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The Challenges The Solution

The Results

Equipment Reliability:  
Frequent store operation 
interruptions due to  
equipment failure.

Cost Management:  
High cost for stores’ asset, 
labour and support.

Incident Management: 
Over 1 million store 
incidents occurring each 
year and 5+ inefficient 
incidents’ tracking tools.

ServiceNow CSM for 
employees and vendors
• Stores hardware asset

and stores software
systems management

• Incident and knowledge
management

• contracts and cost
management

Integrations and Security
• Master data management via

SAP and Azure integrations
• Vendors APIs for incidents
• Data separation and

information security based
on county, business unit
and support companies

Field service 
assignment  
time decreased 
by 

Incident resolution  
time decreased by 

Million euros 
yearly cost 
decrease 50%

30%

~ 1.2



About ITCE
ITCE offers expert solutions for digital 
transformations, including ITSM for 
service management evolution, ITOM 
to deliver proactive digital operations, 
ITAM to optimize technology use and 
spend over IT asset lifecycle, and SPM 
(formally ITBM) to deliver business 
outcomes through clear insights and 
complete visibility.

We provide comprehensive consulting, 
implementation, and training services 
to help organizations leverage 
ServiceNow’s capabilities, ultimately 
improving efficiency and performance. 

Our digital transformation services 
emphasize workflow automation, 
enterprise data management, as well 
as enhancing customer and employee 
experiences, ensuring businesses can 
adapt and thrive in the digital age.

Introduction
The Landscape
The European retail landscape increasingly relies on advanced digital 
workflows to streamline operations and improve efficiency in a complex 
omnichannel environment. 

Retailers face challenges integrating these new tools with legacy systems, 
ensuring data consistency, and managing organizational change. The need 
for real-time data and seamless communication across departments is 
critical but difficult to achieve, especially in traditionally siloed environments. 

Additionally, compliance with diverse regulatory requirements, such as 
GDPR, adds complexity. To remain competitive, European retailers must 
effectively implement and adapt these workflow solutions to enhance 
operations and meet modern consumer demands.

The Client
Jeronimo Martins is a leading European retail chain with an extensive 
network of brick and mortar stores across multiple countries, as well as a 
strong presence in e-commerce. 

Despite its market leadership, the company faced significant challenges, 
including high costs for store assets and labor, frequent operational 
interruptions due to equipment failures, and inefficient incident tracking and 
resolution processes. 

The retailer partnered with ITCE to implement a digital transformation 
strategy aimed at optimizing operations, boosting customer satisfaction 
and driving business growth whilst reducing operational costs.



The Challenges
Cost Management: 
High cost for stores’ asset, 
labour and support.

Incident Management: 
Over 1 million store incidents 
occurring each year and 5+ 
inefficient incidents’ tracking tools.

Equipment Reliability: 
Frequent store operation 
interruptions due to 
equipment failure.

Data Consolidation: 
Incomplete asset data stored 
on 6+ different systems

Service Assignment Efficiency: 
Prolonged resolution times due 
to the manual assignment of 
incorrect field agents.

Does a high volume of 
store incidents affect your 
operational efficiency 
and customer service?

How do equipment 
failures affect your 
revenue and what are the 
primary causes of these 
equipment failures?

How are rising costs for 
assets, labor, and support 
affecting your business 
profitability and what 
strategies are you exploring 
to reduce the high costs?

Questions  
to consider...



The Opportunity

Automate, centralize, and integrate a more 
efficient incident and asset management 
workflow, leading to faster resolution 
times and quicker incident  submissions.

Improve customer and employee 
experiences by receiving notifications 
and automatically remediating outages 
issues before they occur through 
planned preventative maintenance.

Allow employees to find answers, make 
requests, and get help across departments 
all consolidated into one user-friendly 
app. Improving digital experiences.

A single platform and standardised practices 
for stores assets management across all brands 
and geographies.

What steps are you taking 
to integrate advanced 
technology into your retail 
chain operations?

How would a standardized 
approach to asset 
management impact your 
operations and decision-
making processes?

Questions  
to consider...



We strategically integrate 
ServiceNow with other business 
applications in order to:

Support business 
stakeholders in leading  
the change transformation 
effectively.

Ensure optimal utilization 
of the new system.

Our implementations are  
always backed up by team 
enablement and training. 
 
This results in:

Seamless user adoption.

Enhanced efficiency.

Team enablement beyond 
the project's scope.

High customer satisfaction. 

We support enterprises  
throughout the whole life-cycle  
of their ServiceNow transformation:

Strategic digital roadmap 
development.

Business process consulting.

Implementation services.

Accredited and custom 
training services.

Powerful Partnerships

End-to-End  
Partner

ServiceNow Partner since 2014

Team Enablement 
and Training

Transformation 
Strategy

Through our agile approach, we deliver stable, predictable  
& consistent implementations in large-scale complex settings



The Solution
NowMobile and NowAgent apps 
for field services and portals
•	 Assets QR codes scanning
•	 Push notifications and 

automated phone calls, SMSs 
and Google Geo Locations 
providing exact location of 
incidents to field agents

Integrations and security
•	 Master data management  

via SAP and Azure 
integrations

•	 Vendors APIs for incidents
•	 Data separation and 

information security based 
on county, business unit 
and support companies

Planned Preventive Maintenance
•	 Scheduled store inspections 

fulfilment done by field 
service companies

•	 Contracts and asset maintenance 
cost management

•	 Asset Lifecycle Management, 
asset provisioning and asset 
movement tracking

ServiceNow CSM for 
employees and vendors
•	 Stores hardware asset 

and stores sw systems 
management

•	 Incident and knowledge 
management

•	 Support company’s SLAs 
management and service 
cost management

In what areas 
could automation 
improve your 
operational 
efficiency?

How can you 
better utilize 
customer data 
to enhance 
the shopping 
experience?

Questions  
to consider...



The Impact
Saved by consolidating 
tracking tools and remediating 
outages before they occur.

Decrease in incident submission 
time by implementing one 
integrated solution which 
employees and field agents 
can use efficiently.

Reduction in incident 
resolution time through push 
notifications and automated 
phone calls with NowMobile.

Empowered 
employees, giving 
them access for 
submitting requests, 
managing tasks, and 
finding information.

Enhanced 
productivity through 
real-time support 
and seamless 
service access.

Improved customers 
and employees' 
digital experience.

Reduction in field service 
assignment time by scheduling 
planned preventative 
maintenance and assigning the 
correct service field agent.

€ 1.2m

70%

30%

50%

Which  
is driving ...

What metrics 
do you currently 
use to measure 
operational 
success?

How can improved 
analytics 
contribute to more 
informed decision 
making in your 
organization?

Questions  
to consider...



At the heart of every successful project is a strong, evolving partnership. 

Our collaboration with the client didn’t end with the implementation of ServiceNow solutions; it marked 
the beginning of an ongoing relationship focused on continuous improvement and innovation.

Building Long Term Partnerships 
for Future Success

1.� 
�Ongoing Support  
and Optimization:

Our dedicated teams remain 
available to address any 
issues or answer questions.

Regular system audits  
and optimization  
sessions help fine-tune 
processes, ensuring 
maximum efficiency  
and performance.

2. �
Training and 
Development:

As part of our commitment 
to continuous improvement, 
we offer ongoing training 
programs tailored to your 
evolving needs.

These sessions keep  
your teams up-to-date with 
the latest features and best 
practices, empowering them 
to leverage the full potential 
of ServiceNow solutions.

3. �
�Scalable Solutions  
for Future Growth:

Our solutions are designed 
to scale with your business. 

Whether it's expanding to 
new markets, integrating 
additional services, or 
adapting to industry 
changes, our flexible 
platforms support  
seamless scalability.

4. � �
Innovative  
Roadmap:

We work collaboratively  
with our clients to develop 
a strategic roadmap that 
identifies future opportunities 
for innovation. 

By staying ahead of 
technological trends and 
industry advancements, 
we help you maintain a 
competitive edge.



The next generation  
of retail operations

The retail landscape is rapidly evolving, and staying ahead 
requires a forward thinking approach. With ITCE and 
ServiceNow implementations, our clients are well-equipped 
to lead the next generation of retail operations.

We help enterprises maximise the value of the ServiceNow 
platform by:

Improving employee & customer experience through 
new and innovative ServiceNow capabilities.

Creating new value through the optimisation of 
existing application landscape and maximising 
ROI of the ServiceNow platform.

Automating business processes and integrating 
enterprise workflows with other applications 
that are part of the customer's landscape.



Contact Us 
Today

Ready to take the next step? 

Reach out to us for a customised 
consultation and discover how we can  
help you achieve your business goals. 

Together, we can build a future of  
sustained success and innovation.

+359 2 440 0444

info@itce.com

itce.com scan here to book a call

mailto:info%40itce.com?subject=
http://itce.com



