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Sending New SCOM Alerts to ServiceNow 
 

In this scenario I want to send all new SCOM alerts for Logical Disk Free space to the Windows Infrastructure Team 

Incident Queue in Service Now. 

Steps: 

1.) Select an Alert in the SCOM Console. In this case I select Logical Disk Free is low. 

 
 

2.) In the Tasks Pane, under Alert Tasks.  I select Send New Alerts to ServiceNow 

 
 

• Note: If you don’t see the Task Pane.  Go to View and select Tasks 

 
 

• Note: If you don’t see the Alert Tasks.  Make sure you have the SCOM To ServiceNow Connector 

Management Pack Installed.  If you need to install it you can find it at C:\Program Files\SCOM To 

ServiceNow Connector\Management Pack\SCOM.ToServiceNowConnector.xml on the server. 

 

 

3.) Next, I select the ServiceNow Field(s) I want to set when a ServiceNow Incident is created.  In my case I want the 

Assignment Group to be set to “Hardware”.  Then I click Create 
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4.) Now all new Logical Disk Free Space alerts will be sent to Service Now.  I want to test this so I right click on the 

alert.  Select Open, Health Explorer.   

 
 

5.) In Health Explorer I select Reset Health and Click Yes.  I click Close when it is done. 
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6.) When the Alert Comes back in.  I can see the Alert has a Resolution State of ServiceNow. 

 
 

7.) I double click on the alert and I can see the Owner is set to the “Hardware” Assignment Group and the Ticket ID 

is set to the ticket number in ServiceNow. 

 
 

8.) Next, I open up ServiceNow and I can see the incident was created with short description, description and Alert 

Link automatically populated.  The Assignment group was also set to “Hardware”. 
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Sending an Individual Alert to ServiceNow 

 
In this scenario I want to enable my users to create a service now incident from an alert in SCOM.  This might be a first 

level support team in charge of all SCOM alerts.  They might initially try to resolve alerts themselves, but often times 

more assistance is needed.  They can manually assign the SCOM alert to an incident in Service Now for another IT team 

to resolve. 

 

Steps: 

1.) Select an Alert in the SCOM Console. In this case I select the SCOM Alert MSSQL on Windows: Product Version 

Compliance.  I know that the SQL team will have to update SQL when they have time, so I want to assign them 

an Incident in Service Now so I can track the progress to make sure it gets done.    

 
 

2.) In the Tasks Pane, under Alert Tasks.  I select Send This Alert to ServiceNow 

 
 

 

• Note: If you don’t see the Task Pane.  Go to View and select Tasks 

 
 

• Note: If you don’t see the Alert Tasks.  Make sure you have the SCOM To ServiceNow Connector 

Management Pack Installed.  If you need to install it you can find it at C:\Program Files\SCOM To 

ServiceNow Connector\Management Pack\SCOM.ToServiceNowConnector.xml on the server. 

 
 

3.) Next, I select the ServiceNow Field(s) I want to set on the ServiceNow Incident.  In my case I want the 

Assignment Group to be set to “SQL Database Team”.  I also click + Add Field to add the Urgency Field.  I set it 
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to 2 as that will set it to medium urgency and click Create. 

 
 

4.) I open up ServiceNow and I can see that I have an incident with Assignment Group Set to “SQL Database Team” 

and Urgency set to “2 – Medium” 
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Sending New SCOM Alerts to ServiceNow based on a SCOM Group 
 

In this scenario my SQL team wants Logical Disk Free Space alerts to create Incidents in ServiceNow.  But they only 

want alerts from their Production SQL Servers. 

1.) I create a group in SCOM containing my production SQL computers called “Production Database Servers” and I 

add the windows computers that contain my production SQL servers to it. 

 
 

2.) Then I Select an Alert in the SCOM Console. In this case I select Logical Disk Free is low. 

 
 

3.) In the Tasks Pane, under Alert Tasks.  I select Send New Alerts to ServiceNow 

 

 

4.) Next, I select the ServiceNow Field(s) I want to set when a ServiceNow Incident is created.  In my case I want the 

Assignment Group to be set to “Database Team”.  
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(Note: I pre-created the ServiceNow Group called Database Team in ServiceNow). 

   

 

 

5.) Now I click the Advanced drop down and the SCOM Group selector appears. 
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6.) I select the SCOM Group I want to filter on.  I select “Production Database Servers” and click Create. 

 
 

7.) Now all new Logical Disk Free Space alerts will be sent to Service Now but only if they are in the Production 

Database Servers Group.  I want to test this so I right click on the alert for one of my database servers in the 

Production Database Servers group.  Select Open, Health Explorer.   

 
 

8.) In Health Explorer I select Reset Health and Click Yes.  I click Close when it is done. 
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9.) I also reset the heath of a second disk space alert but one that is not in the Database Servers Group. 

 

10.) When both alerts come back in.  I can see the DB server alert has a Resolution State of ServiceNow.  I can also 

see that the other server that is not in the Database Servers Group SV01 has not been sent to ServiceNow so the 

filtering based on group worked. 

 
 

 

11.) I double click on the alert and I can see the Owner is set to Assignment Group and the Ticket ID is set to the 

ticket number in ServiceNow. 

 
 

12.) Next, I open up ServiceNow and I can see just the one incident was created with Assignment group set to 

“Database Team”.  The second logical disk free space alert was filtered because it was not part of the 

“Production Database Servers” group 
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13.) I can go to the manage tab to verify it is setup the way I want it. 

 
 

Advanced Alert flow of New SCOM Alerts to ServiceNow 
 

In this scenario: 

• The SQL team wants Logical Disk Free Space alerts from the Production Database Servers Group.   

• The App team wants Logical Disk Free Space alerts from the Application Servers Group.   

• All other Logical Disk Free Space alerts need to go to my Windows Infrastructure Team. 

 

1.) I open up the SCOM To ServiceNow Connector Website and I click on the Advanced Tab. 

 

 
2.) I search for “Logical Disk Free Space in the Search All box and I select Logical Disk Free Space Monitor 
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3.) I select New 

 
 

 

4.) I create the first workflow and set Assignment Group to the Database Team, for Group I select the SCOM group 

called “Production Database Servers” and click Create. 

 
5.) Next with the Logical Disk Free Space Monitor still selected, I click New.  For the Assignment Group I type in 

Application Team and for the SCOM Group I select Application Servers Group. 

 
6.) Lastly for all the rest of the servers that are not in the Production Database Servers Group or in the Application 

Servers Group I set the Assignment group to Windows Infrastructure Team and for Group I leave it unchanged and 
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click Create 

 
 

 

7.) Now I have all my workflows in place.  The SCOM to ServiceNow connector will evaluate alerts in this order.  If you 

have a blank group catchall workflow, you want it to be last.  If it’s first, the rest of the workflows won’t run. 

 

a. If a Logical Disk Free Space Alert comes in and is part of the SCOM Group called Production Database 

Servers Group it will be sent to ServiceNow and Assignment Group will be set to Database Team. 

 

b. If a Logical Disk Free Space Alert comes in and is part of the SCOM Group called Application Servers Group it 

will be sent to ServiceNow and Assignment Group will be set to Application Team. 

 

c. If a Logical Disk Free Space Alert comes in and is not part of the Production Database Servers Group or part 

of the Application Servers Group it will be sent to ServiceNow and Assignment Group will be set to 

Windows Infrastructure Team 
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8.) I want to test this so I right click on three different Logical Disk Free Space alerts. For each one I Select Open, Health 

Explorer.   

 
 

9.) In Health Explorer I select Reset Health and Click Yes.  I click Close when it is done. 

 
 

 

 

10.) When each of the alerts come back in.  I can see they all have a resolution state of ServiceNow.  As you can see the 

owner of each alert is different. 

 
 

 

 

11.) Next, I open up ServiceNow and I can see just the one incident was created for each of the alerts.  The DB alert was 

sent to the DB Team Assignment Group.  The AP alert was sent to the Application Team Assignment group.  The 

other alert that was not in a group was sent to the Windows Infrastructure Team Assignment group. 
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Manage 
 

After you create workflows, you may want to add, modify or delete workflows. 

1.) Click the Manage Tab 

 
 

2.) I select one of the workflows I want to modify.  In this case I want to add an additional ServiceNow Field for my 

Logical Disk Free Space Monitor. 

 
 

3.) The field I want to add is Service and the value is Microsoft SQL. This Service value already exists in ServiceNow.  

If it didn’t exist, I would have to add it. 

 
 

4.) I click New.     
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5.) For the Name I select Service.  For Field Value I type in Microsoft SQL and for SCOM Group I select Production 

Database Servers as that is the same as what I already have. 

 
 

 

 

 

 

ServiceNow field values 

 
Here is how you can find the possible values for ServiceNow fields.  It is not always obvious what the value(s) can or 

should be.  If you input a value that doesn’t exist in ServiceNow, it will likely show up blank in the incident. 

1.) Open up any incident in ServiceNow.  Identify the field you want to use.  In this case I will use Impact. 

 

2.) I set Impact to Medium and then update the incident. 
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3.) Now to get the value for Impact or any field I click on the three lines icon (hamburger menu) next to the incident 

number.  Select Show XML 

 
4.) I can see that Impact Value is 2. 
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5.) Now when I add the Impact field in the SCOM To ServiceNow Connector.   I use 2 as the value so that the impact 

will show up as “2 – Medium” when an incident is created in ServiceNow. 

 


