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Abstract : With customers&rsquo; ever-increasing expectations for fast services provisioning for all their business needs,
information technology (IT) organizations, as business partners, have to cope with this demanding environment and deliver
their services in the most effective and efficient way. The purpose of this paper is to identify optimization and automation
opportunities for the top requested IT services in a heterogenic digital environment and widely spread customer base. In
collaboration with systems,  processes,  and subject  matter  experts  (SMEs),  the processes in  scope were approached by
analyzing four-year related historical data, identifying and surveying stakeholders, modeling the as-is processes, and studying
systems integration/automation capabilities. This effort resulted in identifying several pain areas, including standardization,
unnecessary customer and IT involvement, manual steps, systems integration, and performance measurement. These pain
areas were addressed by standardizing the top five requested IT services, eliminating/automating 43 steps, and utilizing a
single  platform for  end-to-end  process  execution.  In  conclusion,  the  optimization  of  IT  service  request  processes  in  a
heterogenic digital environment and widely spread customer base is challenging, yet achievable without compromising the
service  quality  and  customers&rsquo;  added  value.  Further  studies  can  focus  on  measuring  the  value  of  the
eliminated/automated process steps to quantify the enhancement impact. Moreover, a similar approach can be utilized to
optimize other IT service requests, with a focus on business criticality.
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