
                        Service Now-Cherwell Integration 
Statement: Once Incident ticket is created in service now, generate corresponding incident ticket in Cherwell and 

once service now ticket is closed then related incident ticket in Cherwell need to be closed. 

Solution: Here, first off all we will add fields on service now incident form to capture Cherwell incident ticket 

information. So we will add fields (“Cherwell incident id” and “Cherwell incident rec id”) on service now incident 

form. 

To achieve this integration we will need to do two calls, first to generate access key for Cherwell and second to 

perform operation in Cherwell tool like creating new ticket or updating existing ticket for both operation we need 

access key to perform it at Cherwell end. 

To achieve this integration end to end, we will write three Rest Messages in service now. First is for generating 

access key for Cherwell. Second one is for creating incident ticket in Cherwell and third one is for updating incident 

ticket in Cherwell (Closing ticket). 

A) Rest Messages: 

1) For Access Key: 

Refer to below screenshot to generate access key for Cherwell using Rest Message. 

 

 

 

 

 



   2)  For Creating Incident in Cherwell: 

a) Refer below screenshot to create Incident in Cherwell using Rest Message 

 

b) Below screenshot shows how to pass JSON input to create incident in Cherwell. We need to pass this 

JSON in Create Incident Rest Message under Content section. 

 

 

 

 

 

 



    3) For Closing Incident in Cherwell: 

a) Refer below screenshot to close Incident in Cherwell using Rest Message 

 

b) Below screenshot shows how to pass JSON input to close incident in Cherwell.we need to pass this 

JSON in close Incident Rest Message under Content section. 

 

 

B) Business rule: 

Here, we need to write business rule to trigger above Rest Messages on specific action performed in 

service now. 

-To create Incident ticket in Cherwell, we will write Business rule on Incident form and on insert action 

with “async” option and in advance section we will write script which triggers Rest Messages by passing 

run time parameters to it. 

In this business rule we will generate session key for Cherwell as a first part and second part we will 

create actual incident ticket by using session key and passing runtime parameters as input. 



Rest Message will provide response in JSON format then we need to parse that JSON output to retrieve 

specific field value, for this we will use JSONParser(); 

-To update/Close incident we will write one more business rule on incident form and on update action 

with “after” option and in advance section we will write script which triggers Rest Messages by passing 

run time parameters to it. 

Similarly we will use same concept and logic to parse JSON output using JSONParser(); this business rule 

also contains generating session key part as first call and second call for close incident ticket by passing 

incident ID which was stored on Service Now incident form. 

-Prerequisites: 

1)Mid server should be in place to communicate between  Service Now server(Cloud)and Cherwell 

server(If its local) or Service Now and Cherwell Servers need to handshakes with each other to perform 

actions(using VPN tunnel or any other way) 

2)You need to know exact JSON format for Cherwell API’s if not then you should involve Cherwell Admin 

to get these details. 

 


