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OF GIVING AND 
GETTING IT 
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PRESENTERS STEVEN READ & LEANNE YEARSLEY



21 years ago, this was CoGG IT  - 2004



The current CoGG IT Team – Jun 2025



Our last presentation - James Foran As ION Man 2017



About Greater Geelong
⚬We are one of the biggest Council’s in Victoria

⚬We have 135,000 rateable properties

⚬170,000 Properties in Pathway

⚬450,000 name and address records

⚬We support 450+ active users in Pathway…



• 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



• Incident Management

• Change Management

• Problem Management

• Service Requests

We now provide our IT Support this way cont….



This is the easiest way to learn ITIL…



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

What our users see



What the Fixers see:



Let’s explore a filter screen My Open Incidents



Working with an incident in the Incident screen



Work Notes vs Additional Comments 



Related Records can be a powerful tool



Incident Template



Problem



Change Request



Change Request



How many of you are using ServiceNow?



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

￭ View All

￭ View My List and Company list

￭ Search Function – with Filters

￭ Sort by columns

￭ Let’s explore this now…



The Grid Report Screen



My Lists > More filters



Playing with Filters



More ServiceNow Tips and Tricks

⚬Add Favourite to Menu Bar

⚬Customising Menu Bar

⚬Integrations



Create a Favourite as a Menu Option



Create a Favourite



Customise the Menu Bar



Integrations between two systems

⚬With 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..



ServiceNow Integration - Incident



Thank you all for your participation

What about those Questions I asked at the beginning?

• What is good communication? I 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 I can give you is to take your time and Proofread it every time before you hit Send, 
Submit, or Update.



Thank you for your Attention

I 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

@CityofGreaterGeelong

CityofGreaterGeelong

@GreaterGeelong


