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Customer Background

Problem Statement

Experimentation and Concepts

Final DesignRequirements

Req. #

 DESIGN REQUIREMENTS DESIGN TARGETS

1

Analysis Report
Identify root cause of bottlenecks and 

inefficiencies in process flow

2

Recommendation Report
Improvements to target below a 160% average 

Incident Resolution per year. 

3
Training and 

Communication

Create work instructions outlining effective 

changes

4

Monitoring System
Utilize tools to track SLA times, provide alerts on 

breaches

Average SLAs by Year

2022 2023 2024 (Target)

160.48% 164.96% ↓120%

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.

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.

Work Instructions for Monitor Tickets

Redefine Ticket Types and SLA requirements

Results for Monitor Tickets

Results for SLAs on Incidents
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