
UNIVERSITY OF SOUTHERN CALIFORNIA

Senior ServiceNow Architect (ITS)

Job Code: 166781

OT Eligible:

Comp Approval:

Establishes and manages the ServiceNow platform’s long- and short-term strategies, working 
closely with stakeholders, technical teams, and customers. Manages the design, architecture and 
operations, and associated integrations. Conceptualizes and documents architecture 
recommendations, builds roadmaps and processes that meet current needs, and anticipates future 
needs. Ensures system availability and usability, and balances time-to-delivery and architectural 
design against requirements. Acts as primary on-call resource for operational issues, responsible 
for solution design and review of all business processes and system level changes. Demonstrates 
ITS values in action.

JOB SUMMARY:

JOB ACCOUNTABILITIES:

*E/M/NA % TIME

No

1/17/2020

______ Manages the design, architecture, and operations of the ServiceNow technical 
platform and associated integrations. Develops information architecture guiding 
principles, translating and clearly formulating SaaS architecture issues, and creates 
conceptual, physical models in response to platform needs. Develops and 
administers data definitions, standards, and procedures around logical designs, 
processes and procedures. for information architecture models.

______

______ Identifies and conducts business requirements, designs, prototypes, tests, test 
plans, and training. Builds roadmaps and processes that meet current needs, and 
anticipates future needs. Contributes to overall standards, leading-edge practices 
and approved methods. Participates in regular touchpoints to understands user 
needs and preferences, building and maintaining strong relationships with a broad 
range of customers, partners, and key stakeholders in administrative and academic 
units.

______

______ Manages ServiceNow solutions, providing the best value. Identifies root causes 
and assesses system health. Maintains currency with new developments in 
ServiceNow technology and architecture across the platform. Participates in the 
innovation process through research and by leveraging the latest industry 
knowledge.

______

______ Ensures system availability and usability, and balances architectural and time-to-
delivery designs against requirements. Collaborates with developers on standards 
and approaches to ensure customer satisfaction. Gains insights into customer pain 
points, challenges, and needs. Assists in identifying business value opportunities 
for customers, partners and key stakeholders. Addresses customer issues and 
complaints, and routes to the appropriate party for tracking and resolution.

______

______ Supports the service management team’s vision and process improvement efforts. 
Aids the cultivation of an inclusive environment and a culture of trust and 
transparency, sharing information broadly, openly, and deliberately. Builds and 
maintains collaborative relationships with diverse team members, peers, and 
leaders. Actively embodies ITS values and behaviors (e.g., accountability, ethics, 
best-in-class customer service).

______
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*Select E (ESSENTIAL), M (MARGINAL) or NA (NON-APPLICABLE) to denote importance of 

each job function to position.

JOB QUALIFICATIONS:

Performs other related duties as assigned or requested.  The university reserves 
the right to add or change duties at any time.

EMERGENCY RESPONSE/RECOVERY:

Essential:

In the event of an emergency, the employee holding this position is required to 
“report to duty” in accordance with the university’s Emergency Operations Plan 
and/or the employee’s department’s emergency response and/or recovery 
plans.  Familiarity with those plans and regular training to implement those 
plans is required.  During or immediately following an emergency, the employee 
will be notified to assist in the emergency response efforts, and mobilize other 
staff members if needed.

No

Yes

Minimum Education:

Bachelor's degree

Combined experience/education as substitute for minimum education

Minimum Experience:

5 years

Preferred Education:

Bachelor's degree

Preferred Experience:

8 years

Minimum Field of Expertise:

ITIL Foundations certification. Three years' experience implementing and customizing the 
ServiceNow platform. ServiceNow System Administrator Fundamentals training, and 
experience with the core ITSM, Service Portal, GRC and Security Operations applications. 
Experience with service-oriented architecture (SOA) and web services integration (SOAP, 
WSDL, REST). Proficiency in JavaScript, JavaScript frameworks (e.g, Angular, XML, 
HTML, CSS, DOM, REST), and experience with AD, SSO and LDAP. Experience with 
design, architecture, and implementation of enterprise IT environments across all 
architecture layers, with proven ability to provide technical leadership, oversight, and 
support governance. Demonstrated ability of working with stakeholders to determine the 
technical strategy and roadmap for ServiceNow solutions, and a track record of 
communicating design concepts, policy, and standards to engineering and executive 
leadership. Foundational knowledge of relational databases, and demonstrated experience 
driving consistency across a system with standards and rigorous testing, and aligned with 
best practices. Experience with the design and implementation of multiple third party 
integrations to ServiceNow, including configuration of ServiceNow mid-servers. Experience 
mentoring staff, and assigning or delegating prioritized activities to peers and team 
members based on importance, urgency, and alignment to the organization's objectives. 
Experience providing quality assurance evaluations, establishing testing protocols, and 
testing system stability. Ability to develop positive working relationships and strong rapport 
with team members.

Preferred Field of Expertise:
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SIGNATURES:

Employee: _____________________________________  Date:_____________________________

Supervisor: ____________________________________  Date:_____________________________

The above statements are intended to describe the general nature and level of work being 

performed.  They are not intended to be construed as an exhaustive list of all responsibilities, 

duties and skills required of personnel so classified.

The University of Southern California is an Equal Opportunity Employer

Bachelor's degree in computer science, computer information systems, information 
technology, or relevant field.


