Submitting and Managing Service Requests
In
ServiceNow
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The Following Presentation will take you through how to submit
and manage a Service Request using the ServiceNow Portal.

A Service Request is not a Request for Help (an incident)

» Service Request = Ordering Something (software, new desktop, access
to a system, system privileges)

» Incident = Reporting an issue with technology, e.g., network outage,
desktop computer doesn’t turn on, password reset, etc.
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Portal via the following /
' :

https://massgov.service- o W
now.com i

If you haven’t logged e
into ServiceNow, and - .

Log in using your
ServiceNow account

link:
/|

4

this is your first time, go B -

to the appendix of this ]| Knowledge Base @ Get Help+ 1 Order Something »
Search the knowledge base for solutions to Report an issue to the Service Desk Browse the catalog for services and items that

dOCU ment fOf' known sstes youneed

instructions for
For First Time Log In
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Example: User needs the Clarity Application
MaSSIT (nowledge Base  Requests (@ Live Chat

(1] Knowledge Base » @ Get Help-» \2 Order Something +
Search the knowledge base for solutions to Report an issue to the Service Desk Browse the catalog for services and items that
known issues you need

ENR  Super Man

= To Create a Requestyoucan...
» Search for the Clarity Application
» Type in “Clarity” in the “How can we help” box




” / - / 7 f / v (i ¢
/ o/ y ' b . S / r‘ /s /’ //’/,‘ r

/ /. / / ’,/ /s

/
/
L7y

7f

W /,How/ to Create a New Re/ciuest /

/ U4 ) 7 ",
Y. W //, N % A / ; 7 //{ 77 I /-"{/ )
7 , AP D i '// v f'.'«‘ / // g, 78 e I

/ o

= Click the Item you wish to
request

» Inthe example itis Clarity
* CLARITY ACCOUNT REQUEST

=3

EHS Clarity EHS Helpdesk Reports an Application or System Issue
Clarity

Clarity Account Request

Google Nexus 7

LG 22" LCD Monitor

Ilyama 24"

MassIT
= Click the “Order Something” Link

to see a list of services and

available items Services Application and Software
i A 5, Lad (1]
> For th|$ example Choose —— Chargeback Billing System CIW - Website

° APPLICATION AND So FTWARE @ Application and Software [ 12 ] F;|:;t for the Chargeback (C\B) billing Request for CIW Weby
Business Process Management [ 2 ]
Disaster Recovery [ 1]
Facilities and Building Services [ 2 ]

615 Services o Clarity_ - ?ognos Report R

Request for Clarity Services. Request to run a Cogy
Bm Hosting Services [ 12 ]
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For this example, a simple item does
not require a lot of fields to complete

Clarity

Field _ lpescripton |

Requested By Person requesting the selected item. This field
CA Clarity is a MassIT Project and Portfolio Management tool

will be completed for you

Request on behalf of Select this field if you are submitting this request
on behalf of another person. e

©  Inangelo, Nick x
Requested For This field will appear when “Request on behalf of”
is selected. You will select the name of the i s
person for whom the request is being submitted. Request Information

Type of Request Select the type of request, New is selected by Typeof Request
default, other choices include: Modify, Remove o
and General Inquiry * Description

Provide additional details related to this request »

Add Attachments You can add attachments to your form, including
screenshots or documentation related to the 1
request. : m
Once all the
information has
been entered,

Click “Submit”

.
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Live Chat

Search Q
Created REQD010176 - track using 'Requests’ in the header or click here to view *
C IG TTUy
Request for Clarity Services.

CA Clarity is a MassIT Project and Portfolio Management tool.

Requested By

= A green banner will appear confirming that your request has been submitted.

=  Within the banner you can click the “click here to view” link to view your
request and any information associated with it.

|

In addition, you will receive an email confirming that your request was
submitted.

» The email will also contain a link to the “Request Information”




HOW TO VIEW EXISTING REQUESTS
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One Of The New Features In Service Now Is The Ab|||ty To See All Open Service
Requests And Incidents With Two 2 Easy Options.

Option 1: After Submitting Request, the green banner
appears and you can “click” on it to review. . .or,

MassIT

Created REQO010176 - track using 'Requests’ in the header or click here toview &

Clérrey You can go to the main portal page and
o You can select the record from there
CA Clarity is a MassIT Project and Portfolio Management tool
My Tickets
Reqg d

INC0001412 - Can not access my email from home, » (>\(}

webmail

REQ0010373 - Requested for:Smith, Aileen (DOR-T& Catalog
Item Name: Clarity
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Search Q
Requested for:Smith, Aileen (DOR) & Catalog ltem Name: Clarity @ Your request has been
submitted
Smith, Aileen (DOR) Humber State
® 1m ago REQO010373 Open
Checked in from 148 Shawmut St, Chelsea, Priority Created
MA 02150, USA 5-Planning 6m ago
Updated
. . 1ma
Smith, Aileen (DOR) mago
© 6m ago
REQO010373 Created Tickets are picked up within
4 hours (M-F 9-5)

Star)

There are no attachments




ServiceNow

FIRST TIME LOG-IN INSTRUCTIONS
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Go to the ServiceNow Service
Portal by entering
https://massgov.service-now.com
into your internet browser.

The ServiceNow Service Portal is ] TSI
internet accessible and does NOT ([ Knoviedgebase  (DGethep 2 OrderSometing

require you to be in a MAGNet Glidchere o rescEypur password
(Massachusetts Access to
Government Network) location or
connected to the Commonwealth’s
VPN service.

To login to the ServiceNow Service

Portal for the first time you must The preferred browser is Google Chrome. Note: Updated versions of
Firefox and Internet Explorer can be used, but some views may
display incorrectly when using a browser other than Google Chrome.
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Enter your username and click the “Next” button

Your username is your primary email address (ex:
firstname.lastname@massmail.state.ma.us). If you're not

sure which email address is your primary, please contact the

MassIT Service Desk using one of the support options at the bottom
Massachusetts Information : Of this document-

Tracalate Manx gow
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Verify your information is correct

MassIT Contact Us Mass.gov links
) Commontielp Service Desk Mass gov Home

Massachusetts Information

Y Div ( Call 1,506 500 2908 P Masa gov Termma of Use
echnology Division -

€D Live Ot Mass gov Privacy Policy

Tracalate Mans gow
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Click the “Reset Password” button

MassIT Contact Us Mass.gov links
5 Commontielp Service Desk Mass gov Home

Massachusetts Information

( Call 1,906 5082908 P Masa gov Terrma of Une
Technology Division c

€D Live Ot Mass gow Privacy Policy

Tracalate Mass gov




B Cs-Spwdl_success x o

<« C | @ Secure | https//massgovtest.service-now.com/sp/Zid=pwd_reset Y o :
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Password Reset Success

Success!

MassIT Contact Us Support Mass.gov links
(=) CommonHelp Service Desk Get Help Mass.gov Home

Massachusetts Information {, Call 1.866.5888.2808 Knowledge Base Mass gov Terms of Use
Technology Division S
@ Live Chat Mass.gov Privacy Policy

Translate Mass.gov




