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ADVANCED

o

Activity Center ~  Initiatives & Accelerators ~  Platform Health v Value Journey ~  Product Adoption ~  Impact Benefits & Usage
= Key activities iy T
- Y i=Upcoming activities il Reports ﬂuﬂ Impuct squud View all
Activities and deliverables that need your attention.
& x corp
Stakeholder group: @ | All selected
Prat Rama
NOW!
PR ) o

Test task Duein 4 days

. Mark as complete
E Assigned to (& Ellis ==

2%
E to the Due in 5 days Mark as complete

Assigned to (€€ Ellis

3

8 : C Intake Qu ire form and

@ Imegrcmon Strategy Maturity Self-assessment Duein 13 days Mark as complete

Assigned to fy Nash (NOW)

B X

PA close out the accelerator and deliver all deliverables to customer
Bl huein 13 dave Mark as complete

Recommendations

~

ds Training, accelerators, and next best steps for you and your organization,

|£ Value Journey

Overview of the business objectives and initiatives supporting your Value Journey.

Stakeholder group: € | Al selected

Business objectives Initiatives
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Customer Success Manager

2 Platform health

Monitor your Platform Health by production instance. Make sure

to go to Platform health page to view the data for all instances.

X

Last scanned on 2023-12-14 13:53:47

Overall instance health

84% ~ >

Bottom 25% vs Peers

:E Recommended capabilities

Current adoption status (excluding No intent to use)

| - |e

Implementing 2

26 Inuse 26
Inuse B notinuse 241
outof 850 Planning 7

Needs validation 574
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(2) ServiceNow Impact

Activity Center itiati & v

YYou have new permissions pending. View more details in Manage permissions.

= Key activities

Activities and deliverables that need your attention.

Stakeholder group: © | Al selected ~

Eirops
El Workshop Session Follow-Up Task Due in 16 days

Assignedto 5 Sharma (NOW)

Bmors

El Introductory Session Follow-Up Task Due in 16 days

Assignedto 55 Sharma (NOW)

TEMTO098706_conv3 High
@ K Jmpact Admin KPI Test

TEMTO098706_conv2 High
@ iak |mpact Admin KPI Test

Recommendations

a5 Training, accelerators, and next best steps for you and your organization.

25 Mef pHRL

i
2

1
A

e
of

==}

E
ne

Health

P ce Chuck
l:? © Demo-Xer ¥

ADVANCED

Search Q

Value Journey Product Adoption Impact Benefits & Usage

View all

% Impact squad

:=Upcoming activities 2 Reports

Bl FINANCE & LEGAL

Andrew (NOW)
Customer Success Manager ©

AP

Mark as complete

Mark as complete

2 Platform health

Monitor your Platform Health by production instance. Make sure

to go to Platform health page to view the data for all instances.

Reply,
[ Demo - Xer v
Type Version
Reply ¢ Utah Patch 4 Hot Fix 2b
User transaction count Server response time
28.31/min 1173.88ms
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C i All rec ions Tasks

Calendar Activity log Files

Your Personalized Recommendations

Al-driven and expert suggested recommendations for training, content, and experts-on-demand offerings

Assign ServiceNow developer
training to key platform team...

This course will help your admin team be

more confident when navigating the new..

= Training

You have an opportunity to
improve your CMDB health.

We noticed that you have an opportunity to
a
improve your CMDB health. This...

+ Accelerator

- RE Tluk A ALE:

o BI=U2 AFBXOIA| YIS Mol 7158 =

Implement virtual agent for
ITSM to increase your b

Participate in Champions
Enabl

Virtual agent can help automate repetitive, As an Impact Advanced customer, this is

o

3
simple tasks so your agents can focus on... one of your perks and I strongly recomme.

o Accelerator & Customer Experience

Accepted

Time to review your Healthscan
scorecard

Invite the Customer to an
upcoming Strategic Event.
It's been 4 months since we last spoke

*® about HealthScan. Let's see what has...

Professional Service Community
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sa Customer did not attend the Strategic event

sto AY At E

New

Unutilized Instance Observer
5 Seats

Instance Observer (10) is an observability and

. performance monitoring tool that empowers yo...

[ Usage

Register for Knowledge 2024
and get early bird access to...

As an Impact Advanced customer, this is

a
one of your perks and I strongly recomme...
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# Home > Manage Permissions

Manage Permissions

These initiatives include activities that require your permission to start. Declining Search
permission may limit your squad's ability to complete the initiatives.
Filter by
All consents
Jumpstart Your Upgrade .

Activities: Instance Clone, Detailed HealthScan

View terms & conditions

Pending
View initiative details
Tuneup Your security Update Permission
Activities: Welcome to TuneUp Your Security, Prepare and Schedule TuneUp Your Security Session, TuneUp Your
Security Coaching Session 1, Accelerator request received, TuneUp Your Security Coaching Session 3 (Optional), View terms & conditions
Your Security Coaching Session 2 View initiative details

o Declined by TestConsent ImpactAdminXueti on 2023-01-21

Health Assessment — Advanced

Activities: PA submits HealthScan scan request
View terms & conditions
Accepted by Ke Shah on 2023-10-03
View initiative details

Expires on 2024-06-29
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TuneUp Your Security

A Update permission in Manage
Permissions to start.

Guidance on platform security

Impact Impact Accelerator

Estimated duration 30 Days

See Details Start Initiative

EAIFc -

Heto| F0{E HAMe{zo|Ef= o|et 20| FA|E T

=
O|LIME[E AR EME ALSE 5 A

TuneUp Your Virtual Agent

@ This initiative was already granted
permission.

Guidance on fine-tuning ITSM Virtual Agent to

optimize value

Estimated duration 90 Days

See Details Start Initiative
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Impact benefits

Here's what you get with your Impact subscription!

Capabilities

Owerview

Impact core ~

Digital experience
Impact squad

Operating model

Experts on demand ~

Accelerators

Advisory sessions

Expert Services discount
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Impact benefits
@ Accelerator capacity s shared between your account's covered stakeha as necessary to ensure open capacity when starting or

scheduling an Accelerator for your desired stakeholder group.

Platform Health Value Journey Product Adoption

Consumption report

Training insights

Experts on demand
Additional resources

Accelerators

Fixed scope offerings aligned to unique needs throughout your
ServiceNow journey, providing point-in-time guidance exactly
where you need it to get to value quickly.

Architecture Strategy Technical

Upskil your team and align with organizational Use demonstrations, personalized coaching, and

and governance best practices.

Follow guidance that's aligned to architectural
best practices to create a platform built for scale. best practice tips to increase user engagement

and adoption.
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All Architecture Strategy Technical * Recommended
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Company cases and trends
Company active case breakdown Enhanced case response time

Active cases from Now Support are updated every 4

hours and are not real-time
\PZ High : 7 (23%)
Total :\Den r:;e P4 Low: 4 (13%) o
P3 Medium : 20 97 /6
(65%)

Total case response time achieved & PREMIUM DIGITAL EXPERIENCE

Impact Advanced and Total package customers get faster
response time on P1and P2 support cases, including a
15-min response time for P1 and 1-hour response time
for P2 cases.

=y:1l74V4

Get developer support for
customizations

[v] 10 P1 cases P2 cases Your Impact package includes developer support to help
- = 100% response time £ 96% response time (g
New (T e— — troubleshoot custom code and configurations! View the
consumption report to see named contacts who can
[} o 15 @ request developer support.
WIP - Awaiting info Solution proposed

View named contacts

Cases trends

Case trending helps vou identify areas of concern owver time and flag spikes in certain case types. This chart represents the [atest 13 months of open case trend data based on the month the case was opened.

Case trend

s i e E Rl
0-—-—_——--—

Mar 22 Apr'22 May '22 Jun 22 Jul22 Aug '22 Sap 22 Oct'22 Mo 22 Diac'22 Jan'23 Feb 23 Mar ‘23

M P4 Low P3 Medium B P2 High [ Pl Severe - Case Trend
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Your production instances and instance observer KPIs (Last 24 hours)

Instance Name Instance Type Primary Database User Transaction Count Average Response Time $QL Respanse Time

sndemo Production 142278 86.75/min 0905 0.925

View all Instances

Instance Availability Alerts (Last 24 hours)

Instance Instance Type Instance Availability Instance Instance Type Monitoring Alerts Self-Service Alerts

sndemo Production ] sndemo Production 2 0

View all Instances View all Instanees
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@ Overview
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User
6c2076ccé65eb241acad4048ef72bb75¢ca  accentureinternal  Prod

Duration

Mar 27, 2024 02:12 PM - Mar 28, 2024 02:12 PM ]

Overview URL

View Syslog Table 7

RANSACTION COUNT @ AVERAGE RESPONSE TIME @ MAX RESPONSE TIME @ N ME @
3,793 240.52ms 8,505ms Oms
a 18.83% based on previous period w 14.27% based on previous period * 30.05% based on previous period w 0% based on previous period

accentureinternal  Prod

6c2076ccb65eb241acad4048ef72bb75¢ca

Duration

Mar 27, 2024 02:12 PM - Mar 28, 2024 02:12 PM

Overview URL

URL accessed in 6c2076ccé5eb24laca4048ef72bb75¢ca

View Syslog Table

Filter Applied: = 27 Mar 2024 06:40 pm to 28 Mar 2024 11:20 am x
. Average response
URL = Transaction Type = . = Transactions = Max response time (ms) =
time (ms)
i/now/v1/search/sources/text: rest 481.02 &0 1.205.00
ident_list.do list 262.00 [} 785.00
api/now/v1/batch batch_rest 25426 78 1,493.00
pi/now/'session/notification rest 172.16 a4 1.652.00
api/now/ui/history rest 96.00 2 170.00
nihttp.do xmihttp 8045 682 1,706.00
api/now/guided_tours/autolaunc rest 66.40 7 1.345.00
sys_attachment.do other 35.50 2 36.00
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User Transaction Count @
Transaction count is the instance-wide sum of all transactions of a certain type known as "UI_TYPE", Essentially can be considered to cover only "clas...Show More ©

Default ~ Anomalies Alert [

Jul 4,2023 09:00 AM - Jul 5, 2023 09:00 AM ]

How anomalies are calculated and plotted &'

Anomalies Past Period Trend

41 50 9«
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Job Executions ~ Anomalies

Alert

Jul 10, 2023 09:01 AM - Jul 11, 2023 09:01 AM
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Performance

Transactions/Response Times

* Instance Update instance default settings * Metrics
| sndemo v | - Select All -
User Transaction Count
Average Server Response Time
Stacked time (server/network/browser)
* Date Range
‘ Jun 26, 2023 05:55 PM - Jul 7, 2023 05:55 PM |

Options
Self Service Alerts
Diagnostic Events

Add-ons

-- None -- - |
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Edit alert configuration

X
Transactions (Drop) - Instance Critical
Conditions Snooze time @
Anomaly based condition (suggested) v - 15 + | minute(s)
+ Anomaly based condition (suggested)
»r transactions moving average drops by a certain percentage of its historic median for a certain time period.
Percentage drop in moving average
Kedan Absoluteﬂ clleviation . linute(s) below the normal range
Alerts Anomalies  PastPeriod  Trend §imulated Duration ‘
8 73 273 1+ L Last 7 days
1500 N 20
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GMT+5:30
Range = Metric Value Mean
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ServiceNow Cloud Availability

servicenow.
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Data Center Availability

IAD (Washington, DC - US)

) Service Interuption

D Active Event

=

N

Jse Instance Observer to view other issues that may be

impacting your services.

Summary

Last updated : YY¥Y -MMM-DD HH:MM:55

ServiceMow has detected a network event that may have impacted your service. Users
may have experienced intermittent availability of your ServiceNow instance, ServiceNow is

working to properly diagnose this issue as quickly and effectively as possible. We will

this inconvenience; your safisfaction is our top priority.

Data center availability

PAST 90 DAYS

Last ?0 days service issues

update this case with additional details as information becomes available. We apologize for

Instance Observer &
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abccorpinternal

Configure alerts

Manage all of your alerts, Turn your configured alerts on/off or madify settings. By default no alerts are set, you need to configure the alerts that you want

Lets kick start your alert onboarding today!

Tak tt Configure your alerts !
‘ake a moment to configure your alerts an

2 B 7L AL C

3. Configure your alerts! (Z 11 74) .
A~ MENSH | EE]of Cist 27} FAIE L CH
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Alert configuration sccorpinternal

(]

Configure Alerts

)

ooe

Set Notification

we will be learn about your instance and its usage and suggest the best suitable condition to for meaning full alerts.

Ta configure optimum threshold for each alert, how marry skerts would you ke to receive per day.

“Max alerts per day / per metric
3

Alerts

£\ Transaction drop Instance
Set an alert if your transactions moving average

drops by a certain percentage of its historic median
for a certain time period.

[) Database response time

Set an alert if moving average of response time is
experienced greates than of the historical median for
a certaln time peviod.

>

HAd & gt
5. U2 MY S MEABL|CE
ZE M Ho|X|7} 2EE1 7|2 o] 7

Alert configuration abccorpintemal

o

£1 Transaction increase instance
Set an alert if your transactions moving average

Increases by a certain percentage of its historic
median for a certain time period,

L. Default semaphore mean

Set an alert if default semaphare mean is approaching
limits of max concurrency by a certain factor in a
certaln time perlod.

ol Ats2=

()

Configure Alerts

@) Notification rules help combine méscellanecus alerts and provide flexibility regarding who is notified and notification method,
)

Set Motification

£\ Response time instance
Set an alert If moving average of database response

time is greater than the historical median in a cartain
time pericd,

£ Default semaphore queue depth
Set an alert if default semaphore queve depth is

R
approaching limits of max quewe depth by a certain
factor in a certain time period. Kl

-l
- @

L
E

A Set Notification

Naotification rule

Default
Notify All Admin
Auto-generated rube for instance accenturelntemal
=1 Email O SMS ) ServiceNow @ Third Party
Enabled To be Configured To be Configured To be Configured

Defauilt notification rue wil used and based on default configuration we will notify the users. Modify natification? Configure Notiication &

How to Configure Notification Rules &

€ Configure Alert Condition

MEAEIL|C},

— 1
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6. 24 Configure Notification( 2] 774) S MENSI0] ALK} XA &S ot Ct
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Configure Alerts Set Notification Review & Create
© Alerts to be configured
Alerts configured Max alerts per day
« Transaction Drop - Instance 5
e Transaction Increase - Instance
» Response Time - Instance
+ Database response time
* Default Semaphore mean
» Default Semaphore quewe depth
& Notification
MNotification Rule
Notify All Admin
Motity All Admin
Auto-generated rule for instance accentureinternal
=1 Email ) SMS ) ServiceNow @ Third Party
Enabied Tobe Configured To be Configured To be Configured
’ ¢ Set Notification | Cancel Create Alert

8. 31 hs7| Ex U2 MY S MESHo] &2 74 wo|X|2 Sotd ot

Alert configuration

Request submitted successfully! Your alerts will be auto configured & enabled.

If you wish to set up Alerts for others instances, simply repeat these steps after

choosing a different instance at Configure Alerts page

A
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Configure alerts

Ay AR Y AR M,

abccorpinternal

Manage all of your alerts. Turn your configured alerts on/off or modify settings. By default no alerts are set, you need to configure the alerts that you want.

Discover the perfect threshold for minimal yet meaningful alerts.

Configure alerts now with most optimal alert threshold configuration.

Generate Threshold

2 Bt EA|ELCt vido| 18 Fdstets

A
o,
2. QAIX| A2 MedptLict,
He 7 steio] EAIEUCH
3. 99 H0) B2 5/0lEelg SECHR0M 2t ol E2jo| chal $A1E Hoh 574 HEE Mgt
Al Siof 2 2 A2 Jhs et 7o) AlLE o =2l 22t delol Agc
2t ol =20l ChsH 2/Th 27Ho| HEE Meisiel of HtH B2 2 12700 H=E

AMefuet(of: (B2 274) X (HE

Eg 67l) = 45 1271). BE =

of! 00:00 UTCof|

To configure optimum threshold for each alert, how many alerts would you like to receive per day?

* Max alerts per day / per metric

E "]

Alerts

L Transactions (Drop) - Instance
Set an alert if your transactions moving average
drops by a certain percentage of its historic median

for a certain time period.

L Response Time - Instance
Set an alert if moving average of response time is
experienced greater than of the historical median for

a certain time period.

L Default Semaphore (Mean)
Set an alert if default semaphore mean is
approaching limits of max concurrency by a certain

factor in a certain time period.

o H .
4. ¥z Aeigiic)
&tol of|AIx|7} EAIE U
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Transactions (Increase) - Instance

Set an alert if your transactions moving average
increases by a certain percentage of its historic
median for a certain time period.

Database Response Time
Set an alert if moving average of database response
time is greater than the historical median in a certain

time period.

Default Semaphore (Queue Depth)
Set an alert if default semaphore queue depth is
approaching limits of max queue depth by a certain

factor in a certain time period.
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Alert configuration

Your new alert thresholds are available now
You need to accept & save the conditions under each alert to

start using ServiceNow recommended threshold.

5.Ct222 0|5 32 74 HEL
HEE= EE 7 2 2 ozt s 7t A E L O

Currently Configured Alert
. . View Alerts L AlertOn v
When the anomaly persists for more than 5 minute(s) below the normal range

& Configure Alert Condition

‘ '10 Recommended' configuration is available. Please select the condition and proceed by clicking 'Save' to implement it.

Conditions Snooze time @

‘Anomalybased condition - - 90 + | minute(s)

Set an alert if any anomaly detected based on historical pattern or transactions moving average drops by a certain percentage of its historic median for a certain time period.
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9. 24 Aehst ol=2lof Ciet 28 =2 TAS Mepct
. o = A
10. 84: AR 74 HEsls SOt A S HAS
& Configure Alert Condition ~
Conditions Snooze time @
10 Recommended -

minutel(s)

Set an alert if any anomaly detected based on historical pattern or transactions moving average increases by a certain percentage of its historic median for a certain time period.

Moving average increases by 10 % of the historical median for more than 5 minute(s)

Maximum alert(s) per day 2

Change Alert Count Simulate Chart

AMENSHL| T},

—H

M. =4 z|of 574 21 %& HElstL HMES

Change alert count X

Changing the Max alert count will change the threshold for this metric & new updated threshold will be
applied automatically for alerting.

How many alerts do you want receive per day for a metric?

*Max alerts per day / metric

5 v

Mehghct,
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New Alert!

ServiceNow
To: jackie.qutierrez@cabrillocorp.com

4 Intelligent alert

A Alert triggered for instance [Saillaaais

MNodes affected Users affected Instance response time Alert Confidence
50f20 330f120 Stable (average for the last 24hrs) High
2, QIAEIA BEXO| A x| AER 0|58 HE vij4E MeEigct,
Semaphore default mean @
Ly nber of semaphc minute per ther ds., the nurr r of en ser tr actior e F d at on "
Default ~ Anomalies EE]  Alerts )
Tuesday 17 Oct, 7:43am x
2 times more than historical
L\ A\ median for Smins
7NE
; — ./ N\ & Generate Root Cause
< - 7——?_///\\32;;)\_ —_—
[ ] [ ] e ]
o S A A
3. ZE Ol0|Z flofl oA E 22|H of2lof ht et MEE = 5 AUFHCH
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: 22 210l AT T RHE 29

Root cause correlation report - 29 Jan 2024, 2:03 PM

Instance
Cabrillocorp

+ Summary

Note! - This is a Al generated summary

Instance response time

Stable (average for the last 24hrs)

there are §

MNodes affected Users affected Started at Duration Severity
Sof20 330f 120 2024-01-29 01:12 pm 32mins 4secs Medium
Semaphore Type (Alert1002674723) triggered an root cause correlation for Memory, Longest Running S at 02:45.

with long run times. The first transaction had a run time of 4-35

times, and the remaining four transactions are HTTP outbound requests that had issues with response status and code 400. There were also issues with request timeout and response time in these four transactions.

o HE2 XE
Overview Memory Long Running Sessions Compare Metrics
Memory

Logs as extracted from the glide memory.watcher thread, originating from the node most affected by memory issues. The engine lists the top

longest running jobs or transactions, along with comprehensive keylog.

5 transactions with long run times. 3 Jobs with running above than the average historical times

MNodes impacted : cabrillocorpnode5, cabrillocor de3, cabrillocor

de2, cabrillocorpnode4, cabrillocorpnodel

View Details

Garbage Collection Time Mean Semaphore Mean Max

o AFR b5 ol gMe 2 Aol An pilel KEof
AlZ 7

Nodes Impacted @

Node Type Impact Rank

s cabrillocorpnode 5 Worker 1
Job Name Job Count Worker
Clean Expired Rollback Contexts 328 JOB: EAM - Update on PC Hardware
SLA update 925 glide scheduler.worker.7
Transforming: ISET0151110 using map NAS 234 glide.scheduler.worker.0
Workflow107222d5db02c554747be665059619b0 123 glide.scheduler.worker.6
Table Cleaner 425 glide scheduler.worker.6
Workflowf996ce241b0a45d01dédé24abcdbebd8 112 glide scheduler.worker.5
JPMC_RSAM: Get/Post RSAM 234 glide.scheduler.worker.7
JPMCProcessDataEventsP55 123 glide scheduler.worker.3
Data Event Message 111 glide scheduler.worker.2

> cabrillocorpnode 2 Worker 2

> cabrillocorpnode 3 Worker 3

8. Xl MEislo] MESE EAMM U 20 Byl mEE A
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Servlet Memory Mean

| w2t chE o),

=22 Ho|&2 dE&Lch

GC Pause Duration(secs) «

20354
Started Age

2024-29-01 01:00:14 03:42:12 :
2024-29-01 02:00:21 02:44:10 :
2024-29-01 02:00:16 02:43:56 :
2024-29-01 01:00:47 01:23:36 :
2024-29-01 01:00:11 01:23:32 :
2024-29-01 02:00:11 00:47:48 :
2024-29-01 02:00:19 00:46:26 :
2024-29-01 01:23:12 00:29:59 :
2024-29-01 01:11:09 00:27:02 :
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Job details cabrillocorp [FE

Summary
Node Jobname Job Started at Job Count
cabrillocorpnode2 Ds_dsrm_nas_nodeflattable_scheduleJob 2024-01-29 01:12 pm 458

Transaction
Transaction ID Latest Timestamp Transaction / Worker Name Transaction Timestamp
f2b21cdfbde & 2024-01-30 03:39:46 JOB: Insight - Cloud DB Instances 2024-01-29 01:16:46
Logs @
2024-01-29 01:16:14 PM EST ®87.12 mins & John, Doe

QIAEIA HER U
A U J|E AlAE HEof hE LRIS olATA BEAR o] EAIEUCH
AL Xt Olo 2 = SMS AIHOR MEEE o L 2B (0l ZT Y Af 2
U o2 EAZIZ ABE + Y LIC

S TIS0ll HF FHs0) MM HEE Solptict,

. 212 0212 AI23I0] x|tk 72417 Sote| FA 252 B,

- 22 TolA ZEE XlgLc

ol RSE B o BUE Y FEo| thek el AFol| HalAzch
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@ Stacey Armstrong 3
ServiceMow
MNotification (3) Clear All i

® Mew Feature release 17.0

‘@ Lorem ipsum dolor sit amet consectetur. |d ormare

amet Eringil!a dignissim gravida.

s /A Monitoring alert x .

Lorem ipsum dolor sit amet consectetur. Egestas

adipiscing tempus malesuada massa gravida arcu non.

3mins ago abccorp externalld

* A Self service alerts *

Lorem ipsum dolor sit amet consectetur. Dui tincidunt

15 1 g 4
proin velit nibh arcu etiam.

< Smins ago abccorp external 01

i |

® A Auriga alert ®

Lorem ipsum dolor sit amet consectetur. Pretium

~ scelerisgue tortor in nunc. Y
Tue 12:59 pm abitor extemal23

HA

E‘”OIE—‘I A‘”E Hl (ElalA L_I.le_

T 22|A/afx|of Ciet HIER{S B|5t1 ofshsto] MA o Jee 2felefct
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A2 ERAM
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5 SN Demo User -
(2) ServiceNow Impact Instance Observer ®  Senice-nowcom - HISURF
Home Performance - Availability ~ Alerts ~ Analytics ~ Triage Reports Help
Reports
Run a repart on any instance to generate a downloadable summary on daily instance health, perfermance trend or database growth.
® Instance * Date Range

* Report Type

[ Daily Performance Metrics Report

sndemo

B

- Daily Performance Metrics Report
Performance Trend Report

Database Growth Report
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stop ZF HE

Q0 §7h Mels|of Byt HE}ElU R EAIELC,

(2) ServiceNow Impact

Activity Center

Initiatives & Accelerators v

Platform Health

Diagnose platform health

Scorecard Health Assessment
Health Assessments

Value Journey

Search

Product Adoption v

Review prescriptive guidance, leading practices content, and technical analysis of your ServiceNow instance health. Learn more about Health Assessment.

Instance type Instance

Scan

|Froducuor\ v | |\mpJ[lDEmu

v | |2n21 12-15 - HSX27346255

Health Assessment report for Impact Demo
HSX27946255 | Published on 2023-05-19 8:15 AM | |Exclusions applied

View report by  Total findings

Health Score (%)

Manageability

3046

Performance

Total findings by products

~149

Recommend
o

~146

Discuss
5

Act Act Act
~186 ~18
193 19 149
Recommend Recommend Recommend
1015 ~983 810 ~597 146
Discuss Discuss Discuss
2522 2412
2535 2417 54
225
=5 wol= &8 A7 Sol| 7| F&
== R E=4Y
ol = AMod
== =
B2 &7 7l=o 1R AR
21t
Zhetst A7H Fofl gAE AN
AMoq
= o
dol# A7 Soll dME= 7|
MFArEE g 2ol chet F7t
&= o{2] Hlo|=2t of2f E
AR
.
O
2
QIAEAR OHHTIL
Z|d gAAMgE siEsts
=Hod
=]

Upgradeability

194

Act

B2 -3
3
Recommend

-3 ~186
187
Discuss

a1 .4
4

KB 2AM = ME dH Mol oigt &3

Impact Benefits & Usage v

off CHet &4 Atehe| M5 &=50| ZA[E LT,

[y Jackie Gutierrez
Impact Demo
TOTAL

Summary View  List view

User Experience

138

Recommend
65

Discuss
55
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All Findings T Fitter

HSX3793219 | Published on 2024-02-22 5:30 PM | |Exclusions applied

Finding Short description Definition# Details Occurences Category Rating Products Best action
sn_si_incident.u_bugcrowd_target_name missing User Security Incident
HSF365310173 Fields without hints HSD0001018 i = 2
ahint in 1 forms Experience Response
sc_req_item.u_order_number missing a hint in 1 User Platform
HSF365310185 Fields without hints HSD0001018 1 2
forms. Experience Foundation
Each Policy Statement should have Compliance
HSF365324465 HSD0002342 1 Manageability 3
a valid attestation template. Management
Each Policy Statement should have Compliance
HSF365324485 HSD0002342 3 Manageability 3
avalid attestation template. Management
Each Policy Statement should have Compliance
HSF365325028 HSD0002342 1 Manageability 3
a valid attestation template. Management

o=

0] 7|52 Guided, Advanced & Total Th{F|X|0{|AM Impact AF2EH = US| CH
AL "I A 2= 22|

SEf 7t A2 =0l S84E SEf ZoHE ol Z Lot

AlZFst7| ®of|
Z 25t 9%t impact_admin

A ) ZHE AE ) Tk ) Ef Fot
tEe = A20{ 23 Al Impact SquadollM &2 = Uz LIEh

Mubx
2.22 5 = Q0 B2 BIS Bai Megilct

Product Name Manageability Performance Security Upgradeability Experience Total
CMDB Workspace 4 aq V] a o] o] 4
Compliance Management 1409 - 1409 0] 0 0 4] 1409
Configuration Management Database 10 ~10 10 - 10 0 3 -3 48 - 48 71
Customer Service Management 12 ~12 1 a1 0 o] 2 -2 15
Demand Core 0 1 -1 0 1 a1 1 -1 3

Last scan on 2024-02-22 03:12:12
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Filters x

Only show new findings

I_| Only show new findings

Definition rating
C] Act
Recommend

Discuss

Definition category
|:| Manageability

[ | Security

|_| User Experience

|_-| Performance

Upgradeability

Products

Reset all Cancel Apply Filters
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Diagnose platform health

Best practices are broken down into 5 categories compared to previous scan, select each category to see how you can improve it.

MUK

rlr

Turn on monthly health assessment reports

Monitor platform health and minimize technical debt through monthly updates. Each monthly report provides a

detailed analysis, segmented by ratings and findings.
HEAE L

2. H47|E =g o

3. XS HEf Drtol| At QAEA FEL QIAEHAS MEISIT HALol| CiEH HetE MS gL Ct

[ e

QALEE:
I} StEl 2N Aldio]| So|6tX| tord 28 HealthScan 2 10A{7} of| 2= X| ot&L|Cl,
Enable monthly health assessment x

Assessment with guidance to improve your ServiceNow implementation health.

Highlights
Q Monthly Health Assessment scans a selected instance.

Q Receive automated recommendations to improve the health of your ServiceNow implementation.

Step 1: Select instance

Select the instance you want to use for monthly health assessments,
Instance type * Instance

‘ Sub - Production ~ devbox v

Step 2: Provide permission

You're about to turn on the monthly health assessment. You can change permissions any time on the manage permissions page.

Permission to scan on selected instances View terms & conditions 2

4. AL 2 Meptiict,
o Woo| wet UM O|EE 2SI B ST B 4B it EAIEUCH
o So|7} 24 Mefel B HAHE ofY St

5. 0| M &7t HealthScan 210 A{of] BMATHLC ALE] WIF CHA|E =,

7tx| 01

7tz 01 S ALE3SI0| Jtx| SR ZRIEL H| U A JIA| EOME KpM|S| ATHE AL,
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# Home > Objectivesand outcomes

Objectives and outcomes

Set a vision and track your
progress

Decide which business objectives and
outcomes you want to focus on and track
YOUr progress.

Business objectives

b Get recommendations

See which accelerators will best support your
§ Vvision.

Sort by Stakeholder group €

Q ‘ [ creation date - | [ITOps

Manage value blueprint ~

wll
¥ Communicate success

Tell your transformation story with
operational performance and business value
reports.

Q@ Understand business

6 of 27 I

objectives

Business objectives are high-level goals tied to

measurable outcomes that help illustrate value
over time. Your squad will help you understand
[ mops Product Operational cutcomes Success metric Initiative where you are and what you can do to meet
Optimize IT Operations TOM Reduce Alert Noise % alert correlation overview your objectives.
R — ITOM Reduce Effort to Convert Ale % of auto-created incidents ori
|| Don't show again
[ moes Product Operational outcomes Success metric Initiative
Optimize Contingency Plans BCM Reduce ITDR Redundancy Sp. IT spend on redundancy and cc ~ Overview
Work in progress
= = o e = =| slo = =
« Bt A2 H|l=HA SEE Z2F5In Y &S FHE Lo
k=3 PN o|&} 2~ ol = (=) 4 = = Ol ==y S
CHIXME JHE Z XYY = UE U, 7157, 2HE R AE2S =Helgfoh
o [m] Y = sSH & = = o (=}
2 dIt Y H|=UA JIX| HIOME Solf &4l AER|E TEHSHYAIL.
Z12-E{oto|A[o|H
L : ni = = L i i Al 1 = = IiL O S
%t Blueprint 22| £ M EH5t0] 7t Blueprintoll A 22| E= AT HEFS AFSA XD g o
[JFIMANCE & LEGAL
.
Manage objectives and outcomes
1 In Progress Pending Pending
Select Setup Review
Select your products
We will provide business objectives and operational outcomes based on relevancy and estimated impact on your success.
‘. TECHNOLOGY WORKFLOW ~

n Portfolio Management (APM) Business Continuity Management (BCM) & Enterprise Asset Management (EAM)

Integrated Risk Management (IRM) & IT Operations Management (ITOM) IT Service Management {ITSM)
Software Asset Management (SAM) Security Operations (SecOps) Strategic Portfolio Management (SPM)

Cloud Insights

Hardware Asset Management (HAM)

} EMPLOYEE WORKFLOW ~
Health and Safety (H&S) HR Service Delivery (HR) @ Workplace Service Delivery (WSD)

®  CUSTOMER WORKFLOW ~
Customer Service Management (CSM) @ Order Management for Telecommunications (OMT)

&4 CREATOR WORKFLOW ~

OTHER PRODUCTS ~

Accounts Payable Operations (APO)

Supplier Lifecycle Operations (SLO) Sourcing & Procurement Operations (SPO)
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«
(&) ServiceNow Impact Search Q 2 o

Activity Center Initiatives & Accelerators Platform Health Value Journey Product Adoption Impact Benefits & Usage

# Home » Productadoption: capabilities maps Capabilities maps

Product adoption roadmaps

Product Adoption

Subscriptions
Capabilities maps Product adoption roadmaps Subscriptions

Capabilities maps

The full landscape of your ServiceNow capabilities and the status of their usage.

Instance @

Last updated RY 2024-02-12 06:01:18 AM |

Availability  Usage status Squad recommended  Show hidden @

Chuck Ell
X Corp
ADVAN

CED

(?) How to read your capabilities

Q || showall ~ || Allselected ~ || showall v || N v || + Add manual capability

Overall adoption status * Squad recommended capabilities

I Planning i Implementing 0 In use 13 Notinuse NENEEEEEEEEEEES 2
l Not in use 190 I Nointenttouse 0O Needs validation 0 Needs validation o
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o
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ZP0lM HEZFS MEfEfH O
= 2 T dE ZAIZ[71 A= Hol=ol

\ Technology Workflow Planning 1 Implementing 5 Inuse 13
Creator Workflow (4) ° ! |
ITSM Not in use 2 [ Nointenttouse 0 [| Needsvalidation 4
Customer Workflow (2) v
[T Select all capabilities H
Employee Workflow (3) v
O Agent Group Management Inuse v (] Asset Management Implementing -
NowX (1) v
Change Management .
Technology Workflow (6) -~ []  Benchmarks Inuse O Recommended Notin use
ITAM 22 [J]  Coaching Implementing [JJ  Contract Management Inuse v
ITOM 46
0O Cost M " . | Digital Portfolio Management —
ost Managemen nuse Recommended ot in use
ITSM 25
) Facilities Service Management - " ) Incident Management i
Unavailable SN Recommended nuse
Risk 54
O ITSM Process Mining Content P... Needs validation v (] ITSM Success Dashboard indica... Inuse v
Security 36
Strategic Portfolio Management 51 O Manager Workspace Implementing (] Mobile Agent Needs validation v
Performance Analytics for Inc...
O 4 Inuse v~ [J  Problem Management Inuse v

Recommended

Process Mining Add-On for ITS... o Request Management
O Uavaiable Needs validation Ol Recommended Inuse

O icecr:r::C?;:rutions Workspace ... Inuse v []  SserviceNow Voice Needs validation v
4, Stit of&te| H2bof Cist MEfE ool E-tL
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a. tH Ef OOl E: ofE2|7H| 0| Eto| Moz TR E HEf HEAT|0AM LEfE MEISIL
EECH20AM SEfE MEfRC)

E] Select all capabilities

Agent Group Management Inuse v 0

Planning
(7]  Benchmarks 0

Implementing

O Coaching In use 0O
Not in use
O Cost Management 0
No intent to use
D Facilities Service Manage E]
Unavailable Needs validation

b. CH2k AC[0|E: 048] 7|50l Cht &telets MEiS Chg AEf M tHEollM AEfE dEiELct
Change status -

¥  AlSearch Planning
Implementing

¥  Authentication In use
Notin use

| |  Automation Discovery No intent to use
Needs validation

0 ! Configuration Management Dat o

A EdSt 91%'};[ SERTE IPI%lEE A2 DEE U
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5. 2. QAaEA9 J|s YoM 7|58 sdHCh
et 2 ZE FAE OILRE MAstH w7{&l ofZ2|#|0]4M0]| ofE2|AH 0| FTF ol FAI=Z X
Awvailability Usage status Squad recommended
|5= arch by capabilities name Q ||Showa|| V||Allselected V||Showall
ergsLich
a. ot 715 &717]: 7ls Lol }= =elzts MEls ohg, 57(7| tFE MEigct
®+ Creator Workflow Planning 0 l Implementing 0 l In use 7
Platform Foundations Mot in use 26 ' Mointenttouse 0 l Meeds validation 2

[ Select all capabilities

Change status -

#  Admin Center Needs validation + (]  AlSearch

v Assessments Mot in use - O ATF Test Generator and Cloud ...

b. ti2k £7|7]: 02| 7|0l thet Zelzts dEfst ohg, 57|7| ©F& dEig o

6. 22l HAIX|O|M £7|7] HES ezt

=]

Hide capabilities? X

The selected capabilities will be hidden from your capabilities

map. You can always unhide them or adjust the filters to view

them again.

Cancel

A M =4 ZH EA| 7 Ot RE T E E7 EiE of Z2|7H|0[M0] FAI=[X| °“"—IEP

AT= ozt £717/8

Not in use

Needs validation -~

Availability Usage status Squad recommended Show hidden &
| Search by capabilities name Q | | Show all ~ | | All selected v | | Show all hd Yes
=148 7| Ef2o] ofE2|A0|M S Fof EAIEUICH

=771 sliA: 7|5 Lol

b. ttel 7|5
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Subscriptions

View your ServiceNow subscriptions and explore what capabilities you're entitled to.

Note: Subscriptions of Impact and Cloud storage are not included below.

To allocate subscriptions, log into your instance and navigate to Subscriptions Management.

Instance @

Allinstances v
Product « Instance Type © Purchased Start date End date

Al Search Starter do Capacity 500000 2022-06-30 2025-06-29
v App Engine 8 Unrestricted-User 5000 2022-06-30 2025-06-29
v App Engine a Unrestricted-User 55500 2022-06-30 2025-06-29
= A o5 St == C = ol = | =
o 7t QA A Ofol| A=, 7= 0lE 79, OISt & 2 £= 75 AA S SE EME
= o =3
JIECR 552 FEduoh

A [T Service Management Professional Per-User 1236 2023-12-31 2027-11-29

B

Bundled Custom Tables for ITSM Other 50 2023-12-31 2027-11-29

Virtual Agent Conversation Transactions for ITSM Other 1236000 2023-12-31 2027-11-29

=y z1l74 V4

.2t =2 Mesiol 7S HSo| EEE V|5 Selstck,

IT Service Management Professional x

PROD17256

Per-User 2023-12-31 2027-11-29

Included capabilities

Admin Center >

Advanced Recommended actions for [TSM >

Advanced Work Assignment - Advanced Capabilities >

Agent Client Collector Spoke >

Agent workspace for ITSM >
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o Ao AMASIH 2t off Z2|AH|0| M2 MEIFH ot

Workfl Product

Platform Foundations

Creator Workflow

About Notes

Admin Center provides a central hub for platform owners and admins to access platform capabilities, discover new

applications, and get intelligent, actionable insights.

Use the Admin Center application to discover the capability of the available applications and how they can be implemented

to work towards achieving your business goal.

For more details, go to product documentation.

Impact Training Insights= Z & mf AX| o{CIAL ALEE = U= AA[ZF HIO|E{Q} &
=

st& 230 oigh z2Xel EI|E MSeho

- = O
Sk — o = = o = = For
StE A EE= Impact =2 S0 1 o|Hol| SHES T =2 IHd A2 AS R 2H|E
- =l AL = - = o = =~ = o = Ea
EoELC shE sE 2 7Hx|e 28 YHS AAGHUAIR. SHEY |0 ZAL FE 7| do
= = x — o iI s
oigt 30+ s&oll= ohgol ZzeE Ut
S NEE PN
= —
o g4 H A A2 TS
o detE IR H ¥ FA
o Bt E= FH
Credit balance &
Active balance Expiring © Future
Active balance v Credit pool Type Credits available Credits allocated Initial balance
- ‘Company Demo Information - Demo Account - 2024-  Qpen 1,000 0 1,000
01-20
v ‘Company Demo Information - Demo Account - 2023-  Open 40,900 o 40,900
05-05
Allocated Available v Company Demo Information - Demo Account - 2023-  Open 600 0 600
IO 43,734 06-04
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Training History

On-demand Completed

Instructor-led

40
m ﬂo—s
Trainings Trainings 5
X 3
l g;:mpleted g progress l i.gzw\eted \Bnqnmgress é . .
- . ———
Jan ‘24 Dec'23  Nowv'23 Oct 23 Sep'23  Aug 23 Jul'23 Jun'23 May ‘23 Apr'23
Months
l Instructor-led training l On-demand
CHS HSE OIF 4 9 HSE IS M
= O&5Oo xlE=E=|— i = = A=
o o= RS FSTHE ol W2 HE X4 £
o HAl, ¢E Y, UEE QS SS9 AE
Vouchers & Certifications & [orent Bavsc Pewie
X Mainline Delta Expert Micro
55 ) > "\ )
Total Q
2 5-1 -1-6 2
Assigned/Issued Redeemed/Registered
28 27
. 805 Zalsl Aulol| Chet 02 M= Ae|A 2
- = =laL A A
« AMEE ZME HE[E O & olsie & UAELICH Impact

Sle) U AL
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Activity Center ~ Initiatives & Accelerators ~

Capabilities
I Owerview
Impact core ~

Digital experience
Impact squad

Operating model
Experts on demand A

Accelerators
Advisory sessions

Expert Services discount
Platform health & monitoring ~

HealthScan

Instance Observer
Learning & coaching ~

Adoption toolkit

Learning credits
On-demand training courses
Technical certification

Training discount
Premium technical support ~

24/7 inbound phone suppart
Developer support

Enhanced case response time

Collapse All -

gz oMU T|sAH
ol

g 3o

2CjmeE ME27}

ZeiE ME] Y 2L EE
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Platform Health ~

Value Journey ~

Product Adoption ~

Impact Benefits & Usage ~

Impact Advanced Premium benefits

Impact Advanced Customer since June 30, 2021

| Impact core

Masimize and accelerate the retum on your ServiceNow investment
through our software and human-led programs.

Digital experience *
Impact squad 4
Operating model 4

» Watch Video

72 Platform health & monitoring

Optimize instance performance and push innovatfon with speed and
confidence through increased visibility and insights.

HealthScan 4

Instance Observer 4

- Watch Video

&) Premium technical support

Gain direct, expedited access to our technical support resources,

24,7 inbound phone support 4
Developer support 4
Enhanced case response time s
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§83 Experts on demand

Receive tailored guidance at the right time on relevant topics
throughout your digital transformation jourmey.

Accelerators ?
Advisory sessions ?
Expert Services discount ?

¥ Watch Video

<y Learning & coaching

Close the value gap by upskilling your warkforce and building your
ServiceNow talent bench strength.

Adoption toolkit ?
Learning credits ?
On-demand training courses b4
Technical certification ?
Training discount ?

» Watch Video
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Add new user

X
Login instructions will be sent to the email address entered. The new user will be notified of the access role(s)
they've been given.
Email s
[ first.last@servicenow.com
First name x Last name x
[ First name ] [ Last name
Select access roles by ServiceNow site
Impact access roles ~
Impact Digital Experience access roles
User will receive access to the Impact Digital Experience based on assigned roles.
© If this user does not belong to an Impact customer, please do not select any role other than 'None'.
O Impact Admin @ (O Impact Platform Owner ® (O Impact User @
(O Impact Executive @ (O None ®
Impact feature access
To learn more about Impact feature access, refer to your Resources tab on the Impact Digital Experience.
[] Impact Permissions Authorizer @
Now Support access roles ~N
User will receive access to Now Support features based on assigned roles.
Roles may get auto-assigned or disabled, based on the below selected roles, user assignment as a key account
contact or your access level. For more information please refer KB1281635
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