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1 Service now Capability

Zensar brings to the table a highly mature and proven model for IT Service Management, development
and configuration services in all the areas relevant to this RFP. Zensar’s IT Service Management and ITIL
Process Consultancy practice has been supporting some of the largest global fortune 5000 customers for
tool implementation, development and process consultancy activities.

Zensar carries "Premier" status as awarded by ServiceNow for demonstrating impactful sales & services
engagements, product and solutions knowledge, as well as proven experience in driving customer success
and revenue growth Being a Premier partner with ServiceNow enables Zensar with numerous significant
benefits and privileges that can give us a substantial edge for achieving the desired result of Client's
Service Management roadmap. Zensar has delivered many projects related to ServiceNow across US,
Europe & UK and South Africa geographies.

Zensar has requisite competency and expertise to implement, integrate and transform the business
solutions on ServiceNow platform. We develop the new process workflows, enhancing the existing
application, upgrading the system and migrating to ServiceNow system from the legacy system. Zensar
carries 9+ years of dedicated ITSM CoE experience with most of the industry leading partners within
Enterprise Systems Management domain.

servicenow
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Zensar’s ServiceNow Offerings

zensar

Zensar’'s ServiceNow Offerings: In addition to the above, our projected resources and experience with
extensive ServiceNow especially in workflow development, integrations and ITSM modules and our
ServiceNow alliance strength combined with a matured ServiceNow platform, Zensar is very confident to
execute this engagement successfully. Zensar offers wide ranges of Services, here is the glimpse of
Services offered for Zensar in ServiceNow area.
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Transformation Programs

Design, Develop, and Implementan enhanced

ITSMIITOM/ Discovery/ ITAM/HRSD -
Implementation & Discovery Solutions |

Migration strategy and cut-over approach |
Shift Left Approach | Process Automation |

Platform and instance consolidation

Platform Development

Platform Development | Enhancements |
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\ ITSM Accelerators
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Accelerators to quickly capture foundation
| data and configuration info | ITIL process

definition & establishment | ITSM Agile

Based Approach Implementation

Integrations
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disparate technology products and

g integrati to cor

applications | REST/SOAP/Connector

based integrations

Support & BAU

Platform maintenance | Platform heaith
check | Orchestration | Highly adaptive &
Flexible support, delivery and pricing models

Sourcing Governance

SIAM Structured | SMO & Governance

Setup | SLA & KPIreporting | OCM | Gap
Analysis Program

Zensar ’s Strategic Partnership with ServiceNow

Zensar is the Strategic Partner for ServiceNow with “Premier Partner for Consulting and Implementation”
entitlement and “Premium Authorised Reseller” of ServiceNow offerings and solutions. This partnership
also recognises Zensar to be a “Managed Services Provider” where in we provide end-to-end IT Service
Management as Service in Shared Services Model by blueprinting best practices, process standardisation,
deployment accelerators and integrations.
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Ensure adherence to best practices -

I Improve operations efficiency & TCO
Premier Sales & Services Consulting & Implementing
: - Partner - Partner - Authorized reseller

There are significant management focus and investment done by Zensar to support ServiceNow clientele

e Labs for Training & Development: ServiceNow ITSM Lab & Service Assurance Lab

¢ Automations: Developed automation factory based on ServiceNow orchestration engine or
Zensar tools

o Skill Development: Internal COE team with dedicated trainers for key ServiceNow
technologies

e Emerging Technologies Skill Development: Zensar gets access to ServiceNow products
new release trainings.

4.1 Our Approach

Zensar delivers comprehensive Service Asset and Configuration Management services that go beyond
traditional CMDB implementation. The focus is on creating a trusted, intelligent foundation that gives
enterprises real visibility, control and confidence across their IT landscape, spanning on prem, cloud and
hybrid environments.

At the core, Zensar helps organisations understand where they stand today and where they need to go.
Through structured maturity assessments, gaps in data quality, process adoption and tool usage are
identified. This is followed by a pragmatic future-state design aligned to business outcomes, not just IT
operations.

What sets Zensar apart is the use of intelligent automation and Al-driven techniques to continuously
discover, validate and enrich configuration data. This significantly improves CMDB accuracy and keeps it
relevant in fast-changing environments. Advanced analytics and machine learning models are used to
identify configuration risks, detect anomalies and predict service impact before incidents escalate.
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Key elements of the service include

¢ Al-enabled discovery and reconciliation to maintain a single source of truth

¢ Dynamic service mapping to strengthen impact analysis and root cause identification
¢ Cloud-aware SACM models designed for scale and speed

¢ Governance and compliance checks embedded into operations

o Clear value realisation metrics tied to service stability, cost optimisation and agility

Zensar also supports transformation planning and execution, ensuring people, processes and tools
evolve together. The result is a scalable SACM operating model that reduces operational risk, improves
success rates and enables faster decision making.

By combining deep ITSM expertise with Al-led innovation, Zensar enables organisations to move from
reactive configuration management to proactive, insight-driven service assurance.

5.1 Our Approach

Zensar’s Digital Sustainable SIAM offering supporting organisations across every phase of their digital
transformation journey. The approach is built to unlock the full potential of the digital ecosystem, turning it
into a measurable engine for value creation. By combining intelligent automation, Al driven insights and
proven SIAM practices, Zensar enables enterprises to operate with greater clarity, control and agility.

With over a decade of experience guiding organisations through complex operating model
transformations, Zensar brings deep SIAM expertise and practical innovation. The Digital SIAM solutions
are designed to align seamlessly with client strategy, business priorities and continuously evolving
operating models, ensuring outcomes that are both scalable and future ready.

The Zensar Digital SIAM model delivers the best of both worlds.

e The adaptability, innovation and efficiency of a multi supplier digital ecosystem
e The transparency, accountability and simplicity of a single source SIAM provider

This balanced model empowers organisations to accelerate transformation while maintaining strong
governance and service resilience.

Zensar leverages its proprietary Digital SIAM Accelerators to simplify, streamline and fast track the
organisational transformation journey. Powered by Al led analytics and embedded automation, these
accelerators are a core part of every SIAM engagement and enable faster decision making, improved
service performance and sustained operational excellence.

The following diagram illustrates the key Digital SIAM Accelerators that Zensar applies across its SIAM
engagements.
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Zensar SIAM- Framework | Zensar

“Zensar SIAM-X: Experience-Driven, Al-Enabled, Outcome-Focused”

Customer Business Objectives
Agility | Experience | Cost Efficiency | Resilience c ustomer Be n efits
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6 Enterprise Service Management - ESM
6.1 Our Approach

Enterprise Service Management brings structure, visibility and consistency to how organisations deliver
services across functions, with IT at the core. Our service offering under Enterprise Service Management
focuses on strengthening IT operations while enabling seamless collaboration with business teams.

We provide end-to-end coverage of IT Service Management processes aligned with industry’s best
practices in the industry. This includes incident, problems, change, request and asset management
designed to improve service reliability, reduce downtime and enhance user experience. Processes are
tailored to match business priorities rather than forcing generic models.

Our expertise in ITSM tools ensures the right platforms are selected, configured and optimised to support
these processes. We focus on automation, self-service, workflow efficiency and reporting so teams can
work faster with better control and accountability. Tool adoption is driven by usability to ensure high
acceptance across users.

Zensar Observability & AlOps Offering is a proprietary offering which draws upon our comprehensive
understanding of client requirements and leverages Zensar's extensive experience in delivering
successful projects. It is a Framework that bring telemetry data from different sources into an AIOPs
platform to process and correlate events and provide actionable insight, through which we offer
customers the opportunity to design and implement a secure, scalable and operationally ready
environment tailored to their unique business and technical needs.

ESM Offering

Service & Service Assurance Service Service Integration
Business & Experience Automation and Mana eErlnent
Management Management g
» IT Service Management L ) ) - SIAM
+ Shared Service Management . _i”lllStECk;“;'O"'tortmg ’ Intell!ggnlAuto?‘i_almn = ITIL

Platform 0015 Enablemen + Predictive Analytics + Process Integration
« Business Service Aware CMDB ;golf rgtlonahfz?at:on + Al enabled Event » Process Design
» Integrations ingle Pane of Glass Management « Organization change
+ Business aligned IT Services - lanT:tgorritxle?n;x erience . gﬁrl?ztrutﬁure as a Code management

CSM, HRSD, ITBM, FSM, Mana emenf Self‘sea_'“g * Service and Tools

Custom Workflows a0 o el-service Audit

+ Service Aware monitoring & + Self-Diagnostics

* Al Enabled Customer Services

+ ITAM - HAM & SAM Impact Analysis

+ Application Performance
Monitoring

Digital Operations Advisory & Transformation

IT Operations Assessment Tools Migration & Consolidation IT Operations Transformation
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