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o 1 | Your navigation menu allows you to toggle
. between Home, List, and Dashboards.

My Group's Unassigned Tasks

2 | After selecting the List icon, use the chevron
arrow to expand/collapse your list menu.

Q Search

JarnegieMellonUniversity ~ All  Favorites  History ~ Workspaces CSM/FSM Configurable Workspace 77

50001466 x | Cs0001483 x | €so0001481 x

3 | Case records/case tasks you view will stay
W Hello Heather! pmneq asa tab at the top of your workspace
Getalits e monioring your uork it our ersons e pase 0 for qumk togghn g.

My Approvals )

Important items

Check these merics o s the most important e fowork n. 4 | Click +to generate a new case record.

Immediate Attention (O Unassigned cases (OIS SLA Breached or Due Today ) i Cases not updated in >3d (O My case tasks on closed cases (O Case tasks [
0 7 2 1 0 0 5 | The lImportant items widgets can help you
prioritize your work by categorizing case and
= case tasks that may require your attention.
Track your active cases and the cases your team is working on.
My active cases [ o
6 | My active cases is a list of cases you're working
Number Short description Assignment group Internal User Priority Action status State " . ” .
CS0001466 ESIM Support Request [ESIM] Enterprise Space Services Megan Reed 04-low @ Needs attention Open onas th e ASS Ig ne d to fU |ﬂ | | er.
View all
[ro— - 7 | Myteam's cases is a list of cases assigned to
your Assignment Group(s).
Number Short description Internal User Priority Action status State Assignment group v
CS0001443 ESIM Support Request 4-Low Resolved [ESIM] Enterprise Space Services
C50001483 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkowi ®4-Low New [ESIM] Enterprise Space Services 8 | ACC@SS KnOW| ed e a rtiC|eS that re U i re
C50001482 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkowi ®4-Low New [ESIM] Enterprise Space Services | g q
CS0001481 CAD Floor Plan Drawing Request t-mwalkowi t-mwalkowi ®4-Low New [ESIM] Enterprise Space Services yo U r a p p rova :
CS0001479 ESIM Support Request t-cljd t-clid 4-Low New [ESIM] Enterprise Space Services
CS0001477 CAD Floor Plan Drawing Request svenow-mwalkowi svenow-mwalkowi ®4-Low New [ESIM] Enterprise Space Services
View all

If you scroll down below your team'’s cases, you'll see a section for Performance metrics. Managers will eventually use these metrics. However, this section is still being configured.



Carnegie
Mellon
University

Computing
Services

Jump to section navigation
General Case
Request Form
Communication Lists
Closure Information

More form options

Reload form

Export
Copy URL

CASE RECORD

Case Management | ServiceNow Configurable Workspace Overview

If you want to print this guide, several campus locations offer tabloid printing options. Please visit cmu.edu/computing/printing/ for more information.

B

Follow

Compose Email
Create Problem
Create Request

Special Handling Notes

Close Tab

Close Other Tabs

Opened

20260202 01:12:25 PM

Needs attention

Short descrption ¥

Assigment goup

@ | [EsIM] Enterprise Space Services

Assigned to

[Heather

[ Esivt Suppert Request

o

test for training

Request Form

Requested By

Megan

When do you need this request o be ulfiled? ©

20260206

Watchist ©

26-02:0309:59:38 AM

01466 comments added - ESIM Support Request

) Heather
Fild changes « 2026.02.03 09:59:32 AM

Needs attention true was faise
W Megan
Addiionsl comeents « 2026-02-03 09:5731 AM
Test comment from requester
Heather
@ i 20

State Open was Awaiting-nfo

@ Heather
Wor otes + 2026-02-0309.41:32 AM

test work note

@) Heather
Fied changes + 2026-02.02 015212 PM

Needs attention false was true

6.020201:51:

Case

icenow-test02-email@andrew.cmu edu>
02.0201:51:28 M

Internal User

MR L e

general case - P4 assigned [8

Q

Timeline Now

Close All Tabs
Copy URL I
orome  coooiss  x cooouss x| Cooomer x|+ e
ESIM Support Request © Close Case || save || Propose solution || Requestinfo |[ |
Detals_Tasks vt mais (0] mlls (6 Attached Knowiedge_ Coses 2 11
: ~ls Record Information e
 General Case | I | [ — sucatven O l
N by s | Overview @
€50001466 [4-Low - 4 . ¢
Y sute
Chamne Service tfeig Open B
(e ) ((Genera Consuting services oa) - opens o -
Activity == voa & 2 2026-02-02 01:12:25 PM o Nescsatention
e o | || @ s <servcenonstestoz-emangandrenemuca>
= 2o

Communication Lists

Watch st

Closure Information

Clozed by

(] Add resolution notes to comments

i
u
0

BASIC NAVIGATION

1 | Usecase record tabs to toggle
between the Details, Case Tasks,
Emails, and Child Cases associated

with the specific record.

Expand or collapse case record
sections using the chevron arrows
to the right of the section header to
reduce clutter.

Button options (e.g., Save, Propose
Solution) change based on the case’s
current progress.

More Options Menu: Manage open
case record/case task tabs.

More Actions Menu: Provides
options such as Compose Email,
Create Problem, Create Request,
and Copy URL.

CASE RECORD SECTIONS

6 | General Case: Provides details
about the case’s assignment. The
Additional Actions menu (three dots)
includes jump-to section navigation
and form options like reloading and

copying the record URL.

Request Form: Contains read-only
data from the requester’'s completed
intake form.

10 |

Communication Lists: Where you
manage the Watch List and Work
Notes List to keep internal fulfiller
and other stakeholders informed
about case activity and updates.

Closure Information: Automatically
appears when proposing a solution;
requires a Resolution Code and
Resolution Notes. Check the “Add
resolution notes to comments”

box to make them visible to the
requester.

Contextual Sidebar: Jump between
Record Information, Attachments,
Templates, and Recommended
Actions. Record Information
appears by default; it reports on
the case’s progress, including the
State, any active Action Statuses,
and SLA information.

COMMUNICATION & TRACKING

1" |

12 |

13 |

Write Comments, Work Notes, and
Emails. Turn “Stacked view” on to see
all 3 composers expanded at once.

The Activity Log is a quick,
scannable, timestamped case history
that includes communications and
field, state, and assignment changes.

Filter, search, and sort the Activity
Log information. Use the View
Switcher to change how you view
the Activity Log.



