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Custom-built ServiceNow dashboards enable fast SPM decision making

With critical
information at
their fingertips,
Sentara’s
leadership can
now confidently

evaluate
financial
feasibility,
project viability,
and staffing
requirements.
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Background

Sentara is an integrated, not-for-profit health care delivery system
based in Hampton Roads, Virginia that has served communities for
more than 130 years. Sentara is one of the largest health systems in
the U.S. Mid-Atlantic and Southeast, and among the top 20 largest
not-for-profit integrated health systems in the country, with 30,000
employees, 12 hospitals in Virginia and Northeastern North Carolina,
and the Sentara Health Plans division which serves more than 1.2
million members in Virginia and Florida. Sentara was named to IBM
Watson Health's “Top 15 Health Systems” (2021, 2018), and was
recognized by Forbes as a “Best Employer for New Grads” (2022),
“‘Best Employer for Veterans” (2022), and “Best Employer for Women”
(2020).

Challenge

Sentara faced challenges in accessing accurate and timely data to
make informed decisions. Monitoring ideas and project costs were
critical requirements, with a particular focus on labor costs, resource
allocation, and capacity. Previously, executives and managers had
to manually extract raw data from ServiceNow and manipulate it in
offline spreadsheets. This process was time-consuming, and hindered
their ability to respond swiftly to business needs.

Solution

Strategic Portfolio Management (SPM) helps executives choose the right
projects and initiatives that align with an organization’s goals and deliver the
most value. Sentara partnered with Optimum to create acustom and efficient
SPM solution centralized within ServiceNow. Optimum developed custom
dashboards that served as the single source of truth for all stakeholders.
These new dashboards empowered executives and managers with readily
accessible answers to their queries, ensuring data consistency and alignment

across the organization.
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Results

Optimum built native functions within the ServiceNow platform to
streamline data retrieval and significantly reduce the time required to
generate answers to critical questions. Key features of each solution

include:
Executive Dashboard
2 e Provides critical insights into financial planning, project planning,
and staffing needs
Custom Built e Features dedicated tabs for Ideas, Demands, and Projects,

Dashboard i i
ashboards complete with conversion rates for each stage

e Enables better decision-making with a streamlined view of key
metrics

Resource Managers

e Ensures consistency across teams with centralized data

calculations
e Enables the efficient monitoring of staffing capacity in real-time
1 and assigning resources to projects, balancing operational hours
and project hours, and preventing overallocation
bi_d“{g;'ional e Supports future resource planning with key metrics
integration Portfolio Capacity Heat Map
e Reduces the time required for a monthly task from 2-3 hours to
minutes

e Replaces the manual process of extracting data from ServiceNow
and manipulating it in Excel

G Conclusion

Improved task The implementation of these dashboards positively impacted
intatlge;ri?]r:tzsurs operational efficiency and facilitated better utilization of resources,

— ultimately contributing to Sentara’s continued success with the
ServiceNow platform.

ABOUT OPTIMUM

Optimum Healthcare IT is a Best in KLAS healthcare IT services firm based in Jacksonville Beach, Florida. Our
services encompass EHR, technical, ServiceNow, talent acquisition, and M&A services. Driven by leaders with
technical acumen and extensive industry experience, we aim to meet our partners’ needs with holistic solutions
fit for today and tomorrow.
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