
Version 1.0 10/2025

Lab 03 - Report

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 during the simulation.
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https://docs.google.com/spreadsheets/d/1hHv1MBrysAXR-Vvzu3ElTBYG9KHn6rdcN9LILIww2pA/edit?usp=sharing
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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 
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-​ Hardware Support Team 

 

-​ Software Support Team 
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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. 
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INC0010010 

 

INC0010011 

 

INC0010012 

 

11 



12 

INC0010013 

 

INC0010014 

 

INC0010015 

 

 

12 



13 

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. 
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INC0010003 
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INC0010009 
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INC0010015 
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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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INC0010009 
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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. 
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Deliverables 

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

2.​ Roles & Responsibilities 

Name NRP Roles Responsibilities 

Gusti Gratia 
Delpiera 

5026231097 
Group Leader 
and Hardware 
Specialist 

-​ Provides the shared 
PDI and creates the 
user accounts. 

-​ Find 5 related to 
Hardware 
issues/categories 

-​ Create BPMN 

William Bryan 
Pangestu 

5026231011 
Team Member 
and 
Software/Applica
tion Specialist 

-​ Find 5 related to 
Software/Application 
issues/categories 

-​ Create BPMN 

Kayla Putri 
Maharani 

5026231158 Team Member 
and Network 
Specialist 

-​ Find 5 related to 
Network 
issues/categories 

-​ Create BPMN 

3.​ Workflow 
●​ 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 

●​ Provide explanation 
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https://dev308907.service-now.com
https://cbtw.tech/insights/bpmn-vs-uml-what-are-the-differences
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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 
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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: 
●​ Customer’s Service Portal showing submitted incidents. 

 

●​ Agent’s list showing assigned tickets and work notes. 
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●​ Specialists resolving a ticket (incident form open, State = Resolved). 

 

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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