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• Digital Transformation with ServiceNow

• Unified IT Services with ServiceNow

• Making IT look easy with SolarWinds

• Better together leads to service-aware 
operations

Agenda
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Legacy IT operations models do not support the “Must Have” 
capabilities required for today’s digital business

Manual correlation 

of events to identify 

service impact 

and root cause

Manual creation 

of performance 

benchmarks to 

detect issues

Often siloed 

management tools 

and dashboards

Manual remediation of 

problems, informing 

service owners, 

and end-users

Notification of 

outages coming from 

the customer

Lack insight into 

business services 

and infrastructure 

relations
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“Must-Have” capabilities for today’s digital business

Source: “The 10 Habits of Customer-Centric Organizations in the Age of Digital Business”, Gartner 2017

Digital business needs “Must-Have” Capabilities 

Business 

moments
Timely reaction to unexpected, unplanned business events 

Situation 

awareness
Decision makers’ instant business-state understanding

Real-time

insights
Real-time, self-service, unconstrained analytics

Stream

Analytics
Absorbing large volumes of data “on the move”

Classic “tried-and-tested” IT approaches won’t work anymore!
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User Experience

Service Intelligence

Service Experience

IT

Now Platform

Great experiences run on the Now Platform
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Your trusted, strategic partner

#1
Forbes’ World’s Most 
Innovative Company

$28M $64M
$128M

$683M

$1B

2016

$1.39B

2009

$244M

$425M

2010 2011 2012 2013 2014 2015 2017

$1.93B

687% growth

46%
Global 2000

98%
renewal rate

35K
apps built

Our customersLeadership
Gartner Magic Quadrant 
for ITSM and IRM

Forrester Wave for SPM and ESM
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Your Federal Transformation agenda

Unified IT 

Experience
1

VP of IT Initiatives

Remove IT 
department silos

Align to a single 
source of truth

Establish 
service level 
commitments

Improve service 
availability

Proactive 

Service 

Delivery 

2

Identify IT trends 
and impact on 
service delivery

Focus teams 
on prompt 
resolution

Real-Time 

Decision 

Making

3



9 © 2019 ServiceNow, Inc. All Rights Reserved. Confidential.

Service Management
Service-oriented

Operations Management
Infrastructure-oriented

Problem

Service 
Catalog

Incident

CMDB

Change

Change

Discovered CIs

Events & Alerts

Decisions from ML/AI

Apps Storage

Virtualization Cloud Network

Servers

Automatically identify normal vs. abnormal
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Remove IT silos under a single cloud-based platform

Unify IT Teams

195%
Return on investment

Consolidates IT tools across 
services and operations

Improves effectiveness through 
single data model

Expedites CAB approvals with 

service owners

Outcomes

IT Service Management—CAB Workbench
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Begin the journey to becoming a digital enterprise

Get visibility of your operations estate 

Foundation
For AIOps for your business services

Holistic visibility into cloud and 
on-premises resources, DevOps 
environments, applications, 
and services 

Outcomes

Visibility of
your entire 
operations

estate

On-premise

DevOps

Application 
performance 
tools

Data 
sources

Event 
sources

Infrastructure, 
APIs, cloud 
services

Compliance/Audit
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Gain full visibility of your infrastructure and services

A single source of truth

20%
Improved IT productivity

Get continuously optimized 
view of services

Detect and remediate service drift 
(e.g., a known change or an 
unplanned change)

Outcomes

IT Operations Management—Service Mapping
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Escalate and resolve critical service outages faster than ever

Prompt Team Resolution 

60%
Reduction in time to solve 
customer major incidents

Delivers a single pane workbench 
for IT to make informed decisions

Provides status updates to service 
owners and consumers

Automatically documents processes 

with post-incident review

Outcomes

IT Service Management—Major Incident Management
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Gain full visibility of your infrastructure and services

A single source of truth

20%
Improved IT productivity

Discover traditional and modern 
IT resources in one place

Track and manage operational 
state across on-premise and cloud

Identify service history and 

relationships for prompt action

Outcomes

IT Operations Management—Service Mapping
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Fastest route from alerts to incidents to resolution

Improve availability

99%
Reduction in event noise

Diagnoses and pinpoints issues

Speed incident resolution

Automates remediation steps

IT Operations Management—Alert Intelligence

Outcomes
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Improve Customer Experience with Service Portal and Agent Intelligence

Notification Subscription
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Your Federal Transformation agenda

Unified IT 

Experience
1

VP of IT Initiatives

Remove IT 
department silos

Align to a single 
source of truth

Establish 
service level 
commitments

Improve service 
availability

Proactive 

Service 

Delivery 

2

Identify IT trends 
and impact on 
service delivery

Focus teams 
on prompt 
resolution

Real-Time 

Decision 

Making

3
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SolarWinds at a glance

Founded 

in 1999

More than 2,400 

employees globally

Austin, TX headquarters

Herndon, VA federal office

30+ offices globally

#1

in Network 

Management2

50+

IT management 

products

Leader 

in Remote Monitoring 

and Management

150,000+ THWACK® registered members

275,000+
customers in 190

countries1

499
of Fortune 500®

22,000+ > 450,000+
MSPs serving 
organizations

Every branch of the DoD, 
and nearly every civilian 
and intelligence agency
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The Orion® Platform

• Modular, extensible, unified, and scalable platform for a hybrid IT world

• Unified view from network to web performance metrics for faster root cause 
identification and troubleshooting

• Centralized administration, access control, advanced alerting, and reporting
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API

SolarWinds® enables service aware operations within ServiceNow®

Network and System Monitoring Service-Aware Operations Management

Events

Alerts

Open Update

Close

Automated Remediation
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Orion NOC View
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AppStack Dashboard
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SolarWinds Intelligent Alerts
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Your Federal Transformation agenda

Unified IT 

Experience
1

VP of IT Initiatives

Remove IT 
department silos

Align to a single 
source of truth

Establish 
service level 
commitments

Improve service 
availability

Proactive 

Service 

Delivery 

2

Identify IT trends 
and impact on 
service delivery

Focus teams 
on prompt 
resolution

Real-Time 

Decision 

Making

3
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Surprise Outage

Users Impacted
Predict Events

Proactive Response

Extended Downtime

Major Business Impact
Minimized Downtime

Eliminate Business Impact

Identify Impact

Automate 
Workflow

Automate 

Resolution Mobile 
Notification

Automate 

Routing

Incident Email Incident Triage

Manual Priority

Fire Fighting

Overwhelmed IT

Operating in Silos

Closure 
Notification

Manual 
Recovery

Service Aware

Prioritized Response

Single System-of-Action

Team Collaboration

@

!

! ! !

@@

@

!

@
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Establish
Centralized CMDB

1

Informed Incident 
Response

4

Automated 
Remediation

5

Discover Infrastructure 
and Business Services 

!

2 6

Single View across IT 
Services and Operations

Intelligent Alert 
Aggregation 

3
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• Complete visibility of assets and 
underlying running applications

• Identify relationships needed 

to support hardware asset 
management life-cycle

Infrastructure Management

• Optimise software investment by 
proactively managing software 
license compliance and reclaim 
unused software

End User Service

• Single source of truth to improve 
impact and root cause analysis

• Ability to detect unplanned/

ad-hoc changes 

Process Improvement

• Ability to populate CMDB 
automatically to reduce manual 
intervention and to improve 

accuracy, completeness and 
compliance of CDMB data

Configuration Management

• Reliable CMDB to identify correct 
owner for incidents and problem 
escalation and to manage 

vendors’ SLA

• Prioritise incident response based 
on impact to business service

Operations Management

Security Operation

• Ability to identify software 
vulnerabilities and associated 
assets to shorten remediation 
turnaround time

• Prioritize vulnerability response 
based on impact to business service

CMDB and Discovery benefits
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REST

Event
Management

Connector



30 © 2019 ServiceNow, Inc. All Rights Reserved. Confidential.

• Identify both 
ITSM/ITOM and 
monitoring team 
stakeholders

• Identify goals 

• Task routing logic

• Change/mute 
alerts

• Service Mapping

• Auto remediation

• Change integration

• CMDB updates

• Request Event 
Management 
Plugin

• Deploy MID Server

• Follow ITOM 
Guided Setup

• Create SolarWinds 
credentials for 
integration

• Create new 
Connector 
Instance

• Assign MID Server

• Test Connection

• Test events

• Confirm CI 
binding

• Confirm 
event rule

• OOB Event Rules 
or custom

• Create Alert 
Management 
Action

Configuring ServiceNow Connector for ServiceNow

Planning Requirements Configure
Receive 
Events

Next Steps
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IT Guided Setup
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Configure

• Host IP

• Credential

• MID Server

• Port
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Receive Events

• Events

• CI Binding

• Event Rules

• Alert Management
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Reduce the volume, reduce the outages

INT125632

IT Events Alert Correlation Incidents
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Next steps

• Task routing logic

• Service Mapping

• Change/mute alerts

• Auto remediation

• Change integration

• CMDB updates
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Velocity with the ServiceNow Platform
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Results

• Reduced more than 120,000 events per 
week to less than 1,000 incidents

• Prioritize incidents, assign incidents 
to the right person or group

• Proactive approach to service outages—
know about issues right away

Media and entertainment

Customer example

With ServiceNow, we get seamless integration 

between event management and the CMDB, 

as well as with ServiceNow’s ITSM processes. 

That’s critical for our operations teams—with 

any other event management vendor, we 

would have to build all of those integrations 

from scratch.

Director of Service Management

99%
Reduction in 
event noise
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Phone

Email

Website

GSA partner?

Linkedin?

877.946.3751

federalsales@solarwinds.com

www.solarwinds.com/federal

solarwinds@dlt.com

www.linkedin.com/company/solarwinds-government



Contact information here if needed

Thank you


