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Introduction
The Components of Service-now

· Overview


· Service-now Enterprise Suite

· Architecture


· Roles and Roles in Service-now
· Additional Information


The Components of Service-now
Overview

This section presents the components and features of the Service-now Incident concept. Additionally, it presents roles and many of the responsibilities that are necessary to implement and maintain a successful Incident.

Service-now Enterprise Suite
Service-now.com is the pioneer of On Demand IT Service Management. Combining ITIL v3 guidelines with Web 2.0 technology, we offer Software as a Service that is thoroughly modern in its delivery, price, and value. Approachable and attractive, integrated and complete, designed for the Global 2,000.  You've never seen IT management done like this before.

Architecture 

The platform is provided as Software as a Service, implemented either in Service-now's data centers or on-premise. The platform is java-based, using a Tomcat Web server and running on Linux. It can be run on a variety of databases, including MySQL, Oracle, Microsoft SQL Server, and Sybase. It is implemented in single-tenant architecture, meaning that each customer gets a separate set of applications and database. One customer can have multiple instances of the same platform. 

The platform is accessed over the internet using a supported internet browser. It supports integration with many other applications and services.  The platform can also be used through email commands. 

The platform contains a number of modular applications, and the number of applications installed can vary by instance. New applications can be created within the platform to meet the needs of the customer. Applications can be added, removed, or modified from within the platform. 

Data is stored within the platform as records stored on tables. Each record is a series of fields of data.

Groups and Roles in Service-now
A role is a category assigned to a user or group of users that defines access privileges to functionality in the Service-now platform. All groups or users assigned to a role are granted the same system access. Roles can also contain other roles, and any access granted to a parent role will be granted to any role that it contains. There are numerous roles in Service-now Incident and, depending on the size and function of your organization or department, these roles can overlap. A single individual can perform two or more of these roles as part of his or her responsibilities, but the functions assigned to a particular role remain the same.   The following is a list of default roles which are present in the system. Roles can be added or altered at any time.
[image: image1.png]| Role | Description

fadmin [Bystem Administrator. This role has access to all system features and functions, regardless of security constraints. Grant with care.

fagent_admin [can download and administer the system's buiti-in agent

[approval_admin |[Can approve or reject Change Management approvals.

fasset [can createsmouity/update asset management items

[eatalog [senices catalog requests

[eatalog_admin —|[Can administer the Service Catalog application, e.g. create catalog items, defivery plans, etc.

fiter_glabal [can create globai fiters

fiter_group [can create group Teve fiters

lyauge_maker |[Can create gauges from reports (the Make Gauge button)

i [can perform standard actions for an ITIL helpdesk technician. This is our out of box "technician” role|

iit_admin [Basically a more powerful version of il aimed at team leads. This role has the ability to delete incidents, problems, changes, and other related entities
[knowledge [can create new Knowledge Base aricles

[knowledge_admin |[Can view knowledge search data

list_updater [can perform muttiple update operations on lists.

[maint [Reserved for Senice-now.com use

[The *nobody” role means that nobody has access. Not even adrmin or maint.

nobody ®  waming: Applying the nobody role is inreversible

[personalize [can personalize forms and lists

[pubic [Mo togin is required to access features or functions with the *public” role
lrelease_admin |[Can edit "Release history” for a Release

lreport_gtobal [can create global reports

lreport_group [can create group tevel reports

lreport_publisher |[Can publish reports (the Publish button)

lreport_scheduler |[Can schedule a report to be emailed (the Schedule buton)

lreport_adrmin [Sees Administration and Scheduled Report links at top of ViewRun page

ernplate_editor |[Can editimodity templates. Included in the itl role out-ofbox

ftext_search_admin|[Can customize Global Text Search groups and tables

Juser [vailable for customer use, has no function out-ofbox





A group is a set of users who share a common purpose, offering an easy way to refer to those users collectively. Groups may do things like approve change requests, have incidents assigned to them, receive e-mail notifications, etc. Any business rules, assignment rules, system roles, or attributes that refer to the group will automatically apply to all of the users in that group. Example:  Network Support
Additional Information

Additional information regarding many of the above mentioned items are available from the following sources:

Service-now.com   WIKI
Service-now.com   Community Forum 
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Incident Management Overview
Incident Management Objectives
Incident Management is about providing continuity of service to users and customers / clients by restoring services as quickly as possible. The focus is on quick resolutions allowing users to resume their activities as quickly as possible.

The objectives of improving Incident Management are to:

· Resolve incidents more quickly for users

· Resolve more incidents at the 1st level of support

· Capture better information about the management of incidents

· Improve the way incidents are referred to 2nd level support providers

· Improve communication about incidents across NOC

· Improve communication about incidents to the users of NOC resources

· Enable proactive management of incidents by capturing data that can be used to analyze trends and problem areas. 

· Document and record their cause and resolution for future reference.

Incident and Service Requests

An incident is any event, which is not part of the standard operation service, and could cause an interruption or reduction in the quality of service. A service request is a request for new or altered service. 
Some examples of incidents resulting from deviations from the standard operation of a service are: 

· A user is unable to access the internet 
· A printer is not functioning properly.

· A user experiences an error message whenever certain data is entered into a screen in the HR system.

· Customers are not able to download virus definitions from our download servers.
Some examples of incidents that are service requests for the provision of a particular service are:

· A request for a password reset from a user who has forgotten their current password.

· An internal request to the database administration team to configure a database.

· A request from a user for the installation of particular software.

Some examples of requests for significant new services or systems which are not incidents are:

· A request for a new module or screen view in the HR system

· A request for the installation of non-standard, non-supported software.
Incident State
The state is the indicator of where the Incident in its lifecycle.  All incidents will be logged and assigned an incident state code. At a minimum, the state will include “New”, “Assigned”, “Resolved”, and “Closed”.  The default state of an Incident when created is “New”
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Incident Categorization
Incidents will be classified so they can be handled as quickly as possible. An incident will be classified in order to categorize and prioritize. The priority will be determined by the impact and urgency of the business - an SLA will be assigned in order to estimate a timescale for a resolved and closed status. These categories can be used by the system to create automatic assignment rules or notifications. For instance, with a certain assignment rule, an incident with a category of Database could automatically be assigned to a Database Group that always handles database issues.
Incident Prioritization
ITIL uses three metrics for determining the order in which incidents are processed. All three are supported by incident forms: 
IMPACT 
A measure of the effect of an incident, problem, or change on business process.  E.g. Single User, Department, Enterprise. Typically measured by the number of users being affected,

	1-High

Major Business Impact Customers who rely on download servers. Firewalls not allowing traffic flow within allowed bandwidth. The e-store cannot process transactions. Major outage affecting a large number of customers or call center. Email access for all users.
	2-Medium

Significant Business Impact 

Multiple users affected for a single client or site (26%-99%) System or application usable with severe restrictions. Performance severely degraded.
	3-Low

Minor Business Impact: Less than 25% of users affected for a single client. Incidents affecting a small number of users. Must be resolved but do not impact service level agreements.

(Default impact)
	4-None

No Business Impact unable to print, user hardware Incident for one or more users. Incidents that do not directly affect customer’s productivity. Workaround is available.


URGENCY
A measure of how long it will be until an incident, problem, or change has a significant impact on the business.  E.g. a high impact may have a low urgency, if the impact will not affect the business until the end of the financial year.
	1-High

Required immediately.
	2-Medium

Required within one day.
	3-Low

Required within three days.
	4-Whenever 

Required within the next week.


PRIORITIZATION 

The priority of an incident will be calculated by evaluating the impact and urgency of the incident together. Factors used to determine the impact and urgency include, but are not limited to:

· Number of customers affected by the condition

· Urgency of the resolution

· Length and scope of the outage

· Availability of a solution / workaround

· Type of service being disrupted
	IMPACT
URGENCY
	1-HIGH

Enterprise
	2-MODERATE
Significant
	3-LOW

Minor Business Impact
	4-NONE

No impact

	1-High
	1
	2
	3
	5

	2-Medium
	2
	3
	4
	6

	3-Low
	3
	4
	5
	6


Knowledge Base

Incidents within ITIL processes sometimes generate information that will be needed in the future. Using the knowledge field on the incident form, it is possible to create a knowledge base article automatically upon closing an incident with information from the original incident.

When an incident is closed and the knowledge box is checked, a business rule named Incident Create Knowledge is triggered. The business rule creates the new knowledge article and imports relevant data. 
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Getting Started with Service-now
Overview

There are several tasks included when someone places a call into the Incident.  In this chapter will cover the process of logging a call, referring a call, closing a ticket and other features.

Logging into Service-now
Starting Service-now is as simple as starting your web browser.  Because Service-now runs through your company’s local intranet, the only program you need to start is your web browser.  

The Intranet Address for Service-now is: http://myserviceportal.com  
___________________________________________________
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Your Service-now login ID provides you with access to Service-now and identifies you as a user throughout the system.  Your password must be entered in every time you connect to the Service-now web page, and prevents unauthorized users from using your login ID.  Both username and password will be provided to you by the System Administrator.

· To Login to Service-now:

1. Enter your Login ID in the User Name text field.  Your User Name is case sensitive.

2. Enter your password in the Password text field.  Your Password is case sensitive.
3. Click Login
Navigation
Application Navigator

Applications control most of the platform's functionality, and can be navigated using the Application Navigator at the left side of the screen. The navigator can be customized by an administrator to provide different modules to different users, and users can use filters, perspectives, or the collapse/expand control to alter which modules are visible at any given time. The Service-now Application Navigator 
. 

[image: image43.jpg]Filtered Menu Items 

It is possible to filter items in the Navigator using the white arrow near the top of the navigator (e.g. to display only ITIL modules, or only items related to Asset Management). To make sure you're seeing all available modules, click the arrow and select All

Role-Specific 

The applications and modules available to a user depend on that user's Service-now.com role(s). For example, purchasing approvers in the Finance department may not need access to Change Management modules, so that application would not be made available to them. If an application/module doesn't appear in your unfiltered Navigator, your role may not require it. 

Inactive Menu Items 

The Application/Module may have been deactivated in your company's Service-now.com implementation. You can contact your Service-now.com administrator to reactivate it if necessary. 

Unexpanded Application 

You may simply need to expand the application in the Navigator by clicking on its heading (Service Desk, Incident, etc)
Application Navigator Header 
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Using Record Lists

A record list page allows navigating and modifying the contents of a table. 
The records in a list can be manipulated in the list view in the following ways: 
· Column headings 

· List fields

· Group By field 

· URL 

· Other tools
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Using column headings 

Left click
· Automatically sort the records by that attribute.  

Right click 
· Sort from "A to Z" or "Z to A". 

· Create Pie Chart or Bar Chart gauges. 

· Export data to Excel, CSV, XML or PDF 

· Update Selected - Once a group of records are selected using the checkmarks, this proceeds to a blank form. Changing any of the fields will overwrite the fields in the selected records.

· Update All - Proceeds to a blank form. Changing any of the fields will overwrite the fields in the selected records.
Using the list fields

Left click 
· Left-clicking on the name of the record leaves the list view and displays the form of the record. 

· Left-clicking on the empty space in any data field summons the list editor, which allows manipulation of the data without the form view. 
Right click 
· Right click on a data field within a list and an action menu will appear with functionality which helps filter and edit the data in the list. 

· Show Matching - Filter the data on the list to only show records with the selected attribute. 

· Filter Out - Filter the data on the list to only show records without the selected attribute. 

· Copy URL to Clipboard - Copy the link of the record to the clipboard for pasting into other fields or applications later. 

· Assign Label - New is prompt to create a new label, or use previously created label. 

· Assign to me - On task records which use assignments, selecting this will automatically populate the user's name into the 'Assigned to' field on the record. 

· Approve - On tasks which use approvals, selecting this will change the record's approval state to Approved. 

· Reject - On tasks which use approvals, selecting this will change the record's approval state to Rejected. 

Using Other Tools 

Reference Icon 
Hover over the reference icon (

) to see detailed information about the record in question. A left-click open the reference in form view.. 

Search for Text 
Search with the search box to find any text in any field on the current list. Clicking on the drop-down menu modifies the search bar into a Go To search bar. Enter the text and press enter, or click the search icon

.  

Breadcrumbs 
Breadcrumbs indicate by a hierarchical list of conditions at the top of the page to use as a filter. Breadcrumbs are ordered from left to right, with the leftmost being the most general to the rightmost being the most specific. Clicking the on a breadcrumb further to the left than the one currently being viewed will remove all of the breadcrumbs to its right. Breadcrumbs can be dismissed with the toggle icon (

) 

Smart Filter Builder 
To access the Smart Filter Interface, click on the 

icon, left of the breadcrumbs. Using a smart filter will add a new breadcrumb with the new filter. 
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Saved Filters 
In the upper right corner of the list panel there is a dropdown list of available filters labeled "Show". By expanding this list you can quickly navigate to any filters that have been saved and made available to you, or any custom ones you have created yourself. 

Using the Group By field 

The Group By field can be accessed or dismissed by clicking the 

icon to the left of the "Show" field at the top-right of the list. The Group By field aggregates the list using a certain field.
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Homepages

Service-now.com homepages can be dynamically formatted with different layouts, using one of several out-of-box layouts (see ITIL Homepage below) or a custom layout defined by an administrator. Content pages use the same layout system for formatting. The layout capability provides the following features: 

Customers can define their own custom layouts 

Users who are allowed to modify their homepage can select a homepage layout from a list of available layouts 

Users who are allowed to add content to their homepages can choose where in the layout to add their content 
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Tips

Data Entry

When entering data into a field, Enter the first few letters and you will be prompted with a “type ahead” Google like feature that will display all records that match. 

Use mouse to select the correct value from the list displayed

If only one is a match, the Tab key will accept that choice and move to the next field

A dotted red underline in the field indicates an invalid selection
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Updating Records

There are 2 ways to update a record from the form:

Update Button:  This will save your changes and close the form.

Save:  Right click on the toolbar and choose save, thiswill save your changes and keep the form visible.
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Activity Log
Activity Log tracks all changes made to an Incident.  Click on the arrows [image: image17.png]


 to show the number of changes to any given field.  You can also filter which fields you would like to see the changes for by using the checkbox. [image: image18.png]
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Incident Scenarios
Scenario 1 - Create New Incident
· To Create a new Incident Record

1. Go to Incident Application 
2. Click on Create New  
3. Incident form is displayed
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4. Enter a caller by typing in the Caller field or click the magnifying glass [image: image22.png]


 to show a list of users in the system.
   (See ‘Data Entry’)

5. Enter a Configuration Item.  This provides the Service Desk with immediate information on the CIs affected, and more timely resolution of faults by understanding what CIs have been affected and changed.
6. Choose Impact and Urgency and Priority.  (Priority will be calculated)
7. Choose a Category.  (See ‘Incident Category’)
8. Provide a Short Description.   You can click on the light bulb [image: image23.png]


 which will provide possible suggestions based on your description or you can search the knowledge base by clicking on the book [image: image24.png]



9. Use Additional Comments to add more Notes (that is not shared with the end user)
10. You may also attach files to the Incident (I.E. screenshot of an error)  Click on the paperclip  [image: image25.png]


 to attach files
11.  At this point If you know which Group to assign the Incident to you can do this now in the Assignment Group field.  (see ‘Assigning Incidents’) 

12.  Click Submit at the bottom of the page.

Scenario 2 -  Assigning Incidents
All incidents will be assigned to an appropriate Group and/or User for resolution.

You can assign an Incident to:

· Yourself

· Another User

· A Group
· To Assign an Incident to yourself:

You have the ability to assign any Open Incident to yourself.  By default new Incidents are assigned to the Service Desk group.

1. Expand the Application Incident
2. Click on Open to see a list of all Open Incidents or Open – Unassigned to see a list of all Incidents which are Open and Unassigned. 
3. Right click on the Record you wish to assign to yourself and choose Assign to Me.
Note: You can also Assign Incidents to yourself by opening the Incident and typing your name into the Assigned To field and then saving the record.
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· To Assign an Incident to Another Support Person or Group:

4. Enter the Incident information or select an existing Incident.

5. To Assign the Incident to a User type the Users name in the Assigned To field and save/update the record.  To assign the Incident to a Group type the Group name in the Assignment Group field and save/update the record

Note:  If you do not know the Group or User name you can show a list of Groups and Users in the system by clicking on the magnifying glass beside the field. 
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Scenario 3 – Working With Queues
· Finding My Work 
The most efficient way to manage your Queue(s) is from your Homepage. (See Homepages)
1. You can see a list of tasks assigned to yourself by viewing the ITIL Homepage.  You will see a queue called “My Work”.  You can hover over the [image: image29.png]


 icon to see a preview of the task or you can click on the Number to bring it up and begin working on it.
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2. You can see a list of tasks assigned to your group by viewing the ITIL Homepage.   You will see a queue called “My Groups Work”.  You can hover over the [image: image31.png]


 icon to see a preview of the task or you can click on the Number to bring it up and begin working on it.  You may also assign the task to yourself from the queue by right clicking and “Assign to me”. 
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Note:  On the top right corner you can switch Homepages and manage the refresh time.
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Scenario 4 – Updating my Incidents
· To Update an Incident
1. Locate the Incident in your queue (See Scenario 3 – Working with Queues)
2. Update the Incident as required.  Record any work performed under Work Notes.
3. Save the Incident (See Updating Records)

Scenario 5 - Resolving Incidents
Best practices for incident resolution dictate that rather than closing the incident, the incident should have a state of Resolved.  This state gives the service desk a mechanism to verify that caller is satisfied with the resolution, and that the customer agrees with closing the incident.

Note: Service-Now may be configured to automatically “Close” an Incident after it is “Resolved”.  Check with your System Administrator to see how this is set up.
· To Resolve an Incident

1. Select the option 'Resolved' or 'Closed' from the incident state drop down list.
2. Close code and Close notes fields are mandatory whenever an incident is Resolved or Closed.  When an Incident state is set to resolved, two fields display on the incident form: Close code and Close notes. These fields require you to select a Closed code and enter Closed notes detailing how the incident was resolved.
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Reporting

Reports
· Overview
· Global Reports
· OLAP Reports
Overview
The platform provides tools for collecting data from users, and for displaying and distributing data to users.

Reports allow users to generate charts from any data in the database. Reports can be used as homepage or content gauges, published to a visible URL, or scheduled to be re-run and distributed at regular intervals.                 
Global Reports
Certain common reports are stored as global reports, accessible from the View / Run module under the Reports application. Selecting any of the global reports will open the Run Report page with the global report's information already filled in  

· To Display and Run Global Reports:

6. Under Reports Click on View/Run module.
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7. Select the desired report from the list.  Selecting 'new' report also displays the Run Report page, but with the fields blank.
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3.  The run report page allows you to tailor reports of different types, using different data. From here, the report can be scheduled to be re-run and emailed at regular intervals, published to a visible URL, transformed into a homepage or content gauge. 
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Note:  Click here to see additional information about the different report types on the Service-now Wiki.
OLAP  Reports

OLAP (Online analytical processing) reports use cubes to allow for fast analysis of data. The Cubes that are defined for a Service-now instance cannot be customized by the customer at the current time. They are defined and set-up when the instance is installed and modification is not possible.
Examples
The basic idea of the OLAP reporting is to pick one or more dimensions that form the rows of a table and one dimension that form the columns for a table and intersection (or cells) will contain the number of items that match the dimensions chosen.  From the left navigation pane, select  Reports -> OLAP Analysis and click the Incident report for Priority by Category.  
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If you wanted to see the relationship between callers and priorities then you would replace the "Category" dimension with the "Caller" dimension and then click "Run Query" and you would see
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You can have more than one dimension in the Rows so if you wanted to see the relationship between Callers, categories and priorities you could add Category back as a row dimension and click "Run Query" to see
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You can click on the little yellow arrows to collapse and expand various areas of the table. You can click on the number in the cell to be taken to the list of the matching records. Once you have the report the way you want it, you can name the report and save it and then it will be available as an option on the OLAP Analysis page.
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Note:  Click here to see additional information about OLAP Reports on the Service-now Wiki.
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Navigation Filter: Lets you quickly find a specific application or module. 
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Increase and Decrease Fonts: Change the global font size on all of the pages and menus





Refresh Navigator widget- The refresh arrows icon.  By clicking on those arrows it will refresh your list of applications and the modules within them.  This is useful for administrators who are exposing or hiding applications or modules and want to see their work, without having to refresh their whole browser session. 








Expand and Collapse Applications widgets- The '+' and '-' icons.  By clicking these icons, the applications  will expand or contract, showing or hiding the modules which are available within.





Switch Perspective widget- The down arrow icon.  Left click on this arrow to choose a menu list. Each menu list is a different perspective of available applications.  You must have the correct role to access the applications or perspectives for them to appear on your drop down list. If a user can't see an application, but they have the right roles to see it, they may have simply switched perspectives.
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