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Guide to Writing a Project-Based ServiceNow CV

1. Structure and Formatting
Your CV should be clean, professional, and easy to scan. Use clear headings and bullet points.

· Length: Aim for 2-3 pages, covering the last 5 years in full detail and 5- 10 years half detail, especially with extensive project experience.
· Font: Use a clean, professional font (e.g., Calibri, Arial, or Times New Roman).
· Acronyms: Use ServiceNow acronyms (e.g., ITSM, ITOM, CSM, HRSD, CMDB, Discovery, Service Portal) consistently, but briefly explain them if the context requires it, or if they're particularly niche.

2. Core Sections
A. Contact Information
· Name, Phone Number, Email, LinkedIn Profile URL.
· Current location (e.g., Sydney, AU). If open to relocate please state this and where you would be open to relocate to.

B. Professional Summary (or Profile)
This is a 3-4 sentence snapshot of your expertise. Focus on your most valuable ServiceNow skills and experience.
· Example: "Highly accomplished Certified System Administrator (CSA) and Certified Implementation Specialist (CIS) with X years of experience specialising in end-to-end ServiceNow platform implementations, major upgrades (e.g., from Kingston to Washington), and process optimisation across diverse industries. Proven ability to translate complex business requirements into scalable, sustainable solutions, focusing on modules like ITSM, ITOM Discovery, and Service Portal development."

C. ServiceNow Certifications and Training 🏆
List all your certifications clearly and prominently. This is critical for ServiceNow roles.
· Required:
· Certified System Administrator (CSA)
· Implementation Specialists:
· Certified Implementation Specialist (CIS) - Specify Module, e.g., CIS-ITSM, CIS-HRSD
· Developers:
· Certified Application Developer (CAD)
· Others:
· Any micro-certifications, ServiceNow Developer Program completion, or specialist training.
· Include the year achieved.





D. Technical Skills Matrix 🛠️
Organise your technical skills into relevant categories.
	Category
	Skills / Modules

	Platform Expertise
	ITSM (Incident, Problem, Change, Request), CMDB, Asset Management (SAM/HAM), Service Portal (Widget/UI development), Flow Designer, Reporting, Performance Analytics (PA)

	Specialist Modules
	ITOM (Discovery, Service Mapping, Event Management), CSM, HRSD, SecOps, GRC

	Development
	JavaScript, GlideRecord, GlideAjax, API Integrations (REST/SOAP), UI Policies, Business Rules, Script Includes

	Methodology
	Agile (Scrum), Waterfall, ITIL (specify version), DevOps

	ServiceNow Versions
	List the major versions you've worked with (e.g., Utah, Vancouver, Washington)



3. Project Experience (The Core Section)
This is the most important section. Each project should be a distinct entry, structured to demonstrate your role and impact across the entire project lifecycle.

Project Template
Project Title: [Client/Company Name, if applicable] - [Module] Implementation/Enhancement/Upgrade 
Timeframe: [Start Date] – [End Date] (e.g., Jan 2024 – June 2024) ServiceNow Version: [e.g., Utah] Role: [Your Title, e.g., Lead ServiceNow Developer, Solutions Architect, Senior Administrator]
	Project Stage
	Your Key Responsibilities and Achievements (Use Action Verbs)

	Requirements & Design
	• Conducted workshops with stakeholders (e.g., IT Operations, HR) to capture User Stories and functional requirements for the ITSM implementation. 
• Developed High-Level Design (HLD) and Low-Level Design (LLD) documentation, including data models for CMDB integration.

	Implementation & Development
	• Configured core ITSM modules and built a custom Service Portal using ServiceNow Widgets and JavaScript. 
• Developed custom Script Includes and Business Rules to automate Change Management approvals. 
• Integrated ITOM Discovery with existing infrastructure tools via REST APIs.

	Testing & Deployment (UAT/Go-Live)
	• Created and executed comprehensive Unit Test and System Integration Test (SIT) plans. 
• Provided support during User Acceptance Testing (UAT) and coordinated the production Go-Live.

	Enhancements & Post-Go-Live
	• Led post-implementation review, resulting in a 20% reduction in Incident resolution time through optimisation of SLAs and queue routing. 
• Developed Performance Analytics (PA) dashboards for executive reporting on service desk metrics.



Highlighting Specific Outcomes
· Implementation: Focus on setting up from scratch, designing architecture, and module configuration.
· Goal: To prove you can deliver a complete, functional solution.
· Enhancements: Focus on optimisation, customisation, and new functionality.
· Goal: To prove you can improve existing systems and solve complex business problems.
· Upgrades: Focus on technical readiness, testing*, version management, and risk mitigation.
· Goal: To prove you can keep the platform current and stable.

4. Industry Experience 🌍
A concise section demonstrating your versatility and understanding of different sector-specific needs.
Industries Served:
· Financial Services: (e.g., Expertise in strict regulatory compliance, SecOps, and high-volume transaction environments.)
· Healthcare: (e.g., Experience with HIPAA compliance, patient data security, and EMR integrations.)
· Telecommunications: (e.g., Implementing ITOM solutions for network monitoring and high-availability systems.)
· Retail/E-commerce: (e.g., Focus on Customer Service Management (CSM) and fast incident response for online services.)

5. Education
List your formal education (Degree, University, Year). This is typically placed last.

6. Summary Checklist
· Action Verbs: Start bullet points with strong action verbs (e.g., Led, Architected, Developed, Configured, Automated).
· Metrics: Use numbers and percentages to quantify achievements (e.g., Reduced Incident backlog by 35%, Supported 5,000 users).
· Keywords: Ensure the CV is rich with relevant keywords like ITSM, CMDB, Discovery, Flow Designer, and version names for Applicant Tracking Systems (ATS).
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