
A) Create rule based Incident ticket using email in Service Now: 

In this Scenario, Create Incident ticket based on rule configured in Service Now. Here, we will create 

incident tickets only if subject line start with “INC” tag. 

Once Incident created we want to notify details of incident tickets to the requestor/Caller of the ticket. 

To achieve this we need to do below configurations in Service Now. 

1) Setup Inbound and Outbound email accounts in service now:- 

-Inbound email Account: 

Login to service now instance, use the Application Navigator in the main ServiceNow browser window to 

open system mailbox-> Open Email accounts. Create email account record for inbound email by 

providing all required information. Refer to below screenshot. 

 

Click on Test connection to validate credentials. 

-Outbound email Account: 

Similar to inbound account setting, Go to Email Accounts. Create email account record for outbound 

email by providing all required information. Refer to below screenshot. 

 

Click on Test connection to validate credentials. 



2) Create Inbound Action: 

To create inbound action, use the Application Navigator in the main ServiceNow browser window  to 

open system Policy-> open Inbound Email Actions and click on New Inbound email action. 

 Provide all required information as shown in below screenshot. 

 

 

 Select “New” in type to create new incident. 

In conditions add filter on subject by selecting “Subject” and give condition as “starts with INC”. 

Select action tab and provide field mapping, map email contents to service now fields. Like email body 

mapped to description field, email subject mapped to short description field. 

Caller mapped based on from address and verified from User records. Similarly you can map other fields 

also.  



 

Refer to below screenshot. 

 

 

 

 

 

 

 

 



3)Configure Notification: 

Once incident ticket raised we want to inform Requestor/Caller details about the incident ticket. To 

configure new notification use the Application Navigator in the main ServiceNow browser window to 

open Notifications. You can create your own new notification rule or modify existing one. Here we will 

modify existing rule . Open “Incident opened for me” and modify body as per your requirement. 

Refer to below screenshot. 

 

In this notification rule we have modified  “what it will conatin” section and other setting kept as it is. 

Send email to inbound email account whose subject line start with”INC” tag. Make sure that , from 

address is tagged to one of the user account. Once email sent, its takes few minutes by email engine to 

parse the email and create it. To verify that you can check email status under “received” section for 

Inbound. Once it done it will shows status of that email as “Processed”. It means that  Incident created 

successfully and system will notify details about incident to caller of the ticket based on our 

notifications. 


