
ServiceNow

SERVICENOW BUSINESS ANALYST
TRAINING PROGRAM



Module 1: ServiceNow Platform Fundamentals

 1.1 Introduction To ServiceNow
What is ServiceNow?
SaaS & cloud architecture basics
Instance structure (Dev / Test / Prod)
Navigation overview
UI16 vs Next Experience

 1.2 Data Model Understanding
Tables & table hierarchy
Task table structure
Extended tables (Incident, Problem, Change)
Fields, Dictionary entries
Reference fields
Related lists

 1.3 Roles & Security
Roles & Groups
ACL basics (conceptual)
User criteria

Module 2: ITSM Deep Functional Understanding

 2.1 Incident Management
Incident lifecycle
Priority matrix (Impact Ã� Urgency)

 2.2 Problem Management
Root Cause Analysis
Known Error Database (KEDB)
Relationship with Incidents

 2.3 Change Management
Change types (Normal, Standard, Emergency)
CAB process
Risk assessment
Change workflow stages

 2.4 Request Management
Service Catalog structure
Catalog Items vs Record Producers
RITM & SCTASK structure
Approval flows



 2.5 Knowledge Management
Knowledge lifecycle
Versioning
User criteria & access

Module 3: CMDB & ITOM Awareness

 3.1 CMDB Fundamentals
What is CMDB?
CI classes & hierarchy
Relationships
Impact analysis

Module 4: ServiceNow Functional Design

 4.1 Designing Solutions
Form design principles
Field mapping
Workflow logic understanding
Approval matrix design

 4.2 Automation Awareness
Business Rules (conceptual understanding)
Client Scripts (basic idea)
Flow Designer
SLA configuration logic
Notification logic

Module 5: Integrations

 5.1 Integration Basics
REST APIs
SOAP overview
Inbound vs Outbound integration
JSON structure basics
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