
Seamless Integration Excellence: 
Integrating Products and Platforms 
with ServiceNow®

CASE STUDY

In the modern landscape of global business, the pursuit of efficient IT service management is fundamental to achieving 
operational excellence. This case study delves into the remarkable journey of a leading food and beverage manufacturer, a 
stalwart in the industry with a global footprint. From its origins in Japan, the company has expanded its operations across the 
Americas, Europe, Africa, Asia, and Oceania. This case study unveils the strategic initiative undertaken by the organization—
an ambitious integration project that sought to unify diverse products and platforms seamlessly within the ServiceNow® 
ecosystem. 

Two integration initiatives were identified, each focusing on distinct objectives and components with the organization’s IT 
landscape. These initiatives aimed to enhance operational efficiency and streamline IT service management by seamlessly 
connecting various facets.

Introduction



The manual intricacies involved in new user creation, user disablement, and user update/amendment proved to be 
bottlenecks, demanding a strategic intervention to propel the organization toward a more automated, efficient future. This 
integration initiative emerged not only as a response to operational hurdles but also as a testament to our commitment to 
harnessing the synergies between Azure AD and ServiceNow®. The focus was not merely on technological integration but on 
orchestrating a seamless synchronization that would redefine user management processes within the organization.

1.	 Manual Dependency: The organization encountered 
substantial challenges as it initiated the integration 
journey, particularly in the realm of user management 
processes.

2.	 Heavy Reliance: The initial phase uncovered a 
significant reliance on manual efforts, especially in 
critical tasks like new user creation, user disablement, 
and user update/amendment.

3.	 Susceptibility to Errors: The manual processes were 
prone to inefficiencies and errors, highlighting the 
necessity for a strategic shift towards automation to 
enhance overall efficacy.

1.	 Comprehensive Integration Strategy: In response 
to the manual challenges, the organization devised 
a comprehensive integration strategy, prioritizing 
the automation of user synchronization directly from 
Azure AD.

2.	 Group Provisioning Method: A pivotal element of 
the solution involved adopting a group provisioning 
method designed to revolutionize user management 
by introducing efficiency into the process.

3.	 Seamless Synchronization: The ultimate goal was 
to establish a seamless synchronization mechanism 
between the ServiceNow® platform and Azure AD, 
ensuring a cohesive integration of user management 
processes.

1. Azure AD Integration (Duration: 6 Weeks)

Background

The Challenge The Solutions

ServiceNow® Microsoft Active Directory

Significant Reduction in Manual Requests

Implementation of Group Provisioning

Scalable Rapid Solutions

•	 The successful execution of the integration strategy 
resulted in a noteworthy reduction in manual account 
management requests.

•	 Streamlined Processes: The automation efforts 
effectively streamlined processes, minimizing the 
occurrence of errors.

•	 Heightened Operational Efficiency: The adoption of 
the group provisioning method significantly enhanced 
operational efficiency.

•	 Precision in User Management: The method laid 
the foundation for a user management experience 
characterized by seamlessness and precision.

•	 Purposeful Design: The rapid solutions implemented 
were purposefully designed to be scalable.

•	 Adaptability: This ensured their adaptability to the 
evolving needs of the organization as it continues to 
grow.

Key Benefits



This 10-week journey focused on orchestrating a seamless integration between distinct ServiceNow® instances. The scope 
of this integration encompassed critical dimensions of IT service management, adopting a bi-directional approach. Incident 
Management, Service Request Management, Change Management, Configuration Management Database (CMDB), and 
Problem Management stood at the forefront of attention. 

The technological backbone of this integration journey was fortified by the strategic use of REST API. As the organization 
delved into this 10-week endeavor, the focus remained steadfast on achieving a bug-free, cost-effective, and seamlessly 
integrated ServiceNow® ecosystem.

Dual ServiceNow® Instances 

•	 	Presence of two distinct ServiceNow® instances 
introduced complexities.

•	 Challenges emerged in delivery timelines, SLAs, and 
response times.

Bi-Directional Integration Approach

•	 	Strategically implemented a bi-directional integration 
approach to address challenges.

•	 Leveraged REST APIs to target specific issues in 
Incident Management, Service Request Management, 
Change Management, CMDB, and Problem 
Management.

•	 Focused on eliminating bugs, reducing costs, and 
ensuring a smooth integration process.

2. ServiceNow® Integration (Duration: 10 Weeks)

Background

The Challenge The Solutions

Seamless IT Service Management

Bug-Free Operations

Cost and Effort Reduction

Integrated CMDB with Synchronization

Successful execution resulted in a seamless and defect-free experience across various dimensions of IT service 
management.

Notable achievement of bug-free operations in integrated IT service management.

Substantial reduction in costs and effort attributed to minimal scripting on the client-side instance.

•	 Implementation of a well-integrated CMDB with 
synchronization.

•	 Significantly minimized the effort required for 
configuring new items within the Configuration Item 
(CI) framework.

Key Benefits



Founded in 1987 by Mr. Nikunj Jhaveri, Systems+ offers a comprehensive suite of IT services, including Managed GIC services, 
DevOps, Cloud Consulting, Development and integration support, and SOC/NOC services. We specialize in serving global 
clients across various sectors such as (but not limited to) Retail, FMCG, Logistics, Manufacturing, and Financial Services.  Our 
approach to service delivery ensures maximum business agility through the integration of cutting-edge technology with legacy 
systems. With a philosophy of always keeping our customers first and more than three decades of experience in developing 
disruptive solutions, our perfect play of talent and technology will ensure your business’s customized needs are met, and that 
you #GetITRight.

For more information please contact:

info@systems-plus.com

www.systems-plus.com

This comprehensive case study on seamless integration excellence highlights the strategic journey of a leading food and 
beverage manufacturer. From recognizing the significance of efficient IT service management to undertaking a transformative 
integration initiative, the organization’s commitment to operational excellence shines through. The successful unification of 
diverse products and platforms with the ServiceNow® ecosystem not only addressed immediate challenges but also positioned 
the company for sustained success in a rapidly evolving business environment. This case study serves as a testament to the 
power of strategic technological integration in navigating the complexities of modern business landscapes.

Conclusion


