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When it comes to the toy business, it’s not all fun and games. The largest toy business in 
Northern Europe knows that from experience. As a major presence in Northern Europe 
with 300 retail stores in six countries, TOP-TOY executives understand that success 
often means besting the competition through use of technology to provide insight and 
knowledge, better service and greater responsiveness to customers.

For TOP-TOY, that meant revamping the way the entire company managed its work—
inside and beyond IT. TOP-TOY wanted to apply greater visibility and transparency to 
way employees managed projects and conducted day-to-day operations. It also sought a 
new level of accuracy and collaboration. The company was willing to take a fresh look at 
how all processes and projects were being managed according to project manager Lars 
Aagaard Andersen. Anything that could be automated was up for consideration to drive 
speed and accuracy.

Start With Consolidation
Key to driving process and project transformation was getting rid of the fragmented way 
each was managed. Like so many other companies, TOP-TOY used many different IT 
tools and had information being stored in many different places. All of these “islands” 
had to be unified to achieve a real understanding of the work being done. It was also a 
fundamental prerequisite for applying automation.

“Inside TOP-TOY we had pockets of automation, but no single system of record and 
no process standardization,” he said. “Information transfer from one system to another 
required manual intervention, and this kind of communication was always haphazard. 
In many cases, IT staff had to cut and paste information from one system to another to 
transfer information, which sometimes resulted in missing information and inaccuracies. 
The most difficult problem, though, was intermittent and incomplete communication, 
which meant that issues weren’t always resolved satisfactorily. Within IT, we knew we 
needed a common system for managing incident, problem and change processes, and 
we definitely needed a new tool for project portfolio management.”

The ServiceNow IT Service Automation Suite of applications fit TOP-TOY’s needs. More 
importantly, since they are fully integrated and built on top of the ServiceNow platform, 
they provide a single system of record, with a single data model and management 
system. Within the platform, work can flow without the constraint of having separate tools 
or modules. This enabled the badly needed visibility and transparency and the path to 
service automation.
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Highlights

ServiceNow brings a single system of 
record to TOP-TOY and automation 
for work inside and beyond IT

Business 

Toy distribution and retail  

Company Size

2,300 fulltime employeed

Geographies

Headquarters in Tune, Denmark

Retail locations in the Nordic 
countries and Germany

Wholesale sales offices in Denmark, 
Sweden, Norway and Finland

Buying office in Hong Kong

Challenges

Fragmented systems and processes 
prevented productive management 
and hampered automation

Lack of visibility and transparency into 
project management and processes 
caused confusion about project status 
and resources

No single database of configuration 
items, which impacts the efficiency 
of resolving of incident, problem and 
change requests

Results

Standard, ITIL-based workflows  
have improved efficiency

A single system of record eliminates 
misinformation and inefficiencies 

Project visibility and on-demand 
reports improve understanding of 
project status and resources used

“We are just at the beginning  
of what we can accomplish  
with ServiceNow”
This ServiceNow case study is based on an interview with Lars Aagaard Andersen, project manager at TOP-TOY.
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“Being able to do everything we needed 
in one system is a decisive advantage,” 
Andersen explained. “This way, we 
can be sure when an IT-related change 
occurred that was connected to a 
project, everything would be accurately 
coordinated and communicated.” 

Because TOP-TOY wanted to drive 
its changes before the busy holiday 
season, they hired Symfoni, a leading 
collaboration and IT management 
specialist with expertise in ServiceNow, to 
help with planning and installation. Before 
implementation, Symfoni held workshops 
with TOP-TOY IT staff, where the team 
developed processes and process flows 
for each application. 

After a smooth, three-month 
implementation, the applications were ready 
to take on the holiday rush. “Our workflows 
are much more efficient,” Andersen said. 
“We also have much more complete 
information on every issue, so they are 
resolved more quickly, and we have a much 
better overview of all IT issues.”

Over time, Andersen expects units beyond 
IT to adopt service automation within a 
single system of record. For example, the 
human resources department is interested 
in developing a more streamlined process 
for employee performance evaluations that 
would automate processes for input and 
manager approval.

Automating Projects
With ITSM processes running well, the IT 
team was ready to tackle an even more 
pressing challenge—automating the 
manual and opaque way that projects 
were managed across the company.

“Many projects were still being managed 
with Excel spreadsheets, which made 
it difficult to collaborate and see exactly 
what was going on,” Andersen said. “The 
company wanted a better overview of all 
running projects, and our manual practices 
couldn’t provide that.” 

What made it so difficult to create a 
single view of project status was the 
decentralized way that everything was 
logged and managed. There could be 
multiple spreadsheets per project, and 
project participants submitted their own 
progress reports. By having all of the 
information managed within ServiceNow, 
Andersen hopes to not only provide the 
transparency that managers wanted, but 
move toward a formal project methodology 
and create a centralized project 
management office.

“With the ServiceNow Project Portfolio 
Management (PPM) application, we’ll 
be able to get the detailed view into 
the status of projects we need for all 
stakeholders, along with task assignment 
tracking and prioritization, and easier 
collaboration between members of a 
project team,” he said. 

The PPM application will span all areas of 
the company—not only IT. For example, 
a project to create and distribute new 
uniforms to thousands of employees in 
300 stores has many deliverables, all of 
which could be managed more efficiently 
with PPM.

One step at a time,  
but unlimited potential
Next up is implementing ServiceNow’s 
Configuration Management database 
(CMDB) to ensure much greater stability 
of IT resources. This has been a long-
time goal of the IT department a reliable, 
always-current database of configuration 
items. Andersen believes that all other 
applications will benefit from this change.

“Right now, we don’t have all of the 
information on our configuration items, 
and that can directly impact how 
efficiently we resolve incidents,” he said. 
“If we know what hardware or software is 
related to an incident, for example, we’ll 
have a full picture of where things are and 
what steps to take.”

“We had pockets 
of automation, 
but no single 
system of record 
and no process 
standardization.”
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Products

ServiceNow® Incident  
and Problem Management

ServiceNow® Change  
and Release Management

ServiceNow® Project  
Portfolio Management

ServiceNow®  
Configuration Management
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TOP-TOY has other plans for ServiceNow 
as well, including implementing the 
knowledgebase and taking advantage of 
Release Management.

“We are just at the beginning of what 
we can accomplish with ServiceNow,” 
Andersen said. “There is a lot of potential, 
but we’re taking it one step at a time.”

“Being able to 
do everything we 
needed in one 
system is a decisive 
advantage.”
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