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Automatically populate the Assignment group field based on the support group available
for the respective CI.

If the CI does not have a support group, then the field gets populated with the support
group available for the service offering.
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In the standard ServiceNow security model for ITSM, the ability to delete records is highly

restricted to prevent data loss and maintain the audit trail. While the itil role allows users to
create and update incidents, and the incident_manager role allows for the oversight of the

incident process, neither has the out-of-the-box permission to delete Incident records. The
itil_admin role is specifically designed to grant elevated permissions-including the deletion
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of incidents-without requiring the full system admin role. This ensures a " least privilege "
approach while still allowing administrative cleanup of the Incident table.
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In Change Management, specifically when using the Change Model framework (introduced
in the Rome release to provide more flexibility than legacy workflows), state transitions are
governed by specific conditions. For a Change Request to move from the Authorized state
(where it has been vetted by the CAB or technical leads) to the Scheduled state (where it
is ready for implementation), the system must verify that the necessary approvals have
been granted. Therefore, the " Requires " field is set to Task is Approved to ensure that the
transition only occurs once the approval engine returns a positive result.
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Once any class is set as a principal class, the principal class filter is automatically applied
to the CI field on change, incident and problem records. This means that only Cl ' s within
a principal class can be selected on the Cl field. If there are no Cl Classes marked as
Principal Class, then all Cls on all forms will be selectable on the ClI field.
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Detailed Explanation:
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A Portfolio Manager in ServiceNow focuses on the Service Portfolio, which includes all the
services provided by an organization. The Portfolio Manager oversees how the Service
Offering and the Service within this portfolio perform, ensuring that they align with business
objectives. The hierarchy in question, Service Portfolio > Service > Service Offering, is
crucial for understanding the overall performance and governance of services. This
hierarchy provides a structured approach to managing services from a business
perspective and tracking their lifecycle.

ServiceNow Documentation on Service Portfolio Management.
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In the ServiceNow Change Management base platform configuration, the transition from
the Review state to the Closed state requires specific documentation of the outcome.

* Close code (B): This field is used to categorize the result of the change (e.g., Successful,
Successful with Issues, or Unsuccessful).

* Close notes (C): This is a mandatory text field where the implementer provides a
summary of the implementation and any post-implementation observations.

While " Closed by " and " Closed " (date/time) are important for auditing, they are typically
system-populated automatically when the state changes to Closed and are not manual
requirements for the user to fill out to trigger the state transition.
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