
ServiceNow Development & Integration – Public 
and Private Sector Delivery
A professional overview of bi-directional ITSM integration, platform development, and enterprise service management delivery.



Programme Overview
As Transition Manager, I led and coordinated numerous ServiceNow development and integration projects across both public 
and private sector clients. These initiatives focused on extending ServiceNow's capabilities through bi-directional integration and 
data mapping with existing ITSM platforms, enabling unified service management, improved automation, and enhanced 
reporting across complex enterprise environments.

Scalable Implementations
Deliver scalable ServiceNow implementations for diverse 
client environments

Legacy Integration
Integrate legacy ITSM platforms through bi-directional 
data exchange

Process Standardisation
Standardise service-management processes across 
multi-vendor ecosystems

Unified Governance
Enhance visibility, automation, and governance through 
unified dashboards



Technical Scope

1 ServiceNow Platform Development
Custom modules, workflows, and automation scripts

2 Bi-Directional Integration
Real-time data exchange between ServiceNow and legacy ITSM tools (e.g., Remedy, Cherwell, Ivanti)

3 Data Mapping & Transformation
Schema alignment for incidents, requests, changes, and configuration items

4 API and Middleware Design
Secure REST and SOAP integrations ensuring data integrity

5 CMDB Synchronisation
Automated updates across configuration repositories

6 Reporting and Analytics
Unified dashboards for SLA, KPI, and operational metrics



Integration Architecture
The integration architecture was designed to ensure seamless interoperability between ServiceNow and existing ITSM 
ecosystems.

Data Exchange API
Enables real-time incident and request updates → Unified 
ticket visibility

Transformation Engine
Maps and normalises data structures → Consistent 
taxonomy across systems

Authentication Gateway
Manages secure access and identity federation → 
Compliance with enterprise security standards

Monitoring Module
Tracks integration health and performance → Proactive 
issue detection and resolution

Data Exchange

Transform Engine

Auth Gateway

Monitoring



Governance & Delivery Approach

Framework Alignment

Governance was maintained through structured PMO 
oversight, ensuring alignment with ITIL and ISO 27001 
standards throughout every phase of delivery.

Delivery Lifecycle

01

Discovery

Requirements workshops with client stakeholders

02

Design

Integration blueprints and data-flow diagrams

03

Development

Managed sprints and configuration cycles

04

Testing

Validation and user-acceptance phases

05

Handover

Documentation, training, and operational handover



Stakeholder Collaboration
I worked closely with multiple teams to ensure technical precision, stakeholder confidence, and smooth adoption across diverse 
environments:

Platform Owners
Client ITSM and ServiceNow platform owners

Technical Teams
Solution architects and integration engineers

Security & Compliance
Security and compliance teams

Vendor Partners
Vendor partners and managed-service providers



Outcomes & Impact

Successful Delivery
ServiceNow integrations delivered 
successfully across multiple clients

Real-Time Sync
Real-time synchronisation between 
ServiceNow and legacy ITSM 
platforms

Operational Visibility
Improved operational visibility and 
SLA tracking

Reduced Manual Effort
Reduced manual effort through automated data exchange

Enhanced Governance
Enhanced governance and auditability across service-
management processes



Strategic Contribution
These projects collectively advanced clients' digital-service-
management maturity, enabling unified ITSM ecosystems and data-
driven decision-making. By integrating ServiceNow with existing 
platforms, organisations achieved greater efficiency, transparency, 
and scalability in their service-delivery operations.

Efficiency

Streamlined service delivery through automation and unified 
platforms

Transparency

Data-driven decision-making enabled by consolidated reporting

Scalability

Architectures designed to grow with evolving enterprise needs



Sources


