
PORTFOLIO SAMPLE

Workmate Self-Service Support Flow
Redesigned into a cleaner workflow diagram for knowledge base support and incident escalation.

Format Audience Purpose

Workflow diagram Workmates using the ServiceNow KB Guide self-service troubleshooting and escalation

Workmate encounters
an issue

A task, tool, or process is
blocked or unclear.

Open the ServiceNow
Knowledge Base
Start with the approved

self-service support channel.

Search or browse for
help content

Locate the relevant KB, FAQ,
or troubleshooting article.

Review the article and
follow the steps

Apply the documented
guidance and validate the

result.

Confirm whether the guidance
resolved the issue

Compare the article instructions against the
current workflow and expected result.

Issue resolved?
Continue working

Return to task with no further action
required.

Submit an incident report
Escalate the unresolved issue through the

approved support process.

Yes No

Portfolio note: This version simplifies the original diagram into a cleaner support workflow with clearer labels, improved spacing, and a stronger visual hierarchy.


