ServiceNow Application Maintenance

Overview ServiceNow is the central location for all application data and assets. Information
entered into ServiceNow will update other applications (Oracle) and QuickBases
downstream, but all corrections to the data need to come from ServiceNow.

The following topics document how to:
e Add a new application to ServiceNow

e Update the new application request with information not included in the
original onboarding request

e Update ServiceNow with data discrepancy requests to change erroneous
information

e Update missing hardware assets that are missing from ServiceNow

To Onboard a New ServiceNow Onboarding Application
Application Reguest, page 2.

To Add Additional Info ServiceNow Application Change Request,
to a New Application [EEEES

To Request a Data ServiceNow Application Data Discrepancy
Discrepency Correction [RitHEIMeEE:ERGE

To Report a Missing ServiceNow Application Missing Hardware
Hardware Asset Asset, page 19.
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ServiceNow Onboarding Application Request

This topic covers the procedure to request that a new application be onboarded in
ServiceNow. Use this form to request a new Application (Cl) in Service Now.

Review the screenshots below describing what information you will need
before you begin. You will need to know the dependencies for the
application and many other details.

Gather URLs that will become resources for those who maintain or use your
application.

Determine the teams who will support your application.

Provision your servers prior to entering this request. If you enter the
request before provisioning occurs, you will have go back and add a change
request so this information can be added to ServiceNow and the application
can be set up on the appropriate servers.

ServiceNow - https://intuit.service-now.com/easycare/

Application On-boarding

Requesting a new application in ServiceNow.

To request the onboarding of a new application:

1.

2.

Click https://intuit.service-now.com/easycare/ to open a ServiceNow ticket.

Enter “application on-boarding” in the search field, and then click Search to
locate the ServiceNow help desk ticket form.

q |

Click the Application Onboarding Request link to open the form.

Arpd= gt Or Pogedie Beguy)
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4. If you see this screen, click Previous. (This is a bug that will eventually be
fixed.

infuit Easy Care  Request Form

GES/HES Application/Service Request —New Application Request

New Application Request

Previous Done
4

5. From the drop-down list, select New Application, and then click Next.

infuit

GES/HES Application/Service Request
GES/HES Application/Service Request
Do you need a new Application or a change/retire to an existing Application?

New Application
Change Exsisting Application

Next

@) Response tima(ms): . network: 0, server: 304, browser: 1385

6. Complete the form that displays.

INTUIT. Easy Cars’ | Requast Form

Provide details
This is uzed 1o request a new Application or Service to be added o Serdce Mow
| Who is this request for?

Al Law 0L 0§

| What is the name and abbreviation of the application you need supperted? ax: "Enterprise Service Bus [ESB)”

| Service Category
Q,
Service L1
\=3
Service L2

a,

| Provide a detailed description of the application, including wiki and sharepoint links.
Dlescription:

Allas

| What is the Business UnitFunctional Group L27

Q,

What is the Business UnitFunctional Group L37%

Q,

Application Support Team [On-Call)
o,
Database Support Team (On-Call)

a,

Serdice Delivery Support Team [(On-Call)

q,
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|pi;mval Group, Membars are: Al Law, eic|

| Hew Support Team[s) if needed,
SHAD Mew Teamn

w Indernal
External
Baoth Internal and Extarnal

Flease Provide the following information.
Insight LIRL:

Tilas URL
Application URL:

In seope for SOX Compliance?
Mo«

Mo

Mo v

Is this an external facing app or internal use?

| Application Approval Group Name andi/or membars

Do you need to setup an Access request for to give users access to this application?

Do you need a new Service Catalog (easycare) request item setup for this application?

e Who is the request for? This field should default to the name of the

requestor.

e What is the name and abbreviation of the application you need
supported? Use a name that fully describes the application. For
example, “Enterprise Service Bus (ESB)” identifies the BU owner of the
application or “ServiceNow Auto-Discovery”. Do not enter ambiguous
names in this field or your request will be delayed while the Change

team chases you down.

e Service Category — Click Search to bring up a list of Service Categories,
and select the most appropriate one.

& https://intuitdevOl.service-now.com/cmdb_ci_service_listdo?sysparm_target=10%3Afc13f75
Business Services v [T Goto |name v Ja

» AN
[ [teme | eiecure] . Clss [ ste | BurG L] uroLs|
> Technical Infrastructure (emply) ng\',?;” (empty) (empty) (empty)

> Employee Tech Services (empty) gu;\{r;czss (empty) (empty) {empty)

» Hosting (empty) g“ez?ce:s (empty) (empty) (empty)

> Business Application Services (empty) aﬂ'.::s (empty) (empty) (empty)

> Identity Management (empty) gf\',?::s (emply} (empty) (empty)

» Business Inteligence (empty) g";l':::s (empty) {empty) (empty)

: . Business

» Broadcast Events (empty) Seevice (empty) (empty) (empty)

s Finance (empty) Dusiness  (empty) (empty)  (empty)

% HR Applications (empty) g:?\l."‘;ss (empty} {empty) (empty)

% IT Servica Management (empty) g::ll?::s (empty) (empty) (empty)
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Service Categories

e Service categories can be broken down into multiple levels. The Service
L1 and L2 fields let you add additional information to make it easier to
create a new application.

Note: Some service categories do not have lower-level categories and these
fields will remain blank.

e Service L1 —Please select from the list using the Search field to open the
dialog box and select the valid value.

e Service L2 —Please select from the list using the Search field to open the
dialog box and select the valid value.

Provide a detailed description of the application, including any wiki and
SharePoint links.

|Frovide a detailed description of the application, including wiki and sharepoint links.

Crescriplion: SapdiceMow AD scans the snvironment for compute, network atc

Alias

e What is the Business Unit/Functional Group L2? Select the BU or FG
that is the owner of the application. Click to view the options, and
select from the list.

& htpsy//intuitdev0l.service-now.com/u_butg_list.do?s
BUFGs + [T Goto |name v la
» All

& Account & Advisor Group (RAG)
» Consumer Ecosystem Group (CEG)
% Consumer Tax Group (CTG)
» Finance (Finance)
& Human Resources (HR)
& Intuit Finandial Services {IFS)
& Intuit Health Care Group {IHG)
» Legal. Data, Compliance & Policy (LDCP)
& Marketing & Sales (Mkig & Sales)
% Product & Technology Group (Tech)
¢ ProTax Group {PTG)
» Small Business Financial Sokutions Group (SBFS)
» Small Business Management Solutions Group (SEMS)

e What is the Business Unit/Functional Group L3? — Click search and
make a selection from the list that displays.

Intuit Confidential and Proprietary 5|Page



CG-SDT

& https://intuitdev01.service-now.com/u_bufg_listde

BUFGs « m Goto Name v | Q
» Al

> Central Technology Development (CTO - Dav)
& Design Leadership (Tech - XD)

v 4 a [ -
» Global Ready Engineering (Tech - GRgﬁ

> India Development Center {Tech - IDC)

% Innovation and Advancad Technology (Tech - IAT)
o Intuit Chief Architect (Tech - ICA)

» Product Infrastructure (Tech - Pl)

Support Teams (On-Call)

Warning: Do not create any new support teams in this section. If you need
to create a new support team, do it further down in this request. Search
and then select the name from the list of valid Support teams. If you want
to create a new team, leave the next three on-call fields blank and provide
the information later in the process.

e Application Support Team (On-Call) Click search and select the on-call
group that will support any issues that come up when your application
is in production.

r—————
| row

& https:/intuitdev0l.service-now.com/sys

Groups m Goto Name v |

» Al

» Group sync Testing

> Network DC Hardware On-Call

» On-Call - 10.1 eCommerce QA

» On-Call - 10.1 eCommerce Enginesring
» On-Call - 9.2 eCommerca QA

» On-Call - 9.2 eCommerca Engineering
> On-Call - AAG VO

» On-Call - AAGPTG Cars Operations
> On-Call - ABE

» On-Call - ACL Automation

> On-Call - Activation App Ops

» On-Call - Admin Platform

> On-Call - Agrinova

> On-Call - AMO Appilication Support

e Database Support Team (On-Call) Click search and select the on-call
group that will support any issues that come up when the database
associated with your application is in production.

e Service Delivery Support Team (On-Call) Click search and select the on-
call group that will support any issues that come up when your
application is in production.

e Application Approval Group Name and/or Members and the individual
team members who will provide approval for this application. You can
also use this field to create a new group.
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New Support Team(s) if needed. Enter the name of the new support
team that is being created to support the new application.

Is this an external facing app or internal use? Indicate the type of
application by selecting whether it is an internal application, external,
or is both.

Please provide the following information. Indicate the URLs where
information about the application, how to access or onboard, etc. will
live. Where will people go to find information about the application?
Enter URLS for each item below.

o Insight URL -
o Tiles URL -

o Application URL —

Note: Enter any WIKI addresses here as well.

In scope for SOX compliance? From the drop-down list, select the
correct answer: Yes or No.

Do you need to set up an Access request to give users access to this
application? Select yes or no from the drop-down list. If you click Yes,
the request will be worked on by Tabby Lee’s group to implement the
access request.

Do you need a new Service Catalog (easycare) request item setup for
this application? This question applies to applications where users will
be requesting access and tells the ServiceNow Access team to set up a
form or other method for users to make access requests. If you select
yes, the request will be worked on by Laurie St. Pierre to implement a
new form in ServiceNow.

Additional Details — Add any additional details that would be helpful in
having the request completed without additional interaction required.
Enter additional details that would be helpful for the ServiceNow
Access team to know when they process your request.

8. Complete this section by selecting the servers that the application depends
on to run correctly from the list on the left. Add the appropriate ones to the
List on the right by clicking the right arrow.

CG-SDT
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Please relate the servers that this application depends on.

| Callection | L=t |
Saarch
|20k Tape Library_1122648.1 - —Mane-—-

20k Tape Library_ 112429811

330 E_A101869

JFOEFDT_

3490EFO1_

MIEFOT_ Add
A0ME0_1601443.11

45389F1 - Dell Computer Codg PowerEdge RE10
& - Hewleti-Packard Company ProLiant DL360 G5 1
F110 eserver_A218924

G110 eserver_A218925

9406-520 BLUE

2406-520 BLUE Expangion

$406-520 BLUE Expansionl

9406-520 BLUE Expansion3

G406-520 WHITE

A102315 - Hewlett-Packard Company ProLiant ML3TC
|A1023116 - Hawlett-Packard Company ProLiant ML3TL =

Remove

9. Please review and the information that displays below.

Mame Semvicenaw

Manufaciurer

Class Application

Site

BUFG L2 Product & Technology Graup {Tech)

BUFG L3 Enterprisa Business Salutions (Tach - EBS)
Aszel lag

Rack Linit

10. Complete this section to by selecting the servers that depend on your new
application to run correctly. Search for the collections in the list on the left,

and then add the appropriate ones to the list on the right by selecting them
and clicking the right arrow.

Please relate all applications that this application depends on,

| Collection ] - Lst ]
Sgarch
109% Central - —-None--

AAG/PTS dynaTrace MNon-Production
AAGPTES Praduction dynaTrace
ABTest

Account Managament Sarvice (AMS)
Accauntant Core Services Add
Accountant Work Exchange bk
Accountants intuit.com -
ACH Engine [Legacy) i
ACH Engina (Platferm)

ACL Automation

ACL Frawd

Acouirer Center (ECHO)

ACS DARE

Activation Platfarm Service (APS)

Active Driractory

Buctive MO

ADIS Partal v

Remove

11. Complete the Additional details field by entering any information not
previously entered, and then click Submit to enter your ticket.

You will receive a notice that your request has been received and the

Change team will review the request and either work the ticket or return to
you for further information.
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ServiceNow New Application Onboarding Request
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ServiceNow New Application Onboarding Request (cont’d)

Revision Date: 9/23/2014
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ServiceNow Application Change Request

This topic covers the procedures for making changes to an existing application.

Review the screenshots describing the New Application Onboarding request to
determine what information you will need. You will need to know the dependencies
for the application and a lot of other details.

ServiceNow - https://intuit.service-now.com/easycare/

Application On-boarding

Use this request to make changes to an existing application when you previously
submitted an incomplete application onboarding request. If you are making a
correction to an existing application, use the Discrepancy Request procedure.

To request a change to existing application:

1. Click https://intuit.service-now.com/easycare/ to open a ServiceNow ticket.

2. Enter “application on-boarding” in the search field, and then click Search to
locate the ServiceNow help desk ticket form.

3. Click the Application Onboarding Request link.

Appls atier Cn Baardrg Begas

N 5 rEGUSEt &

4. If you see this screen, click Previous.

INTUIT EasyCare  RequestForm

GES/HES Application/Service Request —New Application Reguest

MNew Application Request

Pravious Done
i

Intuit Confidential and Proprietary 11/3/2014 11:06:00 AM 11| Page
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5. From the drop-down list, select Change Existing Application, and then click
Next.

infurt

GES/HES Application/Service Request

GES/HES Application/Service Request

| Do you need a new Application or a changelretire to an existing Application?
s MEMAE =

M Apgplication

Next.

@) Response time{ms): . network: 0, server: 304, browser: 1885

6. Complete the form that displays.

nTut Easy Care  Regquest Form

Provide details

This f= used to rename Application or Service. Change the BU, or Retire in ServiceMow.  If this is & Retire request, please put details in the additional
detalls regarding the reasan it is 1o be refired.

| Whe is this request for?
Al Lew Q.8

| Select the Application you want to change.

¢ Lz

a3,

I this iz a re-name, what is the new name and abbreviation of the application you need supported? ex: "Enterprise Service Bus (ESB)"

What is the new BU L27
Q,

What is the new BU L3?
Q

Additional Detalls =k::]

% Submit

e Who is this request for? This field should default to the requestor’s
name.

e Select the Application you want to change by clicking the Search icon,
and locating the application from the list.

] Select the Application you want to l:hang:.
ServiceMow Auto Discave O [

7. If thisis a re-name, what is the new name and abbreviation of the

application you need supported? Enter the correct information for the
application in this field.

SHAD W2

8. Whatis the new BU L2?

| What is the new BU L27
Product & Technology Gre O, 05

CG-SDT Intuit Confidential and Proprietary 11/3/2014 11:06:00 AM 12| Page




9. Whatis the new BU L3?

| What is the new BU L37
Central Technalogy Devel O, g

10. Use the Additional Details field to request changes to items such as what

the application is dependent upon or what the application depends on to
run correctly.

| Additional Details

Pleass added rels to the following servers:
Server A, Server B

Remove relationship 1o Sarver

11. Click Submit when you’ve completed the field and the Change Management
team will review and process your changes.

CG-SDT Intuit Confidential and Proprietary 11/3/2014 11:06:00 AM 13| Page
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ServiceNow Application Change Request
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ServiceNow Application Change Request {contd)

Revision Date: 11,/3/2014
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ServiceNow Application Data Discrepancy Request

This topic covers how to make corrections when an application has been created
and its QuickBase record is later found to contain erroneous information.

Review the screenshots below describing what information you will need to supply
to make sure you have all the information you need before you start the request
process. Verify that the changes you are requesting are the result of erroneous
information being contained in a QuickBase that is downstream from the
ServiceNow Application request workflow.

ServiceNow - https://intuit.service-now.com/easycare/

Data discrepancy

This process is used to update discrepancies in the QuickBases downstream from
ServiceNow. It is not for use when you are adding data to an earlier add request
made before you had all the relevant information. For that type of correction, use
the ServiceNow Onboarding Application Change Request.

Note: Use the Missing Hardware Asset help desk ticket when you are missing a
server record in a downstream QuickBase file, Oracle, or other files downstream
from ServiceNow.

To complete a data discrepancy request:

1. Click https://intuit.service-now.com/easycare/ to open a ServiceNow ticket.

2. Enter “data discrepancy” in the search field, and then click Search to locate
the ServiceNow help desk ticket form.

data discrepancy 8 Search

3. Click the Configuration Item Data Discrepancy link to open a new ticket.

Configuration Ibirm Dala Discrapancy

Usa this form to request help for data ssues within the CMDE

Intuit Confidential and Proprietary 11/3/2014 11:06:00 AM 16| Page
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4. Complete the form.

Provide infarmation about Configuration bem data that needs 1o be updated, including adding and removing relationships.
| Who is this request for?
8] Law " qir

Please ralate the CI.

I &

|Please describe the data discrepancy.

e Whoiis this request for? This field should default to the name of the
person completing the request.

e Please relate the CI. This is the Configuration Item that you want to
report a discrepancy on. Click the Search icon and select the correct
one from the list.

8 hitpsy/intuitdevOl.service-now.com/emdb_ci_list.do?sysparm_target=10%3Acecec3fe6f01e1401¢
Configuration Items « m Go to | Name v Q ,',
i R
S AT T R
* (empty) (empty) onTGuraton (ampy)  (empty)  (empty)
{ol) CASD- i
» PTCETXFEBE-Cisco Systoms lnc ok fsagg)‘”“ (emply)  (empty)  A111839 O
> " LAB RACK ** Chatsworth Physical Plano (empty) {emply) A102T19 0

Facility {PLN)

Physical Plano (empty) (empty) A102677

» "* LAB RACK ** Chatsworth Facilty (PLN)

**NOT IN USE Physical Plano
P Chatsworth Faciity (PLN) (empty) {empty) A102656
"* RACK Physical
* ADDISON ** Chatsworth Faciity (empty)  (empty) (empty) A102756 0
Opnet Network Quincy
> 10.158.34.56 Technologles Inc  Gear (QcY) (empty) {empty) A272119 23
Opnet Network Quincy
> 10.158.3459 Technologlu Inc Gear @cy) (empty) {empty) A272120 23
Opnat Network Quincy
> 10.158 34 61 Technologies Inc  Gear acy) (empty) (emply) A304476 27
10056848 Mo [PIe COMPUET  Computer  CATRICOS ampty)  (ompty)  WO36279
Hewlett-Packard  Physical Plano
> 10647_504562. ,Company Facility {PLN) (empty) (empty) A104143 0
10647 snasey g HewlettPackard Physical  BBO0  (empty)  (empty)  A104137 0 -
I-e‘mg for mtutdevOL service-now.com.., I R : 2 = »

5. Please describe the discrepancy. Enter a complete description of what
needs to be changed.

|Please describe the data discrepancy.
Server A has the wrong Rack and needs to be related to Applicatiaon X,

6. Click Submit. Your request will automatically be approved and will be routed
to the Asset Management team to be worked.
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ServiceNow Data Discrepancy Correction Request

Revision Date: 11/3/2014
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ServiceNow Application Missing Hardware Asset

This topic provides you with the instructions for completing a Missing Hardware
Asset help desk ticket in ServiceNow. Usually the requestor will have the server in
front of them but doesn’t have a matching record in Oracle or in ServiceNow and
will perform this procedure to correct the problem.

Review the screenshots below describing what information you will need to supply
before you start the request process.

ServiceNow - https://intuit.service-now.com/easycare/

Missing hardware asset

Use this request to report a missing asset (from the QuickBase or from Oracle) such
as a server and you need to get it put into the system so you can bring the physical
device online.

To request a change to existing application:

1. Click https://intuit.service-now.com/easycare/ to open a ServiceNow ticket.

2. Enter “missing asset” in the search field, and then click Search to locate the
ServiceNow help desk ticket form.

missing assel| A Search

3. Click the Missing Hardware Asset link to open a new ticket.

Mizsing Hardwans Agsed

Usa this form to report assats missing from SarvicaMow

4. Complete the form below by entering the required information.
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"'l'i'l.-"'i' Easy Care | Request Form

Pravide information abaut hardware that s not found in ServiceMow

| Azzet Hostname
| PO {If known;
| Hardware Type:

|

| Manufacturer:

| Model:

|_ Part Mumber:

SKU [Software):

) Numbier of Licenses:
| Azzet Number:

| Sarial Humber:

Person Assigned To {if desktop/laptoplmeonitor):

a,

Note: The information should be on the equipment and you should have
the equipment in front of you to complete this form.

5. Click Submit. Your request will be reviewed by the Asset Management team
and the correction(s) will be made in a timely manner.
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ServiceNow Missing Hardware Asset Request

Revision Date: 11/3/2014

E Opens help desk Provide additional Recelves notification
it rt Reguest ticket to add a new infarmation for that request is
g application. Change Team campleted.
o
u
[ N F 3
{=11]
=]
E k4
L Receives notice that
= Recelves request task is complete and
ZD and sends to Asset notifies the
o MManagement. requestor,
=
e f
ar
v
A 4

h 4
,_.
]

Receives email Does reguest Process the request . .
uE.~ request and reviews contain all info o—J»{ Contact requestar, and make any » Uie::;:::.tm
%ﬂ it needed? carrections, :
=
o
: f
T es
v
wy
<<

Author; Lin Laurle Intuit Confidential and Proprietary Missing Hardware Asset Correction Reguest Page 6 of & ‘
CG-SDT Intuit Confidential and Proprietary 11/3/2014 11:06:00 AM 21| Page



