
In the ever-evolving landscape of global business, efficient IT service management stands as the cornerstone of operational 
excellence. This case study sheds light on the transformative journey undertaken by one of the world’s most venerable 
companies in the beverage manufacturing and distribution sector. Founded in Japan and spanning operations throughout 
the Americas, Europe, Africa, Asia, and Oceania, this organization embarked on a strategic initiative: the implementation of 
ServiceNow®. Their goal was clear - to revolutionize IT service management, streamline operational processes, and foster 
collaborative excellence. This ambitious endeavor sought to not only enhance operational efficiency but also standardize IT 
practices across their extensive global footprint, all accomplished within an impressive span of 12 weeks.

With a rich heritage spanning continents and a legacy of delivering quality beverages, this manufacturing giant had a dynamic 
global presence. However, managing IT services across diverse regions posed significant challenges. The absence of 
standardized ITSM tools and processes hindered operational fluidity, leading to disjointed support, reporting, and monitoring 
practices. Recognizing the need for a transformative solution, the organization embarked on a journey to implement 
ServiceNow®, a renowned ITSM platform.

The aim was clear: to create a unified framework for IT service management, eliminate geographical disparities, and enable 
IT teams worldwide to work cohesively. This ambitious ServiceNow® implementation sought to align IT processes, enhance 
service quality, and ultimately support the organization’s unwavering commitment to excellence in the beverage manufacturing 
industry.

Leading food and beverage manufacturer faced several 
challenges in its IT service management landscape:

1.	 Lack of Standardization: The absence of a 
standardized IT service management tool and 
processes across different regions resulted in 
operational inconsistencies, making it challenging to 
manage and monitor IT services consistently.

2.	 Inefficiencies in Processes: Without standardized 
processes, design, and frameworks, the organization 
grappled with inefficiencies, duplicated efforts, and 
difficulties aligning with industry best practices.

3.	 Absence of Centralization: There was a notable lack 
of centralized support, monitoring, and reporting. This 
hindered the organization’s ability to gain real-time 
insights into IT service performance and make data-
driven decisions.
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Incident Management:
The primary goal was to minimize disruptions and reduce 
downtime to a minimum. Incident Management ensured 
that when these incidents occurred, they were promptly 
identified, reported, and resolved. This helped maintain 
operational continuity and contributed to providing a 
seamless and uninterrupted experience for both internal 
teams and customers.

Change Management:
Change Management was critical for ensuring that all 
modifications made to IT services and systems were handled 
efficiently and effectively. Changes could encompass a wide 
range of activities, from implementing new software to 
updating hardware components. A well-implemented Change 
Management process ensured that changes were thoroughly 
planned, tested, approved, and executed, minimizing the 
chances of service disruptions and ensuring business 
continuity.

Knowledge Management:
Knowledge Management established a structured system 
for creating, organizing, and accessing knowledge articles. 
These articles served as repositories of valuable information 
and solutions to common issues. Knowledge Management 
empowered IT teams by providing rapid access to vital 
information, which in turn facilitated efficient issue 
resolution.

Problem Management:
Problem Management took a proactive approach to IT 
service improvement. While Incident Management dealt 
with addressing and resolving incidents as they occurred, 
Problem Management sought to investigate the root causes 
of recurring incidents. By identifying and addressing these 
underlying causes, Problem Management aimed to prevent 
incidents from happening again in the future. 

Request Management:
Request Management played an essential role in efficiently 
addressing various service demands. These requests 
ranged from routine inquiries to complex service requests. 
An effective Request Management system enhanced 
the organization’s responsiveness to internal teams and 
customers. It streamlined the request-handling process, 
ensuring that requests were documented, tracked, and 
resolved in a structured and timely manner.

Configuration Management:
Configuration Management involved creating a centralized 
repository for configuration items. These items encompassed 
various components of the IT infrastructure, including 
hardware, software, and network devices. It ensured that the 
organization had a comprehensive understanding of its IT 
environment, enabling informed decision-making, confident 
change planning, and the maintenance of IT environment 
integrity. 

To address these challenges, the organization adopted the ServiceNow® platform, known for its comprehensive IT Service 
Management (ITSM) capabilities. 
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Enhanced Productivity through Common Design and 
Framework
A common design and framework resulted in a significant 
boost in productivity as teams could seamlessly 
collaborate, share knowledge, and work cohesively within 
a standardized environment, eliminating inefficiencies 
and redundancies.

Offshore Team to manage end-to-end design, 
implementation and support
Leveraging an offshore team for end-to-end design, 
implementation, and support ensured a comprehensive 
and scalable approach. This strategic move not only 
provided cost benefits but also tapped into a diverse skill 
set, enhancing the overall quality and agility.

Real-Time Dashboards for real time updates and 
tracking
The incorporation of dashboards for real-time updates 
and tracking offered stakeholders immediate access 
to critical information. This transparency facilitated 
quick decision-making, improved collaboration, and 
empowered teams with actionable insights, enhancing 
overall project visibility and success.

Efficient Cost Reduction via Integration and Automation
Automated processes streamlined workflows, minimized 
errors, and optimized resource utilization, resulting in 
tangible cost savings for the organization.

Scalable, Tech-Agnostic Methodology
The implementation adopted a scalable and technology-
agnostic methodology, allowing the organization to adapt 
and grow seamlessly. This flexibility ensured that the 
ITSM solution could evolve with the changing needs of 
the business, providing a future-proof foundation for 
continued success.

The implementation of ServiceNow®, as a pivotal part of the ITSM transformation, brought forth a multitude of key 
benefits that revolutionized the organization’s IT operations:

The ServiceNow® implementation not only addressed the organization’s immediate ITSM challenges but also positioned 
it for continued growth and innovation in a standardized, efficient, and customer-focused environment. This case 
study illustrates how strategic IT service management solutions, like the implementation of ServiceNow®, can drive 
transformative change in modern business landscapes, particularly in the competitive and dynamic food and beverage 
manufacturing industry.
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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.
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