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”\’ Agenda

AN~

Alncident management
ARequest fulfilment
ATickets

ATemplates

% (€111



The Big Day

AN~

ServiceNow will replace Heat on July 1 4 é
ABastille day!

So you will start wusi
AOrileRedenbacher ds birt
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i{ ¥ Logging on

Training
https://mcgillga.service-now.com/
AMcGill Username & Password

Production

https://mcgill.service-now.com/
AMcGill Username & Password
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Accepting differences

o
N

Incidents are different from requests, and how-tos
ADifferent information is needed, so the forms need to be different.

The goal of Incident Management is

ARestore service as quickly as possible when there is an unplanned
interruption of service.

AMinimize the impact

The goal of Request Fulfilment is

ATo provide a channel for users to request
and receive standard services for which
a pre-defined approval process is in place.
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Why are these processes important ?

AN~

Incident Management and Request Fulfilment are I.T.

AFor many people, reporting an incident/ making a request is the only
time they interact with McGill IT Services.

@ McGill



,’\’ Workflow for calls to the Service Desk

AN~
Incident INC
TKT Ticket

: Create request record
ALog details

ANot an incident or a request?
Resolve it as a ticket!

Request

RITM

Request item

Catalog task
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Incident Management
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%f ¥ How did we do that last time? Finding old incidents.

Breadcrumbs show filter
Drag to favourites to sav

&ll= Affected Service = Email

Run || Save... AND || OR || Add Sort || 4=z

Affected Service v is ¥ | Email o} AND | OR | X
: Search field :
Select fields fun| [T « Add filter
wildcard =
@ CL = Number ¥ = Affected User = Title = Category = Priority = State = Assignment group
- Investigation
(i)  INCOD1665S Diana Collie rte ‘:::fb'"w 4-Low and ICS - IT Service Desk
Resolution
(i)  INCOD16628 Diana Collie jhlkjhlkj i‘::fb'hty 4-Low Assigned  ICS-IT Service Desk
(i)  INCOD1GE1S Diana Collie test i‘;‘::fb'"w 4-Low Resolved ICS- IT Service Desk
(i)  INCO016556 Diana Collie dsfdfa if:fb'hty 4-Low Assigned  ICS-IT Service Desk
(i)  INCoo16ssS . dfgsf Availability 4-Low Assigned  ICS- Desktop North East
Fortier Issue
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,’\’ Exercise 1 : Find old incidents

1. Go to Incidents > All

2. Create a filter to find all incidents about myCourses
Affected Service = Léarning Management (myCourses)O

3. Run the filter
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)’\’ Ways incidents are created

Create incident record Incident
Web form

Incident submitted
by client from web form.
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,’\’ Incident assigned to your team by Service Desk

Ticket Create incident record Incident

ALog details
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{ }’\7 Workflow for incidents assigned to your team
4%

’
N,
LS
Classify, Investigate,

AService Desk will have logged, classified & prioritized the incident.
AService Desk may have investigated the incident.
U Available through the Activity log
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{ ¥ Where do you find the incidents ~ ?
U\.//

My Work

My Pending Work

My Approvals

«y Groupvi Aotk

McGill




{ ¥ Find an incident assigned to  you
L/\.//

1. Find an incident under My Work

U Number begins with INC for incidents
2. Acknowledge.
3. Save.
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{ )\ An incident has been assigned to your group
L/\.//

Assign to an individual
AAssign to anyone in your team, or claim it for yourself
Ready to work on it?
AAcknowledge it!
Review all fields
Als this a duplicate? Is this NOT an incident?
U Cancel Incident
ANot enough information?
U Click MDS (Minimum Data Set)
AAssigned to the wrong team?
U Click Misrouted, set Assignment group
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Y Begin working on the incident

T
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Review all fields
ATitle and Description are key.
AUpdate any field that needs updating.
APriority
U Factor of Impact (how many are affected)
and Urgency (how badly they are affected)
AUnderstand the history from Activity log

U Additional comments = communication
with client

U Work notes = log of troubleshooting steps
U Use filter to focus on what you want
AAttachments appear at top
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¥EY  Know your client
&5
=g

= Incident

< | = Incoots7io
Information abOUt the Client Profile note | This user insists on being called "Your Majesty”
AVIPs will be indicated | * szt
AProfile note appears at top eceavser [ Dol 2| ®

ALocation (based on profile- can be changed)
Alncidents by Same Caller listed at bottom of Incident form

Task SLAs (2) | Incident Tasks | Related Incidents | Child Incidents | Incidents by Same Caller (116) = Affected Cls | IT Alerts (1)

= | Incidents by Same Caller n Goto Affected Service

? Incidents

£o3 Q, = Number = Affected User = Title = Affected Service (v
® INCO015710 Diana Collie sfds uPrint - Campus printing
(D INC0015639 Diana Collie Test uPrint - Campus printing
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iﬁ)‘%’\’ What isnét working?

v v
AN~

Service that is directly consumed
by the end user to do their work.

Affected service

AEnt er Business Service. | f one do.
ANot sure which it is? Click icon to see the Business Service Map.

Configuration item Documentum Q| & @
Configurati()n item Affected Service Document management all & | @

AEnter Cl, Affected Service auto-populates.

Application Service ¥ Z_LAdd as affected C|]

myCourses Services

Application W
("%.;‘; D2L Leaming Manag.
' 67

(Changes, Incidents
for this CI

McGill




Business service, other services, CIs

AAffected service ]

A

Email

(business service)

Enterprise email Email services on
cloud services premises
(application (application

service) service)
AAffected Cl ]

Office 365 Exchange

(application) (application)
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i{ Y Tips: Generic Cls

The following Generic Cls are available
AGeneric desktop computer

AGeneric laptop computer

AGeneric desk phone

AGeneric mobile phone

AGeneric tablet device
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if’i\’ Communicating

Communicating with the client
AResponsibility of the assignee, not the Service Desk.

AMessages posted in Additional Comments are emailed immediately
to the client.

APut incident On Hold if asking client for information needed to
continue work.

U Follow up on three consecutive business days.
U Close incident only then if no reply.
Document your work

AUse Work Notes to document all
troubleshooting steps in tickets.
Someone else should be able to pick up
the work where you left off by looking
at the Work Notes.
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%{,"\\.):\7 Putting the incident on hold

AcClick On Hold button.

ASelect the On hold reason
U Awaiting Caller (enter Follow up date)
U Awaiting Change (enter Change Request number)
U Awaiting Vendor




Resolving

Categorize, Investigate,

Required fields

AConfiguration item

AClose code

AcCause (required for certain close codes)
AClose notes (emailed to the client)

o
V%

Click Resolve Incident

Reopening an incident

AClick Reopen Incident button
(available for 4 days after resolution)

ACustomer can send email with subject
APl easpene t o auwopermat FEEE
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Exercise 2. Resolve the incident assigned to you

1. In My Work, locate the incident assigned to you
(Number begins with INC).

2. Go to the task, Acknowledge it.
Enter the required information.
4. Click Resolve Incident.

w
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¥RY Creating an incident

&
\'.,/
Categorize, Investigate,

AAny technical team that identifies an incident can create an Incident
Record.

AClick Create New in the Incident Module.

Incident

Create Mew

Required fields

AAffected User
U name/ email (use wildcard to find: *)
uiID

ATitle

ADescription

AAffected Service

Assigned to me

Open

AAssignment group
Almpact & Urgency

McGill



Y When more than one group needs to work on
802

L the incident

Scenario 1: You have completed your work,
another team needs to take on the next step

AReassign the incident to that group.
U Enter Assighment group.
U Explain reason in Work notes.
U Save.
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