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* Education/Certifications

* ServiceNow IT Service Management Implementation Specialist
Certified

* ServiceNow Project Portfolio Management Implementation
Specialist Certified

* ServiceNow System Administrator Certified,

* ITIL v3 Expert, BComm in Information Technology Management

* Qualifications
* 10+ years working with ServiceNow

* Over 50 implementation projects
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ITIL4 Overview

~ Plan

Guiding Principles

The ITIL 4 practices:

* Are important components of an - -
organization’s service value system S g B W - ovanmis o (Lo

« Contribute resources to service value “
chain activities W

* Include resources based on the 4
dimensions of service management

e |TIL Foundation: ITIL 4 Edition provides a
brief overview of every practice

e Details of each practice are provided in
the ITIL 4 practice guides available online and semces
via My ITIL

Design
& transition

Opportunity

..educate & inspire®

Copyright © AXELOS Limited 2018. ITIL® s a registered trade mark of
VL) RIVER HORSE Used under permission of AXELOS Limited. AXELOS Limited, used under permission ITIL 4 Text — 3, 4
Al rights reserved. of AXELOS Limited. All rights reserved.



Incident Management
Practice Success
Factors (PSFs)

e Detect incidents early

* Detect and register incidents
automatically

* Leverage machine learning solutions

* Resolve incidents quickly and efficiently

* Enable integration across value
streams

Embrace flatter structures and more
dynamic collaboration methods (e.g.,
swarming)

Integrate with existing backlog
management tools and techniques
(e.g., Kanban)

e Continually improve incident management
approaches
* It’s about the data!
e Think models and automation

8%y RIVER HORSE

Resolution is not confirmed

Solution is available

Incident Incident Incident Incident Incident Incident
detection registration classification diagnosis resolution closure

v

Incident lncldant Incu:lant Incident records Incident records Incident report
records Problem investigation Change requests Incident records
requests Updates to the Updates to the

knowledge base knowledge base

Copyright © AXELOS Limited 2018. Used under permission of AXELOS Limited. All rights reserved.

ITIL 4 Text — Incident Mgmt Practice Guide 2.4, 3.2.1
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Problem
Management Practice
Success Factors (PSFs)

Problem nown erro
(status) (status)

Problem i Problem i

Identify and understand problems and
their impact on services

Proactive problem identification

Reactive problem identification identification control

Problem control

Error control Identify Problem analysis, Manage
Optimize problem resolution and and log document known
mitigation problems workarounds and errors

* Assess the effectiveness of known errors
problem management across
value streams Copyright © AXELOS Limited 2018. Used under permission of AXELOS Limited. All rights reserved.

The concept of a single root cause has a very limited
applicability in complex evolving environments.

ITIL 4 Text — Problem Mgmt Practice 2.2, 2.4
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Change Enablement
Practice Success

Factors (PSFs)

Change is not authorized

Ensure changes are realized in a timely and
effective manner

Embrace agile approaches

Change Change Change
registration assessment authorization

Change Change realization Change review
planning control and closure

Automate activities where possible

Delegate authority 3 2 3 3
Automate approvals where possible D D B D
Change Change Aurt‘horized C:azgf Change r:tview
Minimize the negative impacts of changes e oo cranees senecte e
* Leverage models and automated
controls Copyright © AXELOS Limited 2018. Used under permission of AXELOS Limited. All rights reserved.

Ensure stakeholder satisfaction with changes
and change enablement

* Enable ongoing communication,
collaboration and feedback

This process may vary depending on the change model.

Meet change-related governance and
compliance requirements

ITIL 4 Text = Change Enablement Practice 2.4, 3.2.1
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Request Management
Practice Success
Factors (PSFs)

* Ensure that the service request fulfilment
procedures for all services are optimized

 Think models

* Optimize (procedures) and automate

No appropriate model

Service request
chnl»cs:. g model initiation
categorization and control

Ad-hoc fulfilment Fulfilment
control review

* Make available via a request catalog

* Ensure that all service requests are fulfilled
according to the agreed procedures and to
user satisfaction

-
-
-
-
-
.
-
-
-
-
~

* Integrate with service level
management and incident

management Copyright © AXELOS Limited 2018. Used under permission of AXELOS Limited. All rights reserved.
Measure user satisfaction

ITIL 4 Text — Service Request Mgmt Practice 2.4, 3.2.1
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Knowledge
Management Practice
Success Factors (PSFs)

* Create and maintain valuable knowledge
and transfer and use it across an
organization

Understand

current of Identify Optimize Review initiatives Promote and
knowledge usage external factors response, identify and initiate empower usage
and knowledge and influences improvements improvements of knowledge
Interval transfer flows

* Create a culture of effective
knowledge sharing and application

* Integrate with social, collaboration,
and ticketing and workflow

management systems Feedback
AXELOS Copyright
» Effectively use information to enable \I\/Ilotforcliisgizl;t.;gon.
iew only

decision-making across an organization
* Shift left

* Ensure access to information in
multiple places

Look for opportunities to integrate
information from multiple sources

Enable an efficient way to get
feedback from stakeholders

ITIL 4 Text = Knowledge Mgmt Practice 2.4



Want to Learn More?

Core Publications and Certification Courses

ITIL Managing ITIL Strategic
Professional (MP) Leader (SL)

ITIL ITIL ITIL ITIL

Specialist | Strategist

ITIL ITIL

Specialist | Specialist Strategist Leader

Direct, Digital +
Plan & &IT

Improve Strategy

Create, Drive
Deliver & |Stakeholder
Support Value

ITIL Foundation ITIL Foundation

ITIL® &S ) & Copyright © AXELOS Limited 2018.

High Direct,
Velocity Plan &
IT Improve

Foundation ik ‘ | Used under permission of AXELOS Limited.

ITIL 4 Edition All rights reserved.

ITIL" &:

Lo ML’ 4
Create, Deliver and = pyive Stabeholder)  Hish Velocity IT

QAXELOS

& RIVER HORSE

AcApemy >

...educate & inspire®

Practices Guides
QiTo

@ AXELOS

A one year’s subscription to My ITIL is
included for all new ITIL® certificates.
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ServiceNow Orlando
Overview

10 major product lines

* over 58 major applications aligning to
industry standards/processes

* 400+ plugins for optional additional
functionality

* Avibrant vendor partner community
building unique applications on the
ServiceNow Store

* Arich collection of spokes (templates) for
integrating with other technologies

* Wide range of quick tests built in
Automated Test Framework application

Orlando focus on:

* Now Intelligence - Al-driven intelligence for

smarter business decisions
* Mobile — native mobile experiences

* Workspaces — optimized portals for
maximizing user access to information

Customer
Service
Management

Now Platform
App Engine

&y RIVER HORSE

Finance
Operations
Management  HR Service

7\Qelivery
/

IT Service
Management

Servoe Mapping
Bvont Managenmwnt
Operations inteligmmoe
Coud Marsginment
Coud sghts

IT Operations
Management

IT Business
Management

Security
" Operations

Risk

Nasrestomnsy . Integrated

ction Risk
Management

Software Asset
Management




Integration Hub Spokes

Starter

Zoom

Twilio

Twitter

Slack

Workplace by Facebook
HipChat

Microsoft Teams

Cisco Webex

Google Hangouts

Standard
Jira
Jenkins
Kubernetes
Docker
Infoblox
F5
GitLab
Azure DevOps Boards
Ansible

GitHub

Professional

Google Drive

Google Dynamic Translation
Google Tasks

Gmail

Google Calendar
SharePoint Online
Microsoft Exchange Online
Microsoft Exchange Server
Active Directory

Azure Active Directory
OneDrive

Box

Okta

For currently available Spokes see IntegrationHub Overview document at

© 2020 ServiceNow, Inc. All rights reserve d. ServiceNow

Enterprise
UiPath
DocuSign
Adobe Sign
Adobe Experience Platform
Salesforce
Coupa
First Advantage
AWS IAM
Amazon SNS
Amazon S3
SCCM Usage Metering
Microsoft Dynamics CRM
Azure Resource
Azure SQL

SCCM for Client Software
Distribution


http://www.servicenow.com/upgrade-schedules.html

ServiceNow Incident

Management Application
Features and Optional Plugins

Service Desk Call
application

Incident
Communications
Management

Survey Management
application

Walk up Experience

Major Incident

Flow
Designer/Workflow
Editor (Hierarchical

Escalations)

On Call Scheduling

ITSM Virtual Agent

Continual

Improvement

Management

SLA Definitions
(Functional
Escalations)

Agent Workspace for
ITSM

Coaching

Service Portal

Hello, Beth Anglin

Assigned incidents

® 2-High INCOOT006
Email service down

State In Progress

0 Caller Abal Tuter
Incidents at risk
Breached incidents
Change tasks

Catalog tasks

@

See All

Active major incidents

* New INCOQI0016

Internet is down
sreated  2019-11-06 03:66:33

Major incident candidates

® New INCO000501
Email Server Down Again

Proposed

(@) Proposed by

(] Resclved major incidents

= a 4

Major Incidents  Nesiticatio

See All

See All

My team's weekly cpened incidents

9

1.36%
291118




ServiceNow Problem
Management Application
Features and Optional Plugins

Problem Management

Best Practice — Madrid Business Stakeholder

Problem Management
Best Practice — Madrid
— State Model

ITSM Roles — Problem
Management

Problem Management
Best Practice — Madrid
— Knowledge
Integration

Problem Management
— ATF Tests

= B8 Problem Overview v

& (Critical Open Problems

1

& OpenProblems

18

Open Problems - Grouped

& Unassigned Problems

& Overdue Problems

1

& Problems not updated for 7 days

15

Open Problems older than 30 Days - Grouped

& Open Problems older than 30 Days

0

16

Problem Count

Group by [ Priority

4) Stacked by | --None -

>
Problem Count

Group by [ Priority

4| Stacked by | --None - 3




ServiceNow Change Management
Application Features and Optional

Plugins

Standard Change
Catalog

State Model
Management

Change Advisory
Board
Workbench

Business
Stakeholder

Workflows per
Change Type

Risk and Conflict
Detection
Analysis

Blackout and
Maintenance
Schedules

EEENS
Management
v2.0

DevOps and

DevOps Insights

Change Approval
Policies

Risk Assessment
v2.0

Discovery and
SAM Integrations

Agile
Development 2.0

'SEEEE

s ¥555%3

45

e Lo gt Lt
a0t aMgs | Medum glow
Control Effectiveness

BPefecive Neods Imgroverect 8 (Meaive

s 5553

B § 1§ H 1
B ] 2 2 ¥
H = ¥ S §
U )¢} i U 3
None Accept Migate  Transler Avoid
Inherent Risk Rating Trend
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ServiceNow Service Catalog
Application Features and Optional
Plugins

Topic blocks for
Business Stakeholder Service Catalog in
ITSM Virtual Agent

Flow Designer for

Walk-Up E i .
. P Experience Service Catalog

The Automated Test The Automated Test
Framework Service Framework Service
Catalog Catalog Service Portal

Hardware Asset

Product Catalog and
Procurement

servicenow

@ NOW SUPPORT
your request

HOW Can We help? w:eeingttnheip'.

Just now

Report Risk Event

Request Something Knowledge Base Get Help a Can you give me the title for the risk event?
Browse the catalog for services Browse and search for articles, Contact support to make a
and items you need rate or submit feedback request, or report a problem
Current Status Popular Questions My Approvals
No questions have been asked yet IPTODL0002 - Missing profiles: GL Accol
o srteinls porting s s ‘ Requestor System Administrator ~
Aska Question Start 2019-08-14 1037:44
End 20190829 10:37:44
More information.
. w
Announ nts Fire in Server Room
Top Rated Articles
Noinformation available
Getting Around in Windows. My Open Incidents
aoood

Email Secver was hacked and data was comammised.



ServiceNow Knowledge

Management Application
Features and Optional Plugins

Knowledge
Management v3

Social Q&A

KCS Integration for
Incident Management

Knowledge Translation
Management

Knowledge
Management Service
Portal

Actionable Feedback

Problem Management
Best Practice — Madrid
— Knowledge
Integration

Article Quality Index

Knowledge on Now
Mobile

Knowledge
Management
Advanced

Knowledge Article
Versioning & Version
Compare

External Content
Integration

servicenow

O Subscribe

&

Customer Service

B ©:2

Featured

Email Interruption Tonight at 10:00 PM Eastern
Wayne Webb + 0Views « 27d ago «

Sales Force Automation is DOWN
Wayne Webb + 0Views « aboutayearago

Welcome to Knowledge

Search (minimum 3 ch

6 Knowledge Bases

Explore our Knowledge Bases

O Subscribe

L

Field Service Knowledge

B: ©0

Showall +

Most Useful

PTO Policy for Salary Employees

Jim Johnson « 8Views « 28dago -

How To Reset Your Kiosk

Kara Smith + 15Views » 27d ago -

68 Articles

Ask a Question

O Subscribe

HR

Human Resources General
Knowledge

B ©0

O Subscribe

O

IT and Service Desk

B2 O3

Most Viewed

How To Reset Your Kiosk
Kara Smith + 15Views + 27d ago +

Reset Kiosk Password
Kara Smith + 12Views + 26d ago «
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Now Learning

Start your journey with Now Learning today:

nowlearning.servicenow.com

Courses and Paths

Single source

for content Showing All(30)
certification
maintenance,
and profile for

couRst

[T R = revi- |

all roles

Expanded
self-service,
online courses,
and activities

nNow

Integration
info Now
Creators
ServiceNow
Profile

Personalized
learning plan
creation

Hands-on labs
with validation
and feedback

21

Self-paced, on-demand courses

Instructor-led, multi-day courses
(classroom and virtual)

¥ Hands-on labs with simulators for
real-world practice and assessment

Predefined recommended
learning paths by role

LY Change enablement training

Events and workshops

/A Micro-certifications and Certifications

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.



cluded @ Self-paced or on demand training ava

) I as of 3/11/20 - subject to change @ Cerlification voucher i
I LINE SOCIATED TRAINING COURSES CERTIFICATIONS

ITSM Fundamentals — ITSM Implementation —— CIS - IT Service Management

Service Mapping Fundamentals — Service Mapping Implementation —— CIS - Service Mapping
Discovery Fundamentals @ CIS - Di Ty

Servicen w AUthorized Trgining Event Management Fundamentals ﬂ CIS - Event Management

N PO rt n er Clovd Management Fundamentals — Clovd Management Advanced @— CI§ - Clovd Management

Project Porfolic Management Fundamentals = Project Porffolioc Management Implemenlaliolngl@— CIS - Project Portfolio Managem:
Application Porifolic Management @_ Application Porifolic Management @@_ CI§ — Application Porfiolio
Fundamentals Implementation Management
Software Asset Management Fundamentals Q CI5-§ Asset M me|
Security Operalions Fundamentals — Vulnerability Response Implementation @— CIS — Vulnerability Response

3]

= Vendor Risk Management Implementation

)

Vendor Risk Management Fundamentals — CI8 - Vendor Risk Management

Il Mainline
Certifications

o)

Security Operalions Fundamenials — Secuwrily Incident Response Implementation —— CI$ - Security Incident Response

b8

GRC Fundamentals — Risk and Compliance Imple mentation ~—— CIS - Risk and Compliance

5’% CI5 - Customer Service
Management

@ a
2

~ CI5 - Human Resources

CIS - Field Service Management

HR Fundamentals = HR Implementation

ServiceNow Fundamentals @@ Cerlified System Administrator
EEAIFORM Scripting in ServiceN Aut ted Test @ @
cripting in ServiceNow  _ Automated Tes| . N
APPLICATION T e —— Cerlified Application Developer
DEVELOPMENT

= Application Development Fundamentals

ServiceNow Pedormance @ Performance Analytics Respcrnst‘.lil - Performance @ :
Fundamentals Analylics Essentials Fundamentals Dashboards AL Analytics Advanced =TI AT S




\
‘ ITIL4 Guiding Principles — think and work holistically

‘ ITIL4 Guiding Principles - Optimize and automate
\

‘ ITIL4 Guiding Principles - Collaborate and promote visibility
\

‘ ITIL4 Guiding Principles - Keep it simple and practical
I

Summary

‘ ServiceNow — Integration Spokes, Store Apps & Plugins
[

‘ ServiceNow — Workspaces

‘ ServiceNow — Visual Task Boards, Agile Boards, Collaboration
4

Integrations
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