ServiceNow introduces service management as a service model for efficient business operations
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ServiceNow, a pivotal platform in the realm of business operations, is undergoing a transformation with the introduction of the Service Management as a Service (SMaaS) model. This new approach is gaining traction as it aims to enhance organisational efficiency by converging people, processes, and technology. However, many teams leveraging ServiceNow are reportedly not utilising its full potential.
In a recent webinar organised by CDW, industry experts delved into the workings of SMaaS and its capacity to streamline workflows, optimise IT operations, and bolster data governance. The session illuminated key aspects of the model, highlighting its importance in a rapidly evolving business landscape.
According to CDW’s insights, there are three core principles that organisations need to understand to effectively adopt the SMaaS model and harness the full capabilities of ServiceNow:
The first principle revolves around tracking stages of adoption with roadmaps. These strategic plans pinpoint essential milestones, enabling decision-makers to navigate and make the best use of platform capabilities in alignment with their business growth. Jackson, an expert speaking during the webinar, explained, “The ServiceNow program lasts anywhere from four to six weeks,” indicating the structured timeline provided for businesses. He added that this period involves everything from roadmapping to establishing a data governance framework, equipping organisations with the directions necessary for long-term platform transformation.
The second principle is centred on risk mitigation and managing unexpected costs. With the investment in a comprehensive suite of solutions to cover IT service management, customer service, and employee workflows, business leaders must thoroughly assess total cost ownership and potential unanticipated challenges during the implementation phase. Kevin Griggs, senior manager of intelligent platforms and managed services at CDW, emphasised the proactive nature of the SMaaS model, stating, “It’s configured to your organization, but most important, it focuses on driving the maximum amount of value for your spend.” This perspective underlines the importance of foresight in financial planning as organisations embark on their ServiceNow journeys.
Lastly, the third principle involves preparing for digital transformation. Jackson asserted that ServiceNow possesses the capability to tackle operational inefficiencies, stating it also holds the potential to automate workflows fundamentally transforming businesses. However, he cautioned that teams must first unify the platform’s various functions, which may necessitate the integration of different software or the unification of disparate data sets.
As organisations continue to seek ways to innovate and improve their operational efficiencies, the SMaaS model appears to offer a promising pathway. The emphasis on strategic adoption, risk management, and digital transition outlines a comprehensive framework to guide businesses through a landscape rapidly evolving with technological advancements.
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