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 Work can be made better, with your knowledge, 
our experience and a clear direction.

http://www.scc.com/networks-and-communications/
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Our story 

SCC started our ServiceNow journey like many customers,
needing to update our IT Service Management 

As an IT Service Company 
we needed to select a tool to 
support our business whilst 
ensuring it created improved 
services for us and our 
customers, and after evaluation 
of the market we selected 
ServiceNow. 

Our initial implementation 
was started with the help of 
a partner, but we soon found 
that although the partner knew 
the ServiceNow technology 
well, their understanding of our 
business was not as good. We 
decided, as every organisation 
should, that an understanding 
of the desired outcome is as 
important, if not more so, than 
just having the technology 
knowhow 

So we created our own 
ServiceNow expertise and 
completed the implementation 
ourselves. Today our ServiceNow 
Practice provides those skills 
to all our customers and 
brings both knowledge of 
the ServiceNow platform and 
experience of how to deploy and 
use it in the real world of IT.

Laying the foundation for 
Enterprise Service Management

IT is the foundation of the digital 
age. Where engineering drove 
the revolution of the industrial 
age, IT is taking the digital age 
into the future.

Businesses that have embraced 
ServiceNow, fully understand 
its foundation in IT service 
management (ITSM) and the 
holistic roots that flow through 
HR, legal, marketing – across all 
lines of business. In other words, 
the benefits of ServiceNow 
revolve around a deep 
visibility into all processes and 
infrastructure through a single 
system of record.

Change is not a single event, 
but more akin to a process. The 
digital age in Enterprise Service 
Management is evolving from 

the early drive for the single 
system of record through to 
today’s drive for a single system 
of engagement. The future 
goals are for intelligence and 
automation. The key to this 
journey is the foundation in IT 
- preparing the IT organisation 
to build out across the business 
by establishing the strong 
processes of support, operate, 
and control.

Seeing every interaction 
between every user and 
measuring the service 
experience provided by any 
agent is merely the day-to-
day view of the benefits of 
ServiceNow. In the bigger 
picture, ServiceNow enables 
organisations to look at all 
departments as a service 
provider. This is made possible 
by its ability to provide all 
departments with an automated 
workflow process that tightly 
aligns IT and business strategy 
comprehensively.

Every industry is being disrupted 
- transformed by automation... 
intuitive consumer experiences... 
machine learning... and an 
explosion of connected devices. 
The disruptors are delivering 
products to market faster, 
providing a fundamentally new 
user experience including more 
transparency into the consumer 
request or transaction, so you 
know when and how it’s being 
fulfilled. 

To become a disruptor instead 
of being disrupted, your 
organisation needs to do the 
same thing – speed, experience, 
transparency. 

Most companies are stuck in 
an old work model. Customer 
requests, IT incidents, HR 
cases— all following their own 
paths within an enterprise... 
moving back and forth 
between people, machines and 
departments. Unstructured. 
Unimproved for years. 

Traditionally work is done by 
emails, phone calls and text 
messages. Tracking is done with 
spreadsheets, stored on local 
hard drives, emailed around or 
occasionally stored in a shared 
folder. But, it’s all unstructured 
and hard to increase speed or 
provide greater transparency. 

As a result, employees are 
not sufficiently productive – 
spending too much time on 
mundane tasks instead of 
undertaking work with real 
business value. 

It takes longer than it should 
to resolve issues, respond to 
requests and get work done. 
Costs are higher than they need 
to be and profitability growth is 
much slower than it could be. 

The key to business innovation 
is to transform the entire 
organisation through digital 
disruption, by automation, 
machine learning and mobile 
connectivity. Companies 
already ahead of the curve 
are delivering products and 
services to market faster and 
providing fundamentally new 
user experiences based on 
the consumerisation of the 
workplace.
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empowering 
people.

enabling digital workflows
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Why partner with SCC? 

We will guide you through the 
process by offering you the 
right deployment model for 
your business. Whether you 
need a dedicated environment, 
a managed domain, 
accelerated implementation 
or an overall process review, 
we ensure the right solution is 
achieved. 

Our consultants have years of 
experience delivering outcome-
based IT, implementing best 
practice processes and driving 
operational efficiencies. Every 
industry is being transformed by 
automation, intuitive consumer 
experiences, machine learning 
and an explosion of connected 
devices. 

The disruptors are delivering 
products to market faster and 
providing a fundamentally new 
user experience including more 
transparency. With ServiceNow, 
we enable our customers to 
shift from being a reactive 
problem solver to a proactive, 
cost effective, value enhancing 
business. 

SCC’s customer-first 
approach to Enterprise Service 
Management (ESM) ensures our 
customers get a high quality 
service delivered on best-of-
breed technology, this includes: 

• IT Service Management 

• IT Operations Management 

• IT Business Management 

• Customer Service 
Management 

• HR Service Delivery 

• Security Operations 

• Governance Risk and 
Compliance 

• Software Asset Management 

• Intelligent Apps  

 
 
 
 

 
 

Key features 

• Large, dedicated team of 
ServiceNow professionals 

• Solution architecture, 
design, delivery and project 
management 

• ITIL expertise: Incident, 
problem, change, service 
catalogue, CMDB 

• Roadmap of your Enterprise 
Service Management (ESM) 
journey 

• Experience of ‘own-instance’ 
and Managed Service 
provider (MSP) models 
including experience and 
skills with domain separation 

Key benefits  

• Accelerated/rapid 
deployment decreases 
time it takes to realise your 
investment 

• Configuration (not 
customisation) makes 
regular upgrades pain free 

• More than 1,000 UK 
organisations currently 
using SCC’s ServiceNow 
configuration 

• 24/7 business with over 
5,000 staff in Europe 

• Experience delivering 
services in government, 
health, education, blue-light 
and defence 

scc.com/servicenow

https://www.scc.com/business-process-outsourcing/servicenow/


scc.com/networks-and-communications/

Consult

A helping hand throughout your 
journey 

Take advantage of ServiceNow’s 
global cloud platform and 
product solutions, combined with 
our experienced consultative 
approach to IT solutions that are 
right for your business. Whether 
you’re looking to optimise your 
business processes, introduce 
new solutions or develop 
your strategic roadmap, our 
consultants have the expertise 
to deliver both operational and 
strategic consultancy focused on 
outcomes that are right for you. 

Our consultants are not just 
focussed on the delivery of 
solutions, they also bring 
with them years of real 
world experience, delivering 
operational IT, implementing best 
practice processes and driving 
operational efficiencies. 

Improve

Help realise your investment 

Whether your implementation 
has stalled, you’re over budget 
and not realising expected ROI 
or the business expectations are 
not being met, we can help you 
get things moving again. We’ll 
help you realise your investment, 
deliver on your original business 
objectives, and ensure that 
ServiceNow delivers the value 
you predicted at the outset. 

SCC Fitness check can help find 
the right plan and keep you on 
track for your journey.

Enable

Ensure successful deployment 

Whether you’re looking at 
the ServiceNow platform as 
a new business investment, a 
new product on your existing 
platform, or an integration with 
other business critical solutions, 
we can bring you our ServiceNow 
Implementation Service to 
ensure success through effective 
deployments. 

Using a collaborative approach, 
we work with you to make the 
most of the rich ServiceNow 
platform. Ensuring you meet your 
business outcomes. Our “Out of 
the Box” philosophy drives to get 
the most out of your investments.

Support

Deliver best practice to 
complement ServiceNow 

Ensure you’re always compliant 
with best practice, your platform 
is ‘upgrade ready’ and the 
configuration is always aligned 
with your business needs and 
strategy. 

Our SupportNow Support 
Service complements and builds 
on the standard ServiceNow 
cloud platform enabling you 
to maximise the value of your 
investment. 

Our engagement
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we consult.

http://www.scc.com/networks-and-communications/
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Our solution to our services

Implementation Services 

We implement this by pushing 
our customer not to try and 
duplicate the functionality of 
the old system, but build their 
business on the functionality 
contained within the ServiceNow 
solution. Our approach starts 
with training not getting 
requirements.

But it is based on not 
customising the system, but only 
configuring it.

ServiceNow’s power is in the 
flexibility within the configuration 
layer, use it, and you gain the 
now and the future with the 
continued developments of 
the platform coming to you, 
without the pain of reworking old 
customisation.

Our approach is to use your 
knowledge of your business, our 
experience of the ServiceNow 
platform and a clear definition of 
the business outcomes you are 
looking for, and TOGETHER we 
make the future happen.

SupportNow

SCC SupportNow is a service 
wrap to support your ServiceNow 
solution. Where ServiceNow 
provides the operational support 
and provides upgrades and 
patches to keep the system 
working, it is the responsibility 
of the customer to configure 
the changes, upgrade the 
applications and apply the 
patches.

SCC’s SupportNow offer provides 
a series of comprehensive and 
flexible services to help support 

your ServiceNow system. From 
providing Upgrade support, 
through to a complete managed 
service, SupportNow can be 
configured to reflect your needs.

Fitness Checks

Organisations that invest in 
ServiceNow typically do so in 
order to take advantage of its 
cloud-based SaaS platform, its 
comprehensive set of service 
management applications and 
its flexibility in meeting business 
objectives for IT Service 
Management and beyond.
With this flexibility comes 
risk however, in that the 
platform can be customised 
and adapted to a point that 
it both deviates from best 
practice, and also increases 
technical risk in relation to 
manageability, performance 
and security.

SCC’s Fitness Check is a 
diagnostic approach that can 
help alleviate these issues and 
set your implementation of 
ServiceNow back on the right 
path. 

Assessment of ServiceNow 
configuration against best 
practices 

Our assessment will identify 
where your implementation 
of ServiceNow deviates from 
best practices so that we can 
help get you back on the right 
track, whether it’s helping to 
get you closer to an “out-of-the-
box” implementation, or adopt 
specific functionality in ways 
that can reduce risk, increase 
manageability and facilitate 
future upgrades. 

Gap analysis of your instance 
against latest ServiceNow 
features 

With ServiceNow releasing new 
features and improvements to 
the product set on a regular 
basis, it is all too easy to 
fall behind in adoption and 
lose sight of the exciting and 
game-changing innovations 
that ServiceNow have become 
known for.  We will identify 
these gaps and recommend 
features that are right for you, 
and aligned with your key 
business goals. 

Technical reporting on best 
practice deviations and issues 

With our partnership with 
Quality Clouds™, we offer a 
technical scanning service that 
will identity (and prioritise) 
all issues found in relation 
to performance, security, 
manageability and scalability, 
and allow you to plan to 
remediate these issues quickly 
and safely. 

Roadmap to enhancing the 
value you can gain from your 
ServiceNow implementation 

The Fitness Check is first and 
foremost about providing an 
advisory service that will allow 
you to plan the next stages of 
your ServiceNow journey with 
confidence, whether you need 
to demonstrate quick wins, or 
provide a longer-term strategic 
roadmap.

“The secret of 
CHANGE is to focus 
all of your energy 
not on fighting the 
old, but on building 
the new.”
Socrates 
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why 
choose us?

Work can be made better, with your knowledge, 
our experience and a clear direction.
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Find out more 

Hopefully this guide has given 
you a flavour of what we have 
to offer. Why not get to know us 
a little better? 

Connect with us.

       linkedin.com/company/scc

       twitter.com/scc_uk

       instagram.com/scc_uk

       facebook.com/ 
       specialistcomputercentres

       vimeo.com/sccuk

Email us

If you would like to book an 
appointment to discuss any 
requirements please email:
online@scc.com

Talk to us

If you have any queries about 
our services, would like to speak 
to someone in more detail, or 
simply want to book a meeting, 
you can always speak with us 
directly via your normal point 
of contact or call the SCC Main 
Reception on: 0121 766 7000

Go online

Check out our website for  
full and up-to-date information 
about all our services. 
scc.com/servicenow

https://www.linkedin.com/company/scc/
https://twitter.com/SCC_UK
https://www.instagram.com/scc_uk/?hl=en
https://www.facebook.com/specialistcomputercentres/
https://vimeo.com/sccuk
https://www.scc.com/business-process-outsourcing/servicenow
https://www.scc.com/business-process-outsourcing/servicenow/

