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AVION TECHNOLOGY, INC.

Transforming
Customer Service
Operations with
ServiceNow CSM

Project Summary

Project type:Website,App

Status: Completed

It is an online platform designed to provide financial solutions tailored for alarm dealers and security
companies. Their platform facilitates various services aimed at supporting the growth and the stability
of these businesses.

Challenges:

= Limited Client Visibility and Access to Security Services: Clients lacked a centralized platform to view
investments, monitor security projects, access compliance updates, and manage related services,
leading to poor visibility and fragmented experiences.

Inaccessible and Unstructured Security Service Information: Clients struggled to find, request, or
track security services and investments due to the lack of a structured, accessible service catalog.

Lack of Visibility into Security Project Progress: Clients had limited ability to track timelines,
milestones, and outcomes of ongoing security projects, leading to delays and uncertainty.

Inefficient Handling and Tracking of Security Incidents: Clients lacked a structured system to report,
track, and respond to security breaches, resulting in delayed mitigation and limited post-incident
insights

= Disconnected Risk and Compliance Processes: Clients faced difficulties in tracking risks, managing
compliance deadlines, and organizing audit activities due to fragmented tools and lack of centralized
oversight.

Fragmented Collaboration with Security Stakeholders:Clients lacked a unified platform to coordinate
with partners, vendors, and consultants, leading to communication gaps and delayed project
execution.

= Uncontrolled Access to Sensitive Security Data: Without role-based restrictions, there was a risk of
unauthorized access to sensitive client data, compromising privacy and regulatory compliance



Centralized Client Portal with Custom Dashboard: ServiceNow delivered a client-facing portal with
custom dashboards for investment tracking, project monitoring, and compliance updates, giving
clients full visibility and streamlined access to security services.

Structured Security Service Catalog: ServiceNow implemented a clear, organized service catalog,
enabling clients to easily access, request, and track security services, investments, and compliance-
related offerings.

Security Project Tracking with ServiceNow: ServiceNow&#39;s Project Management tools enabled
clients to monitor security project progress, track milestones, and manage timelines, ensuring
better visibility and on-time execution

Structured Incident Management for Security Breaches: ServiceNow enabled clients to report and
track security incidents through a centralized system with automated response workflows and post-
incident reviews, improving response times and accountability.

Centralized Risk and Compliance Management: ServiceNow provided a unified platform for clients to
manage risk registers, track compliance requirements, and schedule audits, ensuring better oversight
and regulatory alignment.

Unified Collaboration with ServiceNow Workspaces: ServiceNow enabled collaborative workspaces,
task assignments, and change management processes, streamlining communication and coordination
among all security stakeholders

Role-Based Access Control with ServiceNow: ServiceNow implemented granular role-based access,
ensuring clients, partners, and administrators only access data relevant to their roles, enhancing
security and compliance.

Tech Task:

CMS:Service now Modules:

Service Portal

Service Catalog

Incident Management

Project Portfolio Management (PPM)

Risk Management,IntegrationHub

Improved Client Experience: Clients gained 24/7 access to a centralized ServiceNow portal for
managing security services, investments, and compliance, enhancing transparency and usability.

Faster Incident Response: Structured incident reporting and automated workflows led to
quicker breach resolution and clearer post-incident reviews.

Better Project Oversight: Clients can now track security project milestones, timelines, and
outcomes in real time, reducing delays and improving accountability.
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Streamlined Risk and Compliance Management: A centralized system for tracking risks,
compliance tasks, and audits improved adherence to regulatory standards and reduced
operational risks.
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Efficient Service Requests: A well-organized service catalog enables clients to easily request
consultations, investments, or compliance services, improving turnaround times.
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Secure Data Access: Role-based access controls ensured sensitive client data was only
visible to authorized users, maintaining privacy and compliance.
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<> Enhanced Collaboration: Integrated workspaces and task management tools improved
=’ coordination between clients, partners, and vendors, boosting productivity and alignment.

Actionable Insights: Dashboards and reports offered real-time visibility into portfolios, project
Ll statuses, and compliance metrics, enabling informed decision-making
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