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“We have a belief and methodology around five-star service delivery on the
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Satisfaction on the rise

T-Systems wanted its replacement to be optimized for mobile, capable of
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supporting agile methodologies, and better connected to adjacent IT domains,
“We have achieved a lot of great results,” says Darren. 16 agents now take
such as Software Development, IT Service Management, or Operations.
care of 50,000 employees over 24 states and achieve 90% case deflection.
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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.

Integrating project management
T-Systems already uses ServiceNow IT Business Management and IT Service

Extending ServiceNow further

Management. The new project management platform is built on Project
Portfolio Management (PPM) within ServiceNow IT Business Management.
The Now Platform also helped Sanford Health when the COVID pandemic
Named ‘PROJECTnow’, the PPM platform simplifies the task of integrating with
broke out. Working with ServiceNow it was able to introduce a new form to
systems elsewhere in the business. Despite T-Systems’ project management and
make sure employees had the information they needed on how to get back
ServiceNow expertise, the implementation was conducted alongside ServiceNow
to work. This enabled the team of 16 agents to support over 35,000 new
professional services. It went live in June 2020.
COVID cases.
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The HR and IT teams have also implemented capabilities such as the
native mobile app and virtual agent to enhance service delivery for their
A
single view of project activity

employees and support a deskless workforce for nurses. “Our aim is to simplify
Within six months of launch, the platform was host to 400 projects, with 900
our employees’ work so they can focus on taking care of our patients and
users. Today, all new projects run on PROJECTnow. All long-term projects on the
residents,” concludes Darren.
old platform were migrated to PROJECTnow within six months. The engagement
creates, for the first time, a single view of all project activities within the whole
company. It provides real-time updates on relevant project KPIs for time,
budget, and quality and flags risks on the portfolio level that can be traced
to a single project.

A new, agile approach
The engagement promises to take T-Systems’ project management to a new
level. The business will be better able to leverage data, plot trends, and identify
best practices. There is a roadmap towards a mobile version and full customer
integration. The platform will connect project management to other parts of the
business, enabling project managers to better control all aspects of their projects
to improve results. It enables the agile approach demanded by the business.
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