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About Greater Geelong

o We are one of the biggest Council’s in Victoria
o We have 135,000 rateable properties
0170,000 Properties in Pathway

0450,000 name and address records

o We support 450+ active users in Pathway...




We now provide our IT Support this way

 We use what we call ITSM or IT Service Management
* Our City uses the ServiceNow cloud application

« ServiceNow embodies the Information Technology Infrastructure
Library (ITIL) method of working in IT




We now provide our IT Support this way cont....

Incident Management

Change Management

Problem Management

Service Requests




This is the easiest way to learn ITIL...

“The Phoenix Project is

a must read for business
and IT executives who

are struggling with the
growing complexity of IT"

r.LL: i—, i

Gene Kim, Kevin Behr,
and George Spafford

"Every person involved
in a failed IT project
should be forced to
read this boek”

“This book is a gripping read
that captures brilliantly the
dilemmas that face companies
which depend on IT, and
offers real-world solutions”
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This is how CoGG is using ServiceNow

« ServiceNow uses those ITIL principles to make managing
customer enquiries simple efficient and recordable

* We have Incidents, Parent Incidents, Problems, Change Controls,
and Requests

 This is how it looks for us...




Where it all begins - The user end

I T S E RV I C E D E s K Knowledge Service Catalog Approvalso Feedback System Status Support~ Tours @ O Leann
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HOW can we help you? =
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Knowledge Base Request Something Something's Broken My Tickets

My Tickets My Watched Tickets My Approvals

What our users see




v Incidents = B3 Corporate Applications Team -

Incidents - Assigned to Me

Daily Operations | Problem Management Change Management Monthly Team Stats = Trends
4 Incidents - Create New

Incidents - Unassigned My Tickets - Breaching Unassigned Tickets - Business Applications Unit Major Incidents Open Assigned Tickets - Business Applications Unit

0

Incidents - Open 8 4

Incidents Search Short Desc

Task Count

Incidents - ePathway Errors Unassigned Incidents -

3

Task Count

Incidents Awaiting Vendor

Tasks

Task Count

Tasks - Assigned to me .
E Catalog Task Unassigned Catalog Ta B Incident [ Catalog Task

Tasks - Unassigned

1

2 Tasks - Open . . . 2 - s o :

© Awaiting my action Resolved today - Business Applications Unit
3- Moderate 4 - Normal

Change Requests 5
Active DXC Support Ti

) Change - Create New B (empty) B Pathway
| 3 M PlacesW I ReX
2 Change Requests - Group aces Teave € 15

Problem

Task Count

Catalog Task Breaching SLA - Business Incidents Breaching SLA - Business Ap Leanne Yearsley

Pathway

. . -~
Service Desk © Tickets Assigned to 2 é = 1 4 2 B CatalogTask
v v
Dashboards 2 9
Corporate Applications Team Catalog Task SLA Breach Date - Busin¢ Incident SLA Breach Date - Business A Resolved this week - Business Applications Unit

. 5 : 5
Corporate Apps Kanban © Open - Raised form ; §

' ] 44

Business Applications Unit 2 '
10m2m2 144 ‘I|I2I|L21‘I 1

(I "o

122111111 1 1111212m2

.atalog Task...
cident SLA

F
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What the Fixers see:
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Favorites All  History  Workspaces Incidents % Q Search
.ONG
E Y B Incidents Created - | Search 4= & | Actionson selected rows... i m
Y Filter ——
All > Incident state not in (Resolved, Closed, Canceled) > Assigned to is Leanne Yearsley
My Knowledge Articles | @ Number Created v Location Caller Department Short description Incident state On hold reason Priority 4
| Knowledge Base Pathway Test
. 12-08-2025 Jean- City Environment Refresh: .
» Incidents with DXC AR 08:50:44 egty) PierreLast  Development Letter Generation i R Al > Low
Form stuck on Loading
Lo b LIRS : Missing ADVAM
11-08-2025 Richard . . . -
Change INC0145831 16:05:48 (empty) e Financial Services  payments in pathway In Progress 5-Low
o for June 2025
Create New Communit
iNCOldsete 97082023 {empty) CUBNOE. o hih DEESSEMAIER. g0y Booking Scheduled  5-Low
= Open 09:51:.03 Sullivan : Health Licencing
Regulation
¥ Changa Advisory: Board 05-08-2025 Brodie Customer & Wagtiost issisivhile 2
INC0145455 (empty) ; searching Rates On Hold Awaiting Customer 5-Low
14:53:42 Leaumont Marketing Office
v Schedules number
] change_request: All > Active = tr... -08- Janell Beblor#eu/5d /-
ge_req INC0145407 2;26852225 Wourriki Nyal Ca‘:‘:se Financial Services  Reconciliation Error On Hold Awaiting Customer 4 - Normal
Change - Change Schedules o (Refund transaction)
. A/R Invoice - APOST
Incident and Task Menu Scanning error -
04-08-2025 Janelle 1 : ; Debtor #708828 - 25
i NCO014 : ; -
v Incidents INC0145364 15:24:02 (empty) Colés Financial Services Wiiting Ceelrehin On Hold Awaiting Customer 4-Normal
: Australia Property
r_]_j— Create Neﬂﬁlnudg)rlt Trust (Vic)
‘ = My Incidents - Open - 01-08-2025 Jaclyn City 'Object reference’ . 3=
| IN 4
= - ——— 1)' s o 10:01:24 {empty) Mirkovic Development error message Sintiald Awaiting Lhistomer Moderate
= My Incidents - Awaiting cu...
Pathway - Manual
= My Incidents - Awaiting ac... 07- m allocation errors -
8 INC0144486 338;5525 (empty) Jcag‘:: Financial Services ~ Hazara Community On Hold Awaiting Vendor 4 - Normal
= My Incidents - Resolved (Gt)aeiong DR. 860008
2 |

Let’s explore a filter screen My Open Incidents




see { Discuss

Follow H Update H Resolve

9]

Incident
INC0145259

Attachments (1):

>k Short description

Number INC0145259

Jaclyn Mirkovic

'Object reference' error message

isl| Object Reference - Error Mess... [rename][view]

X Caller

Location

X Category | Application

> Subcategory | Functionality

Pathway

> Business service
Service offering | Permits

Configuration item

Description

a][&]) @]
29}
Q

¢ * =
State | OnHold

‘ Awaiting Customer

>k Onhold reason
‘ Self-service

* Contact type
Impact ‘ Multiple Staff ~
Urgency ‘ Other tasks v
Priority |3 - Moderate
Assignment group ‘Corporate Applications 2
o\'

‘ Leanne Yearsley

X Assigned to

Automatic follow up is in effect on this ticket. Adding an additional comment will reset this function.

Working with an incident in the Incident screen




Watch list ‘ 8 H & Work notes list ‘ & ‘Alexander Keating, Leanne Yearsley

Work notes Work notes l == ‘

Additionalcomments | Additional comments (Customer visible)
(Customer visible)

Activities: 10 | @ canne Yearsiey Field changes o 12-08-2025 08:16:07 [ v l

Assignedto  Leanne Yearsley
Incident state  In Progress was New

Emailsent o 12-08-202508:10:23

System
| Email sent
Subject:  INC0145831 - Assigned to Corporate Applications
From:  IT Service Desk
To:  JHoare@geelongcityvic.gov.au, ADavys@geelongcityvic.gov.au,

LYearsley@geelongcitywvic.gov.au, KDeppeler@geelongcityvic.gov.au,

Al am@geelongcityvic.gov.au...

Show email details
g Alexander Keating Work notes ¢ 12-08-2025 08:10:22
hey team,

Work Notes vs Additional Comments




Notes | KBs | Related Records | Resolution Information

Parent Incident | INCO146664 Q| ‘ O] ‘ Child Incidents 0
Problem | PRB0040120 allo] Vendor Reference | C51036126 |
Change Request | CHG0031404 @ { ® ‘ Vendor | Infor Q ® ’
{ Update Resolve }

Related Links
Show SLA Timeline

Child Incidents | Task SLAs(2) | Affected Cls | Impacted Services/Cls (1) | Incident Communication Plans

= ¥V |fortext * | Search ‘ & — m

Parent Incident = INC0144486

Q. Number Actions taken Active Activity due Additional assignee list Approval Approval history Approval set Assigned to Assignmen

——
--Ie

No records to display

Related Records can be a powerful tool




Incident

INC0145816 # ¥ = -+ | Discuss Follow - “stiale Resolve | T L
* Caller | Kevin Pendlebury 4 g || @ 7 @ % Onholdreason | Awaiting Vendor v
Location 2 #* Contacttype | Self-service v
% Category | Application v @ Impact | Person v
% Subcategory | Functionality v @ Urgency | Work around v
* Business service | ReX ) & Priority 4+ Normal
Service offering | ReX SO A i @ Assignment group | Corporate Applications
Configuration item | IT157285P X . X Assignedto | Leanne Yearsley
Description
KBs | Related Records | Resolution Information All Templates

Y F ter Temp!

Watchlist | & || < Work notes list

Incident - Additonal Dials
Kyle Funston, Leanne Yearsley, Kylie D Incident - Escalation
Incident - Increased Wait Times
Work notes Work notes Incident - Resolved
Incident - Suggest IT App
Offboarding - Equipment Returned no

Additional comments (Customer visible) Hi dotr

l On Hold - Waiting for Vendor "‘I
Phishing Emall - Reported by customer
Redirect - Drive or Shared MB Edit

This request has been escalated to the product vendor and will be put on hold. We will let you know once we receive update from the vendor.

If this request is something that needs urgent attention, please response to this ticket so the team can help you.
Redirect - IT Appointment

Thanks Redirect - System Access Form
Request - Sys Access for Pathway Dials Edit

App Offboarding - Equipment Returned No Dptr  On Mold - Waiting For Vendor  Phishing Email - Reported By Customer B T ‘

Kind regards,
Corporate Application Team

Templates: incdent

Incident




Problem

\] — Problem
s PRB0040378
Number
Opened by
Impact
Urgency

* Problem statement

Description

Confirm [ Mark Duplicate

Cancel H Update ]

é ¥ = - l Discuss [I Follow
PRB0040378 State Assess
Kylie Deppeler %k Assignment group \ Corporate Applications

3-Low v * Assigned to ‘ Kylie Deppeler
3-Low v Change request |
4-Low

Unable to from Weave \ Content Manager

Unable to toggle from Weave \ Content Manager from a Property or Engineering Polygon layer in Weave.

The integration between Content Manager \ ReX and Weave is not affected by this issue and is working.

Actions on selected rows...

Incidents (5) | AffectedCls | Service Offerings | ProblemTasks | Change Requests | Outages | Attached Knowledge
= Y |Created ~ | Search & —
Problem = PRB0040378
| @ Number Created v Location Caller Department Short description Incident state Onhold reason Priority Business service
The Rex Link button in
3 2 Pathways is not
11-08-2025 Kevin Civil
1C0145816 i iti - Hi ReX
INC0145816 14:19:22 (empty) Pendlebury  Infrastructure working anc! not ?ble OnHold Awaiting Problem 2 -High e
toopen engineering
plans
When selecting
Engineering Polygons
cang 06-08-2025 5 : in Places Weave and
INC0145489 em) Craig Davis  Major Projects On Hold Awaiting Vendor 4 - Normal Places Weave
%7 09:28:52 (Emety) il # dicking on the ReX e .
icon, ReX doesn't show
the engineering plans.
Cannot open
— 06-08-2025 Travis Civil engineering polygons o " .
INC0145474 I . Places Weav
cotas474 07:49:27 (empty) Warren Infrastructure inweave, via link to OnHold Awsiting Vendor 2-High e
rex.
Unable touse the
4-08- tha vil 5
INC0145360 At S Waurriki Nyal fuetiian C‘." content manager On Hold Awaiting Customer 4 - Normal Places Weave
14:45:15 Patel Infrastructure v ST
option within Weave
cannot open
- 28-07-2025 Alana Civil engineering polygons 3- N
INC0144708 P Places Weave
6 T 09:21:41 (empty) Purton Infrastructure using the REX link in InProgress Moderate RcRsYreave

places weave

Assignment group

Corporate Application:

Corporate Application:

Corporate Application:

Corporate Application:

S

3

s

4

U|mm

Assigned t¢

Kylie Depp

David Row

Kylie Depp

Kylie Depp



,l — Change Request
_ <] = CHGo031268

(@ Change has been completed and is ready to be closed.

New Peer Review

Number

Approval
Requested by
Business service
Service offering
Configuration item
Priority

Risk

Impact

Short description

Description

Planning | Schedule @ CAB

Watchlist | & || &

Work notes

Conflicts

Technical Assessment -/ Business Sign Off

CHG0031268
Approved
Steven Read

Pathway

3 - Moderate

Low W
Person

Allow Form Preferences to be accessed by Users in Pathway UX

¥ F e { Discuss ] Follow ]l Close Update CancelChange | T
CAB Approval +/ Scheduled m Closed Canceled
State I Implement VI
Type Normal
Category Other

* Peer Review
% Technical Assessment
Business Sign Off

Notification Group

Corporate Applications

Corporate Applications

This will allow the end users to modify the Charts on their Home Screens i.e. change the charts position and add or remove charts from the home screen.

Notes | Closure Information

Work noteslist | &

&
-

Work notes

Change Request

o




Planning | Schedule | CAB | Conflicts | Notes & Closure Information

Business Justification  Users require this to improve the efficiency of the tasks that have to do as part of their roles and this control was designed into Pathway UX. This is restoring the functionality

we had in Smart Client where the chart allocation.

Implementation plan Do a Soft Launch i.e. turn it on and only tell specific super usersitis enabled e.g. JP so they can take on more of a support role for their units.

Risk and impact analysis  Minimal

Backout plan  Setting can be turned off again at any time

Testplan We have tested it in Pathway UX Test to ensure that if users allocate a dial to themselves they can not gain access to areas of Pathway that is outside of the scope of their current
role security.

Close H Update H Cancel Change

Related Links

Calculate Risk
Show Workflow

Affected Cls | Impacted Services/Cls (1) | Approvers(5) | Change Tasks(3) | Problems @ Incidents Fixed By Change | Incidents Caused By Change | Resource Plans

| |
= Y | Number * | Search O — |Acticnsonselectedrows,.. v‘m

Change request = CHG0031268

Q Number ~ Short description Type State Actual start Actual end Assignment group Assigned to
CTASK0011552 Implement Implementation Closed 08-08-2025 17:05:19 08-08-2025 17:06:33 Corporate Applications Steven Read
CTASK0011553 Backout Revert Closed 08-08-2025 17:06:34 08-08-2025 17:06:46 Corporate Applications Steven Read
CTASK0011554 Post backout testing Testing Closed 08-08-2025 17:06:46 13-08-2025 16:22:27 Corporate Applications Steven Read

Change Request




How many of you are using ServiceNow?
© @ oo vearsiey

Cases w My Lists Support « Surveys o Natifications =

No records found

Jashboard to ide luation

prepayment

nment Issue

ago

First 5 of 24 View all




Did you know you can do some of those things with INFOR’s
Customer Portal?

= View All

= View My List and Company list
m Search Function — with Filters
= Sort by columns

m Let’s explore this now...




Infor Customer Portal - Home

Lasesw

V1Y LISTS

Support =

Surveys c

=
Notifications =

= Standard Cases

C51028639

C50824443

C50624541

C50980977

C51047102

C50869424

2025-07-
24
17:42:56

2025-04-
15
16:51:49

2025-01-
06
14:58:48

2025-06-
30
15:52:08

2025-07-
29
08:33:13

2025-08-
04
11:12:43

2025-07-
04
14:30:00

2025-05-
08
11:44:58

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

City of
Greater
Geelong

Awaiting
Info

Awaiting
Infa

Awaiting

Info

Open

Open

Resolved

Open

Open

A
Standard

4 =
Standard

4.
Standard

3 =
Medium

3 =
Medium

3 -
Medium

3 5
Medium

4 =5
Standard

ePathway - Core

PW - Rates
Accounting

PW - Animal
Registration

PW - Rates
Accounting

PW - Accounts
Receivable

PW - Core
Software

PW - Rates
Accounting

PW - Property
Administration

?? All > Active = true > Contact is Leanne Yearsley > State not in (Closed, Cancelled

Pathway

Pathway

Pathway

Pathway

Pathway

Pathway

Pathway

Pathway

The Grid Report Screen

Options for automating ePathway
User Registrations

Rate Notice Reprints Error - Refer to
Case CS06%29307

Dashboard to identify partial
registration and records in
prepayment maintenance

Rates calculated on non-active rate
types 2025-26

DR 850008 Refund Apportionment
Issue

Authorised function Inspections
Risk Category Management - Code
Required

Fire services levy reports not
exporting

Where the parent property is still
proposed in another division, the
owners are not being added to the
new lots

On-premise
Production

On-premise
Production

On-premise
Production

On-premise
Production

On-premise
Production

On-premise
Praduction

On-premise
Production

On-premise
Praduction

202409

2024.09

3.10.024

2024.09

202409

202409

2024.09

202409

2025-08-11
18:06:51

2025-08-07
18:01:00

2025-08-06
16:01:35

2025-08-06
14:30:13

2025-08-06
08:25:09

2025-08-05
15:41:37

2025-08-01
12:52:19

2025-07-30
12-23:30

Kelly
Jamieson
{Infor)

Vanessa
Barrett (Infor)

Kelly
Jamieson
({Infor}

Vanessa

Barrett (Infor)

Vanessa
Barrett (Infor)

Vanessa
Barrett (Infor)

Vanessa
Barrett (Infor)

Trish Hoskin
{Infor}

Pending
Customer
Response

Pending
Customer
Response

Pending
Customer
Response

Awaiting Infor
Action

Awaiting Infor
Action

Solution
Proposed

Awaiting Infor
Action

Development
Researching

Lontact Name

Steve Read

Kylie Deppeler

Steve Read

Steve Read

Steve Read

Kylie Deppeler



Cases = My Lists Support = Notifications =

Home » My Lists

My Lists

Standard Cases

Awaiting My Acceptance e = \
By, o 7 All > State not in (Closed. Cancslled)

Awaiting My Response

Number Created Closed Account Contact @ State Type of support | Priority Sold Product Product Line Short Description = Environment WVersion  Active escalation Escalated Rank Updated » Assigned to
Awaiting Company Response T . . ) _
CS1063234 2025- City of Steven Open Standard 4- ePathway - Pathway Managed Services On-premise  2025.03 2025-08-13 Emma
2 reater ea upport tandan ertificate - Review o el est/PrePro :28: assey
My Open Cases 08-12 G Read S Standard Certifi R T Web Test/PreProd 11:28:25 M
16:36:51 Geelong Request Service setup of (Infor}

sed Case ELIC's, and initial
set up of BIR's

Company Open Escalations and LPOD's

Company Open Ranked/SS's C51052070 2025- City of Steven Open Standard 3- PW - Name Pathway MNAR Record is On-premise 202409 ESC0036489 Yes (by 2025-08-13 Kate
08-06 Greater Read Support Medium and Address causing an error Production Steven 10:36:17 Howard

Company.Open Cases 09-:47:17 Geelong with LWV lease Read) (Infar)

Issued To Roles
Company Closed Cases

C51065549 2025- City of Steven MNew Standard 4 - PW - Pathway Licensing Transfer On-premise  2024.09 2025-08-13
08-13 Greater  Read Support Standard Licensing to Debtors Production 10:26:06
10:26:05 Geelong Invoice Numbers

repeating for
separate
transactions

C51041497 2025- City of Jack Open Standard 4 - PW - Core Pathway Managed Services On-premise 202409 2025-08-13 Emma
07-31 Greater Hoare Support Standard Software - City of Greater Production 10:05:30 Massey
14:23:55 Geelong Geelong Program (Infor}
Management
CS51060943 2025- City of Steven Open Standard 4- PW - Pathway Uniface License On-premise  2024.0%9 2025-08-13 Mario
08-11 Greater Read Support Standard Licensing Error Popping up Production 10:05:25 Leano
17:00:54 Geelong in UX when trying (Infor}
to access
Parameters

My Lists > More filters




Standard Cases

? All > Contact is Leanne Yearsley > State not in (Closed, Cancelled) > Short Description contains Motice > Sold Product = PV - Rates Accounting

l Add Sort l Clear All ‘ Run

Comtact = ‘ is (dynamic) VH Me "" l e l OR AND

Save Filter

‘ Load Filter

All of these conditions must be met

State " is not one of V| MNew = ‘@‘ £ —

Open I

Awaiting Info

Resolved v
Short Description bl ! contains W || Notice | [ &) ‘ OR AND
Sold Product - ‘ is v|| PW - Rates Accounting L | lil OR AND
or
Number Created Closed Account State Priority Sold Product Product Line Short Description Environment Wersion  Active escalation | Escalated Rank Updated w Assignedto Status
C50824443 2025- City of Awaiting 4 - PW - Rates Pathway Rate Notice On-premise 2024 .09 2025-08-07 Vanessa Pending
04-15 Greater  Info Standard Accounting Reprints Error - Production 18:01:00 Barrett Customer
14:51:49 Geelong Refer to Case [Infor) Response

CS0699307

Playing with Filters




More ServiceNow Tips and Tricks

o Add Favourite to Menu Bar
o Customising Menu Bar

olntegrations




=z

= o oo el for text v | Search 4 & | Actionsonselected rows.. v m
View > {

ﬂ Faes > J OR [AddSort
"\  GroupBy >
>

Show

ust be met

1 Refresh List § ( i
1 - v | is not one of v| New ~[| anD || OR
| Create Favorite | J| InProgress .

On Hold

Resoved

‘Assignedto v | is (dynamic) V| Me v AND OR ‘
‘Onhold reason v | is V| Awaiting Vendor v/ 1 ANDJ OR

All > Incident state not in (Resolved, Closed, Canceled) > Assigned to is Leanne Yearsley > On hold reason = Awaiting Vendor

(] @ Number Created Location Caller Department Short description Incident state On hold reason Priority Business service Assignment group Assigned to
. 03-07-2025 Nina . ‘ . Victorian Fire Ser\_lice - o
INC0143250 10:46:17 (empty) iy e Financial Services  Levy end of financial On Hold Awaiting Vendor 4 - Normal Pathway Corporate Applications Leanne Yearsley
e sl ot year reporting
e R 01-04-2025 o Nina e : o o = e -
INC0138224 19:39:41 Wourriki Nyal B Financial Services FW: SUPP issues On Hold Awaiting Vendor 4 -Normal Pathway Corporate Applications  Leanne Yearsley
139 aumgart
07-07-2025 Nina Rates calculated for
INC0143360 Wourriki Nyal Iy . Financial Services " On Hold Awaiting Vendor 4 -Normal Pathway Corporate Applications Leanne Yearsley
08:36:07 Baumgart non-active rate types
Pathway - Manual
allocation errors -
INC0144486 24-07-2023 (empty) “anelie Financial Services Hazara Community On Hold Awaiting Vendor 4 - Normal Pathway Corporate Applications Leanne Yearsley
09:08:17 Coles
Geelong DR. 860008
(2)

Create a Favourite as a Menu Option




—
— e

o Favorites
GEELONG

Y Filter #
v Incident and Task Menu
v Incidents
Create New Incident
My Incidents - Open
My Incidents - Awaiting cu..

My Incidents - Awaiting ac...

Favorite added

Name Xk

My Incidents - Resolved
Group Incidents - Unassig.
Group Incidents - ALL
Incidents Awaiting Vendor v Tasks

My Tasks - All Open
Locatm My Tasks - Awaiting custo.
My Tasks - Awaiting my ac

My Tasks - Completed

Top level (default)

Group Tasks - Unassigned
Group Tasks - Awaiting Cu..
Group Tasks - ALL
Remove Requests

Requests - Assigned to me

Requests - ALL
Request Items - Assigned t...
Request Items - Status

%4 Business Applications Unit

Corporate Applications Team

[© Incidents Awaiting Vendor |

Create a Favourite




Edit your favorites

Drag and drop your favorites to reorder them, change their names, color and icon, remove any. or create custom groups. Save your changes once you're dene.

.ONG
-+ Create custom group

] Home

Y Filter

Incident - Create New

Change - Create New

Service Desk - Incidents
] Change Requests

=| Knowledge Base Incident - Assigned to me
= Incident - C (T2) O

[ Pathway Open Incidents pciasnE Cars (15 Sipen

Incident - Core {T2) Unassigned

Pathway Open Tasks Task - Assigned to me

My Tasks All Open Task - Core (T2) Open

Task - Core (T2) Unassigned
IT PMO Dashboard ) .
Service Desk - Incidents
Z] Knowledge Base
Pathway Open Incidents
| Pathway Open Tasks
My Tasks All Open

|IT PMO Dashboard

Customise the Menu Bar

Name

Home

Color

lcon

O | | 88
L P

< 8

@ L B

© <+ @

@ & @

]

2

@



Integrations between two systems

oWith our DXC Support Partner for Oracle we currently have our two
instances of ServiceNow integrated so to assign a ticket to them in
our Service now screen we just have to assign it to them like this..




= :;c(ilg)?:5832 e ¥ = - [ Discuss ] Follow ” Update
Manage Attachments (2): & image009.png [rename][view] Project Categories - project set... [rename][view]
>k Short description ‘FW: New Project Categories
Number INC0145882 State ‘ On Hold
X Caller ‘Adrian Herbert ‘E‘ . %k Onhold reason ‘ Awaiting Customer
Location ‘Wurriki Nyal ‘a‘ @ * Contact type ‘ Email
> Category ‘ Application v‘ Impact ‘ Multiple Staff
* Subcategory [ Functionality V] Urgency ‘ Work around
% Business service ‘ Oracle Fusion (ERP) Q|| & || ® l Priority ~4-Normal
Service offering ‘ | Q gnment group | DXC Support Q |
Configuration item ‘ Q K Assigned to ‘ DXC Generic | ‘ Q ®
DXC Incident Numbér—=INC0640187

Looking at the project setup requirements from FP&A below | will need assistance setting up the free text additional information:

It is required for both capital and operating projects.

Can we please request DXC add this to the project templates in Dev and or/give me instructions on how to do this? (preferred)

| am ok to proceed with the other requests in the email below (new categories) but had trouble finding where to add new “additional info".
Free text that is requirement is shown in the attachment. Email shown in the body of the ticket.

Description

ServiceNow Integration - Incident




What about those Questions | asked at the beginning?

What is good communication? | feel it should be clear, concise and effective.

Why do we need it to be good? So, you get what you need from the other stakeholder.

What are two big barriers to good communication? Time Pressures and Fatigue are biggies

The best advice | can give you is to take your time and Proofread it every time before you hit Send,
Submit, or Update.

Thank you all for your participation




Thank you for your Attention

| have one more copy of The Pheonix
Project to give away put up your hand
if you know the first line of the
Geelong Cats Team Song?

We are Geelong, the greatest team of All




CityofGreaterGeelong

® @GreaterGeelong

@CityofGreaterGeelong
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