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INTRODUCTION

ServiceNow is an Information Technology Service Management system (ITSM) used by the IT
Support Team to document and track requester incidents.

ServiceNow Terms

Terms

Definitions

Assignment Group

IT Support Team’s Incident Queue

Assigned To

Analyst the incident is assigned to

Broadcast Message

Temporary knowledge base articles that are relevant for 2 weeks. If the
information is relevant for more than 2 weeks a standard knowledge base
article is created.

Incident ServiceNow Ticket window
A systemic issue affecting multiple users concerning slowness, service
Outage .
outage, or planned outage and maintenance.
Marking an incident as resolved does not close the incident in the system.
Incidents can be re-opened while in a ‘Resolved’ state.
Resolve

If no activity on the incident within 5 days after it is marked resolved, the
incident automatically closes in the system. Incidents cannot be re-
opened when they are in a ‘Closed’ state.

Special Handling Note

Critical, pop-up messages that meet one or more conditions for specific
fields found in an incident window.

ServiceNow searches based on Starts With. Use an asterisk * in front of search
IMPORTANT: | terms if no results are listed.

Try saving if fields or buttons are missing or lists load without results.
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LoG oN WITH SSO

1. Open a web browser

2. Navigate to: https://intelliteach.service-now.com/login_locate_sso.do
3. Enter company email address in Email field

4. Click Submit

Login with SSO

Email

Itrainer@zurinonl’.com I

If prompted to log on, use company email address and network password.

If prompted with Username and Password fields, click Login with SSO towards bottom.

Notes:

LoG Out

1. Click User Menu drop down
2. Click Log out

Thomas The Trainer
Head Trainer

& Profile

& Preferences

= Printer friendly version

[€] Logout




QRG - ServiceNow Client Analyst Guide 77

7/
frontline ¥

SERVICENOW WEB INTERFACE DIAGRAM

All Navigation Banner Global User Profile &
Applications History Frame Search Preferences

Favorites

Al Favorites  History  Workspaces = Test Dashboard + Q, Search Q

= B TestDashboard -

Incidents Open This Month
Number = IQTrackID  Company Category Requester Summary Priority State Assignment group Assignedto  Opened Created by Domain -
- Zurinoni & Hardware: Digital e Word M In o 12/20/2022 R . TOP/Standard
INC3425659 Vazgner [S/T Camera Eliza Smalls Document Help 3 -Medium Progress Applications Juan Karlson 01:43:21 PM hschroeder@intelliteach.onmicrosoft.com Visibility/Zurinoni & Vaagner
Zurinoni & Brenda Frontline-In 12/20/2022 TOP/Standard
INC3625656 1. Test Cat: dfssssd 3 - Medi N t twadkar.ad
8 Vaagner IS/IT SRR Jackson Eler it e = 2z (el 01:02:47 PM sokaradm Visibility/Zurinoni & Vaagner
_ Zurinoni & Software: Brenda . B ) 12/14/2022 — . TOP/Standard
INC3425525 Vazgner 1S/1T Word: Jackson Word Question Dash board Sarah Lenox 12:10:21PM hschroeder@intelliteach.onmicrosoft.com Visibility/Zurinoni & Vasgner
Zurinonl & LT e eBory: 10 12/07/2022 TOP/Standard
- urinoni JTest Category: 1-On- - o ) /Standar
INEEZHI Vaagner IS/1T Call Test Category iﬁhme st Escalations (empty) 03:05:18 AM e Visibility/Zurinoni & Vaagner
ison
Zurinoni & — Frontline-In 12/07/2022 TOP/Standard
INC3625070 1. Test Cat: " testing? 3 - Medi N t twadkar.ad
. Vaagner IS/IT ssrlareeon ?r:\\dtrhe g esting edum o Progress (empty) 03:03:14 AM sokaradm Visibility/Zurinoni & Vaagner
_ Zurinoni & . i ) ) Frontline-In 12/07/2022 TOP/Standard
sy Vaagner [S/T Qlesiealee0n] i Connie  Testing Sl e ey rvavera (empty) N301:29 AM W=ckeredi Visihilit/Zurinoni & Vaasner ~
Note: . . . . . .
Click the Pin All menu button to pin the All, Favorites, or History tabs to left of the interface.
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FAVORITES

Applications found in the navigation pane can be favorited for quick access. In addition,
favorites can be renamed and color-coded.

ADD FAVORITES FROM NAVIGATION PANE

1. Click the All tab
2. Locate the application in the navigation pane using the scroll bar or searching in the Filter

navigator field

All | Favorites  History

3. Hover the mouse over an application and click the star icon to the right

~s Service Desk

| Incidents

4. Click the Favorites tab to find favorited applications

It is recommended to favorite the following:

G All

tling 7

Y Filter

Home

Favorites | History CM

¥ =

Section Sub Section Description
Incidents All Displays a searchable list of all incidents (tickets)
My QA Assessments | Quality control for internal use
Create New Creates a new incident (ticket)
Incident Assigned to me Displays a list of incidents assigned to the analyst
Assigned to my groups Displays a list of incidents assigned to members
of a group
MV arouns unassianed Displays a list of incidents that are assigned to a
y group g group but not assigned to an analyst yet
Knowledge Homepage Displays the knowledge base




QRG - ServiceNow Client Analyst Guide

///;

frontline 7

CUSTOMIZE AND RE-ORDER FAVORITES

Follow the steps below to rename and re-order favorites along with changing their icons and the

color of icons.

1. Click the Favorites tab to find favorited applications
2. Click the Edit your favorites button

All Favorites Historv Cl
Edit your favorites

Filter i a

3. Drag & drop to re-order favorites
4. Make desired changes to names, colors, & icons

K 111
s o« oo =2 e @
B ¢ 7 w =B/ Q % © % %
B + - @0 o & =

E O

O

m]

P

m

& o

I

<

5. Click Save edits

REMOVE A FAVORITE

1. Hover over the favorite
2. Click X on the right

- il 3

) T

Remowve Home from favorites
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DASHBOARDS

ServiceNow’s Dashboard feature provides access to critical information that is revisited on a
regular basis. Any variety of reports, widgets, or other resources can be added to help manage
the Firm’s IT Support Team on a day to day (or minute to minute) basis.

FIND SHARED DASHBOARDS

1. Click All tab
2. Inside of the Filter Navigator, search for the term Dashboards
3. Under the Self-Service heading, choose Dashboards

77 . .
o+ All Favorites History

frontline

Y Dashboardd &) b

v Self-Service

Dashboards

4. Select Shared with Me tab

Dashboards

Recent Ownedby Me | Shared with Me | All

5. Select available Dashboard

Client Service Desk Dashboard
Other

&=
Owned by Danielle Wood E
Viewer C]

Only dashboards made available to analysts are seen in Shared with Me tab.
Clicking Home loads the currently selected Dashboard.

Notes:
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CLIENT SERVICE DESK DASHBOARD DIAGRAM

This the current image of the Client Service Desk dashboard. For fields that have a single value in it, clicking the value displays a list
of that fields’ current items. For example, clicking the number in “My Incidents Opened Today” opens a list of all the incidents that

an analyst has opened today.

= B Clign

L]

i Serwice Desk Dashiboard -

erns | Cutages | Treads | Knowledpe | Misc

ey e Ircikdenas.

B 4

. pen 7+ Dy
sy Bwschved incidents fLt 30 Duya)

2

Opan Incdersta (y Groug]

577

B 457

Wby pen ingidents.

Musrles Cabegery

Phase

Opan Inckiunta My Growp)

Mumber Category Channe

Charnel  Rbgusite

Lt Sy

e

Wpdsted -

Dashboard Pages

Toggle through to access additional pages
on dashboard specific processes

Open Incidents (My Group)

Number of open incidents assigned to
analyst’s assignment group(s)

My Open Incidents

Number of active incidents assigned to
analyst

My Groups Incidents Open
7+ Days

Number of incidents that are in Follow-up
and pending for the analyst

My Incidents Open 7+
Days

Number of incidents open 7+ Days

My Groups Resolved
Incidents (Last 30 Days)

Number of incidents assignment group(s)
has resolved last 30 days

My Incidents Resolved
in Last 30 days

Number of incidents analyst has resolved
last 30 days

Open Incidents (My Group)

List of open Incidents for assignment
group(s)

My Open Incidents

List of all incidents currently open for
analyst
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CLIENT SERVICE DESK DASHBOARD PAGES

My Team | Incidents | Outages | Trends | Knowledge | Misc

Dashboard Pages are a quick and easy way to keep track of workflow through one central
location. Each tab displays a wealth of tools and lists all designed to make the dashboard a quick
way to navigate from one duty to the next. Clicking each tab loads the tools recommended for
each situation. My Team is the default and appears first.

My TEAM

My Team

My Team houses information regarding the individual Analyst’s Work and their Team/Work
Group’s work with lists of Open Incidents, aged Incidents and Resolved Incidents in the last 30
days.

Open Incidents (My Group)

S//

555

¥ Groups Resohved Incidents (Last 30 Days)

457
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INCIDENTS

Incidents

The Incidents page is the go-to page regarding all things Incident Related. An analyst can see a

variety of fields to obtain data regarding aspects of Open Incidents, Resolved Incidents, Outages,
Incident Assignments and Top Categories.

My Team Cul;gs Trends | Knowedge Mise

Open Incidetts e
Incidents Opened Today
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OUTAGES

Outages

As the name suggests, Outages organizes outage information for the firm. This Dashboard
allows the analyst to view open active outages and their age as well as a breakdown of which
Business Service the Outages apply to in the system.

(] Active 2nd Upcoming Outages Out: Date
I
(] incidents Linked to Outages Open Longer than 7 Days Outages Last:

TRENDS

Trends

Trends displays data regarding incident trends for the month. There are filters for Grouping and
reviewing incident trends under several conditions.

MyTeam  Incidents | Quizges | Trends | Knowledge | Misc
Incident Throughout tis month) Incident Trend Incidert Opensd
5 o
Thenumber of incidents that were opened fis mondh
Closed 5 - Incident Assgnment Groep
The number of inciderts thatwere cosed this manth ‘
et w I |
The numberof ncidents thar were upssted this month inc apened and closed) |
Incident Categery Fler
Incident Thraughput st month) ncident ri
Opered S 520 Al
Thenumber of ncidents thatwere cpened lastmonth
Closed
Thenumber of incidents that were csed st morih 11
ncdent Siste
[
r ofincidents thatwere-mnizted bt moth el coemed 2 585
Thenumber of ncidents thatwere updaed last moth finc. cpened and dosed) Eren
B inProgress
> 3 B OnHald
,,,,, . B resched
B Closed
—lEmepny —1Hgh —3-Mdm  —Slow  —5-lmglem B Canceles
Groupby | Priority v

10
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KNOWLEDGE

Knowledge

Knowledge is the one-stop-shop for the Team’s current Knowledge Base Articles.

MyTeam | incidents | Outages | Trends  Knowledge | Misc

Active Knowledge Articles

108

Active Broadcast Articles

3

Article List

» Number Version ‘Short description
» Category: (empty) (26)

» Category:-1(1)

¥ Category: Active Directory (1)

» Category: Administrative Services (1)

» Category: Communications / Conferencing (3]

» Category: Conference Services (4)

» Category: Document Management System (48)

Recently Published Articles (Last 30 days)

46

Articles by Category

I Document Management System = 48 (44.443%)
Software Services =8 (7.41%)
B Conference Services =4 (3.7%)
14Y

B (empty) =26 (26.07%)
B Remote Access =5 (4.63%)
B Communications / Conferencing =3 (2.78%)

Author Category Workflow Updated Knowledge base

Recently Updated Articles (Last 30 days)

Last Updated 12+ Months Ago

50 0

Articles by Topic

M General=105(97.22%) M Broadcast=3 (2.78%)

108 total Knowledge

Domain validto Topic Created

11
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Misc

Misc

Misc holds lists of VIP Users, Open VIP Incidents, Total number of Ticket Wizards, VIP Notes
Lists and Ticket Wizard Lists.

MyTeam | Incidents = Outages | Trends = Knowledge

VIP Users

34

Open VIP Incidents

36,262

@

Total Ticket Wizards

38

@90 0008606

VIP Notes List

User ID

mMobo9287777T7I@hotmail.com

fakel@fake.com

methose123@example.com

jxherriott@fake email

ServiceNowTest@intelliteach.com

Name

Amy Choo

New Requester Firm XYZ

Sir Donald Gallup

Jeffrey Herriott

Viola Gehrmann

o Jordan, Devilishly-

Ticket Wizard List

Name

Citrix/How To

iPad

Departing User

Citrix Brealy/Fix

Document Restore

CD Copy

Reader

Installation

Handsome Moore

Display name

Software: Remote: Citrix/How To

Hardware: PDA: iPad

Network: Departing User

Software: Remote: Citrix Break,Fix

Software: Document Manager: Document Res.

Ad

D Copy

Software: Acrobat (PDF): Reader

Software: Installation

Location
Paralegal Tokyo
Newark
Member Atlanta
People Manager London
Legal Secretary Goa
Ambassador of Cool Atlanta

Wizard template

<p>What Citrix Server have the connected

<p>for iphone see the category called iP

<p>Workstation: All equipment has been r

<p>What Citrix Server have the connected

<p>What is the urgency of the restoratio

<p>Do you know what a Goomba is?<br f><b

<p>Is this PDF saved into DM?<br /><br /

<p=Program Name:</p>

VIP notes

Sometimes works from home.
When she work...

Please see KB0012345 for client
names, .

Donald is on the IT committee
for the firm.

Left-handed

Teacher at the Elementary
School.

Kind of a big deal

Updated A

03/25/202107:58:19 AM

03/25/2021 07:59:06 AM

03/25/2021 08:00:25 AM

04/06/2021 07:16:20 AM

04/20/2021 09:08:46 AM

04/20/2021 09:08:49 AM

04/21/2021 12:28:44 AM

04/21/2021 12:28:44 AM

12
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INCIDENTS (INC)

Update,
ol Resolve, Save

SERVICENOW INCIDENT WINDOW DIAGRAM Ontions /
Manage P Buttons

Outage

Banner

Attachments Email

- e - \ ¢ -
Incident . p

Torimeni gner |SAT has 2 Outages currently underway: Click here to see full list
Number = ]
Number ~INC3625771 Comparty  Zurinoni & Vaagner IS/IT Compa
e - I Y Opened | 12islznzz 255 (Clie
[o]
®

Cantact‘ Openedby  Thomas The Trainer

RequeStEr  Location | atants |Q‘ Timeworked | 00:00:00 B -
Office o | a8 [
Location Contgaationten | B

showsallCls [

* Channel | Liveall v state | InProgress |

Duedate ‘ | =] ‘ Incident state ‘ InProgress vl =
Impact ‘ 3- Requires Further Troubleshooting v‘ Followup ‘ ‘ =2 | ASS I g nment
Urgeney | 3-Todey (Offce Open) v/ < pasignment sroup | ServiceNow Administrators-Zurnoni | 0| €13 GI’OUp

Category sy | 3V JUYRE—

Assignedto | Thomas The Trainer [a]{2]

rr—— Assigned to
W\  Category | Software: Word: Tableof Authoriies ‘ a|
s Summery. | Training Indident |

- Wizard znswer =1+
Wizard B 7 U~ o | vews v o - E iR 2|[E R o E E =
Answer Z-=-

s - Related
Search
Results

Resolution
Information

Notes  RelatedRecords  Resolution Information

Watch st Werknoteslist
m\mmnom Work notes ‘

[] Additional comments [Customer visible) o

13
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CREATE AND SAVE AN INCIDENT

1. Click Incident — Create New from the All or Favorites navigation pane

Incident - Create New

2. Complete the required fields

Required Field Description
Person experiencing a software issue or needing hardware
Requester .
assistance
Location Office location the requester is working from
Channel Origin of an incident (Phone Call, Email, Voicemail)
General category for the incident that should match the subject of
Category
the summary
Summary Brief and concise description of the issue or request.
Company Client (Firm)
Assignment group IT Support Team’s incident queue
3. Click SAVE

Clicking Update or Submit saves any updates to the incident, closes the incident

Note: window, and returns the analyst to the page they were on before the incident
window was generated.
Clicking the Swap button swaps the requester and contact fields. The ticket must
IMPORTANT: be saved after swapping the requester and contact fields, before initiating an email

from the incident window. Saving an incident updates the fields. This is necessary
to avoid contacting the wrong requester.

14
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Additional Fields

Field

Description

Contact

Person that calls on-behalf of the requester and is the primary contact (may not
have this for every incident)

Service

Used to attach incidents to outages

Due date

Date and time the incident needs to be completed.

This field has no impact on the priority field. Only use this field if there is a
specific time the incident needs to be completed in the future.

Impact

1 — Potential Outage

2 — Single User Work Stoppage

3_ Requires Further Troubleshooting Overall impact for the firm as a whole

4 — Not User Impacting or the requester

Urgency

1 — Immediately

2 — Today (Office Closed)

3 — Today (Office Open)

4 Next Business Day Urgency of the incident

5 — Future

Priority

This field cannot be modified. The Impact and Urgency fields are used in an
underlying matrix to determine the priority. That matrix is
developed/customized by the client.

Analysts must focus on setting the Impact and Urgency correctly, rather
than selecting them to achieve a desired priority.

State

1— New New incident windows default to this state

2—1In

Incident window has been saved
Progress

3_ 0n Hold Incident referred for follow-up

Select appropriate reason in On Hold reason field.

4 — Resolved Incident is resolved

5 - Canceled Used to send duplicate incidents for cancelation
Canceled incidents are not deleted from the system.

Assigned to

Analyst the incident is assigned to

Advanced
assignment

Enable to see assignment groups the analyst is not a member of

Visit
requested

Enable when a requester needs a technician to visit them

15
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MULTIPLE INCIDENTS FROM ONE CONTACT

Requesters may provide a new issue while working the original incident or after the analyst has
given a last offer of service using the closing script.

Reference the original incident number in the new incident’s work notes.

JP  John Pfohl

Mew Incident from: INC2150365

VIP NOTES

VIP notes contain important information about the requester. They provide insight on the
requester’s temperament or their technology setup. (Example: Bob has a left-handed mouse.)

Requesters that have VIP notes display in red font, and the note displays under the Requester
field.

VIP notes have a 500-character limit.

Requester Brett Robbins Q,
%k Req !

Robbins has an extremely large mailbox and the
symptoms of issues can be very unique. Please check his
ticket history before troubleshooting any reported
TR FHIES, e e s e S S R

BROADCASTS
Broadcasts contain escalation procedures, fixes, and work arounds. They help save time as well.

Broadcasts are more temporary than a general knowledge base article and are also referred to as
Pinned KBs.

It is important to review current and future broadcasts from the Dashboard.

Broadcasts are found in Related Search Results on the incident window as well. They are
pinned to a keyword and display at the top of the list when the keyword is used in the Summary
or the Related Search field.

* Summary | Outlook

Related Search Results v
Related Search (3) O, outlock Knowledge & Catalog (All) v

Broadcast: Outlook add-ins keep disab. L23

Selecting Pinned Articles from the Related Search drop-down menu narrows the results to
Broadcast messages.

Pinned Articles W

16
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SPECIAL HANDLING NOTES

Special Handling Notes display concise, critical information in a pop-up window after opening
an incident window.

They can be based on various fields on the incident window.
It is required to read the notes and follow the handling procedures.

Special Handling Notes

1of 1 Messages

Password Policy Change

The client no longer allows the Service Desk to perform password resets.

Dismiss
All password reset requests must be referred to local IT.

INCIDENT WIZARDS

Wizards are dependent on what category is selected in the incident and inserted in the activities
section of the incident window.

They contain important information to be aware of and questions that need to be answered. In
addition, Wizards may contain possible solutions.

Wizard answer - +
B 7 U Verdana - spt - B~ A~ B~ & L W B o E E E =~ i bid
Issuance of a loaner device SHOULD NOT be guaranteed. The ability to satisfy the loaner request is based on availability. Please inform the user that a member of local IS will contact them
during normal business hours regarding the ilability of a loaner broadband device.

Date & Time Needed:
Did you inform the requester that they will be contacted by local IS regarding the availability of a loaner broadband device?
Return Date & Time:

Will this be for Domestic er International use? (If international what is the destination country?)

Click Save to store Wizard answers in the incident window’s activity notes.

17
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RELATED SEARCH RESULTS

Related search results are based on the summary of an incident, not the category. The initial
search results are presented in the middle of the incident form and not on a separate tab. For this
reason — the initial summary needs to be as accurate and concise as possible to return relevant
results.

It is required to search from the ServiceNow Knowledge Base Homepage if Related Search
Results does not present a useful resource.

Related Search Results \v

Related Search (2) O, Word Not Responding Knowledge & Catalog (All) v

A variety of filtering options are available to view related knowledge base articles, incidents, and
outages from the incident window.

Knowledge & Catalog (All) v

Knowledge & Catalog
owledge & Catalog (All)

Knowledge Articles
Catalog ltems
Questions
Pinned Articles

Open Major Incidents

Outages

Open Outages

Open Incidents

Resolved Incidents

Problems

Open Problems

Resclved Problems

Open Changes

Closed Changes

Click the Attach button located to the right of a knowledge base article to
quickly insert a hyperlink in Work notes field.

Clicking on an incident that is in a “Closed” state provides the solution information. It
does not display the activities. It is important to document the resolution steps in the
Resolution Notes field for future analysts to use as a resource.

Notes:
Otherwise, the incident must be opened from an incident or global search to see the
activities.

Related Search Results uses an algorithm to present possible resolutions based on the
summary but is limited to only displaying the top 5 such results from across ALL KBs.
Best practice is to search the firm’s KB from the KB Homepage to be sure to locate all
relevant results for the incident.

18
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INCIDENT DOCUMENTATION STANDARDS

All relevant details must be documented in the incident. If it is not in the incident, it did not
happen.

e Each issue gets its own incident. Do not document multiple issues in the same incident.
e Most of the documentation is entered in the Work notes field.

e The first work note is a more detailed version of the incident summary, and it is a full
sentence starting off with the requester’s name.

JP  John Pfohl
John is working from home and he is unable to log on to Citrix.
He is receiving the following error: "Incorrect Credentials”

CallBack# 555-555-5555

e Subsequent work notes are used to document the steps taken and what happened after
taking the steps or what information was found. Multiple troubleshooting steps should
not be documented into one work note. Step them out individually.

e The final work note states the intentions for the incident, marking as resolved or
referring.

JP  John Pfohl JP  John Pfohl

Marking as resaolved Referring

e Error messages are contained in quotation marks and a direct quote of the message.

o Example: Error: “Microsoft Word has encountered a problem and needs to
close.”
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DOCUMENTING A WORK NOTE

Work notes are used to document troubleshooting steps, results, site resources, and document
any other details relevant to the work note.

Once a work note is posted, it cannot be edited or removed.

Additional comments is a journal field that is visible to requesters, and requesters are emailed a

copy of any information entered in this field — these are rarely used during the documentation
process.

There is a standard for documenting troubleshooting steps in Work notes:

The first line(s) are the step or consecutive steps taken.

The second line(s) is what happened after taking the step(s) or what information was
found.

The third line is used to document resources.
The remaining lines are used for any additional notes relevant to the work note.
For readability, each line should be separated by pressing Enter twice.

Examples

JP  John Pfohl

Accessed Helpdesk machine = opened command prompt = typed net user jpfohl /domain = Press Enter
Password Expired

KB 1234567

JP  John Piohl
File = Options = Add-ins = COM Add-ins = Go = Enabled NetDocuments = Restarted Word
Add-in enabled

Past Incident INC1234567

Steps:

1. Click into the Work notes field
2. Type notes
3. Click Post or tab over to the button and press Enter

Note:

Tab three times from the Work notes field and press enter to post the work note

quickly. After posting a work note press Shift + Tab three times to return to the
Work notes field.
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MANAGE ATTACHMENTS
Files display at the top of the incident window once they are attached.
— Incident
INC2263761
Manage Attachments (1): E: Capture.jpg [rename][download]
Attach a File
1. Click the Manage Attachments button
¢ N - ‘ Update H Resolve H Save ‘
Manage Attachments ®
2. Click Choose file
3. Select the file(s)
4. Click Open
Remove a File
1. Click the Manage Attachments button
& A - ‘ Update H Resolve H Save ‘
Manage Attachments 0
2. Check the box next to the file
3. Click Remove
Attachments X

Choose file | No file chosen

& Capture.jpg [rename] [download]

| Note: | The file size limitis 50 MB. |
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EMAIL FROM THE INCIDENT WINDOW

Emails created and sent to the requester from the incident window in ServiceNow.

Do not email requesters URLS to solutions. Solutions are clearly stepped out within the email.
Emails start off with the word ‘Hello’ followed by the requester’s name.

Once an email is sent from the incident window, it is documented as an activity.

Files attached to emails are attached to the incident window after clicking Send.

1. Click More Options
2. Click Email

& A e ‘ Update H Resolve H Save ‘

&9 Email

3. Type out the email
4. Click Send

ADD AND REMOVE EMAIL ATTACHMENTS
1. Click the Add/Remove Attachments button or press Alt + A

Quick Messages | -- Select to Insert -- v m

Add/Remove Attachments (Alt+A)

2. Click Choose file
3. Select the file(s)
4. Click Open

To remove an attachment, click the check box next to the attachment and click Remove.
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MARKING AN INCIDENT RESOLVED

Marking incidents resolved creates a solution bank in ServiceNow. Resolved incidents can be
used to find steps for solution or see how an issue was handled in the past.

If there is no activity on an incident within 5 days after it is marked resolved, the incident
automatically closes in the system.

Once an incident is closed in the system, it cannot be reopened.
Steps:
1. Click the Resolution Information tab below Related Search Results

Notes Related Records | Resolution Information |

2. Select the appropriate Resolution code from the drop-down menu

3 Resolution code -- None — hd
5k Resolution notes Solved Permanently
Not Solved

Resolved by IQTrack
Solved with Workaround

3. Enter the Resolution notes (just the steps that solved the issue)

=% Resolution notes Password reset resolved the error|

4. Click Resolve

There is no need to document a resource in the resolution notes. Resources are
documented within work notes.

Note:
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ESCALATING/REFERRING INCIDENTS

If the incident needs to be worked by a different assignment group, the incident can be
escalated/referred by assigning it to the appropriate group in the Assignment Group field.

1. Document in Work notes the reason for referral and verify that all relevant information is in
the incident window. (Anything attempted troubleshooting steps and their results, resources
used, etc.)

Change the Assignment group field to the appropriate group

3. Click Update

N

If assigning to an assignment group, there is no need select an individual in the
Assigned To field as they can pick it up in the queue.

If unable to find desired group in Assignment Group field, click checkbox to enable
Advanced assignment.

Notes:

+ Assignment group L

Advanced assignment
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LINKING INCIDENTS TO QOUTAGES
An outage is a systemic issue affecting multiple requesters.

Once an outage has been identified, an outage notification is created in ServiceNow. Once an
outage is resolved, analysts are responsible for contacting the requesters and alerting them that
the outage is over.

Outage notifications display towards the top of the incident window.

(¥) Training has 1 Outages currenthy underway. Click here to see full list

Mumber INC392556%

- i v} (7
B Requester [m 2

Dioes not like going by "Alex” maks SURE to
use Last Mame and title.

E= Contact |E|:uh Loblaw 2 |
Often calls for issues related to his law

blog.

Click the Click here to see full list link
2. Locate the outage and review the Business service column

=

Business service -

Network Monitoring

3. Maitch the Service field in the incident window to the service listed in the Business service
column

Service ‘ Network Monitoring Q

Click SAVE
Click the Show active outages button to the right of the Service field

|
. . Show active outages
> Location ‘ San Francisco Q i

Service ‘ Network Monitoring Q ‘ ‘ &2 H ) H @ ‘

ok~
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6. Click the check box next to the outage
7. Click the Actions on selected rows... drop down menu

Network
N
= Network Outage Monitoring
Actions on selected rows... A

8. Select Link current record to Outage

Actions on selected rows...
Delete

Create Application File

Assign Tag:

A notification displays towards the top of the incident window confirming if it was successfully
linked to the outage.

(i) The incident has been successfully linked to the outage selected

If outages do not list after clicking the Show active outages button, confirm that the

NOEE: | incident window is saved and try again.

UNLINKING INCIDENTS FROM OUTAGES

1. Click the Outages tab towards the bottom of the incident window

Incidents by Same Caller (1021)  Interactions (80) TaskSLAs(2)  AffectedCls  Impacted Services/Cls(1)  Reminders QA Assessments  Assessment Instances  Time Worked
= V¥V |Outage - | Search 8 - mm

3. Select the outage in the list
4. Click the Remove button (back arrow)
5. Click Save
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REVIEW TICKETS ATTACHED TO AN OUTAGE
1. Click Click here to see full list link

(¥) Training has 1 Outages currenthy underway,

Click here to see full list

Mumber INC392556%

B S e [Alex Johnston Q
Dioes not like going by "Alex” maks SURE to
use Last Mame and title.

E= Contact | Bob Loblaw 2

blog.

Often calls for issues related to his law

o2 o Ty
E-] =0 L

|
o

2. Click the outage number
3. Select the Tasks tab towards the bottom of the window

Affected Cls (1) | Tasks (47)

= ¥ |Task

Outage = OUTO007588
Business service
Network Monitoring

Network Monitoring

Network Monitoring

~ | Search

Type Begin

Outage 03/23/2022 12:12:12 AM
Outage 03/23/202212:12:12 AM
Qutage 03/23/2022 12:12:12 AM

End
(empty)
(empty)

(empty)

@ — | Actionsonselected rows...

Duration

- CIEs
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INCIDENT OWNERSHIP

The My Team tab in the Client Service Desk Dashboard contains Incidents assigned to the analyst and their assignment group(s).

oo
oo

My Teamn

Client Service Desk Dashboard -

Incidents | Outages  Trends = Knowledze

My Open Incidents

My Incidents Open 7+ Days

/4

My Resolved Incidents (Last 30 Days)

O

Open Incidents (My Group)

21

Misc

My Open Incidents

Number

INC3612145

INC3614115

INC3611969

INC3610278

Open Incidents (My Group)

Number

INC3626835

INC3626172

Category Channel
Hardware:
Digita Ernail
Camera
Network:
Wireless Ernail
Network
Software: ,
a N Email
emote
I;!alrd':.-'are: Phane
rinter
Category Channel
Document
Processing:
rocessingin, .
Canversion
Software:
Word: Email
Marro

Requester Location
Raoberta Atlants
Srrith o
Roberta
Smith London
Kevin
Mathew Goa
@ Charles Philadelphia

Barlkdey

Requester Location
E’Ed. Atlanta
Astaire
Andrew London
Jones

Summary Priority State Assignment group
Echo Folder 3- Local Support -
not Syncing Medium OnHold Atlanta
Errorin 3- In Local Support -
Word Medium Progress  Atlanta
Unable to 3- In Local Support -
Connectto Medium Progress  Atlanta
VPN
Request to
adld network 2_High In IQTrack I|I1d|\;|dua|
printer Progress  Ownership
10:13 AM

1 to4of4
Summary Priority State Assignment group

Convert

Word 3- In a.:-LLuT.ent

document Medium Progress Suﬂaﬁ_glf ment

to PDF pRort

EchoFolder |2°High OnHolg 'formstion
Security

o

My Open Incidents contains all open Incidents assigned to the analyst.

Open Incidents (My Group) contains all open Incidents assigned to their assignment group(s).
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ASSIGN INDIVIDUAL OWNERSHIP FROM INCIDENT WINDOW

1. Open an Incident
2. Type the analyst’s name in the Assigned to field, or click the magnifying glass to choose an analyst

from the list
]

Assigned to | Adam Ant

3. Click Save

ASSIGN INDIVIDUAL OWNERSHIP FROM LIST
1. Double click the empty space in the Assigned to field

btate Assignment group Assigned to Opened ~ Cre

Search Search Search Search Se

New Frontline - In Progress (empty) trai

New Frontline - In Progress

] 020072023
Py % 01:06:26 PM

2. Type the analyst’s name in the Assigned to field, or click the magnifying glass to choose an analyst
from the list

3. Click Save

ASSIGN MULTIPLE INCIDENTS AT ONCE

1. Inan Incident list, hold Ctrl while selecting Assigned to on the desired Incidents

Assignment group Assigned to Ope
Document Management 01
Support (empty) 09

et ity . 01
Information Security Melissa Hebert 04

2. Double click the empty space in the Assigned to field
3. Type the analyst’s name in the Assigned to field, or click the magnifying glass to choose an analyst
from the list

Assigned to Opened Updated -
nt | | a l o ) 672023
=7 5:159AM
5 rows will be updated 2/2023
T 065515 AM 0%9:31:48 AM
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SEARCHING INCIDENTS

ServiceNow provides list views along with a variety of search criteria, filters, and groupings to help locate incidents created in the
system.

- ServiceNow searches based on Starts With. Use an * in front of search terms if no results are
listing.

Li1ST VIEW DIAGRAM

g

Y & Incidents‘fortext v |Search ‘ 4 © | Actionson selected rows.. v‘m

] @ Number ~ Company Category Requester Summary Priority State Assignment group ed to Opened Creat

Al

INC3625855  Zurinoni & Vaagner IS/IT  (empty) & Amy Choo MN0004364-TEST  3-Medium InProgress  (empty) Lucas Guerino 01/03/2023 03:29:47 AM  lucas,|
INC3625771  Zurinoni & Vaagner IS/IT Software: Word: Table of Authorities Adam Ant Training Incident 3-Medium InProgress  ServiceNow Administrators - Zurinoni  Thomas The Trainer  12/28/2022 11:25:45AM  traine
INC3625760  Zurinoni & Vaagner IS/IT Software: Word: Table of Autharities Adam Ant Training Incident 3-Medium InProgress  ServiceNow Administrators - Zurinoni  Thomas The Trainer  12/28/2022 08:053:08 AM  traine

Description Description
I8 List controls (Saved filters & Create Favorite) ZB Update Personalized List (Add/remove columns)
T Show/hide filter (Create, Run, Save filters) T Applied filter(s)
<IN Search drop-down & Search field G Columns (Click column header to sort ascending or descending)

For larger lists, use arrows at bottom to navigate pages.

‘ 1‘t0 20 of 160 ¥ »

30



QRG - ServiceNow Client Analyst Guide 47

7
frontline 7

SEARCHING LISTS

1. From All or Favorites navigation pane, click Incident - All
2. Select criteria from the Search drop-down menu

for text
Number
Company
Active
Category
Requester
Summary
Priority
State
Assignment group
Assigned to
Opened by
Opened

3. Enter search terms in the Search field

Incidents ‘ for text * | Account locked

4. Press Enter

Notes:

Boolean operators are available to use.

There is a column for each search criteria with their own search field. The columns
can be sorted.

Number Company Active Category Requester Summary Priority State

Search Search Search Search Search Search Search Search

Click the Show column search row to enable the search fields.

= Y [ |Incidents
Hide column search row

Number

Search

Use the Show Matching & Filter Out right-click features to tailor the list of
incidents

Clicking incident numbers with the middle mouse button opens them in a separate
tab.

Utilizing the Global Search field on the top banner is a quick way to search on
incident and KB numbers.

SR UL SR O [Scarch Global
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ADDING AND REMOVING COLUMNS
Columns can be added and removed from a list view. In addition, they can be reordered.
1. Click Update Personalized List

4 & | Actions on selected rows... v m
Update Personalized List

2. Use the arrows to add, remove, and reorder columns
3. Click OK

FILTERING LISTS

Filters restrict what records appear in a list based on a set of conditions.
ServiceNow filters can be saved, pinned, and added to favorites.

1. Click Show / hide filter button

= Y EJ Incidents

Show / hide filter
! Number

Add and Remove Conditions
Add top-level condition | Click New Criteria

Add dependent condition | Click AND or OR
Click the Delete button

Remove a condition

Click the Add sort button to specify a sort order for the listed records.

Select the field

Select the operator
Select or enter the value
Click Run

akrwmn
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CREATE A FAVORITE SEARCH

Searches can be saved as a favorite, and they display in Favorites on the navigation pane for
quick access.

1. Click the List controls button

E] Y B Incidents

d by = (empty]

) umber

2. Select Create Favorite
3. Give the favorite a name
4. Click Done
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SEARCHING THE KNOWLEDGE BASE

Along with past incidents, the ServiceNow Knowledge Base is another solution bank to leverage as a resource.
ServiceNow provides a variety of filters and “sort by” options to help locate knowledge base articles.
Subscribe to a knowledge base to receive notifications for updates and newly created knowledge base articles.
Knowledge base articles have prefixes in front of their titles indicating what type of knowledge they contain.

Prefixes
HT How To
INF Informative
PF Problem Fix
QRF Quick Reference

KNOWLEDGE BASE DIAGRAM

¥ B

@& Zurineni Knowledge | O Voicemail
Filter by Voicemail Search Results

Type
| Knowledge Articles

@ H
B HT: Voice

KB0047703 v1.0  Authored by David Schermerhomn » Last updated about a year ago e Rating # # # # %
Topic: How to access voicemail. From the Desk Phone: Click the ‘Voicemail button on the phone. From Outside the Office: Dial 123-555-4444
Knowledge Base: Zurinoni Knowledge Base | Category: telephone

mail - Access

Knowledge Bases
Zurinoni Knowledge Base
Categories
telephane
Authors

David Schermerhom

B Create an Ariicle

@ Posta Question

Sortby = Relevancy -

Description

{8 Selected Knowledge Base

/88 | isted search results

Description

A8 Keyword search field

S Sort by drop-down menu

<IN Filter by options
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SEARCHING THE KNOWLEDGE BASE

1. From the All or Favorites navigation pane, click Knowledge - Homepage

(D) Knowledge - Homepage

2. Select the company’s knowledge base from the homepage or select it from the drop-down

menu

() Subscribe

Zurinoni Knowledge Base

0 Questions and 13 Articles

3. Enter a minimum of 3 characters in the search field

4, Press Enter

& Zurinoni K v O\ Password resef
Filters

Knowledge Base Category
Type

Search Results Knowledge Base
Category
Author

Sort by Options

Knowledge Base L"flSt updated
Views
Relevancy

Search Results Last updated
Views

Notes: | Clicking KB links with the middle mouse button opens them in a separate tab.
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COMMENTING ON KNOWLEDGE BASE ARTICLES

Knowledge base articles contain a Leave a comment section towards the bottom for analysts to
provide feedback on articles.

e Example: “The echo directory location has changed for Citrix users. Here is the new
location.”

In addition, analysts can mark if the KB is helpful or not.

Helpful? Yes  No 100% found this useful

Leave a comment
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