The Cooper IT team recently launched the ServiceNow portal to provide you with
a quick and convenient way to submit and track your IT requests (i.e. access to
folders, creating an account) and non-urgent issues (i.e. a program or other
application that is not working).

ServiceNow makes your interactions with Cooper IT easy.

Here’s how it works:
Frequently Asked Questions:

e How do | access the ServiceNow portal?

Click the ServiceNow icon on your desktop or use the link on the Pulse
under IT Links.

Once logged into the Cooper system, you are automatically able to access
ServiceNow.

If you are not in the Cooper system, you can log into ServiceNow using your
Cooper network username and password.
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e How do | use the ServiceNow portal?

The website is easy use. The first thing you will see on the website is a
search bar for you to request help. Just follow the instructions provided.

How can we help?

How can we help? Q

ServiceNow Tutorial

Click here for an educational video about the ServiceNow Portal Page

ou are experiencing an urgent issue - Please call the Service Desk at 856-968-7166
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Click here for a tutorial video that walks you through reporting an issue and
submitting a generic request via the ServiceNow portal.


https://www.youtube.com/watch?v=7Xn24fWD_cg&feature=youtu.be

e How does using ServiceNow benefit me?

Submitting a request or a non-urgent issue through the ServiceNow portal
is the fastest way to ensure that your needs are met. ServiceNow requests
are created directly in the system, while emailed requests can take an

additional 24 hours for manual entry.

Through ServiceNow, an IT technician will be assigned and you will be able
to communicate directly with your technician, speeding resolution of your

request.

You will be able to view your IT requests on ServiceNow by clicking My
Open Incidents or Requests button.
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e What is the difference between a request and a non-urgent issue?

A request is for something new. For example, you may need access to a
folder or report, or you may want to create a Cooper account for a new
employee.

A non-urgent issue is for something that is not working. For example, you
can no longer open Outlook, or you are unable to access a drive on your
computer.

Simply click on the yellow Need Help/Request Change button for most all of
your requests and issues or simply use the Search bar. Quick and easy.
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¢ | have a request that doesn’t fit any of the suggested categories or
services. Where do | submit it?

For unique requests, simply click on the yellow Need Help/Request Change
button and then click on Change Request. Type your unique request or
issue and a technician will be assigned to your ticket.
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e Can | submit a request on behalf of a colleague?

Yes! Both you and the person you are submitting the request for will
receive notifications about the status of your request. You can both also
follow up with the technician(s) assigned to your ticket.
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e When should I call the IT service desk instead of using the ServiceNow
portal?

IT issues that must be resolved immediately require a call to the IT Help
Desk.
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e What if | need additional help with using ServiceNow?

Simply click on the yellow Need Help/Request Change button.
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Under “Select area where your issue is present” select ServiceNow Portal.
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