[image: Fermilab logo] 	                                                                                                  SNOW Project Doc 

[image: Fermilab logo LH size]









Computing Division 

Fermilab Service Now Documentation

Version 1.0
1/19/2012


DocDB #






PREPARED BY:
Name: Tim Doody, Tim Currie, & Marcia Teckenbrock







Document Revision Log

	Revision
	Description
	Effective Date

	
	
	

	
	
	

	
	
	










Introduction:
The purpose of this project was the purchase and implementation of an “On Demand IT Service Management“ service called  Service-Now to replace Fermilab’s current Remedy Service Desk tool.   Service Now is a “Software as a Service” or SaaS solution.  The Service Now service will be maintained offsite with daily uploads of Fermilab information and with users interfacing with Service-Now via a web interface.   When Service Now is put into production – Remedy, currently run and maintained onsite will no longer be the Service desk tool for Fermilab	and will be shut down.

History:
Service Now was put into production on October 19, 2011.  After an initial period in which both services were run in parallel, the Remedy service as “Read Only”, the Remedy Server was shut down on December 13, 2011.  Before the shutdown of the Remedy service; the Incident, Problem, Change data, along with the Knowledge base were imported into Fermilab’s new Service Now system.  Only designated Incident attachments and Problem attachments were imported.

Architecture:
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