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Facts and figures

\ :«-’_-
Employees - e
1700+ - .
Main offices in £ :

Copenhagen, Stockholm & Oslo

Revenue 2021

€609 000 000

Customers —B2B (Q2 2022)

30 000

Homes connected — B2C (Q3 2022) \
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Devoteam playground

Europe, Middle East & Cloud

10.000 2~

o Employees #“’
20+ (FY22 F) ' o
Countries ““"
N
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servicenow.

At a glance

Devoteam N Platform Denmark

As #1 EMEA ServiceNow Partner we help customers deliver digital

workflows that transform operational productivity, elevate employee

experience & reimagine customer engagement. REGION S)/ALLAND
BAKKEGARDEN
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Danish/global technical Certifications Enterprise customers
experts
With more than 10 years' experience as a ServiceNow Elite Region
EMEA partner, we deliver transformation projects that Hovedstaden

automate your services across the enterprise.

Enterprise Service Management
Employee Experience

Customer Experience m
Governance, Risk & Compliance VEStas
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ServiceNow .
Customer Service
management

Creative tech for Better Change




ServiceNow CSM - Create seamless experience,
with an end to end customer workflow approach.

Customer experience

Pull your customers in, across multiple channels
and with a self-service portal

Connected operations

Integrate your operations teams in the platform, or
integrate with the tools they already use

Proactive operations
Don't wait for your customers to report issues,

fixthem proactively as they are discovered by
loT or smart ops

Field service management
Manage location-based work with
greater efficiency and reliability

Customer experience Connected operations
| can get help easily
tech experts aftersales
; oo
— ]
chat chatbot mail  mobile

I can help myself

ITSM maintenance

knovvledge commumty

agent i

{c

) preemptive fix
smart operations

maintenance
Proactive operations Field service management
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The Journey
Merge

servicenow

Common Platform



Customer Service
Management
at GlobalConnect

8 ServiceNow more than a ticket handling system
« Unifled organization

Case as container

CSM

! Incident
In this case, case management is something

like a service desk. It is the first place, where
you can help your customers (maybe a remote
fix is possible) or decide to hand over the task
to a more specialized team.
It is easy for your customers to reach you as
the CSM supports basically any channel they
might want to use.

Customer Service Management is the
key because it is usually the first contact
point between you and your customers. Call

Self-Service
Request

A

Email

Vendor



@ 4 Gains
« KPIImprovement (SLA)

: « Unifled customercommunication

Ccustomer Service « One Company (previously country divided)

Management « Departmentsoutside ServiceNow wanted to join
« FEasytoonboardnew departments

at GlobalConnect e Better customer focus

« Split between internaland external process




C Customer Type )

Examples of how
CSM helped
GlobalConnect

Customer -
B2B

Outsourcing

customer -
Consumers - B2B

B2C/ B2B2C

-t

Configuration items More than 2 Million items
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« External process vs. internal process

Examp|eg of how « Onboarding new entities
CSM & Devoteam « Automate Repetitive tasks
helped

GlobalConnect




Affected Cls (35) . Child Incidents (15)

Child Cases (15)

Adding list of %} Each affected

Configuration —> customer, will get

items affected Incident a visible case
For each affected customer Communication Sharing

SLA will run here

for each customer

Major incident

ITSM

Case

@

Customer

Communication

Based on who the

customer have
added as first line
contact
CSM




Examples of how
CSM & Devoteam
helped
GlobalConnect

Channels (customization)

« Different email address (200+ GC malil

addresses)
« New will be addead
« Scalable

Mail to Case Attributes

*k MailTo- ServiceMow@ H Catagory Abuse
Address
Subcategory --None-—
* ReplyTo- ServiceNow @
Address Priority 2 - High
Assignment Group Q,

% Enterprise Complaint (B2C) hd



When hiring
consultants

Ask the right
questions

Challenge the
decisions

Develop the
relationship

>

>

>

Experiencein the domaine

SiteService

Shared responsibility



@ | essons learned

G GlobalConnect

Didn't invest enough time to understand /

learn ServiceNow
Perception: “Just another ITIL tool”
Implement Remedy in ServiceNow

Tend to forget ServiceNow is more than

CSM /ITSM

@ devoteam

Importance of preparing the customer for

the ServiceNow journey.
Explain the CSM model.

! i

Understand GlobalConnect's “world view”.

Process alignment, before configuration.



Q&A




@ devoteam

Thank you!
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