Efficiently
managing
When does
employeeIT
in
an expanding
group
experience
matter?
Faced itwith
When
impacts
significant
patient
business
care. That’s
growth,
what
Lavazza
Sanford
improved
Health its IT
found when
service
and management
it introduced ServiceNow
of new IT projects
ITSM &with
HRSD
ServiceNow
Job to be done

Solutions to do it

What we did

Manage
IT complexity
resulting
Deliver a the
five-star
employee
from
theexperience
group’s expansion
service
in the
more
efficiently
moments
that matter

- S
ServiceNow
erviceNow IT
HRService
Service Delivery
®
- ServiceNow
Management
Mobile
- ServiceNow® Strategic
IT Service Portfolio
Management

Created two
portals
to replace
a single,
easily
accessible
inefficient
platforms
based
portal thatticketing
employees
can access
on
email and
telephone
anytime,
anywhere,
and exchanges
get help
with requests across both HR and IT

®

A little background
Tradition
and innovation

Our are
We
aimnow
is toable
simplify
to do
our
many

Sanford
The
company,
Healthowned
aims tobydeliver
the Lavazza
a five-star
family
service
for four
delivery
generations,
experience
is one
forofitsthe
employees
world’s
leading
in the
coffee
moments
manufacturers.
that matter.
Established
However, with
in Turin
50,000
in 1895,
employees
it has always
spread
acrossdistinguished
been
24 states, and
byacquisitions
its innovative
of approach:
other healthcare
from the
organizations,
developmentscaling
of the that
five-star
first
coffee
service
blends
experience
for domestic
canconsumption
be a significant
to the
challenge.
recent launch of the first
voice-controlled espresso machine based on the Amazon Alexa. The group is
now present in more than 140 countries and employs more than 4,000 people.

Meeting all staff needs

employees’
things
that we
work
weren’t
so they
able
canto do
focus onThanks
before.
takingto
care
theof
integration
our
patients
with
a single
and solution,
residents.we are better
equipped to manage complexity.

Darren Walker
Chief
HR Baldo
Officer,
Renato

Sanford
Health
IT Budget
Organization
and Processing Manager
Lavazza Group

“We have a belief and methodology around five-star service delivery on the

Increase
in IT complexity
things that matter to our employees,” says Chief HR Officer, Darren Walker.

Between
and 2018,
Lavazza
companies
and
created
new
“We want2015
to simplify
their
work soacquired
they cansix
focus
on taking
care
of our apatients
business
unit.
The
resulting
increase
in
IT
complexity
revealed
the
limits
of
the
and residents.” To achieve this, in collaboration with ServiceNow, Sanford Health
solutions
thata were
previously
being which
used. Demand
activities
has created
unified
service portal
brings themanagement
HR and IT teams
closerwere
managed
through
email
exchanges
and
telephone
calls
which
made
it
difficult to
together. By providing a single source for employees to go to for questions,
keep
of requests
and project
progress. Service
management
relied on the
and atrack
seamless
experience
when transferring
cases between
departments,
use teams
of different
that were not integrated, making it impossible to identify
the
workportals
better together.
the causes of disruptions.

Supports
Now

Manages
Achieving

And
Just 		

platform
users
of cases completed
below
five-day SLA

tickets
annually with
case deflection
IT Service Management

IT
projects
managed
annually
agents
take
care of 50,000
with
Strategic
Portfolio
Management
employees across 24 states

6K
97%

70K
90%

100+
16

Satisfaction
New
portals on the rise
“We haveidentified
Lavazza
achievedServiceNow
a lot of great
as results,”
the mostsays
capable
Darren.
of 16
meeting
agentsitsnow
requirements
take
care characteristics
with
of 50,000 employees
such asover
market
24 states
leadership,
and achieve
flexibility,
90%
and
case
direct
deflection.
integration
Employeethe
between
satisfaction
various modules.
is also improving
ServiceNow
dueStrategic
to the case
Portfolio
resolution
Management
rate;
97% ofwas
(SPM)
cases
used
aretonow
create
completed
a portalunder
to manage
the five-day
IT projects
SLA.and requests, while
ServiceNow IT Service Management (ITSM) was used to develop a portal
focused on the IT service.

Extending ServiceNow further
The Now Platform also helped Sanford Health when the COVID pandemic
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More activities with unchanged resources
Lavazza can now manage the significant increase in complexity more efficiently,
ensuring effective governance and strict control of the company’s economic
resources. It is now considering the possibility of developing other portals based
on ITSM and potentially adopting ServiceNow IT Operations Management.
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