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Welcome
Objective
Showcase how Poole College and OIT leveraged Enterprise Service Management (ESM) 
and ServiceNow to improve service delivery for faculty and staff.

Agenda
❏ Current ‘Customer’ Experience
❏ Enterprise Service Management (ESM) Methodology
❏ ESM Delivery & a Unified Customer Experience
❏ Poole College’s Challenges & Goals
❏ Collaboration & Project Delivery
❏ Live Demo 
❏ Service Operations Workspace
❏ Lessons Learned
❏ Q&A



Current Customer Experience
Channels Across Campus



Enterprise Service Management
A methodology that defines how a service provider structures and delivers services to the people who need them.
 

Start where you are…



ESM Delivery via ServiceNow
Existing Services or New Services - Each completed step enables the Service Provider to improve the 

customer experience and operational efficiency. 



Journey to a Unified Customer Experience



Poole College’s Challenges and Goals
ServiceNow Full Suite**

• Centralized, user-friendly service portal
• Service Operations Workspace for 

fulfillers to access all types of requests
• Automated workflows for faster 

processing
• Timely and efficient request submission 

and completion
• Improved customer communication and 

ticket tracking
• Data-driven decision-making
• Accessible resource library for 

customers and service fulfillers
• Everything the Incident module has 

plus so much more! **

Before ServiceNow

• Faculty and staff struggled with 
multiple platforms and processes 
to request support from business 
services, Instructional Design, IT, 
Marketing and Communication, 
and HR

• Lack of visibility into request 
statuses

• Inefficiencies and delays in 
fulfilling requests

• Inability to reference previous 
requests to aid in request 
fulfillment

ServiceNow Incident Module

• Faculty and staff enjoyed the ease 
of sending emails to submit tickets

• Better visibility of submitted tickets
• Inefficiencies and delays in fulfilling 

requests due to lack of required 
information

• No visibility to resources such as 
the Knowledge Base, quick links, 
and system outages

• Lack of flexibility for different types 
of requests (Incident module)

**Service Portfolio, Service Portal, Service Request Management, Knowledge Management, Service Operations Workspace, Agile Teams, Visual Dashboards, Reports, Mobile…  



Power of Collaboration



Project Delivery 



DEMO

https://ncsutst.service-now.com/poole?id=poole_index


Service Operations Workspace
Improving Fulfillment Efficiency

• What is Service Operations Workspace?
• Centralized dashboard for fulfillers/service providers.
• Consolidates requests, incidents, and task 

management.
• Provides a unified view to streamline operations.

• Key Benefits:
• Faster Response Times: Single pane of glass for all operational work.
• Better Collaboration: Real-time updates and integrated communication.
• Performance Insights: Metrics on service efficiency and trends.

Live for ALL ITIL Licensed Analysts/Fulfillers



Lessons Learned

● Planning phase - collaborate with process partners 
hybrid and centralized Services

● Engage unit level service fulfillers early and often
● Plan and develop knowledge articles in tandem with 

your services (catalog items).



Learn More
Coming Soon
● Service Operations Workspace Training 
● ServiceNow Training and Certification for Student Workers
● Upgrade to Xanadu March 18, 2025

Contact ServiceNow Team
● Become a Power User - Build Catalog Items
● Convert to the NEW standard Service Portal
● Leverage ServiceNow for Enterprise Service Management

Xanadu & AI

Contact Us



Q&A 
Open Questions



Enterprise Service Model
Level 0

Self Service
Customers find answers or request services on their own through a 
knowledge base, chatbots, or service catalog.  Fastest and most 
convenient option, reducing demand on support teams.

Level 1
Service Desk

A centralized team handles general inquiries, resolves common issues, 
and routes requests to the right teams if needed.

Level 2
Specialist 

Support Teams

Issues that need expert attention are escalated to a specialized team 
(e.g., HR specialists, IT technicians, procurement analysts).

Level 3
Deep Expertise/
Vendor Support

Complex issues requiring highly specialized skills or external vendors 
(e.g., system engineers, legal teams, software providers).



Lessons Learned

Poole Tool & Implementation 
Approach




