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Abstract
The expanding operational agility and digitalization demands had compelled businesses to
move to the cloud-based platform like ServiceNow to transform IT services. This paper had
explored the changes in the IT operations in organizations by implementing the ServiceNow
SaaS and how this has formed an evidence-based framework to promote agile digital
transformation practices. A semi-structured interview, document analysis, and observations of
the limited number of processes had been used to collect data by applying a comparative case-
study approach to technology, healthcare, and financial service organizations. The results had
shown great improvements on incident-resolution time, automation of workflow, compliance
with SLA and user satisfaction after implementation. The research had also found leadership
support, adoption of agile delivery, structured governance, and systematic training as
important success factors, and employee resistance and change-management gaps were found
to be major challenges. In general, the study showed that the ServiceNow facilitated the process
of modernizing IT service delivery and improving process efficiency in enterprises assuming a
strategic, human-oriented, and iterative process of transformation.
Keywords: ServiceNow, SaaS implementation, Digital transformation, IT service management
(ITSM), Agile methodology, Workflow automation, Enterprise IT operations.

1. INTRODUCTION
The blistering development of the digital technologies had profoundly transformed the way
organizations worked and forced them to be more updated with their IT service delivery and
management potentials. Conventional on-premise IT systems had not been able to offer elastic
business demands, scalability demands and real-time service anticipations, prompting
businesses to progressively move to Software-as-a-Service (SaaS) systems to offer elasticity,
automation and business productivity. ServiceNow had become a dominant cloud-based
platform in this landscape, which allowed organizations to simplify workflows, increase the
visibility of services, automate daily business processes, and promote collaborative and data-
driven decision-making within the IT functions.
Although it has the potential of transforming the enterprises, adoption of ServiceNow had
posed some strategic and operational challenges to the enterprises such as process re-
engineering needs, cultural resistance, capabilities deficit, and complexities in governance.
Effective execution had thus taken over platform deployment, agile model of delivery,
leadership commitment, well-organized change-management practices, and sustained user
enablement were all needed. Although the current literature had recognised the usefulness of
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ServiceNow in service automation and in IT service management (ITSM), very few studies had
examined how it is being used holistically in facilitating general enterprise wide digital
transformation through agile practices and human friendly adoption models.
This gap had been addressed in this study by looking at real-life examples of ServiceNow
implementations in different industry environments by looking at how enterprises had re-
modeled IT operations, enhanced service performance, and developed the capabilities to be
digital-first. The study had studied transformation drivers, challenges, success enablers, and
performance outcomes through a multi-case research approach and finally provided a
structured framework of how to use ServiceNow as a strategic engine of enterprise digital
transformation. The knowledge created had helped in both understanding and practical
implementation in guiding organizations that needed scalable, resilient and agile operating
models in an increasingly digital business world.

2. LITERATURE REVIEW

Jaluka, Meliksetian, and Gupta (2016) discussed how enterprise IT delivery models change
based on the notion of Enterprise IT as a Service. Their analysis noted the way organizations
transitioned off the IT operations based on infrastructure to service-based and consumption-
oriented organizations. They focused on that cloud adoption made them more agile, scalable,
efficient in operation, and minimized capital expenditure. Also, they observed that this shift
necessitated governance, management of services and change in organizational culture in order
to achieve the full value of IT-as-a-Service environments.
Gupta (2017) devoted to the role of ServiceNow in the creation of contemporary enterprise
applications. The author demonstrated the example of using ServiceNow as a low-code
platform that facilitated quick automation of workflows, digital request processing, and
simplified service delivery. The capabilities of the platforms highlighted in the work included
reusable components, configuration rather than customization possibilities, and integration.
Gupta also pointed that with the adoption of solutions based on ServiceNow, organizations not
only enjoyed the reduced manual processes and enhanced cross-departmental collaboration but
also achieved greater responsiveness in IT services and ultimately user satisfaction.
Orosz, Selmeci, and Orosz (2019) researched Software-as-a-Service (SaaS) operating models,
especially in cloud based ERP systems. Through their research, they proved that SaaS enhanced
cost effectiveness, scalability of the system, and availability to users in the enterprise and
lessened the maintenance load on the organizations. They also talked about technical and
managerial problems that relate to the adoption of SaaS based ERP such as data security, system
reliability, and dependence on the vendor. The authors decided that the SaaS ERP environments
allowed quicker deployment cycles and enhanced system availability, which makes them
somewhat appropriate to the dynamic business environment.
Casati et al. (2019) researched the enterprise Al as a service operation, paying attention to the
scalable Al implementation structures within companies. Their study indicated that the addition
of Al services to the cloud ecosystem of enterprises increased automation, data-oriented
decision-making, and prediction. They spoke about viable Al workflow management
frameworks, governance models, and performance monitoring. The research also found out
that effective implementations of Al-as-a-Service needed explicit coordination mechanisms,
data pipelines that are secure and practices of constantly improving the model, in order to
maintain efficiency in the business and business value.
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Nechyporenko (2015) carried out real-life studies on ServiceNow as an enterprise platform.
The paper discussed the features of the platform in the areas of IT services management,
workflow automation, and departmental process standardization. Nechyporenko proved that
ServiceNow helped to centralize the work of the service and provide flexibility with the help
of modular applications. The results indicated that the adoption of ServiceNow contributed to
the optimization of the internal processes, improvement of service visibility, and supporting
the digital transformation activities by decreasing the number of manual dependencies and
increasing the level of organizational transparency.
Woodruff, Srivastava, and Wood (2017) presented ideas on how to create a strong workflow
with ServiceNow. They stressed that the platform allowed to structure the workflow automation
and the management of the complicated processes with scripts, integrations, and reusable
elements. The authors demonstrated several real life design approaches that can be used to
improve system performance and human interaction. Their efforts found that ServiceNow
helped to streamline operations, enhance the accuracy of the services offered, and consistency
of workflows, which ultimately enabled a modernization of all operations in an enterprise in
terms of digital services and enhanced the experience of stakeholders.
3. RESEARCH METHODOLOGY

3.1. Research Design
A comparative, case-based qualitative design had been used in this research. The design had
facilitated a detailed study of actual implementation situations of ServiceNow in various
industry set-ups. It had taken an exploratory and explanatory method of learning the results of
the transformation as well as the underlying change processes that ServiceNow and agile
workflows had allowed.

3.2.Sampling Technique
ServiceNow implementations completed at enterprise level were also used to select
organizations that had completed ServiceNow implementations, a purposive sampling strategy
was employed. The chosen organizations had been relative to the fields of technology,
healthcare and financial services. Both enterprises were proven to have mature IT operation, a
well-organized digital transformation initiative and measurable operational changes after
adoption of ServiceNow. The sampling method had guaranteed the gathering of pertinent,
plentiful, and contextual information.

3.3.Data Collection Methods
Triangulation of results had been conducted through several data gathering techniques. It
leaders, owners of the ServiceNow platform, agile transformation managers and IT service
delivery personnel had already been interviewed semi-structured. The duration of these
interviews had been 45 to 60 minutes with a pre-specified interview procedure. Moreover,
organizational documents including transformation roadmaps, ServiceNow documentation on
governance, plans of change management, and IT performance reports were reviewed.
Where possible, observation of agile sprint review meetings and digital service review sessions
had also been done. These observations had given first-hand information on the platform usage,
governance maturity, and the effectiveness of an agile adoption.
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3.4.Data Instruments
The main instruments of the research had been a validated interview guide and coding
framework. The coding framework was already streamlined to IT service management
concepts, agile transformational dimensions, and digital maturity constructs. The performance
indicators examined included incident resolution time, request turnaround time, the adoption
of the workflow automation, and user satisfaction before and after the rollout of the
ServiceNow.

3.5.Data Analysis Techniques
Thematically analysis had been applied in data analysis. The initial themes had been identified
by open coding and an axial coding was used to construct meaningful relations between
emerging categories. Findings across the participating organizations had then been compared
and contrasted using a cross-case synthesis method. This method of analysis had made it
possible to create a framework of ServiceNow-enabled enterprise transformation that is
structured and evidence-based.

3.6.Ethical Considerations
There was tightness of confidentiality and anonymity that had been observed all through the
study. No name of the organization, no individual names of processes and identities were
revealed. The participants were aware of the aim of the study, and the consent was received
before the interviews and access to the data. All the information gathered was only to be utilized
in an academic research.

4. RESULT AND DISCUSSION
The sample size was well-balanced in demographic terms and experienced, which allowed
obtaining a well-balanced representation of the respondent group in terms of their experience
regarding the adoption of ServiceNow in an enterprise setting. The participants were
represented by a significant percentage proportion of those who help to make key operational
and leadership decisions, such as I'T Managers/ITSM Leads (30%), Platform Leads (20%),
and Service Desk/Operations Engineers (20%), which guarantees the presence of both
strategic decision-makers and practical implementers.
Table 1: Demographic Characteristics of Respondents

Variable Category Frequency | Percentage (%)
Role / Designation | CIO / IT Director 3 15%
ServiceNow Platform Lead | 4 20%
IT Manager / ITSM Lead 6 30%
Agile / DevOps Lead 3 15%
Service Desk / Ops Engineer | 4 20%
Experience in IT | 5-10 years 6 30%
10-15 years 8 40%
15+ years 6 30%
Industry Technology 7 35%
Healthcare 6 30%
Banking / Financial Services | 7 35%
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Figure 1: Demographic Characteristics of Respondents
CIOs/IT Directors and Agile/DevOps Leads had 15% each, which means that the top
technology leadership driving model of digital transformation and agile delivery participated.
The majority of the respondents also had high levels of IT experience with 40 percent having
an experience of 1015 years and 30 percent having 510 years and 15+ years respectively, which
demonstrated maturity in the field of IT operations and modernization practices. The proportion
of industry representation was equal between Technology (35%), Banking/Financial Services
(35%), and Healthcare (30), which reflects relevance in digitally progressive as well as highly
regulated industries. On the whole, the profile of respondents contributed to the validity of the
results and revealed a diverse but highly experienced sample with strategic and operational
attitudes to the transformation using ServiceNow.
Table 2: ServiceNow Module Adoption and Usage

ServiceNow Capability Adopted (Frequency) | Percentage (%)
IT Service Management (ITSM) 20 100%

CMDB (Configuration Management Database) | 15 75%
Automation Workflows 18 90%

HR Service Delivery 9 45%

IT Operations Management (ITOM) 12 60%

Security Operations 8 40%
Self-Service Portal & Knowledge Base 20 100%

79



International Journal of Innovation Studies 4 (1) (2020)
The statistics revealed that the most embraced core ServiceNow capabilities among
organizations are IT Service Management (100), Self-Service Portal and Knowledge Base
(100), which are invariably used as foundations to digital services delivery and user service.
Automation processes were also extensively exploited (90%), and optimizing processes and
improving their efficiency appeared to be the strategic focus. The adoption of CMDB was 75
percent, indicating that even though the majority of organizations saw the need to have a
centralized configuration tracking, they were also in maturity of configuration governance.
Moderate adoption (60%), was seen in IT Operations Management, which is a slow transition
to proactive infrastructure and service monitoring. In the meantime, the relatively low uptake
was registered in HR Service Delivery (45%) and Security Operations (40), which may suggest
that the non-IT functions and security automation were new but not standardized across all
organizations. In general, the results indicated that the use of ServiceNow was mostly IT-
oriented digital transformation, and more mature, albeit heterogeneous, enterprise-wide and
security-oriented processes.

Table 3: Perceived Benefits of ServiceNow Implementation

Key Benefit Frequency | Percentage (%)
Faster incident resolution & SLA improvement 12 24%
Increased workflow automation 10 20%
Enhanced transparency & reporting 9 18%
Improved user experience & satisfaction 8 16%
Leadership involvement & strategic alignment 6 12%
Improved team collaboration through agile model | 5 10%

The findings showed that the most commonly viewed advantage of the implementation of
ServiceNow was related to faster resolution of incidents and better SLA performance (24%),
which revealed the high value of the platform as an efficient operational tool and the need to
improve the service response. More workflow automation (20%), improved transparency and
reporting (18%), however, also came out as the major benefits, pointing to the fact that
organizations valued the process digitalization and data-driven visibility in IT processes. User
experience (16%) and leadership alignment (12%) were also improved, which indicated how
much the platform contributed to the development of a service-centric culture and strategic
backing of the digital transformation. Finally, although better team collaboration due to agile
practices (10%) reflected positively, it seemed that the benefits of the agile maturity and
collaboration were less directly achieved than operational ones. In general, the results indicated
that tangible performance improvements were found in the first place on the level of service
delivery in the enterprise, whereas the cultural and strategic benefits were progressive with
further adoption of the ServiceNow system.
5. CONCLUSION

Referring to the results of this research, it was determined that the ServiceNow implementation
which was backed by the best practice of governance, agile delivery, and organised change-
management strategies had dramatically enhanced the enterprise IT operations in all the
organisations that were enrolled in the research. The case outcomes showed that the time of
incident resolution, SLA compliance, workflow automation, and user satisfaction improved
significantly, and the use of ITSM modules and automation possibilities proved to be
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consistent. The research also found that the commitment to leadership and cross-functional
collaboration had been the key contributions to the rapid adoption of ServiceNow and
sustainable transformation results, and obstacles like employee resistance and the lack of
capability had also demonstrated the necessity of ongoing training and communication. In
general, the study established that ServiceNow was not a mere tool but a strategic digital-

transformation catalyst, which integrates processes, people, and technology to create
operational excellence in contemporary enterprising settings.
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