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Kdsa Barna

Magyarorszag (+ Csehorszag) - GlideVision
2005 ota ITSM-tertileten (tanacsadas, fejlesztés, implementacio)

F6ként HP: Service Desk, Service Center, Service Manager,
ServiceAnywhere, Universal CMDB, Business Service Manager, Cherwell

ServiceNow 2014. juliusa 6ta (System Administrator, Implementation
Specialist)

Kerekparozas, turazas, utazas
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GLIDEVISION.HU

Csehorszag
3,5 év tapasztalat
15+ projekt
30+ mindsitett munkatars
FO6 fokuszterulet: ServiceNow (+ SnowMirror)
End-to-end szolgaltatas
Stratégiai tanacsadas
IT szolgaltatas-menedzsment tanacsadas
ServiceNow implementacio, fejlesztés, adminisztracios és tamogatas
Oktatas
A ServiceNow els6 szamu cseh partnere
Cseh implementaciok java része
Legtébb mindsitett tanacsado ]
Legjobb Ugyfélreferenciak ]

Magyarorszég
Q.. GLIDEV/ISION
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A FELHO KORSZAKA

2000-
Virtualizacio

1950 1990-

Mainframe- Vallalati/otthoni
korszak ! internet

2010-

(infra, platform, : Modern felhé
szolg)

Jelenunk a felhé kora

Egyszerl szemelyes felhd-alapu megoldasok (email, dokumentumok,
altalanos tarhely, zene, egyuttmdkodes, ...)

Vallalati felné megoldasok (Amazon, Microsoft, HP, IBM, ServiceNow, ...)

Alkalmazasok ujszer hasznalata (kollaboracid, 10T, mobil elérés)

A felnd-migraciok kovetik az IT-szektor érettsegét

servicenvw
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FELHO-MIGRACIO

Komplex tevekenység, nagy valtas, magas szintl elkotelezédést igényel
Aggalyok: az adat a tavolba kerul, biztonsagi kérdéesek

A felhé-alapu megoldasok kozvetlen elényei
Kisebb koltsegek
Uzemeltetés magasabb szintl (rendelkezésre allas, mentés, skalazhatdsag)
21. szazadi alkalmazasok (alapoktol ugy tervezve)
Modern web-technologiak tamogatasa (HTML5, WebServices, platformfligg.)
API-k segitsegével megnovelt funkcionalitas és programozhatosag
Barhonnan elérhet6 (opcionalis korlatozasokkal)

Alkalmas id6épont az atgondolasra
Nem egyszerlen atallas felhére

Folyamatok, metodologiak atszervezeése, atgondolasa - az uzletmenet
hangolasa, frissitese (Servicenow
q “’ GLIDE\/|S|ON AUTHOREED SOLUTIONS PARTHER
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SERVICENOW

2004 — Fred Luddy (Peregrine, Remedy)
Felhéalapu ITSM-platform (alkalmazas-keretrendszer)
ITIL-modulok/alkalmazasok: IM, PM, ChM, CM+CMDB, KM, LicM, Req, ...

Kiegészit6 modulok: HR, Facility management, Time management, SDLC,
Project management + 3" party alkalmazasok

Discovery
Orchestration
(On-premise) Integraciok
+ rengeteg hasznos plugin, widget, stb.
A kezdetektdl fogva felhdre késziilt (teljesen webalap)

10+ ev folyamatos fejlédés
F& verziok évente (Aspen, Berlin, Calgary, Dublin, Eureka, Fuiji)
Patch-ek évkozben is (hibajavitasok)

‘servicenow |
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ACISION N\
N
Client Acision QCISIon

BMC Remedy (Nikita) — MSP construction with few integrations (Knova, SMS), too complex,
development without planning, unmanageable

Before ServiceNow Outsource was too expensive, started internal project to fix, failed, saved by GlideVision

Incident, Problem (very basic), Knowledge, Change (interface with R&D), in-house developed CMDB,
many tools, Self-Service Portal

ICT: Finance optimization (UK = Philippines, Hungary), problem with technical guidance, support

Reason for switch .
Services: save money

ICT: tried to keep as close to the OOB as possible, client was flexible, change of service provider, good
opportunity to rethink (Incident, Problem, basic Change, CMDB integration, Knowledge in SNow)
Services: no change in the processes

Process restructuring
Implemented processes

Class-leading Ul, functionality, good SNow sales and demo, best mix of features, cloud was in the

' 2
L SR company’s strategy (remove geographical dependencies)

Biggest challenge Lack of support from ServiceNow (resources and knowledge), internal team had to learn everything
Biggest advantage ServiceNow is much more flexible (compared to Remedy), got rid of a lot of legacy products and

solutions, simplified the processes (ICT), easy INC logging, introducing workflows, easy approvals

ICT: internal development of modules already started (procurement, facility)

SRS N Services: no order placed yet, ideas/plans are in the funnel

Positive, easier to implement, easier to use (simplified processes), cheaper to operate, saved SNow at a

Customer satisfaction i
customer, big success

‘servicenuw'
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ACISION

ICT: 2012/10 - 2012/11
Serv: 2013/1 - 2015/3
Cons + Implementation

Lack of support from SNow (resources and
\ knowledge), internal team had to learn everything
SNow is much more flexible (compared to Remedy), got rid of a lot of legacy
+ products and solutions, simplified the processes (ICT), easy INC logging,
introducing workflows, easy approvals

3 FTE
<<bhmesoftvare

BMC Remedy (Nikita)

Incident, Problem (very basic),
Knowledge, Change (interface

with R&D), in-house developed
CMDB, many tools, Self-Service
Portal

Outsource was too expensive,
started internal project to fix, failed,
saved by GlideVision

(7p]
@
>
)
v
ICT: internal development of modules
already started (procurement, facility)
Services: no order placed yet,
iIdeas/plans are in the funnel

\
\ GLIDEVISION

servicenuvw

ICT: tried to keep as close
to the OOB as possible,
client was flexible, change
of service provider, good
opportunity to rethink
(Incident, Problem, basic
y Change, CMDB integration,
Knowledge in SNow)

Finance
optimization (UK
—> Philippines,

Hungary), problem
with technical
guidance, support

Services: no change in the
processes

= Class-_lead!ng ul, Positive, easier to

S = functionality, good SNow ’ implement, easier to use

‘; sales and demo, best mix of (simplified processes),

< features, cloud was in the cheaper to operate, saved

= com pany’s strategy (remove SNow at a customer, big
geographical dependencies) SUCCESS

SEFVICEHUW

© GlideVision, s.r.o.

Confidential 9



Client

AVG Technologies CZ, s.r.0. ﬁ_AVGQ

Our responsibility

Service Now consultancy — implement Incident, Change Management, CMDB
Integration — Active Directory, JIRA and HP uCMDB

Size of the project
Size of participation

11/2013 - 03/2015
4 FTE, 180 MD

Description

Goal of the project was to implement basic ITIL processes in ServiceNow and import historical data from old
legacy system — iSupport.

We delivered the project in three phases:
* Incident Management & Request Fulfillment
» The aim was to replace old tool and prepare basis to accommodate other ITIL processes
» Change Management
* Infrastructural Change Management was implemented around heavily customized AVG process.
« CMDB
* We have implemented Configuration Management and integrated ServiceNow with HP uCMDB

As a result of the above activities, we enabled AVG to consolidate it’s ITIL processes in a single tool,
simplifying their overall setup complexity. We practiced importing historical data from iSupport, Atlassian
Jira, and HP uCMDB.

© GlideVision, s.r.o.

Methodologies !S-Ic-:lrl_u\r/r?
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Before ServiceNow iSupport (on-premise solution): IM, RequestM, IT catalog (ordering IT stuff), Knowledge Base

Licensing for iSupport was over, GUI for iSupport was bad, low grade of customization capabilities,
Reason for switch customer wanted more than iSupport was able to provide, many small factors caused the kickoff of the
project

Started from scratch: OOB Snow processes with slight change
3 phases: 1) IM, RegM, Jira/AD-integration 2) ChM (custom process, migration from Excel), 3) ConfM,
CMDB, integration with HP uCMDB

Process restructuring
Implemented processes

Why ServiceNow? Decision maker came from RWE, product was well known and appreciated

Deadlines were tight, need to do a quick implementation

Biggest challenge Phase 1 TTM was 2 month

Simplified Ul for end-users (no ESS used), iSupport was very complex, lot of unnecessary fields, no role
Biggest advantage separation, everyone saw every data; notifications: communication via email (update of INC-records) is
widely used

In-house development in progress (easy to learn), GlideVision is involved at resource peaks, unknown

SRS P functionality development

Absolutely positive, only objection: the solution was a bit expensive
Expansion of ServiceNow for other processes, areas: HR, financial, legal processes = more users

O (customer doubled the licenses used) = platform becomes more accepted, embedded and integrated
into the everyday life of AVG = price per user decreases, usefulness increases
servicenvw
G LI D E\/| S | O N AUTHORZEDSOLUTIONS PARTHER
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2013/11 - 2015/3 Phase 1 TTM was 2 month

\ Deadlines were tight, need to do a quick implementtion
Cons + Impl Integratlon I Simplified Ul for end-users (no ESS used), iSupport was very complex, lot of

180 MD, 4 FTE unnecessary fields, no role separation, everyone saw every data; notifications:
communication via email (update of INC-records) is widely used

@ ISUPPORT servicenovw

Started from scratch: OOB Snow
processes with slight change

3 phases: 1) IM, RegM, Jira/AD-
integration 2) ChM (custom
process, migration from Excel), 3)
ConfM, CMDB, integration with HP
uCMDB

Absolutely positive, only objection: the solution
was a bit on the expensive side

iSupport (on- License ending,
premise) GUI for iSupport

IM, RequestM, IT was bad, low
catalog (order IT

grade of
stuff), Knowledge : customization

Base capabilities

& Customer wanted more = Decision maker
=2 than iSupport was able S came from RWE,
w)
S

= to provide, many small <. product was well Expansion of SNow for other domains: HR,
factors caused the known and financial, legal processes = more users (license
kickoff of the project ; appreciated doubles) - platform becomes more accepted

_ and integrated to the everyday life of AVG -
In-house development in progress price per user decreases, usefulness increases

(easy to learn), GlideVision is involved
at resource peaks, unknown SEFVICEI’IUW

N
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Client

DHL IT Services

Our responsibility

PM — Cooperate with internal PM, Managing internal teams
ITIL expert consultation - design and implement the optimization changes
Technical consultation — design and implementation in the ServiceNow platform, integrations

Size of the project
Size of participation

07/2013 - 09/2013
4 FTE, 180 MD

Description

Goal of the project was to replace the previous Knova knowledge management tool by ServiceNow
Knowledge Management module and setup the knowledge management project in a suitable way for the
customer.

Technical consultants realized the project within three scrum sprints providing demo presentation after each
sprint.

ServiceNow Knowledge Management out-of-box module has been customized to support all features
required by customer (like support for synonyms search etc.) and complete data migration has been
executed from previous knowledge management tool.

Methodologies gc-:lrl—u\r/r?
‘servicenuw'
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Before ServiceNow

HP OV ServiceDesk (Prague, Cyberjaya, among several other SD tools (BMC Remedy, Maximo, myCSM))
Incident, Problem, Change, Request

Reason for switch

End of product support, SD was not enough for DHL needs

Process restructuring
Implemented processes

Initially no restructuring (mature ITIL users), after the implementation fine tuning was started
Inc, Prob, Request fulfillment, Change, SLA was changed, Knowledge was introduced

Why ServiceNow?

HP SD - SM migration failed (took a lot of money), had to search for new product
BMC Remedy vs ServiceNow: Snow won because of features, flexibility and customization possibilities

Biggest challenge

Large team, had to coordinate many stakeholders, many integrations, gradual migration, coexistence of old
and new, rollout was difficult

Biggest advantage

Centralization has started, system become more robust
Made room for further improvements

Extensions planned

Since then there were a lot of extensions (RequestIT portal — big success), ongoing project, 6+ releases

Customer satisfaction

High satisfaction, ordering of new releases shows

‘servicenuw'

G LI D E\/ | S | O N AUTHORZEDSOLUTIONS PARTHER

© GlideVision, s.r.o.

Confidential
14




2013/7 — 2013/9 Large team, had to coordinate many stakeholders, many integratins,
PM — coop with internal PM + team gradual migration, coexistence of old and new, rollout was difficult
ITIL cons — design and implementation Centralization has started, system become more robust
180 MD, 4 FTE :
Made room for further improvements
mfopm%mw servicenvw

Initially no restructuring (mature
ITIL users), after the

HP OV Service End of product implementation fine tuning was
Desk support, SD was started

Incident, Problem, not enough for

DHL needs ) IM, PM, Request fulfillment,
s e ey o Change, SLA was changed,

Knowledge was introduced
§ gD was used Prague, % HP SD SM migration failed ’ High satisfaction, ordering of
o Cyberjaya, among — (took a lot of money), had to new releases shows
= several other SD ‘; search for new product

tools (BMC Remedy, < BMC Remedy vs ServiceNow:
Maximo, myCSM) - = Snow won because of

too many tools in use features, flexibility and
customization possibilities

Since then there were a lot of
extensions (RequestIT portal —

big success), ongoing project, 6+
releases servicenuw |

JTHORIZE D SOLLUTIONS PARTHE

~
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Client

KBC ICT Services, KBC Bank & Verzekering / CSOB a.s.

Our responsibility

PM — Cooperate with the customer’s competence center, Managing internal teams
ITIL expert consultation - design and implementation of the optimization changes in ServiceNow

Size of the project
Size of participation

11/2012 - 06/2014
1-4FTE, 500 MD

Description

Goal of the project was to replace an old ITSM tool with ServiceNow and implement related processes in the
ServiceNow platform (Asset Management, CMDB, Incident, Problem, Change Request, Release
Management, End-user Portal, Service Catalog).

Project was divided into three parts:
» Partl-SACM (Service, Asset and Configuration Management) — implementation of CMDB, classification,
integrations

» Part 1l — SSP (Self-Service Portal) & Service Catalog — implementation of Service Catalog including
integrations, workflows and configuration of multiple Self-Service Portals (country-oriented)

» Partlll — Related Processes — Implementation of Incident, Problem, Change Request, Release
Management support in ServiceNow platform

Methodologies

ITIL v3

‘servicenuw'
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Before ServiceNow

Reason for switch

Process restructuring
Implemented processes

Why ServiceNow?

Biggest challenge

Biggest advantage

Extensions planned

Customer satisfaction

O GLIDEVISION

© GlideVision, s.r.o.
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2012/11- 2014/6 Large team, had to coordinate many stakeholders, “
PM — Cooperate with the customer’s competence coexistence of old and new, rollout was difficult
center, M_anaglng _mternal_teams /1TIL e_:xpert Centralization has started, system become more robust
consultation - design and implementation of the :

L : : Made room for further improvements
optimization changes in ServiceNow

500 MD, 1-4 FTE servicenovow

Initially no restructuring (mature
ITIL users), after the
Implementation fine tuning was
started

HP OV Service End of product
Desk support, SD was

Incident, Problem, not enough for
Change, Request : DHL needs

Inc, Prob, Request fulfillment,
Change, SLA was changed,
Knowledge was introduced

& SD was used Prague, % HP SD SM migration failed High satisfaction, ordering of
a Cyberjaya, among — (took a lot of money), had to new releases shows
— several other SD ‘; search for new product

tools (BMC Remedy, § BMC Remedy vs SNow:

Maximo, myCSM) - SNow won because of Since then there were alotof

too many tools in use features, flexibility and extensions (RequestlT portal - big

customization possibilities SUCCGSS), ongoing project, 6+ releases
;

servicenvw
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Client

l
..hk '
RWE IT Czech, s.r.o. RWE

The energy to lead

Our responsibility

Service Now consultancy — implement Incident & Service Catalog, Problem, Change, Knowledge & CMDB

Size of the project
Size of participation

08/2013 - 08/2014
1 FTE, 220 MD

Description

Goal of the project was to implement basic ITIL processes in ServiceNow and import historical data from old legacy
systems CA Service Management.

We delivered the project in five phases:
* Incident Management & Service Catalog

» The aim was to replace CASM tool and prepare basis to accommodate other ITIL processes
Change Management

» Application Change management was implemented around heavily customized client process, historical

changes were imported.

Problem Management

» Was newly introduced therefore tightly build around OTOB setup.
Knowledge Management

» Consolidate the current process, import existing articles and dismiss the previously used tool
CMDB

» Import several thousand configuration items concerning core RWE infrastructure

As a result of the above activities, we enabled RWE to consolidate it’s ITIL processes in a single tool, simplifying their
overall setup complexity. We practiced importing historical data from HP Service Manager, Atlassian Jira, OpenOne
OpenMinder and several Configuration Management tools.

Methodologies

ITIL v3
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RWE CZ -2

Before ServiceNow

CA Service Management (on-premise), lot of small companies, suppliers in many countries
Incident, Service Catalog, SLAs

Reason for switch

License expiration + switch was initiated in UK and stopped = DE reused the instance - CZ joined and
implemented its own processes (CZ project was faster, cheaper and more effective without any big issues)

Process restructuring
Implemented processes

No restructuring at the project, redesigning is done right now (with assistance of GlideVision)
Phase 1: Incident, Service Catalog, SLA

Phase 2: Change, Knowledge, CMDB (partially)

Currently: consulting CMDB (Germany)

Why ServiceNow?

See reason for switch

Biggest challenge

Lot of stakeholders, lot of resolving groups, teams (communication and coordination in the processes were
difficult), lot of SLAs (500+), complex services tree

Biggest advantage

CA SM had no end-user portal, ServiceNow utilizes that + processes were simplified
Performance improvement, much higher availability, better customization capabilities, TTM is much better

Extensions planned

Non-IT processes are planned to be implemented in ServiceNow (having an own instance): HR, project
management, time cards, demand management

Customer satisfaction

Big success story in the race with Germans

‘servicenuw'
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The energy to lead

2013/8-2014/8 Lot of stakeholders, lot of resolving groups, teams
Service Now consultancy and implementation (communication and coordination in the processes were
220 MD. 1 FTE difficult), lot of SLAs (500+), complex services tree

CA SM had no end-user portal, ServiceNow utilizes that + processes were simplified
Performance improvement, much higher availability, better customization

capabilities, TTM is much better SerV|CenwW

No restructuring at the project, redesigning is
done right now (with assistance of GlideVision)

Phase 1: Incident, Service Catalog, SLA
Phase 2: Change, Knowledge, CMDB (partially)
Currently: consulting CMDB (Germany)

technologies I

CA Service
Management

(on-premise) License

Incident, expiration
Service '
Catalog, SLAs

3 Switch was initiated in UK and stopped - DE reused

Z the instance - CZ joined and implemented its own ’
<. processes (CZ project was faster, cheaper and more

effective without any big issues)

High satisfaction, big success story in
the race with Germans

Issues
SNo

Wh

Non-IT processes are planned to be implemented in ServiceNow (having an
own instance): HR, project management, time cards, demand management

SEFVICEHUW

~
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MEGERI A VALTAS?

Minden Ugyfél pozitiv tapasztalatokat szerzett a ServiceNow-val
Alacsonyabb TCO
Cap-Ex mentesseg (pay as you go, alacsonyabb belepési koltsegek)
Beépitett lizletmenet-folytonossag és biztonsag
Megnovelt tudas és funkcionalitas
Korlatlan skalazhatosag
Gyors Time-to-Value
Uzletre koncentralas, nem az IT-ra
Kornyezetbarat

‘servicenow |
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