
®ServiceNow  Implementation

for a Leading Real Estate Provider

ATTENTION. ALWAYS.



THE CUSTOMER

THE CHALLENGE

Our customer is a self-managed REIT (Real estate investment trust) 
focused on the acquisition, development and management of 
strategically located retail assets. As one of the largest owners and 
operators of shopping centres in the U.S, our customer has a 
diversified mix of properties including power centres, community 
centres, and lifestyle centres.

Our customer being a giant operator in the real estate industry 
was in need of an automated service desk support which plays a 
major role in improvising their business operations.

They were using an ITSM tool which was lacking effectiveness 
when it came to solving service desk related issues within the 
organization. The support tickets that were raised to the service 
desk team took unusually long time to get resolved, thereby 
reducing the productivity of the organization.

No proper notifications of the incident which were raised by 
their stakeholders.

Poor visibility in the help desk system due to non-
categorization of incidents.

No implementation of auto assignment logic within the 
existing help desk system.

No clarity of service level agreements of the incident.

Key challenges:
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Due to inefficient notifications and auto assignment logic, the 
customer was forced to look out for an efficient and intelligent 
incident management system. Aspire systems was selected as their 
preferred partner to do a complete revamping of their existing 
service desk system. 

Aspire did a complete analysis of their challenges and suggested a 
more efficient incident management mechanism. This mechanism 
provides intelligent auto-assignment logic and automated 
notifications to all the process stakeholders. Aspire also helped to 
implement best practices for SLA management.

THE SOLUTION

Aspire suggested an 

efficient incident 

management mechanism, 

provides intelligent auto- 

assignment logic and 

automated notifications 

to all the process 

stakeholders. 

Version 
Fuji

Work Environment 
Testing and Production

No. of Users Handled 
300+

Development Methodology 
Agile

Locations Handled 
USA 

Time to Production 
100 hours

Better real time visibility of all raised support tickets 
through efficient notification system.

Rapid implementation of core features in a span of
15 days.

BUSINESS 
BENEFITS



VALUE ADDED Quick and timely resolution of incidents resulted in improved 
productivity of the entire organization.

 Our intelligent auto assignment logic ensured that 
 all support tickets gets resolved quickly and efficiently.

Implementation of best practices for SLA 
management resulted in better reputation for the
help desk and monetary value for the customer.
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