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ServiceNow ITSM Interview Questions and Answers
- Quick Guide

A short, print-ready set of interview questions covering ITIL process knowledge and practical ServiceNow
technical topics (SLAs, CMDB, Catalog, Flow Designer, security).
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Quick definitions
ITSM: IT Service Management (ITSM) is how organizations deliver, operate, and improve IT services using
structured processes and measurable targets.

Incident vs Request: Incident restores service after an interruption; Request fulfills a standard service need
through approvals and tasks.

SLA vs OLA: SLA is the business-facing time target; OLA is the internal target between teams that supports the
SLA. UCs are vendor commitments.

Process cheat sheet

Process Definition When to use

Incident Unplanned interruption or degradation Email outage, VPN down, payroll service unavailable

Request Standard, pre-defined fulfillment Access request, software install, new laptop

Problem Root cause and prevention Recurring incidents, major incident follow-up, RCA needed

Change Controlled production modification Patch, firewall rule, release, configuration update

Priority matrix (Impact x Urgency)

Urgency: High Urgency: Medium Urgency: Low

Impact: High P1 P1/P2 P2

Impact: Medium P2 P3 P3

Impact: Low P3 P4 P4
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Entry-Level / Junior Questions

Q1. What is ITSM in a ServiceNow context?

A: IT Service Management (ITSM) is how organizations deliver and improve IT services using standard
processes like Incident, Request, Problem, and Change. In ServiceNow, ITSM is implemented through
records, workflows/flows, SLAs, knowledge, and reporting to restore service quickly and meet service
commitments.

Q2. Incident vs Request: how do you decide?

A: Use Incident for unplanned service interruption or degradation (VPN down). Use Request for a standard,
pre-defined service fulfillment (new access, software install). If the user is asking for something to be provided,
it is usually a Request; if something broke, it is usually an Incident.

Q3. SLA vs OLA vs UC - explain simply.

A: An SLA is the business-facing target (for example, P1 resolved in 4 hours). An OLA is an internal target
between teams that supports the SLA (network restores in 60 minutes). A UC is a vendor contract commitment
that can affect OLAs and SLAs.

Q4. What does Impact vs Urgency mean, and why does it matter?

A: Impact measures business scope (how many users/services affected). Urgency measures time sensitivity
(how quickly it must be fixed). ServiceNow often calculates Priority from Impact and Urgency using a matrix to
drive routing and SLA targets.

Q5. Walk through a basic incident lifecycle in ServiceNow.

A: Common states: New -> In Progress -> On Hold (optional) -> Resolved -> Closed. Work notes capture
internal updates; additional comments are user-facing. Closure should include resolution code and clear
resolution notes.

Q6. What information makes a 'good' incident ticket?

A: Clear short description, detailed symptoms and error messages, start time, scope (who/where), recent
changes, service/CI (if known), and a realistic impact/urgency. Good data improves routing and reduces
back-and-forth.

Q7. What is a Major Incident and what changes operationally?

A: A Major Incident is a high-severity incident with widespread impact requiring rapid coordination and
communication. Typically you assign an incident commander, open a bridge, publish updates on a cadence,
link child incidents, and complete a PIR after restoration.

Q8. What are assignment groups and why do they matter?

A: Assignment groups represent resolver teams (Service Desk, Network, Messaging). Correct assignment
reduces MTTR and reassignment 'ping-pong'. Good routing often uses service offering/CI ownership first,
categories second.

Q9. What is the Service Catalog and what are REQ, RITM, SCTASK?

A: The Service Catalog provides standard requestable services. A REQ is the overall order, a RITM is each
requested item, and SCTASKs are fulfillment tasks assigned to teams. This structure supports approvals,
tracking, and predictable delivery.

Q10. What is a Record Producer?

A: A catalog-based form that creates a record such as an Incident or Case using friendly questions. It improves
self-service by capturing the right data without exposing complex forms.
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Entry-Level / Junior Questions (continued)

Q11. Work notes vs Additional comments - what is the safe rule?

A: Work notes are internal; additional comments are visible to the requester. Put troubleshooting details and
sensitive information only in work notes. Use additional comments for clear, customer-ready updates and next
steps.

Q12. What is Knowledge (KCS) and how does it help ITSM?

A: Knowledge-Centered Service (KCS) is a practice of creating and improving knowledge as you work. Linking
knowledge to incidents improves consistency, enables self-service deflection, and increases first contact
resolution.

Q13. What is a CI in CMDB, and why link it to incidents?

A: A CI (Configuration Item) is an asset or service component tracked in the CMDB (app, server, database,
service). Linking helps impact analysis, routing, and trend reporting - but it only works if CI data and
relationships are accurate.

Q14. What is an ACL and what does it control?

A: Access Control Lists define who can read, write, create, or delete records/fields based on roles, groups, and
conditions. ACL strategy should follow least privilege and be tested using impersonation.

Q15. What is impersonation used for in ServiceNow?

A: Impersonation lets you validate what a user can see/do without knowing their password. It is commonly
used to troubleshoot access issues (ACLs), portal visibility, and knowledge/user criteria.
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Experienced Questions

Q1. How do you design SLA pause conditions without encouraging SLA gaming?

A: Limit pauses to well-defined reasons (Awaiting User, Awaiting Vendor), require evidence in work notes, and
restrict who can set hold reasons. Report hold time separately and use breach warnings/escalations so teams
act before breach.

Q2. How would you reduce reassignment and improve routing accuracy?

A: Prefer service offering selection and map offerings to assignment groups. Use CI ownership when CMDB is
mature. Simplify categories, add triage queues for ambiguous tickets, and measure improvements via
reassignment count and time-to-assign.

Q3. How do you run a Post-Incident Review (PIR) that drives real change?

A: Capture timeline, impact, contributing factors, what went well, what did not, and action items with owners
and due dates. Convert permanent fixes into Change Requests, open a Problem for RCA if needed, and track
actions to closure.

Q4. When should you open a Problem record, and what is a Known Error?

A: Open Problems for recurring incidents, major incidents, or high-cost outages. A Known Error is a
documented problem where root cause is known and a workaround exists. Known Errors reduce MTTR while
permanent fixes are planned.

Q5. Explain Standard vs Normal vs Emergency change with governance in mind.

A: Standard changes are repeatable and pre-approved, Normal changes follow full assessment and approvals,
and Emergency changes restore service quickly with ECAB involvement and strict after-action documentation.
Emergency is not 'no control'.

Q6. Flow Designer vs Workflow - what do you recommend and why?

A: Use Flow Designer for new automations because it is easier to maintain and reuse actions. Keep Workflow
primarily for legacy processes that already depend on it. Prioritize maintainability, logging, and error handling.

Q7. Business Rule vs Client Script vs UI Policy - what is the decision rule?

A: UI Policy for simple mandatory/visible/read-only rules. Client Scripts for richer client-side validation/UX.
Business Rules for server-side enforcement and data integrity. Keep server-side logic efficient to protect
performance.

Q8. How do you design notification strategy to avoid alert fatigue?

A: Notify on meaningful state changes (assignment, on hold, resolved), use role-based templates, separate
internal vs user comms, and throttle repetitive updates. For major incidents, use a cadence and a single source
of truth.

Q9. How do you prevent inbound email loops and duplicate incidents?

A: Use threading identifiers, ignore auto-replies, validate senders, and ensure replies update existing records
rather than creating new ones. Add headers/tags so outbound messages do not re-trigger inbound actions.

Q10. How do you use CMDB relationships during outages?

A: Use relationships to identify upstream dependencies and downstream impacted services. This improves
impact analysis and routing. Improve data quality by constraining CI choices and prioritizing accuracy for top
critical services.
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Experienced Questions (continued)

Q11. What KPIs do you put on an ITSM operations dashboard?

A: SLA compliance and breach risk, MTTR (by stage), backlog aging, reopen rate, reassignment count, FCR,
major incident count, and change success/failure indicators. Tailor views for executives vs operations.

Q12. How do you handle vendor delays fairly while keeping accountability?

A: Track vendor time separately, align OLAs with UCs, and require evidence in work notes for vendor holds.
Use vendor performance reports and escalation paths to reduce repeat vendor-driven breaches.

Q13. How do you govern a growing Service Catalog?

A: Assign item owners, standardize naming and fulfillment patterns, review usage quarterly, retire duplicates,
and align each item to clear approvals and SLAs. Catalog sprawl reduces adoption and increases support load.

Q14. How do you improve incident data quality without making the form painful?

A: Keep initial mandatory fields minimal, use conditional UI policies for additional fields, add templates and
guided questions, and auto-populate service/CI where possible. Review category misuse monthly and simplify.

Q15. How do you decide what to automate vs keep manual?

A: Automate repeatable low-risk steps (routing, reminders, standard approvals). Keep manual decision points
where risk acceptance or complex judgment is required. Always include audit trails, error handling, and
monitoring.
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Senior / Lead Questions

Q1. How would you define an ITSM operating model across global support centers?

A: Define L1/L2/L3 boundaries, escalation paths, and process owners. Standardize major incident command
roles and communication. Align OLAs to SLAs and set governance forums (weekly ops, monthly service
review) backed by dashboards.

Q2. What architecture choices keep ServiceNow performant at scale?

A: Minimize synchronous server-side scripting, optimize queries, avoid heavy loops, reuse patterns, and
offload non-critical work asynchronously. Enforce design reviews and performance monitoring to prevent
customization sprawl.

Q3. Describe a practical ACL strategy for ITSM with least privilege.

A: Map roles to job functions, use groups for assignment, and add field-level protection for sensitive data.
Enforce separation of duties and review access regularly. Keep ACL logic simple and test via impersonation.

Q4. How do you handle unrealistic SLAs requested by the business?

A: Use data (breach trends, capacity constraints, vendor dependencies) and present options: adjust targets,
tighten OLAs, automate, shift-left, or increase staffing. Make tradeoffs explicit and agree on measurable
outcomes.

Q5. What is your approach to CMDB governance that delivers operational value?

A: Define ownership, automate discovery, validate key relationships, and focus on services that drive the most
incidents and impact. CMDB is valuable when it improves routing and impact analysis, not when it is just
populated.

Q6. How do you reduce change failure rate over time?

A: Standardize change models and evidence requirements, improve scheduling and collision management,
enforce test and rollback plans, and run PIR-style reviews on failed changes. Measure change-related
incidents and iterate controls.
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Senior / Lead Questions (continued)

Q7. How do you design major incident communications for executives?

A: Keep updates short and consistent: impact, affected services, workaround, ETA or next update time, and
actions underway. Maintain a single source of truth and avoid conflicting messages across teams.

Q8. What metrics do you use to drive continual improvement (not vanity)?

A: MTTR by stage, breach risk and compliance, backlog aging, reopen rate, reassignment count, change
success/failure, and PIR action completion. Pair metrics with action plans and owners.

Q9. Leadership: Tell me about a time you led a major incident (STAR).

A: Structure your answer: Situation (impact), Task (restore + comms), Action (bridge, roles, timeline,
coordination), Result (downtime reduced, clear stakeholder updates), and follow-up (PIR actions completed).

Q10. Leadership: Describe a time you pushed back on a risky change (STAR).

A: Show how you assessed risk, offered alternatives (window, testing, rollback), aligned stakeholders, and
protected business outcomes while maintaining relationships. Emphasize governance, not blame.

Scenario-based prompts (real interview style)

Scenario 1: Scenario: Payroll application outage during month-end.

Approach: Declare Major Incident, open bridge, assign incident commander and comms lead, identify service
and dependencies, engage resolver groups, publish updates on a cadence, restore service, then run PIR and
open Problem/Change for permanent fix.

Records: incident, task, cmdb_ci, problem, change_request. Automation: notification templates, major incident comms flow,
PIR task creation. Pitfalls: multiple sources of truth, no action ownership.

Scenario 2: Scenario: SLA breaches increase due to 'Awaiting User' holds.

Approach: Audit hold reasons and pause conditions, restrict hold usage, enforce evidence in work notes, add
user reminders, and report hold time separately. Review breach clusters and adjust OLAs if needed.

Records: incident, task_sla. Automation: reminder flows and breach warnings. Pitfalls: unlimited holds, unclear policy.

Scenario 3: Scenario: Inbound email creates duplicate incidents for every reply.

Approach: Fix threading logic and inbound rules, ignore auto-replies, validate headers, and ensure replies
update existing records. Test with Outlook and mobile clients.

Records: sys_email, incident. Automation: safe inbound actions and loop prevention. Pitfalls: reply storms and duplicate
creation.

Scenario 4: Scenario: A change caused an outage and leadership wants accountability.

Approach: Restore service, roll back if needed, relate the incident to the change, run PIR, open Problem for
RCA, and strengthen change model controls (testing, peer review, verification). Track actions to closure.

Records: incident, change_request, problem. Automation: post-change verification tasks. Pitfalls: blame focus, no control
improvements.

Scenario 5: Scenario: Catalog approvals stuck because manager data is missing.

Approach: Fix user manager data source, define fallback approver rules, add escalation after X hours, and
notify requesters of delays and next steps.

Records: sc_request, sc_req_item, approvals, sys_user. Automation: escalation flow. Pitfalls: manual chasing without root fix.
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Lightning round
1. What is FCR? - First Contact Resolution - the percentage of tickets resolved on first interaction.

2. What is MTTR? - Mean Time to Resolve/Restore - average time to restore service.

3. What is a Known Error? - A problem where root cause is known and a workaround is documented.

4. What is CAB? - Change Advisory Board - reviews risk and scheduling for normal changes.

5. What is ECAB? - Emergency CAB for urgent changes needed to restore service.

6. REQ vs RITM? - REQ is the overall order; RITM is each requested item within the order.

7. SCTASK? - Service Catalog Task used for fulfillment work assigned to teams.

8. What is a breach warning? - An alert that an SLA is approaching breach.

9. What is a dependency? - An upstream/downstream relationship between service components or services.

10. What is a hold reason? - A coded reason for On Hold that may drive SLA pause logic.
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