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As an Elite ServiceNow Services Partner,
we are committed to the success of our
clients and employees. In everything we
do, our top priorities are exceeding client
expectations and delivering exceptional
service and solutions to business
challenges.

Our team of expert architects and
developers is committed to securing,
modernizing, and advancing your
ServiceNow and Microsoft technology
investments. 

This expertise gives us the unique
perspectives and skillsets in the realms
of software development, engineering,
cloud solutions, process improvement,
and sustainment support.

We truly love the intricacies of coding
and the big picture ideas of business
innovation. With this passion and years
of experience, we know that 
we can help you maximize the full
potential of enterprise systems.

We have helped government agencies
achieve top results by providing the
following tailored solutions and
professional services:

An Elite ServiceNow Partner

Pharicode powers your
path to complete IT
modernization by
leveraging the secure and
innovative capabilities of
the ServiceNow platform.

IT MODERNIZATION 

Our team of database
administrators are experts
in their technical craft and
build data warehouses that
are fast, secure, and
sustainable.

DATA WAREHOUSING

We help you achieve
efficiency by replacing
your legacy tools and
building cloud-based
solutions and custom
applications.

CUSTOM APPLICATIONS

Minimize the challenges 
of managing in-house IT
solutions with Microsoft
Azure and ServiceNow.

CLOUD MOBILITY
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THE PATH TO DIGITAL
TRANSFORMATION

With ServiceNow, you can unify all planning, delivery, and operations on a single cloud
platform. You can rid your team and organization as a whole from clunky integrations, siloed
workflows, and manual processes. 

So you don’t get lost on the road toward automation, we put together this blueprint to use as
your compass as you navigate which ServiceNow products are needed to automate your
business processes.

HOW TO AUTOMATE BUSINESS PROCESSES
AND ACHIEVE ORGANIZATIONAL EFFICIENCY IN SERVICENOW

IN THIS BLUEPRINT, YOU WILL LEARN:

The benefits of ITSM modernization and business automation 

The departments that require automation and strong IT support after implementing ITSM 

The importance of delighting your customers with technology through ServiceNow CSM 

The advantages of providing an exceptional employee experience through ServiceNow HR 

The best practices to follow when implementing a ServiceNow product

THE SKY’S THE LIMIT WHEN IT COMES 
TO WHAT YOU CAN ACHIEVE WITH SERVICENOW.

0 4

info@pharicode.com   |    (256) 213-7966   |    www.pharicode.com



THE BENEFITS OF ITSM MODERNIZATION 
AND BUSINESS AUTOMATION
Are your legacy tools keeping you from achieving operational efficiency? Your legacy ITSM
system is most likely preventing you from addressing the challenges in a digital world.

THESE COMMON CHALLENGES INCLUDE:

HIGHER IT COSTS

Most legacy systems are on-premise and involve complicated
customizations and integrations which result in high costs to
maintain them.

ADDED COMPLEXITY

Legacy ITSM systems are often based on disparate
technologies that make central visibility and reporting 
a challenge.

A LACK OF AGILITY

The frameworks in legacy systems rarely align with the way
you do business and making changes to interfaces and
workflows require hyper-specialized skill sets from a variety
of resources.
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Migrating from a legacy ITSM system to a modern, cloud-
based solution is a necessary transition in order to achieve
the level of automation, efficiency, and success needed to

advance your growing business in its industry.

MIGRATING YOUR 
LEGACY ITSM SYSTEM
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A WELL-PLANNED MIGRATION AND
IMPLEMENTATION TO SERVICENOW ITSM
PROVIDES THE FOLLOWING BENEFITS:

CONSOLIDATE IT SERVICES

With ServiceNow, you can use built-in best practices to rapidly consolidate your inefficient
tools to a single system of action in the cloud.

DELIVER BUSINESS OUTCOMES WITH SPEED AND AGILITY

Your team will use a single platform for managing portfolio strategy, project delivery, team-
based backlogs, releases, and changes.

AUTOMATE SERVICE MANAGEMENT

You can leverage the inherent capabilities of ServiceNow ITSM, such as virtual agents and
machine learning, to augment staff, automate routine tasks, and improve user experiences.

ELEVATE THE IT EXPERIENCE FOR ALL USERS

IT is no longer viewed as a cost center but as a strategic and essential part of your business.
With a single, cloud-based platform, you can leverage the skills and experience of IT to create
and deliver automation throughout  your organization.

ACHIEVE NEW INSIGHTS IN REAL-TIME

Receive full visibility with built-in dashboards and analytics providing real-time, actionable
information to continually improve services.
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After implementing ITSM, you have most likely noticed a strong need to migrate more areas 
of your business to the ServiceNow platform. 

At Pharicode, we work with large to enterprise-level organizations to implement and maintain
their ServiceNow investments. When companies like our clients implement and use ITSM, they
are expected to transform customer engagement, empower employees, and unlock business
insights.

This is why they need to leverage the benefits of the ServiceNow platform in two other areas 
of the business — Customer Service Management and Human Resources.

LET’S EXPLORE THE BENEFITS OF
AUTOMATING YOUR CSM AND HR
PROCESSES THROUGH SERVICENOW.

IF YOUR BUSINESS HAS ALREADY ADOPTED
SERVICENOW ITSM, THEN CONGRATULATIONS!

You're on the right path toward digital transformation.
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EXCEL YOUR BUSINESS BY

Your customer is the lifeblood of your organization. Your success as an organization 
is dependent on keeping your customers happy by delivering top-notch services. 
As your organization grows, the focus on the customer can get lost along the way.

DELIGHTING YOUR CUSTOMERS

1

ACCORDING TO A FORRESTER STUDY,
63% OF U.S. CONSUMERS HAVE STOPPED
DOING BUSINESS WITH A BRAND DUE TO
POOR CUSTOMER SERVICE.

Forrester, "2018 Customer Service Trends:
How Operations Become Faster, Cheaper –
And Yet, More Human," 2018.”
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YOUR BUSINESS DEPENDS 
ON GREAT CUSTOMER SERVICE
If you rely on an old-school customer relationship management (CRM) system to manage
customer relationships, it’s time to upgrade your solution. 

Here’s how you can know when it’s time to automate your customer service processes on a
single, cloud-based platform like ServiceNow:

DISCONNECTED WORKFLOWS

Your IT and customer service teams manage disconnected systems, processes, and people
which has resulted in increased costs.

INCONSISTENT DELIGHT

It’s difficult for your teams to deliver a delightful end-to-end service experience.

REACTIVE PROBLEM-SOLVING

Customer problems are solved reactively causing customer satisfaction to decline.

LACK OF SELF-SERVICE

You don’t have a self-service system or a service portal where customers can help themselves
with common issues. This is resulting in frustrated customers, high numbers of support tickets
submitted to IT and customer service, and an increase in manual work for everyone involved.

Modern customer service requires a more holistic approach than the one supported by today’s
standard customer relationship management (CRM) systems. 

To achieve new heights in customer service, your organization not only needs to track and
manage customer issues, but also needs to create a seamless experience for your customers
through service engagement, operations, and delivery.
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ServiceNow CSM integrates customer engagement with service operations and delivery to provide
a seamless, closed-loop customer experience.

Omni-channel case management with machine learning supports a personalized experience for
customers while routing cases to the most qualified agents automatically and helping agents
resolve issues faster.

One of the main advantages of ServiceNow’s CSM product is the customer service portal and self-
service options. These beautiful, customizable, and functional service portals put customer service
in the fast lane. Instead of relying on email and phone calls, customers can access their portal to
report issues, ask questions, and receive quick service from your existing knowledge base or
support team. 

Modern customer service systems allow for issues identified in customer service to be directly
assigned to other departments—such as field service, engineering, finance—and then tracked as
they move to resolution. By addressing the root cause of a customer issue, future customers won’t
encounter the same issue and the overall customer experience is improved.

Everything we do is focused on enhancing user adoption, 
user retention, and deflecting work from your service team 
by providing effective self-service solutions. We don’t just 
build portals — we solve problems and drive success.

Contact our team today for more information about 
our service portal development and implementation services.

AT PHARICODE, OUR TEAM OF SERVICE PORTAL EXPERTS HAVE
COMPLETED OVER 100 SERVICE PORTAL IMPLEMENTATIONS.

SERVICENOW CUSTOMER SERVICE MANAGEMENT®
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CUSTOMER SERVICE MANAGEMENT
A modern solution will take you from traditional customer engagement to an exceptional
customer experience. Here are a few benefits when automating your CSM processes:

INCREASED EFFICIENCY

Increase efficiency and fix the root cause of complex issues by
seamlessly connecting departments across your organization

PROACTIVE ISSUE RESOLUTION

Proactively anticipate and intelligently fix potential problems
before customers experience them

PERSONALIZED SERVICE

Use personalized, self-service technology to drive actions to
instantly take care of common customer requests

HIGHER RETENTION RATES

Retain existing customers by minimizing their frustration with
traditional customer service roadblocks and preemptively
notifying them of possible issues on the road ahead

GENERATE MORE BUSINESS

Maximize upsell, cross-sell, and word-of-mouth opportunities to
reach new customers
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KEY FEATURES OF SERVICENOW CSM

Transforming your CSM processes into
digital experiences is one of the main ways
your business can onboard and retain more
customers leading to increased operational
efficiency and revenue.

SERVICE CATALOG

SERVICE PORTAL1 5

2 6

3 7
4 8

KNOWLEDGE BASE

VIRTUAL AGENT CHATBOTS

OMNI-CHANNEL COMMUNICATION

VISUAL TASK MANAGEMENT

REPORTS AND DASHBOARDS

PERFORMANCE ANALYTICS

ACCORDING TO GARTNER, 80%
OF AN ORGANIZATION’S FUTURE
PROFITS WILL COME FROM JUST
20% OF EXISTING CUSTOMERS.
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Once you’ve automated your IT workflows and customer service experiences, the next need for
business automation will lie internally. It’s not just your customers who need seamless and
delightful experiences — your employees deserve this, too.

The next phase of your business that will need automation is human resources so your business
as a whole can support the people who support your customers.

If you haven’t replaced your manual, siloed processes with a cloud-based, enterprise solution,
your business is probably experiencing the following challenges:

IMPROVE EMPLOYEE 
ENGAGEMENT AND PRODUCTIVITY

1 Employees struggle to understand and use multiple systems and tools

2 There are no consistent ways to find answers to common questions and employees
access and use outdated information and documents

3 HR managers are reliant on manual processes for interviews, requesting computers,
parking passes, or paid time off — the list is endless (and a huge pain point)

4 HR + IT work in silos but are reliant on one another to succeed

With a platform like ServiceNow, HR and IT can work together to build and deliver a digital
experience platform that becomes the central touchpoint across the workforce for employees to
access the information or help they need, when they need it. 

HR’s goal is to keep employees happy and engaged. Your employees are the heart of your
organization. Allowing them to efficiently and happily do their jobs allows the entire system of
your organization run smoothly and efficiently.
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REDUCING HR HEADACHES

Whether it's something simple like fixing a paycheck problem or more complex processes like
onboarding or benefit claims, every contact with an employee is an opportunity to provide great
service and develop loyalty. 

Your organization can put an end to common frustrations employees feel when trying to get
services from HR by delivering fast and customer-like service through ServiceNow.

By automating your HR processes, your organization will notice the following benefits:

REDUCE SILOS AND THE AMOUNT OF TOOLS USED BY ALL EMPLOYEES
Employees use one platform making it easy to communicate across departments. Employees also
get timely and relevant information via search, chat bot, or online communication channels.

ALLOW EMPLOYEES TO SERVE THEMSELVES

IT and HR can create a “one-stop shop” portal for employee questions, resources, and
documentation. This digital experience becomes the central touchpoint across the workforce and
enables departments such as HR and IT to deliver a consistent service experience and retain their
unique departmental requirements and workflows.

DELIVER BETTER SERVICE WITH THE RIGHT CONTEXT AND INFORMATION
You can use a real-time and interactive view of all cases for easy prioritization and efficient
service team operation.
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KEY FEATURES OF 
SERVICENOW HR DELIVERY

KNOWLEDGE MANAGEMENT

CASE MANAGEMENT

EMPLOYEE SERVICE CENTER

ONBOARDING AND TRANSITIONS

EMPLOYEE DOCUMENT MANAGEMENT

PERFORMANCE ANALYTICS FOR HR

BY 2022, 75% OF ORGANIZATIONS
WILL INCLUDE EMPLOYEE EXPERIENCE
IMPROVEMENT AS A PERFORMANCE
OBJECTIVE FOR HR AND IT GROUPS.
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2 Gartner “To Achieve a Consumer-Grade Employee
Experience, HR Must Follow CRM,” Melanie Lougee,
Jim Davies, Chris Pang, 2 November 2018
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BEST PRACTICES TO FOLLOW WHEN 
IMPLEMENTING A SERVICENOW PRODUCT

AVOID OVER-CUSTOMIZATION

Stay as close to the out-of-the-box functionality as possible.

DON’T TRY TO REINVENT THE WHEEL

Research for the capability/functionality you are looking for prior to building or customizing
within the system. ServiceNow may have already implemented 90% of the functionality for you.

CONSIDER CHANGING YOUR PROCESS TO SERVICENOW

ServiceNow was built on the ITIL framework after all!  Be prepared to push back on
stakeholders or process owners to enhancements which are deviating far from the baseline
platform. The most valuable enhancements often come weeks after go-live once the users
are able to experience and understand the platform.

DON’T OVERCOMPLICATE THE IMPLEMENTATION

Keep it simple.

MOTIVATE YOUR PROJECT TEAM AND END USERS

A passionate team will help increase the rate of user adoption within your organization.
Make sure the right team members and stakeholders are in the room during workshops 
and important process decisions.

AVOID LIVING IN THE PAST

Saying “in the old tool, it behaved like this. Let’s make ServiceNow do the same thing”.
You’re implementing a new system for many reasons, so features and functionality will be
different and should be. This is a good time to educate your users on how ServiceNow may
do things differently but produce the same results.
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BRING A TECHNICAL AND PROCESS RESOURCE 

Technical and process consultants are essential to the requirement gathering phase to align your
business processes and goals to the capabilities of the NOW Platform. Stay as close to the out-of-
the-box functionality as possible.

DOCUMENT YOUR NEW SERVICENOW PROCESS

Using these documents for user training will help increase adoption across your organization.

YOU WILL WANT THE FOLLOWING DOCUMENTATION AFTER GO-LIVE:

Knowledge Articles
PowerPoint Slides
Training Videos
Include helpful information within the implementation 
(e.g. hover-over text on fields, help links, guided tours, etc.)
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TAKE YOUR SERVICENOW INSTANCE

Now we're not saying a ServiceNow implementation should take years to complete, but it
requires the expert-level skills and dedication of true artists to create a masterpiece. 

That's why at Pharicode, we believe an implementation is an art form.

As an Elite ServiceNow Partner, we're true artists in our craft. Our team has the technical
ServiceNow expertise as well as the real-world experience in order to optimize your business
processes. But when implementing ServiceNow, we don't simply gather requirements and
work in a silo. 

We work collaboratively with you and your team to deliver exceptional solutions and a
ServiceNow environment that is tested, efficient, and scalable. From ITSM to HR, you work
closely with our consultants to improve and optimize business processes and ServiceNow
applications.

Our team has worked on both sides of the table — on the customer side and the consulting
side. So our experts have unique perspectives and skill sets when it comes to implementing
ServiceNow for our clients.

TO NEW HEIGHTS

THE SISTINE CHAPEL TOOK 4 YEARS TO PAINT

THE STATUE OF DAVID TOOK 2 YEARS TO CREATE

AND ROME WASN'T BUILT IN A DAY
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Pharicode is one of the top implementation providers in the
ServiceNow industry.

LET'S DESIGN YOUR
MASTERPIECE, TOGETHER.

SERVICENOW
ELITE PARTNER

CERTIFIED
CONSULTANTS

TOP PARTNER
IN THE AMERICAS

9.7
CSAT SCORE
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REQUEST IMPLEMENTATION SERVICES

GET IN TOUCH

INFO@PHARICODE.COM

 (256) 213-7966

WWW.PHARICODE.COM
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https://www.glidefast.com/sp_website?id=contact_form

