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Introduction to ServiceNow and Dashboard Basics

ServiceNow is a powerful platform designed to streamline business operations through a suite of cloud-based applications. It offers comprehensive capabilities to manage IT services, customer service, HR, and more, with a focus on automating workflows and improving operational efficiency. One of the core features of ServiceNow is its ability to present data through interactive and customizable dashboards.

Why Dashboards Matter

In today’s data-driven business environment, the ability to visualize and interpret information quickly is critical. Dashboards provide a way to consolidate data from various sources and present it in a clear, actionable format. For organizations using ServiceNow, dashboards are essential tools for:


●  Real-time decision-making: By providing up-to-the-minute insights, dashboards enable quick, informed choices.

●  Performance tracking: Dashboards can display key performance indicators (KPIs) to monitor the efficiency of services and workflows.

●  Enhanced reporting: Custom dashboards allow you to tailor reports and visualizations to meet specific business needs, going beyond the standard out-of-the-box solutions.


The Evolution of ServiceNow Dashboards

In its early iterations, ServiceNow offered basic reporting capabilities. Over time, these evolved into a robust framework that supports complex data visualizations through the Reporting module, Performance Analytics, and the more recent UI Builder. Today, ServiceNow users can create highly customized, interactive dashboards that cater to a wide range of use cases, from executive-level overviews to detailed operational insights.

Types of Dashboards in ServiceNow

ServiceNow provides different types of dashboards tailored to various user needs:

	Standard Dashboards: These are predefined dashboards that come with ServiceNow applications, offering out-of-the-box solutions for common reporting needs.

	Custom Dashboards: Created from scratch to meet specific business requirements, these dashboards provide flexibility in terms of layout, data sources, and visual elements.

	Performance Analytics Dashboards: These leverage Performance Analytics to provide trend analysis and advanced visualizations, ideal for tracking KPIs over time.

	UI Builder Dashboards: The newest addition to the ServiceNow dashboard ecosystem, UI Builder allows for even greater customization with a modern, drag-and-drop interface.


What You Will Learn in This Book

This book is designed to be a comprehensive guide for both beginners and experienced ServiceNow users who want to create custom dashboards. Whether you are building a simple report for your team or a complex executive overview, this book will provide you with the tools, best practices, and insider tips to make your dashboards effective and visually appealing.

We will cover:


●  The basics of ServiceNow’s dashboard capabilities and how to get started.

●  Data sources and how to use them effectively in your custom dashboards.

●  Advanced techniques for creating widgets and integrating custom scripts.

●  Optimization strategies for improving performance and ensuring scalability.

●  Best practices for sharing and securing your dashboards within your organization.


By the end of this book, you will have the skills and knowledge to build, customize, and maintain dashboards that meet the unique needs of your business, helping you unlock the full potential of ServiceNow’s data visualization features.



Let’s dive into the world of ServiceNow dashboards and discover how you can transform your data into powerful, actionable insights!

	[image: ]
	 	[image: ]


[image: ]

Chapter 1: Introduction to ServiceNow and Dashboard Basics
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In this chapter, we’ll start by understanding the ServiceNow platform’s core capabilities and how dashboards fit into the larger ecosystem. We’ll discuss the basic components, explore the different types of dashboards, and get you familiar with the essential concepts you need to start creating custom visualizations.

Overview of ServiceNow

ServiceNow is a leading cloud-based platform that helps organizations manage digital workflows across IT, customer service, human resources, and more. It integrates seamlessly with various enterprise tools and offers a unified data model, which makes it easier to automate processes and provide end-to-end service management.

What Are Dashboards in ServiceNow?

Dashboards in ServiceNow are visual displays of data that provide insights at a glance. They typically consist of multiple widgets—individual components that present data in various formats like charts, graphs, lists, and gauges. The purpose of a dashboard is to help users quickly interpret key information, monitor performance metrics, and track trends over time.

Key Components of a ServiceNow Dashboard

To create a custom dashboard, it’s important to understand its core components:

	Widgets: The fundamental building blocks of a dashboard. Widgets can display data in many formats, such as pie charts, bar charts, scorecards, and lists.

	Data Sources: These define where the data displayed in the widgets comes from. Common data sources in ServiceNow include tables, reports, and Performance Analytics indicators.

	Layout: This defines the arrangement of widgets on the dashboard. You can customize the layout to suit the needs of your audience, whether it’s a high-level executive summary or a detailed operational view.

	Filters: Dashboards often include filters that allow users to refine the data displayed based on specific criteria (e.g., date range, department, priority).

	Sharing and Permissions: You can control who has access to your dashboard and what level of interaction is allowed (e.g., view-only or edit permissions).


Getting Started with ServiceNow Dashboards

To access the dashboard features in ServiceNow, navigate to the Dashboard module in your instance. From here, you can explore existing dashboards, create new ones, and manage your dashboard content.

Creating Your First Dashboard

To create a basic custom dashboard in ServiceNow:

	Navigate to Self-Service > Dashboards.

	Click on Create New.

	Enter a title for your dashboard.

	Define the layout and start adding widgets by clicking on the Add Widget button.


In the following chapters, we will dive deeper into each of these steps, starting with understanding the types of data sources available and how to utilize them effectively.



In the next chapter, we’ll explore the ServiceNow reporting ecosystem and discuss how to leverage it as the foundation for building dynamic, data-driven dashboards. Stay tuned!
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In this chapter, we will delve into the broader ServiceNow ecosystem to understand how reporting, data visualization, and dashboards are interconnected. By grasping the foundational elements of reporting in ServiceNow, you’ll be better equipped to create custom dashboards that effectively showcase the data and insights your stakeholders need.

The Core of ServiceNow: Data Tables

At the heart of ServiceNow’s reporting and dashboard capabilities lie data tables. Every piece of information in ServiceNow is stored in tables, which are organized collections of records with fields defining the type of data they contain. For example:


●  Incident Table (incident): Stores all incident records, including fields like number, state, priority, and assigned_to.

●  User Table (sys_user): Contains user information such as name, email, and department.

●  Change Request Table (change_request): Tracks changes with fields like change_number, type, status, and risk.


Understanding these tables is crucial for building custom dashboards, as they serve as the primary data sources for your reports and visualizations.

Reporting in ServiceNow

The Reporting module in ServiceNow is where you create, manage, and customize reports that will be used in your dashboards. Reports are visual representations of data that can be configured with various filters, groupings, and display types. ServiceNow offers a range of standard reports, but you can also create custom reports tailored to specific business needs.

Types of Reports

ServiceNow supports several types of reports that you can use in your dashboards:

	List Reports: Displays data in a table format. This is useful for detailed data views.

	Pie Charts: Represents data distribution as slices of a circle, ideal for showing proportions.

	Bar and Column Charts: Used for comparing data across different categories.

	Trend Charts: Visualizes data changes over time, perfect for tracking KPIs.

	Heatmaps: Provides a graphical representation of data with color-coded values, often used for performance monitoring.


Creating a Custom Report

To create a custom report in ServiceNow:

	Navigate to Reports > View / Run.

	Click on Create New.

	Select a Report Type (e.g., bar chart, pie chart, list).

	Choose a Data Source (e.g., the Incident table).

	Configure the Filters to refine your data (e.g., incidents created in the last 30 days).

	Set the Display Options, such as the title, chart colors, and legend placement.

	Click Save & Run to generate your report.


This report can now be added as a widget in your custom dashboard, allowing you to visualize real-time data in an intuitive format.

Introducing Performance Analytics

Performance Analytics (PA) is a premium feature in ServiceNow that offers advanced data visualization capabilities beyond standard reporting. With Performance Analytics, you can track and analyze trends over time, making it a powerful tool for measuring and improving performance.

Key Features of Performance Analytics:


●  Indicators: Metrics that track specific KPIs (e.g., average incident resolution time).

●  Breakdowns: Dimensions that allow you to slice data for deeper analysis (e.g., by department or priority).

●  Scorecards: Visual displays of indicator performance over time.

●  Widgets: Custom components that showcase Performance Analytics data on dashboards.


Adding Performance Analytics to Dashboards

To add a Performance Analytics widget to your dashboard:

	Open your custom dashboard in Self-Service > Dashboards.

	Click Edit and then select Add Widget.

	Choose Performance Analytics from the widget type options.

	Select the Indicator and configure the display settings (e.g., chart type, time range).

	Save your changes and refresh the dashboard to view the new widget.


Using Performance Analytics, you can build dynamic dashboards that not only display current data but also provide trend insights, enabling predictive analysis and strategic decision-making.

Understanding Data Sources for Dashboards

A data source in ServiceNow is a predefined query that pulls data from one or more tables. It defines the set of records to be included in a report or widget. You can use existing data sources or create custom ones based on your specific needs.

Creating a Custom Data Source

To create a custom data source:

	Navigate to Reports > Data Sources.

	Click New to create a new data source.

	Define the Name, Table, and Filters for your data source.

	Save the data source, and it will be available for use in reports and dashboard widgets.


Custom data sources allow you to filter data precisely, ensuring that your dashboards display relevant and accurate information.

Working with Scheduled Reports

Scheduled reports are a powerful feature that enables automatic report generation at predefined intervals. You can set up reports to run daily, weekly, or monthly and email the results to stakeholders.

To schedule a report:

	Open the report you want to schedule.

	Click on Schedule from the report options.

	Define the Frequency, Recipients, and Format (PDF, Excel, etc.).

	Save the schedule, and the report will be delivered automatically as configured.


Scheduled reports are an excellent way to keep your team informed and ensure that critical data is always up to date.

Best Practices for Report Design

When designing reports for your dashboards, consider the following best practices:


●  Keep it simple: Focus on the key metrics and avoid cluttering the report with unnecessary data.

●  Use appropriate visualizations: Choose the chart type that best represents the data (e.g., use pie charts for proportions and bar charts for comparisons).

●  Leverage filters: Use filters to refine the data and provide more targeted insights.

●  Ensure consistency: Maintain a consistent format and style across your reports for a cohesive dashboard experience.





Summary

In this chapter, we explored the foundations of reporting in ServiceNow and how it serves as the backbone for custom dashboards. You learned about the different types of reports, how to create and customize them, and the powerful capabilities of Performance Analytics. With a solid understanding of these elements, you are ready to start building custom dashboards that leverage the full potential of ServiceNow’s data visualization tools.

In the next chapter, we will dive into the planning process, covering requirements gathering, user needs assessment, and best practices for designing effective dashboards. Let’s move forward and start laying the groundwork for your first custom dashboard!
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Creating a custom dashboard in ServiceNow requires thoughtful planning and a clear understanding of the users’ needs. A well-designed dashboard should be user-centric, easy to navigate, and provide valuable insights without overwhelming the viewer. In this chapter, we will discuss the key steps to plan your custom dashboard, define user requirements, and apply best practices to ensure your dashboard is both functional and visually appealing.

Why Planning is Crucial

Jumping into dashboard development without a plan often results in a cluttered, ineffective product. By taking the time to define the purpose and scope of your dashboard upfront, you can:


●  Avoid common pitfalls like redundant information and poorly chosen visualizations.

●  Save time and resources by setting clear goals and requirements before development begins.

●  Ensure stakeholder satisfaction by delivering a solution that meets their expectations and business needs.


Step 1: Define the Purpose of Your Dashboard

The first step in planning your custom dashboard is to establish its purpose. Ask yourself the following questions:


●  Who will use this dashboard? (e.g., executives, managers, IT support teams)

●  What key metrics need to be displayed? (e.g., incident resolution times, change request status, customer satisfaction scores)

●  What decisions will the dashboard inform? (e.g., resource allocation, performance evaluation, service improvements)

●  How frequently will the dashboard be used? (e.g., real-time monitoring, weekly status updates, monthly performance reviews)


By clearly defining the dashboard’s purpose, you can narrow down the necessary data and focus on presenting only what’s relevant.

Step 2: Identify the Audience and User Requirements

A dashboard’s effectiveness depends heavily on understanding the target audience. Different users have different needs and preferences. For instance:


●  Executives typically need a high-level overview with key performance indicators (KPIs) presented clearly.

●  Managers often require a mix of summary data and detailed breakdowns to monitor team performance and productivity.

●  Operational Teams need granular, real-time data to track tasks and troubleshoot issues effectively.


Conduct user interviews or surveys to gather input on what information stakeholders want to see, how they intend to use the dashboard, and any specific preferences for data presentation.

Sample User Requirements Gathering

Here’s a sample template you can use to gather requirements from stakeholders:

	Question

	Response


	Who will be the primary users of this dashboard?

	IT Support Team


	What are the top 3 KPIs you want to monitor?

	Incident resolution time, backlog of tickets, SLA compliance


	How frequently will the dashboard be reviewed?

	Daily for operational monitoring


	What type of visualizations do you prefer?

	Line charts for trends, pie charts for distribution


	Are there any specific data sources you want to include?

	Incident table, Change request table



Step 3: Define Data Requirements and Sources

With a clear understanding of the dashboard’s purpose and audience, the next step is to determine what data will be needed. This involves identifying the specific tables, reports, and Performance Analytics indicators that will serve as data sources.

Common Data Sources for ServiceNow Dashboards:


●  Incident Table (incident): Provides data on reported incidents and their resolution status.

●  Change Request Table (change_request): Tracks information about planned changes in the system.

●  Problem Table (problem): Contains records of root-cause analysis and problem management activities.

●  Task Table (task): Stores general task information, useful for tracking work across various modules.



Step 4: Sketch a Wireframe of Your Dashboard


Example Dashboard Wireframe:









Step 5: Choose the Right Visualizations


Recommended Visualizations Based on Data Type:







Step 6: Plan for Filters and User Interactivity









Best Practices for Dashboard Design

	Keep it Focused: Avoid including too many widgets or visualizations. Focus on the key metrics that matter most to your users.

	Maintain Consistency: Use consistent colors, fonts, and styles across the dashboard for a cohesive look.

	Optimize for Performance: Limit the number of widgets and data sources to improve load times, especially for real-time dashboards.

	Make it Accessible: Ensure your dashboard is user-friendly and accessible to all stakeholders, including those with visual impairments. Use high-contrast colors and provide text descriptions where necessary.

	Test with End Users: Before finalizing your dashboard, test it with a small group of users and gather feedback. Make adjustments based on their input to improve usability.


Example Scenario: Planning a Dashboard for IT Operations


User Requirements:












Summary
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