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Agenda
1. Executive Summary –

1. Background (5 minutes)
2. Need for Project (5 minutes)

2. Scope of work (15 minutes)
1. In Scope
2. Out of Scope

3. Timeline (10 minutes)

4. Approach/Process (5 minutes)

5. Communication Approach and Plan (5 minutes)
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• Sponsor – Susan Roy
• Project Team – Catherine Camillone, Jen Andress, Kourt de 

Haas, Mallory Walker, Michelle McKenzie, Val Olivas
• Stakeholders – ITS Service Owners, ServiceNow Team, 

Technical Support Contacts (TSCs), University Data Center 
(UDC)
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Executive Summary: Background
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Major Incident Management
• Major Incident: An incident with significant business impact, requiring an immediate coordinated 

resolution.

ITS Process
• Notify and Investigate: Incident Creator / UDC Operators / Service Owner

• Engage and Update: Incident Coordinator / Service Owner / AVP

• Resolve and Close: Service Owner / Incident Coordinator



Executive Summary: Background
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Layers of Support
• Incident Creator
• Incident Coordinator
• UDC Operators
• Technical Support Contacts (TSCs)
• Service Desk – Tier 1 and Tier 2
• Service Owners



Executive Summary: Need for Project
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Historical –
• February 2021 Winter Storm
• COVID – 19
• ServiceNow provides workflow and opportunities to automate portions of the Major Incident 

process

Hannah Clark

https://thedailytexan.com/staff_name/hannah-clark/


• Choose and implement an automated on-call management tool

• Transition tasks suitable for workflow or automation from the ITS Major Incident Checklist to 
ServiceNow

• Streamline the alerts and updates of the IT Alerts and Outages page

• Add business criticality into ServiceNow for all services identified on the major incident checklist

• Develop notification of Major Incident participants to join a Team room or conference bridge based on 
acceptance of Major Incident

• Reduce dependence on the UDC Operators to make on-call and major incident determination decisions

• Develop and implement SLA/KPI metrics for the Major Incident Management Process in ServiceNow

• Develop documentation and train staff
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Scope of Work: In Scope



Scope of Work: In Scope
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This project will workflow or automate as many of the steps in the Major Incident Process (outlined below) by taking 
advantage of the capabilities of ServiceNow and an on-call management tool:

1. Create an Incident in ServiceNow and propose the Incident become a Major Incident
2. Service Owner accept or reject incident escalation

If Major Incident is accepted

1. Notify ITS Problems
2. Post Update major incident to the Alerts and Outages ServiceNow
3. Send a request to join the conference bridge or major incident Team room
4. Manage the resolution and communicate with the community
5. Notify customers as well as ITS-Problems
6. Update the Alerts and Outages ServiceNow page with major incident resolution
7. Invoke the Change Process if applicable
8. Invoke the Post Incident Review Process
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Scope of Work: Out of Scope
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Items out of scope for this effort are:

• Changes to the core ServiceNow Incident Management Process 
• Replacing ITS Problems and the IT Alerts UT lists
• Additional unidentified items that are not specifically defined as In Scope

There is no expectation that additional resources will need to be assigned, long-term, 
for service of the process once fully implemented



Timeline
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Approach/Process
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Mural

SNow MIM Workflow

https://app.mural.co/t/utaustinstrategicinitiatives8761/m/utaustinstrategicinitiatives8761/1662047828804/3c044fdf9960143743720fbeb7cb6cfafaa2af0d?sender=u467087428b8943290dfa6976
https://app.mural.co/t/utaustinstrategicinitiatives8761/m/utaustinstrategicinitiatives8761/1662047828804/3c044fdf9960143743720fbeb7cb6cfafaa2af0d?sender=u467087428b8943290dfa6976
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Communication Approach & Plan
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• Project sponsor, service owners, project team : Charter, project plan, schedule, workflow 
diagram, communication plan, regular status updates, risk register.

Initial 
Schedule

Deliverable/Mode of Communication Update 
Frequency

Audience

Q1 2023 Project status report Weekly Stakeholders, 
Sponsor

Q2 2023 Test results Once Stakeholders

Q4 2023 Release of process (deployment announcement) Once ITS

As needed Project change requests As needed Sponsor

As needed Schedule & budget change requests As needed Sponsor
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