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Project Goals

• Three areas were identified to participate in ServiceNow 
implementation projects:  Human Resources, Acquisitions and 
Agreements.

• The basic goals for all three projects were to:
• automate process workflow, 

• provide transparency and self-service options to the requesters to track  the 
status of requests, and 

• to establish and track service delivery baselines and capture metrics.
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What is ServiceNow? 

• ServiceNow is development 
platform used to automate the 
flow of work and streamline and 
manage the delivery of services.

• ServiceNow was originally 
focused on the delivery of IT 
services only, but now can be 
used for any type of service. 

• Requests are initiated through 
online submission form.
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Features and Highlights

HR Recruitment Agreements Acquisitions

All services are requested through an online form.
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HR Recruitment
The purpose of the tool is to allow a Hiring Manager (or “preparer”) to submit a request for a new 
recruitment action, and facilitate the processing and tracking of that action through completion. 

• Hiring Managers can 
track the status of the 
recruitment through the 
self-service portal. 

5

Status Tracking
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HR Recruitment
Dashboards and Ticket Listings

• Dashboards allow users to quickly 
view pending recruitment status 
and other filters. 

The menu the gives the user easy access to 
filtered ticket listings. Clicking on the 
record number of a ticket in the listing will 
open the ticket. 

Clicking on graphs in the 
dashboard will drill down into the 
data shown in the graph.
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HR Recruitment
Workflow

• Workflow is driven by “Tasks” 
and “Approvals”. 

• The assignee receives an 
email at the time of the 
assignment with detailed 
instructions.  

• All Approvals and Tasks 
appear at the bottom of the 
ticket in the “Approvers” or 
“Recruitment Tasks” Tabs.
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HR Recruitment
Action Required by Requester

• When the Current Status of 
the request reads “Submitter 
Action Required”, the 
Preparer/Hiring Manager has 
been sent an email 
notification requesting action. 

• The request will remain in 
that status until it is updated 
and resubmitted to HR.

Additional buttons appear 
as needed, for example, a 
“Certificates Completed” 
button appears when 
waiting for the Hiring 
Manager to indicate 
completion of all certificate 
actions. 
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HR Recruitment
Notifications

• As the workflow 
moves forward, 
automatic email 
notifications are sent 
by the system to 
appropriate parties, 
and logged in the 
ticket within the main 
ticket History. 
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Agreements
The purpose of the Reimbursable and Payable Agreements Review application in the ServiceNow 
platform is to automate the process of reviewing draft agreements and clearing them for execution. 

• Online request forms 
gather data to:
Reporting and 

metrics,
Determining 

required reviews and 
workflow, and/or
Providing key 

information to the 
reviewers to aid 
them in their review 
tasks. 

Additional information 
about fields in the form can 
be viewed by clicking the 
question mark (?) icon. 
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Agreements
Document Repository

• All review requests 
require attached 
documents.  

• Each time a new 
request is created, a 
document repository is 
also created. 

• The repository has 
version control.
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Agreements
Stages and Status

• The progress of the 
workflow is captured and 
displayed with request 
status and request stage.  

• The STAGES of the 
workflow convey the major 
steps in the process.

• The STATUS of the request 
conveys which review 
group is currently working 
to complete a review task 
or approval.
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Agreements
Review Comments
• Reviewer comments are recorded in the Comments Tab of the request. 
• Expand lengthy entries by rolling over the entry to expose a popup text box.
• Requesters respond to each comment.   
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Acquisitions
The purpose of the Simplified Acquisitions application in the ServiceNow platform is to provide requesters with transparency and
self-service options for tracking the status of their procurement request. 

Metrics and Reporting
• Average time to complete by Contract Specialist and Operating Unit
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Is it working for us? 
• HR Recruitment go live: 11/17/2016
• FY17 Q2 Hiring Manager Satisfaction Survey Results 

 NIST’s overall satisfaction score was 8.5/10 (1=poor, 10=excellent). This exceeded both the 
DOC (7.8) and government-wide (7.5) recruitment satisfaction scores.  

• FY17 Q2 Hiring Summary
 Completed 146 competitive recruitment actions in Q2. The average time to final offer was 

45.6 days. The average time to EOD was 60.4 days. 
 As a comparison, completed 122 competitive recruitment actions in FY17 Q1. The average 

time to final offer was 63.5 days. The average time to EOD was 81.6 days. 
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Only the HR recruitment has launched 
(Agreements and Acquisitions to launch this FY.) 
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Are we meeting our goals?
• automate process workflow, 

• provide transparency and self-
service options to the 
requesters to track  the status 
of requests, and 

• to establish and track service 
delivery baselines and capture 
metrics.
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Questions?
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