ServiceNow
101: The 3 Crucial

Powers of ServiceNow
It started with tickets and has evolved
into bridges: The ServiceNow story
Once upon a time, ServiceNow was a niche software that met a
precisely defined need: a “ticketing” platform that managed IT (and
other) requests from employees much more efficiently than an ad hoc
mix of emails and spreadsheets.
Then a funny thing happened. To expand on its original purpose,
ServiceNow had the ability to accomplish something few other, if any,
business applications could: communicate across disparate functional
areas and provide one window of visibility across all of them.
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Executive Summary
Consider the context. Operations has Enterprise Resource Planning
(ERP) platforms such as SAP and Oracle. Human Resources has
Workday or PeopleSoft; Sales has Salesforce and other CRMs; other
functions have narrow applications fit for sharply defined functions and nothing else.
They’re all excellent tools. But they don’t talk to each other easily. And
they don’t give anyone - from customers to executive management any insight on issues that move through multiple functions. When an
issue arises that must be addressed by many functions - sales, support,
operations, compliance - accountability tends to fall into the holes
between functions, rather than being addressed holistically.
But ServiceNow is more than an effective tool; it’s a foundation for
communication that builds bridges across and among functions. By
virtue of its inherent interconnectivity, its single database, and the
ease with which companies can integrate custom applications into
its platform, ServiceNow has become something much larger than its
original intent.
Today, ServiceNow is both a comprehensive platform that can link
many functions into one accountable, interconnected whole, and
a set of powerful applications, such as ITSM and Customer Service
Management (CSM), that are ready to roll, right out of the box.
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In the following pages, ServiceNow 101
will explore the three major ways the
platform can add value to your business:
• Satisfy Demands: As a means for
meeting the high expectations for
speed and visibility among your
customers, employees and partners;
• See Progress: As a data-gathering
and reporting tool that can surface and
visualize a wide range of previously
obscure business behaviors;
• Solve Problems: As a powerful
resource for analyzing and interpreting
events to expose root causes and
provide insight on opportunities for
proactive change.
Read on and discover the opportunities
ServiceNow can open for your
organization.
ServiceNow serves businesses, but it’s
not “business service management”
What’s the difference? Business Service
Management (BSM) applications are
complex, expensive tool sets built for
specific industries, such as insurance or
healthcare, that need to automate many
manual processes. ServiceNow is a simple
and comparatively inexpensive platform
that can streamline workflows in any sector,
and has the flexibility to adopt additional
applications and/or functions.
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Satisfy Demands
Customer and employee expectations have changed. In a world of
“always-on” near universal connectivity (web, mobile), customers,
colleagues, and 3rd party partners expect almost complete
transparency into the status of their service requests. (Example: tracking
links for the shipping status of online orders.)
But in too many cases, service requests generate obscurity, not
transparency. After a request is initiated — by a customer or by a
business colleague or partner — it virtually vanishes into the ether. The
parties who submitted the issue cannot see who holds the request or
what is being done with it. If the request is passed to additional parties,
this pathway remains invisible: there’s no centralized “dashboard” to
monitor progress or accountability.
The parties responsible for managing the request work within a
comparable confusion. Communications are performed via emails, and
recording of progress is made through spreadsheets. As a
consequence, well-intended business representatives may be as much
in the dark as the customers they serve.
ServiceNow replaces service obscurity with an integrated service
platform that includes:
• Workflow tools that not only connect the disparate functions
responsible for service, but route requests to the appropriate
parties automatically;
• Communications features, such as alerts and progress
monitoring, that proactively prompt action from the correct
parties, and record a service status everyone can see;
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Couldn’t you share SharePoint?
Like ServiceNow, SharePoint can be used by multiple functional groups. But
SharePoint was designed to manage documents, not service processes. It lacks the
flexibility necessary to accommodate rapid workflow adjustments, and it doesn’t
easily integrate with other applications. In fact, ServiceNow facilitates on-the-fly
changes faster than just about any other available application.
• Consolidated set of applications that replace manual email
and spreadsheet work-arounds with a user-friendly interface
for clarity, transparency and accountability. One investment in
ServiceNow can effectively replace multiple capital expenses
(and ongoing maintenance costs) for standalone service desk,
customer self-service, and HR tools.

Replace confusion with clarity. The ServiceNow interface meets contemporary service expectations
with a transparency that encourages accountability and confidence.
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See Progress
The plurality of work-arounds (individual emails, spreadsheets) not only
impedes workflows; it makes it impossible to see either the progress of
an individual request, or the overall performance of the organization in
aggregate.
ServiceNow offers a single point of visibility, data-gathering, and
reporting that reveals organization-wide behaviors. Advantages include:
• A centralized window through which all parties can see
what their colleagues are doing, and how their own actions
fit within the larger context of the organization. Silos no
longer remain invisible “sink holes”; through ServiceNow, all
functions can be seen in relation to each other;

6

• Easy accountability in which the status of a given request
— who has it and what they are doing with it — can be seen
at a glance. Increased visibility means that each department
can not only excel within its boundaries, but reach higher
levels of performance through effective cooperation.

ServiceNow’s intuitive interface allows companies to review all relevant support information
in a single user interface; better data allows teams to proactively solve issues.
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Solve Problems
ServiceNow is much more than a workflow tool: its ability to collect,
analyze and represent data make it a powerful platform for extracting
insights and solving problems, with functions that include:
• Business analytics and reporting: ServiceNow’s analytics
help users expose trends and identify bottlenecks, such as:
• Where do tickets get “stuck” the longest?
• Who, if anyone, gets a disproportionate volume of
requests?
• What area could benefit from increased investment
in tools and/or resources?
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Simple reporting features drive insights into important performance
areas, such as issue ownership and the ability to meet Service Level
Agreements (SLAs). ServiceNow can be set up to track behaviors against
targeted goals, and produce reports that quantify performance.
Drill-down features allow users to gain more granular insights on who’s
doing (or not doing) what, when, facilitating precise adjustments for
corrective action.
• Self-service enablement: The platform encourages and supports selfservice with a Knowledge Module of articles categorized by business
function. It’s much more than a library: the platform responds to various
user behaviors with active prompts that direct users to related content in
the Knowledge Module and relevant federated content available on the
web.
ServiceNow’s automated Knowledge functions reduce the support
burden, encouraging call deflection through self-support. For more
knowledgeable experts, the module offers deep content, including
problem checklists that accelerate resolutions.
• Out-of-the-box applications: ServiceNow includes comprehensive,
prebuilt applications for both external engagement—such as Customer
Service Management (CSM) — and internal communications, such as
ITSM, Human Resource (HR) Service Management and Marketing Service
Management. These apps reduce workflow complexity and accelerate
productivity, delivering deep functionality right out of the box without
additional coding or costly development.
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The Knowledge Module includes both self-support information for customers and staff, and
in-depth content for internal experts.

Maintenance vs. Madness
With its 6-month release cycles, ServiceNow delivers constant improvements without
additional overhead expenses in resources, development, and testing. Its rapid
release model means continuous functional improvement—without the expensive
and time-consuming madness of manually incorporate emerging technologies into
your platform.
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Integrated analytics help you identify emerging problems and take corrective action to prevent
future recurrences.

Applying ServiceNow Insights
While ServiceNow brings immediate improvements upon roll out, its data collection
and reporting capabilities increase its value over time. Many ServiceNow users
follow a tiered approach to corrective action:
1. Implementation: The workflow tools immediately streamline the
processes your organization already has.
2. Review: After two or three months, use the reporting and analytics tools
to surface trends, expose patterns, and identify bottlenecks.
3. Adjust and test: At the six month mark, apply lessons learned to your
workflow and monitor the results: what works, what does not, what needs
further improvement?
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Are you prepared
to be served by
ServiceNow?
Given its considerable power to bridge functions and encourage cooperation,
implementing ServiceNow is much more than a technology issue—it’s really
about transforming the way you do business.
The organizations that succeed with ServiceNow are those that recognize a
need to change. They embrace a movement away from a transactional
attitude focused on functions (“..this is my role; that’s not my job…”) toward a
holistic service philosophy centered on collaborative action and service: How
do we work together to resolve issues and improve performance?
Are you ready for ServiceNow? Use the checklist on the next page to assess
your current status and your potential for future progress.
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ServiceNow 101 Readiness Checklist
Do you have a Service Portal with a “look and feel” consistent with the
best interactive sites on the web?

Yes No
I Don’t Know

Can employees, customer, partners track the progress of their issues and
requests through your organization?

Yes No
I Don’t Know

Does your current system automatically route service requests to the right
people in the right order?

Yes No
I Don’t Know

Can your workflow tools unite disparate functions/departments within
your organization?

Yes No
I Don’t Know

Do you have one point of visibility into the entire workflow?

Yes No
I Don’t Know

Does your system include alerts and prompts to promote action?

Yes No
I Don’t Know

Can you consolidate multiple tools for greater clarity and efficiency?

Yes No
I Don’t Know

Can you quickly see the status of any issue and who owns it?

Yes No
I Don’t Know

Do you have business analytics to help identify trends?

Yes No
I Don’t Know

Can you produce the reports you need to assess progress on targeted
goals?

Yes No
I Don’t Know

Does your platform include self-service content and expert materials?

Yes No
I Don’t Know

Can you leverage the most advanced technologies without investing in
more resources, more money, and more time?

Yes No
I Don’t Know

If you cannot answer “yes” to many or most of these questions, it may be time
to enjoy the automated service empowerment ServiceNow can provide.
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About Acorio
Acorio is an exclusive ServiceNow cloud consultancy on a mission:
to deliver on ServiceNow’s promise, with inspiration, guidance and
unparalleled expertise throughout your entire customer journey.
We offer Big Company credibility with agility, innovation, and a
relentless focus on customer excellence.
•
•
•
•

100% year-over-year growth
150 Clients, 275+ implementations
70% repeat business
One of the highest CSAT scores in the ServiceNow
ecosystem

“Acorio has a consistent and proven commitment to do the job well.
They are able to keep the effort aligned to the underlying objective
and purpose. When challenges happen, the Acorio team works in
partnership with us to guide the project toward the right solution.”
– Executive Sponsor, Global Bank
To get in-depth answers specific to the unique circumstances of your
organization, talk to a ServiceNow implementation expert by calling
1-866-333-8768 or writing to info@acorio.com.

Are you ready
for ServiceNow?
Click here to launch your
ServiceNow journey.

