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annually to the people of Michigan through its extensive health services, health
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“We have a belief and methodology around five-star service delivery on the
things that matter to our employees,” says Chief HR Officer, Darren Walker.
“We want to simplify their work so they can focus on taking care of our patients
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Satisfaction on the rise

For maximum value and impact, Spectrum Health brought these interrelated
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projects together into one transformational program, to unlock new, more
“We have achieved a lot of great results,” says Darren. 16 agents now take
efficient, and productive ways of working, greatly enhancing the employee
care of 50,000 employees over 24 states and achieve 90% case deflection.
experience across IT and HR services and support.
Employee satisfaction is also improving due to the case resolution rate;
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97% of cases are now completed under the five-day SLA.
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planning, Spectrum Health deployed new, out-of-the-box ServiceNow
The Now Platform also helped Sanford Health when the COVID pandemic
technologies. Phase one provided the foundations, with a new IT service
broke out. Working with ServiceNow it was able to introduce a new form to
management platform and portal, alongside software asset management,
make sure employees had the information they needed on how to get back
governance, risk, and compliance solutions. “We focused on the basics,”
to work. This enabled the team of 16 agents to support over 35,000 new
explains Burton Smith, Director of Enterprise Service Delivery. “The most
COVID cases.
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employees and support a deskless workforce for nurses. “Our aim is to simplify
our employees’ work so they can focus on taking care of our patients and

On-time, on budget
residents,” concludes Darren.

With incident, change, knowledge, and configuration management added,
all phase one elements were delivered on time and on budget despite the
complexities of the COVID-19 pandemic. This enabled Spectrum Health to
move confidently into its second phase, the implementation of ServiceNow®
HR Service Delivery, featuring HR case and knowledge management, using
the same enterprise-wide portal, or ‘front door’ built for information services,
featuring mobile access, and multiple self-service opportunities such as Virtual
Agent, all integrated with Workday. Next on the agenda are application
portfolio management and service mapping.

Now you know how
work can work better.

© 2020 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, Now, Now Platform, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow,
Inc. in the United States and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
SN-CaseStudy-SanfordHealth-02102020

servicenow.com

Insight-driven service improvements
Now, 31,000 Spectrum Health doctors, nurses, and support staff are accessing
IT and HR services on one, easy-to-use, fully integrated platform, featuring
10,000 knowledge articles and a 70,000-item service catalog. The quality and
consistency of HR information and support have been transformed, with one
complete ecosystem replacing multiple legacy systems, and self-service rapidly
increasing. Data and analytics provide business-critical insights, informing
continual service improvements across IT and HR. With a proven methodology for
large-scale, transformational IT and HR projects, Spectrum Health has positioned
itself for long-term success and growth.
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