
The Challenge

Albéa, like most organisations, were under increased 
pressure to improve the quality of IT Service Support 
and Delivery with reduced costs. This meant getting 
more from the investment already made in ServiceNow 
and reducing the amount of time spent administering 
the solution whilst increasing the effectiveness of the 
support staff so that they could focus on supporting the 
business critical applications.

Albéa took the decision to look for a partner company 
to work with them to assist in implementing the 
growing list of tasks associated with the enhancement 
of the solution. Albéa wanted to leverage the other 
applications within the ServiceNow toolset while 
continuing to focus internally on expanding the 
business. They needed a solution that would be agile 
as they expected the business requirements to change 
and they could continue to demonstrate that IT could 
adapt to the ever increasing demand.

The Solution

A Request for Proposal (RFP) was issued to a number 
of ServiceNow Partners, both locally in France and 
also in the UK. Fruition Partners are recognised as a 
one of the leading partners of ServiceNow in the UK 
and received the RFP. Although the RFP specified a list 
of specific tasks and enhancements that needed 
completing, Fruition Partners proposed AdminIT, the 
administration and development service aimed at 
ServiceNow customers.

Fruition Partners have developed AdminIT for 
ServiceNow to help customers take advantage of the 
functionality and benefits that their ServiceNow 
solution can deliver whilst allowing their support 
teams to focus on delivering the end support that 
users demand.

Fruition Partners proposed AdminIT as this would 
enable the project based tasks to be completed 
efficiently alongside a continuing Administration and 
Development Service that would allow the flexibility of 
changing requirements if needed whilst identifying 
new initiatives as the platform developed.

Benefits

In taking up the AdminIT service Albéa have been able 
to focus their efforts with ServiceNow not on technical 
implementations, testing, analysis and administration 

but on business requirements and satisfying the demands 
of IT users, whilst adding additional value above and 
beyond what could have been achieved by taking a project 
approach. 

AdminIT has a fixed annual cost, well defined deliverables 
and SLAs and is delivered from our dedicated ServiceNow 
support and consulting team in the UK.

Since the AdminIT service went live Albéa have so far 
achieved the following:

 Implemented SLAs for Incident & Change Management 
enabling IT to report and measure performance

 Updated ServiceNow graphical workflows to align to
Albéa processes

 Service Catalogue for end user requests

The next steps as part of the Continual Service 
Improvement
plan are:

 Continue to extend the Service Catalogue for end users 
automating the assignment of tasks, approvals and 
notifications

 Build up the Configuration database with key business 
services and relationships

 Use ServiceNow for IP address planning

 Extend Knowledge base functionality

 Bug Tracking for software using ServiceNow Release 
Management application

 Proactive event monitoring from monitoring tools

InSource University 
Employment Program

Certified & Trained 
ServiceNow Administrators 

at a Fraction of the Cost

InSource, a ServiceNow Gold Services & 
Sales Partner, created the University 
Employment Program, which proves 
continuous success for both the individual 
involved and the organization who employs 
them. Through this program, these resources 
gain a tremendous amount of experience in a 
short time to directly support your 
organization’s ServiceNow initiatives. 

How does the InSource University 
Employment Program work?

InSource partners with our customer to 
interview, select, and hire new or recent 
college graduates as ServiceNow Technical 
Consultants (TC) with the intent for the 
candidate to become a full-time employee of 
the customer. InSource ensures the potential 
candidate has the right skill set and is also a 
cultural fit for the customer’s organization. 

ServiceNow Technical Consultant 
Training Schedule

Once selected, the ServiceNow 
Technical Consultant receives hands-
on training, completes administration, 
implementation and scripting courses 
for ServiceNow, and becomes a 
Certified ServiceNow Systems 
Administrator. InSource assumes all 
costs during this period and there is no 
risk to the potential hiring customer.

FOLLOWING NINE MONTHS

The Technical Consultant will be placed 
as a contractor at the customer full time 
for nine months. During this 9-month 
period, the Technical Consultant will be 
able to leverage our Senior Technical 
Consultants at no charge to the 
customer.

AT THE NINE-MONTH MARK

The customer can convert the Technical 
Consultant to a full-time employee at 
no extra fee.

INITIAL THREE MONTHS

• Designed to mitigate costs & risks
• ServiceNow resources are scarce &

in high demand
• Most resources want remote work
• Most resources have salaries

exceeding $125K
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