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Ticket management in the ITSM tool user guide
Overview

OMES IS uses the ITSM tool to work incidents and requests for customers. This guide is meant to familiarize
employees who work incident and request tickets in the ITSM tool.

Steps

Login

Step 1: Go to https://oklahoma.service-now.com.

Step 2: The ServiceNow login page will appear. Enter your ‘

state email address and select the Submit button. Welcome to thxe
Service Pp ta lﬁ

Log in to OWIE get h%lp.‘oT report an issue

External login

UserID

I |

Step 3: Login with your organizational account. a‘ \d

OKLAHOMA

Sign in with your organizational account

jane@omes.ok.gov

Password

Sign in
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https://oklahoma.service-now.com/

The ITIL Homepage appears. The Oklahoma link in
the top left corner is a home button that will return
you to this page.

IT Agent dashboard

OKLAHOMA st

36, Joshua Graves ~

Q&

Homepage
Business Applications
Dashboards
W Demands.
Create New

MyDemands

Employee Center

Knowledge

Service Catalog,

+ ML Homepage v

ITIL Homepage

™ (empty) =928

M & C

Change Layout

Open Htems by Escalation

Step 1: Employees who work IT tickets will want to navigate to the IT Agent
dashboard. Select the Settings icon in the top right corner.

The System Settings screen appears.

System Settings

Step 2: In the General tab, select Dashboards for the Home
option. Then select the X in the top right corner of the window

to close System Settings. In the ITIL Homepage, select Oklahoma

in the top left corner to refresh the page. You can also refresh

your browser.

The homepage should now appear different,
appearing in Dashboards view.

General X
Compact list date/time D
B Theme
Keyboard shortcuts enabled I]
@ Accessibility Home @ Homepages
Dashboards
B3 Lists DatefTime @ Calendar
Time Ago
El) Forms () Both
A Notifications Time zone US/Central v <
Printer friendly version (=9
General
Compact the user interface C.
Compact list date/time C.
Keyboard shortcuts enabled .3
Home Homepages
(@) Dashboards
OKLAHOMA rest I, oshaGaves = O (R @ B

=
-

'W Demands
—

Knowledge

p—_

Recent OwnedbyMe SharedwithMe All

Other

ITIL User Dashboard
dm

wned by System Administrator

CMDB Dashboard

CSDM Data Foun

Owned by System Administrato

Group filter

Al Groups v Qe
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Step 3: In the Dashboards window, ensure that the All tab is selected. Then type IT Agent in the Search
dashboard overview cards field. The options will populate as you type. Select the IT Agent dashboard.

Dashboards m

Recent

Owned by Me

Shared with Me

All

The IT Agent dashboard appears. This dashboard
allows you to see open incidents, problems and

requests assigned to you, as well as those assigned

to your team(s).

Step 4: In the My Work tab, select the number in the My Open
Incidents box to view your open incidents. This displays all of the user’s
open incidents, including their incident numbers, the date and time
they were opened, a short description of the incident, the name of the

caller, the incident’s priority, etc.

A @ MyOpenincidents

4

@ MyOpen Problems

Group filter Search dashboard overview cards
All Groups v O, search by name or group

(a2) (32) (42) s

Rsd D O ITSM Viewer

MEBEBRE  TAgent

Owned by System Administrator
OKLAHOMA st JoshuaGrves + O () @) £}
v = B8 ITAgent v
m - © oo | e | madespotg

@ MyOpen Requests

4 3

My Work

My Group's Work

& My Open Incidents

Incident Spotlight

B Q

© @ ©

®

= Number ¥

INC0010186

INC0010184

INC0010173

INC0010164

Actions on selected rows...

= | Incidents m Search = Number

E ? All > Active = true > State not in (Resolved, Closed, Canceled)> Assigned to is Joshua Graves

= Opened
02/16/2022
11:15:04

02/16/2022
09:49:34

02/16/2022
01:22:16

02/15/2022
15:11:27

¥ | Search

= Short description

incident test - update
short description

service now incidents

Linking Change Req

test

= Caller = Affected User
UAT IM SD

UAT IM SD Analyst
Analyst
Abdulhameed Abdulhameed
Bashorun Bashorun
ImpuV Impu V
Jhavonne

Jhavonne Tyner
Tyner

.\/\.

= Priority
3 - Moderate
4-Low

® 1-Critical

® 1-Critical

1 todof4
= State = Category = Assi|
Custom|
In Progress
Platforr]
Applications Custom|
New
and Software Platforr|
Custom|
In Progress
Platforr]
Custom|
New
Platforr]

1 to4of4d
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Step 5: Select the incident number to open the —_ —_ —_ .
) .p P = Number ¥ = Opened = Short description
incident.
02/16/2022 incident test - update
INC0010186 o
11:15:04 short description
The incident window appears. You can update = s N | e - DY
the fields by typing or by selecting the Number | INCa010185 % Contacttype | Phone v ’
magnifying glass. Fields with an asterisk are i il 2 -
. Affected User | UAT IM SD Analyst o ® > Impact  2-Medium v
req UIrEd' 5 Service | Mainframe a a8 6 O 5k Urgency  2-Medium v
>k Service offering = Operations [*WING] Priority 3-Moderate
Category | —None— v Assignmentgroup  CustomerSuccess-ITSM Platforn = Q|
. . . Configuration item Q Assignedto  Joshua Graves [*NNNG]
Ticket fields are locked to the assignment R reeear— .
group, except for the Assignment group field, o [
the Assigned to field and the Notes.
add some special characters (!@#$%"&*()\|1{}<>|"&%)
Step 6: Scroll down to the Notes section. There are Notes | Reated Recards | Rsolaonnformation
two types in most incidents, internal notes and Watchist | & || & Worknotes st | & | 8
notes that are visible to the customer. To enter an Worknotes | vrknotes 2
internal note, type in the Work notes field and select o oo
Post.

Step 7: You also have the option to email the customer a note. To do this, select
the Show all journal fields icon to the right of the Work notes field. This adds the
Additional comments (Customer visible) field below the Work notes field. Any
note posted in this field is emailed to the customer from the Service Desk. If you
use this field, use appropriate language and avoid technical jargon or acronyms
that could be unfamiliar to a customer.

Show all journal fields

—=
=
-

) Post

Work notes Work notes

Additional comments
(Customer visible)

il

Post

When saving a record, you have two options. You can either Save a record and remain on that record, or you

can Update a record and return to the list view.

Step 8: Select the Hamburger icon in the top left corner and then
select Save to save the record and remain on that record.

< — Incident - INCOOT018A

Save

Addto Save record and remain here

Copy Incident

Create Outage
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When you want to save any updates made to a record and return F L= oo | rolow |~ || update 3
to the list view, select Update in the top right corner.
Step 9: When an incident is ready to be resolved, update the
State of the incident to Resolved. State In Progress v
3k Contact type Phone v
State In Progress v ‘
>k Impact New ‘
In Progress
%k Urgency  On Hold ‘
Resolved
Priority | Ganceled ‘

Step 10: Once the State has been updated to Resolved, scroll down to the Notes section. You will notice an
asterisk next to the Resolution Information tab. This indicates there are fields that need to be updated to
resolve the incident. Update the Resolution code field to the appropriate code. Then update the Resolution
notes field with a detailed note of the resolution. Make sure this note is useful as the resolution of the
incident. When completed, be sure to either Save and/or Update the incident.

Notes Related Records | Resolution Information*
Resolved by Resolved
>k Resolution code -- None -- v Knowledge
> Resolution
notes
Update

Step 11: Select Oklahoma in the top left corner to return to the IT Agent dashboard. You can select the
numbers in the My Open Problems and My Open Requests boxes to see detailed information for those as well.
When finished looking, return to the IT Agent dashboard.

Step 12: In the IT Agent dashboard, select My Group’s Work.
= B8 ITAgent v

My Work | My Group's Work |
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The My Group’s Work view appears. This
displays your team’s open incidents, open
problems, open requests, critical incidents,
open incidents not updated in the last seven
days and open unassigned incidents. You can
select the number in each box to view detailed
information about the open tickets.

Navigator

The menu on the left side of the screen is called the Navigator. It has three
tabs at the top: All applications, Favorites and Your history. The Navigator can

MyWork My Group'sWork  Incident Spotlight

& OpenIncidents

3

& (Critical Incidents

4

& Open Problems & Open Requests

5

& Open Incidents not Updated in Last 7 Days

0

3

& Open Unassigned Incidents

0

be used for easier navigation within the ITSM tool.

e All applications features a list of all available applications.

e Favorites features a list of the applications selected as a favorite by the

user.

e Your history features a list of the user’s most recently visited applications.

Step 1: Locate My Work in the Navigator. You can do this one of two ways.
One way is to type my work in the Filter navigator field at the top of the
Navigator. The other is to select Service Desk in the Navigator and locate My

Work beneath Service Desk.

Ea -

Self-Service
Homepage
Business Applications
Dashboards
W Demands
Create New

My Demands

Service Catalog
Employee Center

Knowledge

@

"6‘
P

.

Service Desk

Callers

(Y ®)
Create Generic Incident
Incidents
Service Desk
Knowledge
My Work
My Work
¥ SLAs
My Groups Work
My Work

My Approvals
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Step 2: Select the Add To Favorites star icon to add My Work to the

(=]
Favorites tab. = *

Add To Favorites
Service Desk

W SLAs

My Work
Step 3: Select the Favorites tab at the top of the Navigator. You should = ™
now see Service Desk — My Work listed in the Favorites tab. Select 2 v
Service Desk — My Work. = ﬁ ®
Home
5= Service Desk - My Work

e The screen right of the Navigator now displays all of the items assigned to you. This may include items not
shown on the IT Agent dashboard, such as change requests and problem tasks.

= Tasks Search Number ¥ | Search -‘/\- 1 tol7ofl7

E] ? All > Active = true > Assigned to = Joshua Graves > State = Pending

@ O\ = Number A = Priority = State = Assigned to = Short description = Task type
@ CHGO0030098 3 -Moderate Scheduled Joshua Graves Defense Change Request
@ INC0010164 ® 1-Critical  New Joshua Graves test Incident
@ INC0010173 ® 1-Critical In Progress Joshua Graves Linking Change Req Incident
@ INC0010184 4-Low New Joshua Graves service now incidents Incident
@ INC0010186 3 - Moderate In Progress Joshua Graves incident test - update short description Incident

e Theicons in the top left corner of the window provide extra functionality:
o The Personalize List icon allows the user to personalize which columns are
shown.

o Thefilter icon allows the user to adjust the filter conditions.

(9 | 57 |_AU>Active = true>

Show / hide filter ‘
Number A
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o The magnifying glass allows the user to search the fields
displayed for specific criteria. Show column search row
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