ServiceNow

ServiceNow is the tool that is replacing CA Service Desk on June 4™ 2020. On 6/4, in Chrome,
go to http://go/snowday to access the platform view of ServiceNow.

Please check http://go/justnow for information about the transition from CA Service Desk to
ServiceNow.And a reminder that all training will be available as a recording accessible at go/learnnow.

Transition Details:
e CA Service Desk
e PMG Service Catalog
e |T4U Website

How to submit an incident

Through Chrome, access ServiceNow by going to http://go/snowday to access the platform view of
ServiceNow.
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On the left side of the page select the star icon next to Incidents, this will allow you to access

Incidents through your favorites tab.
On the favorites tab you will now see Incident.
Select Incident to view the drop down options to manage, view and create new incidents.

To create a new incident select Create New.
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Incident Details

Requested By: Enter your user ID and select your name when it appears below.

Requested for: will prepopulate after the Requested By has been selected

Location: will prepopulate after the Requested By has been selected

Category: Application / Software

Subcategory: will change depending on the Category selected. Choose the subcategory that
best matches your issue.

Service: the application in which you are working (Ex., Account Manager, Humana.com,
Enrollment, etc.) These will be reviewed as we learn more about the Service Field

Short Description: A short but descriptive message that tells IT what the issue is about.
Description: Detailed explanation of the issue including the steps taken prior to encountering it,
along with any additional pertinent information such as examples of how the functions should
work or other system in which missing information is viewable.

Category Type: Phone

State: New

Impact: 3 —low

Urgency: 3 — low

Priority: Prefilled after Impact and Urgency are selected. If you require an incident to be escalated
and increased in priority please reach out to GBO Digital Support so the incident can be reviewed.
Assignment Group: See the Service Desk Groups Document in SharePoint.

Assigned To: This field will fill after the incident has been assigned to a representative to be
worked.

(D) Please provide a Business Service or a Configuration ltem or both.

Number INCO013966 % Contact type -- None —- v

* Requested by Q, State New W
% Requested for o} %k Impact - None —- v
Location Q, % Urgency — None - v

% Category —MNone - v Priority - None -
% Subcategory - Mone - v %k Assignment group a
* Service Q, Assigned to Q.
sk Configuration item Q,

¢ Short description ¥

%k Description


http://apps.humana.com/marketing/documents.asp?file=3785574

Example of an incident that has been completed and submitted.

Number INC0012863 =K Contact type Phone W
%k Requested by Erika Palmaria Q o @ State Resalved W
3} Requested for Erika Palmaria [*ZN O] * Impact 3-Low W
Lecation Humana Tewer Q@ % Urgency 3-Low £
Xk Category Application [ Software W Priority 4-Low
%k Subcategory Alert/ Error Message W # Assignment group CSS_IT_Support Q,
Service Array (VPN) Q & 0 @ Xk Assigned to Mathaniel Viloria Q,
Configuration item Array (VPN) Q& O
> short description TEST - Cant login to array-myaccess2 humana.com |
> Description Issue: user unable to login to array-myaccess2. humana.com
Error:vpn connect failed
Troubleshooting:
-verified user
- user using the laptop
- Connected via wireless
-used b9omgar for further assistance
- advsied to reconnect again using the new psw
-usgerableto getin
- advied to open his application , outlook, skype , email working
-all good
-bomgar disconencted
-resolved issue
-no further issue
Notes | Related Reoords| (1)) | Resolution Information
Watch list &) & Work notes list AP
Wark notes Work notes

Additional comments (Associate
visible)

Activities: 2
NV Mathaniel Viloria

I Additional comments [Associate visible)

Post

Additional comments « 2020-06-0117:33:21

KB0028001 : Array: Basic Troubleshooting Steps

NV Nathaniel viloria

Assigned to
Assignment group
Resolution code
Resolution notes

Configuration item
Description

Field changes » 2020-06-01 17:33:09

Mathaniel Viloria
CSS_IT_Support
Solved (Permanently)

Issue: user unable to login to array-myaccess2Zhumana.com
Error: vpn connect failed

Troubleshooting:

-verified user

- user using the laptop

- Connected via wireless

- used b3omgar for further assistance

- advsied to reconnect again using the new psw
- userable to getin

- advied to open his application , outlook, skype , email working
- all good

-bomgar disconencted

-resolved issue

-no further issue

Array (VPN)
Issue: user unable to login to array-myaccessZhumana.com
Error: vpn connect failed




To search for an open incident

There may be times when you need to search for open incidents, to do this, first follow the
instructions above to add Incidents to your favorites tab.

In the favorites tab select Open under Incident.
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From the drop down select Numbers and enter the incident number to search for the incident.
When searching, incidents can be in a format such as INCO000501 or 0000501.

I ot I

Opened

Short description
Requested by
Prigrity —
iber A State h = Requested |
Category
1501 Assignment group gain (empty:l
Assigned to
Updated

VAN Vo S w1 - [olal=53: 7.
1502 e
e 19:12 financial app (empty)

Once you have the incident number use your keyboard to select enter. You will then be able to
select the incident number to review details.
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How to edit and add notes to an incident

Open the incident following instruction for searching for an open incident.

Once you have the incident open scroll to the Notes section of the ServiceNow Incident.

Notes | Related Records | D5l | Resolution Information

Watchlist | & &

Worknotes list | & &

Work notes issues still persists|
Additional Additional comments (Associate visible)
comments
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Activities: 1

CH Courtney Hollingsworth

Assignment group
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Impact

Opened by
Priority

Short description
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Update | Save |Auto-Assign Resolve

Fost
Field changes - 2020-06-02 15:58:47

BUS_GBO_Digital_Support
Issues processing enrollment

3-Low

Courtney Hollingsworth
4-Low

Enrollment Issue

New

Add notes to the Work Notes section of the incident and select Update. Once you select update
you will be brought back to the incident listing. To view the changes select the incident number
from the list again.

Here we can see the notes have been added.
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To resolve an incident

Open the incident following instruction for searching for an open incident.
Scroll to the tab section of the ServiceNow document.

Select the Resolution Information tab.

Motes | Related Records | DSI | Resolution Information

Knowledge Resolved by

Resolution code Resolved
Solved (Work Around)
Rezolution notes | Solved (Permanently)

Mot Solved (Mot Reproducible)
Not Solved (Too Costly)
Closzed/Resolved by Caller

Update | | Save | Auto-Assign | |Resolve

Enter in the resolution information for the issue and select a reason for resolution. If this
information is not entered an error will occur upon selecting Resolve.

(%) The following mandatary fields are not filled in: Resclution code, Resolution notes, Assigned to ) 4 ‘

Once the resolution information has been entered select Resolve.

Notes | Related Records | DSI | Resolution Information

Knowledge Resolved by

Resolution code Resolved
Solved (Work Around)
Resolution notes | Solved (Permanently)

Mot Solved (Not Reproducible)
Not Solved (Too Costly)
Closed/Resolved by Caller

Update| Save| Auto-Assign  Resolve

Once you have selected Resolve you will be brought back to the incident listing. You will now be
able to see the State has been updated to resolve.
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