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MEld 7| =& Business Area

dE A} IT Service

02{OrA S A EAHIT
Service (Since 1996)

- IZEMA YA S
-. New Trend IT &

-. On-Going Support
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ServiceNow

ServiceNow L} E L
(Premier, 2021~)

- ITSM A/ =
-. ITOM/AM A& &

-. ServiceNow SP (
Service Provider)

03

Biz. Application

Enterprise Business
Solution M| S

-. PI & ERP
Implementation

-. Oracle ERP
I} E l{(JDE)

-. Web/Mobile Dev.

04

Intra Distribution

7= (VEEAM)
-. Cloud (OCI) 9&
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Best Practice =&2| IT29Y Mzl A= 2AAIFEHO| Ee| U M=
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MAFARX
FE T M Eot 9 HASK

(Access to Program and Data)
Service Desk

T2 R

Monitoring ( On-Prem. / Cloud) (Program Development)

Monitoring ( HIE®IR / 22t/ 7|E})
T2 HE

Database / Data (Program Change)

AERE/ AE 7 BTk 2 HOE 20

(Computer Operation)

=

Project Mng. Tool / Y&

S8

HE &2l / Source £ 1,23... (Application Control)

ETC.
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IT Governance 2 &

(Compliance 8= &
HtHSE Governance
ITSM KPI 7|gF 22|
29 £9)
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IA[EE
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(Request)
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IT Xpab/MHE| A 22| 2 - CMDB

« CMDB(Configuration Management Data Base)= 7+ Z2|E X|fE F5o =2
=89 27 & OOl | O] AR L T

« CMS(Configuration Management System)= CMDB, 12|11 CMDBO| H|O|HE
MESHAHLE CMDBL| HIO|HE AH|St= B = 7|Ef A|ARZ Z4S= A|ARIQLICE

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 15



ServiceNow — CMDBO]| 8= = Q= Benefit

/m\\
/ _ N\
y Service Security A
i y Catalog Operations N
§ Service Governance 2
// Portfolio ?\EALT/Y Risk, and \
) Management Compliance
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IT Financial Application
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/
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ServiceNow -

« Cl &M EE
- Cl Health Status

- #HE O[H(SA)

« Level 1
Dependency HA

« Cl Update 7|2
Ribbon HEHZ
A
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CMDB E2}<X{(Browser)

Cl updateZ7| :
ribbon widget

Inux100

® | INC0010008

CHGO0000091

Details

[nux100 ©

Class

Linux Server 2019-03-11 02:38:52

Updated Status
Installed

Dependency View [7 Cl Timeline - Last 14 days

ClDashboard [7 Level 1 Relationships

New Incident INCO010008 with Priority 3 - Moderate.

salz3

Cl Health
Now 25, 2019 8:42 PM
Used by - Business Service (2)
Bond Trading ?
Client Services
0 Critical Incidents Runs - Web Server (1) il Wedia Fi'15 Nov 17 Tue 19 Thu 21
of 1 Total Incidents apache linux den 200
Lastupdated 2019-11-25 20:53:44
. Show Legend ~
Details Change Requests (6) Incidents Tasks {9) File Systems Software Installed more ¥
2
Change Requests 6 v
Last refreshed just now
Number ~ Short description Type State Planned start date
CHG0000091 Update /etc/network/interfaces to incl... Normal Authorize 2018-11-10 19:30:00
CHG0000081 Update [etc/network/interfaces to incl... Normal Autharize 2018-08-29 19:30:00

Maon 25

Timeline Icons:
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Cl C|AHH 2| ZE2 M|2A(Discovery Process)

How should I classify
you specifically?

Are you there?
How will | classify you?
mmm|  Network Adapter

Local Area Connection

SAL Server Analysis

@r Se
1 - Al EH -
o Ak 3. H_IEE5|(I7d<SQntIf|¥)#5}
. TE W | (B s =) e e+ ERE ST
-w2k3-sgi01-51 T |- ID OE T™d
- ClI g% 075
CMDBO| Al =2l

0@ Disk 7
Disk Partition
Disk #0 Partition #0

M (Explore)

A SE oiers Have | seen you ‘
30F M2l 2

DB OO0l E

@ MSSQLSERVER@v-w
2k3-sql01-51

4.

0z gm

What else can you
tell me about yourself?

40

m\l
=

0
<
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CMDB A=

As-Approved vs. As-Discovered

/_________7
\___________

T
__———--/

Cl

4N\

/
Cl Windows Host

Cl

Attribute

OS Version

Desired State

Windows 6.3.9600

Actual State

Windows 6.1.7601

Attribute

Memory

Desired State

8192 MB

Actual State

4096 MB

Attribute

OS Service Pack

Desired State

Service Pack 2

Actual State

Service Pack 1

Attribute

Disk Space (GB)

Desired State

85899345920

Actual State

42949672960

\__________

servicenow.

=ato|of

2 (Compliance)

IRE(Identification Reconciliation Engine) &

Short description

Run Audit

A X Discovery=l CI2}

o 2

I:O“ 7|EE| Cl

o = 2K = I

thsk x| 2

Audit Results (154)

= AuditResults Goto Created

< Audit Results

£03 Q. Created (&
@ 2015-05-18 14:48:55
@ 2015-05-18 14:48:54
@ 2015-05-18 14:48:54
@ 2015-05-18 14:48:55
@ 2015-05-18 14:48:55
@ 2015-05-18 14:48:55

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.

Windows Servers must have the desired state of memory

Follow On Tasks

Document (v)

Computer: FileServerFloor2

Computer: 4500S-021127

Computer: DCO1

Computer: DatabaseServer2

Computer: BACKUP2

Computer: DAVIDGWXP

State (v

Certified

Certified

Certified

Certified

Certified

Certified

19



C|AFHHE[E B0 MH|A DE2 =

Infrastructure & Application Discovery

—

Load Balancer i s s s ssEssEss
—

Web Server s sssssEssEss
—

App Server SssSssEsssssEs

KE=E Al
Database s sssssssEss v v HI|Q &t

== 7|
=

=)
sSesewe

Virtual Machine s ssEsEss

- -s

Host SssEEsEs

Dependency map Of| A{
o MH|A BHO| AMH
olZ M X|HEl S5 9| “contains,” “hosted on,” and _L|:_IE|_|:‘I| gi E1| %-I le

DE L AM other dependency =5 StAsle &
relationships & nodes EA| S
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HEHE W vs. AMH|A T (Discovery & Service Mapping )
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Service-Aware CMDB - C}st &t 4 5l §
ServiceNow Discovery2} StoreE &l 9071 Ol &£& 4 ¢ X[ &

& Google Cloud Il Microsoft kubernetes

Azure .
L a l ee
(SIBMCloud  gq P9 7
e} BIGFIX Viss amazon CLOUDF@UNDRY
b System Center
Configuration Manager
Ao @ Qualys. Informix ,
ForeScout sorware - \JERITAS
¢ TANIUM. ivanti -
RAPIDD (A
Otenable A jamf ‘ PRO altiris
“ \) APPDYNAMICS
EMC: ! (JSILON
NetApp- A

dynatrace
O rPuresToRAGE

-
solarwinds *

DEALEMC HITE
c1SCo SllEvC Juniper @
—
Hewlett Packard =T .
E:'xe’rgriseac ar e vmware @ redhat

MH|A 2
HlO| & 2t

ServiceNow, the ServiceNow logo, Now, Now Platform, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc. in the United States and/or

other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Containers Serverless Microservices
— — O
— — O
Servers Cloud Virtual Servers
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Correctness

Compliance

@ Health
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Now Platform -
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&2

(ITSM + ITOM )

Enterprise Applications TMAF CK| & AH[A 22| A mmmmmmmmmmmmmmmmmmees
ANH|A 2| . :
I - = Mobile
DLHE AA ~ /I\
splunk- =z & 9 - )
?EI
ﬁ'l ' ’ IT Business IT Asset Enterprise Security @ --mmmmmmm s s s mmm e =
e Management ~ Management DevOps Operations 273 g ".;I'
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X1
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€ (<)
% ZABBIX = HR Service AL CIXE Customer Field Service AMH|A By xl-
Delivery M| A B2 Service Management = =80° o
System Center Conversational 3t
LA ﬁl B Q
Now Platform® J H|
vl , --------------------------- .
cisco L Event Workflow & Inteqraticns Mobile Service Connected Enterprise
AppDynamics Management 9 Aware CMDB é
3 bmc | A A tﬂl
fruesight Puise Knowledge & Machine Developer Reporting & ao
solarwinds Service Catalog Learning & Al Tools Analytics <
Enterprise/Third Party Data Feeds I I IT Applicatior‘ Infrastructure ‘ ‘

Y | LA ST | 2AA | ERP | OFAE..

- w —
Dynamlcs 365 Adnhe

Configuration Automation

puppet # python’

vmware

ahazon

Cloud Management

G ~/
[N
IBM Cloud
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O| & X Ol IT Service Process &
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HAHEQ}t Knowledge-
o
K| AlS A . SLA KP| 9
PINEHE l;iE 1 s o[at o= Q&A Dashboard base gap for
2} TI= = =l incidents
FARRE B1E ANEHE MHS PINHE F¢ 45 XtAHOf 7|Hte 2 Key KPls &HA| XA 22| 4XHE
AlEHS D 2Bt X| A W= = Email Alert HE Y HE ZLHE: B s Z5H7| /sl
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QIANHE M . = i 2N
= Email metrics

Clustering

Similarity

servicenow.

» Agent workspace
= portal

Classification

Classification

NLQ Model

= 7|5 metrics
» 2 metrics

KPI AFA| ZHA|
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AskMe ITSM/ITOM Application Diagram

Mg Mg . - = —
Solmn RIETEEC) : 4
ITE=3F= / ’m] T SR (MR ET|S) IT 22| &2 51 é_ﬁ_ i
! CIo T 7|2 T 2B
Agent Mabile ‘ é¢eeo ‘ ¢ceceo
MH|A YA ZEHAgent Workplace) Dashboard/2| 2 &
=g
. ME|~ 23 Zof . | =UEy e ||| MEIZES e HEH 2
4B | Tuamal | masme | VPBEH | gomy | B2ME | goyay | BUHE s
RS RS e
o o H FetEa At = s Heleg
O | =oves 28 Aa/mE 5 S S nyme | SIS Eae aga || ey | TS
o O — [y o
QO  zoes MH|A/Task 25 22| © ztofjara o o rjaka o - EES T
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xHO| EFD =8 boEl B S 7
) Q/20 B4 RE/2 M T | - er wyme | 300 wa yame |FEEEEY
h K|z
HEEEA axHz] BEE zo Bt 22 Hym e oo 2G| HBEa=
e sgmal || mApme 3 M2 7 Add=del | KDB Hel d4/ma || memal
Mobile
L= e
ITSM Workflow(5 21/ Z )
Workflow Al Workflow S

Workflow &2 Workflow & A

DEnrel 2e|

9 T ‘ CMDB ITAR&E 242
SRIAtE
HIAIE TdE= CZF AAEE AR RS
SE/&E 23] == 347 o]
ITAHH(TE) Knowledge ITA{H|A
B g= S Elpsi] ApAbIMEE |
: - . % /jﬁ 77| | LifeCycle 22|

TMELE0E | | VDB 2

CHRO{X| 2
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xo-IE EE"

2| CHY : M / HER3 7 AE2|X| / SAN Switch / Tape Drive
Q MH 0|2 MG XZXAL DO FQ AMY A|2|Y HMS MA|Y
=

Af, @I, 3 Mz, 2 OR2E K], 2782, MAZA

I 477 4

g2 e

ZH| Hardware Sorin =g ®My
e

=

=] Server

74

Network

22| CHAF - Windows server, Linus server,

22| Ci4 : Switch, Router, AP, Security

ESX server, Hyper-V server, AHV host F8 ¥H . 49 Device type, Host

8 dH : 49 Server type, Host name,

name, IP address, Community string,

IP address, OS, CPU, Host server 0| £, otEZ0] O] &

SIESIOf Ol F, MH[£ O|F

« O{Z2|AHO|M AAE HE = "Application Service” = 22|

S : 2] LA : H| =LA O E 2| 0| A|AH
Application Service =0 ME 0|2 MY HELIA TQE, AR B0l AlE
A, 22X, MARA

[ 1 —

*) ITOM Discovery 7| ‘d’d3t= Asset / Virtual Machine Instance / Application Server / DB Instance &=

SES R

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.

30



ME T2 M| A 7|6t IT MH|A Siztof CHjot
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flot TEMA BE|RF EY HAIZE MH|A e HE NS o ASEHENIT 7Y 2 22 - L0 X|JA2E 3lQ
« Work #2| 7| F7t2 1T Hiolge Mo 2k Holol = MH|A HS 7hs
SR MM HF sz =0l

N A ' Q '
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AskMe - ITSM 2™ O|A| - CHA|EE (1/2)

ask me 2 Goto Service Portal

v [ . ™

HEIZE FE7H gojor2 HA
o LH miL E =0 %]
Lol 50| EootHac S5 T RY BHE BEY) HRhE FH M2 2% A%
0 s89 27 A6 w0
. ﬁa = ﬁﬂ |.E EH:I-K SHCF IEORE EE‘L = s = = 7 _E_E
» .gE" ﬁ_?_ ‘gﬁlf gg}ég gg% D|E oo | © g == |'Ec: eSS o -r| |-rr f
Lte| a|H7t 2ot yAc 5= (HIO 2LE) ]
0 =5 ITS1_PE 1n |
w
» Y= 4 ©Y% H24Y TURE L ITS1_SC 7 %—H
ITS1_WM 6 &
(SCEEEEEEN ECE EEE P - ®
TS2_AE 5
Service Requests 74
TS2 1A 10
ms3 31
. ITS_INFRA 1
Service Request Tasks 12
Manager_App 1
PIS 1
(HIH S AskMe Inquiries M GIoIE A2
sles 82 GO S9! TR PC ara
Works 34 A| 251 HE (05, DB) mE9| B 1T inquiries EX
172
U S HEE A v
27 Yl
ANEE 2 ©7 sus zuze zTnew mEs B2 e =s vles uedggE M= as ds
DIE 80
ClER=E=S) 19
1
H ITS1_PE 29
HE 14 . 12 20
TS1_SC 10 2
3
ITS1 WM 3 - 9 : ]
w40 a1t 10 i
Change Tasks 0 ITS2_AE 4 0 5 5 % : £
o
o |2 EI R G g
TS2 1A 2 o 3 2 .
5
Ts3 76 2 o1 o) [ =
24 95} = 1
Problems 0 9 10
PIS 12 . &
® stee - . a1 EERPER  eaeainen . KB
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AskMe - ITSM 2}H O|A| - CHA|E E (2/2)
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ask me @ Goto Service Portal
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AskMe - ITSM 2}H O|A| — A{H|A F}EF2 1 for End User
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AskMe - ITOM 2} O A| - Service Mapping
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AskMe - ITOM 2}H 0| A| — Health Check
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Questions?
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