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Implementing GBP ITSM
suite with centralized
ITSM processes

for a pharmaceutical industry




Customer profile

Customer is a NASDAQ listed fully integrated biopharmaceutical solutions American multinational contract
research organization based in Morrisville, North Carolina.

Customer landscape

End user assets Servers Network devices AD users

3200+ 629 2812 4000+

Customer challenges

¢ Transformation objective was to provide customer with the implementation of core, industry-
accepted tool and processes aligned with IT Infrastructure library practices and enable customer
with dedicated instance of ServiceNow

¢ The implementation was one part of the overall program transition to enhance the organization’s
service management capability and establish a foundation for facilitating valued, continual
improvement of customer’s service delivery and support to its customers.

¢ HCL'’s project objective was to transform customer transition from the existing IT service
management platform (HCL owned GBP shared MTaa$S) for service desk and other IT operations
management functions over to a dedicated instance of ServiceNow.



Solution highlights

Implementation timeline: 7
months (phased approach)

Project team: India and NA

Our solution

¢ HCL Implemented ServiceNow GBP ITSM suite with a centralized ITSM processes including base
processes i.e. incident,change,problem etc.

¢ It was implemented within timeline and to utmost quality following compliance of pharmaceutical
company e.g. IQ/OQ reports

¢ Extensive sessions and demos were conducted with customer to gain confidence and create
comfortable environment for requirement gathering sessions.

Business value/objectives

¢ HCL implemented refined knowledge management process along 1370 article migration.

¢ More than 70 service requests implemented in multiple phases including simple and complex
and in addition to that 80 SLAs were also configured.

¢ Multilingual service portal was implemented along with 7+ language enabled survey
configuration

e SSO integration and user provisioning with Azure and Moogsoft integration.

¢ HCL implemented Bagheera utility for bulk data management



www.hcltech.com

HCL Technologies (HCL) empowers global enterprises with technology for the next decade today. HCL’s
Mode 1-2-3 strategy, through its deep-domain industry expertise, customer-centricity and entrepreneurial
culture of ideapreneurship™ enables businesses to transform into next-gen enterprises.

HCL offers its services and products through three lines of business - IT and Business Services (ITBS),
Engineering and R&D Services (ERS), and Products & Platforms (P&P). ITBS enables global enterprises to
transform their businesses through offerings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS offers engineering services and
solutions in all aspects of product development and platform engineering while under P&P. HCL provides
modernized software products to global clients for their technology and industry specific requirements.
Through its cutting-edge co-innovation labs, global delivery capabilities, and broad global network, HCL
delivers holistic services in various industry verticals, categorized under Financial Services, Manufacturing,
Technology & Services, Telecom & Media, Retail & CPG, Life Sciences, and Healthcare and Public Services.

As a leading global technology company, HCL takes pride in its diversity, social responsibility, sustainability,
and education initiatives. As of 12 months ending on December 31, 2021, HCL has a consolidated revenue of
US$ 11.18 billion and its 197,777 ideapreneurs operate out of 52 countries. For more information, visit
www.hcltech.com




