
Issues	to	Incidents
CHPC	migration	from	JIRA	to	Service	Now



Main	differences	and	points	of	interest:

• For	testing	send	emails	to	sntest@chpc.utah.edu - You	may	send	real	questions	and	
problems	here	and	they	will	be	addressed	just	like	in	jira.

• When	we	go	live	on	January	29th please	use	helpdesk@chpc.utah.edu.
• Using	your	Umail email	address	is	strongly	suggested
• Currently	JIRA	tickets	are	called	“issues”.	In	Service	Now,	they	are	called	“incidents”.	



JIRA	– email	on	New	Issue Service	Now	– email	on	New	Incident



In	the	current	JIRA	system,	when	a	new	
issue	is	moderated	(assigned	to	the	
relevant	group	of	CHPC	staff),	you	receive	
an	email	similar	to	the	left.	In	this	case	it	
was	changed	from	“MOD”	to	“USR”	(from	
moderation	to	user	services).

In	Service	Now,	you	will	not	get	this	
notification.	

JIRA	– email	for	moderation



JIRA	– email	comment	on	Issue Service	Now	– email	comment	on	Incident



This	step	doesn’t	happen	in	JIRA.	

In	Service	Now,	if	you	don’t	reply	within	24	hours,	
the	ticket	will	be	permanently	closed.

If	the	problem	persists	and	there	is	no	response	
within	the	24	hour	period,	a	new	ticket	will	need	
to	be	created.		We	are	hoping	to	change	this	to	72	
hours.

Service	Now	- resolved



JIRA	– email	for	close	Issue Service	Now	– email	for	close	Issue



Service-Now	Portal

https://uofu.service-now.com/it



Reporting	Issues	through	the	Portal

https://uofu.service-now.com/it

Click	on	

We	have	requested	a	checkbox	or	some	indication	it	
should	be	routed	to	CHPC.	In	the	meantime	please	
mention	this	is	for	CHPC	somewhere	in	the	
description	of	the	issue.



Viewing	your	History	and	Active	Incidents	
through	the	portal

https://uofu.service-now.com/it

Click	on	an	incident	to	see	the	details.



Viewing	details	and	commenting	
on	an	incident	in	the	portal

https://uofu.service-now.com/it


