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Race to Christmas
It is often the case that Christmas generates a frenzy to get things done and to get the house organised for the festive season, which is also the case with ServiceNow. After the start of the academic year we worked tirelessly to replace the old ticketing system, which was successful accomplished but not without its teething problems, so now is the time to push for improvements. 
	
Reporting  –  A powerful tool for ServiceNow is now live

Fixing defects – Patch to fix server-side memory issues and other fixes

CMDB – A new tool for change management

How to… – Improve your knowledge of ServiceNow functionality

	   



Reporting
A key objective of the ServiceNow project is to enable various user groups to create and manage their own service delivery performance reports. 
[bookmark: _GoBack][image: ]On Friday 7 November, we moved closer to this vision by switching on access to the Reporting Module. This new module provides a number of benefits supporting activities within the business, such as:
Multiple filtering criteria and the ability to produce in-depth reports

Export information in different formats, such as images (charts and diagrams) and documents (Excel and PDF)
Flexible table views and pivot tables creation 

Save and retrieve your reports (MyReports)

Access to a template library (Global Reports)

The Service Management Team (SMT) has already visited key stakeholders in HR, Finance and IT to understand their needs, and will build a number of initial report templates. This is to help demonstrate how to build reports, and gives the business working examples to hit the ground running. In addition to this, the IT Training and Development Team are currently working in partnership with SMT to develop content for the ServiceNow Support Guide, so that when it is available to all users, you’ll be able to see step-by-step instructions on how to create and amend reports.


	



Defects
In the last few weeks a number of changes have been made to the ServiceNow environment that aim to reduce defects and improve usability.
General System Fixes
A patch was applied to Eureka, the latest version of ServiceNow. The patch addresses a server-side memory issue that was causing performance degradation

The Permissions model was reworked to allow greater visibility of work across different teams and business units.  This rework also benefited the Report module, as it fixed defects relating to grouping on list views and filtering

Data missing from forward emails - The “Logged for” data item was missing and hence making any email forwarded to ServiceLine invisible. This issue has now been fixed, however it has surfaced a large number of tickets that will be managed separately to BAU (business as usual)

Fixes in Incident and Request Forms
In Incident form a tick box for requests was added. This momentarily replaces the Request Items function whilst the Request module is being rescoped and developed 

Access to some requests forms in the Online Portal was removed. The removal happened for two reasons, first it simplifies the task of requesting for a service by directing the user to a single form. Second, some removed requests forms had inconsistent behaviour  

A defect affecting the auto-complete user fields in the main request form has been fixed

A series of CSI (category, sub-category and item) changes were made, including removal, redirection, renaming and reordering of orphaned CSIs. As well, CSIs relating to the new SVE service (Southampton Virtual Environment) were added
Current Issues
We are currently addressing a number of different issues that are affecting workflow and team management. Among others: out of office email rules; SLA timings and delegate functionality 

Additionally, a larger piece of work is currently ongoing to review all the ITIL user email notification rules and content. Most recently, a similar piece of work successfully improved the end user notifications.


	

	



Feature Areas
Moving ServiceNow forward a number of new functionality is planned for the coming months and we will be discussing a new feature in each edition of the newsletter. This issue we highlight CMDB.
CMDB (Configuration Management Database) 
Configuration Management is the ITIL (Information Technology Infrastructure Library) process that allows us to understand how our systems and services are related to each other. Configuration Management is similar to Asset Management but with one important distinction, it shows relationships between services we support and the underpinning infrastructure, which is achieved by using ServiceNow CMDB.
Current Status
CMDB went live on the same day as ServiceNow. However, the relationship mapping of some caviats had not been finished. A couple of weeks after CMDB went live, the mapping was completed and it now shows the relationship between applications/services and the supporting infrastructure; as previously shown in ESS CMBD.
Another issue encountered was missing information in ESS. The two pieces of information are “warranty information on hardware” and “service and business owner information on application Cis”.

Developments 
Current and future developments are: 
ESS missing information is in the process of being implemented. 
Further enhancements in the pipeline, which includes the redesigning of the storage CIs. 
Investigating the use of discovery tools to auto populate fields in CI records.  

Training
We are also holding a number of training events, which has been taking over the past two weeks and it will continue for at least another week:
System familiarisation training. 
How to create CI records (for selected teams) 

We will also have a brief overview during the upcoming November’s monthly briefing, which is aimed at anyone who hasn’t attended a specific training session.


	

	



Hints & Tips 
In each issue we bring you a few suggestions on different way to use ServiceNow.
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	MyWork - Allows users to tag tickets and create groups. You can then pin the group to a tab, and easily access them. So for example, any ticket that needs updating or action can be easily viewed in work area  

	
	Search - As you may know, you can log incidents through ServiceLine Online – just visit https://sotonproduction.service-now.com/soton. But did you also know that you can use the search field in the top right corner to find other users, places, incidents and more? Check it out next time you’re logged in.

	
	Multiple Incidents Assignment - Are you wondering how to assign multiple incidents to the same user within your team, in one go? You’ll find the step-by-step instructions in the ServiceNow Support Guide – just enter ‘Batch assign’ in the search field at the top left corner of the Support Guide. Visit go.soton.ac.uk/servicenowsg to get started.
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