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Speaker infroduction

Name: Deanna Quigley-Blades

Title: Manager Ay\ ‘,

Function: Service Asset and Configuration AlBErtsons  SAFEWAY.
Company: Safeway/Albertson Retail Industry

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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What you will learn

Maximize time efficiency

Rapid service mapping

Accelerating value
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Context—Safeway’s Mulligan

« Safeway started the Service Management journey
in 2008 to standardize IT processes

« Several iterations and platforms were intfroduced

« ServiceNow platform introduced in 2015
— CMDB “Lite”

« Merger Safeway/Albertsons (3 years ago)
« ServiceNow “Mulligan”

« Partnered with ServiceNow and implementation
partner ConfigureTek

NOW.
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Challenges

Support of leadership

Ownership and accountabillity

Untrusted CMDB

Converged platform project driven

Organizational expectations
Cultural change
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Our goals

Working together to be the Favorite Local Supermarket™

« Simplify IT operations helping to
reduce cost—optimization—

Build scale with : Grow business modernize IT platform
best-in-class Modermizelll with innovation

integrations > S & digital ~ + Expand beyond ITSM and drive
awareness to the business—

- workforce/operational excellence

tool use, automation, and process
development—high-performance
culture
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Timeline

2017 | Jan June July Aug Sept Oct
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Event Management (D
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Solution-at-a-glance

Configuration Management System

O Discovery . -
/7 Virtualization

Visibility A E

- : :
aTaaTom Service mapping
Service health

. Event
09 Integrations Data quality management

Service-aware CMDB

Strategic and tactical goals
Alignment with project and operations
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Solution-at-a-glance
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Monitoring

system

10+ Monitoring sources feeding into BMC TrueSight which
forwards consolidated events directly to ServiceNow
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The strategy—Rapid service mapping

Lifecycle

Service mapping
lifecycle tracking, a
proven and
repeatable
methodology for
tracking service
mapping lifecycle

Questionnaire

Automated SME
questionnaire
distribution, pre-
created in-tool
questionnaires
enabling service

mapping

Attestation

Attestation execution,
pre-configured
SME validation and
verification workflow
for service mapping

Dashboard

Dashboards,
track and
visualize service
mapping progress

Reporting

Real-time reports,
track and visualize
completed and
pending attestation
to accelerate
service mapping
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Digital service mapping project

(10-week engagement)
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Command
Centeris
handling P3s

and P4s like
P1s and P2s. Data Center




Integrating service mapping and event management

Portfolio
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Integrating service mapping and event management

Business service

m ™ Digital ¥ || Prioritize by: | Business criticality v| | Groups | Services|

& Marketing and Merchandising

NOW.



Integrating service mapping and event management

Hierarchy
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Integrating service mapping and event management
Application
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Integrating service mapping and event management

Components
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Value outcomes

Reduce outages and enhance operational efficiencies

100+

Services mapped
for Atlas and
Digital Apps

Service mapping Faster root Reduce MTIR minutes
success cause analysis instead of hours!

n w 21 © 2018 ServiceNow, Inc. All Rights Reserved. Confidential. | #Know18



Lessons learned

Define ownership

Clean start

Communicate and sell your achievements

It's okay to say “not at this fime”

Use experts to accelerate timeline
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Next steps

2018 Q2

* Asset
Management

* Service Provisioning

» Contract
Management

NOW.

2018 Q4
* Centralized self
service portal for
2018 Q3 ServiceNow
* Application
Portfolio
Management

23

2019 Q1

* Vendor
Management

2019 Q2

* T Financial
Management
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Top takeaways

Define ownership. Set expectations A trusted CMDB is critical.
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