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First Unblock, Then Unlock
Your Transformation Journey

In today’s dynamic digital landscape, organisations are under constant pressure to evolve, or risk
being left behind. At the heart of this evolution lies the challenge of managing technical debt—a silent
barrier to innovation and growth. This article delves into strategies for addressing technical debt and
explores how leveraging the capabilities of ServiceNow can be a pivotal factor in driving a successful
and sustainable digital transformation.

Understanding Technical Debt: A Hidden Challenge

Technical debt represents the accumulation of suboptimal technological choices made over time, often resulting from
quick fixes or outdated customisations that no longer serve business needs. Left unmanaged, technical debt can signifi-
cantly hinder an organisation’s ability to innovate and scale effectively. Addressing this debt is not merely a technological
necessity but a strategic imperative for organisations looking to modernise their operations.

Key Factors of Technical Debt Management

» Outdated Customisations: Many organisations struggle with legacy systems that have been heavily customised over
time. While these customisations might have served a purpose initially, they often become roadblocks when it comes
to adopting new, more efficient technologies. For example, a company may find that its IT Service Management (ITSM)
platform, loaded with custom scripts, is not compatible with modern, cloud-native solutions. The solution? A compre-
hensive review of the system architecture, identifying where native functionality can replace custom code, simplifying
operations and reducing maintenance costs.

» Proactive Assessments: Regular assessments of technology infrastructure can help identify and address areas where
systems have become misaligned with current business objectives. For instance, conducting quarterly technology au-
dits ensures that obsolete software is identified and either upgraded or decommissioned, keeping the digital ecosystem
lean and aligned with strategic goals.

« Balancing Risks with Costs: Maintaining legacy systems often comes with hidden costs—security vulnerabilities, per-
formance issues, and the inability to support new initiatives. By using risk management frameworks, organisations can
make informed decisions about whether to upgrade, replace, or retain legacy systems, balancing operational continuity
with the need for innovation.

ServiceNow as a Catalyst for Transformation

ServiceNow's comprehensive platform provides the tools necessary to address these challenges head-on, supporting
organisations in their quest to modernise and streamline operations.

« Al-Driven Insights: ServiceNow’s Al and machine learning capabilities enable organisations to gain deep insights into
operational trends, potential bottlenecks, and customer behaviours. Predictive analytics can transform data into ac-
tionable insights, allowing organisations to pre-emptively address issues before they escalate into costly problems. For
example, by analysing service desk interactions, a company could identify recurring customer issues and take steps to
automate resolutions, improving service efficiency and customer satisfaction.



« Automation for Agility: Automation is key to reducing technical debt. By leveraging ServiceNow’s workflow automation,
organisations can eliminate manual, error-prone processes, freeing up valuable resources to focus on innovation. Auto-
mating routine tasks such as service requests, incident management, and change control not only increases operation-
al efficiency but also fosters a culture of continuous improvement.

« Customer-Centric Operations: ServiceNow empowers businesses to deliver personalised, customer-centric service
experiences by tailoring interactions based on customer preferences and historical data. This approach enhances
engagement, fostering both loyalty and satisfaction. For instance, using ServiceNow's capabilities to create a customer
portal allows businesses to provide tailored support options, ensuring that users have quick access to the most relevant
resources based on their needs and past interactions. This not only streamlines operations but also elevates the overall
customer experience, offering a more responsive and differentiated service.

Strategies for Sustainable Transformation

A successful transformation doesn't happen overnight. It requires a thoughtful, phased approach that balances immediate
needs with long-term goals.

» Create a Stable Foundation: The first step in any transformation is ensuring a solid core infrastructure. Addressing
foundational technical debt, consolidating platforms, and ensuring data integrity are critical steps in building a resilient,
scalable digital ecosystem. For example, migrating legacy systems into a unified, cloud-based platform can improve
data visibility, streamline operations, and provide a solid base for future growth.

« Empower Internal Champions: Change initiatives are most successful when driven by internal champions—individuals
who understand both the technical intricacies and the business imperatives of the transformation. These champions
can act as catalysts, facilitating cross-departmental communication and ensuring alignment between IT and business
objectives.

« Adopt a Methodical Approach: Taking an iterative, “Crawl, Walk, Run, Fly” approach to transformation allows for con-
trolled testing of new technologies, while minimising risk. Starting with small, impactful projects—such as automating
a single workflow—can generate quick wins, demonstrating tangible value and building momentum for broader, more
complex initiatives.

The Value of Strategic Partnerships
Partnering with the right experts is essential to navigating the complexities of digital transformation.

« Expert Collaboration:Collaborating with industry-leading experts, such as NewRocket, offers organisations the benefit
of extensive experience in delivering transformation projects across various sectors. Partners bring a deep understand-
ing of what works and what doesn't, making informed recommendations based on proven success in similar use cases.
By leveraging their knowledge of industry challenges, partners can challenge the status quo when relevant, ensuring
that organisations adopt strategies that truly drive value. This expertise helps businesses navigate complex decisions,
minimise risks, and stay aligned with evolving industry demands.

» ServiceNow Ecosystem: |everaging the robust ecosystem of ServiceNow solutions and resources further enhances
the transformation process. Access to a wealth of tools, insights, and best practices can help organisations streamline
their implementation efforts, accelerating time to value while ensuring alignment with strategic objectives.

Unlocking the Future of Digital Transformation

Addressing technical debt is the first critical step on the path to digital transformation. Organisations that take a pro-
active, strategic approach—focusing on governance, automation, and strategic partnerships—are better positioned to
navigate the complexities of the digital era. By leveraging platforms like ServiceNow, businesses can not only streamline
operations and reduce costs but also foster a culture of continuous innovation and agility, ensuring long-term success.



