lobal ServiceNow ITSM Implementation
nhancing Global Pharmaceutical Service Management
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Client Overview:

The Client is a Global Pharmaceutical Company. Their core business is the manufacture
and distribution of branded and generic pharmaceuticals. The existing manual pro-
cesses were error-prone and lacked visibility. Overall, ITSM processes relied heavily on
manual interventions and email approvals. To streamline and automate the entire ITSM
process, the Client implemented ServiceNow ITSM solutions globally.

Problem:

The Client encountered challenges in effectively managing their global service man-
agement procedures, marked by an absence of differentiation between incidents and
service requests. The severity of issues was not duly evaluated, and there was a defi-
ciency in exchanging knowledge articles for incidents and service requests. Further-
more, the diverse global regions sought support for multiple languages and automated
request monitoring. The existing Configuration Item (CI) categorization proved unsuit-
able due to the organizational complexity. Infrastructure Cls were managed through
disparate solutions, lacking a unified console to oversee infrastructure Cls alongside
Service Cls. This fragmentation impeded effective reporting, given the absence of a
standardized service-based data model and a centralized dashboard. Consequently,
the Client sought to implement the ServiceNow ITSM solution to amalgamate all help-
desk-related operations into a singular system, enhancing user satisfaction, optimizing
Ul design, and accommodating diverse languages.
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Solution;

To address these challenges, the pharmaceutical company IT partner engaged the
services of Nihilent, a globally recognized consulting and solutions integration firm, to
implement the ServiceNow ITSM solution. The primary objective was to refine the global
service management process through customized workflows and streamlining incident,
problem, and change management processes. Nihilent's team collaborated closely
with the Client, comprehensively analyzing existing systems and processes, identifying
pain points, and formulating an implementation roadmap for the tailored ServiceNow

ITSM solution.

The solution comprised the following components:

Planning, Assessment, and Work-
shops: The Nihilent Team actively
conducted several formal workshops
with client stakeholders from Germa-
ny, South Africa, the Middle East, Aus-
tralio, and others to gather and for-
malize requirements. Additionally, the
team collaboratively conducted a
meticulous analysis of existing sys-
tems and processes with the Client to
identify areas of improvement. After
finalizing the requirements, the Nihi-
lent team established a formal project
plan and initiated the implementation
process.

Desigh and Implementation: After
conducting multiple rounds of work-
shops, the Nihilent Business Analyst
and Technical Team actively docu-
mented detailed requirements, Use
Cases, Technical design documents,
and other pertinent materials neces-
sary for implementing ServiceNow
ITSM. The client-side leadership team
thoroughly reviewed and approved
the documented requirements. Sub-
sequently, Nihilent designed and im-
plemented a customized ITSM solution
in phases across multiple countries, in
alignment with the Client's business
objectives, based on the formally ap-
proved requirements.

ServiceNow ITSM: Nihilent developed a
unique, customized ITSM solution and pro-
gressively implemented ServiceNow ITSM,
encompassing incident management,
change management, knowledge man-
agement, catalog items, workflow manage-
ment, agent workspace, email notification
configuration, SLA configuration, reports,
and dashboards. The comprehensive solu-
tion enhanced service management oper-
ations automated workflows, and facilitated
daily operations through the self-service
and employee portals.

Integration: Nihilent leveraged existing
Active Directory (AD) Integration to validate
user profiles, enabling Single Sign-On (SSO)
and efficient user information retrieval. This
integration facilitated seamless user data
exchange between the systems, enhancing
the accessibility and updating of user infor-
mation by the ServiceNow Instance (SNI).

Testing: The test manager, leading the Nihi-
lent Testing Team, implemented a rigorous
testing process, developed a formal test
plan, and executed test cases. The team
verified the correct functionality of the ITSM
solution and ensured its alignment with the
Client's requirements.

Rollout: After formally completing user acceptance testing, the Nihilent Team actively
deployed the ITSM solution globally in collaboration with the Client, offering continu-
ous support and maintenance. Furthermore, the Nihilent Team conducted numerous
training and education sessions globally to train and educate client stakeholders on

the ServiceNow ITSM system.



oOutcomes:

The implementation of ServiceNow ITSM by Nihilent yielded significant outcomes
for Global Pharmaceutical employees, including:

Automating request monitoring and consolidating helpdesk op-
erations led to substantial efficiency gains, reducing manual interventions and
enhancing the overall speed of issue resolution.

Consolidating global service management processes
onto a unified platform reduced complexity and facilitated prompt issue resolu-
tion.

Automating workflows and rapid resolution of
incidents and requests through ServiceNow ITSM led to heightened operational
efficiency.

The unified console for Cl management facili-
tated effective reporting by providing a centralized dashboard—this enhanced
visibility into the IT landscape, enabling better decision-making and strategic
planning.

Introducing a user-friendly portal provided a seam-
less, multilingual interface for accessing services, enhancing overall user experi-
ence.

The centralized knowledge repos-
itory facilitated efficient knowledge sharing, reducing the learning curve and
enhancing overall organizational knowledge.

The ServiceNow ITSM solution proved
adaptable to the organizational complexity of the pharmaceutical company, pro-
viding a flexible framework for managing both infrastructure and service Cis.

Conclusion: The successful implementation Of ServiceNow ITSM by Nihilent has proven
to be a transformative solution for our Global Pharmaceutical Client. The challenges
posed by manual processes, lack of visibility, and the absence of a comprehensive ser-
vice-driven architecture were successfully addressed through a meticulous approach to
assessment, design, implementation, integration, testing, and rollout. The outcomes sig-
nify a paradigm shift in the organization’s IT service management landscape. Streamlin-
ing processes, enhancing user experience, improving operational efficiency, and estab-
lishing seamless data mapping between systems have collectively contributed to a
more agile and responsive global service management framework. This case study un-
derscores the value of strategic ITSM solutions in addressing complex organizational
challenges and sets a precedent for leveraging technology to enhance service delivery
globally.
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