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Name: Lawrence Abeyta

Title: Director of Innovation

Function: IT Service Delivery

Company: NuAxis Innovations

Experience: 26 years at all levels of IT Service Delivery

Expertise: Business and Systems Analysis, IT Governance, Strategic Alignment, System Architecture, 
Business process redesign and automation, ITIL, CMMI, Project Management, System Integration, 
SLA and Contract Management

Achievements: Replaced several aging systems with ServiceNow + CMDB; Project & Portfolio Mgt, 
NOSC Dashboard and alerting tied to ServiceNow, automation of several frequently used services

Current Projects: Automation and CX, Application Virtualization/Containerization, Service Delivery 
Automation, Service Portal



Name: Chris Harrell

Title: IT Transformation Specialist

Function: IT Service Delivery

Company: ServiceNow

Experience: After starting his career as an NFL athlete, Chris spent the last 15 years excelling 
at delivering Enterprise Solutions across the federal government. 

Expertise: IT Transformation Specialist— Chris is an expert in IT Operations, IT Asset Management, 
and IT Business Management at ServiceNow.

Achievements: While working in Cyber Risk and Audit at Deloitte, Strategy and Operations at 
Booz Allen Hamilton, and End User Computing Solutions at VMware, Chris gained the unique 
experience of delivering IT transformation across Business and Technology business units. 

Current Projects: Chris now specializes in Federal Law Enforcement / Public Safety in addition 
to Federal Land and Logistics.



Agenda

• What is CX?

…and why are we talking about it in Government services?

• 3 CX practical examples

…and how you can use them in your Government agency

• ServiceNow Automation

…and how it improves CX

• Q&A



Customer Experience (CX) is the product of an interaction between an 
organization and a customer over the duration of their relationship.

What is CX?

Customer journey

Brand touchpoints

• Advertising

• Packaging

• Digital platforms

• Word of Mouth

• Social Media

Environments

• The shop/store

• Application

• Website

• Social Circle



In the commercial sector, CX is used to drive Loyalty to a company or brand. 

In Government, CX should be used to drive satisfaction regarding services received.

CX in Government

Customer journey



Improving each Interaction improves customer satisfaction. 

CX in Government

Benefits

• Faster

• Fewer errors

• Less downtime

• Reduced space requirements

• Improved satisfaction

Interactions

• Personalized 

• Set service level expectations

• Self help

• Mobile

$



Some examples of what some interactions are like

Current level of CX in Government







The excess weight of 
the stored files has the 
potential to compromise 
the structural integrity 
of the sixth floor of 
the facility.

TIME, August 12, 2012







1st CX Practical Example: Queue Management









2nd CX Practical Example: Forms handling



Inbound PDF Handling



Outbound PDF Handling



Document Storage



3rd CX Practical Example: Reporting a Printer Incident









Bill McDermott
CEO, ServiceNow

Today… our customers are 
dealing with a hornet’s nest 
of complexity.











Unified Experience across the Enterprise

One data model to power all your digital services

IT Service 
Management

Service 
Catalog

App Portfolio
Management

IT Financial
Management

Asset 
Management

Security
Operations

Governance,
Risk, Compliance

Service Portfolio
Management

Now Platform



Business as usual for isn’t sustainable

of companies 
need more 

automation

86%

Overworked 
employees

Digital 
Transformation

66%
of CEOs are on Digital 

Transformation 

Journey 

of executives believe 
automation helps 

creativity 

93%

Employee 
creativity

Source: 1,874 executives surveyed for “Today’s State of Work: At The Breaking Point”, commissioned by Serv iceNow



OVER 30 COMPANIES
SWITCH FROM A LEGACY VENDOR TO SERVICENOW

EVERY MONTH



Digital Workflows create 
great experiences and 
unlock productivity



Today’s operator experience…



Confidence is key

Transformation begins here... with Operational Excellence

Visibility 
across operations estate 

and all software  

CMDB

Health 
of business services,

with AIOps

Optimization 
of cloud and 

software spend



Infrastructure visibility

Load Balancers

Web Servers

App. Servers

Databases

Virtual Servers

Servers



Dependency Mapping (SN Discovery)

Load Balancers

Web Servers

App. Servers

Databases

Virtual Servers

Servers



Service Mapping

Load Balancers

Web Servers

App. Servers

Databases

Virtual Servers

Servers





vRealise Network Insights

APM & System ManagementMobile device management

SecOpsCloud

IRE

CMDB



Proactive Management

Integrate existing monitoring tools and sources

• OOTB Connectors

• SNMP Traps

• REST API

• Amazon CloudWatch

• Email

Benefits

• Flexible integration methods

• Rapid connection of event sources

• Transform events from sources into consistent format

• Speed time to resolve problems

• Manage all alerts in one console

SNMP 

Traps

CloudWatch

Alarms via 

REST API

Devices
Business Services 

& Applications

Database & 

Middleware

Network 

ServicesAWS

Events via 

REST API

Events

Events via 

REST API

Event 

Polling

IT Infrastructure and Applications

Monitoring

Tools

• Internet Explorer

• Splunk

• SolarWinds
• HP OM

• Hyperic

• IBM Netcool/OMNIbus

• Microsoft SCOM

• VMware vRealize
• And more… MID Server

Event Connectors

SNMP Trap Listener

e.g., SolarWinds e.g., Splunk







Monitor and improve Operations Health on the go



End users determine what needs attention now

Proactive customer experience

Photo by Marek Szturc on Unsplash



ServiceNow IT Operations Management value to customers

95%
Reduction in 

outages

$5M+
Annual OpEx

savings

$6M
Annual outage 

avoidance 
savings

80%
Reduction in 

outages

$53M
Estimated savings 

over 5 years

Wireless carrier Las Vegas casino Major airline

Symantec



82% 80% 74% 72% 

Simplified 

Processes

Improved 

Productivity
Improved Job 

Satisfaction
Increase Time 

for Creativity

64% 59% 53% 54%
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Automation benefits employees SatisfactionHighly Automated Companies…

https://workflow.servicenow.com/quarterly/issue/1/

are 2.5 times more likely complete missions than their counterparts Employee Satisfaction benefits Customer Experience

https://workflow.servicenow.com/quarterly/issue/1/


Employee 
Experience

1

Customer / 
Citizen 

Experience

2

50

Mission 
Simplified / 

Digital 
Transformation

3

Bridge gap between customer experience and empowering employees



Takeaways

1 Examine processes and look for interactions.

2 Redesign and automate the processes. 

3 Redesign each interaction with a focus on Customer Experience (CX).

4 Measure the results in terms of customer satisfaction and cost savings.



Contact information can go here (optional)

Questions?



NuAxis Innovations

Thank you

Come by and see 
us at Booth #21


