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Incident to Case Comparison

This resource is designed for current ServiceNow Incident partners as they transition to
Case Management within the new ServiceNow environment. It highlights key workspace
interface differences and is intended to supplement Case Management Fulfiller Training
and related Knowledge articles.
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I N CI D E N T (curren t) Carnegie Mellon University All Favorites History Workspaces

Your landing page is the dashboard you most recently selected. You can
toggle between your available dashboards using the dropdown arrow
next to the dashboard’s title. TAGManat o o oords Group: All > [-histery [ IT4
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CASE MANAGEMENT (New)

Your landing page is the Configurable Workspace homepage. Your
Configurable Workspace filters are driven by your individual and team Case
assignments and assignment groups within your Service Organization. You will
always open on this landing page regardless of the dashboards you've viewed.

Carnwgie Mellon University Al Favorites  History ~ Workspaces

CSM/FSM Configurable Workspace

Hello, Elizabeth!

Get a littie help monitoring your work with your personal home page.

Important items
Check these metrics to see the most important items to work on.

Immediate Attention L

0 7 2 il

Unassigned cases [T SLA Breached or Due Today - i Cases not updated in >3d

Cases

Track your active cases and the cases your team is working on.

My active cases [

Last refreshed just now.

Number Short description Assignment group Internal User
C50001466 ESIM Support Request [ESIM] Enterprise Space Services Megan Reed
View all

My team’s cases [H8]

Last refreshed just now.

Number Short description Internal User Priority
€50001483 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkow 4-low
€50001482 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkowi ®4-low
50001481 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkow a-low
€S0001479 ESIM Support Request t-cljd t-cljd *4-low
50001443 ESIM Support Request t-cld t-clid 4-low
€S0001477 CAD Floor Plan Drawing Request svenow-mwalkowi svenow-mwalkowi . low

View all

Action status

My case tasks on closed cases

0

Priority

4 low

State
New
New
New
New
Resolved

New

[ Case tasks

0

Action status

® Needs attention

Assignment group ¥

[ESIM] Enterprise Space Services
[ESIM] Enterprise Space Services
[ESIM] Enterprise Space Services
[ESIM] Enterprise Space Services
[ESIM] Enterprise Space Services

[ESIM] Enterprise Space Services

My Approvals &4

0

o
State
Open

o]
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To view available dashboards, click the dashboard icon in the left-hand
navigation menu. From there, you can toggle between dashboards using
the dropdown arrow next to the dashboard title.

Dashboard Icon

Carmegie Mellon University Al Favorites  History  Workspaces CSM/FSM Configurable Workspace

4 Assignment Group Man... +

Assignment Group Manager ~  wuw (5)[e](:)

Unassigned Cases Lo Immediate Attention (My team's ... ¢4 My team's case tasks on closed -
cases

7 0 0

Updated at 12:35 PM Updated at 12:35 PM Updated at 12:35 PM

Cases by Assignment Group & State

State
New Closed Resolved Open Total Count (General Case) «
Assignment group
[ESIM] Enterprise Space Services 8 2 1 1 12
Total 8 2 1 1 12

My team's case tasks

=)

No data available.

There is no data available for the selected criteria. Please contact your administrator to review the
configuration or try again later,
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INCIDENT (Current) Carnegie Mellon University All Favorites History Workspaces

Use the All menu at the top left of the screen to access menu items.

Note: Favorites saved in the current Incident Management
environment will NOT carry over to the new Case Management
environment.

CASE MANAGEMENT (New) List Icon

Use the List icon in the left-hand navigation menu along the
left-hand side of the screen to access your lists. Note the e
chevron arrow used to expand/collapse the menu.

Default lists My lists beneral Case - My Cases (1 tstrefresn

o) [ Y?conditiunsj [(14Sort by ] [ = Group by

JVV' v General Case
I My Cases 3 % []  Number ™ Short description

My Open Cases
ESIM Support

2 [] Cs0001466 i

Unassigned for my groups
My Service Org Unassigned Cases
Resolved
Closed
All

v Case Tasks
My Tasks
My Group's Unassigned Tasks
All

> Knowledge

> Approval
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INCIDENT (Current)

Users can open only ONE Incident record at a time.

CASE MANAGEMENT (New)

Users can open multiple Case records and Case Tasks at a time
and manage tabs using the More Options menu at the very top
right of the Case record.

=

— Close Tab
yolu

— Close Other Tabs

Close All Tabs

r 3
I'°

(2 Home CS0001466 X CS0001464 x | CS0001441 x | +

ESIM Support Request ©

Details Tasks Draft Emails (2) Emails (6) Attached Knowledge Cases Knowledge Gaps

i [General Case
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INCIDENT (Current)

Incidents are routed to an Assignment Group based on the email address
used to submit the request. The Service field usually also autopopulates (this
is partner-specific), but fulfillers can manually add/change the field's input.

Number INC1511762 Contact Phone | +1412268 1262 |
* Contact | Dave McMurtrie (daveé4@andrew.cmu.edu Q ‘ B Contact Email | davebé4@andrew.cmu.edu |
% Channel | Web V.‘ Contact Location ‘ |
* Impact | 4 - Individual "_‘ Priority  4-Normal
* Urgency | 2-Work Deraded "’l Work Time | 00:42:31 | 00 02 44 @®
I * Service | IT Service Documentation, Transition and Communications < IT Service Management < IT Professional Services <« Computing Services Q ® I

* Symptom | Request Date Opened 2026-02-2307:10:46 AM

I * Assignment group | Communication & Documentation Q ‘ Due Date 2026-03-05 12:34:37 PM
Assigned to | Lisa Bellamy (ItZh@andrew.cmu.edu) Q ‘ Partner ID
* Status | On Hold - Waiting for Customer V‘

Restricted Access
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CASE MANAGEMENT (New)

The new Case Management workflow features automatic routing based on
the customer’s completed intake form. The Service Offering and Service
Organization fields replace Incident's Service field. These, along with the
Assignment Group, will automatically populate based on the preconfigured
selections from the intake form.

* Visit KB0010014: Working with Case Records, Service Offerings, Service
Organizations and Support Groups for detailed definitions of these fields.

* Visit KB0010042: Case Reassignment and Redirection regarding Case
reassignment in the event that a Case is routed inappropriately.

Visit KBO010014: Working with Case Records, Service
Offerings, Service Organizations, and Support Groups for
detailed definitions of these fields.

Visit KB0010042: Case Reassignment and Redirection re-
garding Case reassignmentin
the event that a Case is routed inappropriately.

ESIM Support Request ©
Details Tasks Draft Emails Emails (6) Attached Knowledge Cases Knowledge Gaps
General Case ~
Number Priority ®4-Low
CS0001466 | 4-Low %
Channel Service offering X
‘ Web v | | General Consulting Services @ Q
Internal User Service Organization
| o a | flesm 0 &
Opened Assignment group
2026-02-02 01:12:25 PM =) | [ESIM] Enterprise Space Services © Q
Assigned to >
| © a



https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010014
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010014
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010042
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INCIDENT (Current)

Ticket assignment, whether assigning to yourself or someone else, is
managed via the “Assigned to" field within the Incident record. Once
you add an Assigned-to fulfiller, you must manually change the Status
field to “Assigned.”

# Assignment group |

CASE MANAGEMENT (New)

Assign a Case to another user using
the “Assigned to” field.

Assign a Case to yourself using the
“Assign to me” button at the top
right of the Case record. Once you
do this, the Case State automatically
moves to “Open.”

General Case

Mumber Priarity

Assigned to |

Number INC1504233

* Contact | ‘ Q | E]
* Channel | -- None - V|

* Impact | 4 - Individual V|

* Urgency | 2 -Work Degraded V|

* Service |
* Symptom |

#* Status | New

When a Case is assigned to you by

another user, you must Accept the

Case at the top right corner of the
~ Case record. Once the assignment
is accepted, the Case State

50001466 [4- tow ~ | automatically moves to “Open.”
Channel Service offering
|Weh - | ‘ General Consulting Services o Q |
Close Case l [ Save ll Assign to me IE] l Close Case l l Save l E]
Internal User Service Organization %
| ©a | | EsiM oa
Opened Assignment group
2026-02-02 01:12:25 PM [} ‘ [ESIM] Enterprise Space Service: @ @ |

I Assigned to

n||
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INCIDENT (Current)

For Incidents, the Symptom and Priority fields drive SLA behavior.

The Symptom indicates the ticket type (Incident, Request, etc.). Symptoms are
partner-specific, but they are all categorized as either a Request or Incident behind

the scenes.

The Impact and Urgency fields determine the Priority. The Priority cannot be
manually changed in the Incident record.

Priority levels are: Global SLAs (Normal Priority):

1 - Potential Major Incident Incident: Notified every 5 days until resolved
2 - Critical Request: Notified every 8 days until resolved
3 - High

4 - Normal (default)

Number INC1511762 Contact Phone | +1412 268 1262 ‘

* Contact ‘ Dave McMurtrie (daveé4@andrew.cmu.edu | O E Contact Email | daveé4@andrew.cmu.edu ‘
vl

% Channel ‘ Web

Contact Location ‘

* Impact [ 4 - Individual v_| M Priority 4 -Normal
* Urgency I 2-Work Degraded v Work Time | 00:55:44 | 00 15 57 ®
% Service ‘ IT Service Documentation, Transition and Communications < IT Service Management < IT Professional Services <« Computing Services ‘ Q, ‘ ® l
I* Symptom ‘ Request | Q |@ I Date Opened 2026-02-2307:10:46 AM
* Assignment group | Communication & Documentation Q ® ﬂ Due Date 2026-03-05 12:34:37 PM
Assigned to ‘ Lisa Bellamy (It2h@andrew.cmu.edu) Q ' ® Partner ID

* Status I On Hold - Waiting for Customer V|
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CASE MANAGEMENT (New)

There is no Symptom field- the only SLA driver is the Priority field. The Priority field is
set to Low by default, but can be manually changed.

Priority levels are:
1 - Critical

2 - High

3 - Moderate

4 - Low (default)

SLAs:

Assigned

Priority (Time when assigned to individual)

Resolution
(Resolve Within)

1 - Critical 30 minutes 4 business hours
2 - High 2 business hour 8 business hours
3 - Moderate 4 business hours 2 business days
4 - Low 8 business hours 3 business days
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INCIDENT (Current)

In an Incident record, you can view and manually modify the Incident Status
using the Status field. It does not update automatically.

CASE MANAGEMENT (New)

In a Case record, view the Case State in the Record Information section
at the top right. These states differ from Incident Statuses and are driven
automatically by actions taken on the Case.

Mew

Unassigned

Assigned

Assigned - Work in Progress
On Hold - Waiting for other process
On Hold - 5cheduled for future
Waiting for external IT

Waiting for vendor

Cancelled

Resolved

Mew b

Record Information

Overview

State
Mew

Pricrity
&4 - Low

Cpened
2026-02-02 01:12:25 PM
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INCIDENT (Current)

Scroll to the Notes tab at the bottom of an Incident record to view the
Activity Log and enter Comments and Work Notes.

Notes | Related Records

Customer Watch list Internal Watch List

Brian D Yeskey (byeskey@andrew.cmu.edu),
Brendan Marcks (bmarcks@andrew.cmu.edu), Paul
Magalotti (paulmaga@andrew.cmu.edu)

Suppress Customer Emails \:|

Additional Comments

Additional Comments

Work notes | Waorknotes
Activities: 12 MR Megan Reed Fieldchanges » 2026-01-1502:51:33 PM

WorkTime 1 Hour 33 Minutes was 17 Minutes

top right-hand corner of the Incident record.

To access the Email composer, use the More Options menu in the ¢ v+ B

= Email |

99 Show/Hide Template Bar
(?) Show/Hide annotations
Tags

& Add Tag




Carnegie Mellon University
Work Notes, Comments, and Activity Log Computing Services

CASE MANAGEMENT (New)

At the top center of a Case record, access the Activity Log and toggle Toggle “Stacked view" on to see the Comments, Work Notes,
between the Comments, Work Notes, and Email Client composers. and Email Client composers all at once above the Activity Log.

.
I Comments  Work notes  Email I Stacked view (1O

@ Everyone can see this comment

»

‘_ Al

@ Everyone can see this comment

Activity (15 v oa IF . 4
8 Onlyinternal users can see wark notes
ESIM <servicenow-test02-email@andrew.cmu.edu>
Email sent « 2026-02-03 09:59:38 AM I Email I
Case C50001466 comments added - ESIM Support Reauest *To Cc Bee | A~
subject | CS0001466 - ESIM Support Request R
B I Y § ¢ Verdana ~  10pt v~ B~
Hello,

You can also access the Email

. . . [A.DD CONTENT HERE. Im.portant: The em.ai\ client‘ should NOT be usgd. to communicate
Client in the More Actions menu  ytion | [ Requestinfo | =] e S o ot © Rt
in the top right-hand corner of
the Case record.

Thank you,

FO"DW Elizabeth Ambrose

ESIM

Carnegie Mellon University

Compose Email

Report Knowledge Gap

Special Handling Notes

Copy URL Activity 115 Y a i .

I L) ESIM <servicenow-test02-email@andrew.cmu.edu>
(Y - e

To learn how to use Case collaborative tools, visit KBO010023: Add Comments or
Worknotes (Private) to a Case Record and KB0O010011: Use the Email Client.



https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010023
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010023
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010011
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INCIDENT (Current)

For Incidents, closure information is generated by manually changing the
Incident Status to Resolved and entering a Resolution code and Close notes
(which are always visible to the requester). After 10 days in the Resolved state,
the system moves the Incident record to the Closed state.

> Status | Resolved v

Notes | * Resolution Information | Related Records

Potential Knowledge Article Resolved
Resolved by

Resolve time

¥ Resolution Code

Close notes
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CASE MANAGEMENT (New)

Case closure information can be viewed/entered in the Closure
Information section at the bottom left of the Case record. PFEPESE Solution
Information is automatically invoked by Proposing a Solution
to the Case (top right of Case record).

Enter a Resolution code and Resolution notes. Use the “Add
resolution notes to comments” checkbox to make Resolution Closure Information ~

notes visible to the requester. Closed by Closed

- - %
Adding your resolution notes to comments is optional. If you

do not want to share the notes (e.g., you use them for internal
tracking only), then it's important to add a different comment
to the Comments field. Otherwise, the requester will see

that the case is “resolved,” but will not have any supporting
information.

Resolution code

‘ -- None -- -

Resolution notes

Case closure is dependent on the requester’s acceptance of the
proposed solution (or a 10-day timeout). Once a Case is closed, | Add resolution notes to comments
it cannot be reopened.

For more information on Case resolution and closure, visit KBO010024: Propose a Solution
for a Case Record and KB0010025: Close a Case Record.



https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010024
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010024
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010025
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INCIDENT (Current)

Within an Incident record, clicking the three-line menu at the top left

expands the Additional Actions menu.

— Incident

Save

Add to Visual Task Board
Copy Incident

Create Defect

Create Enhancement
Create Problem

Create Child Incident
Create Normal Change
Metrics Timeline

Follow on Live Feed

Export

Create Favorite
Copy URL
History

Reload form

CASE MANAGEMENT (New)

Within a Case record, next to the General Case section header, clicking
the three dots expands the Additional Actions menu, which includes
jump-to section navigation and form options like reloading and
copying the record URL.

= List Cs50001466 ®

ESIM Support Request ©

Details Tasks Draft Emails (2)

i General Case

Jump to section navigation

General Case
Reguest Form
Communication Lists

Closure Information

Maore form options

Reload form

Export

Copy URL
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INCIDENT (Current)

The gray banner at the top of an Incident record houses attachments, templates,
tags, and the More options menu.

Q. Search

& | e | Save || Update |

CASE MANAGEMENT (New)

The sidebar on the far right of the Case record lets you move between Record Info,
Recommended Actions, Attachments, and general/email templates.

Visit KB0010046: General Case Templates to learn about creating and managing templates.

Record Information <
=2
Overview
@
State Priority
Open ®4- Low B
Opened Action status
=2

2026-02-02 01:12:25 PM ® Needs attention



https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010046

