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Group Simulation Lab : Turning
Real Data into ITIL Tickets in
ServiceNow

This lab focuses on simulating ITIL-based incident management using real-world data within the
ServiceNow platform. Through this activity, students learn to categorize incidents, assign user roles,
manage ticket lifecycles, and collaborate across service tiers to resolve and document IT-related issues

effectively
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Data Selection and Preparation

Link Sheets :

Service Now Dataset

In this stage, we selected fifteen incident records from the Kaggle dataset that we

had previously used in earlier weeks. The dataset was filtered and categorized into

three ITIL-compliant classifications: five related to Network issues, five related to

Hardware issues, and five related to Software/Application issues. Each record was

reviewed and documented in a spreadsheet, including its short description, detailed

description, category, urgency, impact, and suggested assignment group.

The dataset link was maintained through a shared Google Sheet to ensure

transparency and accessibility among all group members. This preparation process

was crucial to ensure that the selected incidents could be properly transformed into

ServiceNow

tickets

Dear Support Team, ] am reporting a recumring issue with the Laser Pnntennhen]mmmg from
MacBook Pros rumning macOS 1. Several team members b

during

User i

g printing
failures on macOS 15 devices, likely

the

simulation.

[problem, which appears to be connected to the latest macOS 13 system updates. e e Prister driver compatibility )
8 |00t cause might be a driver compaibility issue due to the updated operating systems or priter | due to driver compatibiliy issues with |issue Hardware Medium Medium Hardware Support Team
firmaware. To Toubleshoot, we have restarted the primters 2nd MacBook devices, reinstalled the | recent system updates.
[printer drivers, and verified configurations.
[ Dear Customer Support,We i blems inapacting
ommerous detices tronghont e o%ice. The tsases hate been cbserted i heatsets, prizers, | User reports widespread conmectivity
and workstations all at once, significantly disrupting daiy activiies. Our inital investigation | dismpfions affecting multile office. |00 o L
19 [indicates that the cause may be a network outage ot 2 misconfigwation witkin the system devices, suspected 1o stem Foma ide comnectivin Hardware High High Hardware Support Tea
infsnctmeOurteam bassredy ried sveral ubleshooing mthods, ncling rebooting network omtage o infrastructure disruptic
affeated devices and swapping hardw these efforts didnot | misconfiguration.
esalve the disnuption.
[ Dear Customer Support Team.] am reaching owt o request help with a problem [ am facing on
[y PC. Recently, the audio hardware is no longer being recognized by the system. Despite Userteports that the sysem fls 10
several eforts, such a3 the device, updating the drivers, and O e ess | Ao hardware deteetion
21 |restarting the compute,the izsue persists This problem: has made the audio output complately | 3612 20dio kandivare, resuling 1 Joss etectl Hardware Medium Low Hardware Support Team
unuszble, impacting my ability to listen to media and participate in video calls I have checked | > nmbls'h]’:sm’p P
he Device Manager, and the audio hardware appears mn the list of devices, with the conmections o
confirmed.
[ Dear Customer Support Team.] am submitting  report bowt & critical issue in the server Toom.
that demands i Th 2 problems, seemingly cawsed by a | 0 ""P“‘f;:;‘;:; e
caalfunctioning PC fan (PC-Lifer). Despie atemapts to contol the sifuation, the issue perssts, | T oo Server room overheating
37| leading to increased temperatures that could potentilly harm the hardware.To resolve this, '“:']mﬁa] e ';Cinf:ﬁ Py |moident Hardware High High Hardware Support Team
have already fried several restart cycles and performed basic clezning to remove dust P s
ion. However, the problem remaine urresclved. components.
Dear Customer Support Team,] am submitting  report abowt & major network issue currently
mpacting several devices, including mesh WacFi wnits, printers, and audio systems. 1 believe the | User reports  major network
cause may be linked to a failure in fhe network node or a securiy misconfiguration Our Security | disrupfion impacting mulfiple devices |, )
3| Operations Center (SOC) team has already retarted the affected devices and performed inifial | and suspects a network node failure o || 3°T BeTWork disruption Hadware High High Hardware Support Team
diagmostics. However, these actions did not resalve the problem, and the disruptions contimue. | secwity misconfiguration as the cause.
This ongoing issue is affecting our business operations.
Dear Support Team,] frust this message reaches vou well. 1 am reaching ot to seek
comprehensive details on integrating third-party hardware components, particalarly Netgear | User requests detailed integration
routers and Razer keyboasds, within an Agile cloud-based SaaS system. My objective is to guidelines or tirdparty bardware |
54 | guarantee peak performance, flawless compatibility, and & seamless user experience when (Netgear routers, Razer keyboards) | £ P‘:]’ sl Network Low Low Network Support Team
ulizing hese devices i ou aperational setup. Considering th divere range of dvices within an Agile cloud based SaaS gration req
invalved, it is essential for s to understand th - system.
guidelines for the platform.
Dear Customer Support | am submitting a report regarding a major imermuption currently
impacting access to telehealth services. The disruption appears to originate from ither 3 User reports a major telehealth service
nefwork ora possible event Ik I+ performed p outage likely related to network or . i ) )
M roubleshooting, such as confirming network connections and examining security logs, but | cybessecurity issuss, preventing Telehealth service outage Network High High Network: Support Team
access il remains blocked. This disruption is casing sigrificant difficulties, hindering patients | paticnt and provider access.
and healthoare from usme vitel solutions.
Dear Customer Support Team,] hope this message finds vou well. 1 am reaching out to bighlight
2 performance problem curently afecting the Cloud SaaS platform. Over the past fs days, | User repors siguificant performance
bserved a notable decline in and overall speed, which is disrupting daily | degradation on the Cloud Saa$ Cloud S2a$ performance i ) :
87| workflows Specifieall, tasks that normally complete within seconds are taking significantly | platform, causing delayed operations | degradation Network Mediun High Network Support Team
longer, somefimes several minutes. This lag impacts individual wser actions and automated and warkflow inferruptions.
processes fiat depend on prompt responses.
Dear Customer Support Team,] am reaching out to report significant performance issues with
our Cloud SaaS platiorm. Over the Tecent days, system response tmes bave escalated maskedly, | |- na pert =i
disrupting daily activities and impairing user experience. The slowdown is causing delays i bl “11’”?‘% ongoing pertomiance 2 | vearty confieutation impact
100 | processing essential tasks, thereby affecting our business contimuity Please prioritize this matter ﬁf:‘m‘];“ﬁ‘m a:‘f‘;;fm. "‘: t Es:';“‘} configuranon mpa Network Medium High Network Support Team
end vestigate promptly. We would appreciate an update on the root cause and an estimated | 270 "8 nﬁ‘}‘mmm i
timeline for resolution, s we depend Eeavily on the platform and require confirmation that the ¥ configuration updates
isvuc is being addressed.
Dear Support Team ] am submitting 2 repor! concerning a significant problem impacting several
hardware and software units within our environment. Over fae past few days, we have noficed | User reports intermittent outages in the
ongoing performance iscues relalxi to access across multiple devices. These problems appear to | cloud-native SaaS platform that disrupt| Cloud SaaS intermittent i ) )
101 incide with erting ‘made 25 part of our rowine update workflows and reduce cperational | outage Networi High High Neawork: Support Tear
processes Initally. T carried b mmblahummg proceduzes such s zebooting the affected | eficiency:

units and did not resolve the issues.
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https://docs.google.com/spreadsheets/d/1hHv1MBrysAXR-Vvzu3ElTBYG9KHn6rdcN9LILIww2pA/edit?usp=sharing

Dear Customer Support Team [ am submitting 2 report concerning 2 servics disruption affecting
our cloud-native S:aSpIaIfunn We've noticed sporadic outages that hinder full utlization of the

; U ice instabili
. ggtfnomscapuhhn:s causing workflow delays overall &‘If'm“ml’;‘f;j“c‘.ﬁ, iy
ency Could you please provide an update on the current status of the problem and an eting 2 CICD pipelme rpdte. — cuep issue High High Software Support Team
estimated timefiame for resolution? Additionally, any recommended measures 1o Teduce the | 2yt sonmos aloation o Fotoontes.
impact would be appreciated. Thank you for your prozapt attention to this matter | look forward
to your response.
Dear Support Team,We are currently fcing sporadic disruptions impacting multiple products,
which we believe may be related to a recent CUCD pipeline update. This update might be User reparts sparadic service
affecting the We Eave already restarted | interruptions on the cloud-based Saa$ |Cloud SaaS service -
2 e affocted thoroughly examined the logs, but the i platform, resulting in workflow delays [interruption High High Software Support Team.
Couldyou plese el v in i gnmmgmdmahmgﬂusmbkmassnmaspmsibh" Yow | and reduced productivity.
prompt support would be highly est repards [Your Name]
Dear Customer Support Team.] am submitting  report regarding a service disruption affecting
cur cloud-based $2a§ platform. We've noticed sporadic interrupfions that hinder our ability to
fully access the platform's features These disnuptions are causing workflow delays and ;‘:”‘P“"’P::mm?mw‘" spberslend app
58 |mpactng overall eficiency Could You plase provide an update o the curent satus of this comectiy Ferpheral and Medium High Software Support Team
issue and an estimated timeframe dd any t s updates e
reduce fe impact would be greatly appreciated Thank vou for vour prompt atfention to this recent -
matir Tlook forvard to your response.
Dear Customer Support,l am eral problems devices and
productivity applications fn]lnwmgmmtupdmﬂm isanes appear 0 be linked to Ve . sataze sfecs
Despite rectarting thoroughly checking | ¢ o b tform connectivity and device | Critical SaaS comnectivity
7 10 occur on both and office hardware setups. This iz b o Medium Medium Software Support Team
significantly mmgmnmmmmmm v Could you please assist with diagnosing ;&‘“ N ""Pﬁm“m;]. 28
and resolving these issues? Any advice on updates of network tbemetes orchestration failures.
changes would be greatly appreciated Thank you for your support Best regards,
Dear Customer Suppert Team.I am submitting 2 report conceming 2 critical outage in the
platform services tat is currently hindering device connectivity throughout operations. This
e bas & 4 access to the SaaS reatly affecting the fanctionality of barcode | User reports ness wide serv
75 |scanners, RAID controllers, and other vital daily molslnmaldugmsms oot d fuilures | DUSISss Wide service High High Software Support Team
canse may be linked to failures in Kubernetes orchestration. affecting essential business operations.

problem by restarting pods
ave not resolved the issue. The problem persists.
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System Setup (by PDI Owner)

The group leader was responsible for setting up the Personal Developer Instance
(PDI) in ServiceNow. During this phase, three Assignment Groups were created: the
Network Support Team, Hardware Support Team, and Software Support Team.
Each of these represented a Tier-2 support category according to ITIL's escalation
model.

After creating the groups, five users were added into the PDI with specific roles and
responsibilities. The user its_user acted as the Customer (end user), its_worker as
the Service Desk Agent (Tier 1), its_net as the Network Specialist, its_hw as the
Hardware Specialist, and its_sw as the Software/Application Specialist. Each user
was assigned the appropriate role, either user or itil and all accounts were activated
using the password “Yeswecan!7"”.

Create Assignment Groups.

- Network Support Team

Group - Network Support Team 77

) PR prese——— ... | ..
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- Hardware Support Team

Group =
Hardware Support Team e = Update | Delete | T L
Name | Hardware Supgort Team | Groupemail | ‘ =1
Manager I | Q Parent I ‘ Q|

Description | Escalated resolver for hardware issues

Update  Delete \

Roles | GroupMeambers(?) | Groups
S e -Sear:h @ —  Actionsenselected rows...

Group= Hardware Support Team

] Q  User

Worker ITS

Hardware TS

1to2of2

- Software Support Team

oftware Suppol

= Group o ‘
2 = Software Support Team ¢ = Update | Delete &
Name |Snftwar25uppurk'ream Groupemail |l27|
Manager | Q Parent |Q|
Description | Escalated resalver for software/app issues
Update || Delete
Rales ‘ Group Members (2) | Groups
= Y B user o+ |sasrch @ - |Actinnsnnss|sn.adrmus, m

Group = Saftware Support Team
[ o User
Software ITS,

Waorker ITS

1tozof2
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Simulation Flow

Network Incident

Software/Application Incident

Hardware Incident

Phase 1: Customer Role

The simulation began with the its_user account acting as the end user. Through the
Service Portal (/sp), fifteen new incidents were manually created based on the
previously prepared dataset. Each incident contained a short description
summarizing the main issue, a detailed description explaining the context, and a
selected category Network, Hardware, or Software/Application. Once submitted,
the incidents appeared in the My Incidents section with a state of New, successfully
simulating the process of ticket creation from the customer side.

SErviCeNOW Al Favoritss  History  Process Mining Workspace Incidents ¢

& @ 0
= ¥ BB Im'ments[Number - | search + @ | Actionsonselected raws, v

All > Caller = User IS » Active = trus > Universal Request s empty

| Mumber v Opened Short description
INCO010015 2025-10-07 02:42:42 Cloud Saas intermittent outage
INCOD10014 2025-10-07 02:42:10 Major network disruption
INCO010013 2025-10-07 02:41:53 Business-wide service degradation
INC0010012 2025-10-07 02:40:58 Security configuration impact issue
INCOO10011 2025-10-07 02:40:56 Server room overheating incident
INCEO10010 2025-10-07 02:40:54 Critical Saa$ connectivity outage
INCEO10009 2025-10-07 02:39:44 Peripheral and app compatibility issue
INCO010006 2025-10-07 02:3%:20 Cloud Saas performance degradation
INCO010007 2025-10-07 02:3%:19 Audio hardware detection failure
INCOO010006 2025-10-07 02:38:35 Cloud Saa$ service interruption
INCOO010005 2025-10-07 02:36:53 Office-wide connectivity disruption
INCO010004 2025-10-07 02:36:29 Telehealth service outage
INCGO10003 2025-10-07 02:30:47 CI/CD pipeline stability issue
INCCO10002 2025-10-07 02:30:40 Printer driver compatibility issue
INCO010001 2025-10-07 02:29:33 Third-party hardware integration request

1 to15af 15
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Incident
INC0010001 View: Self Service®

@ | Discuss | Follow | Update | Resolve |

-
Number INC0010001 Opened  2025-10-0702:29:33
* Caller | User ITs Q=] Closed
watchist (8 ][ | Urgency  3-Low
State New
* \ I[e
Related Search Results >
Additionsl comments | Additional comments
post |
Activities:3 |01 et Additonalcomments + 2025-10.070231:35
Dear
»
un, Usertrs Adaitonalcomments + 2025-10.070229:33
o Usertrs Fiedchanges + 2025-10.070229:33
Impsct 3 Low
Incidentatate New
Openedby  UserITs
Priorty 5. Panning
[ update || Resone | -

INC001002

servicenow

Incident
INC0010002 View: Self Service*
Number  INC0010002

* Caller | User 17 a](=]o]

Watch list ﬁ] E]

¢ v -
A

Opened  2025-10-0702:30:40
Closed
Urgency  2-Medium

State  New

Related Search Results >

Additional comments | Additional comments

Activities:3 | i yserits Additionsl comments » 2025-10.07 02:35:56
Dear Support hich
o
U, UserlTs Additional comments » 2025-10-0702:30:40
Ui, UserITs Fieldchanges o 2025-10-0702:30:40
Impact  3-Low,
Incident state
Openedby  User TS
Priority  4-Low

servicenow i

Number  INC0010003

% Caller | User ITS Q

Incident - INC0010003

Opened  2025-10-0702:30:47
Closed
Urgency  1-High

State New

¢ Svresrption [CUCO e ity e

Related Search Results v

RelatedSearch @ | Q CUCD pipeline stabilty isue

| [ Koowedge s catalog ~

Create Incident cr

Additional comments

al comments.

Actiites:3 | s

Additional comments = 2025-10.070234:58

capabiities

U, userrTs

CUCD pipelie sabity issve-

U, User s

Impact 3-Low
Incidentstate New

Additonal comments + 2025-10-070230:47

Fiedchanges + 2025-10:070230:47
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servicenow History  Process Mining Work

Incident - INCO010004

[< Incident
= INC0010004 View: Self Service®

O Thisincident was opened on your behalf

helT
You can track status from this Homepage.

Number INC0010004.

* Caller | User TS al (%] o]

watenist (5 % |

* Short description | Telehealth service outage

Related Search Results >

@ v [ Db ||_rolow | Updt | et
.
P
9]

Additional comments | Additional comments

Ul UserITs

DearC

Additional comments + 2025-10-07 02:36:59

U, UserITs

Telehealth service outage.

Ui, UsertTs

Impact 3-Low
Incidentstate  New
edby  UserITs

Priority 3 Moderate

Additionsl comments « 2025-10-0702:36:29

Field changes » 20251007 02:36:29

INCO010005

History  Process Mining W Incident - INC00100(

Incident
INC0010005 View: Self Service®

6 + - o]

a
Number INC0010005 Opened 2025-10-0702:36:53
* Caller [User 1Ts Q‘ g || © Closed
Watch list [E. £y Urgency 1-High
State  New
* iption | Off
Related Search Results >
Additional comments | Additional comments
Activities:3 |y userits Additionslcomments « 2025007023728 | V.
Dear Customer i
i >
U1, UsertTs Additionalcomments + 2025-1007023653
Offce-wide connectivity disrupton
U1, UsertTs Fildchanges » 2025-10-0702:3653
Impact 3 Low
Incidenttate New
Openedby  User Ts
Priority  3- Moderate
v

servicenow i Incident - INC0010006

incident
INC0010006 View: Sef Service”

@ This incident was opened on your behalf

‘You cantrack status from this Homes

Number INC0010006

+ Caller | User 75 al
Watehiist

Opened  2025-10-0702:38:35
Closed
Urgency  1-High

State New

Related Search Results >

Additional comments | Additional comments.

Actiities:3 | yeerirs Additional comments + 2025-10-070236:35
ear support
U, User T ‘Additonsl comments + 2025-10-070236:35

Cloud saassenvcenterruption

U, User T

Impact 3-Low
Incident stste

Openedby  User TS
Priority  3-Moderate

i

Fieldchanges + 2025-10:07023035
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INC0010007

Incident
INC0010007 View: Self Service®

Incident - INC0010007

Number  INC0010007

* Caller | User 1Ts

Watchlist Ea

a][«](e]

@ H | Discuss || Follow || Update
a

Opened  2025-10-0702:39:19
Closed
Urgency  2-Medium

state  New

 Short description | Audio hardware detection failure

Additional comments | Additional comments

Activities:3 |y yserirs

Related Search Results >

[ —

Dear Gy iopor
effort

L User TS

Audio hardware detection failure

U, UserITs

Impact  3-Low
Incidentstate  New
Openedby  UserITS
Priority  4-Low

Additional comments + 2025-10-0702:39:19

Field changes » 2025-10.0702:39:19

ServiCeNOW Al Favorites  History  Process Mining Workspace

| = facident
<] = INC0010008 View: selfservice”
© Thisincident was opened on your behalf
TheIT i

‘You can track status from this Homepage

Incident - INCO010008

(]
e Discuss || Follow || Update [ Resolw
x

e
a

Number INC0010008

* Caller [ User TS a) (=)o)
w8 )

Opened  2025-10-0702:39:20
Closed
Urgency  2-Medium

State  New

Additional comments | Additional comments

Relatedsearch Reuts > |

Post

v

Activities:3 | ) yserts Additional comments + 202510.07 02:39:32
Dear C.
Ui, UserITs Additionsl comments » 20251007 02:39:20

Cloud Sass performance degradation

U, UserITs

3-Low

H

Incident state
penedby  User TS
Priority  4-Low

Fild changes + 2025-10-0702:39:20

servicenow A

Incident
INC0010009 View: Sef Service"

Incident - INCO010009

© Thisncident vas opened on your behaf x
You can track status from this Homepage
Number INC010009 Opened  2025:10.0702:39:44
* Caller | User ITS Q Closed
Wistehst Urgency 2 Medum
State New
¢ Short asciton | erpners andapp compatiiy e (o)
Additionalcomments | Additional comments
Activities:3 Ul UseriTs Additional comments « 2025-10-070239:53
u, vserrs Al cmments + 2025100702354
et znd s oty sue
u, vserrs Fildehanges + 202510.070239:44
st 3-tow
nedenttae 1
vserrs
oty -t
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servicenow Incident - INCO010010

Incident
= INC0010010 View: SelfService

© This incident was opened on your behalf x
ErEEREEEE
Norber Weo0010 overed 025007024084
& Catler [User 75 a Closed
vt [B][3) ey 2
[Err— 1)
(R > |
et 7 J
Additional comments ‘ ‘Additional comments
e
Chcrmibir ot
J—
o

INC0010011

servicenow Al

Workspace Incident - INCO(

Incident
INC0010011 View: Self Service’

Number  INC0010011

waer ermsal[«]o]

Watchlist | & m

* iption | Server

[ Related Search Results >

Additional comments | Additional comments

Opened  2025-10-0702:40:56
Closed
Urgency 1-High

State  New

@ 4 | Discuss || Follow || Update || Resolve
a

Activities:3 |y yserirs

Dear Gy sopor

Additional comments » 2025-10-07 02:41:04.

fan (PC Lifter),

u User ITs

Server room overheating ncident

U, UserITs

Impact 3~ Low
Incidentstate  New
penedby  User TS,
Priority  3- Moderate

Additional comments » 2025-10-0702:40:56

Field changes » 2025-10.0702:40:56

servicenow Favorites  History  Process Mining Workspace

Incident - INCO010012
_ Incident
INC0010012 View: Self Service®

@ Thisincident was opened on your behaif
The T,

h
You can track status from this Homepage.

Number INC0010012

* Caller | User ITS

wnin 3] ]

Opened

Closed

Urgency

State

Qe
@ + - | Discuss | Follow || Update | Resove
a

x

2025-10-0702:40:58

2-Medium

New

* Short description | Securityconfiguration impac

[ Relteaseacn Rt > |

Additional comments | Additional comments

Activities:3 | yeerrs

DearC o

‘Additionsl comments + 2025-10-07 02:41:17

U, UserITs

Security configuration impact ssue.

U UserITs

Impact  3-Low

Incident state

Openedby  UserTs
Priority  4-Low

H

Additiona comments + 2025-10.0702:40:58

Fild changes + 2025-10.0702:40:58
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viewséaDess R - S N

Incident - INC0010013

O This incident was opened on your behalf

‘You cantrack status from this Homepaze.

Number INC0010013

* Caller | User ITS :
vt (3]

Opened  2025-10-0702:41:53

Closed

Urgency 1-High

sate New
# Shortdescription | Businesswidesrvice degradation 1)
[ eited Samrch Resalts > |
>
| Sl |
Adtionatcamment | Adatonatcamments
@ v Aot + 2025104702420

Additonal comments + 2025-10-0702:41:53
Business wideservice degradation

U, UsertTs Fiedchanges = 2025-10-0702:41:53

Impact  3-Low

Incidentstate Hew
Openedby  UserTs
Prioity 3 Maderste

INCOO'I 001 4 servicenow Incident - INC0010014
(<] = RStoota viewssesenve @ + [ Disus | _roliow )| Uptae | resole

a
Number  INC0010014. Opened  2025-10-0702:42:10

* Caller | User ITS a](=][@] Closed
waenit | 8[| Urgency 1-High

State  New

* Short description | Major network disruption |

Related Search Results >

Additional comments | Additional comments

activitis:3 | o yserrrs Addiional comments + 2025-10:0702:42:16

Dear Customer Support

Ul UserlTs Additional comments » 20251007 02:42:10

Major network disruption

Ul UserITs Field changes » 2025-10.0702:42:10

Impact  3-Low
Incidentstate  New
Openedby  User TS
Priority  3-Moderate

servicenow Favorites  History viining Worksp

Incident - INCO010015

= IRCO10015 View:settservice @ + o [Discuss | Folow || Update | Resolve &

a
Number INC0010015 Opened  2025-10-0702:42:42

B e N o

watehist [ 8 ][ %

Urgency
state New
* Short description | Cloud Saas intermittent outage

4 J

Related Search Results >

Additional comments | Additional comments

Post

U, UserITs ‘Additional comments « 2025-10-07 024302

Dear Support

U, UserITs ‘Additional comments « 2025-10.07 0242:42
Cloud SasS intermittent outsge.

U, UserITs Fieldchanges + 2025-10-07 02:42:42

Impact  3-Low
Incidentstate  New
Openedby  User TS
Priority 3+ Moderate

[ updste || Resone |
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Phase 2: Service Desk Agent Role (Tier 1)

In the next phase, the its_worker account was used to perform the responsibilities
of a Tier-1 Service Desk Agent. The agent reviewed all submitted incidents, verified
their categories, and assigned each one to the appropriate assignment group. The
incident state was then changed from New to In Progress, and a work note was
added stating that the ticket had been triaged and assigned to a specialist. Finally,
the tickets were reassigned to the corresponding specialist accounts (its_net, its_hw,
or its_sw) based on their category.

8| Third-party hardware integration request © [sove | [ crestecangereauest |~ | (R~
o [N
— N G
(o ¢ Incident ~ & Compose suceaien ()
I | ooty harcwar ntgraton reauest | @Worknotes _More
- Bt J .
User 3 2
based Saas system. -
@
INC0010001 [Inprogress gl Activity v oa i N
Caller % Impact Worker ITS a
User 18 oa) [stow |
.
@) [s-tow ]
NI NetITs
‘‘‘‘‘‘‘ . —
sz 5-piming
Network I a)
‘‘‘‘‘‘‘‘‘ e
N I 3
o
Impact v
et N e
.............. R
Network Support Team oa) [netms |
.
=B-

INC001002
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servicenow Al Service Operations Workspace

» B oINCO010083 x4

B o pipeline stabily s © (oo ) (G [~ (o] IR )

Overview _ Detals  Related records

o) ¢ incident ~ & Compose Record Information le
o — ®
- presited
/GO e sy e || [resetvissa sseato e l -
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Phase 3: Specialist (Tier 2)

Each Tier-2 specialist logged into their own account to handle incidents related to
their area of expertise. The Network Specialist (its_net) resolved several issues
related to connectivity and network performance. The Hardware Specialist (its_hw)
worked on incidents involving malfunctioning devices and hardware replacements.
Meanwhile, the Software/Application Specialist (its_sw) handled application-related
issues such as login errors or configuration problems.

Each specialist updated the work notes to explain the troubleshooting steps taken
and changed the incident state to Resolved once the problem was fixed.
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Worker ITS
oo @ e s 00000
Resolved by problem - Assignedto  Net ITS was Empty
pp— Impact 1~ Highwas —tow
Issue resolved and Cloud Priority 2-High was é—tew
835 operations. Incident state In Progress was Mew
7§ g UserlTs v
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List | INC0010003

Peripheral and app compatibility issue ©

Overview  Detalls  Related records

x | INC0010006 X INC0010009

Service Operations Workspace 7

Search

(o [eeamrmwen [5)]

: Incident ~ &l Compose sucedven 05 ||| Record Information |
ctedby Softare 15
Shortdesrtion &Worknotes  More v e Gl
[ Peripheral and app compa ] E— o °
Description SLAs and timings [}
ReponsesLa Resoutonsta
User reports persistent comp: peripherals and p fre Nomachin SLA o
recent updates.
ViewslisLas .
Nober sue Activity 7 v a - B
INC0010009 [ Resolvea - Caller °
Software ITS a
Caller % Impact. Field changes o 2025-10-07 03:23:07 ul User ITS
. 032307 Amercatios gees
[User s © o] [1-wien ~] | Resolution code Resolved by problem was Empty
i " Resolution notes C il it li Contact
esion el drivers and applying OS-level patch. was Sty
| Bz T
chama ronty v | somarers Assgnedassets >
[sett-service 2-High Work notes + 2025-10.07 032307
P : apply patch.
caegery et s ssgned to
[ software - a] o WorkeriTs
Workotes + 2025-10.07030801 SI Software TS
Subcstegory ‘Work notes st Ticket triaged, assigned to specialist.
[ - None - - a ey
Worker ITS
Fld hanes + 2025-10.07 030801
Opened View additional collaborators
P 48y PR O Impact 1.- High was 3—tow
L Prioity 2 Highwas é—tow
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Phase 4: Customer Confirmation

Finally, the its_user account logged back into the Service Portal to confirm the
resolution of the incidents. The user accessed My Incidents and verified that each
ticket’s state had been updated to Resolved. To simulate customer feedback, short
“Thank you” comments were added to several tickets. This final step demonstrated
the completion of the ITIL incident lifecycle from creation, triage, escalation,

resolution, to closure confirmation.

B i > (ot ] rom ]8

INC001 002 SErVICENOW Al Favorles History  Process Mining Workspace ncident - NCO010002 J——

<= iS00z viewsaservie:
mmmmmmm 10002 Ocenes 2025:100702:9040

e (R a] o T
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servicenow i

Number

Caller

Watchlist

Short description

INC0010003

User IS

Incident - INCO010003

CI/CD pipeline stability issue

U, UsertTs

Incdent state

U, UsertTs

Thankyou

51, SoftwareITs

Closed was Resolved

Incdentstate  Resohed was InProgress
Resolutioncode  Resoived by problem
W Worker TS
Assignedto Softvare TS
Impact  1-High was 3-Low
Incdentstate  InProgress was New

ity

1-Critical was 3-Moderate

U, UsertTs

Opened  2025-10-0702:30:47
Closed  2025-10-0703:27:44
Urgency 1-High

State Closed

Fieldchanges + 2025.10.070327:44

Additonsl comments + 2025-10.070327:36

Fiedchanges + 2025-10.0703:2020

Fieldchanges + 2025-10-070259:42

Additonsl comments

« 2025:1007023450

capabiities

servicenow

Incident
INCOD10004 View: Seff Service"

Number INC0010004

CallerUser ITS

Watchist

Shortdescripton_ Telehealthservice outage:

Actvities:B

0010004

Opened  2025-10.07023629

losed  2025-10.070325:49

Urgency  1-High

State Closed

Pl changes + 2025-10.07062549

Fedchonges + 2025100706215

u, Userrts
Incidentstate Closed s Resobes
ThankYout
N, Nttt
Incidenttate Resohed wes I Progress
Resoltioncode. Resohd b problem
Resotionnoter

Ausigred
Incident stote
Impact

priorty

u, serrts

i s s s 1 .

nrogress was New

24wz 3-Low
1 Grtialws 3 Moderste

Addiionl comments + 2005-100702:3657

[——

INC0010005

Nuber | INCD010005
Coter User 1S

Wtantit

Shetdescrigtion Office-ide connscty dhupton

aciies? |y s

Smtuoncod Pscdprssion

Jn—

[

Cosea

Urgeney

sate

2051007029650

2051007032709

1-Hgn

Closs

s

Lab O3 - Report




25

servicenow A

incident
INC0010006 View: Sef Service"

Number

Caller

Watchlist

Incident - INCO010006

INC0010006

User IS

Cloud SaaS service Interruption

U, Userits

Incidentstate  Clozed wos Resohved

U, UsertTs

Thank

5,5

vou

S—

Incdentstate  Resohed was InProgress
Resolutioncode  Resoived by problem

W Worker TS

Assignedto Softvare TS
Impact  1-High was 3-Low

Incdentstate  InProgress was New

ity 1-Critcal wos 3-Moderate

U, UsertTs

¥
Opened  202510-0702:38:35
Closed  2025-10-0703:28:44
Urgency  1-High
State Closed
Fieldchanges + 2025-10.070328:44
Additonsl comments + 2025-10.070328:41
Fieldchanges + 2025-10.07032205
Fiedchanges + 2025-10:07030602
Additonal comments + 2025-10-070238:55

INC0010007

servicenow

p—
INCO310007 Vs Sltenvce

Nurber | INCE010007

o [GETE =

Wetantit

Snortdescrpon. Audohardware detctionare

[ —

st s

Opered 2005:10070239:19

Cosed 2005.1007032747

Urgency 2-Medim

St Closaa

vp— )|

SR —

cacmmge « 51007023915

Number

Caller

Watchist

Shortdescrption

Actvities:7

Incident - INC010008

INC0010008.

User 1Ts

Cloud $aas performance degradation

ncidentstate Clses s Resobes

u Userrts

ThankYout

N, Nttt
Incidenttate Resohed wes IProgress

Resoltioncods  Resohd b protlem
Resotonnoter

Opened  2025-10.070239:20
Closed 0251007032616

Urgency  2-Medium

State Closed

Clowsass opratons.

Assgeto NetiTs
Impact 1-High wes 3-Low
Incidensstate  InPrgress wes New

Priority 2 High wes 4-Low

U Userrts

Aol comments + 2005100702613

Fiedchonges + 2025-1007062318

Addtionl commerts + 20251007 023732

u, Userrts

o5 perfomancecegadaton

Addtional comments + 2005-100702:3720

Fletdchanges + 2025-1007025920
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servicenow Incident

Number  INC0010009. Opened  2025-10-0702:39:44

Caller User ITS. Closed  2025-10-0708:29:37

Watchlist Urgency  2-Medium
State  Closed

Short description  Peripheral and app compatibility fssue

U, UsertTs Fiedchanges + 2025-10-070329:37

Incdentstate  Closed was Resohved

U, UserrTs ‘Additonsl comments + 2025-10-070329:35
Thankyou
5, sottvareTs Fiedchanges + 2025-10:07032507

Incdentstate  Rasaved was Inprogress
Resolutioncode  Resaved byproblem

n Werker s Fieldchanges + 2025-10.07030801

fssignedto Softvare TS
Impact  1-High was 3-Low
Incdentstate  InProgress was New

priorty  2-High was 4-Low

U, UsertTs ‘Additonsl comments + 2025-10-070239:53
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Deliverables

1. Your PDI link.
Link : https://dev308907.service-now.com
Pass : Yeswecan!7

2. Roles & Responsibilities

Gusti Grati 5026231097 Group Leader - Provides the shared
USt_I ratia and Hardware PDI and creates the
Delpiera -
Specialist user accounts.
- Find 5 related to
Hardware

issues/categories
- Create BPMN

o Team Member - Find 5 related to
William Bryan | 5026231011 and Software/Application
Pangestu Software/Applica issues/categories

tion Specialist - Create BPMN
) 5026231158 | Team Member - Find 5 related to
Kayla Put.r| and Network Network
Maharani o . .
Specialist issues/categories
- Create BPMN
3. Workflow

e Draw a BPMN or activity diagram to describe the activities performed
by each user. You are okay to use any tool as long as the flow of
activities performed by each user is clearly outlined. Example of
BPMN:
https://cbtw.tech/insights/bpmn-vs-uml-what-are-the-differences

e Provide explanation
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ServiceDesk )/

‘ Customer / End User |

zzzzz

Incident Ticke
P D

# Desk Agent

Servic

Support Department

Address the i iy
ed detailed Change state to | (2B Ticke
E, _.{ nan:::IatedJ_. e TR S22 @)
L
L s
£ acdress the At mates o
E - @ ek ol Change state 1a .me
il “ msue J replaced o fises resohed ) reccives
L
s s '
= Ackfress the Addd rotes about o
] - dared el g Change state to Ticket
;»—“ s J anfigurations L] rescived
H

The BPMN diagram above illustrates the incident management
workflow implemented in the ServiceNow simulation, following the ITIL
framework. The process begins when the Customer or End User
submits an incident ticket through the Service Portal. Once the ticket is
received, the Service Desk Agent reviews the incident details and
updates the ticket status to In Progress to initiate the handling
process.

At this stage, the agent assesses whether the issue can be resolved
directly. If the incident is deemed resolvable at the Tier-1 level, the
agent proceeds to address the issue and updates the ticket state to
Resolved, signaling completion to the end user. However, if the issue
requires further technical expertise, the agent records a work note
stating “Ticket triaged, assigned to specialist,” and escalates the ticket
to the appropriate Support Team according to the category of the
problem Network, Hardware, or Software/Application.

Each Tier-2 specialist team is responsible for resolving incidents within
its domain of expertise. The Network Support Team handles
network-related issues such as connectivity and performance errors,
the Hardware Support Team addresses equipment malfunctions and
replacement needs, and the Software/Application Support Team
manages application errors and configuration problems. Once the
respective specialists complete their troubleshooting activities, they

Lab O3 - Report




29

provide detailed work notes describing the corrective actions taken
and update the ticket state to Resolved.

Finally, the Customer or End User verifies the resolution status
through the Service Portal and confirms closure of the ticket. This
workflow effectively represents the end-to-end lifecycle of incident
management encompassing ticket creation, categorization, triage,
escalation, resolution, and closure and demonstrates alignment with
ITIL best practices to ensure efficient and traceable service delivery
within the organization.

4. Screenshots:
e Customer’s Service Portal showing submitted incidents.

Servicenow Al Favorites  History  Pr ining Workspace Incidents ¢

= T & Incidents| Number | search A @ | Actionson selected rows. v

Al > Caller = User TS » Active = true = Universal Requestis empty

| 2 Mumber = Opened Short description
INCO010015 2025-10-07 02:42:42 Cloud Saas intermittent outage
INC0010014 2025-10-07 02:42:10 Major network disruption
INCO010013 2025-10-07 02:41:53 Business-wide service degradation
INCOG10012 2025-10-07 02:40:58 Security configuration impact issue
INCCO10011 2025-10-07 02:40:56 Server room overheating incident
INCEO10010 2025-10-07 02:40:54 Critical Saa$ connectivity outage
INCEO10009 2025-10-07 02:39:44 Peripheral and app compatibility issue
INCO010006 2025-10-07 02:3%:20 Cloud Saas performance degradation
INCO010007 2025-10-07 02:39:19 Audio hardware detection failure
INCOO010006 2025-10-07 02:38:35 Cloud Saa$ service interruption
INCOO010005 2025-10-07 02:36:53 Office-wide connectivity disruption
INCOO010004 2025-10-07 02:36:29 Telehealth service outage
INCOO010003 2025-10-07 02:30:47 CI/CD pipeline stability issue
INCC010002 2025-10-07 02:30:40 Printer driver compatibility issue
INCCO10001 2025-10-07 02:29:33 Third-party hardware integration request

e Agent’s list showing assigned tickets and work notes.

Incidents - All (82 » @ m

Last refreshed 2m ago.

d
& []  Number = Short description Caller Priority State Service ij group ig to Updated Updated by
Cloud 5aaS
2 ® [J INC0010015 intermittent Usar 1~ Critical o NSRRI ST Net TS 2025-10-09 00:29:00 system
ITS Progress Team
outage
Major network User In Hardware Hardware
- . _10- -29-
# ® [] INC0010014 disruption Ts 1 - Critical Progress Support Team TS 2025-10-0% 00:29:00 system
Business-wide
2 ® [J INCO010013 service Lzer 1 Critical i S ST 2025-10-09 00:29:01 system
a ITS Progress Support Team ITS
degradation
Security
£ ® [J INCOD10012 configuration User 2-High n Network Support Net ITS 2025-10-07 03:09:55 its_worker
N . ITS Progress Team
impact issue
Server room
2 ® [J INCOO10011 overheating ey 1 - Critieal i DERERD placyats 2025-10-09 00:29:00 system
incident ITS Progress Support Team ITS

Critical SaaS User In Software Software
2z ® [J]| INC0010010 connectivity 3 - Moderate 2025-10-07 03:13:19 its_worker
outage ITS Progress Support Team ITS
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e Specialists resolving a ticket (incident form open, State = Resolved).

Peripheral and

app User 5 Software Software iy no B
2 ® [] INCOO10009 compatibility s 2 - High Closed G ezt s 2025-10-07 03:29:37 its_user
issue
Cloud SaaS
s ® [J INCOOL0008 performance User 2-High Closed Network Support Net ITS 2025-10-07 03:26:16 its_user
N ITS Team
degradation
Audio hardware User Hardware Hardware n
# ® [J] INCO010007 detection failure s 4- Low Closed i T s 2025-10-07 03:27:47 its_user
Cloud SaaS
s @ [0 INCOO10006 service User 1~ Critical Closed Software Software 2025-10-07 03:28:44 its_user
N . ITS Support Team ITS
interruption
CifflEsTike User Hardware Hardware
7 ® [] INCOO10005 connectivity 1 - Critical Closed 2025-10-07 03:27:09 its_user
a o ITS Support Team ITS
disruption
7 ® [0 INCOO10004 Telehealth User 1- Critical Closed Network Support Net ITS 2025-10-07 03:25:49 its_user
service outage ITS Team
CI/CD pipeline User Software Software B
.3 ~ Criti 10 .27-
2 ® [J INC0O010003 stability Issue s 1 - Critical Closed G e TS 2025-10-07 03:27:44 its_user
Printer driver User Hardware Hardware
. P - 10~ 26 P
2 ® [J INC0010002 f:ompatlb\\lty s 3 - Moderate Closed Support Team ITs 2025-10-07 03:26:29 its_user
issue
Third-party
s ® [J INCOO10001 hardware User 5 Planning Closed Network Support Net ITS 2025-10-07 03:25:26 its_user
integration ITS Team
request

Reflection

Through this lab, we gained a deeper understanding of how ITIL concepts are applied in
real-world service management systems. By simulating the end-to-end incident management
process in ServiceNow, we learned how roles, workflows, and categorization interact to
ensure efficient ticket handling and resolution. This experience also improved our ability to
analyze data, assign responsibilities, and collaborate across different support tiers, reflecting
the importance of structured IT service management in maintaining service quality and user
satisfaction.
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