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AUDIENCE POLL

Are you going to Knowledge?
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Introductions

Nick Ricciardi
Vice President, Head of IT
Customer Experience

NBA

Christine Morris
Sr. Director, Consulting Services

Ondaro
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Ryan Curtis
UX/UI Design Manager
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Join the Conversation: Using Teams

Turn on Video
Let's get interactive and enjoy ourselves!

Unmute - Click the microphone icon to unmute and participate
Chat — Message everyone or just one person

Get Help — Use Chat

Show Captions - Click More, Language & speech, Show live captions
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Agenda )

1. Intro to Ondaro
2. Intro to the NBA (video)
Home Court Before and After

o

Search: Virtual Agent
Launch Week
Communications Campaign
Lessons Learned
Questions
Closing
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Ondaro is the only pure play ServiceNow partner
with fully certified resources across the platform
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CRM

IRM

SPM

E

APP ENGINE

ENVISION

Business Transformation

Organizational Change
Management

Al-Readiness

Platform Strategy &
Governance

IMPLEMENT & DEVELOP

Platform Architecture &
Engineering

Product Implementation

UX & Ul Design

App Development

Data Management &
Integrations

MANAGE & OPTIMIZE

Platform Operations
Enhancement Services

Product Management




AUDIENCE POLL

Is your organization
using a unified portal to

deliver services?

®ndaro

Yes, we are and we're thriving
with it!

One department is but there are
plans to widen the platform.

No, but we're looking into it.

| wish we were. We are still using
the legacy Service Portal.



Top 5 Winner in ServiceNow's
2026 Best Employee Experience

Watch the video B3: NBA ITSizzle FINAL.mp4



https://nba1-my.sharepoint.com/:v:/r/personal/nricciardi_nba_com/Documents/homecourt_Portal/NBA_ITSizzle_FINAL.mp4?csf=1&web=1&e=IuKWJ0&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJTdHJlYW1XZWJBcHAiLCJyZWZlcnJhbFZpZXciOiJTaGFyZURpYWxvZy1MaW5rIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXcifX0%3D
https://nba1-my.sharepoint.com/:v:/r/personal/nricciardi_nba_com/Documents/homecourt_Portal/NBA_ITSizzle_FINAL.mp4?csf=1&web=1&e=IuKWJ0&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJTdHJlYW1XZWJBcHAiLCJyZWZlcnJhbFZpZXciOiJTaGFyZURpYWxvZy1MaW5rIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXcifX0%3D
https://nba1-my.sharepoint.com/:v:/r/personal/nricciardi_nba_com/Documents/homecourt_Portal/NBA_ITSizzle_FINAL.mp4?csf=1&web=1&e=IuKWJ0&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJTdHJlYW1XZWJBcHAiLCJyZWZlcnJhbFZpZXciOiJTaGFyZURpYWxvZy1MaW5rIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXcifX0%3D
https://nba1-my.sharepoint.com/:v:/r/personal/nricciardi_nba_com/Documents/homecourt_Portal/NBA_ITSizzle_FINAL.mp4?csf=1&web=1&e=IuKWJ0&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJTdHJlYW1XZWJBcHAiLCJyZWZlcnJhbFZpZXciOiJTaGFyZURpYWxvZy1MaW5rIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXcifX0%3D

Home Court on
ServiceNow




Before




The New and Improved
Home Court

Unifying efficiency, innovation and growth
* Modernized employee engagement visually and functionally

- Intuitive + feedback-focused
- Empower productivity via self-service

- Scalable, sustainable, and inclusive of Regional Offices

Organized for discoverability + search

Optimized desktop + mobile

Unlocked gen Al virtual assistant

Maintained fast loading + visual quality

NBA - IntemalUse



NBA - Intemal Use




Search: Virtual
Agent (VA)

Virtual Agent example:

Question:
When is the next shuttle to NY?
Answer given by VA:

Access shuttle reservation system directly
from VA




Home Court Metrics: Launch Week (8/18/25-8/26/25)



AUDIENCE POLL A We're already on it!

Have you thOught B Yes, we're looking into it now.
about using

ServiceNow EC Pro?

C No, but we are open to it and other
platforms.

We're not close to using any
platform at this moment.
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Communications Campaign




Communications Campaign




AUDIENCE POLL

Is your current portal
driving adoption,

engagement and self-
service for your users?

®ndaro

Yes — it drives measurable self-
service outcomes

Somewhat — but not
consistently used

No, users rely on other channels
like phone and email

Not sure / we don't currently
measure it
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Lessons we learned... and where we go from here

* Bring non-technical teams in early on the project  Dedicate funding to strengthen content creation skills
internally
+ Invest time to identify and quantify technical debt when
reviewing prototypes  Decide early if Al will be part of the design process

NBA - Intemal Use



®ndaro

Questions?




®ndaro

Contact us

Email: inbound@ondarowave.com

Catch us at Knowledge at
Booth #5520 and hear the NBA

story at our hospitality suite
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