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ServiceNow Hands-On Lab Module: Incident Lifecycle Simulation 

Deliverables 

1. Screenshot of the incident created in ITS User’s portal. 

 

 
 

  



2. Screenshot of the incident being worked by ITS Agent (agent view). 

 

 
 

  



3. Screenshot of ITS User’s portal showing the ticket resolved. 
 

 

 

  



4. Screenshot of ITS Manager’s dashboard or reports. 

 

 

 
 

  



Step by Step Explanation 

Step 1: Request Your Personal Developer Instance (PDI) 
Request PDI and set into Yokohama. 

 

Step 2: Create Three Users 
Creating 3 user, User ITS, Agent ITS and Manager ITS. Set the password and assign the role. 
And then set the new password into Yeswecan!17 for all users. 

User ITS 

 



 

 

 

 

 

 

 



Agent ITS 

 

 



 

 

Manager ITS 

 



 

 



 

 

Step 3: Log in as the Customer (ITS User) 
Login with ITS User and then search Incident in the application navigation. Create an 
incident using New button in the top right. Fill the incident and submit the incident. 

 



 

 

 



Step 4: Log in as the Service Desk Agent (ITS Agent) 
Login using ITS Agent and then go to Incident on the left panel. Look for the incident have been 
created, fill some fields and type a note. Them, set the state into Resolved. 

 

 



 

 



 

 



 

 



 

 
Step 5: Log back in as the Customer (ITS Agent) 
Observe the incident, and see the status was changed into resolved by Administrator. 

 

 



 

 

Step 6: Log in as the Manager (ITS Manager) 

 

 


