Use Case

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 IT. 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.

Today the team is using:
PDF / Word Form
« A PDF form to fill the details about the request
Emails

+ Email to send the request in PDF format
« Email to receive Submissions

+ Communicate task updates
Spreadsheet

+ Spreadsheet to track approvals & tasks across departments
+ IT for Remote Access request
+ HR for Safety & Manager

+ Manage updates to Telework cases
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Challenges

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

Woasted Time Staff Burnout

wasted staff time Staff Burnout as much of the work focuses on
coordinating and the crisis of the moment instead of planned and
communicating updates. leveled workload

Unnecessary Firefighting Poor Visibility

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...



Planning

Along with the ServiceNow instance URL and credentials, the |.T department sent you
an email to start your Citizen Developer Journey on ServiceNow App Engine.

v Prework to start your Citizen Developer Journey on
ServiceNow

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

2. Reach for help on the channel @transformNow

3. If you're using a spreadsheet today, make a copy and keep only the data
required. See the Don'ts section

4. Use the record producer to create a form quickly and reuse any relevant
questions set

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

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

6. Read the No-Code Citizen Developer Guide for the Now Platform


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

Don'ts

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 list of the key data that the team is tracking and is eager to start.

Next, review the Takeoff Checklist to make sure you have the right files and resources
needed to complete the lab.



Takeoff Checklist %

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


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

Overview: Build the Foundation

Purpose

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

Getting started

1. If the Getting Started dialog opens, close it by clicking the @ef=1#s]iegi=le
button.

GETTING STARTED X
Welcome to App Engine Studio

App Engine Studic empowers you to quickly build apps for your organization. Start with a template to get some ideas for
your next app. You can also start from scratch.

‘ \ 4

S

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



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 Create the Application

1. Click on the (@{(=te =) JYeJol button.

Servicenow App Engine Studio

. simporcar  (CEIE
Hi, Marc
How do you want to get started?

Quick start

W
| B
5
g

My recent apps See all of my apps

2.  Configure the app.

1. Name: Telework Case Management

2.  Description: Manage Telework requests across departments

@ NOTE

Your initials will prevent you from using the same app name as
another lab attendee.

3. Optional = Add an image to the application. Images can be a great way to
personalize and provide character for your application.

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



4.

2.

Browse to and select the telework App Logo.png file you downloaded.

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

5. Click on the button.

CREATE APP

Let's get started on your new app.

Add a name and description that define the purpose of your app.
You can also add a thumbnail image.

Name * &

Telework Case Management ] - 9 &)
L ) ¥l
Description @ Wy i

Manage Telework requests across departments ]
\
® Remove image

6. Inthe Let's add roles screen, Click on the button.



CREATE APP

Let's add roles to your new app.

Default roles have already been added based on popular roles for
apps. You can add or remove roles, later.

@ Addarole
Role name % @ Description ®
admin Default admin role o
Role name % @ Description ®
user Default user role @

7. The app will be created. Once it is finished, Click on the
Go to app dashboard JelVlutelsh

CREATE APP

Great! Let's add more to your app.

You can increase your app's functionality by adding data,
experiences, automation, or security. Go to the app dashboard to
add them before submitting this app to your administrator for

review.
as I_I—l [ (]
Data Experience Automation Security

Go to dpp dashboard



1.2 Create the Tables with Data

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

1. Click the Add icon (& Add) for Data on the App Home tab.

App Home
Telework Case Manage...

«23 Telework Case Manage ® @

o =

All(2) Data Experience Logic and automation

Data is the starting point for any
3 app. Start with a table or upload

Data @ Add a spreadsheet or PDF.

Store iffformétion ifYour app

(@ Add a table or upload a spreadsheet or PDF

2. @ Select Import a spreadsheet tile,

@ Click on the button.



ADD DATA

How do you want to add data to your app?

Data is the starting point of any app. Start with an existing file, or create an empty
table. For data thats always changing, create a data integration.

—
= o o X‘
Import a Upload a PDF Create a blank Create a data
spreadsheet® o} table © integration ®

@ Drag and drop the file Telework Data.xlsx (in the telework_lab files folder
we downloaded earlier),

@ Click on the button.

ADD DATA

Choose a spreadsheet to import from

This spreadsheet will be a table in your app. If there are multiple
worksheets in the spreadsheet, you'll have an opportunity to create
tables for each of them.

L

Drag and drop or browse to upload spreadsheet

XLSX files accepted.
a Drop file here

telework_data.xlsx o

Cancel

Our spreadsheet has multiple sheets. We only need the first one "Telework



Arrangement”.

@ Check 4 Import spreadsheet data (in the telework_lab files folder we
downloaded earlier),

@ Click on Convert to table.

—_—
Spleadsheat Sheet name 9 convert to ~
telework_data.xlsx Telework Arrangement J table

—_—--—-
Enter a raw number for the table header * @

ﬂ ' @ mport spreadsheet data @
—_—

HAEE sheet name Convert to ~
telework_data.xlsx Office table

@ Select Create new table (to hold the Arrangement data),

@ Click on the button.

Import your file into

(® Anew table

() An existing table

CHOOSE HOW TO CREATE YOUR NEW TABLE STRUCTURE

—
Create new Create from
table @ an extensible
table @

N/

it D

—_—



7. @ Click the Expand/Collapse icon (v) for the "Code" field to see advanced
configuration options,

@ Check the Display checkbox,

@Click on the button.

Great! Here's the info we brought over from your spreadsheet

Make sure you update any necessary field info before we keep going.

@ Addnewfield

ield Label % ® Field name k ® Type © Character limit % ©
Description description String - 193

() display © () Mandatory @ o

Id Label % © Field name % @ Type @ Character limit % ®

Feld Lo S
Code code String - Ai]) -

@ lisplay © () Mandatory @ o

Cancel Continue

@ INFO

The Display 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 Display 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. Set the table name

@ Set the table label to Arrangement. (Hit -+ Tab ) The table name will auto
populate.

@ Click on the button.



ADD DATA

Now, let's get more info about your new
table

Define the properties of your new table.

Table label % @

a Arrangement
Table name prefix % Table name % ©
x_snc_mm_telewor 0_ arrangement

[7) Make extensible ©

[ Auto number ©

Cancel %

Set the permissions
@ For the admin role, click the All checkbox

@ For the user role, click the All checkbox and then remove the Delete

permission.

@ Click on the button.

Let's add permissions to your table.

Create roles and define how much control each role has of this table. Note: at least one role needs to
have 'read' access for you to 'preview' the data in your table.

® Addarole
Role Name & Description ® All Create Read Write Delete
admin Default admin role ] L] (] ] L]
user Default user role L] [} L] ] O



10. Aloading screen will appear while the table is being created. When it

completes, click @peial=I-

ADD DATA

Success! The "Arrangement” table has been
added to your app

Now, you can either convert more sheets into tables, edit the tables you just
added or leave to continue building the rest of your app. If you do leave, you can
always come back to convert more sheets by uploading your spreadsheet again.

Remaining sheets

Spreadsheet Sheet name e .
telework_data xlsx Office table

Tables added to your app

Spreadsheet

telework_data.xlsx Telework
Arrangement

dittahls | igeTT))

1.  We haven't converted all the sheets in the spreadsheets, so we'll see this
message pop up.

@ INFO

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

2. Click .



13.

4.

Leave without converting other sheets into tables? X

If you leave now, you will have to upload the spreadsheet again to convert a worksheet into
a table.

Let's add the Telework Case table. Click the Add icon (& Add) for Data on the
App Home tab.

All (3) Data (1) Experience Logic and automation Security (2)

Data ®Add
Store ifwerrreeerFRYOUr app

] ;
= Arrangement Table Table is a way to store your...  Laste

@Seleot Import a spreadsheet.



15.

16.

17

18.

ADD DATA

How do you want to add data to your app?

Data is the starting point of any app. Start with an existing file, or create an empty
table. For data thats always changing, create a data integration.

—
= o o X‘
Import a Upload a PDF Create a blank Create a data
spreadsheet® o} table © integration ®

On the Choose a spreadsheet to import from screen, click the Drag and drop
or browse to upload spreadsheet link.

Browse and select the telework_cases.xlsx file you downloaded.

Select ¥ Import spreadsheet data.

Click on the button.



Here's what you chose.

In the next step, you can choose where to import your spreadsheet into:
either an existing table or a new table.

telework_cases.xlsx oW

Enter a row number for the table header x @

1

® Import spreadsheet data ©

Cancel [ Continue ]

19. Select Create from an extensible table, then click .

Where do you want to import your file into?
Create a new table from file or Import your file into an existing table. Learn more
about tables.

Import your file into

(@ Anew table

() An existing table

CHOOSE HOW TO CREATE YOUR NEW TABLE STRUCTURE

L]
Create new Create from
table ® an extensible

table @

20. On the Which table do you want to use? screen,



@ Click in the table field,

@ Select the Task table,

9 Click on the button.

ADD DATA

Which table do you want to use?

We'll add the table's data to your app. Essentially, you are creating an extension
with branching logic.

Table
Belect a tatle from the Now Platform

Recommerided tables

Ahbase tblp that pro i des fields for the core applications such as Incident, Problem, and Change Management. |

Configuration Item
The base configuration item table, which can be extended for configuration items such as hardware and services. e

Asset
Stores general, financial, and contractual information about assets.

Service
Table for IT Services that directly supports a Business Process.

Al other tables

Action Type Base
sys_hub_action_type_base

Adanter Rule

21.  Onthe let's get more info about your new table screen,

0 Set the "Table label" to Telework Case. (Hit -+ Tab ) The "Table name" will
auto populate.

@ Check the Auto number,

9 Keep the Prefix as TEL

0 Click the button.



ADD DATA

Now, let's get more info about your new
table

Define the properties of your new table.

o | Telework Case |

Table name prefix % Table name * @

x_snc_mm_telewor_0_ telework_case

(] Make extensible ©

e @ Auto number @

Prefix * @ Starting number * @ Number of digits * @

o | TEL ! 1000 7
Cancel o

22. Set the permissions.
@ For the admin role, click the All checkbox

@ For the user role, click the All checklbox and then remove the Delete

permission.

@ Click on the button.

Let's add permissions to your table.

Create roles and define how much control each role has of this table. Note: at least one role needs to
have 'read' access for you to 'preview' the data in your table.

® Addarole
Role Name © Description © All Create Read  Write  Delete
admin Default admin role (] L] (] L] (]
user Default user role L] [} L] [} @]



23.

24.

25.

ADD DATA

Great! Now your table is ready for data

In the next step, we will match fields from your import with the fields on your
newly extended table. You'll have an opportunity to adjust mapping, or create new
fields from your import in it.

O —

OO e——

-
-
-

A loading screen will appear: Sit tight while we create data mapping instance
for table Arrangement.

Click on the next screen.

Great! Now your table is ready for data

In the next step, we will match fields from your import with the fields on your
newly extended table. You'll have an opportunity to adjust mapping, or create new
fields from your import in it.

@

CO e—

-
D

[ ]

-

Read the help pop-up and click until .



1.

2.

3.

Click Next

Click Next

Click Next

Source fields

st

- -

st
st

Fields you imported from the
spreadsheet. ints

—
<
. ) st

ot

Target fields

- = = = =

Fields from the table, you are
trying to import into.

Previous m

—
—



Auto map

atees
1]

Use Al technology to auto map
fields from your import to the
target table. You can review
and edit them as needed.

| Previous ]m
L™ "l

4. Click Done

Add fields

You can create new fields if the
target table doesn't have a field
for data from your file.

Previous m

——



26. Notice the fields have already been auto-mapped, but some are not correct.
Clear out the Transfer reason value.

Tirne worked @ Timer
Transfer reason @ Integer 4 Reason(] 9 X
Universal Request @ Reference @

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

#Automap | @ Add fields
Target: Telework [x_snc_ssd 10004 © telework]

Name Match  Type Value

>0[

Active @ True/False

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

Fields from source (3 unmapped) Field type Field Label
All
—_—
@ Reason string Reason %
—_—
& Days per week Integer Days per week
Arrangement string Arrangement

29. 1. Click "String" under Field type



Field type * ©

String o
Select Choice
Field type * @
String
Q Fearch

TrualCalen

Choice Q:_’g

(% rl
Carrency

Click the @U/feleI=Ri=lcl button.

The choices will be added for you based on the spreadsheet datal!



(€) Edit field ( Cance\)
_————

Make sure you update any necessary field information.

Field type * ®
Choice -

Field Label * ©
Reason

Field name * ©

reason

Choice type &
Dropdown with None -

) display ] Mandatory

Choices -~

@ Add choice

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

Select which fields to add @ Create a new field
Fields from source (3 unmapped) Field type Field Label

@ Al

@ Reason Choice Reason

& Days per week Integer Days per week

@ Arrangement string, Arrangement

31.  Edit the Arrangment field.

1. Hover over the row and edit the Arrangement field by clicking on the
pencil icon.



Select which fields to add @ Create a new field

Fields from source (3 unmapped) Field type Field Label
All
@ Reason Choice Reason
& Days per week Integer Days per week
@ Arrangement String Arrangement % |

2. Click "String" under Field type

Field type * O
string .

3.  Select "Reference”

Field type * @
String

Q Pearch
—Dare

Duration

Time

HTML

Integer

Journal

Percent Complete
Phone Number (E164)

Prire

| Referencqm
S

URL

4. Type "Arrangement” into the Reference table field and click on the
"Arrangement” table.



Field type * @
Reference

Field Label * @
Arrangement

Field name * @

arrangement

"Reference table % @ A

Arrangemend

Arrangement
¥%_snc_23100401_d_0_arra ngemem

SEEelled Update field )

Edit field cancel | {LEELRTL]
®© (Gt

Make sure you update any necessary field information. ¢ g
Field type * ©
Reference -
Field Label * &
Arrangement

Field name * &

arrangement

Reference table » ©

Arrangement

[ display [ Mandatory

32. Now that you have configured the new fields click @\YelsKil=le 38 tO add them
to our new table.



—,

Add fields cancel  (EEREEH

Add fields from your import to the target table. i
Select which fields to add @ Create a new field
Fields from source (3 unmapped) Field type Field Label

@ Al

@ Reason Choice Reason

@ Days per week Integer Days per week
@ Arrangement Reference Arrangement

33. Clear the Description, Opened, and Transfer reason values, and click
[@%e)a11a0[=3 N the bottom right corner.

Description @ String { Shart description (31) X

Opened

O Date/Time Opened by(f| X

Transfer reason Cx Integer # Reason @ ;j

sate ™ teger
Time wares o Timer

Tanstresson ™ eger
Universal Request TW®  Reference )

Upon approval W string

— Om sung

Urgency W integer

a— > User gt

Watch list J» List

Work notes O journal Input

‘Work notes list J» List

P

———



ADD DATA

Sit tight while we save and import data of
mapped fields for table Telework Case.

This may take a few minutes...

34.  Your table is now ready. Click the @s/irels|=3 Outton. Click through all the
helper screens.

Your table is ready

You can continue to edit this table or get back to building the rest of your app.

Source Table name

Spreadsheet Telework Case 0

See data import details (3

—

Edit table
goe ) E2D

e———

35. Click the button on the Welcome to Table builder helper and other
POPUPS.



Welcome to Table builder

Reimagine how you work with data

@000

Form views  Policies and rules

Table fields + Add new field

Now you can review and edit data using table and form views, both of
which are accessible from the same interface.

@ INFO

We can see all the fields that our table inherited from the Task table, making
building applications faster.

Exercise Recap 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.

Next we'll take a look at the list & form views that have been generated for our table
and adjust the layouts.



1.3 Configure the Table Form

Part 1 - We can already use the Case List

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

1.  From the Data Table And Forms tab, preview the Telework table.

Servicenow App Engine studio

App Home Data Table And Forms v 7
Telework Case Manage... | _ Telework Case =

T Telework Case mData :  EForms giFlows Policies and rules. (Breview). (-

39 +Addfild  Manage columns 72
(=t S Choose how to view data %

& priority 5 Opened by & Transter... 23 Daysper. = Shortde
—
@@ 1-Critcal Billie Cowley o) are  Dependent Care 1 Lorem ipsum ...
i

@ @ 1-Critical Cherie Fuhri & Medical Sitaante, dui ..
Now you can view, add, and edit data in

@@ 2-High Christian Ma_gjitecent layouts. Choose between Medical Orci non posu.
spreadsheet, fields, and schema views.

@ 3 2-High David Loo are  Dependent Care Sit a ante, dui
() Do not show again

@O 2-High Jacinto Gawr 8 Medical Interdum posu.

2.  Hover the column header Priority , right-click to display the menu and then
select Pie Chart.

rrco——rorzooTT T reTTCTrTy—TeTECTyCT
Number « Priority i Sort (ato?)
TLWO0001001 ® 1-Critical Sort(ztoa)
TLW0001002 ® 1-Critical Shaw Visual Task Board
TLW0001003 2-High Group By Priority
TLWO0001004 2 - High Bar Chart
TLWO0001005 2-High Pie Chart
TLW0001006 2-High Launch Interactive Analysis
Configure >
TLWO0001007 2-High
Import
TIW0001008 2-High o




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

W 2- High = 181(44.15%] A-Low= 12(30:77%) M 2-Moderate = 7(17.95%) W 1- Critical = 2[5.13%]

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

5. The team struggles managing and understand the status of related tasks.
Let's fix that.

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

App Home Diata Tabde Arvd Forms Predew  Telewsrk Laze
Telmwork Request Telmvnrk Casa Telewnrk Cane

% Create a report

L]

& Type - Configure - Style 0 S ReportTitle:  Pleon Tel

Groug bry . . =  Whatdovouwant to see?
Priarity = W

T enusrivibau cur cenl roaraiel s bus Luls 2




7. Open arecord by clicking the number field.

All
[ ] @ Number Priority
(] © TLW0001001 ® 1-Critical
TLW0001002 ® 1-Critical
8. Configure the related list by doing:
1.  Right-click on header.
2. Select Configure.
3. Then select Related Lists.
L Telework Case
TLW0001001
Save
Add to Visual Task Board
Metrics Timeline Cowle
Configure Form Design

Export
View

Create Favorite
Copy URL

Form Layout

Related Lists

All
Table

, condimentum doj

9 Inthe new form:

1. Select the item Task — Parent.

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

3.  Click on the button.



Aewailatibe Selacted

Task SL-Task | |
Task->Uni U = =
Telework Cage->FParent

Tultraeek Cose-sLitersal Rugoust

Vicket-=Farent .

Ticknt-wLniwnr el Rusguns | | -

Time ¥éared-»Task ’ \‘_-l; L~
Transhor Dvvee Live Subbis o> Parant FJ "
Transfer Girder Line Subkas i->Unieersal Request

Transter Cirder Line Task-=Farent
Transfer Cirghar Liow Task - Univirssl Regpoest
Upgracie History Tzse>Farent

Upgracis Higtiry Task- =Uriarsal Raqul
Wariaoes->Task

s Task Bard Card-=Task

Wik nanms

Octault vicw  ~ \-._/

Now a new tab at the bottom of the form will show records that have
relationships to the current record.

= Y Tasks|Number ~ | Search

Parent = TLW0001001

Q Number - Priority State Assigned to|

No records to display|

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

App Home Data Table And Farms » Preview - Telework Case
Telework Request Telework Case TLWE00100
¢ | = Telework Case

— TLWO0001001

-]

Assigned to || |
Openedby | Billie Cowley |

qﬂ

Arrangement | Remote Telework

Short description | Lorem ipsum dolor sit amet, condimentum dolor




1. We can even start creating new records/cases. Click New in the top right.

voR¥

& & Actions on selected rows... b m

Task type

s sl L Talowssmele ™o

But wait, the form doesn't have the fields we want. Let's fix that.

13. Close the Preview tab by clicking the X.

Data Table And Forms 52 Preview - Telework C35€ % .
Telework Case TLWO0001001
=

Part 2 - Configure Telework Case Form

1. At the top-center of the table, click Forms.

Data Table And Forms
Telework Case




As we created our table by extending the Task table, we inherited some fields
we don't need for our use case.
2.  Remove the following fields from the form by clicking the X.
* Number
+ Configuration Item
+ Active

* Parent

Telework Case

=Telework Case

© Delete Field
Number - RS, i ity

Ihi 3 - Moderate v

@)

Assigned to State
User [sys_user] Q Open v
Configuration item Parent

Configuration Item [cmdb_ci] Q Task [task]

Active

3. Users want to see who opened the case. We can easily fulfill the requirement
by reusing the Opened by field from the Task table. In the Fields tab to the left

is where existing fields can be added.

@ INFO

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. Click the circled plus icon @ to add a field above



~ Telework Table  Forms i  Flows

Add form elements | o vefauicview v | ¢ |
Q  Search Telework
Fields(63)  Compone.. (2) More - =TEIework ~
3\
+ Add a field in the table | Priority
. Active = 4 - Low -
TruerFalse
< Telework Table  Forms ¢  Flows
Add form elements | O Defauitview v | ¢
Q Search Telework
Fields (63)  Compone.. (2) More - =Telework ~
+ Add a field in the table i . Assi ;ned to ! . Priority
Active Add form elements 4 - Low -
=B
True/False I_
Q  opened by X c
Activity due &
@ Due Date Fields (1) Components  More -
Actual end + Add a field in the table
Date/Time L] = )
Opened by ; 7 a e
Actual start & Reference: B User J‘
Date/Time |
Add arelated field '
[::]
. Additional assignee list Dot-walk from User

6. Repeat the operation to add the field Arrangement

™ Telework T3 Add form elements

Add form elements | O Defaultview v | : IC\ arran|
Q Search Telework Fields (1) Components ~ More -
Fields(63)  Compone... (2) More - =Telework + Add afield in the table

+ Add a field in the table Opened by

Arrangement %/ e a
Reference: B jrfgagement
|
|

1A
Add a related fitle:
Dotwalk from Arrangement

Active User [sys user]

True/False

|
!
Activity due Assigned to ‘f




7. Add the field Days per week

Table  Forms :  Flows Add form elements
| 3 Defaultview v | : | Iq days| X ]
Telework Fields (1) Components  More -
=Telework ¥ Add a field In the table
Opened by Days per week ™, | ./ .
Integer [
User [sys_user] Q B
o AT
| AV
Arrangement
Arrangement [x_snc. @
Add form elements | O Defauitview v | ¢ | Adt form elemants
Q  Search Telewark 9 T -
felds (62) Compane... ) More v =Telework Fields (3) Components ~ More -
Add a field in the table Opened by + Add a field in the table 1
Active User [sys_user] | = .
= ——————— | Reason \Y/ ~
True/False Choice ~ U
|
Arrangement LT
Activity due =] Reassignment mﬂfﬁ‘» -
O Due Date Arrangement [X_S  nteger
g;‘j'ri:: & ;lransfer reason =
nteger
Actual start
Date/Time @

Now we'll add the Activity formatter that provides a way to present the audit

history of a particular record

10. (1) Click More

@ Click Formatters




1.

12.

- Telework

Add form elements

Q  Search

Fields(62)  Componel More -

+ Add a field |r|(i|e IForma(lers (7)

Active
True/False

Embedded lists (146)

Table  Forms i Flows ¢
| O Default view v | i |
©
=Telework
ened by Priority
ser [sys_user] Q 4-Low

Drag the "Activities (filtered)" field onto the form below the Short description

field.

8 Merged with Telework Case section

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

layout):

1 Defaultview v |
i Telework Case | |

©
=Telework Case ~
Opened by Priority
User [sys_user] a 4-Low -
Assigned to Days per week
User [sys_user] a 123,456
Arrangement State
Arrangement [x_snc_jfu414_tel_0_arrangement] Q Open v
Reason
@

8 Merged with Telework Case section

Short description

‘The Activites (fitered) formatter is only supported in UI16 and earlier.




13.  On the top right, Click on the button

«Data Table And Forms x
Telework Case

Table Forms i Flows © Policies and rules O

Part 3 - Preview the Arrangement form

1.  Go back to the App Home

Servicenow App Engine Studio

App Home Data Table And Forms
Telework Telework Case

L
iy -

. Telework Case

2. Click on the Arrangement table in the Data section.

All(9) Data(3) Experience(3) Logic and automation (1)

Data ©Add

Store information in your app

Security (2)

'-'o Telework Case Data Mapping Data import Data mapping inst
oms  Telework Case Table Tableisawaytos
o

o=

oS Arrangement Table Tableisawaytos
= &




3. Click the Forms pill in the top middle of the page.

" & |

mData : ED F%E?ms ; it Flows

- -

@ INFO

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

4. Click the AES tab for the Arrangement table.

Data Table And Forms

Arrangement
| r—

Exercise Recap

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.



Overview: Create the User

Experience

Purpose

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.



2.1 Create the Request Form

Purpose

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

2. Onthe application homepage, locate the Experience section and click the &
Add icon.

Experience | ®Add
—
Create interfaces for users to interact with the app

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

3. Select the Record Producer option.



ADD EXPERIENCE

What type of experience do you want to add to your app?

Select an experience to learn more about the interface and what it can do for your users.

= = =
Standard catalog item Record producer :: Workspace S Portal
People can add ways to request People can create records using Aworkspace helps users Deliver apps to your employees
agood or service 2 catalog item. manage and fulfilrequests sent or customers using a modern,
to them. easy to use portal

@ INFO

A record producer is a specific type of catalog item that allows end users to
create records from the service catalog.

4. This launches the record producer creator.

5. Click on the button



ADD EXPERIENCE
People can create records using a catalog item.

People can create records using a catalog item experience in your app. For
example, you can add a way to capture travel requests in a table you select.

* Employee Records

Requested for
John Smith x hd

Criticality

1-Very Critical -

Category

Password Reset -

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

Field Name Field Value
Name Apply for Telework

Use this form to apply for

Short Description
; Pt Telework

Click on the

button.



ADD EXPERIENCE

Let's set up your record producer.

After you set this up, you can edit its contents.

Name *

TAppIy for Telework ]o
\ J

Short description

Use this form to apply for Telework ]e
\ J

7. Click on the @Zs[id(=(ele](oNo](oloSlet=1g OUttON.

ADD EXPERIENCE

Success! You added a record producer.

You can edit this record producer or continue building the rest of your

app.
o Name Short ﬂESEHpUOn
- Apply for Telework Use this form to apply for
Telework

Edit record producer m

8. Click on Destination , then type Tel, and select the Telework Case table.



| Apply for Telework

Details . Destination
m Specify the destination table for the records submitted using this form
Location
Questions Table
Settings Record submission table @
Tel

Access Showing 1-1 of 1
Review and o Telework Case
Submit | 500 rewor o_selework case

9 Click on Location, then under Catalogs, click on Browse.

| Apply for Telework

Details . Location

Destinatiorn ~ ® Choose a catalog and category where requesters can find your item

Location !! |

Questions Catalogs Categories
Settings Selected catlogs Selected categories
- eF= :

Review and

Submit

10. Click on Service Catalog, then click on the right arrow to move the item over
to the Selected list.

1. At the bottom, Click on the button.



Selected catalogs

Which catalogs would you like your catalog item to live within?

Once published, requesters can access your item through the selected catalogs. You can select
multiple catalogs, but requesters can only view items in the catalogs configured for the specific
channel (portal, mobile app or virtual agent) they are in. Also, you may be seeing a limited
number of catalogs based on what the template allows you to choose from.

Note: If you remove a previously associated catalog its categories will also be removed

Available options Selected catalogs

cancel ) (T

12. Under Categories , click on Browse.

13.  Move Can We Help You? to the right-hand side and Click on the

Save selections )el¥jute]sh

Your screen should look like below.



| Apply for Telework

Deta ® Location

Dest ° Choose a catalog and category where requesters can find your item
Location

Question Catalogs Categories

Settings Selected catalogs #* Selected categories #*

Access Edit selected catalogs Edit selected categories
Service Catalog Can We Help You? oz

Review

and

submit

Continue to Questions

14. Let's add questions to the form. Click the button.

@ INFO

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.

15. We want to allow users to open a case on behalf of another individual, so let's
start by asking users " Who is this request for?" and " When do you need this?"

16. Click on Questions.



17. Click the arrow next to (@Il da=WReI=\ife)a @ then click "Question set”.
Insert new question

| Questionset . |

Ml

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

Question set %

Showing 1-5 of §
common_comments
it_to_it

Mobile Devices Set

Service Fulfillment Steps - Properties set

I Standard Employee Questions

Q TP

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

v Standard Employee Questions

Who is this request for? *

When do you need this? *




19.  One key information we need users to provide is the type of arrangement
they are applying for.

1. Click Insert new question.

2. For Question type, select Choice.

3. For Question subtype , select Record reference.

® Question ® Additional details Annotation

Type

How do you want the user to answer your question (e.g. text, selections, dates)?

Question type
| Choice | o -
Question subtype %

|Rec0rd reference | e -

4. Scroll down to the Details section.

5. Inthe Details section, enter the following information: ( « double-click,
copy & paste into the form).
Field Name Field Value

Map to a
1 specific Checked
field

2 Table field choose Arrangement

3 Question What type of Telework arrangement are you applying
label for?

4  Mandatory  Checked



Field Name Field Value

Question Notice on the right panel, then Question Preview

Preview shows what the question will look like to the user.

@ INFO

Notice the Question Preview that shows what the question will look like
to the user.

®Question  ® Additional details  Annotation

Question Preview

Details I —
What would you like to ask or inform the user of? e
—_——
11 (8 ap 02 specifc eld on the table @ The options for this question wil
B appear in the preview only after itis
added to the item
Table el

2 Armangement
e

Queston a el 5

3 What type of Telework arrangement are you ap

Name % ©

arrangement

48 Mandatory

6 Contnue o Addional deais >

6. Click on Continue to Additional details —.

7. In the Additional details section, set the Source Table to the

Arrangement table we imported earlier as options for this question.

® Questior ® Additional details Default value Auto-populate Anr,

Source

The options for this question will be sourced from a table instead of specifying the

/" Source table % N

Arrangemend

Showing 1-1 of 1

Arrangeme
%_snc_23100401 2 0_arrangement




8.

Then Click on the Annotation tab.

—

ils Default value Auto-populate Annotation

N—

be sourced from a table instead of specifying the values now

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 Annotation tab to provide users with additional instructions for
the question.

1.
12.
13.

4.

15.

Check the box Show instructions.
Open the file: telework form annotation.docx.
Copy all the text in the file ( 88 Cmd or CTRL+A, CTRL+C )

Paste it into the Annotation section of the Telework Form (88 Cmd or
CTRL+V ). You can choose to either keep or remove formatting.

Click on the @I tae = ile ol OuUttoN.



®Question  Choices ~ ®Additional details  Annotation . .
—_— Question Preview
Instructions

What type of arrangement are you applying for?
Your instructions show up beside the question label in portal and mobile experiences

) Show instructions n

Instructions

@ The options for this question will
appear in the preview only after itis
added to the item

B 7/ U 4 Verdana - 1ipt - | @2

- 00

Selecting the right Telework Arrangement

Paste Formatting Options
« Regular and Recurring Telework: Ofte
arrangement under which an employee perfc, Choose to keep of remove formatting In the
alternate worksite. pasted content.
o Example:
« An employee’s agency worksite
to work remotely out of their horr
duty station is now Baltimore (noc- oreerr
home, and they do not report to the agency worksite on a regular and
recurring basis.
« Situational Telework: Often referred to as ad-hoc telework, it is an arrangement
under which an employee performs unscheduled work at an approved alternate worksite
on 3 case-by-case basis as the need arises.
o Examples include, but are not limited to:
= an employee with a short-term need for uninterrupted time to complete
work on a complex project

Keep Formatting

20. Back to the main form, Click on the B cn @ = ile sl Outton.

=~ Apply for Telework

Details (] Questions

Location Define the questions on your item form

Questions !! |

Settings

21.  When users select the arrangement type Situational , we'll prompt them for

the number of days per week.

1.  Set the following values in the Type section:

Field Name Field Value

Question type Text



Field Name Field Value

Question subtype  Single line

® Question Additional details Annotation
Type
How do you want the user to answer your question (e.g. text, selections, dates)?
Question type
| Text | o -
Question subtype s
| Single-line | e;

2. Scroll down to the Details section.

3. Inthe Details section, enter the following information: ( « double-click,

copy & paste into the form).

Field Name Field Value

Map to a specific field  Checked

Table field Days per week
Question label Number of Days per Week?
Name days_per_week

4. Click on Additional details.



® Questio | Additional details Annotation

Details

What would you like to ask or inform the user of?

I [~] Map to a specific field on the table Io

Table field

| Number of Days per Week I&

Question label s

I Number of Days per Week? I&

5. Inthe Additional details section, for the Text validation field, select
Number.

6. Click on the @IS tHe = ile sl OuUttoN.

22. Back on the Questions 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. For the question "Number of Days per Week?", click on the behavior
icon, then click Define new behavior.

> Standard Employee Questions Single-Row Question set

What type of Telework arrangement are you applying for? Choice -Record references

i Number of Days per Week? Text-Singl-ine

2. Inthe Actions tab, we'll specify the behavior we need:



Field Name

Make the question mandatory

Make the question visible

Actions Conditions

Outcome

Field Value

Yes

Yes

Settings

Specify the behavior of this question when the condition is met

Make the question mandatory

Yes

—_—

Make the question visible

Yes
——

Make the question read-only

MNo action

2. Click on the Conditions tab.

Actions Cond'ﬁons Settings

—_—

3. Set the Dynamic Behavior Condition filter to



arrangement is  Situational Telework

[ AddFilter Condition “ Add "OR" Clause ]

e aIr p|er— )

4. Click on the @Yelelol=\slelVilo)@® LUttON in the bottom right.

( Continue to Settings )

Add behavior

LS o

@ INFO

This will create a Ul 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".

23. Back on the Questions page, we're going to ask for the reason for
Teleworking. Click on @S sa\ A= (o0l

1. Inthe Type section set the following values:



Field Name Field Value
Question type Choice

Question subtype  Dropdown (fixed values)

® Question Choices

Default value Auto-populate Annetation

Type
How do you want the user to answer your question (e.g. text, selections, dates)?

Question type

Choice

Question subtype

Dropdown (fixed values)

2. Scroll down to the Details section.

3. Inthe Details section, enter the following information: ( « Copy & paste

into the form).
Field Name Field Value
Map to a specific field  Checked

Table field Reason

Question label What is the reason for Teleworking?



Field Name Field Value

Name reason

Mandatory Checked

® Question Choices Default value Auto-populate Annotation

Details

What would you like to ask or inform the user of?

@ Map to a specific field on the table

Table field

Reason -

Question label *

What is the reason for Teleworking?

Name % @

reason

@ Mandatory

4. Click on Continue to Choices.

( Continue to Choices )




5. Check Include none choice.

® Question Choices Default value Auto-populate Annotation
Settings

These settings will structure how your question is displayed

@ Include none choice

6. Inthe Available choices section, click the + to insert a new choice. Add
the following choices. ( « Type in the Display Name and the value is
created for you).

Available Choices

To make your multiple choice valid, add at least two choices.

Display name Value

Available Choices

To make your multiple choice valid, add at least two choices.

Display name Value

Display Name Value

Medical medical



Display Name Value

Dependent Care dependent_care

Reasonable Accommodation reasonable_accommodation

Should look like this when complete:

Available Choices
To make your multiple choice valid, add at least two choices.

Display name Value

Medical medical

Dependent Care dependent_care

Reasonable Accommodation reasonable_accommodation

7 Click in the bottom right.

Insert question

Your screen should now look like this:



Apply for Telework

Details . Questions

Destination ° Define the questions on your item form

Questions

Settings I > Standard Employee Questions Single Row Queston Sec

Access
What type of Telework arrangement are you applying for? Choice - Record references

Review and submit
Number of Days per Week? Text-Single-ine i

What is the reason for Teleworking?  Choice - Dropdown (fxed values)

o)

24. Back to the questions page:

1 Click .

°© @

E
g '3

( Preview m

>

What info do you need?

+ Capture any details that are pertinent to
having the item request successfully fulfilled

s Use containers and line breaks to group

ralatad Auactinme tamatrhar

2. Click Preview.



P ————

—_—

25. The Preview page allows to visualize what our form will look like in different
experiences. (You can interact with the item but not submit it).



Portal Now Mobile

Apply for Telework

Use this form to apply for Telework

() Favorite

.
Apply for Telework Indicates required
Use this form t0 apply for Teework
* Indicates roquived # Who is this request for?
*Who is this request for?
O System Administrator x |- L.
. System Administrator
When doyou need tis?
Today

* When do you need this?

What type of Telework arrangement are you applying for? ©

Today

“Whatis the reason for Teleworking?

- None

What type of Telework arrangement are
@ Add attachments .
you applying for? @

* What is the reason for Teleworking?

-- None --

Submit

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



Close dialg l %ﬁ;

—

@ INFO

If you want to preview your catalog item in the Virtual Agent you will need to
activate the plugins_ _ Glide Virtual Agent and Service Management Virtual
Agent Topic Blocks. 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.

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

1. Click on Review and Submit.



Servicenow App Engine S

App Home Record Pr
23100401 DS Telework Apply fo

= | Apply for Telewo

Details ®
Destination ®

Location

Questions

Settings

Access

Review and %,bbmit

2. Click in the bottom right.



28. Congratulations! The form is published on your development instance.
®llled Return to my application }

Success!

Your item is now available for testing in your service catalog.

Return to my application

Let's see how users can easily find it on the Service Portal

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

31.  Open the Service Portal by doing the following:

1. Click All.
2. Type Portal.

3.  Click on Service Portal Home.



servicenow L sere e

V¥ | portal

~ Employee Center

v Administration

‘ Portal configuration

~ Service Portal

Service Portal Home ~ .

Service Portal Configuration ~

Portals

32. Inthe portal, search for "Telework"

A work S
e Request sometning @ Knowtedge Base o GetHelp
« - crepota
e proble

Current taws My Assessments and Surveys My pprovals

The catalog item is found.

33. Click on the item to Apply for Telework.

servicenow

Home 3 Search telework ‘ Q|

Sources All results for "telework"

A
A

Knowledge Bases (E)apply for [Telework

Catalogs Use this form to apply for Telework. (Replaces form GOV-123)

FILTERS
End of results

Catalogs




34. Inthe Details section, enter the following information: ( © double-click, copy &
paste into the form).

Step Field Name Field Value

1 Who is this request for? David Loo

2 When do you need this? This week

3 What type of Telework arrangement are you Situational
applying for? Telework

4 Number of days per week? 3

5 What is the reason for Teleworking? (E;zi)eendent

6 Click on the button.

Home ) ServiceCatalog » CanWeHelpYou? > Applyfor Telework Search Catalog ‘Q

Apply for Telework

* Number of Days per Week?

o %)

*Whatis the reason for Teleworking?

| oepencentcore | @




Exercise Recap

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



Overview: Automate work

Purpose

In this exercise, we will move beyond simply digitizing data entry and we will focus on
ways we can drive optimization though automation



3.1 Create the Workflow

1. From the App Home tab, in the "Logic and automation” section, click Add.

Logic and automatior ©Add
Add automated workflows to imﬁ'ﬁwmﬁty

From the Add Automation Screen, we are provided with a variety of process
automation templates we can use to speed creation of common activities.

2. Click "Flow".

What do you want to add?

Automate your organization’s workflows, like automated email notifications or an event-trigg,

— T — —
T —— 2 =
M 1
Flow e Decision ‘ Email
A behind-the-scenes workflow Create decision rules in a table Build an automated email to
triggered by an event & format to simplify decision- notify people of a certain event
making

3. Click Build from scratch to create a new workflow.



When an incident is Send a notification to a
closed, post a message to workspace

6 Twitter

Build from scratch

A Flow is a sequence of actions to automate processes on the
Now Platform.

Logic and automation use computers to manage repeatable processes instead
of using people. Logic and automation can reduce human error and speed up
processes. App Engine Studio allows creators to add process flows to their
applications.

4. Create the flow with the following information:

Field Value

Name Main

Description = Manage the Telework flow of work.

Click on the button.

5. Click the Edit this flow button to begin the configuration process.



Success! Your flow is ready.

You can edit your new flow or choose "Done" to continue building the
rest of your app

Flow name Description
? Main Manage the Telework flow

of work.

—m,

Edit this flow m
&

e

6.  You may see a tour popup. Let's skip the tour for now, by clicking the Skip tour
button.

The first thing we'll do is set up our trigger to define when this
flow will run.

7. Click on Add a trigger in the upper left of the flow designer screen.

E: Ma | N [Inactive

TRIGGER

* Add a trigger




Flow designer provides different options for triggering a workflow. You
can kick off a flow based on a record being created or updated, , run on
a scheduled basis, or based on a unique application component like an
SLA task being triggered or an inbound email being received by the
instance. For our use case we are going to:

1. Select Created from the Record section.

TRIGGER

@ Abort trigger creation

Trigger | Select a Trigger
Q_ earch triggers

RECORD

ACTIONS Select multiple Created {L}'p

- -4

o
@ Add an Action, Flo
Feantad av llnd-tad

2. Select the Telework Case table.

% Table Select a Table

* Table Select a Table

Condition | Q telework case|

Telework C@EE [ _snc_23100401 d 0

3. Click to close the trigger.



TRIGGER
0 Telewark Case Created =

Trigger | Created o

% Table | Telework Case Duzoms_mlewor_fee... -

Condition @ Add filters

@ NOTE

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.

Triggar  Created -

# Takle  Telewnork Case [x 465326 telewor 0 _telewo.. X EXAMPLE \ONLlY’,
Candilion Al of these conditions must be met
Arranggment - [ ~ - [=] OR -: 4
or .
ad i

New Criteria
Srtuational Telewark

Advanced Cptions

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

1. Click Add an Action, Flow logic, or Subflow.

2. Choose Action.



10.

ACTIONS

o Add an Action, Flow Logic, or Subflow
e =€ Flow Logic ) (% Subflow |

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

1. Inthe search field, type "approval".

2. Select Ask for Approval.

—
QJ approval o

INSTALLED SPOKES A | Default

now - ServiceNow Core Ask For Approval e

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

1. Click on the data picker.
2. Select Trigger — Record Created.

3.  Select Telework Case Record.



1 @ sk For Approval 5 ®w

Action | Ask For Approval - |
* Record | Drag and drop record data pill i o
Q trigger - Record Created =

@ Trigger - Record Cmatede

X

| Telework Case Rec. e Record @

1. Inthe Rules section, let's configure the approval rule.

1. Choose Anyone approves for the Approval rule.

* Rules

Approve v When:

-Choose approval rule v

Due Date _Q |

-Choose anoroval rule

Anyone approves
i )

N TR .

s

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

Action | Ask For Approval

Table ‘ Telework Case [x_snc_23100401_d_0_telewo...

Approval Field ‘ Approval

Journal Field ‘ Approval history

* Rules

| Approve v | when:

[ Anyone approves = | |

[#]

d

[

Due Date ‘ None v‘



3. Click Trigger - Record created.

Approve - When:

—

AnNyone approves - Bl 4 || do OR
L=l
Qs X

MNone v
Gi Trigger - Record Ggaated

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

prove - = = D -
1, trigger - Record Createu--| X

@ Trigger - Record Created Telework Case Ret | | %
T—

5. Locate the Opened by field and click on the chevron next to it.

~ — -
Case Record -|
Telework Case Rec... record @
Opened by Referend
—
6. Select Manager.
irigger - Record Croaied = Telework Case Record » Opened by =
o Created L]
Openeay ratwerce @




We just configured an approval request to the manager of the person
who submitted the form.

7 Click .

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

1. Under the Ask for Approval, click on the "Add an Action. Flow logic or
Sub flow.

2.  Select Flow Logic.

ACTIONS

1 @ Ask For Approval

@ G Action || € Fél\gw Logic | % Subflow
3. Selectlf.
B> Action & Flow Logic . Subflow

Q, search Flow Logics

|

AN o

13. Let's define the condition:

1.  Inthe Condition Label field type "Manager approves".



Conditigh: Manager apprwes!

.

P 5
4 Condition1: | Draganddrop a data pill in 1 3%

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

3. Click 1 - Ask for Approval.

4. Click Approval State.

Condition 1 Drag and drop a data pillin | IR
—_—

1 - Ask For Approval =

@ Trigger - Record Created Approval State o Chaice

E 1 - Ask For Approval

Don't Treat as Error ruedFalse
5. Set drop-down to Approved.
8 Manager approves
1 1 - Ak For Ap... » Aporowal St... )(-:I [ - Lelert a choice - i
== NOne -

Add another condition set{OR)

Elowe L egic o subflow

Mot Yat Requested

FReqguested

———
Approved e
—

Rejected

Cancelled

6. Click .

l @ INFO




4.

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.

Next, we will configure the Flow to automatically request I.T. to assign a
Remote Access Token to the employee.

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

£ » IfManager approves

thanz @

2. Select Action > ServiceNow Core > Create Task.

3. For Table, select "Ticket".
4. Click Add field value.
5. Search and select Parent.

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

=
7

* Table Ticket [ticket] X~
Field Values | Parent Xv || select parent ERFZAENE )

+ Add field value

7. Select Trigger - Record created > Telework Case Record.

O trigger - Record Created »|

| = ° Trigger - Record Created Telewnrk Case Rer... Ficord (@

a 1. hck Far dAnaroual

8. Click + Add field value and add two other fields:



Field Name Field Value

Short
o Remote Access Token
description
for testing assign it to yourself (System
Assigned to 9 9 v (Sy

administrator)

This is how the Field Values should look:

Action Create Task -
k Table | Ticket [ticket] X K
Field values | Parent Xv { Trigger-R.. » TeleworkCase .. X))

Short description X~ Remote Access Token

Assigned to X~ System Administrator Xv O

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

-2 %> If Manager approves

Create Task

3 then
Request Remote Access Token

Action Create Task -

10. Click .

15.  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.

2.

3.

4,

5.

Under 3 - Create Task click the small + to add a step.

Create Task
Request Remote Access Token

3 then 0
h_A&

®

—

Select Action > ServiceNow Core > Send E

mail.

Create Task

3
then Request Remote Access Token
@ G Action ¢ Flow Logic
Q send

@ Add an Action,
INSTALLED SPOKES

now  ServiceNow Core

ERROR HANDLER @ AES Flow Templates

If an error occurs in your flov @ Connect

2, Subflow

Send Notification

Send SMS

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

Send Email

5 @ [ Notify Requesteq]

Action | Send Email

For the Target record, use the Data Pill Picker to select Trigger - Record

created > Telework Case Record.

Table Table Q trigger - Record Created>

Target Record Select T > 21 R®

Include Watermark | (@ Trigger - Record Created
_

& | acroranno)

Telework Case REG-

Record ()

For the To field,

1. Click on the record picker.




2. Select Trigger - Record created.
3. Click on the chevron to access the list of fields.
4.  Locate the Opened by field and click on the chevron next to it.

5. Select Email.

* To [LREN

Q_ trigger - Record Created»Telework Case Record>Opened by >
| Fcreated Telework Case Rec... fecoly @ Opened . Domay
— — —_—
))))) | Telework Case Table Opened by Referenc | @1 | Domal
] —
Run Start Time UTC Order Email o Email

Run Start Date/Time DatefTime Parent Reference © | Employee number

For the Subject, enter:

Your Telework application is approved.

For the Body:

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

2. Use the record picker to select the Opened by > Name field.

3. Hit Enter to move to the next line.
4. Type "Your application for ".

S. Use the Data Pill Picker to select the Arrangement > Code field.



& . trigger - Record Created ~Telework Case Record~Arrangement=]

«d Created Telework Case Rec... Record @ Approval

ooroval Telework Case Table Approval history
Run Start Time TC Approvalsec . Crested by
RunStartDatemime 03 Pr— RIS | vescripton

6. Type'"is approved" after the data pill (preceeded by a
whitespace).

7. The Body should look like this:

Body 'B J U & 4 FontFamly ~ FontSizes =~ HB~ 1| =
A

AL R E

=hee

Dear ( Triggar » Telework Case Record » Opened by » Name. )

Your application for ( Trigger » Telework Case Record » Arrangement » Code ) is approved

Delete Cancel

16. Click (Epfeia=i®.

17 Your flow should look like this:

E: Main inacive view: | Tg 88

TRIGGER

0 Telework Case Created or Updated

ACTIONS

1 0 Ask For Approval
-2 <€> If Manager approves

Create Task

3 then

Request Remote Access Token
4 Send Email

Notify Requester

€]

@ Add an Action, Flow Logic, or Subflow




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

vvvvvv u Created or Updated
‘ u Aok or Approva

@

2 6 If: Manager approves i - false

20. Inthe top right corner of the screen, Click .

Although the Flow is saved, it won't run until we activate it.

21. Click on the left of the Save button.

22. Inthe Confirmation box click the button.

Congratulations! &

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

@ INFO

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



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

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



3.2 Test the Workflow

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. Inthe banner frame, click the profile photo in the top right to open the user
menu.

2. Select Impersonate User.



System Administra...

System Administrator

& Profile

51 Preferences

Impersonate user

LicvVauc iwvic

Printer friendly version

Log out

The Impersonate User dialog box appears.

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

2. Click Impersonate User



Impersonate user

Select a user

David Loo

RECENT IMPERSONATIONS

DL David Loo

david.loo

o=

3. Let's submit a new application.

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

@ App Engine Studio | ServiceNo

NOW | App Engine Studio

5. and then open the Service Portal

1. Click All.
2.  Type "Portal".

3. Click on Service Portal Home.



6.

7.

servicenow Fa.s History

~ Employee Center

v Administration

‘ Portal configuration

~ Service Portal

Service Portal Home ~ .

Service Portal Configuration ~

Portals

In the ServiceNow Portal page.

1. Search for "Telework".
2. Open the catalog item.

3.  Complete the form as below and Submit.

Home > SeniceCatalog > CanWeHelpYou? > Applyfor Telework Search Catalog

Apply for Telework

his form to apply for Telework

*When do you need this?

*Whattype. arrangementare you applying for? @

)]

Let's check the execution

Workspaces




Go back to the ServiceNow admin page.
Impersonate David Loo's manager : "Bud Richman®.

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.

Let's check if the manager has any approval request in My Approvals
list.

1. Inthe All menu, search for and select, type My Approvals.

now All  Favorites  History

Y my approvals

v Service Desk

My Approvals

2. Yes, there is one! Right-click on the Requested.

3. Select Approve.



= Y ) Approvals| State ~ | Search

IAll > Sys ID = NULL .or. Approver = Bud Richman

(] State Approver
Request o\ Matching Ehman
Filter Out
Copy URL to Clipboard
Assign Tag >
e |
]_ Reject B

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

1. Inthe top right, click the profile photo to open the User menu.

2. Select End Impersonation.



Bud Richman

@ |Impersonating User

& Profile

&1 Preferences

End im‘h' rsonation

@ Impersonate another user

= Printer friendly version

Log out

3. Inthe All menu, search for and select Outbox.

now All Favorites History

Y Outbox

v System Mailboxes

v Qutbound

4. Click on the Created column name to show most recent at the top. We
have an email! Click on it to open it.



now All Favorites History  Workspaces

Al

<, Created Recipients
Search ‘ Search
B v
| | @ | 2022-06-02 13:36:53 david.loo@ex|

%Y B Emails View: Outbox ‘ Created = |Scarch

> Mailbox = Outbox > Created on Today

. -

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

on the Preview Email related link.

‘ Update H Delete ’

Related | inks

(.

Preview Eq.eil

"

Email Log = Email Attachments

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

1. We have automated case updates notifications.

2. Notice the

to emails.

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



Preview Email

Dear David Loo,

Your application for Situational Telework is approved

Ref:MSG0000389_YtVtlymP3jMkoklOrTW3

Congratulations!

You successfully built and tested a workflow that saves a lot of time in the
organization and makes sure tasks are assigned properly.



Overview: Manage work

Purpose

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.



4.1 Create a Workspace

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

1. On the application homepage, locate the Experience section and click the &
Add icon.

Experience ©Add
Create interfaces TOT USETS 10 interact with the app

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

2. Click the Workspace tile to create a workspace to help users manage and
fulfill requests sent to them.

ADD EXPERIENCE

What type of experience do you want to add to your ¢

Select an experience to learn more about the interface and what it can do for your users.

o= ox=
:: Workspace & Standard catalog item Record producer

A workspace helps users People can add ways to request People can create records using
manage and fulfill requests sent a good or service. a catalog item.
to them.




3. Click on the button to begin the Workspace Builder wizard.

A workspace helps users manage and fulfill
requests sent to them.

Upgrade to new router not successful © et J 6o | Gl J st to) ) Lot il ffl=

Pty s s
vzeba Open o Jason

Timeia MW A& Gase- Pricly 2 msolito.
1d 23h 56m
sronta forana
Detmia  Cusomer Wormotion  Customer Actvily  WolkOrdars  SLAB(1)  Tasks  mam «
= Case ~ I Compose = Related Search Re...
&
- 1 Nowds nension Comvments « Q. Upgrade 1o new rute
cauoions - o 2.0 - &,
o 2020-11-08 05.00:00 @
cnat
Ao L}

4. Next, leave the default value and Click on the button.



5.

ADD EXPERIENCE

Let's design your Workspace

This experience needs a name, description and URL.

Name % @
Telework

Description ©

Enter a description

URL * @
telework

Inowi/telework

Roles ®
x_sn¢_23100401_d_O.admin * || x_snc_23100401_d_O.user x

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

Set Primary table and Secondary tables like below and click on the

Field Name Field Value
Primary table Telework Case

Secondary tables  Arrangement



Great. Let's add some data.

Select the data tables you want to work on in this experience.

Primary table % @

Telework Case

Secondary tables @

Arrangement x

CREATE EXPERIENCE

Sit tight while we create this experience

This may take a few seconds...

Your new Workspace experience is completed. Click on the @ button.



Success! Your experience has been
created

Name
lll
as Telework

8. We are now directed to the Workspace Builder. Click on the
button.

Welcome to Workspace Builder
Workspace Builder empowers users of all skill sets te build a custom workspace in a no-cede 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 Ul Builder from

within this builder.

O Don't show me this again Get started

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



=it Telework ¢ | ~adgsaun

Happening now
N

No records to display.

@ INFO

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.



4.2 Configure the Workspace

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 Ul 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. Click the Preview button in the upper right to open the workspace in a new
browser tab.

PP ———
(% Workspace settings | ( 7 Prewew)
—

Home settings

Exit editing mode Add new element > @ This page shows users high-level information for

the records they have access to on the workspace.

You can further customize this page using
advanced configurations and components.

(2 open in U Builder )
. Critical Tasks
| Updated at 03:48 PM

ZN Vi

2. Gointo Edit Mode by clicking the Edit button



Critical Tasks

2

3. Add a new Data Visualization.

1. Click on Add new element.

2. Select Data visualization.

- -

l lsearch lements I

Library

m Libri y
ritical Tasks H&)

Save data visualization

All Componen \/
) f .

— Data visualization @

pdated at 03:56 PM r

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



No records to display.

5. 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.

UpUaLed at usiss KVt upuated at usizs Fivi

N AN £ N Vi
My Work
AN Y
.~ Number » Priority State ‘Opened by Assigned to vV

=

O

No records to display.

AN 4

—<
=
No content available.

This data visualization is
not configured yet.

I\ Py

6. On the new component, click the configure icon



YA

Data visualization| = | i

=

No content available.

Y
7. In the configuration panel:
(1) Click the Visualization Type Dropdown
(2) type "vert"
(3) select Vertical bar.
Confieuration )
— ,
= T ) :
No content available. q\ &z
i fus Vertical bar
N - e A
8. « Click on Header and border to expand that section,
+ type "Cases by Priority" in the Chart Title field.
Cases by Priority [ [ Header and border A
o @& ) Show header @
(7 Show header separator ©

Chart title ©

No content available. T [Cases by Priority -

@Translatable turned on




9

Under Data sources, click + Add data source.

E Data

Cases by Priority

No content available.

Data sources

"1 Define data manually ©

To start configuring your chart, you

need to connect to a data source.

+ Add data source

10. 1

2.

3. Click + Add custom conditions.

Add data source

Select a source @

|7 Q Telework Case R |

= Tables -~

Telework fase [x_snc_23100401_d. 2 *=lework_case] J
Telework Case Data Mapping [x_snc_23100401_d"Uw;_~

1.

1.

Type Telework Case in the "Select a source" field.

Click Telework Case in the search results.

Selected table: Telework Case [x_snc_23

Y Filters
Predefined conditions

We couldn't find any predefined conditions for

+ Add custom conditions
[ —

We want to see only the non-closed cases.

Set State is one of Pending, Open, Work in Progress.



Editor
Build a filter by adding conditions that contain a field, operator, and value(s).

State v ] ‘ is one of v } Pending X ) Open X

Work in Progress X

+ New condition set

Related List Condition ®

2. Click Add this source in the bottom right.

Short description State Assigned tc
Lorem ipsum dolor sit amet, condimentum Open (empty)
dolor

Sit a ante, dui wisi, sed dui turpis. Open (empty)

Add this q:ource

12.  In the Group by section,
1. Click the pencil icon next to Active.
2.  Set Priority for the Group by.

3. Click Apply.



Cases by Priority

Group by

By 1<

Max number of groups

|
E 1 Active Y "
_ > Showothers [I

ve. 1= Hide elements with O values
b |

Sorting.

Data update

13.

On the top right, Click Save then Exit Edit Mode

o Telework  +

Telework

Z | +Addatab

And voild, your new dashboard!

)] o Telework  +

Telework ~

Happening now

My Tasks

0

Cases by Priority
.
i
i
:
3
3
My Work
Number =

Priority

(o))

Unassigned Tasks Critical Tasks

17 2

I —
4-low 3 Moderate
W2 Heh 4-low W3- Moderste [ 1-Critcal

State Opened by Assigned to v




Exercise Recap

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.



4.3 Use the Workspace

1. Let's take care of the Critical Tasks. Click on the Critical Tasks score or the
critical bar chart.

Critical Tasks

2 e Bl
Updated at 04:06 PM
orghere

3 - Moderate 1 - Critical

@ INFO

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. 1. Selectall rows.
2. Click the drop-down arrow next to Edit.

3. Select Assign to me.



( Home Critical Tasks x
e

&: Eaie(2) || - ||

Critinal Tasks [2
Last rigaéd 4m ago. Assign to me
— &
Number ~ Priority ¥ State Opened by Assignedto i Short description
—
) TLW0001001 1 - Critical Open Billie Cowley (empty) Ante malesuada, sem risus.
[} TLWO0001002 1- Critical Open Cherie Fuhri (empty) Sit a ante, dui wisi, sed dui turpi

4. Close the tab.

lome Critical Tasks 5 +
Close Tab Critical Tasks

itical Tasks 2

3. Refresh the My Tasks score. You now have 2 tasks assigned to you.

Telework -

Happening now

My Tasks

2

4. Inthe My Work list, click on the Assigned to header to refresh the list.



My Work

Number & Priority State Opened by Assigned to ¥
TLW0001001 1 - Critical Open Billie Cowley System Admijpisirator
TLWO0001002 1 - Critical Open Cherie Fuhri System Administrator

Great! Now let's see how quick we can handle an emergency 4.

Bulk Assignment

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))

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

1. Click the List icon.

2. Click on Open in the Telework Case section.

3. Sort cases by Assigned to by clicking on the header.
4. Click the button next to "Luke Wilson".

5. click "Show Matching".

p =lst +

S i])MvLisks = Open [

Los efeshed jut
 Telework Case B

| Open 8) O Number Priority State S)Asslgnedknv

Unassigned
TELO001001 1- Critical Open System Administrator

Closed
Al TELO001002 1- Critical Open System Administrator

 Arrangement

TELOOO1012 2- High Open Melinda Carleton

. TELO001018 2- High Open Melinda Carleton
TELO001033 4-Low Open Melinda Carleton
TEL0001024 3- Moderate Open Melinda Carleton 14
TEL001026 3- Moderate Workin Progress Luke Wilson

TELO001004 2-High Work in Progress uk@)

Show Matchigg ‘

TEL0001027 3- Moderate Work in Progress Luke Wils|_Filter Out



Let's assign Luke's cases to Andrew Och

oW

Select all rows

Click Edit

type and

Select "Andrew Och"

Click Update.

e ] - |

= Open B
Last efreshed 14m ago.
Nnmbef Priority State Assigned to ~ ¥ Edit items (3) x
Telework ~
© @ TLWO001026  3-Moderate  Workin Progress  Luke Wilson
Opencdy
o] TLWO0001027 3 - Moderate Work in Progress Luke Wilson a i a ‘
© @ TLWO001004  2-High Work in Progress  Luke Wilson R
a |
Reason
-~ None -- -
Assignedto
o |
o Andrew Octi
prority
None -
Days perweek
Short descip
Descrpt
e A ]
= List aF
| =m
_‘ 3 record(s) updated successfully 3
© Telework -
I Open Number Priority State Assignedto v ¥ Short description
Unassigned
Closed

All




Finding Answers with the Analytics Center

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

Click the Analytics Center button.

-
Lists My Lists = oPen 30
Last refeshed just now.
Open Number Priority State Assigned to
Unassigned TLW0001001 1- Critical Open System Administrator
Closed
" TLW0001002 1- Critical Open System Administrator

Let's ask some question about our data.

1.  Type the following query:

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

2. Click the Ask button.

@ Analytics Center +

Home  Dashboards  Data Visualizations  KPls

| Aska question about your data

You can see how things are performing now and
trends over time.

. | telework cases grouped by reason as a bar chart \ Ask
—

How can | improve my results?

3. And here is the answer:



@ Analytics Center  +

Home  Dashboards  Data Visualizations  KPls
<« Back

Ask a question about your data

[ telework cases grouped by reason as a bar chart |

4. Try changing the query:
1.  Replace bar with pie

2. Click Ask to get a Pie Chart.

Ask a question about your data o
-~

telework cases grouped by reason as 1 pie thart Ask e
l Lo =)
Show Details v/ e

Medical
23 59%

@ INFO

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

Exercise Recap

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.



Lab Review

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



Supplemental Resources

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.ntml


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

APPENDIX

Lab Features

Summary of features we went through in this lab.

1.  Create an App

2. Create Data Model

1. Create a Table from a spreadsheet

2. Create a Table by extending the Task table

3. Add a field that references data from another table
4. Create a choice field
5. Change the layout of the form

6. Add and remove fields

7. Add related task

3. Create Case Worker Experience

1.  Create Workspace

2. Bulk Task assignment

3. Use the Analytics Center to ask question about the data
4. Use of Impersonation for testing purposes

5. Configure Workspace with the Workspace Builder



4. Create the Requester Experience

1. Expose a form to users via the Service Portal

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

5. Automate the work
1.  Create a Flow
1.  Create Tasks for several departments
2. Send an email
2. Test the flow
1. Use impersonation

2. Check for approval

3.  Check for email sent



CHANGELOG

Planned for the future

» 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

History

Version Author Changes

» Leverage the new Utah
feature to create a table
from an Excel sheet and
extend an existing table.
Dale.Stubblefield(ServiceNow) » Updated screenshots to
match the Utah user
experience
» Additional screenshots for
clarity

2023-October
(Utah)

> Leverage the new Utah
feature to create a table
from an Excel sheet and

Marc.Mouries(ServiceNow) extend an existing table.
» Updated screenshots to
match the Utah user
experience

2023-August
(Utah)


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

Version

2023 (Utah)

3.1

Author

Jay Freise(ServiceNow) ,

Marc.Mouries(ServiceNow)

Eric Rietveld(ServiceNow),

Marc.Mouries(ServiceNow)

Changes

» Additional screenshots for
clarity

> 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

» 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
Ul Builder


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

Version

3.0

2.1

2.0

1.0

Author

Dale.Stubblefield(ServiceNow)

Marc.Mouries(ServiceNow)

Dale.Stubblefield(ServiceNow)

Marc.Mouries(ServiceNow)

Changes

Started update for
ServiceNow Tokyo Release -
App Engine Studio v22.0.3

Significant changes in
correctness and clarity

Updated screenshots for the
San Diego release

First version for the Rome
release


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

Download Lab Guide PDF

Click here to download Lab Guide PDF


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