
Resource Manager |
Best Practice “Day in the Life”

Your Guides: Grant Zemont and Michael Meyers



Introductions

Let Rego be your guide. 
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• Take 5 Minutes

• Turn to a Person Near You

• Introduce Yourself

• Business Cards



• Open Discussion #1

• Resource Management Process

• Weekly Checklist for Resource Managers

• Open Discussion #2

• Best Practices/Tips and Tricks

• Open Discussion #3

• OOTB Resource Reports
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Agenda

Let Rego be your guide. 



Efficient and effective deployment and allocation of an 
organization’s resources when and where they are needed.
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What is Resource Management?

Let Rego be your guide. 



1. We don’t know who is working on what at an enterprise level.

2. I keep hearing we don’t have enough people to do all the work – is 

this true? How would I know?

3. Resource planning and forecasting is ad hoc, via spreadsheets, via 

multiple systems, difficult to get a clear picture beyond the next 

few weeks.
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What is the Problem are we Trying to Solve?

4. I don’t have visibility into resource issues ahead of time, only 
when conflicts arise NOW.

5. We always seem to be in fire-fighting mode when it comes to 
who’s working on what.

Let Rego be your guide. 



• What is your weekly resource management routine?  

• What steps in the process seem “broken”?
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Open Discussion #1 

Let Rego be your guide. 



Let Rego be your guide. 
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“Best Practices” Resource Management Process

Project 
Manager

Resource 
Manager

User

Creates Resource 
Plans and requests a 
User, Group or Role

Assign User to Tasks
on the Project

Manage Allocations 
Compared to Actuals 

on the Project

Manage Allocations 
Compared to Actuals 

on the Project

Analyze 
User/Group/Role 
Capacity Within 

Allocation 
Workbench

Identifies, Confirms
and Allocates

Named Resources to 
the Demand / 

Project

Approves Timesheet

Manage Allocations 
Compared to Actuals 

for Group/Direct 
Reports

Enters and Submits 
Timesheet



Let Rego be your guide. 
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Weekly Checklist for Resource Managers

Weekly Task Why?

Review and approve timesheets To ensure accuracy and compliance

Review “Requested” Resource Plans for 
your team/department

Replace requested Resources/roles with named resources

Review “Resource Reports” for your 
Resources to ensure appropriate 
utilization

To ensure resource is appropriately utilized
Inaccurate forecast can impact organizational staffing

Review resource allocations at the 
project level on the Resource 
Workbench for accuracy

To ensure resource forecast for each project is accurate
Inaccurate forecast can impact organizational staffing

Review “Task Wise” Resource Reports 
to compare Allocations vs Actuals

To ensure resources effort is matching their allocations



• How much time do you spend managing resource data?  

• What best practices, tips or tricks have you discovered?

• Do you use Operational Resource Plans in your 
organization?
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Open Discussion #2 

Let Rego be your guide. 



• In the next set of slides, Rego has compiled a set of tips, tricks and best 
practice points related to functionality.  

• It may seem choppy, because it is.

• Each slide is a different best practice point, so there is not a “flow” 
between slides in many cases.

Let Rego be your guide. 
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Format of This Session



Rego 
Best Practices / Tips and Tricks

Let Rego be your guide. 
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1. You don’t need a high degree of precision to make effective resource 
management decisions. The more precision you attempt to get, the more 
time and effort will be required. There is a point of diminishing returns.

2. If you’ve never done something like resource management which takes a 
bit of coordination and consistency across many groups and functions, it 
would be best to take a crawl, walk, run approach—start simple and then 
build it out further only if it makes sense.

3. Resource management is more about building effective and rather 
regimented processes and constantly improving; such as Agile 
approaches. 

Let Rego be your guide. 
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Implementation Best Practices



• When possible, use the ServiceNow Schedules to remove availability for 
the specified periods

• Add company holidays to the Holiday Schedule
• In multi-national organizations, it is best to use multiple schedules to represent 

various holidays and work times (8hr day vs. 7hr day, United States, vs Philippines, 
etc.)

• Add the holiday schedule as a child schedule to the default “Resource 
Management Schedule”.  

• Run the “Update Resource Capacity” job to update resource capacity based 
on the new schedule.

Let Rego be your guide. 
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Availability Best Practices



• Manage allocations by the month when first starting out.

• Adjust expectations of accuracy and granularity-based time horizon (e.g., 
100% allocated for next 4 weeks, +/- 10% for 4-8 weeks, +/- 20% for 8-12 
weeks).

• Compare Allocation against the prior two months of Actuals.

• Resource Managers should schedule staffing meetings to review and 
update allocations with staff.

Let Rego be your guide. 
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Allocation Best Practices



• The OOTB views are enough to manage resources – resource availability, 
utilizations, allocations, and allocation details.  However, often additional 
reporting can assist to ensure the data is:  
• Personalized for the user and use case

• Summarized to see issues immediately

• Drillable to allow quick view and update of issues

• Some sample views we have seen successful are:
• Project Manager and Resource Managers should compare Actuals (typically the last 

4 weeks) against the Allocations to determine if future resource commitments 
should be adjusted: Allocation Workbench and Resource - Task wise - Groups 
Member Allocation Details - Monthly (Hrs) report

• Define your own dashboard that displays your teams’ resource allocations.

Let Rego be your guide. 
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Reporting Best Practices



Use Operational Resource Plans to reduce availability for the operational 
work performed by your team or other Admin/Non-productive time.

Let Rego be your guide. 
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Tips and Tricks – Operational Resource Plans 

40 hrs/week ?? hrs ?? hrs ?? hrs

Total hours
Total available 
hours to begin 
with in 
ServiceNow

Operational 
Work

Enhancement 
Requests, etc.

Committed 
project hours
Projects that are 
underway and 
that resources 
are already 
allocated to; per 
individual

Available Project 
Hours

Project Availability
Time left that is available 
to book to projects

Admin/Non-
Productive 
Hours
PTO, Sick, 
Meetings, 
Travel, Admin, 
Role-specific 
training, etc.



Use % Capacity to easily earmark Operational Resource Plans to reduce 
availability and earmark operational work

Let Rego be your guide. 
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Tips and Tricks – Operational Resource Plans



• Setup notifications for specific 
actions such as Requested or 
Rejected Resource Plans to start off 
with until everyone gets familiar with 
the process/cadence, then deactivate 
if no longer necessary.

• Emails will provide direct links into 
ServiceNow for an action.

Let Rego be your guide. 
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Tips and Tricks – Notifications



In Madrid and later, setup a delegate to approve your teams Time Sheets 
while you are out of town, if you don’t use auto approve.

Let Rego be your guide. 
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Tips and Tricks – Delegate Time Sheet Approval

1 2

3



• Ensure you have solid notifications and 
reporting – this will help take the 
“noise” out of end user complaints.  
You have given them easy ways to see 
and links to correct data.

• Create Data Validation reports to 
highlight missing or bad data.

• Foster positive competition with a 
Compliance dashboard.

Let Rego be your guide. 
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Tips and Tricks – Data Maintenance 



Resource – Task wise – Group Member Allocation Details – Monthly (Hrs) 
shows Allocations vs Actuals for each user in a group over time.  

• Note:  Only shows if actuals when tied to allocations of a resource plan.

Let Rego be your guide. 
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Tips and Tricks – Task Wise Resource Report



Add the Actuals breakdown column to your Allocation Workbench to see Allocated and 
Actual hours by resource plan and user. 

Let Rego be your guide. 
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Tips and Tricks – Allocation Workbench



• How do you know if your data is good?  

• Which reports/dashboards do you use to report capacity, 
demand and other resource management information?
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Open Discussion #3 

Let Rego be your guide. 



OOTB Resource Reports

Let Rego be your guide. 
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• Resource Reports allow you to see who is working on what on your team (or individual person) over time.

• Go to Resource> Resource Reports> Resource Reports to access the 5 Reports:

• Availability

• Forecasted Utilization

• Committed Utilization

• Allocation

• Allocation Details

Let Rego be your guide. 
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Resource Reports



Total time that the resources are available after both hard and soft allocations. 

Availability = Capacity - Allocation.

Let Rego be your guide. 
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Resource Reports – Availability



Percentage of forecasted resource time utilization (includes soft and hard allocations). 

Let Rego be your guide. 
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Resource Reports – Forecasted Utilization



Percentage of committed resource time utilization (hard booked/allocated).

Let Rego be your guide. 
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Resource Reports – Committed Utilization



Percentage of committed resource time utilization (hard booked/allocated).

Let Rego be your guide. 
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Resource Reports – Allocation



A tabular breakdown of all allocation requests (soft bookings), committed allocations 
(hard bookings), and availability and capacity hours. 

Let Rego be your guide. 
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Resource Reports – Allocation details



Let Rego be your guide. 
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Questions?



Instructions for PMI credits 
• Access your account at pmi.org

• Click on Certifications

• Click on Maintain My Certification

• Click on Visit CCR’s button under the Report PDU’s

• Click on Report PDU’s

• Click on Course or Training

• Class Name = regoUniversity

• Course Number = Session Number

• Date Started = Today’s Date

• Date Completed = Today’s Date

• Hours Completed = 1 PDU per hour of class time

• Training classes = Technical

• Click on I agree and Submit

Let Rego be your guide. 
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Thank You For Attending regoUniversity

Phone
888.813.0444

Email
info@regouniversity.com

Website
www.regouniversity.com

Let us know how we can improve! 
Don’t forget to fill out the class survey.

mailto:info@regoconsulting.com
http://www.regoconsulting.com/

