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IT Service Management IT Business Management

Incident, Problem, Change, Asset, Project Portfolio Mgmt, Demand, Resource, Agile Dev,
Release, Request, Cost Test Mgmt, Financial Planning, Cost Transparency, APM,
IT Operations Management Financial Reporting

Customer Service Management
Field Service Mgmt, Incident, Problem, Change,
Release, Request, Asset, Cost, Communities

Discovery, Service Mapping, Event
Mgmt, Orchestration, Cloud Mgmt

Security Operations
Security Incident Response, Vulnerability Response,

Trusted Security Circles, Threat Intelligence, Event
Mgmt, Orchestration, Performance Analytics

Field Service Management
Field Service Mgmt, Planned
Maintenance, Cost Mgmt, Asset Mgmt

Software Asset Management

HR Service Delivery
Client SW Distribution, Performance Case Mgmt, Knowledge Mgmt, Employee Service
Analytics Center, Enterprise Onboarding and Transitions
Vendor Risk Management Facilities Service Management

Includes 50 Vendors with

Facilities Service Mgmt, Planned
Additional Volumes Available Maintenance, Asset Mgmt
Governance Risk and Compliance Now Platform - Custom Apps
Policy & Compliance Mgmt, Risk Custom Application Development - required “* Non User/Non Fulfiller Model
Mgmt, Audit Mgmt, only when applications built on the
Performance Analytics platform are put into production B A User Model

~ Fulfiller Model
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Single DB Contextual Orchestration
f/CMDB Collaboration

Platform includes:
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Anomaly Predictive Peer Performance | Service JSubscription & § Knowledge || Service Workflow Developer
Detection Modeling Benchmarking Forecasting | Portal Notification Base Catalog Tools
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Automation Engine




Customer Satisfaction:
) What’s in it for me?

» Customer Retention
» Positive Referrals
. »Cost Reduction
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Business Challenges

Inconsistent service AI_M BST TH E R E‘I’M>0N I.v

Lack of self-help

Non-centralized or
undocumented knowledge

Poorly defined processes

No performance insight ~
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BAD Customer Service

NOT SURE IF
[FORGOTTEN

IMPROVING.

MY AVERAGE
CALL TIME 15
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‘ Increase Customer Satisfaction by Solving Issues Faster

Reduce Case Volume
With Self-Service

Assign Tasks Across
The Enterprise

Make It Easy For Monitor For Issues, Fix Issues To Prevent
Customers To Engage Create Cases Automatically Future Calls



CRM versus CSM

Check Order
Status

Fix or Repair Problems

/Iagnose Problems
% Upgrade or Enhance

solutions

Learn about
performance
enhancements

o=

Determine requirements
to fulfill the need Identify the Need




ServiceNow + CSM

Traditional CRM

U S

Partner Customer

Effortless

Connected Machines = $ K
= - ‘Incident }
rrr] =& o

Proactive

Omni Channel
Phone Chat

=

Portal Email

=

Event e
Management |

Technician

N\
Work
Order

Service Management

Connected

Problem
(RCA)

—————————————

LA
LA
LA
LA

Change

/

q

N\

N

Repair
C
Proc%s

Improvement

Knowledge

SUUL

Operations



The InSource
CSM Solution

Increase Customer Satisfaction by
Solving Issues Faster

ServiceNow:
Case Management
Agent Intelligence
Communities

Field Service Management

InSource:

Experienced preferred ServiceNow
partner

Established CSM vertical team with
industry knowledge and platform
expertise

Structured implementation of processes
to ensure a scalable enterprise platform

Successful track record of CSM
deployments



CSM Maturity

Streamline
Customer Interaction

Simplify customer interactions
to drive customer loyalty and
improve CSAT

Enable customers to self-serve
through portal deployment

Leverage Knowledge to
remove work & reduce cost

Foundation

Organizational
Efficiencies:

Connect process across the
organization to permanently
resolve customer’s problems

Streamline and automate
organizational integrations,
reducing the cost of service

Deliver end-to-end Customer
Service as a team sport

Transform

Increase in maturity

INSOURCE

Proactive
Communications

loT automation of cases based
on monitoring

Trend analysis - Performance
Analytics

Proactive communications, up-
sell/cross-sell

Innovate
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Results

Consistent service
Well defined processes

Documented & centralized
knowledge

Empower customers with self-help
Performance insight
Actionable data

Remember to share improvements
with customers




How can InSource help?

Assessment & RoadMap

Process Consulting with
industry experts

Implementation Services
Custom Training
Licensing

And much more!
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Resources

ServiceNow Conversations:

Product Info:

ServiceNow Docs:

ServiceNow Community:

Your Sales Teams: ServiceNow & InSource

service INSOURCE


https://www.servicenow.com/solutions/csm.html
https://www.servicenow.com/products/customer-service-management.html
https://www.servicenow.com/products/performance-analytics.html
https://www.servicenow.com/products/reporting.html
https://www.servicenow.com/products/knowledge-management.html
https://www.servicenow.com/products/it-service-level-management.html
https://docs.servicenow.com/bundle/kingston-customer-service-management/page/product/customer-service-management/concept/customer-service-bus-unit-overview.html
https://docs.servicenow.com/bundle/kingston-performance-analytics-and-reporting/page/use/performance-analytics/concept/c_performanceAnalyticsAndReporting.html
https://docs.servicenow.com/bundle/kingston-servicenow-platform/page/product/knowledge-management/topic/p_KnowledgeManagment.html
https://docs.servicenow.com/bundle/kingston-it-service-management/page/product/service-level-management/reference/service-level-mgmt-landing-page.html
https://community.servicenow.com/community?id=community_question&sys_id=4d78cbeddb1cdbc01dcaf3231f9619c3

Questions?

Feel free to contact us:

Product & Capabilities:

Sales & Licensing:
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mailto:Jennifer.Addington@Insourcenow.com
mailto:Webinars@InsourceNow.com

Thank You!
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