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Subaru of Indiana Automotive (SIA) is a prominent automobile
manufacturer in Lafayette, Indiana, known for its commitment to
quality and operational efficiency. To support its manufacturing and
administrative processes, SIA relies on the ServiceNow platform for IT
service management, enabling associates to create and track incident
tickets, application requests, and hardware needs.

Problem Statement

SIA is facing challenges in meeting SLAs for resolving IT-
related issues and fulfilling hardware requests, which
impacts productivity and causes potential delays in critical
projects.

The primary objective is to optimize how the workflow of
the IT associates and utilize the tools provided in the
ServiceNow ticket system to focus on identifying factors
that lead to SLA breaches.
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