
Amanda works in the Office of Regulatory Affairs where she and her team manage

various cases across the agency. Their duties include confirming that employees are

authorized for remote work and ensuring they are equipped with the required I.T. tools

to handle records and sensitive information securely.

Despite the critical nature of these responsibilities, Amanda’s team lacks a

centralized system to track the progress and status of telework cases. Each case

involves three departments: the employee’s department, the HR department, and the

IT department. The absence of a unified case management system complicates the

coordination and monitoring of tasks, leading to potential inefficiencies and security

risks.

TToday the today the team is useam is using:ing:

PDF / WPDF / Worord Formd Form

• A PDF form to fill the details about the request

EmailsEmails

• Email to send the request in PDF format

• Email to receive Submissions

• Communicate task updates

SprSpreadseadsheeheett

• Spreadsheet to track approvals & tasks across departments

• IT for Remote Access request

• HR for Safety & Manager

• Manage updates to Telework cases

Use Case
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ChallengeChallengess

The lack of a single platform to manage their work results in:

WWasastted Timeed Time SSttafaff Bf Burnouturnout

wasted staff time

coordinating and

communicating updates.

Staff Burnout as much of the work focuses on

the crisis of the moment instead of planned and

leveled workload

UnnecUnneceessssarary Firy Fireefightingfighting PPoor Voor Visisibilitibilityy

Unnecessary Firefighting by

the team to avoid security

and safety issues

Lack of clear status of the work across

departments.

Amanda and her team have reached out to the IT department for help, but they

have no availability to take on new projects. However, they gave Amanda access as

a Citizen Developer to the organization's ServiceNow development instance.

Today your mission, and you have accepted it, is to play the role of Amanda and

create a solution to efficiently manage cross-departmental work.

Let's make her world of work better…



Along with the ServiceNow instance URL and credentials, the I.T department sent you

an email to start your Citizen Developer Journey on ServiceNow App Engine.

💡💡 PPrreewwork tork to so sttarart yt your Citizour Citizen Deen Devveloper Jeloper Journeourney ony on

SServicerviceNoeNoww

1.1. Make a list of the data you need to track. Ex: Category of work

2.2. Reach for help on the channel @transformNow

33.. If you're using a spreadsheet today, make a copy and keep only the data

required. See the Don'ts section

4.4. Use the record producer to create a form quickly and reuse any relevant

questions set

55.. If case workers need to create and see tasks related to the case, add the

related list ( "Task→Parent") to a form ( see documentation )

66.. Read the No-CNo-Code Citizode Citizen Deen Devveloper Geloper Guide fuide for the Noor the Now Platw Platfformorm

Planning

https://docs.servicenow.com/bundle/utah-platform-administration/page/administer/form-administration/concept/configure-form-layout.html
https://developer.servicenow.com/dev.do#!/guides/utah/now-platform/citizen-dev-guide/cd-planning


DonDon''ttss

1.1. Don't create and import the following data. ServiceNow will take care of that

for you

•• Approvals tracking data such as approval status and dates

•• Dates related to the case. Ex "submission date"

Amanda made a lisAmanda made a list ot of the kf the keey daty data that the ta that the team is tream is tracking and is eager tacking and is eager to so sttarart.t.

Next, review the Takeoff Checklist to make sure you have the right files and resources

needed to complete the lab.



Let's make sure you have everything you need to get started.

• A ServiceNow instance URL and credentials.

• Download the lab files archive telework_lab_files.zip

• Extract the lab files archive and check that you have the following files:

• File 1: telework_App_Logo.png

• File 2: telework_Cases.xlsx

• File 3: telework_Data.xlsx

• File 4: telework_icon.png

• File 5: telework_form_annotation.docx

Takeoff Checklist 🚀

https://creatorworkflowsnow.github.io/assets/files/telework_lab_files-5a5845872b39baf02ed6204bed47ed6b.zip


PurpoPurpossee

In this exercise, we will learn how to create the core data elements of our application.

GeGettting sting sttarartteded

1.1. If the GeGettting Sting Sttarartteded dialog opens, close it by clicking the GeGet St Sttarartteded

button.

2.2. This reveals the homepage of App Engine Studio. From this page:

•• You can create new applications or extend previously developed

applications.

•• There are a variety of templates provided out of the box that contain

Overview: Build the Foundation



examples of configurations that address common business challenges.

•• Feel free to return here later to review some of the capabilities enabled

with these templates.



1.1. Click on the CrCreateate Appe App button.

2.2. Configure the app.

1.1. Name: TTeleelewwork Cork Casase Managemente Management

2.2. Description: Manage TManage Teleelewwork rork requeequesstts acrs acroosss depars departmenttmentss

NONOTETE

Your initials will prevent you from using the same app name as

another lab attendee.

33.. OpOptionaltional – Add an image to the application. Images can be a great way to

personalize and provide character for your application.

1.1. Click the app logo or browse to upload tile.

1.1 Create the Application



2.2. Browse to and select the tteleelewwork App Lork App Logoogo.png.png file you downloaded.

4.4. The screen should look like below (note in this case we used ER as initials).

55.. Click on the CContinueontinue button.

66.. In the LLeett''s add rs add roleoless screen, Click on the CContinueontinue button.



77.. The app will be created. Once it is finished, Click on the

Go tGo to app daso app dashboarhboardd button.



We will create the core tables for our application. To create a table in App Engine

Studio:

1.1. Click the AAdddd icon (⯑ Add) for Data on the App Home tab.

2.2. ① Select ImporImport a sprt a spreadseadsheeheett tile,

② Click on the CContinueontinue button.

1.2 Create the Tables with Data



33.. ① Drag and drop the file TTeleelewwork Datork Data.xlsa.xlsxx (in the telework_lab files folder

we downloaded earlier),

② Click on the CContinueontinue button.

4.4. Our spreadsheet has multiple sheets. WWe only need the fire only need the firsst onet one "Telework



Arrangement".

55.. ① Check ☑ ImporImport sprt spreadseadsheeheet datt dataa (in the telework_lab files folder we

downloaded earlier),

② Click on CCononvverert tt to to tableable.

66.. ① Select CrCreateate nee new tw tableable (to hold the Arrangement data),

② Click on the CContinueontinue button.



77.. ① Click the Expand/Collapse icon (⌄) for the "Code" field to see advanced

configuration options,

② Check the DisplayDisplay checkbox,

③Click on the CContinueontinue button.

INFOINFO

The DisplayDisplay field is the one that appears if you reference this record from

another table. A table can only have a single field marked as the DisplayDisplay field.

For example, in a drop-down or reference we want it to display the code

"Remote Telework" and not the full Description.

Fields are also known as table columns.

8.8. SSeet the tt the table nameable name

① Set the table label to ArrArrangementangement. (Hit ⇥ Tab ) The table name will auto

populate.

② Click on the CContinueontinue button.



99.. SSeet the permist the permisssionsions

① For the adminadmin role, click the AllAll checkbox

② For the ususerer role, click the AllAll checkbox and then remove the DeleDelettee

permission.

③ Click on the CContinueontinue button.



1010.. A loading screen will appear while the table is being created. When it

completes, click DoneDone .

11.11. We haven't converted all the sheets in the spreadsheets, so we'll see this

message pop up.

INFOINFO

This is intentional to show you that you do not have to import all of the sheets in

a workbook.

12.12. Click YYeess, leav, leavee .



1313.. Let's add the Telework Case table. Click the AAdddd icon (⯑ Add) for Data on the

App Home tab.

14.14. ①Select ImporImport a sprt a spreadseadsheeheett.

②Click CContinueontinue .



1515.. On the Choose a spreadsheet to import from screen, click the DrDrag and drag and dropop

or bror broowwsse te to upload spro upload spreadseadsheeheett link.

1616.. Browse and select the tteleelewwork_ork_ccasaseess.xls.xlsxx file you downloaded.

1717.. Select ☑ ImporImport sprt spreadseadsheeheet datt dataa.

18.18. Click on the CContinueontinue button.



1919.. Select CrCreateate fre from an eom an extxtensensible tible tableable, then click CContinueontinue .

2200.. On theOn the WWhich thich table do yable do you wou want tant to uso usee?? sscrcreen,een,



➊ Click in the table field,

➋ Select the TTasaskk table,

➌ Click on the CContinueontinue button.

21.21. On theOn the lelett''s ges get mort more infe info about yo about your neour new tw tableable sscrcreen,een,

➊ Set the "Table label" to TTeleelewwork Cork Casasee. (Hit ⇥ Tab ) The "Table name" will

auto populate.

➋ Check the AAututo numbero number,

➌ Keep the Prefix as TELTEL

➍ Click the CContinueontinue button.



22.22. SSeet the permist the permisssionsions..

① For the adminadmin role, click the AllAll checkbox

② For the ususerer role, click the AllAll checkbox and then remove the DeleDelettee

permission.

③ Click on the CContinueontinue button.



2233.. Click CContinueontinue .

224.4. A loading screen will appear: Sit tight while we create data mapping instance

for table Arrangement.

Click CContinueontinue on the next screen.

2255.. Read the help pop-up and click NeNextxt until DoneDone .



1.1. Click NeNextxt

2.2. Click NeNextxt

33.. Click NeNextxt



4.4. Click DoneDone



2266.. Notice the fields have already been auto-mapped, but some are not correct.

Clear out the Transfer reason value.

2277.. Click on the Add Fields link button at the top.

228.8. Hover over the row and edit the Reason field by clicking on the pencil icon.

2929.. 1.1. Click "String" under Field tField typeype



2.2. Select ChoicChoicee

33.. Click the UpdatUpdate fielde field button.

The choicThe choicees will be added fs will be added for yor you basou based on the spred on the spreadseadsheeheet datt data!a!



3030.. Days per week is ok as an integer. Do not do anything to it.

331.1. Edit the Arrangment field.

1.1. Hover over the row and edit the Arrangement field by clicking on the

pencil icon.



2.2. Click "String" under Field tField typeype

33.. Select "Reference"

4.4. Type "Arrangement" into the RReeffererencence te tableable field and click on the

"Arrangement" table.



55.. Click UpdatUpdate fielde field .

32.32. Now that you have configured the new fields click AAdd fieldsdd fields to add them

to our new table.



3333.. Clear the Description, Opened, and Transfer reason values, and click

CContinueontinue in the bottom right corner.



334.4. Your table is now ready. Click the EEdit tdit tableable button. Click through all the

helper screens.

3355.. Click the NeNextxt button on the Welcome to Table builder helper and other

popups.



INFOINFO

We can see all the fields that our table inherited from the Task table, making

building applications faster.

ExExererciscise Re Rececapap Congratulations, you've built the first tables in your solution.

In this exercise, we learned how to create a new application and map out the data

elements important to enable our business process.

We learned to use the Table Builder to add and configure columns including

Reference fields and Choice lists.

We were able to complete all these tasks using simple point-and-click administration

and without requiring specialized application or database knowledge.

NeNext wxt wee'll t'll takake a look at the lise a look at the list & ft & form vieorm viewws that havs that have been genere been generatated fed for our tor our tableable

and adand adjusjust the layt the layoutoutss..



PParart 1 - Wt 1 - We ce can alran already useady use the Ce the Casase Lise Listt

Without any code, we can start working and managing our records.

1.1. From the DatData Ta Table And Formsable And Forms tab, prpreevievieww the Telework table.

2.2. Hover the column header PPrioritriorityy , rightright-click-click to display the menu and then

select Pie CharPie Chartt.

1.3 Configure the Table Form



33.. And voila, we get a Pie chart that shows us the distribution of cases by

Priority.

4.4. Explore the other tools in the Context Menu such as Visual Task Board.

55.. The team struggles managing and understand the status of related tasks.

Let's fix that.

66.. Click the back button on the Pie Chart report to get back to the list.



77.. Open a record by clicking the number field.

8.8. Configure the related list by doing:

1.1. Right-click on header.

2.2. Select CConfiguronfiguree.

33.. Then select RRelatelated Lised Listtss.

99.. In the new form:

1.1. Select the item TTasask k → P Pararentent.

2.2. Click on the button to move the item to the selected list.

33.. Click on the SSavavee button.



NoNow a new a new tw tab at the boab at the bottttom oom of the ff the form will sorm will shohow rw rececorords that havds that havee
rrelationselationshiphips ts to the curro the current rent rececorord.d.

1010.. Go back to the list view by clicking on the back button at the top.



11.11. We can even start creating new records/cases. Click NeNeww in the top right.

BBut wut wait, the fait, the form doeorm doesnsn''t havt have the fields we the fields we we want. Lant. Leett''s fix that.s fix that.

1313.. Close the Preview tab by clickingclicking the XX.

PParart 2 - Ct 2 - Configuronfigure Te Teleelewwork Cork Casase Forme Form

1.1. At the top-center of the table, click FormsForms.



AAs ws we cre createated our ted our table bable by ey extxtending the Tending the Tasask tk tableable, w, we inherite inherited sed some fieldsome fields
wwe done don''t need ft need for our usor our use ce casasee..

2.2. Remove the following fields from the form by clicking the X.

•• Number

•• Configuration Item

•• Active

•• Parent

33.. Users want to see who opened the case. We can easily fulfill the requirement

by reusing the Opened bOpened byy field from the Task table. In the Fields tab to the left

is where existing fields can be added.

INFOINFO

Note that there are more than 60 fields available to use. The number of fields

may be different as other ServiceNow application may add fields onto the Task

table.

4.4. Click the circled plus icon ⊕ to add a field above



55.. ① Type Opened bOpened byy in the Search box

② Click on the Opened bOpened byy field

66.. Repeat the operation to add the field ArrArrangementangement



77.. Add the field DayDays per ws per weekeek

8.8. Add the field RReaseasonon

NoNow ww wee'll add the A'll add the Activitctivity fy formatormattter that prer that proovidevides a ws a way tay to pro preessent the auditent the audit
hishisttorory oy of a parf a particular rticular rececorordd

1010.. ① Click MorMoree

② Click FormatFormatttererss



1.1. Drag the "AActivitiectivities (filts (filterered)ed)" field onto the form below the Short description

field.

12.12. Your form should look like something this (doesn't have to have exact same

layout):



1313.. On the top right, Click on the SSavavee button

PParart 3 - Pt 3 - Prreevieview the Arrw the Arrangement fangement formorm

1.1. Go back to the App Home

2.2. Click on the ArrArrangementangement table in the Data section.



33.. Click the FormsForms pill in the top middle of the page.

INFOINFO

Here you can edit the Arrangement form as needed. No changes are needed at

this time.

4.4. Click the AES tab for the ArrArrangementangement table.

ExExererciscise Re Rececapap

In this exercise, we learned how to modify the list and form views for our Telework

Case table.

We also saw some useful things you can do from the list view to generate quick

reports.

We were able to complete all these tasks using simple point-and-click administration

and without requiring specialized application or database knowledge.



PurpoPurpossee

In this exercise, we will learn how to create user experiences for interacting with our

application. We will leverage App Engine Studio to create a new Sevice Catalog Item

experience designed to allow any user to make a Telework Request.

Overview: Create the User

Experience



PurpoPurpossee

ServiceNow offers multiple ways to create a user experience for submitting a form. In

this exercise, we will learn one quick way to get users off paper forms and emails.

1.1. Go to App Home tab, "App home Telework"

2.2. On the application homepage, locate the ExperiencExperiencee section and click the⯑⯑

AAdd icdd iconon.

This tThis takakees us ts us to a so a selection wherelection where we we ce can identifan identify the ty the type oype of ef experiencxperience we wee
wiswish th to cro createatee..

33.. SSelectelect the RRececorord Pd Prroducoducerer option.

2.1 Create the Request Form



INFOINFO

A record producer is a specific type of catalog item that allows end users to

create records from the service catalog.

4.4. This launches the record producer creator.

55.. Click on the BeginBegin button



66.. Set the following values (💡 double-click, copy & paste into the form).

Field NameField Name Field VField Valuealue

① Name Apply for Telework

② Short Description
Use this form to apply for

Telework

③
Click on the CContinueontinue

button.



77.. Click on the EEdit rdit rececorord prd producoducerer button.

8.8. Click on DeDesstinationtination , then type TTelel, and select the TTeleelewwork Cork Casasee table.



99.. Click on LLococationation , then under CCatatalogsalogs, click on BrBroowwssee.

1010.. Click on SServicervice Ce Catatalogalog , then click on the right arrow to move the item over

to the Selected list.

11.11. At the bottom, Click on the SSavave se selectionselections button.



12.12. Under CCatategorieegoriess , clickclick on BrBroowwssee.

1313.. Move CCan Wan We Help Ye Help You?ou? to the right-hand side and Click on the

SSavave se selectionselections button.

Your screen should look like below.



14.14. Let's add questions to the form. Click the CContinue tontinue to Qo Queuesstionstions button.

INFOINFO

Unlike in a paper-based form, we don't need to ask users to fill personal

information like first name, last name, …, or date of request. That information will

be automatically attached to the case. This makes filling forms so much faster.

1515.. We want to allow users to open a case on behalf of another individual, so let's

start by asking users " WWho is this rho is this requeequesst ft for?or?" and " WWhen do yhen do you need thisou need this?"?"

1616.. ClickClick on Questions.



1717.. Click the arrow next to InsInserert net new quew quesstiontion then click "Question set".

18.18. Select "Standard Employee Questions" and click Submit.

TIPTIP

This will add two frequently asked questions on forms. Click the little arrow on

the left to see the questions.



1919.. One key information we need users to provide is the type of arrangement

they are applying for.

1.1. Click Insert new question.

2.2. For Question type, select ChoicChoicee.

33.. For QQueuesstion stion sububttypeype , select RRececorord rd reeffererencencee.

4.4. Scroll down to the DeDettailsails section.

55.. In the DeDettailsails section, enter the following information: (💡 double-click,

copy & paste into the form).

Field NameField Name Field VField Valuealue

1

Map tMap to ao a

specificspecific

fieldfield

Checked

2 TTable fieldable field choose ArrArrangementangement

3
QQueuesstiontion

labellabel

What type of Telework arrangement are you applying

for?

4 MandatMandatororyy Checked



Field NameField Name Field VField Valuealue

5
QQueuesstiontion

PPrreevievieww

Notice on the right panel, then QQueuesstion Ption Prreevievieww

shows what the question will look like to the user.

INFOINFO

Notice the QQueuesstion Ption Prreevievieww that shows what the question will look like

to the user.

66.. Click on CContinue tontinue to Ao Additional dedditional dettails ails →.

77.. In the AAdditional dedditional dettailsails section, set the SSourourcce Te Tableable to the

ArrArrangementangement table we imported earlier as options for this question.



8.8. Then Click on the AnnoAnnottationation tab.

In the current process, the team is spending a lot of time correcting and

manually re-routing applications due to people confusing the different types

of Telework arrangement.

Let's fix that.

We'll use the AnnoAnnottationation tab to provide users with additional instructions for

the question.

11.11. Check the box ShoShow insw instructionstructions.

12.12. Open the file: tteleelewwork fork form annoorm annottation.ation.docdocxx.

1313.. Copy all the text in the file ( ⌘ Cmd or CTRL+A, CTRL+C )

14.14. Paste it into the Annotation section of the Telework Form (⌘ Cmd or

CTRL+V ). You can choose to either keep or remove formatting.

1515.. Click on the InsInserert Qt Queuesstiontion button.



2200.. Back to the main form, Click on the InsInserert Qt Queuesstiontion button.

21.21. When users select the arrangement type SituationalSituational , we'll prompt them for

the number of days per week.

1.1. Set the following values in the TTypeype section:

Field NameField Name Field VField Valuealue

Question type Text



Field NameField Name Field VField Valuealue

Question subtype Single line

2.2. Scroll down to the DeDettailsails section.

33.. In the DeDettailsails section, enter the following information: (💡 double-click,

copy & paste into the form).

Field NameField Name Field VField Valuealue

Map to a specific field Checked

Table field Days per week

Question label Number of Days per Week?

Name days_per_week

4.4. Click on AAdditional dedditional dettailsails.



55.. In the AAdditional dedditional dettailsails section, for the TTeext vxt validationalidation field, select

NumberNumber.

66.. Click on the InsInserert Qt Queuesstiontion button.

22.22. Back on the QQueuesstionstions page, we're going to define the dynamic behavior of

the question "Number of Days per week?" based on the answer to the

previous question "What type of Telework...?"

1.1. For the question "Number of Days per Week?", click on the behaviorbehavior

icon, then click DeDefine nefine new behaviorw behavior.

2.2. In the AActionsctions tab, we'll specify the behavior we need:



Field NameField Name Field VField Valuealue

Make the question mandatory Yes

Make the question visible Yes

2.2. Click on the CConditionsonditions tab.

33.. Set the DDynamic Behavior Cynamic Behavior Conditionondition filter to



arrangement is Situational Telework

4.4. Click on the AAdd behaviordd behavior button in the bottom right.

INFOINFO

This will create a UI effect where the "Number of Days per Week" field will only

appear when "What type of Telework arrangement are you apply for?" is

"Situational Telework".

2233.. Back on the QQueuesstionstions page, we're going to ask for the reason for

Teleworking. Click on InsInserert Net New Qw Queuesstiontion .

1.1. In the TTypeype section set the following values:



Field NameField Name Field VField Valuealue

Question type Choice

Question subtype Dropdown (fixed values)

2.2. Scroll down to the DeDettailsails section.

33.. In the DeDettailsails section, enter the following information: (💡 Copy & paste

into the form).

Field NameField Name Field VField Valuealue

Map tMap to a specific fieldo a specific field Checked

TTable fieldable field Reason

QQueuesstion labeltion label What is the reason for Teleworking?



Field NameField Name Field VField Valuealue

NameName reason

MandatMandatororyy Checked

4.4. Click on CContinue tontinue to Choico Choiceess.



55.. Check Include none choicInclude none choicee.

66.. In the AAvvailable choicailable choiceess section, click the + to insert a new choice. Add

the following choices. (💡 Type in the Display Name and the value is

created for you).

Display NameDisplay Name VValuealue

Medical medical



Display NameDisplay Name VValuealue

Dependent Care dependent_care

Reasonable Accommodation reasonable_accommodation

Should look like this when complete:

77.. Click InsInserert Qt Queuesstiontion in the bottom right.

Your screen should now look like this:



224.4. Back to the questions page:

1.1. Click SSavavee .

2.2. Click Preview.



2255.. The PPrreevievieww page allows to visualize what our form will look like in different

experiences. (You can interact with the item but not submit it).



PPororttalal NoNow Mobilew Mobile

2266.. Close the Preview by clicking on the X on the top right.



INFOINFO

If you want to preview your catalog item in the Virtual Agent you will need to

activate the plugins_ _ Glide VGlide Virirtual Atual Agentgent and SServicervice Management Ve Management Virirtualtual

AAgent Tgent Topic Blockopic Blockss. Additional setup beyond that is required to get NLU to

perform a topic conversation via the Virtual Agent. Feel free to experiment this

after completing the entire lab.

2277.. Let's publish the form to the Service Portal.

1.1. Click on RReevieview and Submitw and Submit.



2.2. Click SubmitSubmit in the bottom right.



228.8. CCongrongratulations!atulations! The form is published on your development instance.

Click RReeturn tturn to mo my applicy applicationation .

LLeett''s ss see hoee how usw userers cs can easan easily find it on the Sily find it on the Servicervice Pe Pororttalal

3030.. Go to the browser tab with ServiceNow Admin Home page.

331.1. Open the Service Portal by doing the following:

1.1. Click All.

2.2. Type PPororttalal.

33.. Click on SServicervice Pe Pororttal Homeal Home.



32.32. In the portal, search for "Telework"

The cThe catatalog italog item is fem is found.ound.

3333.. Click on the item to Apply for Telework.



334.4. In the DeDettailsails section, enter the following information: (💡 double-click, copy &

paste into the form).

SSttepep Field NameField Name Field VField Valuealue

1 Who is this request for? David Loo

2 When do you need this? This week

3
What type of Telework arrangement are you

applying for?

Situational

Telework

4 Number of days per week? 3

5 What is the reason for Teleworking?
Dependent

Care

6 Click on the SubmitSubmit button.



ExExererciscise Re Rececapap

In this exercise, we learned how to use App Engine Studio (AES) to easily create

customized Catalog Items that users can access in Service Portal and on mobile

devices.

Our next exercise will focus on taking the building blocks created to this point and

making them actionable to drive automation and process optimization



PurpoPurpossee

In this exercise, we will move beyond simply digitizing data entry and we will focus on

ways we can drive optimization though automation

Overview: Automate work



1.1. From the App Home tab, in the "Logic and automation" section, click Aclick Adddd.

FrFrom the Aom the Add Add Aututomation Somation Scrcreen, ween, we are are pre proovided with a vvided with a variearietty oy of prf prococeessss
autautomation tomation templatemplatees ws we ce can usan use te to speed cro speed creation oeation of cf common activitieommon activitiess..

2.2. Click "Flow".

33.. Click BBuild fruild from som scrcratatchch to create a new workflow.

3.1 Create the Workflow



A FloA Flow is a sw is a sequencequence oe of actions tf actions to auto automatomate pre prococeessssees on thes on the

NoNow Platw Platfform.orm.

LLogic and autogic and automation usomation use ce computomputerers ts to manage ro manage repeatepeatable prable prococeessssees inss instteadead
oof usf using peopleing people. L. Logic and autogic and automation comation can ran reduceduce human erre human error and speed upor and speed up
prprococeesssseess. App Engine S. App Engine Studio allotudio allowws crs createatorors ts to add pro add prococeesss flos flowws ts to theiro their
applicapplicationsations..

4.4. Create the flow with the following information:

FieldField VValuealue

Name Main

Description Manage the Telework flow of work.

Click on the CContinueontinue button.

55.. ClickClick the EEdit this flodit this floww button to begin the configuration process.



66.. You may see a tour popup. Let's skip the tour for now, by clicking the Skip tSkip tourour

button.

The firThe firsst thing wt thing wee'll do is s'll do is seet up our trigger tt up our trigger to deo define when thisfine when this

floflow will run.w will run.

77.. Click on AAdd a triggerdd a trigger in the upper left of the flow designer screen.



FloFlow dew dessigner prigner proovidevides difs difffererent opent options ftions for triggering a wor triggering a workfloorkfloww. Y. Youou
ccan kick oan kick offf a flof a flow basw based on a red on a rececorord being crd being createated or updated or updated, , run oned, , run on
a sa scheduled bascheduled basisis, or bas, or based on a unique appliced on a unique application cation component likomponent like ane an
SSLLA tA tasask being triggerk being triggered or an inbound email being red or an inbound email being receceiveived bed by they the
insinsttancancee. For our us. For our use ce casase we we are are going te going too::

1.1. Select CrCreateateded from the Record section.

2.2. Select the TTeleelewwork Cork Casasee table.

33.. Click DoneDone to close the trigger.



NONOTETE

There might be circumstances under which we need to have a

particular flow to execute. In this case we can use the "Add filters"

option to define conditions that must be met for this flow to execute.

This helps making flow easier to maintain and reuse. For example, we

could use a flow specific to new request, one for renewal or request.

8.8. Now we'll add the actions to execute when this flow fires.

1.1. Click AAdd an Add an Action, Floction, Flow logicw logic, or Sub, or Subflofloww.

2.2. Choose AActionction.



99.. The first step in the process we want to automate is managing the approvals

across departments.

1.1. In the search field, type "approval".

2.2. Select AAssk fk for Appror Approovvalal.

1010.. The first thing we need to configure is the record we'll be working with for this

action.

1.1. Click on the data picker.

2.2. Select TTrigger – Rrigger – Rececorord Crd Createateded.

33.. Select TTeleelewwork Cork Casase Re Rececorordd.



11.11. In the RRuleuless section, let's configure the approval rule.

1.1. Choose AnAnyyone approne approovveess for the Approval rule.

2.2. Click on the Data Pill Picker button (the magic wand button).



33.. Click TTrigger - Rrigger - Rececorord crd createateded.

4.4. Click on the chevron to access the list of fields.

55.. Locate the Opened bOpened byy field and click on the chevron next to it.

66.. Select ManagerManager.



WWe juse just ct configuronfigured an appred an approovval ral requeequesst tt to the manager oo the manager of the perf the perssonon
who swho submitubmittted the fed the form.orm.

77.. Click DoneDone .

12.12. Now let's configure what happens when the manager approves:

1.1. Under the Ask for Approval, clickclick on the "A"Add an Add an Action. Floction. Flow logic orw logic or

Sub floSub floww.

2.2. Select FloFlow Lw Logicogic.

33.. Select IfIf.

1313.. Let's define the condition:

1.1. In the CCondition Londition Labelabel field type "Manager approves".



2.2. Click on the Data Pill Picker (magic wand button).

33.. Click 1 – A1 – Assk fk for Appror Approovvalal.

4.4. Click ApprApproovval Sal Sttatatee.

55.. Set drop-down to ApprApproovveded.

66.. Click DoneDone .

INFOINFO



We now have a branch where we can add actions or flow logic if the manager

approves.

Let's save the team from sending tasks via emails or other systems.

14.14. Next, we will configure the Flow to automatically request I.T. to assign a

Remote Access Token to the employee.

1.1. Under If Manager approves click the small + to add a step.

2.2. Select AActionction > SServicerviceNoeNow Cw Cororee > CrCreateate Te Tasaskk.

33.. For Table, select "Ticket".

4.4. Click AAdd field vdd field valuealue.

55.. Search and select PPararentent.

66.. Click on the Data Pill Picker (magic wand button).

77.. Select TTrigger - Rrigger - Rececorord crd createateded > TTeleelewwork Cork Casase Re Rececorordd.

8.8. Click + A+ Add field vdd field valuealue and add two other fields:



Field NameField Name Field VField Valuealue

Short

description
Remote Access Token

Assigned to
for testing assign it to yourself (System

administrator)

This is how the Field Values should look:

9. Let's add an annotation and set it to "Request Remote Access Token".

10. Click DoneDone .

1515.. First, let's take care of automating the notifications that take too much time

right now.

We'll send an email to the applicant's and let them know their application has

been approved.



1.1. Under 3 - Cr3 - Createate Te Tasaskk click the small + to add a step.

2.2. Select AActionction > SServicerviceNoeNow Cw Cororee > SSend Emailend Email.

33.. Let's add an annotation and set it to "Notify Requester".

4.4. For the Target record, use the Data Pill Picker to select TTrigger - Rrigger - Rececorordd

crcreateateded > TTeleelewwork Cork Casase Re Rececorordd.

55.. For the TToo field,

1.1. Click on the record picker.



2.2. Select TTrigger - Rrigger - Rececorord crd createateded.

33.. Click on the chevron to access the list of fields.

4.4. Locate the Opened bOpened byy field and click on the chevron next to it.

55.. Select EmailEmail.

66.. For the SubSubjectject, enter:

77.. For the BodyBody:

1.1. Start by entering: "Dear " (followed by a whitespace).

2.2. Use the record picker to select the Opened bOpened byy > NameName field.

33.. Hit Enter to move to the next line.

4.4. Type "Your application for ".

55.. Use the Data Pill Picker to select the ArrArrangementangement > CCodeode field.

Your Telework application is approved.



66.. Type " is approved" after the data pill (preceeded by a

whitespace).

77.. The Body should look like this:

1616.. Click DoneDone .

1717.. Your flow should look like this:



18.18. Click on the Toggle view to visualize the flow as a Diagram.

2200.. In the top right corner of the screen, Click SSavavee .

Although the FloAlthough the Flow is sw is savaved, it wed, it wonon''t run until wt run until we active activatate it.e it.

21.21. Click AActivctivatatee on the left of the Save button.

22.22. In the Confirmation box click the AActivctivatatee button.

CCongrongratulations! atulations! 🎉🎉

You've built a flow that takes care of managing tasks and communications across

multiple departments.

INFOINFO

Note that by default Personal Developer Instances have "sending email" turned

off by default. If you want to receive the email, make sure that the user



submitting the application has a valid email address on their user record.

Next, let's test our work and see it in action.



In this section, we will test the flow we just created and make sure it functions as

expected.

We need to test with a user who has a manger. Fortunately ServiceNow allows

admins to impersonate other authenticated users for testing purposes.

Let's go back to the ServiceNow admin page.

1.1. In the banner frame, click the profile photo in the top right to open the user

menu.

2.2. Select ImperImperssonatonate Ue Usserer.

3.2 Test the Workflow



The Impersonate User dialog box appears.

1.1. Search for and select "David Loo" (it's one of the demo user who has a

manager).

2.2. Click Impersonate User



33.. Let's submit a new application.

4.4. Go to the tab with ServiceNow Admin Home page.

55.. and then open the Service Portal

1.1. Click All.

2.2. Type "Portal".

33.. Click on SServicervice Pe Pororttal Homeal Home.



66.. In the ServiceNow Portal page.

1.1. Search for "Telework".

2.2. Open the catalog item.

33.. Complete the form as below and Submit.

77.. Let's check the execution



1.1. Go back to the ServiceNow admin page.

2.2. Impersonate David Loo's manager : "Bud Richman".

33.. With email enabled on the instance and a valid email address, the

manager would get an email notification and allow the manager to

approve or reject.

4.4. Let's check if the manager has any approval request in My ApprMy Approovvalsals

list.

1.1. In the AllAll menu, search for and select, type My ApprMy Approovvalsals.

2.2. Yes, there is one! Right-click on the RRequeequesstteded.

33.. Select ApprApproovvee.



8.8. Next, let's check if an email was sent.

1.1. In the top right, click the profile photo to open the User menu.

2.2. Select End ImperEnd Imperssonationonation.



33.. In the AllAll menu, search for and select OOutboutboxx.

4.4. Click on the CrCreateateded column name to show most recent at the top. We

have an email! Click on it to open it.



55.. On the email record, scroll down to the bottom of the page, and click

on the PPrreevieview Emailw Email related link.

66.. And voila! Observe the email that was sent.

1.1. We have automated case updates notifications.

2.2. Notice the watermark at the bottom of the email. ServiceNow

generates a watermark label at the bottom of each notification

email to allow matching incoming email to existing records. This

helps track emails sent as part of a case and manage responses

to emails.



CCongrongratulations!atulations!

You successfully built and tested a workflow that saves a lot of time in the

organization and makes sure tasks are assigned properly.



PurpoPurpossee

In this exercise, we will learn how to create user experiences for interacting with our

application. We will leverage App Engine Studio to create a new Workspace

experience designed to allow the team to track and manage cases across the

enterprise.

Overview: Manage work



We will now create and configure the Workspace experience for our new application.

1.1. On the application homepage, locate the ExperiencExperiencee section and click the⯑⯑

AAdd icdd iconon.

This takes us to a selection where we can identify the type of experience we

wish to create.

2.2. Click the WWorkorkspacspacee tile to create a workspace to help users manage and

fulfill requests sent to them.

4.1 Create a Workspace



33.. Click on the BeginBegin button to begin the Workspace Builder wizard.

4.4. Next, leave the default value and Click on the CContinueontinue button.



Next, we'll select the tables we want to work with in this workspace.

55.. Set PPrimarrimary ty tableable and SSececondarondary ty tableabless like below and click on the

CContinueontinue button.

Field NameField Name Field VField Valuealue

Primary table Telework Case

Secondary tables Arrangement



77.. Your new Workspace experience is completed. Click on the EEditdit button.



8.8. We are now directed to the Workspace Builder. Click on the GeGet st sttarartteded

button.

99.. We now have a fully functioning workspace to get work done quickly.



INFOINFO

The Workspace Builder for App Engine allows you to manage dashboards, build

lists, and customize record pages for workspaces created in App Engine Studio.

App Engine licensed customers enjoy exclusive access to this premium feature.

Next, let's tailor the workspace to our needs.



The Workspace Builder empowers users of all skill sets to build a custom workspace in

a no-code environment. With this builder, you can quickly create a workspace and

configure its layout, lists, and record pages. If you need access to more advanced

functionalities and configurations, you can open the workspace in UI Builder from

within this builder.

A lot has been pre-configured for us. We'll make a couple of changes to improve it.

Let's help the business users visualize quickly cases by priority.

1.1. Click the PPrreevievieww button in the upper right to open the workspace in a new

browser tab.

2.2. Go into Edit Mode by clicking the EEditdit button

4.2 Configure the Workspace



33.. Add a new Data Visualization.

1.1. Click on AAdd nedd new elementw element.

2.2. Select DatData visa visualizualizationation.

4.4. Scroll down, the component has been added at the bottom of the page.



55.. Drag and drop the new data component from the bottom of the dashboard

to right above the My Work section and size it to expand across the screen.

66.. On the new component, click the configure icon



77.. In the configuration panel:

(1)(1) Click the VVisisualizualization Tation Type Drype Dropdoopdownwn

(2)(2) type "vert"

(3)(3) select VVerertictical baral bar.

8.8. •• Click on Header and borHeader and borderder to expand that section,

•• type "Cases by Priority" in the CharChart Titlet Title field.



99.. Under Data sources, click + A+ Add datdd data sa sourourccee.

1010.. 1.1. Type TTeleelewwork Cork Casasee in the "Select a source" field.

2.2. Click TTeleelewwork Cork Casasee in the search results.

33.. Click + A+ Add cusdd custtom com conditionsonditions.

11.11. We want to see only the non-closed cases.

1.1. Set SSttatate is one oe is one of Pf Pending, Open, Wending, Open, Work in Pork in Prrogrogreessss.



2.2. Click AAdd this sdd this sourourccee in the bottom right.

12.12. In the GrGroup boup byy section,

1.1. Click the pencil icon next to AActivctivee.

2.2. Set PPrioritriorityy for the Group by.

33.. Click ApplyApply.



1313.. On the top right, Click SSavavee then Exit EExit Edit Modedit Mode

And vAnd voilà, yoilà, your neour new dasw dashboarhboard!d!



ExExererciscise Re Rececapap

In this exercise, we learned how to create a custom workspace and used the the

Workspace Builder to display key performance indicators and organize information in

ways that benefit our users.



1.1. Let's take care of the CriticCritical Tal Tasaskkss. Click on the CriticCritical Tal Tasaskkss score or the

critical bar chart.

INFOINFO

You can click either data visualaziation as they are both pointing to the same

data: two Telework cases with a state of "1 - Critical" priority.

2.2. 1.1. Select all rows.

2.2. Click the drop-down arrow next to EEditdit.

33.. Select AAssssign tign to meo me.

4.3 Use the Workspace



4.4. Close the tab.

33.. Refresh the My TMy Tasaskkss score. You now have 2 tasks assigned to you.

4.4. In the My WMy Workork list, click on the AAssssigned tigned too header to refresh the list.



GrGreat!eat! Now let's see how quick we can handle an emergency ⚠.

BBulk Aulk Assssignmentignment

Our team member Luke Wilson is out sick today. We need to reassign his work to

another case worker. (It is hard to do when the work is managed via emails and

spreadsheets!)

55.. Let's find all the open cases assigned to Luke Wilson

1.1. Click the List icon.

2.2. Click on OpenOpen in the Telework Case section.

33.. Sort cases by AAssssigned tigned too by clicking on the header.

4.4. Click the button next to "Luke Wilson".

55.. click "Show Matching".



66.. Let's assign Luke's cases to Andrew Och

1.1. Select all rows

2.2. Click EEditdit

33.. type andand

4.4. Select "Andrew Och"

55.. Click Update.

You should see this message:



Finding AnsFinding Answwerers with the Analytics with the Analytics Cs Cententerer

77.. Now let's check the Analytics Center to quickly find the data we need.

8.8. Click the Analytics Center button.

99.. Let's ask some question about our data.

1.1. Type the following query:

2.2. Click the Ask button.

33.. And here is the answer:

show me all the telework cases grouped by
reason as a bar chart



4.4. Try changing the query:

1.1. Replace barbar with piepie

2.2. Click Ask to get a Pie Chart.

INFOINFO

As you type in a query, Analytics Q&A suggests recent searches, indicators,

tables, and columns that match what you have typed so far. Only the tables

and columns to which you have access are shown

ExExererciscise Re Rececapap

In this exercise, we learned how to use the out-of-the-box capabilities to manage



work and quickly find answers to questions about our data.



In this lab, we built, implemented, and tested an application using the fundamental

part of an application: Data, User Experience, and Automation.

The team managing the work will be more efficient and the users will get what they

need faster.

Of course, the examples in these exercises are just the beginning when it comes to

the power of leveraging App Engine.

The possibilities are limited only by your imagination as a Creator. If you can dream it,

you can workflow it on the Now Platform.

Here are some resources to help you continue your journey on the ServiceNow

platform

Lab Review



In addition to this Lab Guide and the resources discussed in the live workshop, the

following resources are always available to help with this, or any other ServiceNow

activities.

• Get a free Personal Development instance and more free training on:

• https://developer.servicenow.com/

• Online community forums

• https://community.servicenow.com/

• Online training and certification (Many additional free trainings, some are for a

fee)

• https://nowlearning.service-now.com/

• Customer Success Center

• https://www.servicenow.com/success.html

Supplemental Resources

https://developer.servicenow.com/
https://community.servicenow.com/
https://nowlearning.service-now.com/
https://www.servicenow.com/success.html


LLab Featurab Featureess

Summary of features we went through in this lab.

1.1. Create an App

2.2. Create Data Model

1.1. Create a Table from a spreadsheet

2.2. Create a Table by extending the Task table

33.. Add a field that references data from another table

4.4. Create a choice field

55.. Change the layout of the form

66.. Add and remove fields

77.. Add related task

33.. Create Case Worker Experience

1.1. Create Workspace

2.2. Bulk Task assignment

33.. Use the Analytics Center to ask question about the data

4.4. Use of Impersonation for testing purposes

55.. Configure Workspace with the Workspace Builder

APPENDIX



4.4. Create the Requester Experience

1.1. Expose a form to users via the Service Portal

2.2. Set field visibility conditionned upon the value of another field

55.. Automate the work

1.1. Create a Flow

1.1. Create Tasks for several departments

2.2. Send an email

2.2. Test the flow

1.1. Use impersonation

2.2. Check for approval

33.. Check for email sent



Planned fPlanned for the futuror the futuree

‣ Use new catalog builder feature "Auto-populate" to change the value of a field

based on a change in another field.

‣ Simplify testing of workflow

‣ Add Decision table

HisHisttororyy

VVererssionion AAuthoruthor ChangeChangess

2023-October

(Utah)
Dale.Stubblefield(ServiceNow)

‣ Leverage the new Utah

feature to create a table

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Utah user

experience

‣ Additional screenshots for

clarity

2023-August

(Utah)
Marc.Mouries(ServiceNow)

‣ Leverage the new Utah

feature to create a table

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Utah user

experience

CHANGELOG

https://github.com/dalestubblefield
https://github.com/marcmouries


VVererssionion AAuthoruthor ChangeChangess

‣ Additional screenshots for

clarity

2023 (Utah)
Jay Freise(ServiceNow) ,

Marc.Mouries(ServiceNow)

‣ Leverage the new Utah

feature to create a table

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Utah user

experience

‣ Additional screenshots for

clarity

3.1
Eric Rietveld(ServiceNow),

Marc.Mouries(ServiceNow)

‣ Conversion from word doc

to website to improve

readability on small screens

‣ Reduced the number of

options for the reason choice

field to 3.

‣ Added more explicit

screenshots

‣ Added missing field reason

to case form

‣ Simplified instructions to

open the portal

‣ Moved sections import

data and workspace

configuration to later

sections

‣ Updated workspace

editing to use the new

Workspace Builder instead of

UI Builder

https://github.com/jfreise
https://github.com/marcmouries
https://github.com/marcmouries


VVererssionion AAuthoruthor ChangeChangess

3.0 Dale.Stubblefield(ServiceNow)

Started update for

ServiceNow Tokyo Release -

App Engine Studio v22.0.3

2.1 Marc.Mouries(ServiceNow)
Significant changes in

correctness and clarity

2.0 Dale.Stubblefield(ServiceNow)
Updated screenshots for the

San Diego release

1.0 Marc.Mouries(ServiceNow)
First version for the Rome

release

https://github.com/dalestubblefield
https://github.com/marcmouries
https://github.com/dalestubblefield
https://github.com/marcmouries


Click here to download Lab Guide PDF

Download Lab Guide PDF

https://creatorworkflowsnow.github.io/assets/files/lab-guide-6e73d7edc5fbfa96f8ffef513c581afb.pdf
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