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The purpose of this CIT is to provide an update on the ServiceNow migration
timeline for Los Angeles and the C-IV counties.

Background

The CalSAWS Project is implementing a new ServiceNow ticketing platform to
consolidate the CalSAWS Help Desk toolsets info a common platform. ServiceNow
will handle user issues with the core applications of LRS/CalSAWS, C-IV, and,
ultimately, CalSAWS. This new platform will be replacing CA Service Desk Manager
(CA-SDM/Unicenter) used by the C-IV counties and the existing ServiceNow
instance used by Los Angeles County. The transition to a unified instance of
ServiceNow will provide a single issue-handling application to eventually support all
58 counties in CalSAWS.

During training and UAT sessions hosted by the CalSAWS Project over the past
month, discussions were held in which the Project received input from both our
County and Gainwell stakeholders on the ServiceNow solution. Not only has the
Project received positive feedback on the tool, we also received suggestions on
ways in which the tool could be modified to better meet the needs of the




Counties. Additionally, the Counties have requested more time with the tool in a
Training environment to confirm their business process alignment with the new
functions the tool has to offer, prior o the go-live.

Originally, the Project Team had planned to go-live with the new ServiceNow Help
Desk toolset effective 2/26/2021. Upon confirmation of the necessary
development time to accommodate suggested revisions to the tool and to allow
the Counties more time for use of the Training environment, the Project Team will
now be fransitioning the Los Angeles and C-IV Counties to the new toolset
effective 4/30/2021.

This extension of the migration effort is not expected to adversely impact the
Counties in any way nor cause any critical path impacts on a timely transition.
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