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Overview
+ The ServiceNow Service Portalis the IT interface for AccentCare Operations:
— Notify IT of ‘broken’ IT services: applications, hardware, phone/fax, network.

— Submit requests for new services: application access, new hardware or
software, IT onboarding.

— As a manager, approve the requests for application permissions and
hardware/software items. Purchased items must have additional approval
from the requestor’s cost center manager.

Note: Email to servicedesk@accentcare.com can still be used, but it is not
encouraged.

* KeyTerms:

— Incident: Created by the service desk to track issues when something is
broken. Examples:

* Dataissue in HCHB. Phone system down in Petaluma CA.
— Service Request: When anew service or hardware is required.

+ Requestor will fill out a form specific to the request with all needed
information.

+ Examples: Request a new printer, update Cisco phone, application
access

Self Service Portal

Getting Help, Entering a Service Request

Loginto Service Portal

Web Address: https://accentcare.service-now.com/sp

Use your AccentCare Windows login.
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https://accentcare.service-now.com/sp
https://accentcare.service-now.com/sp

€« > C Dhttps:f,f'accentcarel.service—now.com,fsp
222 Apps 3 ServiceNow [ AccentCare (O Personal

accentCare.

Welcome to Service Portal

Log in to order things, get help or report an issue

Username

W Rememberme

Self Service Portal Home Page

B Service Portal - Service Portal x +

& c 0

ServiceMNow

@ accentcare.service-now.com/sp

SalesFarce AccentCare Persanal

Technical ) Keeper Security | Be.. &5 AccentCare Worksp...

* ® 0 @&

@ Cisco Webex Mesti.. & Self Service | Accen.. & COVID-19 United St..

o X
* 0 :
»

Tablet - New/Reassign/Replace

I No system is reporting an issue

Cisco Phone

. Contractor User Termination/Extension
My Open Incidents g

REQ0118028 - 2d ago - Requested -

tablet : enrollment issue

tablets-keep stating "enter email adress or server” and
QR code at bottom of units

NCO536279 - 6h ago User Onboarding
Tiger Text

INC0535644 « 6h ago

° REQ0118258 » 2m ago « Requested « Mireya Medina
REQ0119257 » 6m ago « Requested « Gail Pickerin:

Diana Smith

g

REQ0118004 + 2d ago » Approved « Kelsey Duncan

REQ0118883 » 3d ago » Requested + Gabriel Dunha

You have no surveys to take

My Approvals ° 1to 100f25

KB0011036 v0.02 - Leave of Absence - Requesting LOA
Approve

Reject

Occentcare Muest IT Services or Equipment Report an Issue Requests Delegates Asset Reporis = ™ Cart : Mireya Medina
®
9 Request IT Services 0 @ Knowledge Base
cquipment Browse and search for articles Report an IT service that is not werking correct}
Browse the catalog for services and items you
need
Current Status My Service Requests My Surveys

Create new Service Request
Report an issue

Personal profile / logout
Current System Status
Messages

N NS
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Report an Issue

1. Click ‘Report an Issue’ from the Home Page to display the form (right).

2. Fill outthe form. Use ‘Impacting My Location’ to report issues with the phone system,
office printer, etc.

+ For non-location issues, the form changes to capture needed information for each
type of issue

Q Home 2 Reportanissue 2 Reportanissue

Report an issue

* Users Affected

O AffectingMe @ Affecting Someone Else O Impacting my location
* Requested For Opened By

& | GregCantrell

This form is to be used ONLY for issues with existing products and services. All new requests for application access, new hardware or software should be requested through the
Service Catalog by dlicking 'Request IT Services or Equipment' from the home page.

* Select the Issue

(O Password (O PersonalHardware (O Business Application (O Seftware (O Information Security (O Desktop Telephone

* Provide detailed information about the issue:

* Contact Number (Enter 10 digits only - No dashes or spaces)

m @ Add attachments

NOTE: Using this process for reporting issues through the portal versus through email
significantly reduces the response time.

Service Catalog

Q B Req [ Se S @ Knowledge Base

1. Clickon RequestIT Services or Equipment from the ServiceNow Home Page.
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@ Application Access

Home Care Home Base (HC... HCHB / PointCare incident c... Laptop - New/Replacement

Request HCHB Access Permissions Use ymit an issue for Request a new or replacement Laptop

Employee Onboard'mg_."oﬁboa;‘dinge

EMR Requests (Do Not Use for Ap. o

General Requests
@ Hardware Requests

Infrastructure Requests

Tiger Text Mobile Phone

or update Request Tiger Text Access Permissions Reques

ccess Permissions u mobile phone

Software Requests

o000 0o

Telecom Requests

Details $0.01 ew Details

Cisco Jabber

Request an Jabber Account

GCCentCure. Request IT Services or Equipment Report an Issue Requests Delegates Asset Reports - ™ cCart Mireya Medina
Home 2 Catalog Home Search Q
< Categories Popular Items
o

2. These are request categories. Click on each to show the individual service
catalog items.
3. Clickon ‘+'to open sub-categories
Note: Visibility for catalog items depends on role, line of business (HCHB App access
item won't be available to a PCS user.)

Typical Request Form

accentCare.

Reimagining Care, Together.

Request IT Services or EQuipment IT Project Request Reportan Issue Requests Delegates Asset Reporis = ™ Cart

Mireya Medina

Home ¥ ServiceCatalog ¥ Infrastructure Requests »  Network Drop Search Catalog

Network Drop

additional network drops

B

Request a Net

Delivery Time: 4 Days

* * y
Requested for Opened by | = Add to Cart

| i} Mireya Medina v

Order Now
Mew drops needed or Fix/Enable existing drops?

O New (O Fix/Enable

How many?

‘ Required information

Onsite contact info for contractors to work

Do you need patch cables?
Q Yes O No

* Onsite contact info for contractors to work with (Ex: Contact name and Phone no)

Does it need expedited at additional cost? (Tvpicallv 3-4 business davs)

Phone number {used for shipping label and

accentCare.
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1. See Breadcrumbs. Click‘Home'to go back to home page. (Or click on
AccentCare logo.)

2. Setthe ‘Requested For' to be the person receiving the service or hardware. All
approvals will be based on this person’s manager hierarchy

3. Use ‘Add to Cart’ if you want to request additional items for same person.
MUST click on Carticonin menutoorderitemsinCart!

4. User ‘Order Now' to request ONLY the item displayed. This action will NOTorder
otheritemsinthe Cart!

Hints: Cannot Edit‘Requested For’

Gccentcuret Request IT Services or Equipment T Project Request Reportan Issue Requests Delegates Asset Reports « = Carto Mireya Medina
Reimagining Care, Together.

Home » ServiceCatalog ? Infrastructure Requests ¥  Microsoft Teams Conference Bridge Search @G Q
Microsoft Teams Conference Bridge .
Price: $50.00
Requested for Opened by
Delivery Time: 0 Days
O  NoveraMonwar x | v ©® | Mireya Medina
- Add to Cart

Check the box to acknowledge the Conference Bridge add-on to Teams. This will be expensed to your cost center at $50/yr

Notes/Comments

Phone number (used for shipping label and follow-up configuration calls) (Enter 10 digits only - No dashes or spaces)

214.798.2784

If you are unable to change the Requested For and Ship Address, check your cart. The
Portal allows you to add new items to the Cart, but ONLY for the same person for
which a Request has already been started.

Either submit the items in your cart, or clear your cart to create a request for a new
person.

° accentCare.
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Using the IT Peripheral request form

IT Peripheral / Hardware Request Delvery Time: 0Dsys

| = Add to Cart |

This form is divided into five optional categories. For each category follow the below steps.

1) - Click the “Add” button to view a list of available items for the selected category. “

2) - Click the drop down and select an item; Update quantity if needed.
3) - Click the “Add” button to add the item to the list.

* Requested for * Opened by

€ | GregCantrell * |

@  Novera Monwar x

* select the laptop

@  DellLstitude 5420 - T4WFECS x

[} Laptop notlisted /| could not find the laptop in the lookup

Laptop Accessories

Add Remaove All

Actions Laptop Accessories Quantity

No data to display

Soft Phones Headsets

Add Remave All

Actions Soft Phones Headsets Quantity

No data to display

Most IT hardware is requested from the special IT Peripheral form. Follow the on screen
directions indicated to complete.

o | Notes:

* L aptop Accessories * Quantity ° SeleCt items that are
\“““E‘ | ‘|| : || needed from each group on
| a o
e B the form. Update quantity if
bock needed.

Keyboard and mouse set - Ergonomic

Keyboard and mouse set - Standard

* Multiple items can be
added from each group.

Monitor
Power Adapter for Dock (Replacement Only)
Power Adapter for Laptop (Replacement Only)

+ Power adaptors are
provided for ordered docking stations and laptops.

10 accentCare.
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N Requested for N Opened by

|0 Nowera Monwar ®

| |0 Grag Cantrall

Delivery Time: 0 Days

| L] Add to Cart |

* Salect the laptop

| @  Dell Latitude 5420 - TAWFEC3

[0 Laptop not listed /| could not find the laptop in the lookup

Laptop Accessories

Add | Remove All

Actions Laptop Accessories Quantity
& x Dock 1

F Keyboard and mouse s=t - Ergonomic i

Soft Phones Headsets

| Remave All

Actions Soft Phones Headsets Quantity

& x 1-earwired headzet i

Desk Phones Headsets (Cable will be included)
Add Remove All

Actions Desk Phones Headsets Quantity

Mo data to display

A. Laptop must be identified for certain items (docking station).
B. Items requested will show upin the section table as they are added.

Check Request Status from Portal

accentCare.

Reimagining Care, Together.

Request IT Services or Equipment [T Project Request

Requests  Delegates  AssetReports= W Cart ) Amy Stone

Ces or Knowledge Base
Browse and search for articles

Browse the catalog for services and items you

nzed

Publications My Open IT Project Requests

Article not found

Growth Enablement Automation

1= Submitt:

Current Status
HCHB Hierarchy Redesi

DIND

ance

I Mo system is reporting an issue
My Service Requests

IT Peripheral /| Hardware Requ:

313+ 33m ago - Request

Top Rated Articles

T Peripheral | Hardware Request

Registering for Multifactor Authentication and Self-

Service Pazaword reset —without MS Authenticator

e o oy e

Report an IT servi t s not working correctly

My Surveys

You have no surveys to take

My Approvals

You have no pending approvals

Click My Service Requests on the Home Page.

1
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022-01-24 15:08:14

:REQ0153313

Hem Delivery Date Stage Price (ea.) Quantity Total

IT Peripheral [ Hardwar... 2022-01-24 $870.00 = 5870.00

The item opensin a new window. Click the blue text under the ltem column.

Crested Updsted  Stste

Number
RITMOZ00831 3Tmago 37imsgo  Open
IT Peripheral / Hardware Request
ltem Requested for
IT Peripheral [ Hardwa... ® Amy Stone
Stage

Activity Attachments Additional Details

Requested for
Ay Stone

Opened by

Edwin Fuller

Select the laptop
Dell Latituds 7300 - HPPF353

What is the Serial Number of the laptop
NfA

Laptop not listed | 1 could not find the laptop in the lookup

false

Laptop Accessories
Click to view

Soft Phones Headsets
Click to view

An expanded view of the request is displayed.

Cart Behavior

Request IT Services or Equipment IT Project Request Reportan Issue Requests Delegates Asset Reports 'ECarto

A
A o
Knowledge Base 130Watt AC Adapter - OEM w/Power
Cord

Browse and search for articles K

1% CEO N

r services and items you

Total price: 560.00

. ) View Cart Proceed to Checkout
My Service Requests /

1. If you have completed a request form and clicked ‘Add to Cart’, requested items can
be viewed by clicking the cart icon in the menu header.

12 accentCare.
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2. Order dll items in Cart immediately by clicking ‘Proceed to Checkout'.
3. Click'View Cart’ to review and/or remove items from Cart.

Your Cart

Item Price Quantity Subtotal

1 v
b\ $60.00 $60.00 Q
130Watt AC Adapter - OEM w/Power Cord

Jobvite |.l v | [x]

Request Hire JobVite Permissions

Total pricet  560.00

‘ Continue Shopping | < ° " | Clear Cart | Proceed to Checkout

4. Click‘x’ toremove a single item.

Change the number to increase quantities

6. Click‘Continue Shopping’ to go back to add new items, ‘Clear Cart’ to clear all items
from cart or ‘Proceed to Checkout’ to order all items in cart.

o

Order/Address Confirmation

Order Confirmation

Delivery Information (By selecting 'Checkout!, you are confirming that the address in the
O Delivery information field is correct. Please edit as needed prior to Checkout.)

8300 Central Park Drive, Suite# Suite A
Waco, Texas, 76712

Special instructions (Optiona

IMPORTANT!!

The address in the order confirmation is defaulted to the ‘Requested For’ user’s location
address. (Or if listed as Remote, it will be empty.)

Confirm and update address as need for items that require shipping. Especially if the
person needing the items is working from a remote location!

13 accentCare.
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Onboarding [ Offboarding
Onboarding and Offboarding for Employees, Clinical Employees, Contractors

Onboarding Process

+ Employees: IT onboarding initiated in Workday:

— When SSN is entered after hire AND the HR Admin approves the hire, employee
is ‘pushed’ to ServiceNow.

— Hiring Manager receives an email notification with alink to the IT onboarding
formin the Service Portal.

— Once onboarding forms completed AND request approved, IT work begins.
+ Employee Clinicians (HH and HOS):

— ServiceNow will automatically create an onboarding request for AccentCare
credentials and HCHB PointCare access.

+ Contractors: IT onboarding initiated in ServiceNow
— Contractor name, location, cost center, title entered in Snow
— Remainder of forms works exactly like employee onboarding.
+ Onboarding Order Guide

— Onboarding is managed by an Order Guide that steps requestor through all the
hardware, software, and access permissions required for the new worker

Clinical Onboarding Process

Clinical employees are in one of the following HH or HOS departments:
«  Skilled Nursing-LVN (601)
+ Physical Therapy (602)
« Miscellaneous/Occupational Therapy (603)
+ Speech Therapy (604)
« Skilled Nursing (607)
- Dietary-Field (610)
« Medical Social Services (613)

+ ProcessNOTapplicableforcontract clinicians!

14 accentCare.
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Recruiting completes the employee
hire. Workday pushes new employee WOI‘deIy

to ServiceNow.

Create ServiceNow User record?

EW®. ServiceNow

ServiceNow creates request for new clinical employee account AND
HCHB PointCare Access.

v

Request notifications sentto person Office admins and

linked to request and office manager will rec.eiye
administrators/manager notification containing

new user account

Manager Office Technical
Coordinator contact

v

Request close notification sent

m to person linked to automated
request

15 accentCare.
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Employee Onboarding Order Guide

1. Upon HR Admin approval of a new hire, the manager will receive an email
notification from ServiceNow. Email subject line will be: “Please request access

C and hardware for your new hire”.
Anna,

To complete the account configuration for Genie Burch, please request the system accesses, hardware, and
software necessary at the website below. Please complete the form as soon as possible, so the account
configuration can begin.

Any requests are subject to further approval.
User Onboarding Request
Please contact us by phone if you have any questions.

Have a great day!

IT Support Services

Service Desk: 866-364-8911

Cisco IP Phone: x4357

Email: ServiceDesk@AccentCare.com

Ref:MSG0D097549

2. Click User Onboarding Request link in email.

User Onboarding

Use this form to input all necessary information relating to the new employee or contractor.

User Onboarding (Application Permissions, IT Hardware
and Software)

Use the form below to input all neces: information relsting to your new emplayee or contractor.

Ensure that the information on this screen is accurste before proceeding.

Note: Select the User Type that most appropriately fits the user as described below:

* Contractor - The user requires an email account and hardware, but is not an employee. IT
onboarding started on this form
ountand IT

er iz an emplayee in Workday and requi

(\ anager will recsive [T onboarding instructions fram S
* User Type

Employee

n email
A complete. Hifing
sy hire process

* Requested for * Opened by

|B Hovera Monwar v | |0 Mireya Medina

\ Select Items required for onbosrding employes
] Laptop
Tl Tablet

Application and Telecom Access

The following items are optional and all are expensed to the branch. Cost center manager approval will be required.

T Peripherals {laptop accessories, phons headsets, office equipment

Softwars (Adobe, Microsoft Applications)

3. Complete User Type ‘Employee-AD’ and ‘Requested For.’
4. For every selection the order guide will create a new tab that must be filled out.
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Contractor Onboarding Order Guide

1. From the Service Portal Home page, select ‘Request
IT Services or EQuipment.’ ‘Employee

Application Access @ | onboarding/offboarding.

Employee Onbchardir'lg,--'Oi"ﬂ:ro.arr:l'lngeI
EMR Requests (Do Mot Use for Ap... o
General Requests
Hardware Requests
Infrastructure Requests

Software Requests

o000 00

Telecom Requests

accentCare. RequestIT Servicesor Equipment  Reportanlssue  Requests  Delegates  AssetReports~ W Cart
Reimagining Care, Togather.,

UserOﬂboas'oiﬂg

Use this form te input all necessary information relating to the new employes or
contractor.

User Onboarding (Application Permissions, IT
Hardware and Software)

Use the form below to input all necessary information relating to your new
employee or contractor. Ensure that the information on this screen is accurate
before proceeding.

Note: Select the User Type that most appropriately fits the user as described
below:

- Contractor-
an employe
« Employee- The
account and IT h

The user requires an email account and hardware, but is not
rding started on this form.

seris an employee in Workday and requires
&.This form can:

submitted until
omplete. Hiring ma eceive IT
ructions from ServiceNow after Workday hire process is

* User Type

Contractor

* First Name * Job Title

* Preferred Name * Manager (Note:Contractor not allowed as Manager)
Middle Name * Department

* Last Name * Cost Center

2. Enteruser Type ‘Contractor’. Fill outthe top part of the form with the Contractor
name, cost center, etc. The remainder of the form functions the same as
employee onboarding.

Note: Manager approval will be routed to the manager entered on the form (unless
the manager submits the form.)

17 accentCare.
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Onboarding — Main Form

Fa

©)

User Onboarding (Application Permissions, IT Hardware
and Software)

Note: Select the User Type thal most appropriately fits the user as described below:

= Contractor

= Employee - T}

Employes

Li ] Hovera Momwar v L] Mirgys Medina

After this page is completed, click ‘Next’ at bottom of form to ‘Choose Options'.

18 accentCare.
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Included ltems: * Mandatory
Provision a new user * Options

‘, User Account Provisioning it thialy Otions () v
[ Laptop - New/Replacement Request a new or replacement Laptop * Options () w
[ Home Care Home Base (HCHB) Request HCHE Access Permissions Options (:) v
[ Dell Docking Station Dell Docking Station * Options () ~
[ Logitech MK540 Advanced Logitech MK540 Advanced Wireless Keyboard & Mouse Set Options (D i
Wireless Keyboard & Mouse Set

Pre\""““ - m

Open each form and fill out all needed fields for the requested item.

NOTE: Some items don't indicate required fields, but open and verify! For example, Home
Care Home Base doesn’'t have required fields indicator, but must have fields entered
before it can be fulfilled!

rovision a new user * Options
L. vscraccount Provisioning Provisionz ne ption: a -

User Account Provisioning
oz h Use the form belor ure that all information entered is accurate. If you need to make changes, use the describe needs button
| . to navigate back t p and make ions there.

This form represents the user information that will be used to provision a user account.

Note: Select the User Type that most appropriately fits the user as described below:

+ Contractor-T! rted on this form.
+ Employee-Th
submitted

* User Type

Employes
*Requested for * Opened by
© | Frankie Washburn v © | melisss Burkett

Account Properties

* User Company / Branding

@ Add sttachments

The A v arrows open and close item forms.
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Onboarding - Choose Options - Removing Items

Included ltems:

Keyboard & Mouse Set

‘. User Account Provisioning Provision s new user

[ Laptop - New/Replacement Request a new or replacement Laptop

[F] Home Care Home Base (HCHB) Request HCHB Access Permissions Options
[ Dell Docking Station Dell Docking Station Options
[ Logitech MK220 Wireless Logitech MK320 Wireless Keyboard & Mouse Set Options

oll1R.

Toremove an item from a request, slide tab from Blue to Grey.

To finish request on ‘Summary’ page, click Next.

User Onboarding

Order Guide Details Quantity Price (ea.) Recurring (ea.)
nt Pro
Laptoy R
m H < (HCHE)
ogitech MK320 Wireless P‘E_,l:::’\\:’;“")llié Set 1 $30.00

Total: $20.00 AddtoCart | EditOptions

Onboarding-Request Summary Actions QOO

Summary Page is displayed by clicking Next button on Choose Options page

1. Add all items to Cart for further review. Also allows addition of new items for

same person before submitting request
2. Go back to Choose Options page.

3. Order all items as currently displayed without going to Cart. Will NOT order

other items already in Cart!!
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Request Cart

ltems removed on Options page are not visible in Cart.

Quan
IK: ssKeyboard &MouseSet 1 $3000
Click Add to Cart to view cart.
Your Cart
Item Price Quantity Subtotal Q
_: EW B 1 S o
Regq W or replacement Laplo
2 1 °
 ooteEreslotmiiieess s : o
Home Care Home Base (HCHB o o
Request HCHE Access Permissions
Q Total pricez  $30.00
Continue Shopping Clear Cart

. ltems can be removed using the X’ icon.

2. 'Continue Shopping' is used to display the catalog. This allows requestor to
add additional items for SAME person.

Login Credentials

A notification email is sent to the manager and the office admin for the onboarded
employee [ contractor when new the new account is created.

See the account credential notes in the email!
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Preview Email E

User Account Information

An account has been created for access to the laptop(if requested) and email:

User Name:
Initial Password: pXOmyO3!

DO NOT change the password until all requested equipment has been received. Changing the password prior to equipment
receipt will delay the provisioning process.

Other Account Credentials

Accounts for other systems:

* Workday (Employees only):Credentials for Workday are sent during the HR. onboarding to the employees personal email
address used during the hire process.

® AccentCare Education: An ACE account is automatically provisioned for every employee. The account login 1s the nine digit
employee number and the initial password 1s "AccentCare01!!" without the quotes. If ACE credentials are required for
contractors, these must be requested in the IT Service Portal using this link.

¢ Other Application Access:Access to other backoffice applications (HCHB, VividCare, etc.) are requested in the IT Service
Portal here. If access was requested as part of the IT onboarding request, these application credentials will be sent directly to the
user's email address as the application provisioning teams complete their assigned tasks. Status for these individual items can be
found using the [T Service Portal.

If an HCHB or RSL tablet was requested for this user
FOR DEDICATED TABLETS:

The device password is the user's initials of their first and last name in lower case, a period () and the last four digits of their social
security number. For example, if your name is Robert Marley and the last four digits of your SSN are 9999, then vour password would
be rm 9999 The password for PointCare/RSL 15 the same.

Offboarding Process

+  Employee: IT offboarding is initiated in Workday
— NOactionis requiredin ServiceNow by manager.

— Accounts are automatically disabled and offboarding tasks for IT are
generated midnight of the term date.

— See Tablet training — retrieving/wiping tablets.
+ Contractor: IT offboardingis initiated in ServiceNow

— Contractors MUST be extended every 90 days or they will automatically be
terminated and accounts disabled.

— Toterminate:

+ From the Service Portal, request IT Services or EQuipment > Employee
Services.

+ Selectthe ‘Contractor User Termination’. Select the Requested For
contractor and the termination date (can be in the future).
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— Remaining offboarding process matches that for employees.

Contractor Offboarding Form

From the Service Portal Home page, select ‘Request IT Services or
Equipment’'Employee Onboarding/Offboarding’2'Contractor User Termination.”

Home » ServiceCatalog » Employee Onboarding/Offboarding Q
_ Employee Onboarding/Offboarding HH
@ Application Access 6
Contractor User Demogra... Contractor User Terminati... User Onboarding
Employee Gﬂboarcing_'oﬁboardingo o e : S —
EMR Requests (Do Not Use -‘o:'Ap...a RALCT ’ snpeyEs
General Requests 9
[ Hardware Requests a _
Infrastructure Requests o
Software Requests o
Telecom Requests o
Home 3 ServiceCatalog » EmployeeServices » Contractor User Termination Q
Contractor User Termination
Terminate an existing CONTRACT employee
e Contractor Requested For Open By
b [i] Gregory Cantrell
*Termination Date
&
Notes/Comments
Notes/Comments
m @Add attachments
. Required information [IETTITTTY
Find Contractor in the list. Users WillNOT be able to select Employees here. Employee
terminations are initiated in Workday.
Select termination date here. Accounts will be disabled midnight of termination date.
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Self Service Portal
Manager SR Approval / Checking Incident and Request Status

Service Request Approval Matrix

+ NO Service Requests get worked until approvals are complete.

* Mostrequests require a manager’s approval, including application permissions,
hardware, and software.

— Exception: When the manager is the submitter.

+ For hardware requested on the IT Peripherals request form, cost center manager
approvals are requested in Coupa.

* Some cost center manager approvals remain in ServiceNow:

— IT Software and any purchased hardware not requested on the IT Peripheral
form.

+ For Home Health and Hospice cost center managers (Executive Directors) can
approve up to $2500. For PCS/MHC, Branch managers can approve up to $500.
Requests between $500 and $2500 require Area VP approval.

Service Request Approval Process

Two ways:

« Preferred: Managers can approve ALL outstanding requests from Service Portal.

ACCE?II’CHYE CO-(D\? Request IT Services or Equipment Report an lssue Requests A:};?c‘.-a':o Delegates Asset Reports - ™ Cart

Knowledge Base
-

Publications My Service Requests My Surveys

Article not found

Current Status

Announcements

No information available

+ Respond to approval request email.
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_-HQ':‘I'_;M' p— . Request REQ011630 Aproval Request - Message (HTML) L] ' " i i \5‘&%}'
File Message 3

. x = ﬂg .’% B2 Weeting (23 Move to: 7 3 To Manager B3 S Rules » HE Y a% #Fina C:%
! - i - &4 Team E-mail ' Done Ui N OneNote | = = (3 Related ~
g junk - Delete | Reply Reply Forward = —| Move Mark Categorize Follow | Translate Zoom
Al i"‘, More ~ | |z Reply & Delete 7 Create New = ~ B Adions = | Unread 2 o s [3 select~
Delete Respond Quick Steps 0 Move Tags 0 Editing Zoom
From: IT Service Desk <accentcaredev@service-now. com:> Sent Mon 10/24/2016 10:24 PM
To: ServiceNow Test
s
Subject: Request REQU011630 Approval Request
_8,"‘f“'?"'f"'?"'f"'?“‘f"“.‘"‘!"‘.s"‘!‘“f’"'f"'?"'f"'?"‘f"‘?"‘!"‘l.""‘f"““‘"f""?"'f"""'*@
-

Short Description: Optional Hardware
Priority:

Requested For: Tamil Selvi Vellingiri
Requested By: Tamil i i
Total Price: $§392.00

Click here to approve REQ0011630

Click here to reject REQ0011630

Click here to view Approval Request: LINK
Click here to view Request: LINK

Summary of Requested items:
RITMO0011944: 1 X Optional Hardware at $392.00 each
Options:
Requested for = Tamil Selvi Vellingiri
Opened by = Tamil Selvi Vellingiri
If any optional laptop hardware is required. please select below. Note that all items will be expensed to the Requested For's cost center and must be approved by the Cost Center Manager. =
Select required hardware = HP Printer - Black/White - Must also order Printer Cable from list below, Dell Laptop - Extended Battery
Please use the Notes/Comments field below to justify this request for your cost center manager. =
The shipping address is based on the Requested For selected above. Review and change the address if needed. =
Shipping Address = Dallas TX
17855 Dallas Parkway
Ste. 200
Dallas, Texas 75287
Phone number (used for shipping label and follow-up configuration calls) (Enter 10 digits only - No dashes or spaces) = 234-986-4367
Notes/Comments = Testing.
Enter Shipping Company =
Enter Shipment Tracking Number =
Order Guide =

Comments:

Ref-MSG0043904

A. Amount >$0 if an expense item is requested. These requests will require CC
Manager approval.

B. Approve/RejectLink. Click ‘Send’ on email that pops up.
C. Details of Request.

Get Current Ticket Information

Request IT Services or Equipment Report an Issue Requests Delegates Asset Reports « ™ Cart Mireya Medina

est [T Services @ Knowledge Base
ment B 2 and search for articles

correctly

Current Status My Service Requests My Surveys

You have no surveys to take
I No system is reporting an issue

My Open Incidents

unab delete emails

Tiger Text
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From Home screen, click on blue text hyperlinks.

Home » Ticket Form

unable to delete emails

Type your message here...

Evelyn Castro
®2dago

Remote-Support-Mireya-Medina-&#64;-LTSHTG3G2-
20210129151424.png
B1KB

Evelyn Castro
@2dago

INC0539322 Created

Search

@

Send

Agent working on this Incident:
Evelyn Castro

I o

Number State

INC0539322 Resolved
Priority Created
P4 2d ago
Assignment

group

Service Desk

Set up Google Maps API

Remote-Support-Mireya-Medina-
@-1TBHTG3G2-
20210129151424.png (81 KB)

&S %
2d ago

A. Comments can be added to the ticket here.

B. More detailed view of Incident response and support work notes provided on detail

pages.
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Incident Communication with Support

= & ¥ |5 RE: Incident INCO028441 has been opened on your behalf - Message (HTML) | o | B i
Message b e
From: Greg Cantrell Sent: Mon 11/25/2016 12:41 PM
To: AccentCare Service-Now
Co
Subject: RE: Incident INCO028441 has been opened on your behalf
J)_‘Q---|---1---|---2---|---E---|---4---|---E---|---5---|---F---|---5---|(\|ﬁ|
= T T T T T T T T T T T T T T T T T =l
-
TEST
TEST
TEST

Add at TEST note to this incident.

Thanks,

Greg Cantrell, PMP | Senior Project Manager

AccentCare, Inc. | 17855 N. Dallas Parkway, Suite 200 | Dallas, Texas 75287
Office: (972) 201-3785| Cell: (214) 799-2784

gcantrell@accentcare.com

From: IT Service Desk [mailto: accentcare@service-now.com]
Sent: Monday, November 28, 2016 12:28 PM

To: Greg Cantrell

Subject: Incident INC0028441 has been opened on your behalf

INC0028441 - REQOO013279 - task wasn't automatically
created for item

An incident has been opened on your behalf.

You can view all the details of the incident by following the link below

‘ ake me to the Incident] ‘

Thank you

Ref-MSG0129959

-

|:| Greg Cantrell |:||:| ~

Be on the lookout for updates and/or questions from support on your submitted issues.

Response to this email will place your comments directly in your ticket and provides
information to support.

Tips to improve your service experience

General

1. Make sure to include your Contact Phone Number. Many of the service request
forms have a required field for contact phone number, add one evenif it is not
required. Include the contact phone on all inbound emails to the service desk if
a signature line not used.

2. Call the Service Desk directly (1-866-364-891], use the Priority line) for High
Priority Issues. Issuesimpacting large groups of people are considered high

27 accentCare,
ServiceNow Portal Interacting with IT Relmagining Care, Together.
User Guide 2022 ACCENTCARE CONFIDENTIAL



priority. These can include phones down for a branch or application (app) is
not working.

3. Use the ‘Report an Issue’ link on the Service Portal instead of sending an email
to the Service Desk. Sending an email will create unnecessary delays.
« This form will route your issue to the appropriate support team much more

quickly!

4. Use the Service Catalog and create a Service Request when the applicable

item exists.

5. Avoid sending emails to servicedesk@accentcare.com for application access,
hardware requests, and onboarding/offboarding. Sending an email will create
unnecessary delays. The Service Request forms gather all required information
to provision request and will route your issue to the appropriate support team
much more quickly!.

6. Avoid using the General Request when the exact catalog item exists. The
service desk forwards these request manually to the correct support person
AND many times some required information is missing. This manual process
will create unnecessary delays.

Service Request Approvals

All manager approvals must be complete before provisioning tasks are generated
(and work begins) for service requests.

Laptop replacement requests

Before requesting a laptop replacement, call the service desk or create an incident
on the problem you are having. Troubleshooting “in place” can resolve many issues.

User Onboarding

If the office manager is processing the onboarding request, the manager should
forward the IT onboarding email notification to them to initiate the process.

Windows/email credentials are sent from ServiceNow to the manager. Passwords
for systems such as WorkDay, AccentCare University and HCHB are sent from those
systems directly and are NOT part of the credentials provided in the onboarding
notification.
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