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Modernizing Maintenance for 
Government-Owned Facilities:

Using proactive technologies to improve work that is critical to Airmen 

& Guardians quality of life 

August, 2022



Agenda

• CX Experience 

• PMA Core Priorities 

• President’s Executive Order  

• Legislation Appropriations

• Army Housing Application: Fence-to-Fence  
Expansion 

• AF adoption to modernizing gov facilities 

• Proactive & Preventative Measures  

• Closing Next Steps; Deep Dive Workshops 



In the news….
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In the news
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Core Priorities

Federal Workforce
First, we commit to ensuring that the 
Federal workforce is strong, 
empowered, and well equipped to 
effectively deliver for the public.

Government Business
Third, we will use how we manage the 
business of Government—as a Federal
enterprise—to catalyze outcomes that 
support building back better. 

Customer Experience
Second, we will improve the 
experience of those Government 
serves—all of the people, families, 
businesses, organizations, and 
communities across America, especially 
those communities that have been 
historically underserved by 
Government—when they use 
Government services.
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President’s Executive Order: Transforming Federal Customer 

Experience and Service Delivery to Rebuild Trust in Government

On December 13, President Biden signed a new 

Executive Order (EO) to improve the 
Government’s service delivery.

This Executive Order is a continuation of the 

launch of the President’s Management Agenda 

(PMA) Vision, which prioritizes delivering excellent, 

equitable, and secure Federal services and 

customer experience.

These actions include modernizing programs, 

reducing administrative burdens, and piloting 

new online tools and technologies that can 

provide a simple, seamless, and secure 

experience.

https://www.whitehouse.gov/briefing-room/presidential-actions/2021/12/13/executive-order-on-transforming-federal-customer-experience-and-service-delivery-to-rebuild-trust-in-government/
https://www.performance.gov/pma/
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FY23 House Military Construction Appropriations 

Report

Page 23 -24 
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FY23 Senate Military Construction  Appropriations Explanatory Statement

EXPLANATORY STATEMENT FOR MILITARY CONSTRUCTION, VETERANS 

AFFAIRS, AND RELATED AGENCIES APPROPRIATIONS BILL, 2023



ServiceNow’s role in the Federal 

Digital Transformation Initiatives

Improving servicemember quality of life  
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“Going digital is a mindset, it’s culture 

change. It’s about how we can 

fundamentally change how we operate 

as an Army through transformative digital 

technologies, empowering our 

workforce, and re-engineering our rigid 

institutional processes to be more agile.

— Dr. Raj Iyer, Army Chief Information Officer
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RESULTS

Army Installation Management Command improved 
quality of life for soldiers and families with ServiceNow

CHALLENGE 

• Manual, time, and resource intensive 
maintenance request process often 
including in-person visits

• Slow and complicated response times 
and communication between 
technicians and those requesting work 
orders

SOLUTION 

• Created ArMA, a new online portal for 
housing maintenance requests, using 
ServiceNow CSM 

• Simplified categorization of requests with the 
ability to upload photos of issues

• Improved management of requests with 
automation and real time reporting

12
FTE savings and reallocation 
expected in the first year

9k+
Resident maintenance 
requests in one month, 
averaging 500/day

7K+
Residents registered in 
one month
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8 months to contract

3 months to deploy …

Fence-to- Fence
Scalability that has grown to 

all facilities, grounds
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Social Media on ArMA
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The ArMA system has processed more than 300,000 

housing and barracks work orders since its launch in 

January 2021. Of this amount, 66% were entered 

through the website versus in-person or telephone 

requests. ArMA officials estimate this saved more 

than 7,000 hours of manpower in one year.

Where are they now? 
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ArMA Leadership Dashboard 
Note: All date is a twelve (12 month rolling total/trend. 



The ServiceNow Platform and 

Defining Next Generation CX
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Unlock value from existing investments while creating new and compelling digital experiences

The platform for digital transformation

Digital workflows
Workflows across 

departments, 

vendors, partners 

and customers

Cross-Functional Ecosystem Connection

One data model

Platform Foundation

Workflow and task management

Service catalog

CMDB / Service Graph

Security

Seamless upgrades

Industry data model

Intelligence

Process optimization

Analytics and insights

Virtual agent, Natural language AI

Machine learning

Robotic Process Automation

One architecture

Any SystemInfrastructure Dev Ops/SRECRM ITSupply Chain ERP HCM

Configuration

Omni-channel user experience

Low-code

Developer tools

Pre-built extensions

Process flow design

Integrations

Customer and 
Industry Workflows

Employee  
Workflows

Technology 
Workflows

Creator 
Workflows

Cloud platform
The foundation for 

all workflows

Value acceleration
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System of Intelligence

System of Engagement

System of Action

ServiceNow Platform for Digital Transformation

Mission Partners Agencies
Suppliers & 

Vendors
Machines

IT Acquisition Training Operational HR Logistics Facilities

ATRRS DCGS GCSS-A
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Offer airmen ways to self-serve and find solutions 

quickly with a single System of Engagement 

Enable airmen to take action on their 

terms with consistent, proven resolutions

Expand knowledge content across 

sources

Allow airmen to view available time 

slots and self-book appointments 

through a portal

1

2

3

Service Portal ● Knowledge Management ● Communities ● Appointment Booking
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Provide a frictionless experience with a single System of 

Action

Automate and optimize processes, breaking 

down silos between disconnected systems, and 

streamline cross-department communication

Keep airmen up-to-date with real-time 

notifications and job updates

Unlock value, measure, and accelerate 

performance with purpose-built metrics and 

dashboard

Playbooks for Case Management ● Service Catalog ● Predictive Intelligence ● Last Mile Experience ● Performance Analytics 

1

2

3
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Enterprise Case Management

Mission Engagement

Omni-Channel

Interaction

Phone Chat

EmailPortal

Community Case

Self Service

Virtual 

Agent

Machine 

Learning & AI

Knowledge

KCS ® V6

Digital

Workflows

SLA

Service Catalog

Connected Devices Service Aware

CMDB

Automated and Proactive

Event 

Management
Proactive 

Communication

Support 

Agents

A Single Platform to deliver Mission Support

DAF Operations
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Mission Services
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Mission Partner Services

Federal State Local Global

Facilities

Admin

Field Services

Benefits 

Admin

Aid

Grant 

Admin

Enforcement

Emergency

Support
Field 

Support
Case

Mgmt
Community

Engagement

OLA

OLA

Seamless 

Integration

Airmen/ 
Families

Mission
Partners,

Contractors
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Analyze trends with KPIs, metrics, and dashboards with 

a System of Intelligence 

Unlock value, measure, and accelerate 

performance with purpose-built metrics and 

dashboards

Gain visibility, make better decisions, and answer 

questions with instant insights into current patterns 

and trends

Focus teams on what they should prioritize, using 

business requirements to rank tasks or records

Performance Analytics

1

2

3



© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 27© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 27

Defining the Vision for Customer 

Experience in The Department of 
Air Force 
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Creating the Consumer-grade User Experience For USAF & SSF

What?

• What process(es) are we looking to 

automate?

Who?

• Who are our stakeholders?  

• How do they want to interact with us?

DAF owned Facilities 

• Quickly and easily submit maintenance 

related requests from a smart phone or web 

browser, including photographs of the issue.

DAF owned facilities 

• Airmen/ + Families

• Personal computer and/or smart phone

connect listen look interact update evaluate
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Drive operational efficiency and reduce effort across 

USAF owned facilities 

Increase revenue

Improve the employee 
experience

Decrease costs

Improve the customer 
experience

Servicing

Installation

Maintenance

Inspection

Break Fix
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Move from reactive to proactive Facility Management 

Exceed airmen expectations with full 
visibility throughout service delivery

Increase scheduling efficiency and 
automate processes with workflows

Enhance technician effectiveness with 
mobile-enabled technologies

Enable field resources to identify relevant 
cross-sell and upsell opportunities

Maximize asset uptime with preventive 
and predictive maintenance
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Enhance facilities quality with Field Service Management

Automate Processes and Break 

Down Silos

Increase Scheduling and 

Dispatching Efficiency

Manage Internal and Third-Party 

Resources and Crews

Empower Resources to Do Their 

Best Work

Gain Insights to Enhance 
Operations
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• Configurable entities (Base, Housing 
Area, etc.) via account data model

• Customizable workflow incorporating 
several roles (helpdesk, supervisors, 
maintenance personnel)

• Enable customer service to assign 
tasks to other departments for 
accountability

• Merge field service and customer 
service to increase customer 
satisfaction

Visual Task Boards, Field Service, Workflow, Scheduling, Asset Allocation, Case 
Management 

Connect teams, processes, and systems to fix issues quickly

DAF can resolve complex facility issues end-to-end

• Break down silos and automate 
processes across departments



Planned Maintenance

Defining preventive maintenance plans: moving from reactive to proactive 
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Modernizing DAF maintenance environments

Manage asset services including installations, 

inspections, maintenance, and  repair

Build maintenance plans and schedules based 

on time, cycles and usage; and automate the 

creation of recurring work schedules

Identify opportunities to gain revenue from 

services as well as, or in place of, products with 

offerings based on customer insights

Dynamic Scheduling ● Project Management ● Planned Maintenance ● Mobile Agent ● Performance Analytics

1

2

3

Installation Maintenance

Inspection Break Fix
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Physical servicing of gov owned facilities and equipment

Managing the assets & facilities DAF resources maintain

Onboarding
Move Add Change

Preventive Maintenance
End of Life

Inspections Installs

Break-Fix 
Repairs

Resets & 
Recalibrations

Asset 

Recovery
Refurbishment

2nd Markets Dispositioning

Recalls Upgrades Scrap
Data 
Wipe

Loaner
Pool

Proactive Monitoring
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Planned Maintenance - About

is a proactive approach to maintenance in which work is scheduled to take 

place on a regular basis. 

The type of work to be done and the frequency varies based on the equipment being 
maintained, and the environment in which it is operating

Maintenance Types

Corrective

Maintenance following detection 
of an anomaly and aimed at 
restoring normal operating 
conditions

Interval

Maintenance carried out at 
predetermined intervals or 
according to prescribed criteria

Risk based

Maintenance carried out 

by integrating analysis, 

measurement and periodic 

test activities

Condition based

Maintenance based on the 
equipment performance 
monitoring
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WHO:

Locations, Accounts,

Assets

WHEN:

Frequency, Readings,

Conditions, Scripts

WHAT:

Tasks, Checklists,

Parts, Skills

Planned/Preventive Maintenance

PM

Engine Scheduling

work order

Technician 
dispatched
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Who

Who is covered by this plan?

Define the plan conditions

Account, Locations, 

Equipment

1

2

3



© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 40

When

What is the frequency that 

this plan should be 

executed?

• Time Based

• Condition Based

• Reading Based

• Scripted

1

Run once every 90 days or 

20,000 usage hours –

whichever comes first
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What

What is the work to be 

performed with this plan?

• Work Order/Tasks

• Skills

• Required Parts

• Task Duration

1

Work Order Template(s) for 

this PM visit
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Work Order Template Details

Work Order / Task generated 

when this plan is run
1

HVAC 6 Month Service

Semi-annual planned service
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Maximize technician utilization

Field Service Schedule Optimization

Run nightly batch processes to 
build highly efficient schedules 
using AI and ML

Automate assignment based 
on the most efficient assignment 
schedule and routes

Reduce travel time, costs, and 
carbon footprint

1

2

3
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Improve technician utilization

Intelligent Task Recommendations

Recommend tasks to fill schedule gaps

Allow technicians to request additional 
work from the 
mobile app

Identify the best available
tasks for a technician

1

2

3

Make smart decisions

Uncover service improvement 
opportunities leveraging unsupervised 
machine learning to identify patterns

Reduce bottlenecks and human errors 
caused by manual triage

Deliver consistent, AI-powered 
experiences across portals, workspaces 
and mobile apps

1

2

3
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Make smart decisions

Machine Learning and AI

Uncover service improvement 
opportunities leveraging unsupervised 
machine learning to identify patterns

Reduce bottlenecks and human errors 
caused by manual triage

Deliver consistent, AI-powered 
experiences across portals, workspaces 
and mobile apps

1

2

3
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Defining the Vision for Customer 

Experience in the Federal 
Government
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01 02 03 04

Post-COVID-19 Government Citizen Experience Report: 

A National Study
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Post-COVID-19 Government Citizen Experience Report: 

A National Study

Citizens Want 

Self-Service 

• 73% prefer self-
service interactions

• 27% prefer to speak 
with someone by 
telephone

Customers expect 

more improvements 

• 39% of respondents 
indicated that they 
have not seen an 
improvement in their 
experience when 
engaging with the 
Federal Government 
since the onset of 
COVID-19

• 53% reported that 
their experience has 
been about the 
same.

Feedback is 

Expected

• 79% said they were 
somewhat or very likely 
to provide feedback to 
the Federal 
Government if they had 
a poor experience

• 76% said they were very 
likely to tell friends or 
post socially about a 
bad experience with 
the Federal 
Government

Digital is the Future 

• 40% reported wait 
times over five 
minutes when on the 
phone

• 39% have 
experienced slower 
than normal mail 
delivery

• 33% reported that 
information was 
hard to find on 
Federal websites
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Lets connect and workshop 

your maintenance potential! 

Let Us Help! 

Shadeh Ardani 

Workflow Solution Specialist 

Join us for the next ServiceNow Federal Tech Talk | Sep 22 | 
Modernizing Maintenance for Government-Owned Facilities

Matt Barrett

Workflow Sr. Advisory Solutions Consultant 
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Thank you


