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Chapter 1 - Introduction

1.1 Overview

This guide is meant for individuals and departments that utilize Campus Shared Services Human
Resources/Academic Personnel Support (CSS HR/APS). Beginning November 30, 2015, ServiceNow is your
tool to request, monitor and report on requests CSS HR/APS performs on your behalf. This is the fastest
way to have questions answered, problems solved, and services completed.

Anyone with a UC Berkeley CalNet ID and passphrase can submit a request by visiting the CSS HR/APS
website (http://sharedservices.berkeley.edu/human-resources/) and following the instructions provided

there. Alternatively, you can enter ServiceNow directly at https;//berkeley.service-now.com/ess. Campus

users may already be familiar with ServiceNow if you have requested service from Campus Shared Services
Information Technology (CSS IT).

ServiceNow offers an improved experience compared to previous CSS HR/APS ticketing services. Using this
tool, you’re able to see, monitor, and generate reports on the work CSS HR/APS performs for you. Need a
way to keep track of the work another employee in your department or unit creates? Use the Watch List,
described in more detail later in this guide. ServiceNow’s easy-to-use interface provides easy access.

Communications options inside ServiceNow include email notifications, ad-hoc emails. and direct contact
inside your requests. Any attached materials are name- and date-stamped, so you see the information CSS
HR/APS is using to fulfill your request.

In addition, CSS HR/APS now offers three service types: HR Questions, HR Problems and Service Requests.
When you need information or aren’t sure what to do, feel free to Ask an HR Question. When you think
something is wrong, Report an HR Problem. If you need a specific service request (e.g., recruiting a new
team member), choose the applicable category of service request.

ServiceNow enhancements are ongoing throughout 2015 and 2016. Contact your CSS HR/APS Service
Director, HR Manager, or HR Partner with ideas for improvements.
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1.2 Your Request Status

All requests within ServiceNow will have a “status” describing the current state of the case and when email
notifications will be sent to you.

Will an Email
Request Status What Does it Mean?
| _beSent? |

Requested All newly Al newly submitted requests within ServiceNow are received in | requests within ServiceNow are received in
this status. This status means that work has not yet begun on
your request.

Work In Progress CSS HR/APS has begun work and is currently working to fulfill No
your request.
Pending HR System | CSS HR/APS cannot continue working on your case until one of | No
Update the HR Systems that CSS uses (such as HCM or PPS) updates.
Once the update has completed and work can begin again, CSS
will change the status of your request back to Work in

Progress.
Pending Partner CSS HR/APS needs information or is waiting for work to be No
Update completed by a Campus Partner (such as Central HR or Central
Payroll). Work is still being performed on your request.
Pending Vendor CSS HR/APS needs information or is waiting for work to be No
Update completed by an external vendor (such as Fidelity or a banking

institution). CSS will periodically follow up with the external
vendor until CSS can continue working on your request.

Pending Client CSS HR/APS needs more information from you or your Yes
Update department before work can continue being performed on
your request. If you see your request in this status, please
check your request and follow up as soon as possible. CSS
HR/APS cannot continue working on this request until the
needed information is received.

Client Updated Any time you add a comment in your request or respond toan | No
email notification sent to you by ServiceNow regarding your
request, the status of the request will automatically change to
“Client Updated.”

Work Completed CSS HR/APS has completed work on your request. If you feel Yes
like your request has not been fulfilled, you have five business
days to reopen your request.

Reopened Once a request has been in Work Completed status, if the Yes
request has still not been fulfilled then the request can be
reopened. This status occurs when you reopen a request or
CSS HR/APS Staff reopens a request on your behalf.

Closed After your request has been in Work Completed status for No
five business days, it will automatically close. A request in this
status cannot be reopened.
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2.1 Logging In

You can log in to ServiceNow to create new requests or to monitor your existing requests.
To log into ServiceNow:

1. Go to berkeley.service-now.edu/ess.

2. Login with your CalNet ID and passphrase.

Berkeley

UNIVERSITY OF CALIFORNIA

CalNet Authentication Service

CalNet ID

Passphrase (Case Sensitive):

SIGN IN .30

Capyright @ 2015 UC Regents. All ights reserved

That’s it! You can now navigate through ServiceNow.

Quick Tip: Submitting a New Request

You can also submit a new request (and download the applicable request form) directly from the Campus
Shared Services Website: sharedservices.berkeley.edu. Just click the HR and Academic Personnel

Support tab in the top right; from there, click HR/APS Forms to download the applicable request form

then click Submit a Ticket to be taken to the Shared Services Webforms to submit your request!

Berkele

UNIVERSITY OF CALIFORNIA )

HR and Academic Personnel Support
How can we help you? ; PP

BUSINESS AND
FINANCIAL SERVICES

Campus Shared Services

D : - A
Berkeley | CampusShared Services

HOW CAN WE HELP YOU? RESEARCH
ADMINISTRATION

REQUEST SERVICE
Timekeeping / CalTime

+] (G Submit a ticket
G ASE Hiring

+] Beoriuy Request Service - B&FS
= ry for Faculty

+| (O Telephone

] [5<] email il
6 Leaves
FIND YOUR UNIT PROFILE PAGE
Academic & Cultural Uniits Step1 Step 2
[ centers ¥ Download and complete the CSS Submit your request via an onli
N 3 Compensation HR/APS form that applies to ticket, by choosing the categor

#| Colleges DY i your request. If no form applies of your request and attaching yd

Graduate Divi 5 Ad: d Employ: to your request, skip to step 2! completed form (if applicable).
it Gradkiate Division ServiceNow Launches for CSS HR/APS on November 30 el s > 7 P ad P (Fapp )
+] Library
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2.2 Your Homepage

As a CSS HR/APS client, your view into ServiceNow provides the information you need to create, monitor,
and report on requests. When you log into ServiceNow, you are shown the following page:

Begke};y Service at UC Berkeley

Home = Service Management

Get HR Help

HR Assistance g
Ay

£ D
i)
(5]
a 0
2 &
o LN
El

This page allows you to create, update, and check the status of any request you have submitted to either
CSSIT or CSS HR/APS. Your requests within ServiceNow are often called “cases” or “tickets.”

There are four icons in this page:

1. All My Tickets
The first icon is All My Tickets. Clicking on the icon will take you to a queue of all of your requests

within ServiceNow, broken down by department (CSS IT, CSS HR/APS, IST, etc.). To go to a queue
of only your IT requests, you can click My IT Incidents (Tickets). To go to a queue of only your
HR requests, you can click My HR Requests.

2. GetIT Help
The second icon focuses on CSS IT. Clicking either the Get IT Help icon or the Something is

broken - | need help (IT Incident) link will take you to a form where you can submit an IT
request.

3. Get HR Help
The third icon focuses on CSS HR/APS. Clicking either the Get HR Help icon or the HR

Assistance link will take you to the Shared Services Webforms, where you can create an HR
request.

4. Search Knowledge Base

The fourth icon is a link to the ServiceNow Knowledge Base, which is currently populated with
articles about CSS IT, IST, HAAS and more. CSS HR/APS currently does not have any articles in the
ServiceNow Knowledge Base.
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2.3 Changing Your Settings

In order to change your settings within ServiceNow, click on Account Settings in the top-right corner.

Account Settings Service Management Search Q

Berkeley Service at UC Berkeley

UNIVERSITY OF CALIFORNIA

Home > Service Management
Your online tool to get help and assistance at UC Berkeley.

o = Tl

i 4L
All My Tickets Get IT Help Get HR Help Search Knowledge
Manage and consolidate your daily Contact IT for assistance O HR Assistance Ba se
activities. esamethmg is broken -1 need help Common solutions for IT questions

(IT Incident)

OMy IT Incidents (Tickets)
€)My HR Requests

This will take you to your settings page:

Berkeley Service at UC Berkeley

UNIVERSITY OF CALIFORMIA

Home > Self Service > My Profile

Update contact settings, notification preferences, and tasks.
¢ | = User-OskiBear & & Update | | Save
-
Firstname | Oski Contact Preference No Preference v [
Lastname | Bear Primary email | hlee@berkeley.edu
Primary phone Motification Enable v
Title Date format System (yyyy-MM-dd) v

Time zane System (America/Los_Angel ¥

Update Save

Related Links
Notification Preferences -

In this page, you can make personal changes, such as setting your contact preference or your date format.
The grayed-out fields are not editable. To learn how to update your notification preferences, see Section
2.4 Changing Your Email Notification Settings. Once you make all of the changes you wish to make,
click save.

NOTE: If you wish to update your phone number or email address, you cannot do so within ServiceNow.

Please update your directory listing at directory.berkeley.edu and the change will be reflected in
ServiceNow within 24 hours.
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2.4 Changing Your Email Notifications Settings

Outside of ServiceNow, email notifications are the best way to track the status of and receive updates
regarding your requests. However, if you prefer to log in to ServiceNow and track the status of your
requests that way, you can turn off email notifications.

To change your email settings, click on Account Settings in the top-right corner (as shown in 2.3
Changing Your Settings). This will take you to your settings page. At the bottom of your settings page,
under the Related Links section, click Notification Preferences.

Berkeley Service at UC Berkeley

UNIVERSITY OF CALIFORNIA

Home > Self Service = My Profile

Update contact settings, notification preferences, and tasks
¢ | = User-OskiBear ¢4 & Update | | Save
Firstname | Oski Contact Preference No Preference r B
Last name Bear Primary email hlee@berkeley.edu
Primary phone Notification Enable r
Title Date format System (yyyy-MM-dd) v

Time zone System (Americallos_Angel ¥

Update Save
Natification Preferences

This will take you to a page that will list all of the email notifications that you can currently turn on or off.

NOTE: These emails are only sent to you when you are the “submitter” of these requests or if you are on
the “watch list” for these requests.

Berkeley Service at UC Berkeley

UNIVERSITY OF CALWORNIA

Home = Self Service = My Profile

Update contact settings, notification preferences, and tasks.
Notification Preferences New Device || Cancel E

Primary email | +
HR Add to Watc hlist
HR Case opened
HR Case work completed
HR Service Request AQ/RP -= SR
HR Service Request opened
HR Service Reguest waiting on client

HR Service Request work completed

winw|swisjwis

Incident Commented

Incident Commented, Caller
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ServiceNow allows complete customization when it comes to which types of email notifications you wish to
turn on and off. You can choose to turn all email notifications on/off, or you can choose to only turn
specific email notifications on/off, depending on which part of Campus Shared Services is handling your
request (CSS HR/APS or CSS IT) or what type of HR/APS request it is (an Ask a Question/Report a Problem
case type or a Service Request case type).

Email notifications that begin with HR refer to any emails that are sent out when you create a CSS HR/APS
request. Within HR notifications, anything referring to HR Case indicates an “Ask a Question” or “Report a

Problem” case type. Anything referring to HR Service Request indicates a Service Request case type.

Email notifications that begin with Incident refer to any emails that are sent out when you create a CSS IT
request.

There are six major types of email notifications that are sent out for CSS HR/APS:

e Opened: These email notifications are automatically sent out when a request is first submitted,
either by you or on your behalf. It confirms that CSS HR/APS has received your request and
provides you with your request number and a link into your request in ServiceNow.

e Waiting on Client: These email notifications are sent when CSS HR/APS needs more information
from you. Turning off this notification is highly discouraged and could cause delays in service; CSS
HR/APS will only send this email notification if work cannot continue without your input.

e Add to Watchlist: These email notifications are sent when you are added to the Watch list of a
request when the request is first submitted.

e  Work Completed: These email notifications are sent when CSS HR/APS has completed work on
your request. If you feel like your request has not been fulfilled, you have five business days from
the day you receive this email notification to reopen your request.

e Reopened: These email notification are sent when either you or a CSS HR/APS Staff Member
reopens your case.

e Cancelled: These email notifications are sent when you ask CSS HR/APS to cancel your request. It
confirms that the request has been cancelled and provides instructions for further follow-up, if
desired.
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By default, all of your email notifications will be turned on. To turn off a specific email notification type (for
example, “HR Add to Watchlist”), click the green toggle icon on the right side of that email notification to
cause it to toggle off (it should then become gray).

BEI‘kﬁ‘ley Service at UC Berkeley

UNIVERSITY OF CALIFCRMLA
Home = Self Service = My Profile

Update contact settings, notification preferences, and tasks.

Motification Preferences Mew Device Cancel m

Primary email | +

HR Add to Watc hlist

HR Case opened

HR Case work completed

HR Service Request AQ/RP -= SR
HR Service Request opened

HR Service Regquest waiting on client
HR Service Request work completed
Incident Commented

Incident Commented, Caller

[ [ [l |

Incident Opened

TECHNICAL TIP: WHY ARE SOME EMAIL TYPES NOT VISIBLE?

In order to turn off a specific type of email notification, that email notification must be triggered at least
once. After that email notification is sent to you for the first time, the email notification can then be turned
off in this page. For example, the Reopened email notification does not appear in the above list. This
means that the user in the above example has not yet had a request reopened. However, if they then
proceed to reopen one of their requests, the Reopened email notification will be triggered and sent out;

once this happens, the Reopened email notification will show up on this list and can then be turned off.
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Chapter 3 - Submitting and Managing Your Requests (Cases)

3.1 Creating a New Case: Ask a Question or Report a Problem

CSS HR/APS encourages you to submit your own requests. You can use the webforms to make requests

via the Shared Services site (sharedservices.berkeley.edu). Click on Submit a Ticket in the left sidebar, and

then click on HR/APS.

How can we help you?

REQUEST SERVICE

@ Telephone

B Email

=] Tgw  Submit a ticket

HR/APS
IT
RA

Clicking this link will take you to the Shared Services Webforms. All types of requests are available via these

forms, including Ask an HR Question or Report an HR Problem:

A

) Campus Shared Services

Shared Services Help Nili Ovaici Home My Tickets  Logout

HR & Academic Personnel Services

Ask an HR Question or Report an HR Problem

Recmuitment

Student Employment

Academic Appointments

Hire and Onboard

Compensation

Employee and Labor Relations

Separation

Performance Management

HR Records & Transactions

HCM

Benefits

Leaves

Visas & Immigration

Payroll & Timekeeping
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Clicking this link takes you to the Ask an HR Question or Report an HR Problem request form in
ServiceNow.

Bﬁ[‘kﬁl@y Service at UC Berkeley

UNIVERSITY OF CALIFORMIA

Home > Service Management > Ask an HR Question or Report an HR Problem
Ask an HR Question or Report an HR Problem

General HR questions will be answered as soon as possible (e.g., "Who is my HR Partner?”, or " would like more information about my
benefits options.”) HR problems will be immediately escalated (e.g., "l am missing a paycheck™, or "I've had a lapse in benefits coverage.”)

For a complete list of services, visit the URL: hitp-isharedservices berkeley edushuman-resources!

How may we assist you? NOTE: Email notifications will be sent to you as the "submitter.”
» Maore information

@ Ask aquestion
&) Report a Problem

What is your preferred contact method for this request?

» More information

@ UC Berkeley Email
& UC Berkeley Phone

Whao is the person affected by this request? (Email notifications are sent to you, the "submitter” )
» Maore information
® Me
) Someone else (inside UC Berkelay)
* Provide a subject line for this request (character limit 80):

» More information

* Provide a full description for this request:

¥ Maore information

When you submit a request, you will be taken to your queue within ServiceNow, and there will be a
confirmation message highlighted in blue at the top of the queue that will tell you your request number:

Home = Service Managament = Ask an HR Question or Report an HR Problem

Ask an HR Question or Report an HR. Problem

= | HR Cases [RECH L =N Search | fortext ¥ 4 44 4 1|todcie B P
Your request has been received. HR Case HRCD001310 has been created. X
(=) Number (x) Category @ Type (=) Subject () Status (=) Watch list (@) Opened by (=) Created (@) Updated
(7)  HRCDOD1228 z:z‘:s gsu';:tim :':;':;gﬁ:l jeary  FeeSted  Col Oskibear  Corolvn Werield ?2:1;:1;19 ;\?:115;:1:]52
(D)  HRCO001230 _Frm;:m :m :imm I s gem Cal Oskibsar ?2;115;; i ?;:115:; 2
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3.2 Creating a New Case: Service Request
Please continue to use the Shared Services Webforms when you have specific service request needs. (See
3.1 Creating a New Case: Ask a Question or Report a Problem for directions on how to get to this

page):

B Campus Shared Services

Shared Services Help Home

HR & Academic Personnel Services

Ask an HR Question or Report an HR Problem

Nili Ovaici My Tickets  Logout

Recruitment

Student Employment

Academic Appointments

Hire and Onboard

Compensation

From there, you will choose the link that is most appropriate for you and fill out the form as usual.
Attaching the applicable PDF form will expedite service and is also strongly encouraged. Once
submitted, the request will be created within ServiceNow.

New Ticket: HR & Academic Personnel Services

Requester

* Reguester name

* Requester phone

* Requester email

Cal Oskibear

+1 510 864-5000

B  cal oskibear@berkeley edu

Contact & Me

@ Another

* Affiliation - Select - v

* Preferred contact method  ® Email
@ Phone
Ticket Information
Action Recruitment
* Subject A short description of your request.
CC Emails Comma-separated list of emails to be included in communic ation about this ticket
Request/Description Long description of your request. Please provide as much detail as possible.

NOTE: There may be a brief delay between you submitting the request using the Shared Services
Webforms and the request being visible in ServiceNow due to system communications.
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3.3 Your View of Your Request

Affected Employes Cal Oskibear

= HR Case - HRCOD012230 & 4 55 | updste || Sawe | T |,

Murnber HRCO001230 Status Requested ¥

Subrnitter Cal Oskibear

&

Cpened by Cal Orskibear o

Created | 2015-10-18 1B:13:38

(S

s

Type Report & Problem r Related Case

Category Payroll and Timekesping ¥ Watch list | Ly | Oski Bear

Subject Hibernsted too long this year

Description | Hi gll, | hibemated a little too long this year and forgot to tum in my timeshest from the last Cal game. Could
you help me sohve this problem so | get paid for iy hard work? My supervisor is copied on the Watch list so
that you see | have approval.

MNotes v
Additional
comments
Activity | — | 2015-10-19 18:123:38 Cal Oskibear Cnanged Sunmitier, Status, Watn kst — |7
Submitter: Cal Oskibear r

Status: Requested

Watch list: Oski Bear

Terms and Definitions

The grayed-out fields in your request view are not editable.

Number: This is your request (“case”) number. Every HR request begins with “HRC” to indicate
that it is an HR/APS request.

Submitter: This is the person who submitted the request. This person will be the point of contact
for this request and will receive email notifications.

Affected Employee: This is the person that is either receiving service or being affected by the
service. This person will not have visibility into the case. If you wish for this person to have visibility
into the request, you must add them to the Watch list.

Type: This is the type of request that you submitted: Ask a Question, Report a Problem, or Service
Request.

Category: This is the category of the request (e.g.,, Compensation or Records Management).
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e Status: This is the status of the request. See Section 1.2 Your Request Status to understand

what each status means.

e Opened By: This shows the person who physically opened the request.

e Created: This is the date and time that the request was created within ServiceNow.

e Related Case: This searchable field allows you to indicate if you believe that this request is related

to a request that you’ve submitted in the past. You can search by request number or subject line.

Watch List: This is a list of individuals who can view and receive email notifications about this

request. Watchers can also add additional comments and upload attachments to a request.

e Subject: This is a short description of the request that will be the subject line of email

notifications. There is an 8o character limit on the subject line. This field should not contain

any sensitive information.

e Description: This is a longer description of the request that will have more details.

Notes Section

¢ Additional Comments: This area allows you to communicate with CSS HR/APS Staff. If you have

any changes or updates for your request, or if you are responding to a request for further

information, you can write a comment in this box and click Save. You can enter an additional

comment at any time that work is being performed on the request.

e Activity: This is a history of all the communication and changes made in the request.

Information Hover Button

If you hover over the Information button (- ) next your name, it will show more information about

you, such as your name, job title, and email address. If any of this information is incorrect, you cannot

update it within ServiceNow. Please update your directory listing at directory.berkeley.edu and the change

will be reflected in ServiceNow within 24 hours.

= HR Case - HRCD0O01230

Mumber

Submitter

Affected Employes

=12

HRCD001230

Cal Oskibear D
Cal Oskibear d
User
First name
Report a Problem v Last nams
Payroll and Timekeeping T Primary phone
Hibernsted too long this year Titke

Hi all, | hibernated s little too long this year &
| get paid for my hard work? Ny supervisor i

Status Fequested
Crpened by Cal Orskibear
Csl Contact
Preference
O=kibaar
Primary emai
Motification
Date formst

Time zone

=

Mo Preference

cal_oskibean@berkeley edu

Enable
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Top Bar Icons

{ | = HR Case - HRCOD04230 & 4 5 | Updste | | Save | /P \l/'

<
e Back Arrow ( ): Clicking this back arrow will take you back to the previous page.

e Hamburger (== ): Clicking this icon opens a dropdown menu of options, including the ability to
export the request as a PDF. See Section 4.2 Exporting Your Requests for more information
about how to export your requests.

e Attachments( ’ﬁ) Clicking this icon will allow you to add an attachment to your request. See

section 3.3 Adding an Attachment for more information about how to do this.

e Activity Stream ( JI’_) Clicking this icon will show a pop-up window of all the activity within the
request.

e Live Feed ( =~ ): Clicking this icon will open a social IT application that allows the posting and
sharing of content across ServiceNow. CSS HR/APS currently does not use this functionality.

Your Guide to Using ServiceNow for CSS HR/APS For Campus Clients
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3.4 Adding an Attachment

Attachments can be added at any point of the request creation process for all request types.

During Ask a Question/Report a Problem Creation

When filling out the Ask a Question/Report a Problem form on ServiceNow, you can upload an attachment
to your request by clicking the paperclip icon in the top right.

( HR Catalog > General Questions > Ask an HR Question or Report an HR Problem

General HR guestions will be answered as soon as possible (e.g., "Who is my HR Partner?”, or "I would like more ir
my benefits options.”) HR problems will be immediately escalated (e.g., "l am missing a paycheck”, or "I've had a lagp
coverage.”)

For a complete list of services, visit the URL: hitp:#isharedservices berkeley edu/human-resources/

How may we assist you? NOTE: Email notifications will be sent to you as the "submitter
¥ More information

® Ask a question
2 Reporta Problem

‘Whatis your preferred contact method for this request?
¥ More information

@ UC Berkeley Email
0 UC Berkeley Phone

Click the Choose Files button in the pop-up window that appears.

Attachments

ttach:

Choose Files ]0 file chosen

Add Another Attachment

Current file attachments:

None

A second pop-up window will appear. In that window, find the file you wish to attach and click on it. Then
click Open.

'| 1. » OskiBear's Files

Organize * New folder

=

Mame Date modified Type

-

. Favorites
M Deskiop | T2 Oski Bear - Timesheet from Cal Gamepdf  19/20/201510:43 .. Adobe Ad
& Downloads

5 Recent Places =

4 Libraries
@ Documents
Jﬂ Music
[ Pictures

E# videos

N-J Comniter bl < | Ui}

File name: Qski Bear - Timesheet from Cal Ge = _|All Files

I Open
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It will show your attachment file name in the first pop-up window. If you wish to continue with attaching

this file, then click Attach. If you wish to change your file, click the red x button (ﬂ ) and choose the
appropriate file again. You can also click Add Another Attachment to add additional attachments to your
request.

Attachments

Choose a file to attach:

Choose Files | Oski Bear - Timesheet from Cal Game.pdf

Add Anather Attachment

Current file attachments:

Mone

Once you click Attach, the file will automatically be attached to your request and will show under the
Current File Attachments section of the pop-up:

Attachments

Choose a file to attach:

Choose Files | No file chosen
Add Another Attachment

Current file attachments:

o 'E Oski Bear - Timesheet from Cal Game.pdf [rename] [view]

Remove

From there, you can click [rename] to rename your file or [view] to view it. If you have no more files to
upload, click the X button at the top right to close the pop-up window and return to the Ask a
Question/Report a Problem form. The attachment will now be listed at the top of the form. You can now
continue filling out the form as usual.

< | HR Catalog > General Questions > Ask an HR Question or Report an HR Problem &

Manage Attachments (1) ﬁ Oski Bear - Timesheet from Cal Game.pdf [rename]view]

General HR questions will be answered as soon as possible (e.g., "Who is my HR Partner?”, or "l would like more information about
my benefits options.”) HR problems will be immediately escalated (e.qg., "l am missing a paycheck”, or "I've had a lapse in benefits
coverage.")

Faor a complete list of services, visit the URL: hitp:isharedservices berkeley edu/human-resourcess
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During Service Request Creation

When filling out a Service Request form on the Shared Services Webforms, the Upload file area the

bottom of the form allows you to upload any attachments.

Reguested completion date 2015-11-30 ]

Upload file 1 Choose File | o file chosen

Add another file

Create Ticket (Rl

Click the Choose File button to open up a pop-up window. Find the file you wish to attach and click on it.

Then click Open.

rﬁ' Open
"ﬁ"'v \/ v OskiBear's Files w | ¥4 || Search Oski Bear's Files Pl
s

=~ 0 @

Date modified Type

Organize - Mew folder

MName

0 Favorites
Bl Desktop '@ Oski Bear - Recruitment PDF Form 10/20/201510:43 ...  Adobe Ag
& Downloads
B My Box Files E

L Er
"= Recent Places

. Libraries
@ Docurments

J! Music

[ Pictures

B videos
- o m P

File name:  Oski Bear - Recruitment PDF Form IAH Files VI

| Open |+ || conce |

This will automatically attach your file to your request within ServiceNow after you submit the form.
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After Request Creation

After you have created your request within ServiceNow, you can still upload new attachments. Click the

paperclip icon ( ‘ﬁ) at the top right of your request:

< | = HR Case - HRCODD1230 & 4 55 | update || Sae | P
Number | HRCDD01230 Status Requested b
Subrnitter | Cal Oskibear O Opened by | Cal Oskibear D
Affected | Cal Oskibear (T Created | 2015-10-18 18:13:38

Ermployes

This will open up a pop-up window. Click the Choose Files button in the pop-up window.

Attachments

Choose a file to attach:

Add Another Attachment

Current file attachments:
Mone

A second pop-up window will appear. In that window, find the file you wish to attach and click on it. Then

click Open.
[ Open
(ol ) > OskiBarsFies - [4 [ seovnOsiearsFis )]

Organize = New folder =~ @

=

'l:? e m Name Date modified Type

B Desktop 7K Oski Bear - Timesheet from Cal Game 10/20/201510:43 ...  Adobe Ad
& Downloads
B My Box Files
%ﬂ_ Recent Places

4 Libraries
@ Documents

Ji Music

| Pictures

BE videos

LN 1

File name:  Oski Bear - Timesheet from Cal Gz ~ | All Files

[ Cancel ]
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It will show your attachment file name in the first pop-up window. If you wish to continue with attaching

this file, then click Attach. If you wish to change your file, click the red x button (ﬂ ) and choose the
appropriate file again. You can also click Add Another Attachment to add additional attachments to your

request.

Attachments

Choose a file to attach:

Oski Bear - Timesheet from Cal Game.pdf

Add Ancther Attachment
Current file attachments:

Nane

Once you click Attach, the file will automatically be attached to your request and will show under the

Current File Attachments section of the pop-up:

Attachments

Choose a file to attach:

Nofie chosen

Add Another Attechment

Current file attachments:

ﬂ Oski Bear - Timeshest from Cal Game. pdf [renamse] [view]

From there, you can click [rename] to rename your file or [view] to view it. If you have no more files to
upload, click the x button at the top right to close the pop-up window and return to your case view. The
attachment will now be listed at the top of the case. You do not need to click Save to save this attachment.

< | &= HR Case - HRCODD1230 & A4 5 | Updste | | Save | 0 .

Manage Attachments (1) ﬂ Ok Bear - Timeshest from Cal Game.pdf [renams][view]

Mumber HR:CD001230 Status Requested v

Crpened by Cal Oskibesr (D

S

Submitter Cal Crskibear
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3.5 Adding or Removing Someone to the Watch List

The Watch list allows you to grant users visibility into your request. The only non-CSS HR/APS Staff who
can view a request within their ServiceNow queue are the people in the Submitter field and the Opened
By field of a request - meaning, the people who created and requested the request. If you would like
anyone else to have visibility into your case, such as your supervisor, your funding approver, or your
departmental manager, you must add them to the Watch list of your request. Individuals added to the
Watch list will also receive email notifications about the request. You do not need to add your HR/APS
Partner or Representative to the Watch list, as they will already have visibility into the request.

Adding Someone to the Watch list

Users can be added to the Watch list in different ways, depending on whether the request has been created
or not.

During Ask a Question/Report a Problem Request Creation

The following question on the Ask a Question/Report a Problem will allow you to add users to the Watch
list:

Dioes someone else inside UC Berkeley need to view this request?

¥ Maore information
&
B

-

To add someone, simply type their name in the look-up field (highlighted above). As you type, the look-up
field will show you a dropdown list of names that match your typed text. Click the appropriate one to add
them to the Watch list. NOTE: You can only look up individuals inside of UC Berkeley in this field.

Does someone else inside UC Berkeley need to view this request? Does someone else inside LC Berkeley need to view this request?
¥ More information

Cal Oskibear "

¥ MMore information

®

-

Cal Oskil Q,
Cal Oskibear
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If you are having difficulty finding the individual, click the magnifying glass to the left of the look-up field and
a pop up window will appear that will allow you to perform a more advanced search.

Dioes someons else inside LIC Berkeley |

¥ Maore information <4 « 1| to200f 1013585 B B
Cj:\ (¥'Name a (= LDAP email (x) Department
» Cal Oskibear cal_oskibear@berkeley.edu  (empty)

TROUBLESHOOTING TIP: HAVING TROUBLE FINDING SOMEONE?

Using an asterisk (*) at the beginning of your search will act as a wildcard in the search (meaning that the
asterisk will substitute as any letter or number). For example, if Cal Oskibear is saved in the system as “Cal
B. Oskibear,” searching for “Cal Oskibear” might not return the appropriate result. Instead, search for “*Cal
Oskibear.” Note that the asterisk (¥) must be at the beginning of the search term in order for the wildcard
to work.

Once you have found the appropriate individual and added them to the Watch list, they will have visibility
into your request when you click Submit at the bottom of the form.

During Service Request Creation

When filling out a Service Request form on the Shared Services Webforms, you can only add users to the
Watch list by entering their email in the CC Emails field. Users added in this manner will receive email
notifications about this request but will not have visibility into the ticket when they log into ServiceNow.

New Ticket: HR & Academic Personnel Services

Requester
* Requester name | Cal Oskibear
* Requester phone | +1 510 654-2000
* Requester email &  cal cskibear@berkeley.edu

Contact @& Me
Ancther

Ticket Information
Action Recruitment

* Subject short description of your request

CC Emails
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After Request Creation

When your request has been created, you can add users to the Watch list through the look-up field or
using their email address.

To add a user after the request has been created, open your request within ServiceNow and click the

Unlock Icon ( = ) next to the Watch list field.

¢ | = HR Case - HRCO001228 & 4 5 Updste | | Save Jo

MNumber HRCOD01228 Status Requested r

Submitter Oski Bear Opened by Oski Bear

(S
(S

Affected Oski Bear Created 2015-10-18 18:05:55

=]

Employee
Related Case
Type Ask a Question v
Category Bensfits Sarvices v Watch list L | Cal Oskibear

Subject When is Open Enroliment this year?

Description Nty Bear family would like to change our health care provider this year. Can you tell me when Open
Enroliment takes place?

This will expand the Watch list area to allow you to add users.

Watch list Cal Cskibear -

If the user you wish to add to the Watch list is a part of UC Berkeley, you can use the look-up field next to
the magnifying glass to add them to the Watch list. This is the encouraged method of adding users to the
Watch list, as they will have visibility into the request and will receive email notifications. If you cannot find
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the user, click the magnifying glass to the left of the look-up field to perform a more advanced search.

If the user you wish to add to the Watch list is outside UC Berkeley (or if it is not a user, but instead a
mailing list), enter the email address in the email field. NOTE: Users added by their email address cannot
see the request within their ServiceNow queue, even if they are a UC Berkeley employee. Only use the email
address field to add users if they are not within UC Berkeley. If entering a mailing list into the watch list, the
users on the mailing list will not have visibility into the request when logging into ServiceNow. They will
need to be added to the Watch list individually in order to have visibility.

Click Save to save your changes.

Removing Someone to the Watch list

To remove a user from the Watch list, click the Unlock Icon = hext to Watch list field to expand it.
Then highlight the user in the Watch list box and click the X button to remove them.

Watch list

After you click Save on the request, the user you removed will no longer have visibility into your request

nor will they receive any further email notifications.
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Chapter 4 - Navigating and Understanding Your Queue
You can access your queue by clicking My HR Requests from the ServiceNow homepage or by clicking the

link provided in email notifications.

= | HR Cases (RN Texl1 Search | fortext v -"|r 44 4 1 to3of3 B pp

Q (=) Number (z) Category (= Type (=) Subject (z) Status (=) Watch list ) Opened by (z) Created (@ Updated
.-__'_j. HRCO001228 Benefits Services Ask a Question When is Open Enroliment this year?  Requested Cal Oskibear Carolyn Warfield ~ 2015-10-1918:0556  2015-10-2201:18:10
(D HRCOD01230 Payroll and Timekeeping Report a Problem  Hibernated too long this year Reguested Oski Bear Cal Oskibear 2015-10-19 181338 2015-10-19 18:14:54

2015-10-1918:08:46  2015-10-1918:10:00

.;:'-:;. HRCO001220 Payroll and Timekeeping  Service Request  Extra hours from Cal game Requested Cal Oskibear Carolyn Warfield

Your queue will show every request that you have visibility into. These include requests that you created,
that an HR Staff member created for you, or for which you have been added to the Watch list.

To view the details of a request, you can click on the request number in the Number column to be taken
into your request. To open a new request, click on the Create New Case button, which will take you back

to the Shared Services Webforms.

NOTE: The queue will show every request that you have visibility into within ServiceNow. If you submit a
large number of requests, you should consider sorting and grouping them. See 4.1 Sorting and Grouping

By for more information.
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4.1 Sorting and Grouping By

In your ServiceNow queue, you will see every request that you have visibility into, even if the request has
already been fulfilled and closed. If you have many requests in your queue, it might make it harder to find a
specific request. Sorting and Grouping By will allow you to organize your queue and find requests more

easily.
Sorting

You can sort your requests by clicking on the column header that you wish to sort by. This will allow you to
sort your requests in alphabetical/reverse alphabetical order or by ascending /descending order, if it is a
numerical or date column (such as Created or Updated). For example, if you click on the Status column
header to sort, it will list your requests alphabetically (A to Z) by Status name. Clicking the Status column
header again will re-sort your tickets in reverse alphabetical order (Z to A).

HR Cases eIl o102 Search | fortext v 4 <1 « 1| to3cf3 e
Q, (x) Number (¥) Category (= Type (¥) Subject (¥) Status (¥) Watch list (x) Opened by ¥ Created (¥) Updated
O] HRCO001228 Benefits Services Ask a Question When is Open Enrollment this year? Reguested Cal Oskibear Carolyn Warfield 2015-10-19 18:05:56  2015-10-22 01:18:10
0] HRCO001230 Payrall and Timekeeping Report a Problem  Hibernated too long this year Reguested Oski Bear Cal Oskibear 2015-10-19 18:13:38  2015-10-19 18:14:54

f:_:'l HRCD001229 Payroll and Timekeeping  Service Request  Extra hours from Cal game Requested Cal Oskibear Carolyn Warfield 2015-10-19 18:08:46  2015-10-19 18:10:00

Grouping By

Another option you can use to organize your requests is the Group By feature. Using this will allow you to
“group” your requests by the criteria listed in your queue columns (Type, Category, Status, etc.). (Please
note that the only columns in your queue that you will not be able to group your requests by are Watch
list, Created, and Updated.)

To group your requests, right-click on the column in your queue that contains the criteria that you wish to
group by (for example, Status) and click the Group By option that appears in the dropdown menu:

= | HRCases e et Search fortext v -‘Lr 44 4 1| to5cfs p pp

C)\ =) Number (x) Category = Type (®) Subject (3 Status . r't’“;"""'" ik S ~aened by =) Created ) Updated
ar(atz) L
(Ty  HRCOO0M228  Benefits Services Ask aCQuestion  When is Open Enrallment this year? Requested  Sort(ztoa) In Warfield 22055'55; g SD SB- ,00'22
Show Visual Task Board £ - -
Payrall and Reporta ) ) ! 2015-10-19 2015-10-19
(T)  HRCDOO1230 Hibernated too long th Requested kibe:
R Problem e S = 181338 181454
Group By Status |
i} Work in 2015-10-22 2015-11-02
(i) HRCD001310 Bengfits Services Ask aQuestion  How dao | enroll my new cub up for Benefits? dear
v AR ! . Progress ~ Bar Chart = 01:15:49 15:24:10
H 1 get more informtion about Spot Work Fie Char | 2015-11-02 2015-11-02
—_ . . oW Can | get more Informaton al orK - -
()  HRCDOMETZ G at Ask a Quest 3
() SLAhG Lompensation SHALLEson 4 are? Completed  Export Ny = 152646 15203
() HRCODgizg  vmitand Senice Extra hours from Cal game Requested Ca Oskibear  CaovnWaried 20019 251018

(i Timekesping Request 180848 1810:00
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This will group your requests by that option as well as show you a count of how many requests there are
under each result. Grouping by Status in the example below shows three requests in Requested status,
one request in Work Completed status, and one request in Work in Progress status:

» Q () Number (z) Category iz Type (z) Subject (=) Status

Ay

» Status: Requested (3)

» Status: Work Completed (1

¢ Status: Work in Progress (1)

From here, you can click on any of the groups to only see those results in your queue. For example, clicking
Status: Work in Progress (1) will only show the one request that is in Work in Progress status.

You can ungroup the cases by right-clicking on any column header and then clicking Ungroup.

= | HRCases & EIl = Temtr Goto | Updated

» C:'\ (=) Number (7 Category P T\rnn. /2 Quhiact (=) Status
Sort(atoz)

» Status: uested (3
Sort (ztoa)

» Status: Work Completed (1 Show Visual Task Board

» Status: Work in Progress (1

Group By Category

Actions on selected rows... ¥

Bar Chart
Pie Chart

Export ]
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4.2 Exporting Your Requests

ServiceNow offers you the ability to export your request, either individually (in PDF format) or en masse (in
PDF, Excel, or CSV format).

Exporting a Single Request

Individual requests can only be exported in PDF format. To export your request, right click on the
hamburger icon at the top left of your request and hover over the Export option.

== | [iR Case - HRC0001230

Save

IManage s

Add toVisual Task Board Timesheet from Cal Game pdf [rename] [view]

Metrics Timeline

Faollow on Live Feed Status

Show Live Feed

:

Copy URL

Reload form I'

Opened by

Affect () Created

p—
[©]

Related Case

55 | upda

Reguested b
Cal Oskibear

2015-10-19 18:13:38

This will give you page orientation options for the PDF export of your request: Portrait and Landscape. If

you wish for your request’s page orientation within the PDF to be Portrait, click on PDF (Portrait).

Otherwise, click PDF (Landscape).

¢ | == HRCase - HRC0001230

Manage , i::io \isual Task Boarg | Timeshest from Cal Game. pof [rename] [view]
Metrics Timeline ]
Follow on Live Feed [
Show Live Feed :— —
POF (Fortrait) | B
Affect  Copy URL POF (Landscape) ©

Reload form |

This will open up a window that will allow you to save the PDF export to your computer. Choose the

appropriate location within your computer to save. Next, name your file. Finally, click Save inside the pop-

up window to export your request.

{ | = HRCase - HRC0001230

Wl @ save as L= ]

@Q-\. v Oski Bear's Files
New folder =y @ P

+ [43] [ Search Osti Beor's Files £

Organize =

Name Date modified Type L

0 Favorites
B Desktop

& Downloads  |=

X Oski Bear - Timesheet from Cal Game,pdf ~ 10/20/201510:43 ... Adobe A P

%l Recent Places

i Libraries
[ Documents
& Music
|&=/ Pictures
B videos

- m v

File name: My HR Request - | fo

Seve es type: [Adobe Acrobat Document -]

~ Hide Folders Save
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Your exported PDF will show all of the fields that you saw in your request within ServiceNow:

Number: HRCO0001230 Status: Requested
Submitter: Cal Oskibear Opened by: Cal Oskibear
Affected Employee: Cal Oskibear Created: 2015-10-19 18:13:38
Preferred contact method: Related Case:

Watch list: Oski Bear
Type: Report a Problem
Category: Payroll and Timekeeping
Subject:

Hibemated too long this year
Description:

Hi all, | hibemated a little too leng this year and forgot to tum in my timesheet from the last Cal game. Could you help me solve this problem so | get paid for
my hard work? My supervisor is copied on the Waich list so that you see | have approval.

Additional comments:

Exporting Your Queue

In addition to exporting individual requests, you can also export your entire queue. To export your queue,
right-click on any column header within your queue and hover over Export.

= | HRCases [MecEi-R\-0e-t-0 Goto | Updated v b 44 «

O (¥) Number (¥) Categon- T eestiact (¥) Status (=) Watch list (=) Opened by
- Sort(atoz)

(7)  HRCOODDSTZ  C ai oonEed IgEtbroﬂLir;pot Work Dski B

(D] ampensatl N al SKl bear

~ Show Wisual Task Board Completed

(D)  HRCOOM310  Benefits Ser  Group By Category nroll my newcub - Work in Oski Bear

ts? Progress

Bar Chart
HRCOD01228  Benefits Ser Pis Chart

HRCODD1z3g | rolla
Timekesplas

This will give you three options for file types. Unlike individual requests which can only be exported as a

penEnralimentthis - o ested  Cal Oskibear  Carolyn Warfield

@

too long this year  Requested Oski Bear Cal Oskibear

©

PDF, an export of your queue can be saved in Excel, CSV, or PDF format. Click on the one that is most
appropriate for your purposes. For example, to export your queue in Excel format, click Excel.

= | HR Cases [MeCEICRE o001 Goto Updated - ﬂr <d 4 1 | to5cfs » pp

Q. (¥ Number (@) Categorv | 1 Tune (¥ Suhiect (@) Status (XWatch list  (z) Opened by (z) Created (x) Updated ¥
Sort(atoz) -
get more
— . Sor(zioa) Work ) 20151402 20151102
6] HRCO001573 Compensati . jon about Spot Completed Oski Bear 1526:46 16:29:36
Show Visual Task Board
enroll my new cub ‘Work in . 2015-10-22 2015-11-02
i) HRCD001310 Benefits S OskiB
O NS S8 Group By Category ts? Progress L= 01:18:49 15:24:10
(7)  HRCDDDIZoS  Benefs S Do Chat Open Enrollmenttis o ested  Cal Oskibear  CardynWarfield  —0 1018 2015-10-22
e Pie Chart 18:05:56 01:18:10
Payroll and . § 20151019 2015-10-19
= »
©) HRCD001230 TirmEE Excel Requested Oski Bear Cal Oskibear T T
csv
Payroll and Service : 20151019 20151019
9] HRCD001229 ) ) Ezxtra i » | [Requested Cal Oskibear Carolyn Warfield
Timekeeping Request FoF = 18:08:46 18:10:00
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Quick Tip: Detailed Exports

When exporting your queue, hovering over the PDF selection in the Export dropdown menu shows an
additional dropdown menu with four options: Portrait, Landscape, Detailed Portrait, and Detailed
Landscape. While the Portrait and Landscape options only export your queue, the Detailed Portrait
and Detailed Landscape options will export your queue and provide you with individual pages for each
request shown in the exported queue.

{x) Subject 5ot (ato z) (x) Status (=) Watch list
Whenisop Sotza) Requested Cal Oskibear
Show Visual Task Board
How do | en Wark in Progress
Group By Subject Portrait
Bar Chart Excel Landstape
Pie Chart 1 Detailed Portrait

Detailed Landscape

Clicking the appropriate file type will show an Export in Progress window as ServiceNow readies your
queue for export. This may take a while, depending on how many requests are in your queue.

= | HR Cases [MeCEICENET Tt Goto | Updated v -’Ilr 4dq 4 1| to5af5 b pp

Q () Number (x) Category (@ Type (=) Subject (x) Status (=) Watch list (@ Opened by (@ Created =) Updated v

How can | get more

57 - Aska - X Work : 2015-11-02 2015-11-02
" 1 5K

i HRCO001573  Compensation AT information about Spot Completed Oski Bear 1526045 152035

Awards?

o HRCDO01310 Bengits Services Aska How do | enroll my new cub Waork in Oski Bear 2015-10-22 2015-11-02
— Question  Export in Progress ® 01:18:49 15:24:10

= ; . Aska — ; - 2015-10-19 2015-10-22
0] HRCODD1228  Benefits Services A Export starting Oskibear Carolyn Warfield 1055 011810

. Payroll and Report a . 2015-10-18 2015-10-18
(i HRCO001230 Download | Cancel %i Bear Cal Oskibear

L - Timekeeping Problem - 18:13:38 18:14:54

. / ic . E 15-10-19 15-10-19
HRCO001229 Fayillend FEIEE Extra hours from Cal game Requested Cal Oskibear Carolyn Warfield EAEH R

S T Timekeeping Request 13:08:45 18:10:00

Once it shows the Export Complete window, you can now download your export by clicking the
Download button.

= | HRCases [MeCEICRE o011 Goto | Updated v -’Ir 44 « 1 to5of5 p pp

Q =) Number (=) Category @ Type (=) Subject (=) Status (=) Watch list (=) Opened by (=) Created (=) Updated v

How can | get more

o ) Aska Winrl ) 2015-11-02 2015-11-02
() ~ HRCOODIE73  Compensation . Export Complete ® Oski Bear 159545 15:20:36
VExport Complete
.  Aska ) 2015-10-22 2015-11-02
(D HRCOOO30  Benefils Services o) etion e 01:13:40 152410
Download § Cancel
(1)  HRCOOD1228  Benefits Services 'g“ i al Oskibear  Carolyn Warfield 22055'5%' ED 58' ,00'22
- . (@ Are records missing from your file? o o
i Payroll and Report a See: Manane record limits for file export - B 2015-10-19 2015-10-19
@O HRCOOOEZN ok eeping Problem S T S e — 168:13:38 18:14:54

Senvice 2015-10-19 2015-10-19

Payrall and
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This will open up a window that will allow you to save your export to your computer. Choose the
appropriate location within your computer to save. Next, name your file. Finally, click Save inside the pop-

up window to export your queue.

€ SaveAs

@Qv‘ 4 v OskiBear's Files

vr‘ &1| | Search Oski Bear's Files

Organize = New folder

= @

X -
0 Favorites pans

-, Desktop
% Downloads
] "l Recent Places

4 Libraries
@ Documents
$ Music
[E=] Pictures

] H videos

Date modified Type

Mo items match your search.

-

m (3

File name: My HR Queue

Save as type: [ Microsoft Excel 97-2003 Worksheet - ]

'~ Hide Folders

h
2|

\
+ berrerTOwATET

Your exported file will show all of the information in your queue that you saw in ServiceNow. The below

example is an export in Excel format:

Home Insert Page Layout Formulas Data Review View Developer PowerPivot Acrobat
G612 - & |
A [ B [ C [ D I E I F [ G H [ |

1 Number Category Type Subject Status Watch list Opened by Created Updated
| 2 HRC0001573 Compensation Ask a Question How can | get more information about Spot Closed Oski Bear 2015-11-02 15:26:46  2015-11-02 16:29-39
| 3 |HRC0001310 Benefits Senvices Ask a Question How do | enroll my new cub up for Benefits? Work in Progress Oski Bear 2015-10-22 01:18:49  2015-11-02 15:24:10
| 4 HRC0001228 Benefits Serices Ask a Question When is Open Enrollment this year? Requested Cal Carolyn 2015-10-19 18:05:56  2015-10-22 01:18:10
| 5 HRC0001230 Payroll and Timekeeping Report a Problem  Hibernated too long this year Requested Qski Bear  Cal Oskibear 2015-10-19 18:13:38  2015-10-19 18:14:54
| 6 HRC0001229 Payroll and Timekeeping Senvice Request  Extra hours from Cal game Requested Cal Caraolyn 2015-10-19 18:08:46  2015-10-19 18:10:00

T
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Chapter 5 - Frequently Asked Questions

How can I tell who’s working on my request?

The Activity section of the request will show the name of the person who most recently worked on
your request. Requests may change hands inside CSS HR/APS depending on the work process
taking place. All members of CSS HR/APS can see your request.

How can I tell what’s happening with my request?

CSS HR/APS Staff are responsible for timely updates to you as progress is made. The Activity
section of the request should show the most recent work that has taken place. In addition, you can
check the request’s status to monitor the current state of the request. See Section 1.2 Your

Request Status for an explanation of what each status means.

How do | escalate a request that’s urgent?

When creating an urgent request, place “URGENT” into the subject line. If an ongoing request
becomes urgent, please add the term “URGENT” and any additional information into the request’s
Activity section.

Can | still call my HR Partner?
CSS HR/APS recommends contacting your HR Partner when consultation is needed, particularly
when the issue is sensitive or urgent.

How do | respond to a request when more information is needed?

There are two options: First, you can respond via return email if you received an email notification
that more information is needed. Alternatively, you can respond inside ServiceNow in the request
itself by using the “Additional Comments” field.

What if my new request is related to a previous request?

On the Ask a Question/Report a Problem form, you can enter the previous request number in the
following question: “Does this request relate to a previous case? If so, note the case number
below.” After a request has been created, the Related Case field allows you to add a new or
change a related case after the form has been submitted.

How do | cancel a request?
Contact CSS HR/APS at (510) 664-9000, x3 to cancel requests.

Who can see a request that | open?
CSS HR/APS Staff can see all requests. Outside CSS HR/APS, only the person who opens or submits
the request and those on the Watch List can see your requests.
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Chapter 5 - Frequently Asked Questions

e How can | give someone visibility into my request?
Add that person to the Watch List. See Section 3.4 Adding or Removing Someone to the

Watch List for more information.

e | didn’t open this request. Why do | see it in my queue?
You're likely on the Watch list for that request. Click into the request and look for a message similar
to the one outlined below in red.

¢ | = HRCase - HRC0001228 & 4 =5 | Update | | Save N
You can view this ticket because you are currently on the Watch list.
Mumber HRCO001228 Status Regquested r

Submitter | Oski Bear Opened by | Oski Bear o

©

Affected | Oski Bear Created | 2015-10-19 18:05:56

Emolgyes

©

e What email address do ServiceNow emails come from?
All ServiceNow emails will come from “Service at UC Berkeley”, email address:
servicenow@berkeley.edu.

e  Why should | attach a form to the ServiceNow request?
The forms provide information CSS HR/APS needs to begin working on your request. The more
information received up front, the more quickly work can be completed.

e Why doesn’t ServiceNow include approvals (e.g., for funding)?
ServiceNow is being implemented in stages. Future stages will include approvals.

o Why does my completed request say Work Completed, instead of Closed?
Every request stays active for five business days after CSS HR/APS completes work. This active
period provides you with time to automatically re-open and escalate the request if you're
dissatisfied with the service you received. Requests will change to Closed status after five days.

o | tried searching for someone | know is part of UC Berkeley but | couldn’t find them.
What’s wrong?
Try a wildcard search. Using an asterisk (*) at the beginning of your search acts as a wildcard in the
search (meaning that the asterisk will substitute as any letter or number). For example, if Cal
Oskibear is saved in the system as “Cal B. Oskibear,” searching for “Cal Oskibear” might not return
the appropriate result. Instead, search for “*Cal Oskibear.” Note that the asterisk (*) must be at the

beginning of the search term in order for the wildcard to work.
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