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Speaker introduction

Name: Dennis Reif
Title: Head of Global Project Management
Function: Project Management / Development
Company:  Freudenberg IT

Experience/Expertise: 10+ years in project management & consulting, 5+ years in leadership roles, 
studied and worked in the US and China
Expertise/Achievements: Completed first steps of creating a global project management tool, 
reduced customer escalations by 90%, bringing globally aligned processes to ServiceNow
Current Projects: Changing the way people work by automating processes one step at a time
Company Bio: Global, full-service IT provider for small and medium-sized industrial enterprises
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Agenda

Where did we come from

Symbiosis of ServiceNow and SAP

Used cases with ServiceNow

Automated project management

Hybrid project management
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What you will learn

Find out how to build a 
hybrid project management 

OOTB solution with PPM

3

How to use the advantages 
of both ServiceNow and 

SAP

Learn about how to enable 
automation and reduce 

escalations with PPM

21
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History

Source: Internal
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Challenges

1 Demand management

2 Global capacity planning

3 Transparent opportunity management

4 Visible end2end view from sales to customer

5 Global PM tool
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Our vision

incoming order

check resources

resources 
available

no
availability

resources 
available

deliver

deliver

deliver and bill

customer site

FIT office

FIT factory

Global IT Factory.
automated with 

Global IT Factory

and powered by
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Solution at a glance

We built an IT landscape with two leading systems – ServiceNow and SAP

SAP

Symbiosis of ServiceNow and SAP
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ServiceNow and SAP
The best of both worlds

Object Source Direction Target
Proposal / contract ServiceNow ßà SAP
Material master / product SAP à ServiceNow
Condition master SAP à ServiceNow
Purchase requisition ServiceNow à SAP
Goods receipt SAP à ServiceNow
Time recording ServiceNow à SAP
Quantity recording ServiceNow à SAP
Customer master ServiceNow ßà SAP
Vendor master SAP à ServiceNow
Fixed asset ServiceNow à SAP
HR master/ organization mgmt. SAP à ServiceNow
CS order SAP à ServiceNow
Approvals ServiceNow à SAP
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From escalation to automation
Project escalations – past, present, future @FIT

#
 e
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degree of automation

before 2017
decentral manual

production planning

2017
central manual

production planning

2018
semi-auto

production planning

2019
fully automated

production planning

SILA
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From escalation to automation
SILA within ServiceNow

Name Cap/Day

Task 1 2

Task 2 3

Task 3 2

request

1 2 3

request

2 3

Mon Tue Wed Thu Fri
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Value outcomes

10
MINUTES

90%
IN ESCALATIONS

DECREASE

Customer escalations Project planning time Project execution

4X
FASTER

Source: internal KPIs

UP TO

SILA supports FIT



SILA in action (screenshot demo)

Demo



SILA in action

• Contract information is entered 

• Proposal documents can be created

• Purchase requisitions can be linked

• Approvals are done within ServiceNow

Creating a contract



SILA in action

• Clear product hierarchy

• Service Offerings added

Adding a product / Service Offering



SILA in action

• Service Offering attached

• Customer Expected Date (CED) set

• Available To Promise (ATP) still void

• Contract gets activated

Setting CED and activating the contract 



SILA in action

• Contract in state “Active”

• Contract information pushed to SAP

• ATP calculated

• Project in creation

Contract push and project creation



SILA in action

• Project created and populated

• All tasks scheduled and assigned

• Tasks soft-booked 

Viewing the scheduled project
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SILA in action
Viewing the planning console
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Hybrid Project Management

Traditional waterfall Agile / dynamic 
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Hybrid Project Management
We all face the same issues – how we start controlling these issues

Management overview

Budget & goals

Changing priorities

Capacity constraints

Skill “unicorns”

Multi-PM

Planning capabilities

OOTB dashboards and reports

Project priorities

Available capacity and skill

Escalation management
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Hybrid Project Management
Planned tasks as project backlog in 2-week-sprints

Planning ClosingExecutionDemand & Initiation 

Centrally control the 
intake of all your 

projects
Plan your projects as they 
come as building blocks 

and dependencies
Consider all planned tasks from all 

projects as your project backlog. Fill your 
sprints with tasks taking into account 

available capacity and skill
Close every 

project 
according to PMI 
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Hybrid Project Management
How ServiceNow reports & dashboards support us
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Value outcomes

15
MINUTES

Project steering per day Agile organization Management escalations

70%
ESCALATIONS

Source: internal KPIs

DECREASE

Hybrid project management
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Top takeaways

You can perfectly 
integrate ServiceNow with 
SAP to best use both tools

1

Automate as much as 
you can with ServiceNow 

– it will make life easier

2

Use as many OOTB 
functionalities as possible to 
develop your own solutions

3



Dennis Reif
Freudenberg IT
Head of Global Project Management

Thank you


