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Log On

1. Enter the URL into your internet browser. The URL will be provided to
you with your user ID.

% ieso

Power to Ontario. On Demand,

AAZLE ™

User name:
Password:

¥ Remember me

Welcome to Service-now.com

2. Enter the User name and Password provided to you and click
LOGIN.

The first time you logon to the Service Desk tool, you will be
required to change your password.

The homepage opens.

[ )

Create an incident

Sieso

Power {0 Ontario. On Demand

Liosea ] 0 % |
AATEY Addcomenty Employee Self Service Refiosh[OF  ][Swich ta page 2

Self.Service 2

{2} Homepage . o . N -

L1 Senvice Catalog [#] £ Something is not wg 2% W& 5 CanWe Help You? c®

18 Help the Help Desk ] Create 2 New Incident

5 General Questions or Requests
O Put

7 Incidents Myl EE

- Wy Requesied liems $E
L e T T —
E7 Watched Incidents le Short description
L& My Requests
[ Requested ltems My Org's Incidents —
By P [ b | - Sota |- Shore daseipion
I (g MNCONORTY In Queus Synchionization File Set Not Loading

™ o NGNS B eer Painciet Ask for common tasks
- g MSIRINRTY Pending User short description to be done

Response
I g MCO010271 Assigned P1 - ticket
I g MEODIOZEY Resobed scription

Check the status of
your incidents

To Create an Incident

1. Click Create a New Incident in the “"Something is not working”
section of the Homepage.

Catalog Item - Create a New Incident
Create a New Incident

il
Thank you for contacting the senice desk. Please describe the nature of your prablem in the fields below. Upon receipt, the senvice desk will categorize and prioritize your problem at which time you

will receive an automated email with the details of that update.
Enter a short description of
the problem that will be
easily identifiable in a list.

| Short deseription
» More information

Environment Affected
Production =

Functionality / Interface Affected
None =

Volume of SDPs Affected

<10 SDPs B

Is workaround available? 3. Seli_?Ct the _appropriate
[Ves - acoeptable for a lmited perod =] choices using the drop down

Impact of Delay selections.

[Medium - Default urgency level =l

Is this a recuring issue?

Unknown =]

[Please describe your issue below

» More information

2.
- |
] B 4. Type a thorough description
Cl—_,:;""" replcate he problom? of the issue in this box.
| 5.

Current behaviour

Expected behaviour

=
Complete these boxes as
appropriate to vour issue. 4

Provide example(s), file names, SDPs, etc.

Details of any di i is steps already

6. Click SUBMIT. =
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What Happens Next?

A. You will receive an email confirmation of the incident. It includes a
link to the incident.

From: MDMR. Support [mdmrsupport@service-now.com]
To: Smith, Farah

Cc

Subject: Incident INCO010281 -- opened on your behalf

Short description: Feport DC17 was not delivered
Click here to view incident: INC0010281

Comments:

Ref-MSG0002036

B. The incident will reopen with a confirmation notification at the top.

[€Rincident

© This incident was opened for your request

The IT department will contact you if they need any futther information
You can track status from the Homepage

Number: [Ncootozsr | Opened: [eotot1ros 0942 |
Caller: [DC User (bgrefundORrG @, £ (g Priority. [3-Moderate ]
Watch list: a State: | |
Short description [Report DC17 was not delivered

Description:

IThe DC17 was not in the FTS folder or the MDM/R GUI
Additional comments: "% =]

CB Al W ittt oy i it gt i o N gpn i T

o . - . o o o ere T e e -

st e rm e et e S g e e e F AN R RN . ;

E Activity » g
£ 2010.11-11 08:09:42 bgreflundORG8E410 - Changed: Urgency Workaround, Emironment Affected, State, Urgency Recurring, Caller, Priority, Assignment group, Company, Functionality
Affected, Volume of SDPs Affected. Urgency Delay

Urgency Workaround: No workaround available

Emironment Affected: Production

State: New

Urgency Recurring: No

Caller: LDC User (bgreflundORG86410)

Priofity: 3 - Moderate

(g Assignment group: Service Desk

Company: 86410

Functionality Affected None

Volume of SDPs Affected: Entire population

Urgency Delay: Medium - Default urgency level
[ Updeo ] sove]
C. Additional comments: Enter more comments in the green text

box.

D. Click UPDATE to save any changes and return to the Incident list
= Click SAVE to save any changes and retain the screen.

Click on this icon to
= | view related incidents

More Options

[€Mincident

@ This incident was opened for your request
The IT department will contact you if they need any further information
You can track status from the Homepage

Number- INC0010281 Opened [2010-11-11 08.08.42
Caller: [DC User (bgreflundORG O, Priority:
a8

Watch list: State:

1=

3 - Moderate

Click on the
PAPER CLIP

Shert description: as not delivered

Description-
The DC17 was not in the FTS folder or the

icon to attach
relevant file(s). J
\

Add to watched list if you
are not the incident creator.

You will be emailed with
updates.

Attachments (3]

Choose a file to attach:

A
N
¥ Encrypt

A

Current file attachments:

Mone

To Open an Existing Incident

1. Logon to the Service Desk tool.
2. Click My Org’s Incidents.

Sieso

Power to Ontario. On Demand.

Right click on the Column
Header and select Group by
State. The groups and the
number of incidents in each
group will be displayed.

B Welcome: LDC User

Type filter text AAZET  incidents = Goto[Number =] Q
Self-Service & b All > Active = true > State I= Resolved

{2} Homepage
LE Semvice Catalog [C [ INC0010281
&l Help the Help Desk I (g INC0010279

Incidents [~ [g INC0010275

My Org's Incidents
INC0010274
Watched Incidents [ [g INC0010274

¥ Opened
2010-11-11 08:09:42 New Sort (a to z)
Sort (z to a)
Ungroup

Group By State

Defaults to the lowest

. Bar Chart
%’;I: Eeegtue?}tsema L e number on tOp. Click the Pie Chart
! I fg INC0010267 Column Header put the
Export »

highest number at the top.

[i6] My Profile [ 6§ INC0010266

3. Click on the Incident Number link to open the incident.
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. L o . . . When the incident has been closed:
During the lifetime of an incident you will receive automated emails. Each
email contains links to the Service Desk tool: TF;um ZrD:;u/R;dSu;::;‘tE[mdmrsuDDwt@servl:Eﬂuw.cum} Sent: Wed 2010/11/17 12:01 AM
cc
When the InCIdent IS Created: Subject: Your incident ‘INC0010281° has been closed. _
Your incident ID INC0010281 has been closed.; Please contact the service desk if you have any questions. L
TFr?m: Z\DP;/R:u;upurl [mdmrsupport@service-now. com] Sent Thu 2010/11/18 1:48 PM Closed by- Serviee Desk (bgreflund)
Ca P .
Subject: Incident INCO010304 -- opened on your behalf _ é}:"; S::?fz?:vﬁﬁéggg,}gl‘v“ not delivered
Short description: Meter Multiplier not being applied e
Click here to view incident INCOOJO&' Comments
\f 2010-11-11 14:43:31 EST - Service Desk Addidonal commants
Comments The DC17 report was not promoted to FTS. The issue has been repaired and it has been forwarded to you
Opens the logon ReEALSGO002403
RefMSG0002775 page for the <t - 1
Service Desk tool
When a comment has been added to the incident: . .
To Reopen an Incident from the Email
From: MDM/R Support [mdmrsupport@service-now.com] Sent ‘Wed 2010/11/17 9:34 AM p
To: Greflund, Bonnie - . . - . . .
When you receive an email indicating the Incident has been placed into
Subject: Incident INC0010292 - Comment has been added .
oo e o s - A Resolved status, you must check your systems to ensure the issue has
ort description: short description - test with Bonnie M . . . .
Click here to view ineident INC0010292 been resolved. If you determine that the problem is still occurring:
Comments
20101117 093335 EST - Jim Butler Ao s 1. Click in the link indicated in the “Incident has been closed” email.
resuvmgu et
2010-11-16 14:11:53 EST - Jim Butler Assiionl ommats An Outlook form opens.
added additional comments
should trigger an email ‘/:’;\ =] 3« % )¢ Re:INC0010292 - please reopen - Message (HTML) - =
ReEMSGO002412 = : Message | Insert  Options  Format Text (7]
[ hee Tmestew - |12~ [ACIR|[E (S R RIS = NP . rmsion | A
paste j;m‘""atpmm [ r u|¥-A- = Ags:kss IE::\:; AtFtHa:h A[ttt:’:h Eg;l’gevss Galengar signature FaHnw l'lmjvlm:mﬂnm speling
Clipboard M Basic Text i Names Indude Options = | Procfing
When the incident has been resolved: e
j
From: MDM/R Support [mdmrsuppor t@service-now. com] S 10/11/17 9:34 AM send L‘:
To: Grefiund, Bonnie Bec...
@ Subject:  [ReINCO010292 - please reopen
Subject: Your incident 1D INC0010292 has been resolved. =
=S £
Your incident INC0010292 has been resolved; however it is not closed pending v and feedback. m | -
If you feel the issue has not been resolved, please click the following Ii via Self-service to reopen vour incident
Click here if vour issue was not propetly resolved INC0010292 Ref:MSG0002410
If you are satisfied with this resolution. no further actio
If we have not heard from vou in 5 working day(s), this inc . . H
Thank you. Opens Outlook with the Service 2. Click SEND.
- i . . Desk email address populated. . . .
Short description: short description - test with Bonnie i -
e See To Reopen an Incident from The Incident will be re-opened in Open status.
ere 1o View. ya A H - .
\the Email. = If you enter comments and click SEND, a comment will be added to
Comments = . . . . .
- - the incident and it will be placed into Open status.
2010-11-17 09:33:35 EST - Jim Butler Additiondl cemmants
resolving ticket
2010-11-16 14:11:53 EST - Jim Butler Additions] comments
added additional comments
should trigger an email
Ref:MSG0002410
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To Create a Request

Requests are either general questions or pre-approved activities.
From the Service Desk Homepage:

Sieso

=
?
e o e Can We Help You?
B Welcome: LDC User m
T AAZE ™ Addcontenis Employee Self Service |
Self Service £
Emi:?:.amg [#] & Something s not warking 2® (@ canweflel You? T
1 Help the Help Desk [ Craste a Hew Incident = General Questions or Requests
T Push Synchronization
7 Incidents My Open Incidents L) = b =
) e s - E— I T T
L& My Requests
[& Requested tems My Orgs Incidents. 2®
[re— [~ umber |« Swe | Shondascripion |
rs INCOO10279  In Queue Synchronization File Set Not Loading
- g MCQUOZTE Pending User P2 incident
o4 Response
. INCO010274  Pending User short descogtion
&
Response.
r ‘ﬂ M 10271 Assigned P1 - ticket
I G INCO010269 Resohed ‘short description |
1. Click on an item in the Can We Help You? Section:
= General Questions or Requests: An open (blank) form opens.
[—
Catalog ltem - General Request or Question i
General Request or Question .
Submit a general request or question Order this Item
i 1=
ORGID Quantity
Delivery time 1 day
Icaller (& order tow )
LDC User (bgreflundORG{[@ S| Add to Cart
IPlease provide details of your request am :'“’Wi"!' Cart
‘mpty
=
=

Customized Requests: A customized form with choices specific

to the request opens. This is the form for Push Synchronization:

I—) o

Catalog Item - Push Synchronization
Push ization process

Synchronization process might stop due to data problems or thresholds. In such situation MDIM/R operation team will push through the process to successful
completion. It might take several terations to achieve it, but this will be taken care by operations team and require only one push request per synchronization

ORGID

e —

Icaller

[[DC User (bgreflundORGEE®

Environment
@ Production
© Sandbox
©aa

Synchronization Type
@ Incremental Synchronization

© Periodic Synchronization

Synchronization Sequence Number

Order this Item
‘Quantity 1!
Delivery ime 4 hours
L ]Order Now
=|Addtocart |

Shopping Cart
Empty

More customized requests will be added based on experience.

2. Complete the fields provided. Provide as much detail as you can.
3. Click ORDER NOW.

An Order Status form opens with the Request ID displayed.

Request ID

Order Status

Your request number is REQD010060, which you can use ta refer iff #Tequest in future interactions with the senice desk.

You may also bookmark the following link to get back to REQ0010060

Note that clicking on the bookmark link (above) will simply take you back to this screen.

_____________________ Descripton ____________________| _ DelveyDate | __sSwee | ___oy ]
Push ization process to ful compl 2010-11-23 @ 1

[Delivery Information

Estimated Delivery Date of Complete Order: 2010-11-23

g Catalog :: Home

4. Click HOME to return to the Homepage.
= The CATALOG button takes you to the Service Catalog module.

What Happens Next?

For each Request a REQ ID is assigned, the Service Desk tool creates:
= A Request Item (RITM ID)
= A Task (TASK ID)

Think of this like a shopping cart: 0] REQ010060

The original Request is the Shopping Cart.

The Request Item is the item in the cart. \k d’ RITMO17560

The Task is the to-do list to satisfy the request.

TASK0145398

Tasks are directed to the appropriate group for fulfilment, e.g. Push
Synchronization is directed to the Operational Service Provider, which is
IBM. Other tasks will be directed to the Service Desk.

Service Desk Tool
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