
GEORGE CRITTENDEN, JR. 

ServiceNow Developer / IT Systems Administrator 

Houston, TX Area   •   (281) 818-2241   •   george.crittenden@gmail.com  

Web Profile: https://www.george-crittenden.info 

ServiceNow Certified IT Specialist with 15+ years of multifaceted experience in enterprise systems 

administration, infrastructure engineering, and workflow automation. Adept at driving process optimization & 

designing robust ITSM solutions across software development lifecycles (SDLC). Proven track record of 

leveraging technology to streamline operations and maximize platform value. 

 

TECHNICAL PROFICIENCIES 

ServiceNow: ITSM, ITOM, CSM, APM, Workplace Service Delivery (WSD), Event Management, Knowledge Management, Now 

Mobile, Service Portal, Integration Hub ETL, Import Sets, Discovery, Catalog Items, Record Producers, Order Guides 

ITSM & Analytics:  ITIL, IFS Assyst, Power BI, Tableau, JIRA, BMC Patrol, HP OpenView, SolarWinds, IBM Tivoli, Nagios 

Cloud Operations:   Azure DevOps, AWS DevOps 

Operating Systems: Linux (Red Hat), Unix (Solaris, AIX, HP-UX), Windows Server, z/OS Mainframe, Cisco IOS 

Programming & Data: JavaScript, SQL, HTML, Scripting (Bash/Python), PowerShell, J2EE (Apache Tomcat, WebSphere) 

 

PROFESSIONAL EXPERIENCE 

Solution Consultant — Resolve Technical Services   (Remote / Hypori Contract) 05/2026 – Present 

Lead ServiceNow Developer engaged to design, configure, and automate an enterprise Customer Service Management 

(CSM) and Service Portal platform. Engineered end-to-end B2B/B2C case management workflows, intelligent ticket routing, 

multi-system synchronization, and granular external user security. Primary responsibilities entailed: 

 

Architectural Strategy & Solution Design 

• Customized Enterprise Service Portal: Tailored CSM Service Portal interface, authentication models, and case 

submission workflows to deliver an intuitive request tracking experience for internal and external enterprise users.  

• Access Control & Data Governance: Designed role hierarchy and access model utilizing Role-Based Access 

Control (RBAC) to guarantee strict data privacy and isolate external customer data from internal records. 

• Case Routing & SLA Strategy: Formulated tier-based assignment strategies, escalation templates, and dynamic 

SLA definitions tailored to account-level criteria.  

 

Hands-On Development & Configuration 

• Module & Queue Configuration: Configured Advanced Work Assignment (AWA) queues, notification preferences, 

bounce-back rules, and OOB CSM case submission behavior.  

• Portal & UI Development: Built customized Service Portal components, configured portal authentication flows, and 

authored UI Actions for ticket reassignment and tag insertion.  

• Scripting & Data Policies: Developed advanced server-side logic including before-query and after-insert Business 

Rule automation for rate limiting and enforced platform-wide Data Policies for validation and naming conventions.  

. 

IT Systems Consultant — Insight Global (Remote / FBISD) 03/2025 – 05/2026 

Lead Administrator responsible for driving standardization & steering process improvement efforts within FBISD organization. 

Provide operational support & work reduction through automation in support of enterprise ITSM platform (IFS Assyst). 

Assemble platform feature enhancements, remediate defects, & diagnose infrastructure behaviors. Primary responsibilities 

entailed: 

• Design process-specific platform solutions & enterprise integrations compliant with stakeholder requirements  

• Organize platform content in support of enterprise & End User data analysis (Reporting & Dashboards)  

• Coordinate requirements review with business & ITIL process leaders ensuring suitability of proposed IT solutions  

• Promote technical delivery across project execution lifecycle (Requirements, Design, Build, Test, Deploy, & Support)  

https://www.george-crittenden.info/


 

ServiceNow Developer — ProSoDel (Remote / Department of Veterans Affairs) 01/2024 – 01/2025 

Provide application development & systems analysis for ServiceNow enterprise infrastructure within federal IT project   

operations (Veterans Administration). Develop ServiceNow feature enhancements, remediate defects, & implement 

infrastructure integrations as part of Agile development process. Primary responsibilities entailed: 

• Design module-specific platform solutions (APM) & enterprise integrations compliant with stakeholder requirements  

• Organize SDLC development tasks & testing of user-reported solution defects & feature enhancement requests  

• Coordinate CMDB maintenance & Data Loads (via Integration Hub ETL, Import Sets & manual CI Bulk Edits)  

• Publish feature summary documentation & training content videos for application end users & stakeholders 

 
 

Adjunct Instructor (Cisco CCNA) — Bread of Life Academy (Remote) 01/2024 – 01/2025 

Provide virtual instruction for Computing Technology, Cybersecurity, & Enterprise Networking (Cisco Academy-affiliated).  

Primary responsibilities entailed:  

• Delivered training in configuration management, diagnostics, & resolution strategies for Cisco-based enterprise networks.  

• Provide quality and technically relevant instruction, assessment, and feedback in lecture and laboratory  

• Teach approved curriculum content, Construct tip sheets & approved materials needed for effective instructional delivery  

 

Enterprise Architect — TierPoint (Remote) 07/2021 – 09/2023 

Integrate, develop, & grow the ServiceNow platform as operational process and data hub. 

Advise organization stakeholders on platform best practices to create lasting value & enhanced experiences. 

Primary responsibilities entailed:  

• Establish solutions & architectures for integrating core enterprise processes, data structures, & third-party applications 

• Organize SDLC sprint tasks (Scrum Lead) & testing of user-reported solution defects & feature enhancement requests  

• Coordinate requirements intake with business & process leaders to ensure solution suitability for existing IT ecosystem   

• Coordinate CMDB maintenance & Data Loads (via Integration Hub ETL & import scheduling)  

 

IT Operations Process Lead — Hewlett Packard Enterprise (Remote) 10/2020 – 07/2021 

Coordinate requirements gathering for system integrations, platform optimizations, and work reduction through automation. 

Develop ServiceNow feature enhancements, remediate defects, & diagnose infrastructure integrations as part of Agile 

development process. Help drive standardization & steer process improvement efforts. Primary responsibilities entailed: 

• Design automated software and product upgrades, change management, and release management solutions  

• Develop ServiceNow dashboards & reporting to aid troubleshooting & visualization of systems performance  

• Consolidate existing Catalog Items into bundled Order Guides to align with updated business processes 

• Configure CICD integration prototypes for Azure DevOps pipeline to implement CICD Process Improvements 

  

ServiceNow Developer (Contract) — Leidos (Remote / DOD USAF Contract) 09/2019 – 03/2020 

Provide application development & operational change management tasks for ServiceNow enterprise infrastructure to 

minimize customer outages and service impacts within federal IT project operations (DOD USAF). 

Primary responsibilities entailed: 

• Organize SDLC development tasks (JIRA) & testing of user-reported solution defects & feature enhancement requests  

• Aligned change management schedules to execute systems maintenance, vendor fixes, and package deployments with 

minimal customer downtime. 

• Configure integrations for AWS DevOps pipeline to implement CICD process improvements 

 

Sr. Application Administrator — AIG (Houston, TX) 05/2015 – 03/2019 

Lead Application Administrator responsible for monitoring core infrastructure services & coordinating resolution of global break 

fix issues aligned within AIG Global Services organization. Primary responsibilities entailed: 

• Construct Service Portal Catalog Items & Record Producers compliant with stakeholder requirements  

• Align Discovery schedule automation & patterns to populate CMDB content per stakeholder requirements  

• Customize SQL updates for production databases (Oracle, SQL Server, MySQL) relevant to ITSM operations  



Lead Engineer — JPMorgan Chase (Houston, TX) 03/14 – 05/15 

Lead team of 10+ System Engineers responsible for monitoring core infrastructure services & resolving global break-fix issues 

aligned within CCB CTO organization including Distributed, Storage, Mainframe, & Batch operations. Primary responsibilities 

entailed:  

• Coordinate systems administration activities for production enterprise J2EE systems (WebSphere/Apache/Tomcat)  

• Validate application performance & SLA compliance via vendor tools & custom instrumentation (Tivoli/SPLUNK/log 

analysis)  

• Coordinate workflow tuning for proprietary BPM applications [Pega Rules Process Commander (PRPC) framework]  

• Troubleshoot priority incidents, facilitate blameless post-mortems, and ensure permanent closure of incidents  

  

Adjunct Instructor — Lone Star College System (Houston, TX) 11/2009 – 06/2019 

• Instructed post-secondary courses in Computer Information Technology, including Enterprise Networking protocols, 

programming fundamentals (HTML, VB.Net), and systems administration. 

 

EDUCATION & CREDENTIALS 

University of Houston-Clear Lake — Master of Business Administration (MBA) & Master of Science in MIS  

Prairie View A&M University — Bachelor of Science in Electrical Engineering  

ServiceNow Certified System Administrator (CSA) — Candidate ID: 21205636  

CompTIA Security+ — Candidate ID: COMP001021577038 

Cisco Certified Network Professional (CCNP) — Cisco ID: CSCO11648470 


