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Introduction to ServiceNow 

What is ServiceNow? 
Service Now is a suite of cloud-based services for enterprise IT 
management. It is built and designed around ITIL principles.  
 

What is SaaS? 
Software as a Service, sometimes referred to as “on-demand 
software”, is a software delivery model where software and any data 
associated with it are hosted off-site, typically over the internet. 
ServiceNow hosts all software and data centrally at the ServiceNow 
server farms and are accessed via the internet on a web browser. VPN 
is not needed to access Service Now. 
 

What is PaaS? 
Platform as a Service is the delivery of a computing platform and 
solution Stack as a service. This means that users need only to buy 
the service, but do not have to worry about maintaining the underlying 
hardware and software. 
 

What browsers are supported 
ServiceNow supports all current web browsers, including Internet 
Explorer, Mozilla Firefox, Google Chrome, Safari, and Opera. The only 
web browser that has had any reported issues is IE6, which is a far-
outdated version of Internet Explorer.  
 

Logging in to ServiceNow 
Assuming users are logged into Yale’s network, they will be 
automatically logged in to ServiceNow. To access Yale’s ServiceNow 
website, simply go to: yaleproduction.service-now.com in the web 
browser if your choice. The user will be automatically logged in by the 
Yale’s Active Directory system 
 

Homepage 
When Logged in, users will be presented with the ITIL Homepage.  
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Main Roles 
 

Service Desk Analyst 
The service desk analyst has these 5 main functions: 

- Log incidents 
- Provide initial diagnosis 
- Resolve incidents at first point of contact if possible 
- Escalate incidents 
- Own non-major incidents 

In the incident process, they are responsible for the following process 
steps: 
1.0 Incident Logging 
2.0 Incident Categorization 
3.0 Incident Prioritization 
4.0 Initial Diagnosis 
5.0 Functional Escalation 
7.0 Resolution and Recovery 
8.0 Incident Closure 
 
They are consulted in the following process steps:  
Process Maturity and Evolution 
 

Service Desk Queue Manager 
The service desk queue manager has these main functions: 

- Assigns incidents to individual Tier 2+ Analysts in the functional group 
- Monitors and manages support resolution performance 
- May directly manage (reporting manager) the day to day activities of Tier 2+ 

analysts outside of process activities 
In the incident process, they are responsible for the following process 
steps: 
9.0 Major Incident Process 
Process Maturity and Evolution 

Process / Procedural Step
Caller / 

Customer

Service Desk 

Analyst

Service Desk 

Site Lead

Incident 

Manager

Situation 

Manager

Functional 

Group – Queue 

Manager

Functional 

Group – Tier 2+ 

Analyst

Incident 

Process Owner

Incident 

Coordinator

1.0 Incident Logging C R A R

2.0 Incident Categorization C R A R

3.0 Incident Prioritization C R A, C, I C

4.0 Initial Diagnosis R A, C, I R

5.0 Functional Escalation R A, C

6.0 Investigation & Diagnosis A R

7.0 Resolution & Recovery I R A R

8.0 Incident Closure C R R A R

9.0 Major Incident Process A R R R

Process Maturity and Evolution C, I C R R C R C A
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They are accountable for the following process steps: 
6.0 Investigation and Diagnosis 
 
 

ServiceNow Roles 
Within ServiceNow, there are two main roles, ITIL and Reporting. 
The ITIL Role gives users access to the processes within ServiceNow. 
It will allow them to create tickets and send them through the entire 
process. 
The reporting role will allow users to create reports. This will be 
essential in the final step of the process, Process Maturity and 
Evolution.  
 
Describe the two main roles: 
Include what tasks do they perform in the process 
How do the RACI roles collapse into the two roles in SN? 
Service Desk Analyst 
Service Desk Queue Manager 
 
 

Policies 
 
Policies help define and ensure the Incident Management process 
achieves its objective and adheres to the defined process.  

Policy Statement 

Incident reporting must go through the Service Desk, providing Users with a 
single point of contact 

All incidents must be logged, prioritized and solutions recorded in the Incident 
Management System 

One standard Incident Management Process is defined and used to support all 
IT Service users  

The Service Desk manages, tracks, escalates, closes and communicates status 
of all incident records and is responsible for all incident assignments 

The Incident Management Process is the conduit of communication of any 
degradation of service, to the affected users and IT personnel 

Closure of incidents is dependent on validating with the user that the incident 
has been resolved and service is restored 

The Service Desk will own all incidents that they themselves log or that are 
assigned to them from a Tier 2 provider.  Ownership will transfer to the 
Incident / Situation Manager for major incidents 
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Once a major incident has been validated by the Service Desk, escalation and 
communication protocols for high‐priority incidents are initiated and managed 
by the Service Desk 

 

Process Procedures 
 

1.0 Incident Logging 

 
Step  Activities  
1.1 Verify Issue Exists  Take steps to validate or replicate the interruption.  

Gather any data about the issue (screenshots, 
descriptions). 
Associate to any concurrent incident (e.g. major 
outage).  

1.2 Update Incident 
Activity Log & 
Communicate Status  

If the Caller is inquiring about status of an existing 
incident, provide the caller with status as available in 
the incident record and update the record indicating 
that the caller was inquiring and update with additional 
details if available.  

1.3  Validate Caller / 
Customer Contact details 
and Update if Required  

Complete caller data and ensure contact details are 
accurate and update if necessary.   

1.4  Capture and Document 
Incident Details  

Complete the short and long description, ensuring they 
are clear and can be understood by others.  
Collect incident symptoms. 
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2.0 Incident Categorization 

 
Step  Activities  

2.1  Identify Incident Type  Capture the incident type based on the customer-
reported symptoms.  

2.2  Associate 
Configuration Items(s)  

If a Configuration Management System 
(CMS) is present, associate the 
incident to the Configuration Item(s) 
(CI) diagnosed to have failed and are 
causing the incident.   Note, IT 
Business and Provider Services may be 
captured as CI’s, if implemented. 

If there is no 
CMS present, 
capture the 
device name 
or ID, and 
based on the 
primary failed 
device, 
capture the 
component 
categorization.  

2.3  Complete Incident 
Categorization  

Capture IT Business Service categorization, as defined 
by the customer.  Based on the symptoms and incident 
diagnosis, capture the IT Provider Service 
categorization.  
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3.0 Incident Prioritization 

 
Step  Activities  

3.1  Prioritize Incident  Select the impact and urgency of the Incident according to 
guidelines if it is not present.  This will determine the 
priority.  
If priority-based service level monitoring is enabled, the 
selected priority to define the response and resolution 
time service level targets for the incident. 
If service-based monitoring is enabled, the selected 
priority will only define the response time service level 
targets for the incident.  If the reported service does not 
have any restoration service level targets defined, a 
generic priority-based restoration service level target may 
be used.  

3.2  Escalate Incident to 
Incident Manager / 
Situation Manager  

Determine if this is a major incident.  If so, the service 
desk agent will escalate to the incident manager 
accordingly. 
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4.0 Incident Diagnosis 

 
Step  Activities  

4.1 Perform Initial 
Diagnosis  

Document all trouble-shooting steps within the incident 
record. 

4.2 Search Knowledge 
Base, Known Error, 
Database and Change 
Schedule  

Use initial diagnosis details to search the knowledge base 
for relevant knowledge.  Also check the known error 
database to see if a workaround exists and the change 
schedule to see if this is issue could be related to a 
recently implemented change.  Ensure the incident record 
is coded appropriately.  

4.3  Acquire Additional 
Information  

If additional information is required, contact the customer.  
If the customer cannot be reached, place the incident on 
hold.  

4.4 Incident Resolution 
Possible?  

If a resolution is possible, proceed to step 7.0  Resolution 
and Recovery.  If resolution is not possible, the incident 
may need to be assigned to a functional group for 
resolution.  

4.5 Recurring Incident?  Determine if other incidents of the same nature have been 
experienced.  If others exist and no root cause has been 
determined, this may be a good candidate for problem 
management.  

4.6 Update Incident 
Details linking to Known 
Error, Knowledge Article, 
Change as required  

Confirm that the incident record is updated and coded 
according to the diagnosis steps.  Selection of a 
knowledge record may update (e.g. provider service, 
component category, urgency) incident categorization and 
details.  
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5.0 Functional Escalation 

 
Step  Activities  

5.1 Internal Provider?  If assignment is necessary, determine if the functional 
group that is equipped to resolve the incident is an 
internal support group or an established external partner 
that has a support agreement and process established for 
incident resolution.  

5.2 Dispatch to Vendor and 
Monitor Incident  

If the functional group is an external group, ensure that 
the established incident process is followed.  

5.3 Assign Incident to 
Functional Group  

If the functional group is an internal group, determine the 
proper group for assignment and assign it to the Group.  

5.4  Monitor Incident  Optimally, the Service Desk owns the monitoring of 
incident to resolution and closure.  Guidelines for 
ownership/monitoring include: 

- Providing customers with desk contact info for 
updates 

- Progress notifications originate from a desk 
monitored email account 

- Incidents that have not been accepted within 
response time targets should be initially escalated 
to the assignment group manager, and ultimately 
to the Incident Manager if required 

- Ownership of major incidents should be 
transferred to the incident manager/ situation 
manager 
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6.0 Investigation and Diagnosis 

 
Step  Activities  

6.1  Perform Initial Review 
& Diagnosis  

Perform initial review to determine if the incident has been 
properly assigned.  

6.2 Update Incident and 
Assign to Service Desk for 
Re-diagnosis and Re-
assignment  

If the incident was improperly assigned, the Functional 
Group assigns it back to the Service Desk for further 
diagnosis and assignment.  

6.3  Contact Requestor for 
Additional Information if 
Required  

If assignment is proper, accept the incident (work in 
progress) and determine if further information is required 
contact the customer to obtain then proceed to step 7.0 
Resolution and Recovery.   

6.4 Functional Escalation 
to Tier 3 if required  

If the incident requires further assignment to Tier 3 or an 
external Vendor, the Functional Group is responsible to 
work with the external partners and maintain oversight of 
the incident record.  
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7.0 Resolution and Recovery 

 
Step  Activities  

7.1 Communicate 
Workaround if Appropriate  

Investigate sources of information to see if a workaround 
exists.  Check relevant knowledge, known error database, 
problem records, etc. and provide the work around to the 
customer.  

7.2 Work to Resolve 
Incident Updating Incident 
with Necessary Details  

If no workaround exists, begin resolution activities 
making sure to update the incident record with all details 
related to resolution activities. 
If resolution requires that a change be introduced, a 
Request for Change must be submitted and flow through 
the Change Management Process. 

7.3 Update Incident 
Resolution Details and 
Assign to Service Desk  

Once the incident has been resolved it is good practice to 
review the solution and determine if knowledge could be 
authored for future occurrences, or if there is a systemic 
issue that needs to be addressed through the Problem 
Management Process. 
Upon resolution, the incident is updated with the proper 
resolution information and coding, and is assigned to the 
Service Desk for final closure activities.  

7.4 Service Desk Analyst 
Contact Functional Group 
or Vendor for Additional 
Resolution Details if 
Required  

In preparation for closure activities, review the incident 
details to ensure it is completed properly and has the 
appropriate resolution details.  
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8.0 Incident Closure 
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Step  Activities  

8.1 Validate Resolution 
with Caller / Customer  

Follow proper procedures to validate with the Customer 
that the incident has in fact been resolved.  If it has been 
resolved, the incident will be closed according to 
procedures. 

8.2 Update Incident for 
Re-Diagnosis  

If the Customer indicates that the incident has not yet 
been resolved, it must be sent back for further diagnosis 
before the incident is closed. 
NOTE:  If the incident is in a closed state when the 
customer indicates it was not resolved, a new incident 
should be opened and associated to the original incident.  

8.3 Trigger Customer 
Satisfaction Survey  

Once the customer has confirmed resolution and the 
incident is in process of being officially closed, a customer 
satisfaction survey is to be provided to inform future 
improvement opportunities.  
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9.0 Major Incident Process 

 
Step  Activities  

9.1 Validate Major Incident  If an incident is escalated to a “Major Incident” 
status, the Incident Manager must first ensure that 
it should be treated as  a Major Incident and be 
given the enhanced communication and 
management attention that a Major Incident 
requires.  

9.2 Ensure Assignment of 
Incident to Functional Team  

Ensure that the incident has been assigned to the 
appropriate team for resolution and works with the 
management structure to coordinate a cross-
functional team to address the situation if needed 
and where the underlying issue is unclear.  

9.3 Trigger and execute 
communications as required 
until Incident Resolved  

Ensure that the communication is planned and 
executed according to internal procedures and 
triggers.  At a minimum communication is to be 
shared at the beginning and end of a Major Incident 
and perhaps at specific intervals throughout the 
resolution process.  This communication can be to 
either internal IT stakeholders or Customers or a 
combination of both.  

9.4 Prepare Major Incident 
documentation as defined & 
Perform Post Resolution Review  

Upon resolution of a Major Incident, documentation 
must be prepared that summarizes the issue, 
actions taken and resolution details.  It should also 
trigger root case analysis if required and allow for 
improvements that can be made to avoid the 
situation in the future.  
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Field Definitions 
 
Incident State: The current status of the incident.  
Incident: The unique incident number 
Client: The user experiencing the issue. References the user table 
Reported by: The user who calls in the incident, if not the same as 
the client. References the user table. 
Notify: Used to determine if the user wants email notifications or not 
Contact Type: How the user contacted the service desk 

 
Location: The location of the incident 
IT Business Service: The high-level business service affected by the 
incident (if applicable)(What the client identifies the issue as) 
Incident Type: What kind of incident the user is facing 
IT Provider Service: The high-level service IT provides that is 
affected (if applicable) (The actual technical IT service that is causing 
the Incident) 
 
Categorization: Yale utilizes a 3-tier categorization scheme. This is 
one for several reasons: 

1. Recognizes the need to capture service vs. technology details 
2. Future-proofed for introduction of service asset and configuration management 
3. Enhances value of reporting by defining IT service view in terms the business 

should understand 
 
IT Component Category 1: The first of the categorization scheme, 
the high-level view.  
IT Component Category 2: The second level of the categorization 
scheme, the values are dependent on Category 1 

Contact Type Description

Email Incident created from email.

Phone
Incident called into a help/service 

desk.

In‐Person
Tier 1 depot for in‐person support, 

similar to Apple genius bar approach.

Chat
Incident created from or during a chat 

session.

Tier 2 Tier 2 created incident.

Self‐Service
Incident created through a self‐service 

console.
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IT Component Category 3: The final level of the categorization 
scheme, the values are dependent on Category 2. There will not 
always be an applicable value for Category 3 
Opened: A time stamp of when an incident is opened; cannot be 
changed 
Opened by: The user who opens the incident 
Impact of the incident is the measure of how business critical it is. 
Usually directly proportional to a number of users influenced by the 
incident. 
Scale – Low (One person), Medium (Several people, a small 
department), High (Large department, segments of the University) 
Examples: 
Urgency is a necessary speed of resolving an incident. 
Scale – Low (5 days), Medium (1 Day), High (2 Hours) 
Examples 
Priority: The value given to an Incident, Problem or Change to indicate its 
relative importance in order to ensure the appropriate allocation of 
resources and to determine the timeframe within which action is 
required. 
An example of a P1 incident would be a major financial accounting 
application being down. 
 

 
 
 
 
Assignment group: The group that owns the incident, and is 
responsible for the work 
Assigned to: the individual person that owns the incident 
Watch List: A list where users can add additional names and will 
receive all notifications the client would receive. Clicking the lock will 
open the field to allow Users to add additional people to the watch list. 
Clicking the lock again will close the field, locking into place what users 
are placed on the list. Users on this list will receive the same 
notifications as the Client. This can be used to give notifications to key 

High 3 2 1

Medium 4 3 2

Low 5 4 3

Low Medium High
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the Assigned to me list. List of Yale Assignment groups: 
 
Academic Computing Resources 
Academic Projects 
Academic Research Services 
AD 
Alumni-Development Systems 
AV Systems Integration & Learning Space Design 
AYA Systems 
Backup and Storage Administration 
Billing Systems 
Build Tools 
Business Intelligence 
Business Office 
Change Advisory Board 
Classroom Technology & Event Services 
Client Accounts 
CMDB_ADM 
CMI2 Academic 
Collaboration Services 
Computer Science Support 
Computer Support Center 
Data Center Operations 
Data Network Operations 
Database Administration 
Document Management 
DSP Team 1 
DSP Team 2 
DSP Team 3 
Effort Reporting 
Exchange Infrastructure 
Facilities Systems 
Facilities Systems - FAMIS 
Film Study Center 
Finance Systems 
Financial Planning and Systems 
Fruition Partners 
FSP-Astronomy Support 
FSP-Faculty Support 
FSP-MacMillan Support 
FSP-Math Support 
FSP-Music Support 
FSP-Physics Support 
Health & Life Science Systems 
High Performance Computing Support 
HR and Payroll Systems 
HR-Training Management System 
Identity Management 
Information Security 
Instructional Technology Group 
Integration Systems 
Medical Library Systems 
Metrics_ADM 
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On Resolution  Customer 

Advise customer of resolution, 15 day 
wait time and link/email to reopen 
incident is inaccurately 
resolved.  Includes survey link. 

On Reopen 
Service Desk Manager 
/ Site Leads 

Advise the Service Desk Manager / Site 
Leads that an incident has been 
reopened and requires re‐diagnosis. 

On Reopen  Customer 
Advise the customer that the incident 
has been reassigned for further 
investigation to resolve. 

On Assignment – 
Queue Manager 

Tier 2 Queue 
Manager(s) 

Advise queue manager of an incident 
assigned to their group.   

On Assignment – 
Assignee 

Assignee 
An assignee will be notified by email 
whenever an incident is assigned to 
them directly. 

SLA Resolution Breech 
Notification 

Queue Manager / 
Assignee / Incident 
Manager / Site Lead 

Notification when SLA resolution target 
has been missed. 

SLA Resolution 
Threshold Notification 

Queue Manager / 
Assignee 

Notification when SLA resolution target 
is past threshold criteria (defined by 
priority or by service). 

SLA Response Breech 
Notification 

Queue Manager / 
Assignee / Incident 
Manager / Site Lead 

Notification when SLA customer 
response‐time target has been missed. 

SLA Response 
Threshold Notification 

Queue Manager / 
Assignee 

Notification when SLA customer 
response‐time target is past threshold 
criteria (defined by priority or by 
service). 

Non‐Assignee Incident 
Update or update by 
resource that is not in 
assignment group 

Assignee / Queue 
Manager * 

Scenario 1: Incident is updated by 
someone other than the current 
assignee, and the assignee should be 
made aware of the update. 
 
Scenario 2: Incident is not yet assigned 
to an assignee but is assigned to a non‐
Tier 1 assignment group – the queue 
manager(s) of the assignment group 
should be made aware of the update 

 
 
User emails 
 
In addition, Clients have the ability to email ServiceNow specific emails 
for email-based support. Whenever a user sends an email to these 
addresses, a new incident will be created on their behalf. The 
description will be populated with the subject and body of the email, 
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Creating New Requests 
 

New Call Screen 
Users can create new requests, just like incidents, from the new call 
screen. To do this: 

1. Open a new call 
2. Under Call type, Select “Request” 
3. A new field will appear, “Request Item”. This is a reference field 
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