
Case Study

Crafting a developer 
self-service experience 
portal for a retail major
Enhancing efficiency, UX, and development workflows 

while achieving cost savings, redundancy mitigation, 

and seamless cloud integrations  
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With a history spanning over half a century and a network boasting more 

than 1,000 stores, this company ranks among the largest retail chains in 

North America.

Driven by a commitment to delivering exceptional experiences for 

customers and employees, the company consistently endeavors to enhance 

its operational efficiency. However, the organization found itself grappling 

with significant challenges that hindered productivity. Among these 

challenges was the cumbersome task of completing approximately 30 

ServiceNow forms to provision a single environment for an application. 

Furthermore, developers often faced hurdles due to their unfamiliarity with 

all the required fields, exacerbating the inefficiencies within the process.

In an effort to overcome these roadblocks, the company explored the 

possibility of implementing a custom user interface within ServiceNow. 

Unfortunately, this approach proved ineffective, as updates to the UI 

incurred substantial deployment times, ultimately impeding the 

organization's agility and responsiveness.

It became evident that optimizing the process of provisioning cloud 

infrastructure across diverse cloud environments was imperative for 

maximizing productivity and mitigating the burdensome task of navigating 

through numerous forms.
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Significant strides 

were made in refining 

the Self-Service 

Developer 

Experience Portal 

into a comprehensive 

one-stop shop 

tailored specifically 

for developers.

In response to these challenges, the company 

initiated the development of a comprehensive 

Developer Experience Portal. The primary goal 

was to align operations with cloud strategies by 

streamlining processes and automating and 

transforming numerous forms into a seamless, 

self-service experience of just a few clicks.

The organization embarked on a search for a 

partner capable of spearheading the extensive 

development required for the self-service portal. 

With a blend of expertise, talent, and deep 

industry knowledge crucial for supporting such 

initiatives, Brillio emerged as the ideal choice to 

lead the project forward.

To achieve the client’s goals, a series of pivotal 

features were prioritized for development, with 

ongoing enhancements in the pipeline. The 

development of a Create Request Page enabled a 

streamlined interface empowering developers to 

effortlessly initiate new requests, facilitating 

smoother workflows and reducing administrative

overhead, while adding a My Requests Page as a

personalized dashboard provided real-time   

visibility into the status and progress of their 

requests, enhancing transparency 

and collaboration. 

Additionally, Custom Email Templates were 

implemented, ensuring consistent and clear 

communication throughout the request lifecycle, 

along with a Search Functionality, which enabled 

users to efficiently navigate and retrieve 

information from existing requests. 

Withdraw Request was further implemented as a 

convenient functionality allowing developers to 

retract or modify submitted requests as needed, 

bolstering flexibility and agility in the 

development process.

The ongoing development includes Storybook 

Integration, with several enhancements on the 

horizon for further implementation. Envisioned 

upgrades encompass Developer Onboarding, 

GCP cloud integration, as well as requests for SQL 

and Postgres Databases, and provisioning of 

repositories, among others. 

A Comprehensive One-Stop Shop 
Tailored for Developers
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The portal ensures 

financial efficiency 

by managing costs, 

monitoring project 

performance, and 

adhering to budgets, 

empowering 

stakeholders to 

make informed 

financial decisions.

The self-service portal was crafted with a focus on 

catering to various high-level themes, incorporating 

a range of enhancements aimed at boosting 

efficiency, enhancing user experience and 

collaboration, fortifying monitoring and ESG 

capabilities, and empowering development efforts.

During its development, particular emphasis was 

placed on providing a seamless user journey. 

First, the developer is undergoing an Onboarding 

process, streamlining knowledge acquisition and 

reducing the time required to contribute effectively 

to projects. Through Access Provisioning, the portal 

optimizes resource utilization and minimizes 

operational delays during project transitions.  

Access to solution architecture blueprints, tech 

solution review, and more is provided with 

Development & Solution Review, facilitating project 

development, code quality, and solution efficiency.  

In addition to its operational benefits, the Portal 

serves as a catalyst for continuous professional 

growth and skill development. Through Developer 

Empowerment, users gain access to support 

channels, knowledge-sharing forums, tutorials and 

guides, industry certifications, and more. 

Crafting a Seamless User Journey 
for Streamlining Efficiency 

To track action items, insights into developer 

performance, tasks, defects, roadmaps, developer 

efficiency, and leaderboards are enabled. 

Additionally, for efficient Monitoring and 

Management, features that ensure real-time 

visibility, prompt issue resolution, financial 

efficiency, and resource optimization were 

implemented, leading to application performance 

and cost savings. 

Furthermore, the Portal champions 

environmentally responsible coding practices, 

sustainable development, and ethical governance 

standards within software projects. It offers ESG 

tools to track environmental impacts, promote 

sustainability, and uphold ethical and governance 

principles, thereby fostering a culture of 

environmental stewardship and ethical conduct 

within the development community.

Finally, when Offboarding is required, access to 

transition documents ensures seamless 

responsibility handover, and access revocation 

safeguards data and resources during personnel 

changes, minimizing security risks and ensuring 

operational continuity.
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Through the implementation, the organization achieved a remarkable reduction in 

the number of required forms, simplifying the submission process to just a few clicks. 

This not only improved workflow efficiency for developers but also ensured that only 

approved resources were provisioned.

Additionally, the organization expanded its cloud options through seamless 

integrations with Azure and GCP. The overhauled user-friendly interface offers 

seamless navigation through the portal's intuitive design. With simplified forms, 

cloud resource provisioning became significantly more efficient. Furthermore, the 

portal automates provisioning using orchestration, coupled with necessary 

notifications to users via email and Teams.

This holistic self-service portal has empowered the organization to maintain cloud 

hygiene and control costs while enhancing efficiency and streamlining workflows.

Mitigating Inefficiencies and 
Simplifying Workflows 
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Brillio is one of the fastest growing digital technology service providers and the partner of 

choice for many Fortune 1000 companies seeking to turn disruption into a competitive 

advantage through innovative digital adoption. We help clients harness the transformative 

potential of the four superpowers of technology: cloud computing, Internet of Things (IoT), 

artificial intelligence (AI) and mobility. Born digital in 2014, we apply our expertise in 

customer experience solutions, data analytics and AI, digital infrastructure and security, 

and platform and product engineering to help clients quickly innovate for growth, create 

digital products, build service platforms, and drive smarter, data-driven performance. With 

17 locations across the U.S., the UK, Romania, Canada, Mexico, and India, our growing 

global workforce of nearly 6,000 Brillians blends the latest technology and design thinking 

with digital fluency to solve complex business problems and drive competitive 

differentiation for our clients. Brillio has been certified by Great Place to Work since 2021.

ABOUT BRILLIO

https://www.brillio.com/

Contact Us: info@brillio.com
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