need daily

e Use ITOM to automate infrastructure monitoring and reduce
manual tasks

e Add ITBM metrics to demonstrate value and guide expansion

e Focus on integration points between frameworks to maximize
efficiency

 Build capabilities gradually based on business priorities and
team readiness
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A ServiceNow success story

Welcome.US's transformation through ServiceNow demonstrates
how strategic platform implementation can revolutionize service
delivery while delivering measurable business value. Their journey
offers practical insights for organizations planning their own
ServiceNow implementation.

Welcome.US revolutionized humanitarian aid delivery by
implementing ServiceNow as their core platform. Starting with a
critical need to connect displaced Ukrainians with U.S. sponsors,
they built a comprehensive digital solution in just six weeks.

ServiceNow implementations succeed when organizations focus
on clear business outcomes rather than technical capabilities.
Leading companies achieve transformation by aligning platform
capabilities with strategic goals and building strong teams to
drive adoption.
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YW Welcome.US

Their approach focused on three key areas:

e Creating a secure, user-friendly connection platform
e Implementing automated language translation
e Building scalable workflows for future programs

The organization's rapid success came from leveraging
ServiceNow's App Engine for development while using out-of-box
features for security and scalability. A mobile-first design
approach ensured accessibility for users in transit, while
ServiceNow Impact provided crucial ongoing optimization
support.

Within nine months, the platform facilitated over 50,000
conversations between sponsors and beneficiaries, helping
thousands find refuge in the United States. The platform's proven
success led to its expansion supporting additional humanitarian
programs across multiple languages.

Welcome.US's transformation demonstrates how clear
requirements, strong partner collaboration, and a platform-first
approach drive successful ServiceNow implementations. Most
importantly, it shows how technical transformation enables
meaningful human impact at scale.
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Performance optimization in practice

Proactive monitoring and maintenance routines prevent
degradation before it impacts users. This includes systematic
health checks, optimization of custom applications, and strategic
management of platform upgrades. Limiting unnecessary
customizations while leveraging out-of-box functionality maintains
long-term performance.

Maintenance best practices

Clear governance policies guide instance modifications and
upgrades. Regular performance reviews, data cleanup, and
workflow optimizations keep systems running efficiently. Treating
ServiceNow as a critical business asset requiring ongoing

O ptl m |Ze | n Std nce pe rfo rm(] nce investment ensures sustained value and reliable service delivery.
an d Md | N te nance ServiceNow recommends monitoring these key metrics:

« Instance availability target: 99.8% (excluding planned

ServiceNow instances face mounting pressure as platform

adoption expands across the enterprise. Without proper maintenance)

maintenance, response times slow, workflows break, and e Transaction response time: Average below 300ms for 95% of
user satisfaction plummets. Maintaining peak performance requests

requires consistent attention to platform health and smart e Scheduled job health: Success rate above 98%

optimization practices.  Incident automation rate: Target 60% or higher auto-routing

Platform health fundamentals e Error rates: Less than 0.1% of total transactions

ServiceNow instances require regular monitoring of core Leading organizations track these metrics through ServiceNow
metrics including response times, automated workflows, and Performance Analytics and establish custom thresholds based on
system utilization. Regular cleanup of unused configurations, business requirements. Regular monitoring enables proactive

outdated scripts, and obsolete data helps maintain system
efficiency. Organizations that implement these practices
drive faster system performance.

optimization before issues impact users.
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Govern your ServiceNow
development lifecycle

Effective platform governance ensures sustainable growth
while maintaining system stability. Without proper
development controls, organizations risk creating technical
debt, security vulnerabilities, and service disruptions. A
structured development lifecycle turns these challenges
into opportunities for innovation.

Development best practices

Strong governance starts with clear development
standards and processes. Establish development instance
strategies, implement proper change control, and maintain
comprehensive testing protocols. Organizations following
ServiceNow's recommended development practices report
70% fewer production issues.

Quality through control

Implement rigorous testing and validation procedures
before deploying changes. This includes automated testing,
user acceptance validation, and performance impact
analysis. Successful organizations maintain separate
development, test, and production environments with strict
promotion criteria.
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Release management strategy

Control and document all instance modifications through a
structured release process. Use ServiceNow's native development
tools to track changes, manage dependencies, and maintain
version control. This systematic approach reduces deployment
issues by 60% and improves recovery time when problems occur.

Update management

Successful organizations balance platform updates with business
needs. Schedule regular maintenance windows, thoroughly test
updates in non-production environments, and maintain detailed
rollback plans. Proper update management ensures you benefit
from new features while maintaining system stability.

Clearly define development responsibilities across the team:

e Platform architects review and approve major changes
* Developers follow established coding standards

e Quality assurance validates all modifications

* Release managers coordinate deployments

Future-proof your instance

Build sustainability into your development process. Document all
customizations, maintain clean code practices, and regularly
review technical debt. Organizations that prioritize development
governance spend far less time troubleshooting and more time
innovating.
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Approach Al and automation in strategic phases:

1. Establish automation baselines with structured workflows
2. Implement virtual agents for common service requests
3. Deploy predictive intelligence for incident management
4. Expand machine learning across the enterprise

These capabilities reduce manual effort while improving service
quality, but require careful planning and governance to
maintain effectiveness.

S e I’VI ce N ow Adu tO M @ t | O N d N d Track key metrics to demonstrate Al and automation value:
AI Imp|ementOtIOﬂ e Resolution time reduction

Service cost savings
First-call resolution rates
Virtual agent adoption rates
Automation ROI

ServiceNow's Al and automation capabilities transform
manual processes into intelligent workflows. Understanding
how to implement these features effectively is crucial for
maximizing platform value and accelerating digital
transformation.

Organizations effectively implementing ServiceNow Al and

Strategic automation planning automation typically achieve:

Begin by identifying high-volume, repetitive processes that
drain team resources. Focus first on workflows with clear
business rules and measurable outcomes. Organizations
report saving more than half their costs and experiencing
faster service delivery when automation is implemented
systematically.

Reductions in manual ticket handling
Improvements in first-contact resolution
Decreases in mean time to resolution
Reductions in service desk costs

These metrics help justify continued investment in automation

Al-powered service deliver
P y capabilities while identifying areas for further optimization.

ServiceNow's machine learning capabilities enhance service
delivery through predictive intelligence, virtual agents, and
smart routing. Start with core Al features like Natural
Language Understanding for service requests and anomaly
detection for incidents. This foundation enables more
advanced Al implementations as your organization matures.
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Secure top ServiceNow talent

The demand for ServiceNow expertise continues to outpace
supply, with organizations competing for a limited pool of
qualified professionals. Building and retaining the right team
requires strategic hiring practices and a clear understanding
of critical roles.

Building your team

Start with core roles essential for platform management, then
expand based on implementation scope. Balance experienced
professionals with junior talent to create sustainable team
growth. Organizations that invest in training and certification
programs report higher talent retention.

Talent development strategy
Create clear career paths within your ServiceNow practice.

Support certification goals, provide hands-on project
experience, and establish mentorship programs.
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ServiceNow talent acquisition strategies:

Seek candidates with both technical abilities and business
process understanding. Look beyond traditional IT
backgrounds - successful ServiceNow professionals often
come from business analysis, project management, or process
improvement roles. Focus on problem-solving capabilities and
adaptability.

Retention best practices:

Provide challenging projects and growth opportunities through
platform expansion. Maintain competitive compensation
packages aligned with ServiceNow certifications and expertise.
Create opportunities for innovation and creative problem-
solving to keep skilled professionals engaged.

Leverage ServiceNow's comprehensive training ecosystem:

Now Learning Portal for structured training paths
Certification programs for role-specific expertise
Hands-on labs for practical experience

Now Community for peer learning and support
Internal knowledge sharing sessions
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Measure and scale your
ServiceNow success

Demonstrating platform value requires clear metrics aligned
with business outcomes. Organizations that effectively
Mmeasure success are twice as likely to secure continued
investment and support for platform expansion.

Track platform performance through key metrics:

e Service delivery improvements: response times, resolution
rates, user satisfaction
Process efficiency gains: automation rates, workflow
completion times
Financial impact: cost savings, resource optimization, ROI
User adoption: platform utilization, self-service rates

Scaling for growth

Build on successful implementations by systematically
expanding platform capabilities. Start with core processes
and validate results, then extend to new business areas.
Organizations following this approach report 45% higher
satisfaction with their ServiceNow investment.
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Future-focused strategies

Staying ahead of platform evolution requires a structured
approach to innovation and growth. As ServiceNow continues to
release new features and capabilities, organizations must balance
current operations with future opportunities. A clear roadmap for
platform expansion, backed by measurable outcomes, ensures
sustainable growth and continued value delivery.

Maintain platform value through continuous improvement:

Success in scaling ServiceNow depends on balancing quick wins
with long-term strategic goals. Monitor key metrics, celebrate
successes, and maintain focus on delivering measurable business
value.

As you continue on your ServiceNow journey, keep these proven
best practices in mind. Empower your platform owners to
measure, optimize and scale your ServiceNow deployment. Foster
a culture of service excellence and agility underpinned by the
ServiceNow platform.

When strategically managed and continually enhanced,
ServiceNow can be an extraordinary enabler of digital
transformation, streamlined operations and business growth.

We're excited to see what the future holds as your organization
maximizes the potential of ServiceNow to deliver exceptional
service experiences and drive your most important priorities
forward. The opportunities are limitless.

For more ServiceNow success resources including guides and
access to recruitment experts, visit Procom'’s official website and
complete the form. Procom’s talent experts are here to support
you every step of the way as you measure, scale, and achieve
ServiceNow success.
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https://procomservices.com/en-us/servicenow-recruitment-experts/

/Procom

About Procom

The people who power performance

Procom is a global leader in cloud staffing, ServiceNow talent procurement,
and contingent workforce solutions, with over 45 years of experience as North
America’s leading IT staffing firm. Procom’s expertise combined with an
extensive network of IT professionals enables organizations to build high-
performing teams that drive successful ServiceNow and Paas
implementations.

We understand that people are at the heart of every successful
implementation, and our proven track record of matching exceptional talent
with transformative projects has helped thousands of organizations achieve
their PaaS goals. Whether you need to scale your IT team, access specialized
expertise, or build long-term cloud capabilities, Procom’s comprehensive
staffing solutions can help you navigate the complex landscape of cloud
transformation.
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