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[bookmark: _Toc108719829]Introduction 
[bookmark: _Toc77238885][bookmark: _Toc108719830]Purpose
The information provided in this questionnaire supports your ServiceNow platform strategy and maintenance. The question responses will inform ServiceNow solution design and ongoing ServiceNow platform management.

This is a “living” document that should be updated as your platform evolves.

[bookmark: _Toc77238886][bookmark: _Toc108719831]Instructions
Fill out boxes in gray.

You will need input from your Platform Owner, Platform Manager, Developer(s), Platform Architect, System Administration team members, and/or other technical experts within your organization, to fill out this questionnaire
[bookmark: _Toc38536037][bookmark: _Toc99092437]


[bookmark: _Toc77238887][bookmark: _Toc108719832]Platform Questionnaire
[bookmark: _Toc77238888][bookmark: _Toc108719833]Overview
	Question
	Response
	Notes

	1. Who populated this questionnaire?
	
	

	2. What date was this questionnaire populated (or last updated)?
	
	

	3. What is the business purpose of the platform?
	
	

	4. Who is the platform owner (individual)?
	
	

	5. Who is the platform owner (business unit)?
	
	

	6. How many years has the platform been operational?
	
	

	7. How many customers are supported using this platform?
	
	

	8. Which geographies are the customers located in, e.g., Australia, global?
	
	

	9. How many customer users (requestors) access the platform?
	
	

	10. How is your platform accessed, e.g., via the portal, no access- data via integration?
	
	

	11. What type of customers are supported using this platform?
	
	

	12. How many active users (fulfillers) are on the platform?
	
	

	13. How many active users logged onto the production instance in the past month?
	
	

	14. How many fulfillment groups are set up on the platform?
	
	

	15. Which geographies are the fulfillers located in, e.g., Australia, India?
	
	

	16. How many organizations do fulfillment users work for?
	
	


[bookmark: _Toc77238889][bookmark: _Toc108719834]Operations Team
	[bookmark: _Toc38536039][bookmark: _Toc99092439]Question
	Response
	Comment

	1. Is the platform supported In-House, Partner or a blend of both?
	
	

	2. Is the platform development team In-House, Partner or a blend of both?
	
	

	3. Where is the support/development team members located?
	e.g., Melbourne (Australia), India
	

	4. How many System Admins/Developers are on the team(s) responsible for supporting the platform?
	
	

	5. How many System Admins/Developers are in the team(s) responsible for enhancing the platform?
	
	

	6. How many Testers (in addition to above Developers) support platform enhancements or production fixes? 
	
	

	7. Is the team shared across multiple ServiceNow Platforms? If yes, which ones?
	
	



[bookmark: _Toc108719835]Platform Architecture (General)
	Question
	Response
	Notes

	1. Where are the instances hosted, e.g., Australia, UK, Singapore?
	
	

	2. How many non-production instances are there?
	
	

	3. Are there any non-production instances that could be retired? If yes, which one?
	e.g., Melbourne (Australia), India
	

	4. If the instance was consolidated with another platform, is there any requirement for data separation?
	
	

	5. If the instance was consolidated with another platform, is there any requirement for process separation, e.g., a different configuration?
	
	

	6. What is the mechanism for user authentication to access the platform, e.g., SSO (Single sign-on), Local login, or no direct access (only through integration)?
	
	

	7. Is there any requirement for encryption or restricting access to the instances to specific user groups?
	
	

	8. Does the platform have MID servers?
	
	

	9. If so, how many MID servers are setup in total (production)
	
	

	10. If so, what are the MID servers used for?
	
	

	11. If so, how many MID servers are setup in total (non-production)
	
	

	12. How is the CMDB populated e.g., manual update, feed from another system, discovery, or a combination?
	
	

	13. Has the platform aligned with the Common Service Data Model (CSDM) as a framework for building the CMDB?
	
	

	14. Are there any data sovereignty considerations that would influence the location or architecture of the platform?
	
	

	15. Are there any other regulations and data security constraints that would influence the location or architecture of the platform?
	
	

	16. Does the platform team use the ServiceNow Automated Testing Framework (ATF) for regression testing? If yes, for which applications?
	
	

	17. Are you using Team Development?
	
	







Domain Separation
	Question
	Response
	Notes

	1. Is the instance Domain Separated? If not, skip this section.
	
	

	2. How many active domains?
	
	

	3. What was the business requirement, e.g., data separation, different configurations for business processes?
	
	

	4. Do you have a domain hierarchy map?
	
	

	5. Do you have any documentation on how the Domains are structured?
	
	



[bookmark: _Toc77238891][bookmark: _Toc108719836][bookmark: _Toc359938853]Instances
	Instance Name
	Purpose
	Comments
	Notes

	exampledev
	Development & production support fixes
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	











[bookmark: _Toc99636652][bookmark: _Toc108719837]Platform Authentication
	Method
	Purpose
	Comments
	Notes

	Local database
	Development & Production Support Fixes
	
	

	External Single Sign-On (SSO)
	
	
	

	LDAP (or LDAPs)
	
	
	

	OAuth 2.0
	
	
	

	Digest token
	
	
	

	Multi-factor
	
	
	

	
	
	
	



[bookmark: _Toc99636653][bookmark: _Toc108719838]Applications Enabled
Indicate which of the applications are configured ready for adoption. Add applications in scope if they are not listed.

Note: Select ‘Partial’ if the platform is not fully enabled and include an explanation e.g., Partial – release planned to enhance in Q2 as only basic configuration for the initial pilot of the application.

	Applications
	Response
	Notes

	IT Service Management

	Incident management
	Yes/No/Partial
	

	Problem management
	Yes/No/Partial
	

	Change management
	Yes/No/Partial
	

	Release management
	Yes/No/Partial
	

	Service catalog/request management
	Yes/No/Partial
	

	Knowledge management
	Yes/No/Partial
	

	CMDB
	Yes/No/Partial
	

	Service portal
	Yes/No/Partial
	

	Customer Service Management

	Case management
	Yes/No/Partial
	

	Major case management
	Yes/No/Partial
	

	Applications
	Response
	Notes

	Community
	Yes/No/Partial
	

	Integration with ITSM (Incident, Change, or Request)
	Yes/No/Partial
	

	IT Operations Management

	Discovery
	Yes/No/Partial
	

	Service mapping
	Yes/No/Partial
	

	Event management
	Yes/No/Partial
	

	Cloud management
	Yes/No/Partial
	

	Operational intelligence
	Yes/No/Partial
	

	IT Business Management

	Innovation management
	Yes/No/Partial
	

	Demand management
	Yes/No/Partial
	

	Project management
	Yes/No/Partial
	

	Program/portfolio management
	Yes/No/Partial
	

	Resource management
	Yes/No/Partial
	

	Timecard management
	Yes/No/Partial
	

	Agile development
	Yes/No/Partial
	

	Test management
	Yes/No/Partial
	

	Security Operations

	Governance, Risk and Compliance (GRC)
	Yes/No/Partial
	

	Vulnerability response
	Yes/No/Partial
	

	Threat intelligence
	Yes/No/Partial
	

	Security incident response
	Yes/No/Partial
	

	Now Intelligence

	Performance analytics
	Yes/No/Partial
	

	Virtual agent
	Yes/No/Partial
	

	Predictive intelligence
	Yes/No/Partial
	

	HR
	Yes/No/Partial
	

	Field services management
	Yes/No/Partial
	

	Other
	Add details here
	



[bookmark: _Toc77238892][bookmark: _Toc108719839]Service Portal(s) and Service Catalog
	Questions
	Response
	Notes

	1. How many Service Portals are enabled for use?
	
	

	2. What applications have Service Portals configured?
	
	

	3. Are there accessibility standards to be considered when developing/enhancing service portals?
	
	

	4. How many catalog items?
	
	

	5. How many Service Catalogs?
	
	

	6. How many Service Request workflows?
	
	



[bookmark: _Toc99636655][bookmark: _Toc108719840]Foundation Data (Core)
	Data Type
	Manual Or Automated (Integration)
	Notes

	Users
	
	

	Groups
	
	

	Companies
	
	

	Locations
	
	

	Departments
	
	

	Cost Centers
	
	

	Is any additional custom foundation data being imported? If yes, please specify what type and to which table within the platform.
	
	



[bookmark: _Toc99092441]


[bookmark: _Toc108719841]Foundation Data (Customer Service Management)
	Data Type
	Manual Or Automated (Integration)
	Notes

	Accounts
	
	

	Contracts
	
	

	Contacts/Partners
	
	

	Consumers
	
	

	Agents
	
	

	Product models
	
	

	Entitlements
	
	

	Assets
	
	



[bookmark: _Toc99636657][bookmark: _Toc108719842]Additional data
[bookmark: _Toc99636658][bookmark: _Toc108719843]Company
Company data includes supplier, vendor, and customer-related data. 

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Suppliers 
	
	
	

	Vendor 
	
	
	

	Manufacturer 
	
	
	

	Subsidiaries 
	
	
	

	Other 
	
	
	



[bookmark: _Toc99636659][bookmark: _Toc108719844]Department
[bookmark: _Hlk99632442]Department data includes organizational departments, supporting functions or associated segments or agencies.

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Departments 
	
	
	

	Other 
	
	
	





Locations 
Location data ranges from physical buildings including data centers where infrastructure is housed to virtual locations such as geographical – latitude/longitude areas.

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Locations 
	
	
	

	Other 
	
	
	



Cost Centers 
Cost Center data is useful for show-backs / chargebacks. There may be project codes or other types of code-based data/tags relevant to the foundational data.

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Cost centers 
	
	
	

	Other 
	
	
	



User Profiles/HR Profiles 
User profile / HR profile data often comes from other source systems up to and including Active Directory.  Occasionally, contractor or temporary worker profiles are held in other systems separate from employees or other ServiceNow authorized users. 

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	User profiles 
	
	
	

	HR profiles 
	
	
	

	Other 
	
	
	



Groups 
Assignment Group names may be held in ServiceNow or provided from other systems such as a role-based security platform. This may include traditional ServiceNow User Criteria groups. Groups may have a parent-child relationship as well for an inheritance for reporting purposes. 

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Groups 
	
	
	

	Criteria groups 
	
	
	

	Other 
	
	
	



Group Membership/Roles 
Assignment Group membership may be held in ServiceNow or provided from other systems, such as a role-based security platform.   

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Manually manage
	
	
	

	Automated via Synch
	
	
	

	Other 
	
	
	



Does the platform contain any roles granted outside a Group?	Y / N 

	Notes

	



Other Unique Sources 
You may have other unique sources that is deemed critical to operations.  As such, if there are any which should be referenced in the Architectural Blueprint, please add those below. 

	Notes

	



[bookmark: _Toc99636660][bookmark: _Toc108719845]Configuration Management Database
The Configuration Management Database (CMDB) is a foundational set of data for the ServiceNow platform.

CMDB Data Collection & Use of CSDM
Data can be obtained in multiple methods including the use of ServiceNow Discovery, Service Mapping, and imports or connectors / APIs from other sources. Modify this table as needed for data collection. 

	Scope Or Class
	System Of Record
	Method To Load ServiceNow Table
	Notes

	Computer 
	
	
	

	Network Gear 
	
	
	

	Servers – General 
	
	
	

	Servers – Windows 
	
	
	

	Servers - Linux 
	
	
	

	Database 
	
	
	

	Mainframe 
	
	
	

	Printers 
	
	
	

	Storage 
	
	
	

	SAN 
	
	
	

	VMWare 
	
	
	

	Mobile Devices 
	
	
	

	Peripherals 
	
	
	

	Point of Sale 
	
	
	

	Other 
	
	
	

	CSDM Use
	
	
	

	
	
	
	



	Notes

	



[bookmark: _Toc108719846]Other Systems 
Are there other systems or processes which may be targeted for integration or transition to ServiceNow? 

	Notes

	


[bookmark: _Toc99636661][bookmark: _Toc108719847]




Transactional Data 
Transactional data may be referenced as work orders, requests, incidents, events, changes, or others. If utilizing a Store connector, please specify the name/vendor. 

	Data Type
	System Of Record
	Method To Load ServiceNow Table
	Direction
	Notes

	Event 
	
	
	
	

	Incident 
	
	
	
	

	Interaction 
	
	
	
	

	Request 
	
	
	
	

	Change 
	
	
	
	

	Release 
	
	
	
	

	Project 
	
	
	
	

	Demand 
	
	
	
	

	Defect 
	
	
	
	

	Enhancement 
	
	
	
	

	Problem 
	
	
	
	

	Audit 
	
	
	
	

	Procurement 
	
	
	
	

	Inventory/ stockroom 
	
	
	
	

	Other 
	
	
	
	





[bookmark: _Toc77238894][bookmark: _Toc108719848]Custom Applications
Populate the table below for each custom application:

	Application Name
	Business Purpose
	Number Of Users
	Type Of Users
	Number Of Custom Tables
	Linked To Source Control E.G., GIT
	Extending An OOTB Platform Application or Table
	Notes

	Example application
	Integration with the X system
	50
	Customer /Internal/ Integration
	2
	No
	Yes – extending the Incident table
	This is an example to guide users in completing the questionnaire

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	



[bookmark: _Toc77238895][bookmark: _Toc108719849][bookmark: intro]Integrations
Integration categories:
Engagement channels (e.g., email, social media, collaboration, SMS gateway) 
Foundational data (e.g., your customers’ users or locations in another system so they can be referenced when the customer raises a ticket on your system)
CMDB CI data (e.g., servers, applications, services, network equipment, cloud infrastructure) 
Application data (e.g., HR data from an HR system, vulnerability data from a security application)
ServiceNow-to-ServiceNow integration across instances (even if uses a gateway or middleware), “e-bonding”
Business Intelligence/Reporting (e.g., feed into a data warehouse or data lake)

For each integration, please populate the table below:


	Name
	Business Purpose
	Directions
	OOTB (Platform or Store) Or Custom
	Integration Category (Refer Below)
	ServiceNow Application Integrated
	Platform/ Software Integrating
	API Gateway Used / Version
	Notes

	Example Integration
	Event management input from monitoring
	Bi-directional
	Custom
	Application data
	Event
	Splunk
	SPG – Version X
	This is an example to guide users in completing the questionnaire

	Example Integration
	Incident exchange between X and Y
	Bi-directional
	Custom
	ServiceNow-to-ServiceNow
	Incident
	ServiceNow
	SPG – Version X
	This is an example to guide users in completing the questionnaire

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	



[bookmark: _Toc99636664][bookmark: _Toc108719850]Other
Reporting 
Identify any reporting of ServiceNow data outside the ServiceNow system.

	Target Data Source
	Data Provided
	Method To Share or Export Data
	Direction
	Notes

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



[bookmark: _Toc77238896][bookmark: _Toc108719851]ServiceNow Platform Upgrades
	Question
	Response
	Notes

	1. How many major release upgrades are performed on average each year?
	
	

	2. How many weeks elapsed does it take to complete from commencing planning to upgrading the final instance?
	
	

	3. Do you have enough instances to support the upgrade approach?
	
	

	4. Approximately how many hours (effort) do you spend regression testing after a release upgrade?
	
	

	5. Approximately how many days (elapsed) do you spend regression testing after a release upgrade?
	
	





[bookmark: _Toc77238897][bookmark: _Toc108719852]Roadmap (next 12 months)
Provide any information regarding the platform roadmap e.g., planning to enable new applications, upgrades, rollout to additional users.

	Notes

	



[bookmark: _Toc77238898][bookmark: _Toc108719853]Additional Information
Provide any further information regarding the platform. 

	Notes
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