
Solution Brief

NOW Platform Optimization 
& AI Readiness

Many organizations have invested heavily in ServiceNow, yet leadership still questions 
whether the platform is delivering the value, adoption, and business alignment they 
expected. At the same time, AI priorities are rising faster than most clients’ readiness 
across data, governance, process discipline, integrations, talent, and operating model. 
AHEAD’s NOW Platform Optimization & AI Readiness approach shows where ServiceNow 
value is leaking today, what must be true before AI can scale, and how to sequence next 
steps with confidence.

Common Pain Points
Organizations are heavily invested in ServiceNow, but leaders often see under-adoption, 
over-customization, weak standards, and unclear ownership, with no clarity on what 
is actually blocking value and what to fix first. At the same time, they are struggling to 
advance their AI programs: ideas are plentiful, but there is no consistent way to prioritize 
by value, readiness, and risk, so pilots remain scattered and hard to scale.

AHEAD’s Solutions

Current-state view of platform 
maturity, adoption, configuration 
health, and business alignment 

that highlights where value 
is blocked and separates 

symptoms from root causes.

Platform &  
Value Snapshot

Practical guidance for 
governance, ownership, 

staffing, and KPIs that support 
both platform optimization 

and future AI adoption.

Governance & Operating 
Model Recommendations

Clear view of debt, over-
customization, underused 
capabilities, automation 

opportunities, and licensing 
posture, including right-sizing and 

quick-win actions.

Instance Health & 
Optimization Insights

Assessment across strategy, infrastructure, data, 
governance, process, talent, culture, and operating 
model, translated into a phased enablement plan.

AI Readiness Baseline

Ranked AI use cases and pilot candidates, with 
clarity on prerequisites and which opportunities to 

pursue now versus later.

Use Case & Pilot Prioritization

AHEAD helps clients optimize ServiceNow as a governed business platform and establish a 
realistic path to AI with measurable business value. The engagement delivers five concise, 
leadership-ready outputs:

Together, these deliverables form a simple decision framework that spans ServiceNow 
optimization and AI readiness, making it easier to choose—and fund—the right next moves.
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Results You Can Expect
The combined solution is designed to give executives a short, concrete list of outcomes:

VIS IB I L IT Y
A structured view of where ServiceNow and AI readiness are underperforming across 
governance, process, operations, configuration, data, infrastructure, talent, and culture.

PRIORITIZATION
A clear picture of which platform issues, readiness gaps, quick wins, and AI use cases 
should come first.

ROADMAP CL ARIT Y
A phased plan separating remediation, optimization, readiness work, pilots, and later-
scale opportunities to guide funding and sequencing decisions.

Why AHEAD & How to Engage
AHEAD is differentiated because this is not just a platform assessment and not just 
an AI strategy workshop—it is a combined advisory motion explicitly built to address 
ServiceNow value leakage and AI ambition together. We bring a Platform 2.0 perspective 
focused on getting more from the ServiceNow platform itself, frame findings in business 
and operational terms leadership can use, and emphasize governance-first AI so that 
ownership and guardrails are in place before scaled investment.

Typical first steps are to schedule a strategy discussion focused on the areas that 
ServiceNow value is currently blocked and where AI priorities are creating pressure. Next, 
we’ll commission a combined assessment to baseline platform maturity, governance, 
platform health, and AI readiness and identify one or two priority opportunities for quick 
wins, optimization, or bounded pilots.

https://www.thinkahead.com/public-cloud/

