servicenow

IT Business Management

Deliver greater value from [T initiatives and enable change across the
enterprise by planning, prioritizing and tracking work aligned to
business objectives

Matt Tyler
Solution Consultant




STRATEGIC ¢
Portfolio o
investment & Investment planning
Planning @ Programs put together across smaller feams of business & IT executives, with
a goal of creating initiatives that meet business objectives and vision.
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Work delivery
Work that is designed to focus on delivering value to internal or external
ONGOING o
DEMAND customers and which is spread across work methods, feams and tools.
Operational &
Tactical

Lots of work .
TRADITIONAL methods and deliverables AGILE
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STRATEGIC ¢
Portfolio
Investment &
Planning
é o Waterfall
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. ~ 0 12% Iterative
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ONGOING
DEMAND
Operational &
Tactical
TRADITIONAL AGILE
naw 1. Move Away From Waterfall to Agile and Product-Cenftric Delivery Methods - September 2018 3.  McKinsey Flip the rafio: Taking IT from bottleneck to battle ready - August 2018

2. Gartner [TBudget 2017: Enterprise Comparison Tool 4.  PMI Pulse of the Profession 2018



STRATEGIC
—D> Portfolio
Investment &
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. Ci Analytical
Planning New Products . Increase Emplov Slgtforr .
Transformation TFO ' per’ @o ‘ ‘
Om'ng Scale Work: Measure Value &
Waterfall, Agile, Outcomes
Decrease Run ‘.’ SAFe, Hybrid
Operational Work Mono Onge &
L Managing Rationalize IT,
Enhancement Changes & Maintaining o S
0 ; Problems Technology “IvViLD, AP, DUDIINITID
equests . .
ONGOING 9 Services Services
DEMAND

NOW.

ServiceNow Platform
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Now Platform fransforms IT by helping align the entire service & operations
value chain to business outcomes

Support the

business vision

Support enterprise wide portfolio
management to align IT and business
initiatives

NOW.

Align software
& infrastructure

to business
operations

Manage health of business services by
infegrating demand sources with ITBM
+|TSM

Information to
make value
based
decisions

Scale delivery

& adjust plans

Optimize applications impact to
business capabilities with APM + ITOM
/ SAM

Expand service delivery with Agile &
DevOps work supporting IT initiatives
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Align IT initiatives to Create Value for the Business

Manage a strategy best suited 1o achieve outcomes with visibility into portfolio
investments and business strategy to ensure value is realized.

et | g | vy Align investments, resources to
Total Expenses YTD Actual Benefits # Apps: Low Biz Value #Apps: Low C-Sat Projects Overdue goqls & obieciives
11 9 hg22
_310M $53724k - R T Goals create alignment to strategy

Demand pipeline shaped by goals
and platform data

Work prioritized to goals, more resources
focused on strategic initiatives

ITBM Portfolio Workbench

>
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Deloitte.

Enterprise Porifolio Management at Deloitte
gains visibility into strategic project asks
using ServiceNow Demand Management

Challenge . Products
Gain visibility into projects, ideas, and demands : ServiceNow® IT Business Management

from a single platform in order to align with :  ServiceNow® Demand Management
business strategy and priorities

Results
Greater Cenfralizes Visibility to
fransparency demand prioritize and
across the management make strategic
enterprise decisions

nNow. ;

66

We have rolled out ServiceNow Demand
Management in two countries where
those at the Enterprise Portfolio
Management level now have overall
visibility into the project asks—something
that wasn't previously available,

Anita Chu
Vice President of IT Strategy, Deloitte Consulting LLP
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Manage Uncertainty through Adaptive Planning

When market changes happens, adapt your plans and refocus feams to reach any IT or
business outcome.

¢ ppictnng 2 Plan & track app, tech & business
. investments

2 N - Visualize timeline of demands or
projects for a given application
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— Continuously align investments to
business outcomes

Real-time Investment Tracking 1 ,OOO AppS

migrated to the cloud to become
“fully digital” at Veolia
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Veolia supporis its global digital | \\\\ |
transformation with ServiceNow Application bk —
Porifolio Management

Challenge Products
Gain visibility into ~1,000 global applications and ServiceNow® IT Business Management
services to determine business value and better ServiceNow® Application Portfolio
align with strategic initiatives Management
(11
Results Migrating the ServiceNow Applico’ripq Portfolio
Management capability info our existing
ServiceNow environment means Veolia can
finally integrate IT strategy with existing ITSM
and ITOM operational activities. This gives
unprecedented visibility into the end-end
enterprise portfolio and its 'fit' to business value
Reduces on-premises Transformation Delivers real-time ieieleiielutslsieliyieelit
apps, duplicate apps, initiatives supported availability of Martin Black
and software application data Head of ITSM Centre of Excellence, Veolia
contracts
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Scale Any Method of Work to Deliver Faster

Use a single hub to collaboratively plan, prioritize and track work on a synchronized
cadence.

Centralize projects, apps, and costs

Analytics Backlog Sprint Planning Sprint Tracking

Backlog = All Stories Backlog v @ Triage Board @ Q_ search :—__" M O n O g e O | | Work ( projec‘l‘s ScrU m
AllDraf Defects backlog, changes) in one place
15 4 All Open Problems
Records in total No story points No acceptdiic
Frnancements Ability to collaborate, plan and
P \' / - , Operational Demands Edit Backlog View Standard List prlorl'l'lze prOJeC‘I'S OS prlorl‘hes Shlf‘l'.
'y to re-assign opportunities Edit Triage Definitions Executive Portal @
: 'y to enter customer information New Triage Definition Customer Portal o Insig h‘l’ in‘l’o TrOdi‘I’iongl Work, SCr‘U m Or Og”e
EIOIEOUS atlEs o sttachvideos Line managerporal @D teams to measure & achieve goals faster
y to enter performance rating Line Manager Portal o
‘. y to enter competencies Employee Portal @
| ! o 'y to create new competencies Line Manager Portal o
‘-Crmt - e 1 - [ | h 'y to enter completed trainings Employee Portal o
o 'y to setup follow-ups Sales Rep Portal
" 'y to send surveys to the customer Customer Portal o
e Mobile Projects and Unified backlog
£ 1] - B




Ita0 Unibanco improves business efficiency
using ServiceNow Demand Management for

‘IU Click’
Challenge

Manage IT demands by bringing 70+ systems
together to boost efficiency, improve customer
satisfaction rates, and support business strategies

Results

Hours saved in
2018, with a goal
of 39K in 2019

nNow.

Parallel tools
eliminated

Products

ServiceNow® [T Business Management
ServiceNow® IT Demand Management

More efficient
when using 1U

Click

66

For a financial institution the size of Itay,
the use of ServiceNow for the
orchestration of initiatives was a very
important milestone in our process of
digital transformation, where we broke
some important historical barriers.

Credit Card Operations Executive
ltaU Unibanco
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Support Agile Transformations with ITBM

Work on opportunities that deliver the most value with Agile and SAFe methods of work to

grow productivity and deliver the best results.

Making the world of work, work better for people e Aileen Mottern O\ C’ﬂ @ @
? Program v | Booking Platform v Board Backlog Planning
. . - o 7
Stories | Features | Pl = Booking-PI1 v Complete — — | 100% Q_ search D
[mm] View Available Rooms 29% Book a Room 0% View Available Rooms 29% \—) Search by City 13%
Book a Room 0% = Search by City 13% Book a Room 0%
Search by City 13% > Search by City
PI1 Operational
iew Available Rooms 29% Search by Price 0%
k 0%
\\ hb 3%
View Available Rooms 29% Search by Price 0% Book a Room
Search by City 13% - Book a Room 0%  Searcl h by City

Search by City

Scaled Agile Framework Program Board for Agile Projects
n w 12

Deliver at pace and scale

Manage Scaled Agile Framework
deliver methods

Prioritize work and identify
bottlenecks across feams of teams

See dependencies and risks to scale
work and work more efficiently

22% Improvement

in faster delivery time at ServiceNow




servicenow

Now on Now: ServiceNow uses Agile and
Scaled Agile Frameworke (SAFee¢) to support
its own Agile development fransformation

Challenge . Solution

The fraditional waterfall development approach ServiceNow® uses its Agile app for smaller,
wasn't scaling to meet our needs when managing narrow scope projects and SAFe for larger

our complete product and enhancement portfolio : projects requiring product management input
Results

Faster Fewer defects in Increase in
time-to-market product and employee
service delivery satisfaction

nNow. 19

66

We can operate in a dual mode of
hybrid project planning as well as
manage an Agile tfeam’s velocity. It
has helped our transition from
waterfall to Agile.

Rani Pangam
Director, IT PMO, ServiceNow
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IT Business Management

Deliver greater value from IT initiatives and enable change across the enterprise by
planning, prioritizing and fracking work aligned to business objectives.

Manage
Align IT Uncertainty

Scale Any
Method of
Work to Deliver
Faster

One Platform

initiafives to through
Create Value Adaptive
Planning

Create a strategy best suited to When change happens, adapt your Work on opportunities that deliver the Integrated with Service & Operations
achieve outcomes with visibility into plans and refocus teams to reach any most value. Use any method of work Management, HR and CSM to
portfolio investments and business IT or business outcome. to grow productivity and deliver the manage both operational & strategic
strategy to ensure value is realized. best results.

work together.
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Project Porifolio Suite

Ideation Demand
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Employee Demand

Manager

Resource
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Resource
Manager

Project

Project
Manager

SDLC
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Product
Owner

Test
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Business
Users

Release
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Release
Manag
er

Reporting
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PMO

nNow.
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Ideation Demand Project Resource SDLC Test Release Reporting
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Persona Action Screenshot Benefits

g’ e Company Feed - Feed Summary
My Feed Stream 4 g’ e @ ” 'g
Employee 525699 * Front Door fo
& System Administrator w
Employee SU bmi-I-S O n Group Feeds @ Hashtags v |T

Record Feeds We're considering using Live Feed to replace #Lync for collaboration. Thoughts? 2 A excel | [ wFi

Like + Copy Link + Hashtags (1) A ven | BY joined ° M U |-I-i |e Oi n .I.S
| d e O S O 1' h O 'I' O People @ Ramon Amaral Excellent idea! So much easier to use and we already use it for everything 1 p p

else.

of entry
v
b U Si n e S S C O S e =) Pat Hoshaw #Lync is more difficult to use. We need Live Feed for easier tagging and following. e
Hashtags ¥ plus, groups in Live Feed rock! Thanks IT! @] Solution set.xisx
Like « Reply * Hashtags (1) ° F O rI I l O |
ro U C S My Favorite Feeds

i No favorite feeds 3’ & Links v
Con be bUIlT Check out the Wiki article! CO p'I'Ure Ond

and reviewed [ B h | process for

What's the best way to password-protect a spreadsheet? Using #Excel for Mac 2011.

by Mg m.l. Like « Copy Link « Hashtags (1) | d eO ‘I-io n

g Mara Rineheart Go to Tools -> Protection -> Protect Workbook
Like 1 Reply

Live Feed

(@] Solution set.xlsx Download

My I d ed S Like - Reply
& &

- E;( System Administrator The attached solution set is a good example.
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Dem

Ideation

IIIO

Persona

Demand
Manager

Product(s)
Demand
Workbench

nNow.

and

Demand

Y e

Action

Demand
Manager
prepares
business case,
qualifies, and
works with Exec
team to
approve
demand

ement

ject

Resource

8

Screenshot

SDLC

00
00

Test

<  Demand Workbench

Datawarehouse Reporting

Consultant On-boarding

Balance Sheet (Plan Data|

Risk
= | Demands [Workbench view] m Goto Demand v
§ Al>State = Qualified
£33 O, |Demand ® Portfolio ® Stage ® Risk @ Value ®
o Applicant Tracking JobVite integration Human Resources Demand Qualified 88
DMND0001219
® Applicant Tracking Human Resource: Demand Qualified 5.9
DMND0001218
® Balance Sheet (Plan Data) Finance Demand Qualified 8.9
DMND0001220
® BI & Analytics, BOBJ, Tableau Finance Demand Qualified 08
DMNDO001254

BPC - Planning Enhancements

Applicant Tracking JobVite integrationl§J
1mployse Off-boarding

B <« « 1] t0200f75
Size @ Requested by
25 6
6.1 4
6 6 2015-02-04
15 8 2015-04-09

> >

Release Reporting

' ("

(©

Benefits

« Align work to
goals &
strategy
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Project Man ment
Ideation Demand Project Resource SDLC
00
¢ Y &5 S 00
Persona Projégt’rion Screenshot

Project
Manager

Product(s)
Project
Workbench
Planning
Console

nNow.

Manager uses
the Planning
Console and
templates to
build the
schedule and
uses the
Workbench to
manage

execution
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Baselines

Test

v Executing TEXe)

worcen; | @ @~ @@~ @ #0000
ot

© + | rosey @ + || workin progress

zzzzz oo viewsd stucture

.....

L]

Release Reporting
S T
Benefits

« Work Faster
and Smarter

« Collaborate
with the feam
for status
updates
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Resource Mana

Ideation
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Persona

Resource
Manager

Product(s)

Resource
Plan

Resource
Workbench

nNow.

Demand

? (=TT

Action
Resource

Manager views
Resource Plan
inside Resource
Workbench &
allocates users
to the Projects
and
operational

Q

WOIK

em
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SDLC

00
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Screenshot

< RPLO001234

@

Test

208

Change Dates Edit Members Distribution

Reauest 7 0%

* T O | Resouce Name  UNIX-SC fe 01-June2015 EndDate  31-Jul2015
Incident
/ Creat
= Open
2 Assigned to
75
T3 Service Catal ] 80
60
&7 Knowledge 6 £
45 E
v £ I E
 Vis 2 0 R
= scorecards 20
20
L
15
|| || 0
Week #22 Weel We Week #25 Week #26 We 27 We Weel Week #30 We 31 We Week #33
|} M Allocatec -8~ Planned Utilizaton ~ ~&- Forecasted Utilizaton ~ ~&- Commited Utilization
Resource Plans
O, ResourcePlan TopTask ~ Task  Group Members artDate  EndDate  RequestType FTE  Planned Hrs  Planned Cost  State
Data Center OS Upgrade
@ R 01-Jun- 400 $3200  Plannin l
DMND0001050
SSO&WebFusion  Control
(D RPL00000GS Rick Blaine 28-May-2015 04-Jun-2015 FTE 20 % $2309 Requester
PRJD000090 PRJTASK000090
Bl & Anlytics
(D RPLO0000SY 22-Jun--2015 05-Jul-2015 Hours $650 Requeste
DMND000054
19

Release Reporting

’ ("

(©

Benefits

* Real-time
visibility into
resource
availability
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SDLC

Ideation Demand Project Resource SDLC Test Release Reporting

00 '
Y 55 00 ("
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Persona Action Screenshot Benefits

< | Sprint Planning Team  HR Portal Technical Team v

s erVi C e Ow n e r All Project Backlog HR Svc Mgmt Sprint 1

7 stories /6 points 20 roints capacity 49 points allocated

|2 « Full Agile or

Service stories to form i yond i
owner = : ) (Fommmr (Waterfall/Agile)

collects user

Pr j 1_ = B““'“ﬂ B <« <« 177 B> Bh = Backlogm B <« « [l ©oee > [ :I r: :I :lq
& stoy ® Points © State @ Project ® Assignedto @  Priority ® & story @ Points © State @ Project ® Assignedto @  Priority ® | |
duct Backl form
Product(s) acklog, forms |

Application modules and HR Service Modules - My HR Tasks 5 Complele  Magenement o 1-Crical

() configure the modules 2 Draft Management © 2-High @ and My Group HR Tasks o
based on roles Portal STRY0010035 -

( rl ' I I l TeG I I I, STRY010013 Filter HR case categories

Automatic state change LR Seni based on the user HR Service
from New to Work in Fre— (D role(managerfnon- 2 Complete  Management o 2-High

6} 3 Draft Management ® 2-High \
Progress manager) Portal

Agile and Plans e =_ e

comments are mandatory . > Categories/Subcategories
G 2 Draft Management © 2-High
® on closing the request 9 ® based on US or non-US

Teams Sprints — - “ s -

HR Service
Complete  Management  2-High

@

HR Case Watch list and HR Service Create HR Case HR Service
(D) Openedfor 2 Draft Management 4-Low (D Category table 3 Complete Management  1- Critcal
STRY0010003 Portal STRY0010041 Portal
o
s rl ni Lock st fiters on user HR Service Create ‘Submit button
() spedific modules 2 Draft Management © 2-High and redirect user to the HR Service
STRY0010005 Portal (@ listview of users 3 Complete  Management 3- Moderate
requests Portal

Planning
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Test Management

Deman

Ideation

)

Persona

1A

Business
Users

Product(s)

Test Plans

Assessment

NOW.

<
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Action

Business End
Users execute
Test Cases
inside
Assessment
Survey

Project

(=TT

SDLC

L1l 0o

Resource

Screenshot
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AU ’
E, i
" Communcaton  Gompersaton
Defect Distribution by Component Tags. Pending Test Cases by Assignee
Selcta T
Al actiy
Assignee
wwwwwww vantd
L Barbara Hindey
Beth Angin
2 2 Cathryn Nicol laus.
ory Gibes.
2 3 Daniel
Edwin Lavell
Gay
Mana Pra Quote ool
Mot -Low
21

Test
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Release Reporting
S T
Benefits

« Team-centric
approach to
test
management
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Test Management

Deman

Ideation

IIIO

Persona

Release
Manag
er

Product(s)
Project
Workbench

nNow.

Project

Resource SDLC Test

Release Reporting
S T

<G 0o $0%
, 55 SK8L 00
Action Screenshot

¢ | ProjectWorkbench . [rsADepoyment v| ® B + | wanagestores || L a
Release N
Manager plans - _
and executes .

— [ - n
deployment of @ @ . Ers
new service m - ":' ..... Q0 Q. .9, .2, .2 }:N:f" ''''' .
with clear | =L === -
insight into q PR -
operations o— + A L.

for M_QN |

b T =T — e
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Benefits

* Integrated
deployment
and hand
over to
operations

© 2019 ServiceNow, Inc. All Rights Reserved.



Re porhnng |
Ideation Dem@nd Project Resource SDLC Test Release Reporting
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Persona Action Screenshot Benefits

T PMO Dashboard

Portfolio Allocation for Current Quarter

PMO Director
monitors
PMO oroject

Director )
iInvestments '

Product(s) within | e ——
°°°°°°°° available to

Dashboards - ) ——
Dashboards z P :
G n d C | O SR fovat 000 0.0%) Nov ! Bszg m O n I‘I‘O r’ O n d

. 600k ‘Sum of budget costs of projects Sum of actual cost of projects. Sum of resources allocated costs 1 r e d i C-I-
=9 Rogjelmel 12,05M 1.90M 125M | P f
Roadmap e performance

N PSS TTIN Y U I | B T T (™ S
De 2 L B B I e
Ok i
Human Resources m . tionairre ITSM Phas Change

nnnnnnn

* Real-time
reporting that
you can frust
* |In platform
analyfics
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Example: Slack Spoke

Action

Post a Message
Post Change Details
Post Incident Details

Post Problem Details

Description

Send a message to a Slack channel using an Incoming
Webhook. Specify the Webhook URL and Message to
send.

Send details about a ServiceNow change record to a
Slack channel using a Webhook Connector. Specify
the Webhook URL and Change record to send.

Send details about a ServiceNow incident record to a
Slack channel using a Webhook Connector. Specify
the Webhook URL and Incident record to send.

Send details about a ServiceNow problem record to a
Slack channel using a Webhook Connector. Specify
the Webhook URL and Problem record to send.

24 © 2019 ServiceNow, Inc. All Rights Reserved.


https://docs.servicenow.com/bundle/orlando-servicenow-platform/page/administer/integrationhub/concept/slack-spoke.html

servicenow

Thank You



