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ServiceNow Hosting Demand Management
Forecasting Process Training

Audience: Requesters, Approvers, and Provisioning Personnel




The ServiceNow Audience Breakdown

What is Your Role?

ServiceNow’s Hosting Demand Management
application breaks the infrastructure request
process into three audiences:

1.

(Requesters) Those who enter hosting
demands. For example, Portfolio Managers,
BU PMs, or Business Analysts.

(Approvers) Those who approve hosting
requests, such as BU approvers.

(Provisioners) Those who enter
provisioning details and who may also assist
in the provisioning process once Demands
are approved. This group could include
Service Delivery Teams, Plant Ops, or other
others who may play a part in bringing
infrastructure to a state of readiness.

Each audience is addressed in this training.
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What is your Role in Hosting
Demand Management?
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What’'s Covered in this Training?

Navigation Power Tips

Hosting Demand Management in ServiceNow

« Entering a Demand Record

Entering an Environment Request
« Entering Environment Details
« Copying Environments
- Entering Returns
« Entering Moves
- Entering Resizes
« Deleting
— Demand Record
— Environment Requests
— Environment Details
« Approval Process

* Provisioning
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Hosting Demand Management
By Role (Overview)

eEnter new Demands
RequeSter eEnter Environment Requests
eEnter Environment Detail records
eSubmit Demands for approval

Approvers

eReview Demands at designated intervals
e Approve/Reject Demands

Provisioners L ,
eEnter provisioning details

eCould also submit Change Requests
eMay also close out Catalog Tasks

L] L]
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Hosting Demand Management in ServiceNow
By Role

The process for requesting hosting needs is:

Requestor Role

1.
2.
3.

Enter a Demand record.
Enter an Environment Request record.

Enter one or more Environment Detail
records.

Submit your request for approval.

Unless the approval is denied, the part of the
requester in the process ends here.
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Hosting Demand Management in ServiceNow
By Role

The process for requesting hosting
needs is:

Approver Role

1. Review requests at designated

intervals. App rovers

2. Approve requests that are seen as
valuable to your BU.

3. Continue reviewing new and
previously approved infrastructure
until 1 quarter out from need.

L] L]
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Hosting Demand Management in ServiceNow
By Role

Provisioner/Plant Ops/Service Delivery Team
(one or more of these roles may be involved):

1.

If the Demand is approved, at 1 quarter out,
begin entering provisioning details in Hosting
Demand Management application in
ServiceNow).

Once the provisioning details (IR records) are
entered, those details will generate Catalog
Requests in ServiceNow.

The Change Requests will spawn one or more
Request records that generate one or more
Catalog Tasks that are assigned to provisioning
team members to provision.
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Hosting Demand Management in ServiceNow
By Role

Provisioner/Plant Ops/Service Delivery
Team (cont'd):

5. Once a Change Request is completed for the
infrastructure, the CR is closed, and then the
Catalog Task is closed by the person who
submitted the Change Request.

Provisioners

6. After all Catalog Tasks are completed for a
Request record, that Request is closed.

7. Once all Requests for an environment are
closed, the Environment Request is
completed and closed.

8. Once all Environment Request’ Requests are
closed, the Demand status is changed to
Closed Complete inside the Hosting Demand
Management application.

L] L]
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Power Tips for Navigating, Searching, and
Viewing in ServiceNow

Note: If you are an experienced ServiceNow user, skip the next few
slides by clicking here.

Note: This link will only work if you are viewing this PPT in
presentation mode. Links do not work in editing view.

INTUIT
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Tips for Viewing Demand Records

ServiceNow lets you configure how your environment will appear. Host Demand
Management works better when you do not have a tabbed view. When you

have tabs, you have to remember to click on the correct tab to view what you
want to see.

Environment Requests (1) Approvers (1) Environment Request Snapshots (1)

To turn off tabbed viewing:

1.  Click on the Gear at the top left corner of your screen in ServiceNow.
=

Settings whats new | (2)

Home

CTO-DEV-ICS Service Delivery Dashhﬂ & Home

Preferences

Wrap Longer Text in List Columns I :I,

Compact View

Accessibility Enabled

Tabbed forms m

2. Toggle the Tabbed Form to off.
}Tabbed forms m‘

L] L]
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Tips for Viewing Demand Records

Instead of seeing your type of request in a tabbed view as below:

Environment Requests (1) Approvers (1) Environment Request Snapshots (1)

Your records show up in a scrollable view and each section (see highlighted areas) is
scrollable and you won't have to worry if you're on the right tab or not to see data
associated with your demand record.

Related Links

Show Workflow

= Environment Requests m Search for text

‘? Demand Number = DMND0004293
L"jf ':\ ) Environment Request Details

Cj Performance Q1

Actions on selected rows... V'

= Approvers mm Goto State v

? Approval for = DMND0004293

108 Q ® State (@ Approver

@ Approved David Milne

Intuit Proprietary & Confidential
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Tips for Searching for Data

The easiest way to quickly enter information into the various records that make up your

request are as follows:

Search for data using Use * in front of any data to quickly locate the information you want. For
variables instance, when searching for the Data Center in the Environment Details
* Data Contr || -andy x || record, enter *QDC to locate Quincy Data Center (QDC).
(Quincy Data Center (QDC)
Click on the Search Icon Clicking the magnifying glass will display the entire list of allowable entries. You
Q, can either scroll through them or use the Go to fields to filter your search on a

specific field. For instance, if you enter training it will filter your results to
display any name containing the word “training”.

Or, after the search list In this example, entering *ptg in the BUFG L2 field causes all applications for
displays, click the PTG to display, making it easier to select what you want.
magnifying glass againand  © & weme s ©Manufacturer D Class @ Site  @BUFGL2  @BUFGL3 (2 Assett
enter a filter to display e
specific results.
& AAGIPTG dynaTrace  (empiy) Application  (empty) ProTax Group  {empty)
ol Name W — ” | Non-Production (PTG)
AAG/PTG Production  (empty) Application  (empty) ProTax Group  {empty)
® ; 2
dynaTrace (PTG)
L] L]
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Tips for Searching for Data

Use the wild card search (example: *pro) in the field itself without first displaying the list
of all available fields for the fastest results. You will immediately see all fields containing

your wild card search term in the drop-down list.

s Environment *pro

Recent selections
Pre-production {ppd)
Production (prd)

Search

Production Experiment (pex)
Production Support (pds}
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Annotations

The Hosting Demand Management application contains annotations on the Demand form.
Annotations point out key information about the record. To see them, click the ? and to
disable them permanently, click the link.

{ == Demand-DMND0001651 (3

This form has annotations - click (D to toggle them - (click here to never show this again)

Draft

Number DMNDO0001651

Foll

Initiative Business growth

Justification | New Feature/Service/Application v |

Priority

In this case, the message indicates that you can enter fields with red borders at any time
prior to requesting approval. You can begin to enter your demand and associated details
without knowing what to select in the red bordered fields. You can save and return to your
demand. However, these fields must be complete before you can request approval of your
environment.

: Red bordered fields are required only when submitting for approval.

Number DMNDOD01651

Initiative Business growth

New Feature/Service/Application v <
il ‘ . e %—

L ] L ]
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Navigation Tips

You can easily navigate up one level or one record type by:

- Clicking the back button < and from a lower level record, it will take you up a level,
like from the Environment Request record, you can back up to the Demand record level.

If you are at the top level of a record, (Demand) clicking this button will take you out of
the application to a list of all your Demand records.

<7 hosting @ = Demands m Goto Number v | |
gD = \; All> Submitted by is Lin Laurie
W My Demand Records )
My Environment Requests ® Number & @ Initiative S
W My Approvals
¥ Demand Records
W Create New DMND0001119 Test Initiative
W All Active Demands
W Complete Demands
. DMNDO0001151 Request for new or upgraded hardware
¥ Environment Records
Environment Request DMND0001646 Tech Refresh
ironment Details

et.

L ] L ]
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Navigation Tips

Working With Multiple Records

From anywhere in ServiceNow that displays a list of records, you can select multiple
records and perform an available action on all displayed items.

1. Check the records you want to select.
2. Click the Actions on select rows button.
3. Select the action you want to take.
The action will happen to all selected items provided it was an allowable action.

DMNDO001119 Test Initiative
v : DMNDO001151 Request for new or upgraded hardware
v '_ ) OMNDO001646 Tech Refresh
DMNDO0001651 Business growth
DMNDO001652 Business Growth Product & Technt

Acfions on selected rows... W

Delete
Follow on Live Feed
#dd to Visual Task Board
Create Application File
Assign Tag:
Mew...

L] L]
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Requesters
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Demand Record Relationships

1:many

1 application to many
environments

Each environment
request is broken out by
environment. One
environment per series
of detail records.

Detail records contain
data center and hosting
segment information,
including what is needed
at each location. You
can have many of these
within an environment.

18 Intuit Proprietary & Confidential
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Demand Relationships by Record Type

In ServiceNow’s Hosting Demand
Management application, create the Demand Record Relationships
following records during the Forecasting
phase:

. One Demand record for each
application requested.

*  Create as many Environment
Requests (ERs) as needed (one for
each environment needed for the
application to reside in).

*  Create as many Environment Detail
(ED) records needed to provision as
much infrastructure as the BU
requires.

«  Submit for approval.

*  One Quarter out from need, you will
begin entering the provisioning part
of this process. See the Forecasting
Training — Provisioning.ppt for this
part of the process.

L] L]
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Breakdown of Data Collected by Record Type

- Demand Record - High level data: Demand Record Relationships
Initiative, Justification, Priority, Fiscal
Year, Application, Description, and
Business Case

- Environment Request Records -
Aggregates costs from detail records
and collects Environment, Alternate
Funding Source, Environment Priority,
and Month when environment is
needed.

- Environment Detail Records -
Data Center, Hosting Segment,
Server Size/Storage Size, and
Quantity.

Intuit Confidential and 20
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Demand Relationships by Record Type

B BUFG__ Top_Level B4 BUFG

The Demand is the highest level of information gathered

and you only have one Demand record for an

environment.

It determines the Fiscal Year when the environment is
needed, the application the environment supports, and

the BU (L2 and optionally L3) that requires the

environment.

2016
2016
2016
2016
2016
2016
2016
2016

21
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1:many
a1l CTG
a1l TG
a1l CTG
a1 CTG
a1l CTG
a1 CTG
a1l C1G
a1 CTG

Number

s Initiative

Justification

Priority

Description

Business case

[ 1]
(9]
(1]
o]
(1]
o]
16
TG

DMNDOOR4302

App Ops
App Ops
App Ops
App Ops
CFP Data Platform CTG
CFP Data Platform CTG
CFP Data Platform CTG
CFP Data Platform CTG

In this example, you would have one Demand record for

App Opps needs for Q1 and another Demand for CFP
Data Platform CTG needs for Q1.

]

‘ - None —

‘ - None —

Submitted by

Fizcal Year

% Application

BUFG L2

BUFG L3

Lin Laurie

2016

Intuit Proprietary & Confidential
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Relationships by Record Type

i ot
2015 al

Demand Number
s Environment
Funding Source

% Environment Priority

Environment Business Case

22

Environment Request records contain a breakdown of costs, server quantities

and storage sizes.

Each environment type (prod, dev, etc.) will have its own Environment Request
record. This record also lets you override the requesting BU in cases where a
different BU is responsible for paying for the need. It also lets you select the
month (within the FY selected in the Demand record) when the environment is

needed.

Costs, Storage Size, and Total Servers roll up from the Environment Details

records.

Using this example, we would need one Environment request for pre-prod for
App Ops Q1 needs, and another for Prod needs.

ALy _AppOps

G TG, AppOps 1 Demand record

16 £I6 _AppOps S : o =t —

TG TG App Ops 1 Environment Request for Pre-Prod and a second for Prod gpc
DMND0004302 ® Month

a Cuarter

Requesting BUIFG v Total Cost
-— None - v

Total Storage (in GB)

Total Servers

Intuit Proprietary & Confidential
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Relationships by Record Type

Environment Details contain Data Center, Hosting Segment, and
number of systems broken down by type and quantity. The
dollar amounts are loaded as allocated costs and are associated
with what you need.

1:Many

You will have multiple Environment Details records for each
Environment Request record you submit. For our App Ops
example, you would need to add:

« 6 L VMs for pre-prod QDC-C

« 3 M VMs for Prod in QDC-C

« 2 M VMs for Prod in LVDC-A

« 3000 GB storage in QDC-C for External Storage

Data_Center -] Hosting_Segment -] Env_for_Capacity el
apc aDpc-C Pre-Prod 6 [ [ 360

apc apc-C Prod 2 2 I 120
LVDC LVDC-A Prod 2 7, L 120
apc Qapc-C Frod 0 0 3000

Environment Details

* Data Center Q. * Server Size / Storage Size Q,
* Hosting Segment Q * Qluantity

Submit New Environment Details

L ] L ]
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Cost Allocations

24

When you select a server/storage from the drop-down list, each item has a cost associated with
it. If you request the item for use in Q1, then your BU is charged for the entire cost (in this
example, $3,245).

If you want the item for use in FY16 Q3, then it divides the cost of the item by the number of
quarters of use you will get from the item and it charges you accordingly. So in this example,
to use a VM of the size shown below, your BU would be charged half of the yearly price, or
$1,622.50. You will see the total cost of the item when you select it, but the roll-up amount will
be the usage total.

Hosting Value L High Mem - 4 vCPU x 16GB Mem @
Fiscal Year 2016
Cost $3,24500

Costs roll up to the Environment Request level. To get a view of the costs you have entered to
date for all Q1 needs for App Ops QDC-C Pre-prod, you would open the Environment Request
for that environment and review the rolled up costs.

Intuit Proprietary & Confidential
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General Rules

Some things you should know before you begin:

« All fields are required when you submit your request for approval but you can leave the ones with
red borders blank to begin entering your demand records unless they show an * to the left of the
field. Those fields displaying the * must be completed before you can save your work.

« If your initiative is spread across fiscal years, you must enter two demand records: one for each
year.

* You can enter a demand before you have a new application in ServiceNow. But by one quarter
before need, your new application must be set up in ServiceNow and must be selectable from the
Application drop-down list. You must return to your demand and update the Application name
prior to the purchasing of your equipment.

« The Fiscal Year defaults to the current year (in this case FY16). However, you can select another
year from the drop-down list. Currently you can only add FY16 or FY17 demands in ServiceNow.

« It is important that you enter valid and pertinent data into all fields so your approval will not be
held up or sent back for additional data.

L] L]
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Demand Record

Step 1: Enter a Demand record and click Save to keep your work.

{ = Demand - DMND0001652 & @ N & W o Save

Draft

i_Red bordered fields are required only when submitting for approval.

Number DMNDDOO1652 Submitted by Lin Laurie Q@
Initiative Tech refresh strategy g 5 Fiscal Year 2016 v
Justification ‘ Tech Refresh - Operational v ‘ Total costs $0.00
Priority ‘ 1 - Critical ~ ‘ BUFG L2 Product & Technology Group (Tech) Q|| @
BUFG L3 Global Ready Offerings (Tech - GRO) Q@
Description

We need to begin upgrading outdated servers over 3 years old. ‘

Business case

Qur infrastructure is aging. it is impacting availability, and we need to refresh aging technology for better SLAs. ‘

Initiative This is a key directive from leadership.
Description Enter the ‘what’ the initiative is for.
Business Case Enter the ‘why we need what we’re requesting’ reason in this field.

BUFG L2 and L3 These fields are associated with the application you select. The only time you can specify
them is when you are requesting infrastructure for a new application.

L ] L ]
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Demand Record — No Application Exists

{ = Demand - DMND0002474 % ﬁ @ "‘r % % @ Update Save Request Approval

' 4

Draft £ Clicking Update |
will take you out of
the current record.

i Red bordered fields are required only when submitting for approval

Number DMNDO002474 Submitted by Lin Laurie & 0]
Initiative SBG Eco Iniative Q| B Fiscal Year 2016 v
Justification ‘ Mew Feature/Service/Application v Totalcosts | 50.00
Priority | 2- High v No Application '
BUFG L2 Product & Technology Group (Tech) Q. (D)
BUFG L3 Global Ready Offerings (Tech - GRO) 2| ®
Description

Our tech refresh strategy is to remove older servers that are impacting performance. ‘

Business case Customers are being required to sign on multiple times in a single session as older servers are not keeping up with demand. | ‘

When the application does not exist:

« Select New Feature/Service/Application in the Justification field. This will cause the No Application box
to appear. Check this box and enter the BUFG L2 and L3 fields to indicate who will pay for the
requested infrastructure. BUFG L2 and L3 are tied to an application. If you check No Application these
will become required fields.

« If you check No Application, it means that you need to request a new application as a separate step.
You can submit the request for approval but you must enter a separate request to create a new
application in ServiceNow and once it is available, you must return to the Demand record and select
the application from the drop-down list.

L] L]
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Environment Request

Step 2: Scroll down the page and click New to enter a Environment Request record.

Related Links

Show Workflow

= Environment Requests m Search @ for text

? Demand Mumber = DMNDO0004293

Note: If you have Tabbed View enabled, you may have to click on the Environment Request
tab first.

Environment Requests Envi
= | Environment Rdguests
7  Demand Number = DMND0001652
i,“;a ':_;; () Environment Request Details

28
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Environment Request

Step 2: Enter a Environment Request record, and then click Save to keep your work.
¢{ == Environment Request - Development (dev) / Q1 @ é’ ﬂ" % % EE‘I Save Copy Delete

Draft

Demand Number DMNDOD002474

©

Month August v

Environment Quarter al W

je
©

Funding Source Requesting BUIFG Lv Total Cost $0.00
Environment Priority 3 - Medium v Total Storage (in GB)
Total Servers

Environment Business Case

About the Environment Request record:
« All fields are required except the Environment Business Case.

« There are business rules applied to Month and Quarter to prevent entries in a closed FY or Quarter.
You may select another Month from the drop-down list but only if it is open for the FY you selected in
your Demand record.

« If you want to have your infrastructure built in phases, you can enter different Environment Requests
for each quarter and then enter the detail records for that which should be built out in each quarter.
You can also build out one environment or one phase, and then copy the environment request and
change the month it is needed to achieve phased results easily.

« Contents of the Total Cost, Total Storage, and Total Servers fields are aggregated from data in the
Environment Details records you will create next.

L ] L ]
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Environment Request

¢{ == Enviro tR t - Devel

Draft

Demand Number

Environment

Funding Source

Environment Priority

Environment Businass Case

p

t (dev) I Q1 A

DMND0OD2474

Requesting BUIFG

3 - Medium

0

©]

&

About the Environment Request record (Contd.):

Month

Quarter

Total Cost

Total Storage (in GB)

Total Servers.

S

'1" f % @ Save Copy Delete

August v

$0.00

* You will need a new Environment Request for each environment you want to build.

* You can change the default BUFG L2 and L3 associated with the application you're building out by
changing the Funding Source for instances when the owner of the application is not paying for the new

infrastructure.

« You can set the priority at the environment level to be different than that specified at the Demand

level.

« The Total Cost field is calculated using the cost allocation model for the current FY multiplied by the

Total Servers or Total Storage.

« Costs are prorated depending on the quarter they are requested for and the cost allocation model. If a
server costs $2,000 but was only being used for 1 quarter in the current FY, the cost that should

display is $500.

Intuit Proprietary & Confidential
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Environment Request

¢{ == Enviro t Request - Development (dev) 1 Q1 £ & A 55 Lo $0: Save | Copy || Delete
Draft
Demand Number DMNDO0D02474 ® Month August v
Environment Development (dev) Q| ® Quarter Q1 v
Funding Source Requesting BUIFG N Total Cost $0.00
Environment Priority 3 - Medium v Total Storage (in GB)

Total Servers.

Environment Businass Case

About the Environment Request record (Contd.):
« You can have one or more Environment requests for each Demand record.

« Each Environment Request must have at least one Environment Detail record associated with it
before you can request approval for your Demand.

« You must be in the Demand record before you can request approval.

L] L]
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Environment Details Record

Step 3: Scroll down the page and click on the Environment Details tab to begin
entering more specific information about your environment.

Step 4: Click Submit New Environment Details after you enter each details record.

Notes Environment Details
* Data Center Las Vegas Data Center (LVDC) Q|| @ * Server Size / Storage Size XL High Mem - 8 vCPU x 64GB Mem
* Hosting Segment LVDC-A Q |[|® * Quantity

Submit New Environment Details

About the Environment Details record:
« All fields are required

« When you click Submit New Environment Details, the contents of the Server/Storage Sizes and
Quantity fields will roll up to the Environment Request record.

« The Data Center selected filters the contents of the Hosting Segment so you will only see hostin
segments that are available for your data center.

« You can one or more Environment Details record for each Environment Request record.

« You must be in the Demand record before you can request approval.

Intuit Proprietary & Confidential
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Environment Details Record

33

Environment Details (2) Requested Infrastructure Approvers

= Environment Details Goto Environment Detail w

S7  Environment = Development (dev) / Q1
£03 @ § & Environment Detail ¥ Detail Status
- Development (dev) / Las Vegas Data -
@ Cente ® Needs Details

Development (dev) / Las Vegas Data
Cente

® Needs Details

About the Environment Details record (Contd.):

(v) Data Center

Las Vegas Data Center

(LVDC)

Las Vegas Data Center

(LVDC)

« After you enter an Environment Details record, the Detail Status says “"Needs Details,”
referring to the infrastructure details needed to provision your servers. You can submit

your Demand request for approval without completing these details.

« Once quarter prior to when the infrastructure is needed, a provisioner must return to

the ServiceNow Hosting Demand Management application and complete the
infrastructure details prior to the provisioning of your request.

Intuit Proprietary & Confidential
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Copying an Environment

Once you've entered all an environment, including Environment Detail records, you can copy the entire
environment. In the example below, there are three identical environments.

1. To create a duplicate of this environment, first display the Environment
Requests.

= | Environment Requests m Search  fortext v 44 4 1 tw3ef3 P M O
'f Demand Number = DMNDO002976
2a3 (@ Environment Request Details = Month & Funding Source

Development (dev) / Q1 August Requesting BUIFG

Development (dev) / Q1 August Requesting BUIFG

Development (dev) / Q1 August Requesting BUFG
2. At the top of the screen, click Copy.

¢ == Environment Request - Development (dev) / Q1 % & "1" =5 ]{‘_[ i:ﬂjt Save Copy Delete

Note: Your entire environment with all Environment Detail records will be duplicated. You can easily open
one of these copied environments and change the environment (for example, to Pre-production) and
immediately have a complete duplicate of your production environment without having to duplicate all the
detail entries.

When you copy an environment, it adds it to the current Demand record.

L] L]
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Moves, Resizes, and Returns

Most of your hosting requests will likely be
requests for new equipment. In those cases, you
won’t need to know the equipment details, such
as the server name. However, there are times
when you need to reference existing equipment.
When you return equipment, resize it, or move it,
you must link the details requested to the server
name. This process is called relating ClIs.

If you do not know the name of the server, you
must find it before you can submit your Demand
Request for approval. You must be able to select a
name from this list for each server you are
requesting an action for.

35 Intuit Proprietary & Confidential

Collection

P
—,

AANM [fa2iGHb-654a-498e-a9af- 72631253069
Abhinil windows (15af735-d4df-4355-a335-630
abouchardwi corp intuit net
acs-ga-int-db_2015-03-24 (59397 ca-b3i0-dcid
acsele (66920238-0c34-4457 -beeB-322c4406a
Addttmnalﬂack._nd,‘(

[ P R T T 7""1_ "'“"---:"‘-. J
ade&plddb?i? EEF rrrturt I'IE'l

adevvulisT11 corp intult net

AF Cassandra Node (8b3hGcdI-cold-4ad2-beh
AGUPTA_WILY (Jbebdcdd-13h2-4359-8735-81
Ahamed-Eng- M

AlD Extra (b48993ed-8564-4163-9bc5-chbcfdd
Alfresco Server {c6952684.f734-455e-bib5-d72
Aliens (bS0efdic-al0b-4c42-a812-e4982idd9di
Aliens Corp (b2c177bb-10db-4752-98ac-bE0d3
alse (12405eba-447a-4868-9281-2=20d75f0 76!
AMS Batch SPA Tool (bdf20ala-4c25-4831-aiy,
AnnWinVM (c8bdd6d 1-2a58-4c83-8319-bdc1ce

INTUIT



Rules for Moves, Resizes, and Returns

Currently moves are restricted by Data Center.
You can move within zones but not outside. This

will be addressed in Phase II.

INTUIT
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Moves and Resizes

Some moves and resizes are not done in the Hosting Demand Management application. If there is no
impact to budget or capacity, you would perform a change request to perform a move. Here is a list of

what is allowable and where you should go to initiate what you need:

Same Hosting Segment Different Hosting Segment
VM Change Request Demand Request
BM Change Request Demand Request
Big Data Change Request Demand Request
Storage Change Request Demand Request

Change - Originate from Service Catalog request
Demand - Originate in Hosting Demand Management
Not Allowed - Cannot perform in any application in ServiceNow

Demand Request

Not Allowed
Not Allowed

Demand Request

Note: All moves require at least one positive and negative quantity. You must give back the old
infrastructure (- quantity) and then request new infrastructure using a positive quantity. The total of the

negative and positive records must net to zero.

Intuit Proprietary & Confidential
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Enter your Demand record and click Save to keep your work.
Enter your Environment Request record and click Save to keep your work.
Enter your negative Environment Detail record (to return the old) and click

Submit New Environment Details.

MNotes Environment Details
* Data Center Quincy Data Center (QDC) o} @
* Hosting Segment QDC-A Q| @

Submit New Environment Details

Enter the positive Environment Details record(s) and click Submit New

Environment Details.

Notes Environment Details
* Data Center Quincy Data Center (QDC) Q| @
* Hosting Segment Qoc-C Q@

Submit New Environment Details

Intuit Proprietary & Confidential

* Server Size / Storage Size

* Quantity

* Server Size / Storage Size

* Quantity

XL -8 vCPU x 32GB Mem

XL -8 vCPU x 32GB Mem

0
[§
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You must make sure that your negative and positive detail records have a net zero
balance before you can proceed. After you have both of your move Environment Details
records added, you must relate the negative record with the positive record and also

indicate that you are doing a move. Right now the system doesn’t know what to do with
each of these detail lines.

Environment Details (2) Requested Infrastructure Approvers

= | Environment Details Goto Environment Detait W

44 «
"‘? Environment = Development (dev) / Q
o8 4 (® Environment Detail () Detail Status (@ Data Center {=} Hosting Segment (=) Size (® Quantity (=) Total Cost
Development (dev) / Quiney Data Center (.. ® Needs Details Quincy Data Center (QDC) QDC-A XL - 8 vCPU x 32GB Mem -5 ($30,905.00)
Development {dev) / Quincy Data Center (.. ® Needs Details Quincy Data Center (GDC) QDC-C XL - & vCPU x 32GB Mem 5 $30.905.00

L] L]
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Moves - Relating Cls

1. Open the negative Environment Detail record by clicking on the Environment

Detail line.

Environment Datails (2) Requarsted infrastruchuns Appraveds

= Environment Detalls  Gown  Emdronment Detall W

Al i
= Erviar o nt e iadl ) Detal Status
Pesadoprmiod (dey) ( Chinoy Data Congar . @ Noods Dotads

[ervabopengot (dery) | Chiney Dt Conter (. ® MNeads Detals

=) Diata L onted

Chnicy Data Cander (GO
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2. In the Move/Resize drop-down, select Move from the drop-down list.

¢{ = Environment Details - Development (dev) /| Quincy Data Center (QDC}) / XL - 8 vCPU x 32GB Mem %

Data Center Quincy Data Center (QDC) Q|| ® Size
Hosting Segment QDC-A Q|| @D Quantity
Environment Development (dev) / Q1 o Related Cl Quantity

Item Cost

Move / Resize

% Move | Resize Related

? O

XL -&vCPU x 32GB Mem

0
(530.905.00)

Move

Update Save Delete

3. Click the magnifying glass to the right of the Move/Resize Related field.

{ = Environment Detadls - Development (dev) f Quincy Dats Centor (QDC) | XL - 8 wTPU x 1268 Mom é’_;

Data Cartor Cuincy Data Cenlar (GDC) ] T Ske
Haosting Segman COC-A : i Chaariity
Emvircnimant Davalopemend (dev) / Q1 f Redated €| Cuantity
Ingen Ciomt
Mirva | Resloy
% Move /! Resize Ralaled
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Moves - Relating Records

4.

{

42

Return to the Environment Details and click to select the Environment Detail
record containing the request for new infrastructure and has a positive
number.

— Al
f'. Al

(=) Environment Detail = Quantity

® Development {dev}/ Quincy Data Center (QDC) / XL - & vCPU x 32GE Mem 5

Click Save to keep the relationship between both negative and positive
records for your move.

Note: You can open the positive record to verify that the relationship shows up in both
records but you want to use the negative record as the way into relating the positive.

= Environment Details - Development (dev) / Quincy Data Center (QDC} / XL - 8 vCPU x 32GB Mem @ @’ J}"‘ @:Z Update Save Delete
Data Center Quincy Data Center (QADC) Q || @ Size XL - 8vCPU x 32GB Mem Q.| ®
Hosting Segment QapCc-A Q || & Quantity -5
Environment Development (dav)/ Q1 © Related Cl Quantity 0
Itern Cost ($30.905.00)
Move / Resize Move v
Move | Resize Related Development (dev) / Quincy Data Center ({ . (D

L] L]
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Moves — Related ClIs

Now you want to tell the system the host name of the servers you are moving from. The
system will give the new server a name at the new move location but you must tell it
where to move the old servers from.

1. Open the Related CIs tab and click Edit.

Related Cls Provisioning Details

= Related Cls Go to  Configuration ltem W

2. Locate the asset (servers) you want to move. You can select multiple servers
by holding CTRL and clicking on each name. If you move five servers, you
need to select five names. Click the right arrow to move them to the Related

Cis List, and save.

Collaction

(@]
-

AANM (fa2f6ih-654a-498e-a%af-72631a53869

Abhinit windows (1f5af738-d4df-4955-a335-63b A

abouchardw? corp intuit nat
acs-ga-int-db_2015-03-24 (99a970ca-b3f6-4cfd
acsele (6692e238-0c34-4457-beeB-322c4406a
AdditionalBackEnd
adevplddb711.corp.intuitnet
adevplddb712_corp.intuit net

adevvutisT 11 corp.infuit.ne

AF Cassandra Node (Bb9btEdT-cc04-4a82-beb
AGUPTA_WILY (Sbebd644-13b2-4359-8795-8t
Ahamed-Eng-VM

AlQ Extra (b48993ed-8564-4163-9bc5-chbcfBd|
Alfrasco Server (cB952684-7 34-4552-bfb5-d72
Aliens (b30efd3c-alib-4¢42-a812-e4982dd9df
Aliens Corp (b2c177bb-10db-4752-98ac-b60d3
alse (12405eba-447a-4262-9281-2020d75f0 76

AMS Batch SPA Tool (bdi20a1a-4¢25-4831-aT1 4

AnnWinVM {cBbd4641-aab8-4c83-83f0-bdclice
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Moves — Related ClIs

Once you relate all your Configuration Items (CI) records, and click Save, you will see a list
of the items you selected. You can verify the number showing in the tab with the number
of moves to know you’ve completed this portion of the move.

Normally PMs, Portfolio Managers, and others with a similar role would not know this
information so you will have to work with provisioning team or others to get the
information you need so you can select it for your move. When you’ve completed this step
you can go up to the Demand record and click Request Approval of your Move unless it was
entered as part of a larger request.

Related Cls (5) Provisioning Details Requested Infrastructurs
= Related Cls s Gote  Configuration ltem
=7  Environment Datails = Production prd) / Quincy Diata Center (QDC) 7 L - 4 vCPU x 3GE Men

v
1) & § (* Configuration ltem

adevvilis 11 corp infyit ne [:%
adevplddb? 12 corp intuil net

adevplddh? 11 corp intuil nat

L ] L ]
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Returns

A return means that you are giving back the infrastructure that is no longer required by
your business unit (BU) and also results in a credit back to your BU’s budget for the
unused cost allocation. Returns only require one Environment Details record.

1. To enter a return, enter the Data Center and Hosting Segment, and then
specify the Server and enter a negative amount in the Environment Details
record, just as you did for a move.

Notes Environment Details
* Data Center Quincy Data Center (QDC) Q|| @ * Server Size / Storage Size M -2 vCPU x 4GB Mem Q|| @
*Hosting Segment apc-A Q|| @ * Quantity | -5

Submit Mew Environment Details

Click Submit New Environment Details.

Click Save your work.

4. Click the Environment Details tab to verify your entry or return to the
Demand record and request approval if you have no other infrastructure to

wN

request.
Environment Datails (1) Requestad Infrastructure Approvers
= Envitonmen! Details  Goto | EnvironmentDetail v <«
= Environment Detail = Detail Status = llata Center = Hesting Segment ! Size =) Quantity =) Total Cost
Build {bid) ! Quincy Data Center (QDC}) / & Neads Detaile Quincy Data Center (ODC) OnC-A M -2 vCPU x 4GB Mem 5 ($8,110.00)

L ] L ]
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Resizes

A resize can result in a negative or positive change in your BU’s budget, depending on
whether you are requesting a larger or smaller server. In the example below, we are giving
back two small devices, and then requesting two medium servers, resulting in an increase

to the cost of your Environment Request. As in a move, you want to enter the “give back
quantity” or negative amount first.

Resizes must be done in the same Data Center and Hosting Segment as the initial server
was housed.

1. Enter the Data Center and Hosting Segment, and then specify the Server and

enter a negative amount in the Environment Details record, just as you did for
a move or return.

Notes Environment Details

* Data Center Las Vegas Data Center (LVDC) Q, * Server Size / Storage Size 5-1vCPU x 2GB Mem

* Hosting Segment LVDC-A (@] * Quantity -2

Submit New Environment Details

2. Click Submit New Environment Details, and repeat the process except change
the server size and enter the quantity as a positive number.

Notes Environment Details

* Data Center Las Vegas Data Center (LVDC) * Server Size / Storage Size M -2 vCPU x 4GB Mem

* Hosting Segment LVDC-A Q| @ * Quantity | | |

Submit New Environment Details
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Resizes

3. Click Submit New Environment Details.

&) Environment Detail +) Detail Status =) Data Center »1 Hosting Segment ¥l Size
Build {bid} / Las Vlegas Data Center {LVD ® Needs Details Las Vegas Data Center (LVDC] LVDC-A M -2 wCPU x 4GB Mem
Build (bid) / Las Vegas Data Center (LVD # Needs Details Las VYegas Data Center {(LVDC) LVDC-A 5-1vCPU x 2GB Mem

= Quantity = Total Cost
2 $3.244.00
2 ($1.622.00)

Notice that you now have a net zero different in quantity, a debit and a credit in total

costs, and a difference in the size requested and the size returned.

4. Click on the negative Environment Detail record to open it so it can be related

to the positive detail record.

¢ == Environment Details - Build (bld) / Las Vegas Data Center (LVDC)/ 5 - 1 vCPU x 2GB Mem ﬁ

Data Center Las Vegas Data Center (LVDC) Q 0
Hosting Segment LVDC-A Qo
Enviranmant Build (bld) / @1 @

Size

Cuantity

Related Cl Quantity
Item Cost

Move / Resize

Move | Resize Relatad

5. Select Resize from the Move/Resize drop-down list.
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& i
5-1vCPU % 2GB Mem Q
-2
0
($1.622.00)
Resize W

Bulld (bld} / Las Vegas Data Cenler (LVDC)/ C
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Resizes

6.

Click the magnifying glass to select the related CI for this resize.

Size 5-1vCPU x 2GB Mem Ao
Quantity 2
Related Cl Quaniity 0

ltem Cost (51.622.00)

Move | Resize Resize

v
% Move | Resize Relatad C:{E‘) )

7. Select the Environment Detail to link or relate your negative resize record to.

8.

48

= Erwi t Details List - Windows Intemet Explorer =
|= hittps:/fintuitstage service-nowscom/u_ermaronment_details_list.doTspsparm_target=u_snvironment_details.u_mowve_resize_related_ed&is
= | Environment Details Goto Environment Detail v |
A 44 « 1 w101 N
= Al
= Environmen! Detail ¥ Quantity
™ Buiid (bld) ! Las Vegas Data Center (LVDC) / M- 2 vCPU x 4GB Mem 2
I

Click Save.
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Resizes — Relating Cls

For a resize, you will need to relate both the positive and the negative Environment Details

records.

1. Display the Environment Details and select one of the two resize Detail

records.

Environment = Build {bid) / 1
{=) Environment Detail (= Uetail Status {=) Uata Center =} Hosting Segment
Build {bid) / L as Viegas Data Center (LVD . ® Needs Details Las Vegas Data Center IVDCY LVDC-A
Build {bid) / Las Viegas Data Center (LVD ® Meeds Details Las Vegas Data Center (LVDC) LVDC-A

2. Click on the Related ClIs tab and click Edit.

Reiat{ﬂ Cls Provisioning Details Requested Infrastructure

= Related Cls JESLTSS Go to  Configuration ltem »

v Envitonment Details = Build (bld) / Las Vegas Data Center (LVDC) / 5-1 vEPU x 2GB Mem

101 A =) Configuration ltem
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ix) Size (=) Quantity izl lotal Cost
M -2 vCPU x 4GB Mem 2 $3.244.00
S -1 vCPLx 2GB Mam -2 ($1,622.00)
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Resizes — Relating Cls

50

Display the Environment Details and
select one of the two resize Detail
records.

Click on the Related CIs tab and
click Edit.

Select the number of assets you
need to associate with the resizes,
and click the right arrow.

Click Save.

Repeat the process with the second
part of the resize Environment
Detail so that both positive and
negative sides of the request are
both related to their device asset
records.

Collection

atly_resources (Ba7a3la3-f695-43cc-ac2bca
AdAtest

abafna (32383796-88e1-4b58-bb(1-820ci61a2i
Access Sel-Orch privv! (5af3d683-eb5d-4523-(
Access Self-Orch prigy1 (294b4b83-3afc-4bcd-
Access Self-Orch prigqy2 (faldbdd7-a651-dedd-
aci-py1 (58bedddd-dde1-4d06-b51d-daccheset
aci-py3 (d434b1b3-4f79-4F18-818c-dc4 22dB6MD
ACL Dynamite (4d45ffbc-29fd-4722-b9f9-6ichd
ACL Test Server (632bebea-dcc5-4306-b7 1b-7
AcquisitionSve_DEV (9el74eeb-fcbf-4c7a-93bC
AcquisitionSve_DIT (96191af1-2ae8-4169-8503
AcquisitionSve_QA (29342d15-eadb-4ae7-acch
acs-tools (95457431-F133-4527-830d-cb74db7(
ActiveMO (23ed4dc?-393a-4aaa-8646-073510c
activemy (4abafedd-e05e-43ci-5a65-f7d830ed
ad_mytt_app_2 (8fdd23c0-cbe3-4629-8712-a%0
adevvedisT01 cerp.intuit net

Admin (1cad47511-bc66-481d-9713-cedddBdcf7

W

Related Cls List

Build (bld) / Las Vegas Data Center {(LVDC)/S -1 vCPU
% 2GB Mem

Access Client (f57afedi-211b-4d60-8ad8-ed1833e7d-
Active Balch Agent (3057ac01-5064-2633-9a14-76cq

@ Cancel

Note: Since we are resizing two servers,
you need to associate 2 Cis to the return
and 2 for the new size being requested.
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Moves, Resizes, and Returns - What’'s Next?

At this point, if you have no other Environment Detail records to enter, you can submit
your request for approval. You must be in the Demand Record to view the Request
Approval button. If you do not see the button, your Demand is not ready for approval and
you must return to the detail records to review them until you find the issue that keeps it

from being ready for approval.

- From the Demand record, click Request Approval.

L] L]
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Requesting Approval

L ] L ]
52 Intuit Proprietary & Confidential I nT u IT



Requesting Approval

You can request approval from two levels:

- Initial Approval — Done at the Demand record level for the
total environment requested.

- Environment Request - If any Environment or Details records
are changed after Initial Approval, the impacted environment
will become unapproved and need to be reapproved.

- When you change any part of the Demand after Initial
Approval, you will be asked to provide a justification. Indicate
the reason for the revision and then enter/correct anything
requiring changes.

- Request approval at the Environment Request level if you
make a change and need to request reapproval for any part of
the initial Demand.

L ] L ]
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Requesting Approval

After you've entered all of your hosting needs, you can request
approval for your environment.

Once you request approval your status will change from Draft

to pending Approval.

Draft

You can view your requests at any time to see where they are

in the approval process.

Intuit Proprietary & Confidential
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Explaining Approval Status States

The state of a demand is shown at the top of your screen any time you
are in a Demand or Environment record.

You can also track your approvals by clicking on the My Approvals link
in the Hosting Demand Management.

Hosting Demand Management

My Demand Records
My Environment Requests

My Approvals

= | Approvals m Goto State v

? All = Appraver = Lin Laurie

£ o — — o
1ol L (x) State ) Approver =) Comments

'1 Mot Yet Requested Lin Laurie 05-12-2015 09:17:59 AM - Lin Laurie {Com

INTUIT
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Explaining Approval Status States

Here is an explanation for each of the approval states:
- Draft — not ready for submission or not submitted for approval.

- Pending Approval - You have requested approval but your request
has not been reviewed yet.

- Rejected - Leadership has not decided to fund your request. Your
request may not align with a technology roadmap or business
strategy.

You can set the request back to draft and then update the
appropriate fields, and then submit your request again. At this point,
you would request reapproval at the Environment Request level. In
essence, you’'ve split one environment out of the normal approval
process but the Demand, with the exception of any changed
Environments, is still considered approved.

L] L]
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Explaining Approval Status States

- Approved - Your request has been approved.

Depending on how far out your request was made in the Forecasting
process, you may want to check back when the request is about 30
days from being provisioned. Sometimes other requests may have a

higher priority and your hosting equipment may be reallocated.

- Cancelled - Your request was completely cancelled and you will need

to create a new request to obtain your needed environment.

« Closed Complete - Your request was provisioned and it now closed.

Closed Complete

« When your Demand is approved, the Approved state will show in the

57

status bar above. It will also show when the Demand has been
submitted for IR (provisioning) and when the provisioning is

complete.
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Approval Groups

Approvers are assigned to groups by BU. If a Demand requires
approval from a director in a BU and there are five directors,

once any of them approve it, the approval is routed to the next
required approval group.

Once all required groups of approvers have submitted their
approval for a Demand, the status of the Demand record is
changed from Pending to Approved.

L ] L ]
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Rejecting a Demand

A demand can be rejected. Some reasons for rejection are
because the request:

- Does not align with the current technology roadmap
- Does not fall within the Initiative entered by the requester
- Is a low priority request

 Is pushed back to allocate resources to a higher priority
Demand

When your request is rejected you can review the reason and
make adjustments to it. Then resubmit it for another review.

L] L]
59 Intuit Proprietary & Confidential I nT u IT



60

Entering the Infrastructure Details

L] L]
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Next Steps

- After your demand has been approved, it remains in the approval
state until 1 quarter out from need. When it is ready to accept
provisioning details, the Need Details message will appear.

- When the message requesting details appears, a provisioner can
open each Environment Details record and enter the provisioning
details for each requested item.

w ':'H & Environment Detail @ Detail Status @ Data Center (*) Hosting Segment () Size
yz Perdformance (prf}/ L as Veqgas Data MNeed details Las Vegas Data Center LVDCE S High N
: Cente. (LVDC) = Mem

L] L]
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Infrastructure Requests (IR)

At any time after your Environments have

been approved and no later than one o >
quarter out from when it is needed, you
can open each detail record and enter the > ;

provisioning information required before
the infrastructure can be built out.

Usually the people who will be doing this
portion of the process are provisioning
personnel because of the knowledge of
details required to proceed.

L] L]
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Infrastructure Requests (IR)

1. Click on My Demand Records to open a list of demands you

created.

¥ My Demand Records
My Environment Requests

W My Approvals
Locate the Demand that contains the details you want built

out for you and open that Demand. It must be a demand
that is in Approved state.

LAL Meed Business Approved

DMNITROD1573

Open the Environment Request record.
Scroll down to the Environment Details section and open
each detail record that has a "Needs Approval message

displayed.

ol o

) Environment Detail =i Detail Status

& Needs Details

Production (ord) /! Cuincy Data Cenler (O

INTUIT
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Infrastructure Requests (IR)

If you are doing a Move, you will only need to complete the details for
the positive record. The negative number had the CIs related at the
point it was entered into ServiceNow.

1. Open the Environment Details record containing the Needs
Details Status by clicking on the Environment Detail line, or
you can check the box to the left of the line you want to
open and then click Add Details.

= Environment Details [EEGAIEESE Gotn  Envirgnment Detall  w
= .

Er orrent
L

oduction |:'.-'-'i 't}

i} Environment Detail »! Detail Status =} Data Center =) Hosting Segment
Production {prd} / Quincy Data Center (Q..!  ® Needs Details Quincy Data Center (QDC)  QDC-E

S
Production (prd] f Quincy Data Center (Q Details Complete Ciincy Data Center (QDC ODC-A

L] L]
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Infrastructure Requests (IR)

If you are doing a Move, you will only need to complete the details for
the positive record. The negative number had the CIs related at the
point it was entered into ServiceNow.

2. When the IR Request form displays, click Submit.

¢ =IR Request - Change Type &

Mouse over reference icon to review datail

After, choose an action to be taken on selected environment detail.

Environment Requesl

]

Production (prd) f Q1

Information about Environment Detail

Detail Summary

Envirﬂnmenl ijetail Record: Production (prd}/ Quincy Data Center {QDC) / L - 4 vCPU x 8GE Mem
Hosting Segment: QDC-E
Quantity- 3

Environmant Detall

Production (prd) / Quincy Data @

Change Type

3 Change Type
Move VM v

; [sumi
L ] L ]
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Infrastructure Requests (IR)

<_ = Wirtual Machine . Move VM

If you are doing a Move, you will only need to
complete the details for the positive record. The
negative number had the CIs related at the fi
point it was entered into ServiceNow. 2016

Fiscal Quarter

2. When the IR Request form displays,
click Submit.

a1

BUFG

3. In the next screen (scroll down past the Smal Business Group (SBG)
data that was pulled from the Demand
to the *Security Zone field and begin
entering the requested values.

Application

Account Management Service (AMS)

Environment

4. Click Submit and then return to the Production (prd) / Q1
Environment Details record to enter ot Conte
additional servers and details until Quincy Data Center (GDC)

you’ve provisioned all of the servers
listed in your Environment Details
record.

Haosting Segment

QDC-E
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Infrastructure Requests (IR)

4. Enter Security, Fault Domain, Quantity,
Server Size, System Role, Operating
Details, and Additional Details.

Note: If you have different servers that will be
built out as app, web, or, you can enter the
quantity of each type and then enter the
remaining details for that type of server, then
on the next screen enter additional information
on the next type of server you want. You can
continue to break out servers by type until
you’'ve added enough records to encompass all
of your needs for that details record.
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[ 1

#* Fault Domain

A Cuantity

Senver Size

L -4 vCPU x 8GB Mem

Vi Type

YiiWare v

# Gystem Role Web
Databaﬁrﬂ}

# Operating System

# Additional Detalls
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Infrastructure Requests (IR)

After you've entered all needed details for the Environment Details
record you were provisioning, the Detail Status should show “Details
Complete”. At this time, you can submit the completed details
provisioning.

Note: You can also copy the existing Environment Request (with all
Details) prior to submitting a request for infrastructure in order to
duplicate it at a starting point for another similar request.

5. Scroll to the top of the Environment Request record and click
Request Infrastructure.

Request Infrastructure

6. Click Save.

At this point, your request is submitted into ServiceNow and
can begin to be worked on by provisioning personnel.
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Infrastructure Requests (IR)

After you request infrastructure you can save your work. Once
saved, you can drill down into the Request if you're curious, the
view what happens next.

6. Click Save.

You can scroll down to the Requested Infrastructure tab and view
the Request that was created.

Environment Details (2) Reguesiad Infra ure (1) Approvers

You can also look at the top of the Environment Request to see
that an Requested Infrastructure record was created, indicating
that your request is on its way to being ready for use. And once
complete, it will also show its status in the bar as IR Complete.

e / v v vy IR Opened
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Next Steps

- You can view additional training and get more support by
contacting Lin Laurie by email.

- Access the SharePoint site for additional information and
training.
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