Knowledge Base Module in Service-Now

Tutorial

CERN, September 2012

Nicole Crémel, IT Service Management



Agenda

* Basic concepts and demo in service portal (search KB articles)
» KB Process, Work-flow and Roles
* Functional Review, Layout Review and Publication
» Create or Revise a KB article — How to:
v’ Create a new submission for a KB article
v Review or correct a KB article
v French Translation of KB articles
v Un-publisha KB article
v" Quick edition (for Functional Managers)
v’ Create KB article from a ticket (RQF or INC)
» Mail notifications
* When to review an article?
» Key role of Functional Manager
« Some useful “Tricks and Tips”
« Documentation

* Questions ?
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Knowledge Base — KB module in SNOW )/

What is the Knowledge Base?

“Collection of Tips and Tricks, Frequently Asked Questions, Recipes, etc...,

whatever can help users and supporters in resolving a problem,
or answering a question/request.”

KB module access from the tool (for supporters with ITIL role)

Welcome: MNicole Cremel

>
voe filter tex ~+*
oo SR Knowledge ¥ Goto|twmesr vl Q

Service-Now module
“out-of-the-box”

b
L

Business Services ¥

Self-Service ¥ ¥ All=Original submitter = Nicole Cremel = Workflow = Publishec
L wy Dt iork RRL | Mumber| < Tite [ < Auhor ||
+ Some CERN customization KB0000142 Accessto  Stephen Gowdy
. Incident b4 D ’f'& CMS
to fit our own needs (complete Reauest Fuimens ;] 8 rypemens
= KB0000143 Document Micole Cremel
S

revision made in July 2012 to NOW module = Knowledge Base

NREEEREEEDDO

- Project
include many requests for |
Sevice Cating ® 0% KBO0000145 backspace Micole Cremel
Ch a.n g eS) Knowledge Base a ] key
KB0000146 ATLAS Steve Lloyd
(3 Search . . O G Computing
) My Published Articles Warkhook
Wy Expired Articles
My FEs Published Articles 0% KB0000151 f:\TLﬂLS . Jaroslava Schovancova
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Quick demo in service portal

= Access to KB articles via CERN Service Portal (CERN Home page)

77777 Safety 2
cern.ch/service-portal at CERN

CERN European Organization for Nuclear Research

https://cern.service-

o s s~ Jiioe_—— iccclmon sevees ] Connun now.com/service-portal/
FH T BE T Experiments & Organization Accelerators & technology sector Media &

E'éu Ezs F S Research Administration Accelerators, Machines Press Of

T Library & Archives Jobs Newcomer's guide & Technical Facilities Public W

o Search results for email

= Search and retrieve KB articles Vo can confisire <evaral sspacts o he ssarch resUs i yaur prefarences

Cannot find what you are looking for? Look at the search tips or tell us with the Feedback form.

in the Service Portal e s s

# Report anincident " Submit a general request @ KB articles
All matches, by type: (34)

Service. This service provides and supports email, electronic fax, SM5 and cal
# Actions (3) users including spam filtering, backup and restore services, definition and as
Found keywords: email

@D Services + Functions (&)

Describe your issue or search for a service: @ 1nformation (0) @ E-Mall Infrastructure
Search Examples / Help Searc h @« articles (25) # Report anincident  # Submit a general request @) KB articles

email Q @ All results (34) Function. Provides Electronic Mail Services to all CERN Users. Service includes

17 H kL mails, staring them with safe backup/restore procedures, filkering spam and
Report an issue # emal Found keywords: email, email

# Send an email to Printshop &
External action. Click to perfarm an action outside the CERN Service Portal.

9 Knowledge Base Articles for Service Element: E-Mail Service
]

This page lists all the Knowledge Base articles related to the Service Element E-Mail Service.
There is currently 1 article available. Click on the article to read it.

Topic: None
@ KBO00D1173: PROCEDURE pour le Service Desk: que faire avec les tickets SNOW Spam et phishing?{Visibility: Specific groups]
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KB Process and Work-flow (picture 1) y

Creation or Functional Layout
Revision Review Review
l I [ Published

Creation or Functional
Revision NAEY
8* 8

[ ]
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KB Process and Work-flow (picture 2)

)

~/_ 7\ [

From « Detailed Process Documentation » (file CERN Knowledge Management.pdf)

https://services.web.cern.ch/wiki/detailed-process-documentation

) 4.0 Layout Review
Creation or i
Revision sbmisson [€
(SUBnnn) ReVIeW 5.0 Fit for
¢ purpose? &
* ;;niit: " ne v
Functional Published ‘ 6.0 Publish Article
REVIeW 3.0 Fit for (KBnnn)
purpose? A i
Back to Submitter
Yo 7.0 Article
v Reviewed in 12
months
4.0 Layout Review
No

i 9.0 Article
Archived 8.0 Archive¥
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KB Process and Roles Y

Who is who in the Knowledge process?
Author, Submitter, Functional Manager, Layout Reviewer

= Creation or Revision:
create new KB draft or submit KB review via the SNOW tool
o Any “supporter” (with login access to the SNOW tool) can create new

submissions for new articles attached to any FE or any SE
(submission is a “Draft” article)

- will be registered as author and original submitter for this KB article (see
next slide)

o The FE Managers or the “original submitter’ can initiate the revision for a
published KB article

= Review and Approval (before publication)
o First step: Functional Review by the FE Manager(s)

o Final step: Layout Review by a restricted set of persons from the SM
teams (IT or GS) who will validate the publication
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KB Process and Roles Y

~/_ "

= QOriginal submitter
Person who has initiated the creation of a new article (registered in KB and it never changes)
Revision of articles can be “submitted by” the original submitter or the Functional Managers.

Author
No active action in the process, it is just an information (person who has provided the
“knowledge”)

Note: “Submitter” is not necessarily the same person as the “author” (but, by default, it is
the same person and it often stays like that, unless “author” is changed manually).

Functional Review
By “Functional managers” — for all articles attached to the FE they manage (well-defined
support group): first check and possible changes making sure the article is correct

Layout Review

By few people from SM teams (IT and GS): last check from the “User point of view”
before publication (check for KB consistency, language, is it understandable?, etc.)
NO “crucial” changes will be made at this stage!
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KB Process and Roles

End users can only:

(viathe service portal)

» Access and read KB articles - depending on the “visibility” parameter (explained
later)

* Provide feedback (per article)

This page shows the contents of 3 Knowledge Base Article.
These articles might help you when trying te find 5 sclution te your issue.

EDMS Account at CERN

20000517 - Publichad an 31 August 2005 Lact revizad an 05 Juns 2012
Functhans DME Suppart & Consultanc o) parmmalin
Tapic: Mane
WIS ISy CERA
] rt

Question:

How to Obtain an EDMS Account ?

Answer:

Please find the information in the CERM EDMS FAQ web site available here.

Please provide feedback about this article: Was this helpful?
Yas =
Mot ratad
Vour Saaanack Wl Ba sant anly f0 SenoA FRSJOREINR B EIE antheAa T Wil nat 5 AuSheT I tha CERN Sanwoa Rortal Mo ma natitcation wil Sa sant fo pou
Submit
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Functional Review

= By the Functional Manager(s) for the FE defined in the article

= Can be for:
v' a new article submission,

v’ or to review a published KB article (submission for revision)

Example: Submission SUB12440 for the KB article KB0O001186

% This article will be reviewed by the Functional Manager of ServiceMow

Manage Attachments (1): ] Visibility.png [rename] [view]

AY
Mumber: _@_ILELJFHEMU Generated Article: @ |KEH]DD11BG L:‘@J P
@: @ > Submitied by | S
| Senice Element: TF'rI:u:ess Application Support |C& = E1Cg Author @ |Ni|::|:ule Cremel |CL[
SE <-» FE Relation: |A+: Process Application Support <-= Sewicel*|<:kl_=‘@ Assignment group: |Sewice[*~lm~x Functional Manags
| Functional Element: | SeniceMow QEG  Visibility: @ |CERN v|
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Functional Review

Possible actions:

= Back to Submitter: return submission back to the person who made it
requesting some changes (please write some explanations in the work notes!)

= Back to KB article (Cancel Submission): refuse the new submission and
go back to the original KB article
(or cancel a new article if not valid)

Fmas o f 1 . »»
|-.,A SUB12440 - Ticket visibility in Service-now | | & Home = Feeds (1) [~ Read Mail = Print ~ Page - Safety » Tools - @I Help -

Sa"e<| Back To Submitter | |_ Submit for Layout Review

[€BKB Submission = Required field

Back to KB Article (Cancel Submission) ‘I = |

% This article will be reviewed by the Functional Manager of SeniceMow

Manage Attachments (1) &| Visibility. png [rename] [view]

| Number: @ [suB12440 | Generated Atticle: '@ [KB0001186 e

[ status: &@ |Functional Revie Submitted by: @ |:‘;;:=::e Cremel Cg

| Senice Element: |F'rucess Application Support |Q = E1Cg Author @ |Nicn|e Cremel |Q[
SE <-= FE Relation: |A+: Process Application Support <-= Sewicef‘|(l|?'g [ Assignment group: |Serviu:eN0w Functional Manage

| Functional Element: |Sewicean |Q i) Visihility: @ | CERM V|
Functional Category: | |Q [ Portal preview: https://cern senice-now. com/se

[ Language: English [ Article guidelines: https-//cemn semrvice-now com/s:
Next Review Date: @ [17-08-2013 |

Valid to: 01-01-2020 = Page 11




Functional Review

= The Functional Manager can also edit the submission and complete it.

= Finally, to validate the submission (changes are made and SUBnnn is OK):

Submit for layout Revie
@PA Page = Safety = Tools = @Help -

_| () SUB12440 - Ticket visibility in Service-now |_| fegHome  + [ Feeds (1) [ Read Mail ¥
KB Submission = Required field -
ﬂhis article will be reviewed by the Functional Manager of ServiceMow
Manage Attachments (1) &l] Visibility.png [rename] [view]
[ Number: @ [suB12440 | Generated Atticle: @ [KB0001156 @ |
Status: @ |Fu nal Review o> Submitted by: @ I:‘.iz:::ie Cremel i)
| Senice Element: |F'n:ucess Application Suppart |Q,, = E1Cg Author @ |Nic0|e Cremel |C{f
SE =-= FE Relation: |A+: Process Application Support <-> Sewicef‘|Q i) [ Assignment group: |Sewicean Functional Manage
| Functional Element: |SewiceNDw |Q Cg Visihility: @ | CERN V|
Functional Category: | |Q,, [ Portal preview: https://cern.service-now.com/s:
| Language: En [ Atticle guidelines: https_//cern.semrvice-now com/se
Next Review Date: (@ |17-03-2013 |3
Valid to: 01-01-2020 |
[ Title: |Ticket visibility in Service-now
Text:
(I«w-m ] [ o aeom B F 1] IEE = = | = = &= {E|Tﬁ|®ﬂ||ﬂ=|ﬂ|aﬂf|=|—|htmllﬁ >:Z Page 12




Layout Review and Publication )/

N7\ [T

= Only few people in the SNOW group = “Knowledge Layout Review”
- members of SM teams (IT and GS) — can make the “Layout Review”
and can therefore “Publish” a KB article

(They are the “moderators” for KB article publication in the service portal)

.Y

(€M Group Es

Mame: |Knnw|edge Layout Review | Types: Knowledge Layout Reviewer

= SUBnnnn will become KBnnnn —

Main type: |Knnwledge Layout Review 5@

Mumber of members: |9

Description: S

Member of this group are able to publish knowledge submission to KB knowledge

* Special case (exception in the work-flow):
When “Visibility” is restricted to “Specific Groups”,
NO “Layout Review”

— The FE manager(s) will have the last word for publishing the KB article and
to make it visible in the portal for a restricted group of users.
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Create or Revise a KB article Y

~7_~"
* Creation or Revision: finoviedgs Base A
(G Search
[& My Published Aricles
i » I My Expired Articles
- F)raﬁ k_noyvledge items are referred as 5 M FEo Published Aricles
Su b MISSIONS (SU B nn n) My Articles Requiring Reviey

My Groups Wark
LJ Wy Groups Feedhack

- ASUB becomes a “KB Article” My Submissions

(KBnnn) ONLY after publication “Submissions >

[ 3
e Open Submissions
NG Closed Submission
L& SuBTm==i quiring my a
= Articles

A

- Article state = “Published”

@ Published

Each time the article is revised a submission (SUBnnn)

is “attached” to the history of the KB article (KBnnn)
(See the Tab = “KB Submission” at the bottom)

Affected Produc nowledge Feetihack (1) || Knowledge Use (39) || Attached to Task || Translated Versions || Functional Elements (2) “
Senice Elemen | KB Submissions (3) |
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Create a new submission for a KB article

= Any “supporter” (login access to the SNOW TOOL)
can create new submissions for articles
attached to any FE and SE

> European Organization for Nuclear Research

Welcome: Nicole Cremel

s

= Submissions / Create New
Number: SUBnnnn (Status: Draft) e
% I?ﬂifalrz‘cuhblished Articles
[ | Iy Expirad Articles

Mandatory parameters:
Service Element
Functional Element
Title

Iy FEs Published Articles
Iy Articles Requiring Reviey
Iy Groups Work

CJ My Groups Feedback

[& My Submissions

[ Knowledge Base Topics

SUbmissions
LF Create New
[& Open SuBmizsions

[(& Closed Submission
— . - ..
< ik |

>l

Save || Submit for Functional Review
Back to KB Article (Cancel Submission)

Cancel Submission il

Submitted by: @ I[Iicsle Cremel Cg 4

@ |Ni|:|:|le Cremel |Q .

QR EFIGG  Visibility: @ |CERN v|
|A: Senice Management Service <-= [T Senrice|QL?'g.
[e¥eal=

[€MKB Submission = Required field

INumber:
[ Status:

i@ suB12431
@ |Dratt

|Sewi|:e Management Service

| Senice Element:

| SE <-> FE Relation-

[ Article guidelines: https:ﬁcern_senﬂce—nnw_cnmf—

| Functional Element:

|IT Senice Management Support

4|

~ Updated « Short Descriptiol

09-08-2012 09:24:39

Ofe

09-08-2012 09:18:34

Feedback on IT SSB
view extended to 24h

fyi - Router upgrade t

@ Intervention

oG 08-08-2012 09:31:28

Adtions on selected rows... v

Ex User Support - Active tickets

IT SSB / FORCE-PU
Service Incident "afs”

- Updated « Short Description

IT Service Management - Active

< i
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Create a new submission for a KB article Y

Optional parameters:

Visibility: to define access to this KB = - flesd -
. - Fartal preview: Public /
POSSIbIe Values' Article guidelines: Supporters s

CERN / Public / Supporters / Specific groups Specific groups
(default = CERN, i.e. logged-in users)

Next Review Date: date when the article shall be revised
(default = 1 year after creation or last review)

Next Review Date: @ |15-08-2013 =]
Valid to- 01-01-2020 =]

Valid to: expiration date (article will be unpublished and archived)
(default =01-01-20)
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Create a new submission for a KB article

~N/
Optional parameters: I Title: Title for KB article {mandatory)
Text:
= Text: “body” (content) of the KB article = @i~ @@ B I UEE=

Details ... Text for the article {optional, only title is mandatory)

© Can include pictures and attachments ! o con et it o
|

wi e
Ny

Metadata: list of “keywords” to be
used by the portal |
“Search” engine s

tutorial, SNOW KB, serice-now, SNOW. Sernice Management, [TIL

Knowledge Base Topic: |Knowledge Base (KB) |Qﬁ@

Back To Submitter Submit for Layout

Knowledge Base topic: give possibility to group articles according to “topics”
(in the list or “New” topic to be defined )

Example, topic = “Knowledge base (KB)”:
https://cern.service-now.com/service-portal/topic.do?topic=Knowledge Base (KB)
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Create a new submission for a KB article

On-line demo (in “training” version):
https://cerntraining.service-now.com

" Create a new submission for a KB article
= Fill-in mandatory parameters
= Show optional parameters

= Save / Submit for Functional Review
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Create a new submission for a KB article

Important to understand (Submissions versus Articles):

= Only a “submission” (SUBNnnn) is created so far
= SUBnnn becomes KBnnn after “Publish”
o Fora new KB submission you do NOT know yet the
“KB number” (KBnnn) of the future article published

o The KB number is given after the 15 publication
(usually after the layout review)

Different for the “Review” of a Published KB article :

Knowledge Base

(G Search

>

L& My Published Articles

Wy Expired Articles

= My FEs Published Articles
Wy Articles Requiring Reviey

Wy Groups Wark

L) My Groups Feedback

L& My Submissions

1 Knowledos Base Topics

= Submissions ——

[* Create New
Eé. Open Submissions
[i& Closed Submission

R .
s@ecubmissions reqinng my

r Articles

| | Feedback
& Published

W

4

¥

The KB article number (KBnnn) is known and kept independently of the associated
new and future submissions (SUBnnn) generated at each revision.

(Continue the demo until publication)
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Review or correct a KB article Y

New articles can be submitted by any supporter, but the
revision of a published article can be initiated ONLY by:

= one Functional Manager OR by
= the “original submitter” OR by
= one Layout reviewer (few people with special privileges)

In addition, the SNOW tool will invite Functional Managers
to perform a revision as soonas the

“Next Review Date” registered in < llext Review Date: @ [24-08-2013 >
i H alid to: (_i__?_______________w =
the KB article has expired Y @ [01-01-2016 &

(Email sent to Functional Managers)

Page 20



Review or correct a KB article

N
On-line demo: lig Closed Submission
. [& Submissions requiring my a
https://cern.service-now.com - Articles

(o Published
(j Knowledge Base Article: KB0O001186 @

This page shows the contents of a Knowledge Base Article.
These articles might help you when trying to find a solution to your issue.

L
= Articles - Published (in the tool) 7

= or “View in tool ” (in the portal)

| :Ar KBOOO1186 - Ticket visibility in Service-now

[€RKnoviodge ~ oo Revew | Unpunisn ] 1 @

| {ekj Home  ~ [ Feeds (3) | Read Mall o Print  + Page - Safety - Tools - g Help -

= Review: launch a new “submission” (draft) for this KB article and start the process
(=> Functional Review -> Layout Review -> Publish)
The initial KB article (before re-publication of the new submission) is still visible to
end-users via the portal

=  Un-publish and Review: idem BUT
The initial KB article is NO LONGER visible to end-users via the portal
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French Translation of KB articles

~/_~

() KBOOO1186 - Ticket vishillty in Service-now | | fajHome - EJrecs () [CIReadMal  @Print - Page - Safety - Took - (@ Heb -

(€M Knowledge Save] Copy for Translation Un-publish and Review Un-publish | il E5

= Possibility to provide “French” version for each article with “Copy for Translation”

= The “French” version is implemented as a “child” of the “English” version :
- Parent = English
- Child = French

» Example: https://cern.service-now.com/service-portal/article.do?n=KB0000759

Knowledge
[ Number:

(’ Knowledge Base Article: KBO000759 / View in tool

KB0000759

This page shows the contents of 2 Knowledge Base Article. |W0rkﬁ0w: Fubl
These articles might help you when trying to find a solution to your issue.

| Functional Element: |F'rint Device Support )

| SE <-= FE Relation: I
KBOOOO759 - Published on 14 April 2011 Last revised on 08 June 2012
Functional Element: Print Device Support Portal permalink I - i
Topic: Nona Senice Element:
vizibility: Public

Installation ou déménagement d'une imprimante locale

4 Back to KB articles I Functional category: I

. Question Details English | Francais | Language: Frenct

. J'ai recu une nouvelle imprimante pour installation en locale - que dois-je faire? ; IF’arent' IKEIUUUU?S?
i Ou je veux déménager une imprimante locale - que dois-je faire? i

i e f

Affected Products || Knowledge Feedback H Knowledge Use (7) || Attached to Task || Translated Versions (1) || Functional Elements (1) ||
Senice Element || KB Submissions (3)

Translated Versions ¥ Goto | Numbsr % Q T to1al
¥ Knowledge

« Published « Topic « Lanyuaye v Category = e
@ KBO000757 11-04-2011 General English Installing or maoving a local printer
—
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Un-publish a KB article )/

|;_§I,KBDDD1135 - Ticket visibility in Service-now | | MyHome v [ Fesds (0 [ReadMal @b Print v Page - Safety + Tools -~ (@) Help ~

[« Knowledge m @ | Copy for Translation | - Un-publish and Review :| | Un-publish | i1 ES

= Un-publish = this KB article will NOT be visible any longer via
the service portal and it will be “archived”

Note: you cannot “delete” a KB article but only “un-publish” it

© In case of “mistake” it is possible to “restore” the KB article!...

See:
KB0001363 - Retrieve an article which was "archived" (un-published) by mistake
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Quick edition (for Functional Managers) )/

Functional Manager(s) - for KB articles attached to their FEs - can
“by-pass”the full KB process (Submission - Functional Review - Layout
Review - Publication) BUT ONLY for small corrections in the title or text

(e.g. typo, missing sentence, etc.) — It should NOT be abused !

mmm) Edit directly the KB article: Title/ Text + Save

T = ED T T I BT Please note:
SE <-» FE Relation: ] Owner Group: iIT Senice Infarmation FunCg 1 th e Layout Rev |eW
Servic-e Element: i Roles: . group Wl” be nO'[Ierd
Functional category: ] Mews Article: @ . « . . y
Language: Visibility: @ |CER Of thls qUICK rev Iew’
Source: ] Portal Page: https-//cermn senice-now. com/senvice-porta 2 The “NeXt ReVieW
Mext Review Date: @ 105—05—2013 Date” is NOT reset
Valid to: @ |[01-01-2016 .
|ITNews Update for Experiments and 1S kept as befo.re
(for a “normal” review
[ ] 5 s=wB I UIESS=E|cc6dF he B2 B process at this date)

|s there a specific IT Mews Update for the LHC Experiments?
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Create KB article from a ticket (RQF or INC)

= Possibility to create a KB article from a SNOW ticket (Incident or Request)
= The ticket must be is state = Resolved — i.e. the “Solution”is filled-in

= Mouse button right- click 2 “Create KB Submission”

.......................................................................................................................................................................................................................................... =
Request Fulfillment = Required field Hl
Manage Attachments (3) plpng [rename] [view] & p2.png [renan Reopen ticket ame] [view] :

ave
New > Classification > Closed
| caller: [Nicole Creme s |RQF0135389 1
| Semice Element: |F'r0c:ess Application Support Templates Pl 303-09-2012 14:47:40 .
| Functional Element.  [Senvicelow Export ;s [03-09-2012 151635 _
* Functional Category: i Assign Label P st &g ‘
Copy URL [
| Assignment group: |SewiceNUw 2nd Line Support _Dpy |
History »
R Reload farm
Request State: | Resaolved v
Visihilitv: @

= A KB submission is automatically created (SUBnnn) with the “Text” pre-filled
with the Solution which was written in the ticket
You can edit this text and continue the KB process (= Functional Review = Layout
Review = Publish)
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Mail notifications \

For all actions mail notifications are sent (as defined by the process
and the work-flow),
for instance, mails are sent for:

CERM Service Desk - MO REPLY [noreply-service-desk@cern.ch]

To: Barbara Brugger; Isabel Fernandez Gonzalez; Mick Ziogas; Patrica Mendez Lorf
Reinoud Martens; Micole Cremel

511E12459: In Knowledge Layout Review

—_—_—————

Functional Review

[The FE Manager(s) will be notified] SUB12459 is waiting for review.
Title: What kind of data should I store in CASTOR?
. Layo ut Review Author: Jan Iven

. . . Submitter: Belinda Chan Kwok Cheong
[Members of the layout review group will be notified]

Please do not reply to this e-mail. It is an automatic notification.
= Back to Submitter
[The submitter and the FE Manager(s) will be notified]

= Publish: FINAL STEP [The original submitter, the author and the FE Manager(s) will be notified]
= Un-publish: [The original submitterand the FE Manager(s) will be notified]
= Expiration of “Next Review Date”: [The FE Manager(s) will be notified 2 weeks in advance + reminders]

» Quick edition by Functional Manager(s) [Members of the layout review group will be notified]
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When to review an article? ()

~/_ "

» When users send feedback to require modificationsor improvements
In a KB article
v Any feedback will be notified to the original submitter and to the
FE manager(s)
v If needed FE manager(s) should consider the review of the article

= Atany momenta KB article mightrequire any change:
the FE manager(s)areresponsiblefor the content of all KB articles
linked to their FE!

= When the “Next Review date” expires
v" FE manager and submitter will be notified 2 weeks in advance
v If no changes are needed and the article is still valid, this date
can be extended quickly by-passingthe full review process
See: KB0001369 - automatic review and extension of the “Next
Review" date
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Key role of Functional Manager

= KB articles are the information and documentation provided

by a “support group” associated to a
; ; | Number: @ [kBoo00Z29 | Published: B
Functional Element (FE) in the catalog G S

IWork‘ﬂow: Published Updated:
an d for a g iven SerVice (S E) | Functional Element:  [E-Mail Infrastructure i) | Original submitter- ivan Admin i)
| SE <-» FE Relation: | Author: IIvan Admin e

Functional Managers (FMs) are st [ fowscop  [Frmmmmneits
| Functional category: l— | Roles:

m=) RESPONSIBLEforall KB articles — wsw - ———
attached to their FE e IVibity: @ (E

ext Review Date: @ |18-10-2011

| Portal Page: https ficem serice-now com/se

. 4 »
() KBONONZ29 - Mokia smartphones do ot synchronize ¢, ] feii Home ~ Feeds (11 [|ReadMail pshPrint + Page~ Safety v Tools~ @ Help =

. Knowledge Base Article: KB0000229 ./ View in tool

This page shows the contents of a3 Knowledge Base Article.
These articles might help you when trying to find a solution to your issue.

Nokia smartphones do not synchronize calendar and mail with Exchange mailbo

EXPIRED ARTICLE

KBOOD0225 - Published on 23 September 2010
Functional Element: E-Mail Infrastructure
Topic: None

Wisibility: CERN

4 Back to KB articles

Question Details

BT AL Y | RO MO

P Ly g UG Y I R U T | A it ¥
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Some useful “Tricks and Tips” \

> Many “tricks and tips” are provided via KB articles in the Service Portal,
More articles will be published according to your needs and feedback!

» Some examples:

"Update" button versus "Save" in Service-Now (SNOW) (KB0001361)

Cannot access a KB article - why? (KB0O000853)

KB articles — Link one article to several Functional Elements (FE) or several Service
Elements (SE) (KB0001381)

v' KB articles — Attach a file or include a picture (KB0001376)

v' Cannot edit (modify) a KB article - fields are read-only and only "Copy for Translation"

Is available (KBO001355)
v KB articles - "EXPIRED ARTICLE" displayed at the top of the page (KB0001371)

AN

(Open the links of these KB articles to see the details!)
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https://cern.service-now.com/service-portal/article.do?n=KB0001355
https://cern.service-now.com/service-portal/article.do?n=KB0001371

Documentation

~/_ 7\ [

« All the documentation on the Knowledge Base module, including “Tips and
tricks” is available as “KB articles” with the topic = “Knowledge Base (KB)”

 See: https://cern.service-now.com/service=portal/topic.do?topic=Knowledge Base (KB)
More articles will be published according to your needs and feedback!

FOTTTS WICOTE CTEMTET [LUY UUL]  rranedrs o

CERN Service Portal

easy access to services at CERN

Home News Navigate Catalogue Contacts My Profile Site Guide Service Status

9 Knowledge Base Articles With Topic: Knowledge Base (KB)
L

This page lists all the Knowledge Base articles with the topic Knowledge Base (KB).
There are currently 12 articles with this tapic type. Click on the name of an article to read it.

@ KB00D00786: Guidelines for the creation of new articles in the Knowledge Base (KB articles)
@ KB0D000851: KB review process - who can initiate a KB revision?

@ KB00D00852: Access to Knowledge Base articles (KBs)

@ KB0D0D00853: Cannot access a KB article - why?

@ KB00D00854: KB article review / revision (Knowlege Base maintenance of information)

& KPNNNNASS - Puhlicatinn of Knowledne Raze articles (KA | b
| il >
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Questions ? )/

Thanks for your attention ! ©
Do you have questions?

Need more demos ?

Contact: service-desk@cern.ch or submit a request via the
Service Portal to “IT Service Management”
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