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ServiceNow® Overview & Learning Objectives

The purpose and objective of this document is to introduce general functions and
features in ServiceNow®.

This document will allow you to:

Log into ServiceNow®
Navigate the ServiceNow® menu

Navigate the ServiceNow® console home page
Set-up a personalized user dashboard

- Access Profile and set up notifications
Set up and manage support roles and groups
Understand form views and list views
Understand fields on Enhancement and Defect
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Introduction to ServiceNow®

What is ServiceNow® ?

- ServiceNow® is an IT Service Management (ITSM) tool that will help manage and
automate various processes and workflows within USDA and increase reporting capabilities
on SLAs.

For detailed technical documentation and user guides, go to: http://wiki.ServiceNow.com/

Copyright © 2017 Accenture All rights reserved. 4



Logging Into ServiceNow®

USDA United Siates Depariment of Agriculture ‘
ﬁ USDA eAuthentication

Py R

Home | About eAuthentication | Help | ContactUs { Find an LRA
QU'GK Links You are here: eAuthentication Home > eAuthentication Login

b What is an account? eAuthentication Login

¢ Create an account
b Update your account LincPass (PIV) ? User ID & Password ?

Administrator Links

i Local Registration
Authority Login

User ID: (

CLICK HERE TO

o
Password: @
LOG IN I forgot my User ID | Password

WITH YOUR

LincPass (PIV)

Change my Password

WARY Navigate to http://afsfmmi.service-now.com and Log on

Upon Login You Agree to the Follo to Eauthentication. ) _
1. Enter your eAuth User name into the field.
) 2. Enter your eAuth Password into the field.
computer, {2) this computer network, (3 . i .
(4) all devices and storage media attachah 3+  ClICK Login to enter the tool with a PIV Card

network, This information system is provid S99

s You are accessing a U.S. Government inf

* Unauthorized or improper use of this system may result in disciplinary action, as well as
civil and criminal penalties.
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http://afsfmmi.service-now.com/

ServiceNow® Homepage

Upon login, you will be redirected to the FMMI ServiceNow® homepage which
will display (Navigation Side Bar, User Dashboard, and Environment Title Bar)

— @ %

Filter navigator + || ITIL Homepage v & O
Add content ITIL Homepage @ Change Layout
Self-Service = Users by Location . Open Items by Escalation

12k
Homepage

Dashboards

All 10k

Knowledge

Visual Task Boards
8k

Connect Chat
Incidents z
3
Create New Incident = o
K
Watched Incidents
I Washington = 1,215 (27.69%) B Albuquerque = 1,139 (25.96%) Beltsville = 431 (9.82%) W New Orleans = 380 (8.66%) B st. Louis =342 (7.79%)
My Requests B Kansas City = 256 (5.83%) B Minneapolis = 234 (5.33%) B (empty) =209 (4.76%) Alexandria = 61 (1.39%) B Ardington =23 (0.52%) ;
M Riverdale =22 (0.5%) M Ssan Antonio = 11 (0.25%) Other = 65 (1.48%) 4
Requested Items
Watched Requested Items My Groups Work
? All > Assignment group = (ACFO_CSB, CSB-CSB3_Helpdesk Management, CSD_SNOW Admin) > Active = true 2k
My Connected Apps
. (] Number Created Work notes State Short description Assigned to Created by Openedby A  Assignment group
ly Profile
2018-05- ded h i
Assistance needed to researc| Angeliqu
My Calendar (D INC0068443 Assigned angetque 28200406300030088264  AlishiaWoods ~ CSD_SNOW Admin 0
credit reversal Dyer Noal (empty)
My Tagged Documents
2017-07- :
Angelique CSB-CSB3 Helpdesk
PRB0040316 < New Test angelique.dyer@usda.gov ngelique Dyer ITIL Summary Counts
@ (® prBO040316 07d1537 Dyer gelquie.dyeraasid. g ANBEIQUEDVEL ) janagement v

Navigation Side Bar.

Home Page View.
Environment Title bar.

Copyright © 2017 Accenture All rights reserved. 6



ServiceNow® Dashboard

The homepage can be customized by the system administrator as well as each

individual user.

+ | ITIL Homepage Add content
Add content
Q, Q

2 G

Change Layout

o\
Incident Summary Counts @

<Favorites> |Change Request -

Users by Location Reports Configuration Item Incident Throughput (last month)
Interactive Filters Contract Incident Throughput (last year)
Content Blocks Database Incident Throughput (this month)
Gadgets Database Instance Incident Throughput (this year)
Knowledge Base Incident OLAP Category by Location, Assigne
Labels Infrastructure Service OLAP Incident Priority by Category
System Applications IP Network OLAP Incident Priority by Location
World Clocks Other OLAP Priority by Location and Assign
Gauges i |Password Reset Blocked Users i OLAP Top 10 Problems For Current Y ¥

Click Plus Sign (+) at the top left
of the homepage.

Navigate to Gauges > Incident >
Incident Summary Counts.
Click the Add here button
indicated.

Close the Add content window

by clicking x.

72
at have Critical priority
at have attained an overdue 0
>1Week
i mtmrimdd o fme e emw sl - 21 T8 v
Add here < 3 >
Add here
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Navigate ServiceNow® Banner

The icons that appear at the top right of the ServiceNow® environment title bar
enables you to perform several functions.

RS

; fclal Managamént safvice Can
Q/‘ Ths et ‘ I

Current User |dentifies Current User.
Toggle Toggles the Connect Chat Sidebar.
Connect
l Sidebar
Y Homepage ServiceNow® system settings configuration.
1 <+«——— Settings
A
Help Go to ServiceNow® help page which includes
user guide.
Conduct Search of Tasks, Policy, Live Feeds,

Search People, and Knowledge.
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Navigate ServiceNow® Modules and List Views

Filter records in ServiceNow® List Views by using the “Go To” search field. The

“Go To” search field allows for a simple filtering queries to be performed. “Go To”
search field drop down menu helps to select field to filter on.

~

Fllter navigator

Search | Assignment group¥ | Search

W

= Subcategory

—

to150f 2178 » pp

= Priority

= Assignn

Displays records according to

Filtering narrows down the records in

the console using defined searches.

All>Active = tlie b
=
= Impac = Number 4 = Change Reques = Close = Resolve: = State er = Conta = Shortdescription = Catefjory
Project Administration .
T (empty) (empty) Pending Martha Martha
3-Limited INC0010278 {empty) mpty mpty] ERBReview Romero Romero
Service Desk
Service Request 3-Umited  INC0010281 CHGO034057 {empty) (empty) E:gd,;:‘g”@w Ijsﬁ'zgh Isalah Jos assignme nt or submission.
System Mobile
T (empty) (empty) Awaiting Aaron
- * 3-Limited INC001030L (empty) ompty empiy Change Kretzer Aaron Kref
Create New * POSS and Lockbox
0 (empty) (empty) . Transactions posted
Assigned to me * 3- Limited INC0012070 (empty) i = Assigned (empty) (empty) TRl T
the federal customer
Open
* Budgetary Ledger
Open - Unassigned . (empty) (empty) Melissa Melissa Mispostingsin Julyand  Corporate
* 2-Large INCOO12267 LHG0034059 (empty empty Assigned Sedwick Sedwick August created by Systems
Resolved * Billing Documents
Closed * Grantor Functional
3-limited  INC0012499 (empty) (empty) ety AWINE oty (empty) Issue: Requestto
All e Pty (empty (emyxy Change Py Pty Remove Edit Pencil from
Partner Actions
Imeidant Tacks
Awaltin Goods Receipt indicator
Task assigned t i (empty) (empty) s checked on the Delivery
ask assigned to me 3- Limited INC0012914 (empty) Emp s User (empty) (empty)
t caused GL
ERB Tasks 1 H . ces
Applications/ Modules allow you to:
dure needed for
3- Limited INCo012f ® Create new or Search a record by type ent netting within
me business area
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* Access My Profile

» Set Application Preferences
+ Set Reminders

* Perform other actions

ETS2

4-Low

2-High

4-Low

4-Low

4-Low

CMSD-FSSE
Functional

CMSD-FSSE
Functional

CMSD-FSSE

CMSD-FSSE
Functional

Directives




Navigate the ServiceNow® Menu

The ServiceNow® menu allows you to navigate through various ServiceNow®
Applications and select activities, based on roles, to perform within the application.

1. Click on the Applications tab. The Applications menu expands.

2. Select a ServiceNow® console to view, such as Incident Management or an activity to
perform ( “Create New” Incident, Search “All” Incidents, etc.).

Note: Selecting any link
on any console in
ServiceNow® opens the
selected link in the
current browser window.
If you want any link to
open:

* In a new window, hold
down the ‘Shift’ key
and then click the link.

* In a new tab, hold
down the ‘CtrI’ + ‘Shift’

keys and then click the
link.

Copyright © 2017 Accenture All rights reserved.

ITIL Homepage

Number Created  Work notes

2018-05-

(D iNcoossssz 220640

— 2017-07-
i) PRBOCA03I6 o scs

State

ITIL Homepage

00030088264 AlishiaWoods CSD SNOW Admin

Open items by Escalation

Openedby A4 Assignment group

jove pver ST HEIROESK | 11y gy Counts



Sections and Tabs

ServiceNow® has two User layouts options when viewing forms. Default is the
Sections view or User has the option to view forms in Tabbed View.

Forms

o
{é": General Tabbed forms .3 @

Related list loading @ With the Form

System Settings

Theme
After Form Loads

Lists On-demand

Notifications

Click the Sprocket ICON next to ? at the top right of the page to open
the Settings.

From the Forms Settings.

Select the Tabbed Forms to display tabs.

Click the X to return to Form.

hwn
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Sections and Tabs

ServiceNow® has two layouts when viewing forms: sections and tabs. Use the
Sprocket icon at the top right of the form to toggle between the two views.

Fianaial Managsmant Garvica Cent

T s Pritiasa of Pimmmainld 1
f Pl agenessiCin 7NN [

Section View

Notes
Related Links Watchlist | @ || £t
Show SLA Timelne H Worknoteslist | & || &
Show Worklow Ta b b e d VI ew
EpairSLAs

Related Records

Task SLA (2 Defecs| Service Requests Incident Tasks Erb Tasks 2 Enhancements
Incident Q,
= TakSlk Seah S v Sarh W4 1 hi2 »nf
Problem a,

? Task=INCOU 10278
Closure Information

& 0 zw ST =SE = Hasbead = Sarttime = Stoptime = Actual lapsed time = Actual lapsed prcentage
N dolowResoli | " 904 (ernpty) - . Knowledge
() 4-lowResoludon (B0hours|  SLA Breached  tre - pW 84Days 18 Hours 11 Minutes 423]9“.3_
@ A-LowResolion (0hours|  SLA Breahed e EUE'M'MSH :2_”:1__5"”7'2115:15 492 Days 3 Hours 2 Minutes 2:454‘89_
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Customizing List Views

Tables within ServiceNow® can be viewed through list views. The list views can
be customized to display the desired fields.

R = Incidents m Search  Number ¥ [[fearch iy 1 to150f28,709 » B»
Z Al
—] [
@ O\ = Number 4 = Caller = State
Service Request ©) INC0010035 Ingrid Blache Closed
INC0010076 (empty) Closed
System Mobile @
©) INC0010078 (empty) Closed
Incident
neiden * ()  INCo010080 (empty) Closed
Create New * ©) INC0010084 (empty) Closed
Assigned to me w @ INC0010085 (empty) Closed
Open * ()  INC0010087 (empty) Closed
Open - Unassigned * ©) INC0010088 (empty) Closed
INC0010089 (empty) Closed
Resolved w @ Py
©) INC0010090 (empty) Closed
Closed w
o ©) INC0010091 (empty) Closed
All
* ©) INC0010092 (empty) Closed
Incident Tasks
©) INC0010094 (empty) Closed
@ ©) INC0010096 (empty) Closed

Before Customization
1. Expand the Incident menu and click All.

2. Click the gear icon at the top left of the list view.
Note: Sys Admin will setup default views.

Copyright © 2017 Accenture All rights reserved. 13



Customizing List Views

The list views can be customized to display the desired fields. Use the Field
selector to customize the view.

Personalize List Columns

Available @

Active

Activity due

Additional assignee list
Additional comments
Approval

Approval history
Approval set

Assigned to

Assignment group >

Attachment

Business duration <

Business resolve time
Business service
Cl Does Not Exist

Selected

Number(number)
Caller
State

1.

2.

Select a value from the Available
list and Add to the Selected list.
To Restore to default View Select
Reset.

Category .

Causged by Change 3. Click OK.

Change Request Note: Sys Admin will setup default
Child Incidents .

Close code h VIEWS.

| Wrap column text Compact rows

" Enablelistedit + Double click to edit

Reset to column defaults @

Active row highlighting  «~ Modern cell coloring

3
Cancel

Copyright © 2017 Accenture All rights reserved.
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Customizing List Views

The list views can be customized to display the desired fields. Table below
shows added columns. Views can be exported to Excel, CSV, XML or PDF
formats

Filter navigator = Incidents m Search  Number v | Search W 1 to150f28,709 » »p»
? All
=)
E:é% O\ = Number a = Caller = User Company = Contact = State = Subcategory = Category = Closed = Closed by
Servi Ingrid .
= ()  INcool0035 —nli'—he OCFO - Office of the Chief Financial Officer  Ingrid Blache ~ Closed Bl HDM 08091053 jsziah Joseph
System Mobile TR Cleanora
) (i)  INCoo10076 (empty) ESA - Farm Service Agency (empty) Closed 12:22 e—
Incident * 2y ago el
2014-09-15
Rl ED * (@  INC0010078 (empty) ACFO ARB (empty) Closed 11:31 Mehroz Khan
5y ago
Assigned to me *
AR ( ty) NIFA - National Institute of Foods & ( ty) Closed 2017-07-07 P 3
em, em, ose X ngelique er
Geen * @ - Py Agriculture Py 2153308 Angelque Uyer
Y ag
Open - Unassigned
* OPPM PSD - Office of Procurement & 2014-11-16 . .
@ INC0010084 (empty) (empty) Closed 00:00 Kevin Brilhart
Resolved * Property Management 5y ago
Closed * 2014-07-04
@ INC0010085 (empty) ESIS - Food Safety & Inspection Service (empty) Closed 00:00 Glenn Pitman
All * 5y ago
2017-10-02
Incident Tasks Eleanora
(i)  INC0010087 (empty) ACFO _ARB (empty) Closed }153} Feetwood
Task assigned to me -
DEREE ( ty) OPPM PSD - Office of Procurement & ( ty) Closed 2014-06-09 T
em em ose : acy St. Clair
ERB Tasks (D Inc0010088 Pty Property Management HE %5‘)0.:5 s
Y ag
® 2014-06-17  ghelda

)

IMFANTARSA i " re ¢ T ‘ " 1 o

After Customization
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Searching through lists

The list can be filtered based on advanced conditions selected in the condition
builder. These conditions can be saved for future use by the logged in user.

= Incidents m Search  Number ¥ | Search -‘ﬁ- 1 tolofl

? All > Priority =2 - High > Category = Accounts Receivable

Run | Save.. | AND OR AddSort %

All of these conditions must be met @
Priority vois Y 2-High v AND OR X
4 Category v s ¥ Accounts Receivable v AND OR ¥
@; O\ =Number 4 =Caller = User Company =Contact  =State = Subcategory = Category = Closed = Closed by
@ INC0090079 Cheryl Kersey  ARS - Agricultural Research Service  Cheryl Kersey ~ Assigned  Interfaces Accounts Receivable Efrmﬁty} (empty)

Click the Filter ICON next to All at the top left of the list to open the
Condition Builder.

Create the condition Priority | is | 2 — High.

Click the and/+ button.

Create the condition Category | is | Select an available value.
Click Run.

Matches to the condition will appear in the list below.
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List View Context Menu

Actions can be taken on list columns by right-clicking on the column header. The
table below describes how the choices function.

Sort (ato z) —
Sort (ztoa) +——
Show Visual Task Boar{i Sort (ato z) Sorts records based on selected column in

. ascending order.

Group By Number l_. Sort (z to a) Sorts records based on selected column in
descending order.

BarChart e 9 Group By Groups records into expandable sections based on
PieChart Number selected column.
Confi >—o Bar Chart Creates a bar chart grouped by selected column.
onfigure _ _

=@ Pie Chart Creates a pie chart grouped by selected column.

Import
? e Export Allows user to export list to various file types.

Export < >

Copyright © 2017 Accenture All rights reserved. 17



Navigate ServiceNow® Form Details

{ = INC0010278

Manage Attachments (1): ] GLPOSTING 10278 [rename] [view]

Number

% Caller

% Contact

% Location

% User Company
% Category

> Subcategory

% Configuration item
Cl Does Not Exist

% Short description

% Description

Notes | Related Records  Closure Information

Watch list

Work notes

Additional comments (Customer visible)

Activities: 10

Copyright © 2017 Accenture All rights reserved.

INCO010278

Martha Romero
Martha Romero
Albuguerque

FS - Forest Service
Corporate Systems
ETS2

G/L Account

RT 743824 (2/14/2014) GL Model Crosswalk

& A o Rlow ~ Update A

Imﬁt

Q w|@ Urgeley
Q@ Prlﬂlt)r
(ORIEO) Contact tfpe
Q@ sfe
v Assignment grgup
v ———— ()
0 & @O Opened by

Updated By

Q@

3-Limited v
3-Medium v
4-Low
Self-service v
Pending ERB Review v
Accenture O&M 0
Q

Tonya Morgan 0
Ashlie Horton

123 Please publish an updated GL Modi
year since the current version was publ

NE

Work notes

Additional comments (Customer visif§

Menu items allow you to:

Attach a File to a record

Show Activity Stream

Page Settings

Toggle tabs on/off the record
Follow the record

Update an individual record

Save an individual record

Scroll to the previous or next record

Several GL models have been changed over the

ol

Post

AH Ashlie Horton

Inrident state  Panding FRR Review was Winrk in Pragrass

=z
Field changes « 2019-09-26 13:26:49 26d ago g

18




Form View Context Menu

Actions can be taken on individual records by right-clicking on the form header.
The table below describes how the choices function.

Save < ' Step Description
Add to Visual Task Boar |

Copy Incident Save Save changes and redirect to form.

Create Defect

Metrics Timeline Shows history of record specific metrics.

Create Enhancement |
Create Problem | Templates A submenu of templates to automatically populate forms.
Create Request ——HExport Allows user to export record to various file types.
Create Change i _ )
Create Child Inciden - Add to Visual Allows user to add a task record to a board from a list
Refresh Impacted Sefvices Task Board
Metrics Timelines : Copy URL Displays record specific URL.
Configure 2 History Displays history of updates to record.
Exporis >

: i Reload Form Refreshes form.
View > 1
Create Favorite

H .

Copy URL | & ooo  Submit
Copy sys_id
Show XML * | 99 Toggle Template Bar
History < >
Reload form (?) Toggle annotations on / off

Copyright © 2017 Accenture All rights reserved. 19



Access My Profile

My Profile shows the following:

Access and permissions
Functions and roles
Support group details
Notification settings

General information on access to
ServiceNow®

To access My Profile:

Select the Self-Service console on the
ServiceNow® menu.

Click on My Profile. Your own personal
profile displays, Switch to default view for full
view.

Copyright © 2017 Accenture All rights reserved.

Filter navigator

=

Incidents

Create New Incident
Watched Incidents

My Requests
Requested ltems
Watched Requested ltems
My Connected Apps
My Profile

My Calendar

My Tagged Documents
My Tags

My Knowledge Articles

Take Survey

My Anvnroarsl le

20



ServiceNow® Incident Management Navigation

Incident

=

Favorites
? Incident > Open
Incident
Create New
Assigned to me
Open - Unassigned
Resolved
Closed
All
ERB Tasks
Overview
Critical Incidents Map

Incident - Incident Tasks

)

Step

Description

Create New

Open

Open- Unassigned

All

Assigned to me

Closed

Resolved

Overview

Critical Incident Maps

Copyright © 2017 Accenture All rights reserved.

Access a blank form to create a new Incident
record.

Shows all Incidents that are currently active.

Shows all Incident records that are currently
active and unassigned.

Shows all Incident records in the instance (active
and inactive).

Shows all Incident records assigned to current
user.

Shows all Incidents that are currently in a
“Closed” state.

Shows all Incidents that are currently in a
“Resolved” state.

Shows the Incident Management dashboard
comprised of incident reporting widgets.

Shows all critical Incidents in map format




Incident Management (“Create New” Form View)

1J
i = Incident e00  Submit
incident (= New record y
= Number  INC0090143 Impact | 3-Limited v
% Caller || Q, Urgency | 3-Medium v
Favorites
5k Contact Q, Priority | —None—
Incident >Open %k Location Q, Contacttype | Phone v
Incident % User Company Q, State | New v
sk Category = —None- v Assignment group Q,
Create New
%k Subcategory | --None- Y Assigned to Q,
Assigned to me
%k Configuration item Q, Opened by | Isaiah Joseph o ®
Open - Unassigned
P g CI Does Not Exist Updated By
Resolved %k Short description QB
Closed %k Description
All
ERB Tasks
Notes v
Overview
Watchlist | % Reassignment count 0
Critical Incidents Map
Additional comments
Self-Service (Customer visible)

@ Work nates
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Service Request Menu Navigation

service request

=

Favorites
Service Request > Open

Service Request

Create New

Assigned to me

Open

Open - Unassigned

Resolved

Closed

All

System Import Sets

P Import Set Tables

O,

Copyright © 2017 Accenture All rights reserved.

Step

Description

Create New
Open

Open-
Unassigned

All

Assigned to me

Closed

Resolved

Access a blank form to create a new
Service Request record.

Shows all Service Request that are
currently active.

Shows all Service Request records that
are currently active and unassigned.

Shows all Service Request records in the
instance (active and inactive).

Shows all Service Request records
assigned to current user.

Shows all Service Request that are
currently in a “Closed” state.

Shows all Service Request that are
currently in a “Resolved” state.




Service Request Management (“Create New” Form

View)

anagement Service Cent
il

Service Request

= *

Favorites
Service Request > Open

Service Request

Create New

Assigned to me

Open

Open - Unassigned

Resolved

Closed

All
System Import Sets
¥V Import Set Tables

Imp Tmpl U Service Request L

)

(| = Service Request
== New record

Number ' SRQO047974

% Requester

%k Requested for

% Location

% User Company

% Category

%k Service Request
Cl Does Not Exist

%k Configuration item
%k Shortdescription

% Description

Contact type

--None -

Phone

Reopencount | 0

Resolved

Resolved By

Notes

Watchlist | & &%

Copyright © 2017 Accenture All rights reserved.

w

% Priority

State

Assignment group
Assigned to
Opened by

Updated By

--None -

New

Isaiah Joseph

@ oo Submit
v
v
O\
O\
O\ @
v
O\
Vv

24



Enhancement Menu Navigation

Step Description

(" Enhancement

Create New Access a blank form to create a new
Enhancement record.

=

Agile Development

h
¥ Enhancements Open Shows all Enhancements that are

Create New Enhancements currently active.

Open Enhancements

Assigned to me All Shows all Enhancement records in the
Closed instance (active and inactive).

All

Assigned to me  Shows all Enhancement records
assigned to current user.

Closed Shows all Enhancement records that are
inactive and state is “Closed Complete”
or “Cancelled”.

Copyright © 2017 Accenture All rights reserved.



SDLC Enhancement (“Create New” Form View)

1J
Enhancement
[ 7 enhancements il ( = Newrecord & oo0  Save
- - ENHC0010050
5
New Requirements Awaiting Approval Awaiting Release Development Testing/QA Deployment Closed
Agile Development
V¥ Enhancements Number = ENHC0010050 Type = -—None- v
Q0 iority | --None - v
Create New User A Priority one
%k User Company 0, State | New v
Open Enhancements
Category = --None- v Assignment group Q
Assigned to me
Subcategory | --None- v Assigned to o}
e Configuration item Q, Level of Effort | 0
Al Parent 0, ERB Task Q,
Approval | Not Yet Requested v CHARM Number
Organizational Impact | --None - v
Development Required
Release Description 1 B

Description

Current and Potential
Workaround

Copyright © 2017 Accenture All rights reserved. 26



Defect Menu Navigation

Step Description

Create New Access a blank form to create a new Defect

record.
Agile Development

W Defects
Open Defects Shows all Defects that are currently active.

Create New

Open Defects
All Shows all Defect records in the instance

(active and inactive).

Assigned to me
Closed

All
Assigned to me Shows all Defect records assigned to
current user.

Shows all Defect records that are inactive
and state is “Closed Complete” or
“Cancelled”.
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SDLC Defect (“Create New” Form View)

Defect
{ = Newrecord
-DFCT0010091

New Awaiting Approval

Agile Development

VY Defects
Number =~ DFCT0010091

Create New Openedby  Isaiah Joseph
Open Defects User
Assigned to me % User Company

Categor --None -
Closed g0y

Subcategory = --None--
All
Configuration item
Parent
Approval | Not Yet Requested
Organizational Impact - None -
Development Required

Short description

Description

Current and Potential
Workaround

Copyright © 2017 Accenture All rights reserved.

Awaiting Release

Development

Type

Priority

State

Assignment group
Assigned to

Level of Effort

ERB Task

CHARM Number

Testing/QA

--None -
--None -

New

Deployment

f 000 Save

Closed
v
v
v
O\
Q,
Q,

QB
28



Enhancement and Defect Form Overview

1
New Requirements «/ Awaiting Approval + Awaiting Release Development + Testing/QA Deployment Closed

Mumber ENHC0010060 3 Type — MNone — v
User (o} Priority -- None -- A
> User Company O State Closed Complete v
Category -- None — v Assignment group Q.
Subcategory -- None — v Assigned to Q,

Configuration item O Level of Effort
2 Parent O 4 ERB Task O

Approval Mot Yet Requested v 5 CHARM Number

v

Organizational Impact -- None —

1.) Chevrons: This will provide a visual depiction of the state of the defect or enhancement which is driven to
correspond with the State field. The checked chevrons depict what is completed and the underlined chevron
depicts the current stage (state) of the defect or enhancement

2.) Parent: This should be the Incident or Service Request that initiated the change. If the change is not driven
by a prior Incident or Service Request, you can leave this field blank.
3.) Type: This field will be used to validate the urgency of the change. The type will either be:

- Emergency — Everything else stops and this becomes top priority. Should be completed as soon as
possible most likely outside of a release or by the next upcoming release.

- Routine — No immediate urgency. Will be assigned to the next available release after level of effort has
been determined and governance approval has been granted.

4.) ERB Task: This field should contain the ERB Task number that supports the agreement to create the
enhancement or defect.

5.) CHARM Number: This field will be used to capture the ChaRM number for synchronicity purposes.
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Reporting

ServiceNow® reports can be lists, charts, or calendar-based views of data in a table.
ServiceNow® also offers a range of predefined reports that pertain to applications and
features like incident management and service management. If none of these meet your
needs, you can create your own reports at any time. Use reports on homepages to
display key information to different users. You can also publish reports to a URL that can
be sent out through email.
In ServiceNow® , you have control over the following aspects of reports:

Report visibility

Report types

Report generation

Report output types

You can generate ServiceNow® reports manually or according to a schedule.
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ServiceNow® Reports Console

Reports can be accessed under Reports console on the left application menu.

(Select View/Run)

ial Manngement Service Cant

=

Favorites

Reports > View / Run

i)
L

Resource

W Resource Reports
Resource Reports
Reports - New

Reports

Getting Started

View /Run

Create New
Scheduled Reports
Import Tables

Header Footer Templates

@
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% % % I % % % % % %

A N Y N N Y N N N

® E Reports Group Global | All

4 Title

Accenture Resources and Assignment Groups

ACPRB Non-Vendor closed tickets

Active Current ESS Users

Active Users and Groups Associations

Agency ITIL and ITIL active users

Agency ITIL and ITIL haven't logged in last 3 months

Agency [TIL Martha

Agency ITIL/ ITIL

Angelique CHG

Assigned to Duration

Assignment Groups and Managers

Table

Group Member [sys_user_grmember]

Service Request [u_sc_request]

User [sys_user]

Group Member [sys_user_grmember]

User [sys_user]

User [sys_user]

User [sys_user]

User [sys_user]

Change Metric [change_request_metric]

Incident Metric [incident_metric]

Group [sys_user_group]

Search

Last modified

2017-09-07 11:47:28

2016-07-30 09:12:49

2016-12-16 10:14:23

2016-07-30 09:12:53

2016-07-30 09:12:50

2016-12-12 13:46:47

2019-03-07 12:34:01

2017-01-26 11:06:58

2017-12-18 12:40:38

2016-07-30 09:13:05

2016-07-30 09:12:59

e @

Published



Viewing / Running Reports

Reports in the list are organized by the table being reported on and by visibility.

« All: All reports that you have access to (Global, Group, and My reports).

« Global reports: are visible to users who have the ITIL role.

My reports: are visible to the report creator.

« Group reports: are visible to the report creator, users the report is shared with, and
members of the groups authorized to see the report.

=  Reports  Myreports Group Global Search Q b

{}' Type + Title Table Last modified Scheduled Published
J % &tle- gﬁ;ira ge Work Effort for Resolving Incidents by I[:::.Tj ;en:tiitrr n:f‘::)kri(i . 20111130 16:35:43
Y4 1’} Open SRQs List - Bl Reports Service Request [u_sc_request] 2017-05-22 12:12:04
Y 1’} Open SRQs List - CAM Reports NEW Service Request [u_sc_request] 2017-05-03 09:19:15 Q
Y4 1’} 30/60/90 Day Desired State Task Aging Follow On Task [cert_follow_on_task] 2013-04-18 15:57:43
Y 1’} 30/60/90 Day Task Aging Follow On Task [cert_follow_on_task] 2013-04-18 15:30:43
Y * Accenture Resources and Assignment Groups Group Member [sys_user_grmember] 2017-09-07 11:47:28
Y4 1’} Achieved SLAs by Type Task SLA [task_sla] 2012-11-29 07:42:30
y 1’} Acitve Projects Project [pm_project] 2017-03-29 13:38:27
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Report Types

Reports

Description

List

Line chart
Pie chart
Bar chart
Box chart

Trendbox chart

Histogram

Pareto chart

Control chart

Calendar
Pivot table
Availability chart

Displays data in the form of an expandable list.

Shows how one or more values change over time.
Shows how individual pieces of data relate to the whole.
Compares two or more values that were taken over time.
Shows the distribution of values in a data set.

Shows difference between groups over time.

Provides visual interpretation of numerical data by indicating the number of data points
that lie within a range of values.

Combines bar and line charts to identify the most important factors in a large set of
factors.

Displays data as a series of connected points to determine whether or not a business
process is in a state of statistical control.

Displays data-driven events in a calendar format.

Aggregates data from a table to display the source of summarized data.

Shows average percentage values that are taken over time.
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http://wiki.servicenow.com/index.php?title=Creating_List_Reports
http://wiki.servicenow.com/index.php?title=Creating_Line_Charts
http://wiki.servicenow.com/index.php?title=Creating_Pie_Charts
http://wiki.servicenow.com/index.php?title=Creating_Bar_Charts
http://wiki.servicenow.com/index.php?title=Creating_Box_Charts
http://wiki.servicenow.com/index.php?title=Creating_Trendbox_Charts
http://wiki.servicenow.com/index.php?title=Creating_Histograms
http://wiki.servicenow.com/index.php?title=Creating_Pareto_Charts
http://wiki.servicenow.com/index.php?title=Creating_Control_Charts
http://wiki.servicenow.com/index.php?title=Creating_Calendars
http://wiki.servicenow.com/index.php?title=Creating_Pivot_Tables
http://wiki.servicenow.com/index.php?title=Creating_Availability_Charts

Report Output Types

You can download reports in the following output formats.

Report Output Description

Displays as a Portable Document Format
(PDF) file in either portrait or landscape
orientation. PDF reports include the chart
grid data.

Displays as a Microsoft Excel spreadsheet.

Displays as a Portable Network Graphic
(PNG) file.

Displays as a comma-separated value
(CSV) plain-text file.
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How to access my User Guide in ServiceNow®?

1J
.

e

User Guide

User Guide - All Help

Connect Chat
Qverview
Conversation Essentials

Collaborating on the Platform

Forms
Qverview
Edit a Form

Collaborating on a Form

More Guides
Live Feed

Tagging Records

Visual Task Boards
Qverview
Working with Cards and Lanes

Board Configuration
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Connect Support
Overview
Support Essentials

Manager Dashboard

Lists
Overview
Sorting, Filtering, and Searching
Working with Lists

Reporting
Running Reports
Creating, Modifying, and Saving Reports
Scheduling Reports

Workspace
Overview
Customizing Homepages

Managing Favorites

@ User Guide

Sear¢  .oduct Documentation

1.Select “Toggle Help Sidebar”

2. Select “User Guide”
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