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The Heart Of It Is...

re-quest
Iri'kwest/ 49

noun
noun: request; plural noun: requests

1. an act of asking politely or formally for something.
"a request for information”
synonyms: appeal, entreaty, plea, petition, application, demand, call;

Origin
LATIN OLD FRENCH
requirere requeste
ENGLISH request
require Miaaie cngesn

Middle English: from Old French requeste (noun), based on Latin requirere
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The ServiceNow Portfolio — Core To Your Functional Capabilities

Project Portfolio

Performance Analytics Vendor Performance
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The Unstructured Service Model

I need something

Who do | contact? How?
Provide more information

Is anyone working on it?

Send follow up email

Requester
Send email to individual or alias Did anyone receive the request?

INITIATE REQUEST PROCESS REQUEST

What is this request?

Contact requester to get critical
information

2014 ServiceNow All Rights Reserved

Provider

What’s the status
REQUEST FULFILLMENT

Identify approvers
Send email to gain approvals

Track down and record approvals

Send emails to request fulfillment
contributors

Provide generic status update
Track down fulfillment task status

Notify request is complete
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Results Of The Unstructured Service Model

INEFFICIENCIES RISKS KNOWLEDGE
SHARING
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Results Of The Unstructured Service Model
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Four Pillars of Service Relationship Management

SERVICE
EXPERIENCE

RECORD PROCESS
KEEPING AUTOMATION

BUSINESS
MANAGEMENT
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4 Pillars of SRM - Service Experience

Provide Requestors With A Solution That’s...

v’ Easy To Find
EX:TNCE v’ Easy To Use
v’ Easy To Track

SERVICE
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The Ohio State University > Office of the Chief Information Officer Help Buckeye Link Map Find People Webmail Search Ohio State
_—

leO Offce of the ) )
Chief Information Officer

UNIVERSITY

Home | Contact Us | More Links Welcome, Guest | Login A A

How Can We Help You?

News n » Jul 16, 2012 - 10:12 AM

OSUnet maintenance planned for southern

portion of Columbus campus on 7/15
2012-07-11

Maintenance planned on fiber that supports
OSUnet, Cable TV in several north campus

Get Help Order Services bldgs. for 7/10

2012-07-06

Installing a redundant UPS feed to SAN on

July 8 and 15. No service interruptions
% expected.

2012-07-03

/ ‘ Personal, Home Use for McAfee VirusScan
Ends Aug. 1st 2012

2012-06-27

My Tools Knowledge Changes for OCIO Remote users
2012-06-08

This page is maintained by: Office of the Chief Information Officer | 025 Central Classroom | 2009 Millikin Road | Columbus, Ohio 43210
Contact: IT Service Desk | Phone: 614-688-HELP (4357) | TDD: 614-688-8743
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BYU oo I

OFFICE OF INFORMATION TECHNOLOGY Students Faculty/Employee Guests Alumni Parents Retirees CSR/System Admins

Get Help Service Catalog My Technology Report a Problem Contact Us myBYU Announcements

BYU Office of IT

IT Home

Service Catalog

IT Training Services
Computer Security Alerts
Contact Us

MyT

My Incidents

My Requests

My Services

My Technology Support

Quick Links

Email Migration Information
Network Device Registration
Software

Web Services

Wireless in Housing Welcome

Popular ltems to BYU's Office of Information Technology

Network Device Registration X . . . . . .

) . We are pleased to provide technology solutions and assistance for the university community. Browse the categories
Installing VLC for IP Television (Employees, Students, CSRs, System Admins, Alumni, Guests and Retirees) to see details about services available to
Configure a New Profile in Outlook 2003 for you. To see a complete list of services, log in and visit our service catalog. If you need help with an OIT service, please
Exchange 2010 click Report a Problem.

BYU Home ITHome GetHelp Site Feedback BeSafe ContactUs Follow uson . w

Copyright 2011. All Rights Reserved
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N E T F L | X Help Desk Welcome, Service-now: Mark Odonnell [maint,admin,itil] | Logout | Feedback | Advanced View | A A

Submit Instantly Browse Marketplace Your Requests  Your Queue % Quick Links for You

Latest Announcements () BOXfor Enterprise at Netflix : .
Important Alerts, FYI's, and Announcements BOX for Enterprise at Netflix is now available! More information can be found HERE!

New Arrivals
Get Help & Submit Tickets Instantly

Choose from the following:

THE BEATLES

Y

I need Help I need a Production Change

WALL STREET

I need Facilities I need to Buy Something

Your Recent Requests
Tickets Submitted by You

Tasks ~ [[El [(fortext 2] Q to 0 of 0
Il > Opened by = .or. Requester = > Active = true > Task type != Group approval > State = Resolved

[ Tiokot | « Oponoa | < Acivs | < Task ype | « Roquestor | < Assgnmentgrovp | < Assignod o < Short desrpton

to 0 of 0
Your Assigned Tickets
Tickets Assigned to You
Tasks ~ LIl [(fortext =] Q to 0 of 0

» All > Assigned to = > Active = true > Task type != Group approval > State |= Resolved

[ Tiokt | < Oponed |  Actve | < Task ypo | < Reauoster | < signment group | « Assigned o < St descripin

to 0 of 0

®
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Choose from the following:

Wl ey v ey € csiemge Wirvredd e domers

| need Help
Submit a ticket and get help

Do you need any help from IT Operations
that you are unsure how to categorize?
Submit a ticket here. Help Desk
dispatchers will review your ticket and
route it to the right group for escalation.
Desktop Support issues such as
computer equipment or software issues
start here as well.

I need Hel
Based on your interest in: Getting things Fixed!!
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4 Pillars of SRM — Record Keeping

Provide All Users With A Solution That’s...

v' A Common Interaction

RECORD POint
KEEPLNG v The Basis fOr RepOrﬁng,
= Analytics, & Audits

v' Securable
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[€MIncident = Required field

Close Incident | | Resolve Incident =iy ¢o0EEe

Number: INC0003035 Time worked: 00:00:41/ WZWZ 12 @
Caller: Yvette Kokoska QBB Opened: 2013-10-10 16:02:27 &l
| Configuration item: ]Google App Engine Q2 Opened by: ‘Yvette Kokoska Qe
Category: | Inquiry / Help s Contact type: | Self-service s
Subcategory: | External Application ™ State: (Active 2
Impact: | 2 - Medium * Assignment group: ]Service Desk ! Qe
Urgency: | 2 - Medium :) Assigned to: ]ITIL User [ Qe
| Priority: 3 - Moderate :
Short description: ]Google App Engine is on fire. @&
m’ Related Records || Closure Information H Service Catalog Input l
Notes =
Watch list: 8& Work notes list: a8&
Additional comments (Customer visible): %> s
4
=

Work notes: %
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4 Pillars of SRM — Process Automation

Provide Fulfillers With A Solution That’s...

v" Task-Centric
v’ Structured
v’ Repeatable

PROCESS
AUTOMATION

®
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@ Begin
Begin
Always [}

Q. Run Script
Approval Requested

) Approval - User
Manager Approval

i@ Approval - Group

Approved
Rejected

Always

fj. Run Script
Change Approved

/ CAB Approval
fed] Approved

[ Rejected

Always

f

¢ Run Script
Change Rejected

Always

[~ Notification
Rejection Notification

Always f_'H

% Generate
Generate Tasks for FSoC

Always =

[Z7] Create Task

Plan -—— .

Always i
[Z] Create Task J
Build

Always S
[Z] Create Task J
Test

Incomplete " Rollback
Always ) Rollback for test failure
Always f—

[Z7] Create Task

Implement

Always
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4 Pillars of SRM — Business Management

Provide Stakeholders With A Solution That Can Manage...

v Work
v’ Resources
v’ Performance

BUSINESS
MANAGEMENT

1hi
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My Groups Work

)
el

0O O
ol el

O

O

O 00
el &l &l el &l &l

) O

« Short description

ACT0010001

CHG9000037
CHG9000131

CHG9000295

INC0000002
INC0000003
INC0000014
INC0000016
INC0000018

Provide process documentation for
development
lifecycle

Upgrade Development server

Replace mobile phone with Develo|
server

Shutdown harddrive and retire the
server

Can't get to network file shares

Wireless access not available on

Missing my home directory
Rain is leaking on main DNS Servi
Sales forecast spreadsheet is RE
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Service Relationship
Management

APPROVALS &

NOTIFICATIONS

\ SERVICE CATALOG

SEARCH KNOWLEDGE SERVICE RECORD

> HELP
>ORDER
COLLABORATE > CHANGE
>INFO

BUSINESS

DASHBOARDS

% SERVICE-ORIENTED

II.II REPORTING
WORKFLOW & ANALYTICS

KPI

DASHBOARDS
UPDATE ASSIGN &

SERVICE STATUS TRACK WORK
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What’s Out There?

o
|
|
|

1 Where are requests fielded today?

|
' .J How many request systems are you aware of?
|

i (d What are the top ten requests in each system?
|
' L How satisfied are requestors with the interfaces?

|
|
|
|
|
|
|
|
|
|
i
|
How about the fulfillers? |
|
|
|
|
|
|
|
|
|
|
|
|

How satisfied are requestors with the service experience?

Are fulfiller groups able to improve their processes through

i
|
Q
|
' L How consistent and automated are the fulfillment processes?
|
a
| measurable outcomes?
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Request Systems Poll

Get Ready For It...
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ServiceNow SRM Evaluation

Total licensed apps that can be consoidated to ServiceNow Total Project Management Systems Total Reporting Systems

52

Shared services and line-of-business

IT systems to consolidate
¥ systems to consolidate

Total Knowledge Management Systems Total Chat and Social Collaboration Systems

42 10

Total Number of Request Systems Backlogged Development Requests by Department Data Respositories by Department

463 16

IT incident management and request Information Technology Information Technology

management systems . .
Human Resources Operations Human Resources Operations

Shared services and line-of-business case Facilities Management Operations Facilities Management Operations

management systems . . . .
Finance Operations Finance Operations

Email aliases servering as request Marketing Operations Marketing Operations
management systems
Legal Operations Legal Operations

Paper-based forms for request management Additional Operations Additional Operations

®
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ServiceNow SRM Evaluation

IT Service Management

Functional Area Rating Redundant Systems Comments
Service Catalog o 0 Using ServiceNow Service Catalog.
——————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————— B Redundant Systems B ServiceNow
Request Management 0 Using ServiceNow Request Management.
———————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————————— Reporting
Incident Management 0 Using ServiceNow Incident Management.
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, Internal Chat / Social Collaboration
Use a single password reset engine built on the ServiceNow
Password Reset 1 Lo . o )
platform. Drive automation, self-service. Service Level Management
Knowledge Management 9 0 Using ServiceNow Knowledge Management. AT Ao AT
Problem Management Q 0 Using ServiceNow Problem Management. Asset Management
Change Management o 0 Using ServiceNow Change Management. Project Management
Release Management @ 0 No app in use. Use ServiceNow to ex‘tend change and app Work Management (Field Service)
dev workflow to manage releases using a single system.
"""""""""""""""""" POTEITOar Tetunaancy. CoNSOTRIAGE 10 0ne Systen mat ™~~~
- a = ) Rels M it
Work Management (Field Service) Q 1 manages both field-based and corporate-based work SRS
together.
. A Consolidate project tools. Assign and manage all tasks, Change Management
Project Management Q 3 . . ] . e E !
including project tasks, in a single system.
Problem Management
Asset Management o 0 Using ServiceNow IT Asset Management.
Knowledge Management
Software Asset Management Q 0 ServiceNow IT Asset Management in use.
Password Reset
Service Level Management ° 0 Using ServiceNow SLA Management.
___________________________________________________________________________________________________________________________________________________ Incident Management
i i 0 Using ServiceNow social capabilities.
Internal Chat / Social Collaboration o g p O
. Currently using ServiceNow. For more dynamic analytic
0 P . . 5
Reporting ° capabilities, check out ServiceNow Performance Analytics. Service Catalog
""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""" T T
0 1 2 B 4

2014 ServiceNow All Rights Reserved
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Engaging The Business

Understand Synchronize
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Engaging The Business

Understand the Business’ Capabilities
and their Priorities/Objectives —

To establish a baseline language and
common outcome.

Understand >

servicenow




Engaging The Business

Understand

© 2014 ServiceNow All Rights Reserved
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So, How Do We Get Started?

Translate and Bridge the Business’
Perspective to IT's —

To demonstrate an achievable vision to
the business.
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Framing Service Management for Business Transformation

DEMAND MANAGEMENT

FINANCIAL MANAGEMENT

STRATEGY GENERATION

SERVICE PORTFOLIO
MANAGEMENT

2014 ServiceNow All Rights Reserved

SERVICE CATALOGUE
MANAGEMENT

SERVICE LEVEL
MANAGEMENT

CAPACITY MANAGEMENT

AVAILABILITY MANAGEMENT

SERVICE CONTINUITY
MANAGEMENT

INFORMATION SECURITY
MANAGEMENT

SUPPLIER MANAGEMENT

INCIDENT MANAGEMENT

PROBLEM MANAGEMENT

EVENT MANAGEMENT

REQUEST FULFILMENT

ACCESS MANAGEMENT

OPERATIONS MANAGEMENT

SERVICE DESK
APP MANAGEMENT
TECHNICAL MANAGEMENT
IT OPERATIONS

SERVICE MEASUREMENT

SERVICE REPORTING

SERVICE IMPROVEMENT
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Framing Clinical Engineering to Service Management

Service Service
Service Strate Service Design " : CSI
&Y & Transition Operation
] s N
Skills & Release Mamt Preventative Cost
Certification J & Maintenance Analysis
N J s N - J - J - J
. B Compliance & e A e A e N
. . i . Corrective Supplier
Financial Mgmt N Regulations J Project Mgmt . PP
P < Maintenance Performance
N < Asset Suppliers & N < N < N <
. N 4 N 4 N\ 4 N
Business L Contracts Customer
Relationship - N SDLC Parts Transactions . :
Work Order Satisfaction
\__Management \ J - J \ J
Response & - S p S P <
\ Escalation J Procedures . Work Order
p S . Time Cards
Repository Performance
Device Lifecycle b < > < N <
s . N s N e N
N J Device Model . .
p S Onboarding/ Technician Device Model
Safety Recalls/ . Dispatch Performance
Hazard Alerts \__Offboarding ) N 4 B 4
J
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The ServiceNow Portfolio — Core To Your Functional Capabilities

Project Portfolio

Performance Analytics Vendor Performance
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Engaging The Business

Synchronize and prioritize initiatives
across the Business —

To maximize investments

Synchronize
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Identify and Highlight Cross-Business Impacts & Benefits
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Four Pillars of Service Relationship Management

SERVICE
EXPERIENCE

RECORD PROCESS
KEEPING AUTOMATION

BUSINESS
MANAGEMENT
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What’s Out There?

o
|
|
|

1 Where are requests fielded today?

|
' .J How many request systems are you aware of?
|

i (d What are the top ten requests in each system?
|
' L How satisfied are requestors with the interfaces?

|
|
|
|
|
|
|
|
|
|
i
|
How about the fulfillers? |
|
|
|
|
|
|
|
|
|
|
|
|

How satisfied are requestors with the service experience?

Are fulfiller groups able to improve their processes through

i
|
Q
|
' L How consistent and automated are the fulfillment processes?
|
a
| measurable outcomes?
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Engaging The Business

Understand Synchronize
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In Closing...

Ohio State
University I

The Makings of a
Modern Campus
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THE NEW AGE OF

SERVICE NOW
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