Use Case Overview

Departments frequently use email, spreadsheets and manual processes to manage
requests for services that they might provide. When consumers of the department’s
services have questions or run into problems, they frequently utilize ad-hoc

communication to engage the department. This lab will focus on these three facets

of service delivery.
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Personas

In our lab, we will utlize a couple different personas outlined below. We will also
assume the LOB Creator has already submitted a request for a new application using
the Apply for Citizen Development catalog item and roles have already been
assigned.

Employee Center Admin

Responsibilities

+ Maintain content availble on Employee Center

+ Create any new Topics and Service Catalog categories requested by
departments

+ Collaborate with the departments to ensure proper placement of services
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Role required

* sn_hr_sp.esc_admin

LOB (Line of Business)/Department Low Code Creator

Responsibilities

+ Submit requests for new custom applications to build in App Engine Studio
+ Understand ServiceNow and application development best practices

+ Build and test applications in App Engine Studio

+ Submit developed App Engine Studio applications for IT review

+ Maintain and modify the application during its lifecycle if determined during the
intake process

Role required

+ sn_app_eng_studio.user



Create an app in App Engine Studio

App Engine Studio gives citizen developers a single, collaborative place for workflows
and integrations. App Engine Studio provides for fast innovation and the creation of
business- critical workflow apps in a complete low-code experience.

Departmental apps of this type have traditionally been built by an pro-dev
experienced on the platform, but the simpler, low- code building tools make it
possible for a citizen developer that is a member of the department to build-
expanding the resource pool of developers that can build digital workflows
throughout the enterprise.



Create Application in App Engine

Studio

Let's start

1.  Type app engine studio in the Filter Navigator and then click on the App
Engine Studio link. App Engine Studio will open in a new browser tab

ale)","/ All Favorites History

Y app engine studio ® 2

v App Engine

‘ App Engine Studio -

2.  Once App Engine Studio opens click the Create app button in the upper right
of the screen



Hi, System s
’
How do you want to get started?

Quick start

= G @ 6

Add a table Add an experience Add an automated flow Browse templates Learn the tools

Enter Dept Services in the Name field and select Continue. One final reminder
to replace Dept!

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 % @)

| Dept Services .!.
Drag app logo
Description @ or browse to
upload

Describe this app
BMP, GIF, ICO, JPEG,
JPG, PNG, SVG

App Engine Studio will create default roles for admins and users of the Dept
Services application. Users assigned these roles will be members of the
department and will play a role in service fulfillment as fulfillers. Accept the
default admin and user roles and select Continue.



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.

® Add arole
Role name x ® Description ©®
: : 0}
admin Default admin role
Role name % @ Description @
W
user Default user role

Cancel Continue

5. Select the Go to app dashboard option once the app is created.

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.
R e N A
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Data Experience Automation Security

| Go to app dashboard I

Nice work.. you've just created the foundation of your Departmental Services app.
Now let's move on to the next exercise, creating the base department task table.



Departmental Services Data Model

The first step in creating an application is defining the data. This lab will utilize the
table inheritance feature of the platform.

We will be creating a Dept Task table that will be the basis of all other tables. The
Dept Task table will extend the system Task table. This will allow the Dept Services
application to access base fields and capabilities of the platform such as assigning
requests to users and asking for approvals.



Base Dept Task Table

Let's start

1.  Once the App Home tab opens, select Add a table or upload a spreadsheet

Il Dept Services source convrol~ ) (G (¢

2. Select Create a table and then the Begin on the next screen

ADD DATA

How do you want to add data to your app?

You can add a way for your app to store and handle information using tables. Create a table to store your data or import data into an existing table.

= 2
O Create a table Import and map data
o v 0

Add a table to your app




ADD DATA
Add a table to your app

Organize and track data flowing through your app using tables. After you create
this table, we'll automatically generate a default form view to help you collect
and view data for this table.
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Steps:

1. Choose a method to add a data table
2. Review and prepare data for table creation
3. Atable and default form view will be created for your app

3. Select the Create from an existing table option and then Continue

ADD DATA

How do you want to create a table?

Tables contain the data that's available in an app. If you aren't sure where to start,
we can help you create a new table from scratch. Learn more about tables.

A
© “o o
Upload a Upload a PDF Create from Create from
spreadsheet © @ an existing scratch ®

table ®

Select this option to create a table that shares
columns from an existing table.
Cancel I:I

4. Set the Table field to Task and select Continue



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

Task

Service Task
sn_spend_sdc_service_task
Service Task

service_task

Service Task Model
cmdb_servicetask_product_model

Task

task

Task
sn_customerservice_task
Task Activity
task_activity

Task Predicted Skill

sn_sre_task_predicted_skill

Tack Ralatinnchin.

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

Task

5. Set the Table label field to Dept Task\ Select Make extensible\ Select Auto
number\ Set the Prefix field to DEPTTASK



ADD DATA

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

Define the properties of your new table.

Table label % ®
Dept Task

Table name prefix > Table name * ©
x_snc_dept_servi_0_ dept_task

Make extensible ©
Auto number @

Prefix x ® Starting number * © Number of digits * ®
DEPTTASK 1000 7

Cancel Continue

6. The next step is to setup permission for the Dept Task table. Assign full
permissions to the admin role by selecting All. Select the Create, Read and
Write permissions for the user role

ADD DATA

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.

@ Addar
Role Name @ Description @ All Create Read Write Delete
admin Default admin role
user Default user role e o

Cancel Continue

7. Select Done once the table is created to return to App Home



Your table is ready

We'll take you to the app home where you can add more data, experience, logic and security to your app.

Source Table name Fields

Extended Dept Task 0

Edic table

Excellent! In our next exercise we'll create our Request tables and add some
department specific fields.



Department Request Table

The Dept Request table will be used to store the service requests that the Dept
provides. We'll follow the same steps we did from our last exercise exception this time
we'll extend from our Dept Task table.

1. Choose the (+) Add option to add the Dept Request table

. A~ N N N
i@l Dept Services (1) () (_source control v €
All (3) Data (1) Experience More v Search all Q
Data |®Add Seeall (1)
Store information in your app
E Dept Task Table Tableisawaytostore .. Lastedited 2022-05-141836..  @PREVIEW

2. Select Create a table and then the Begin on the next screen

ADD DATA

How do you want to add data to your app?

You can add a way for your app to store and handle information using tables. Create a table to store your data or import data into an existing table.

o 2
GBS Create a table == Import and map data
s v 0

Add a table to your app.




ADD DATA
Add a table to your app

Organize and track data flowing through your app using tables. After you create
this table, we'll automatically generate a default form view to help you collect
and view data for this table.
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Steps:

1. Choose a method to add a data table
2. Review and prepare data for table creation
3. Atable and default form view will be created for your app

3. Select the Create from an existing table option and then Continue

ADD DATA

How do you want to create a table?

Tables contain the data that's available in an app. If you aren't sure where to start,
we can help you create a new table from scratch. Learn more about tables.

A
© “o o
Upload a Upload a PDF Create from Create from
spreadsheet © @ an existing scratch ®

table ®

Select this option to create a table that shares
columns from an existing table.
Cancel I:I

3. This time choose the Dept Task table to extend rather than the Task table. By
extending the Dept Task table we can create reports Select Continue



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

Dept Tas{

Dept Task
X_324431_dept_se_0_dept_task

4.  Set the Table label field to Dept Request Select Auto number Set the Prefix
field to DEPTREQ

ADD DATA

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

Define the properties of your new table.

Table label k ® Table name x ®

| Dept Request | X_324431_dept_se_0_dept_request

| Make extensible @

Auto number @

Prefix % @ Starting number % ® Number of digits % ®

DEPTREQ 1000 7

Cancel Continue

5. Set the same permissions for the admin and user roles as last time



ADD DATA

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 EI
user Default user role e @]

Cancel

6. Select the Edit Table option once the Dept Request table is created

CREATE TABLE

Your table is ready

We'll take you to the app home where you can add more data, experience, logic and security to your app.

Source Table name Fields

Extended Dept Request 0

| Edit table |@

7. Select the + Add new field option to add a field to the Dept Request table

App Home
Dept Services

T DeptRequest | Tabie

Table Fields [+ i oe Show non-extended table fields

8. Enter Request Type in the Column label cell



App Home
Dept Services

" DeptRequest | Ta

Table Fields + Add nev feld

Show non-extended table fields

= Columnlabel % & = Columnname % B Type k. BB Reference o Max length = Defaultvalue © oisplay.

con contract
® | Request Typd

9 Enter Choice in the Type cell and select Choice option

@  Request Type request_type I Choice v I
1 Showing 1-1 of 1 [
= dd new field
Choice
List of options that you define
Showing 1-20 of 69 T2 3 4 5

10. Choose Dropdown with —None-- for the Choice Type. For the Choices, you
should enter different types of services that the department you chose might
provide

Choice v

Choice Type * ©

Dropdown with -- None -- v

Choices ®
Request type 1




For example, a badging department might use the
choices:

New Badge Request
Replacement Badge Request
Add Building Access
Remove Building Access

Select **xDonexx when finished adding your choices and
save your work.

Choice v

Choice Type x @

Dropdown with -- None -- o
Choices ®
I'I'ype a choice and hit ENTER I|
Label %k Value
1 W
¥ Requesttype 1 request_type_1
Label Value x
2 2 T}
¥ Request type 2 request_type_2
Label % Value x
3 ¢ o
Request type 3 request_type_3

1. Select the Forms link to edit the Dept Request form

NOW. | App Engine Studio
HOME MY APPS TEMPLATES RESOURC|

App Home + Data Table And Forms
Dept Services Dept Request

77 Dept Request Table s Flows

x



12. The default form view contains fields from the Task table that will not be used
in in this application. Hover over the Configuration item field in the form view.
Select the (X) on the right of the field to remove it\

Repeat for the Active checkbox\ Repeat for the Parent field
Deptsarices et requent
= Dept Request | Tabl Policies and rul
a Search e
 pdsie0 compone. @) ore . =Dept Request e A
it ° e © o
— ot temtons @ ] okt a
A‘d? \\\\\\ I assignee list - et
13. Enter request type in the Search field located towards the upper left of the

screen to find the Request Type Choice field you added earlier

Table Form views

~. Dept Request

Add form elements

lQ request type X I

Fields (1)

Components

Request Type
Choice




14. Drag the Request Type field on the left to the form view underneath the State
field

{3 Default view v
Dept Request

=Dept Request

Number Priority

4 - Low v

Assigned to State

User [sys_user] Q Open

O
Request Type x
Request type 1 v ®
@)

8 Merged with Dept Request section

Short description

15.  Enter opened in the Search field located towards the upper left of the. The
Opened and Opened by fields will automatically be populated when a user
submits a request. These are helpful to track who is submitting a request and

when it was submitted



~. Dept Request Table  Form views

Add form elements

| Q opened| X I

Fields (2)

Components More

Opened
Date/Time @
Opened by Q

Reference: BB User

16. Enter opened in the Search field located towards the upper left of the. The
Opened and Opened by fields will automatically be populated when a user
submits a request. These are helpful to track who is submitting a request and

when it was submitted

=Dept Request

Number

Priority

4-Low v

Assigned to

User [sys_user]

State

Q Open -

Opened
2008-12-06 18:47:00

Request Type

=] Request type 1 v

Q

n
Opened by ~
User [sys_user]

)
0

17. To finish editing our form, click Save in the top right of the screen



e
v o

Policies and rules @ Preview

We're all done with the request table.. now we move on to the issue table!



Department Issue Table

The Dept Issue table will be used to allow users to submit issues encountered in
service delivery. Using a custom table for departmental issues rather than overutilizing
a platform table allows for:

+ Simplified routing, assignment and ACLs
+ Better custom reporting capabilities
+ Scoped application security

+ App-specific views and workspaces

1.  Setup the Dept Issue table using the same initial steps as the Dept Request
table. Make sure to extend Dept Task
Set the Table label field to Dept Issue Select Auto number\ Set the Prefix field
to DEPTISSUE

ADD DATA

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

Define the properties of your new table.

Table label % ® Table name % @

I Dept Issue I x_324431_dept_se_0_dept_issue

Make extensible @

Auto number @

Prefix x @ Starting number * ® Number of digits % @

DEPTISSUE 1000 7




2. Set the permissions the same way as the previous table

ADD DATA

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
user Default user role (] (@)

Cancel Continue

3. Select Edit table once the table has been created

4. Then select the Forms link to navigate to the form view for the Dept Issue
Table

NOW. | App Engine Studio

{OME MY APPS TEMPLATES H
App Home Data Table And Forms
Dept Services Dept Issue
. Dept Issue Table Flows :

5. Remove the Configuration item, Active and Parent fields\ Add the Opened
and Opened by fields\



DeptServices
= Deptissue | Tobie
Addform elements

Q. opened

+ Create a field inthe table

- Data Table And Forms

Deptissue *

Formviews  Poliies and rules

3 Oefault view v

sssgned o

User [sys_user]

Opened
2008-12-06 18:47:00

User [sys_user]

6. To finish up, click Save in the top right

Policies and rules

Preview

©)

P

Changes you make e specic o the Dept
7 asietable

Feld detats
Label

State

Read only Mandatory

Defauttvalue

Dependent fed




Department Inquiry Table

You've probably gotten the hang of creating new tables at this point, so we'll skip alll
the screenshots and get right to the point.

1. Repeat the process for Dept Issue. The setup will only differ in the Table label

and Prefix values
Set the Table label field to Dept Inquiry\ Select Auto number\ Set the Prefix

field to DEPTINQUIRY

ADD DATA

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

Define the properties of your new table.

Table label x ©® Table name % ®

I Dept Inquiry | X_324431_dept_se_0_dept_inquiry

Make extensible @

Auto number @

Prefix % ® Starting number % @ Number of digits % @

| DEPTINQUIRY | 1000 7

el [

2. Configure the permissions to match the Dept Issue table where the admin role
has full permissions and the user role does not have Delete rights

3. Modify the Dept Inquiry form view to match the Dept Issue form view
Remove the Configuration item, Active and Parent fields



Add the Opened and Opened by fields

4. Don't forget to hit Save!

That's it! We're all done with tables so now we'll move on to creating our workspace in
the next exercise.



Create meaningful experiences for

your application users

Workers and requesters alike deserve a great user experience. In this exercise, we'll
explore how to create a workspace for those folks intaking the work coming in from
requests and how to create forms that we can publish on our Employee Center

portal.



Configure Workspace Home Page

Workspaces are a great option for departments. Workspaces can be tailored
specifically for department needs and can simplify interacting with the platform.

In this section, we will change the default homepage Data Visualizations to count the
opened Requests, Issues, and Inquiries.

Let's start

1. Select the (+) Add link by the Experience header Select Workspace for the
type of experience on the next screen

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.

a=m
=== Portal

as
Deliver a

= ==
Standard catalog item ~ Record producer

dd ways to request

2.  Select Begin



3.

4.

ADD EXPERIENCE

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

= st csoootoss x  +
Details
Upgrade to new router not successful © Close Case || Save || Create Work Order || Propose Soluion | | Request Info
Pty F—
«2:Hon Open  John Jason
Gontact Timeine Now & @ | Case- Priorty 2 resolutio..
George Warren V>
Y Notork amiisato Boxso 2 s o8
Vo phone J—— et
Viste  assw Srovarn@eangecom p- e
1d 28h 56m
Show Dol + Romaining
Details  Customer Information ~ Customer Activy ~ WorkOrders  SLAs (1) Tasks  more
= Case ~ | Compose 5 Related Search Re... )
¢
Number  Needs atetion
auComments « radoto "
©S0001088 —_— & Upg @
Type your Comments here
crarnn 2020-11-05 05:00:00 » ®
Chat - 4 B Avce
pray B

Aecount

®

Router blinking after heat...

Accept the provided defaults for the workspace design and select Continue

Accept the data defaults for the workspace and select Continue

ADD EXPERIENCE

Let's design your Workspace

This experience needs a name, description and URL.

Name % © add some data.

Dept Services
Description © s you want to work on in this experience.

Enter a description

URL ¥ @
dept-services
Ini622698/dept-services
Roles ©

¥ 622698 dept.se_0.a0min X || x_622698_dept_se_Ouser X | Choose who can access this %

Canee! -




5. Select Done to configure the workspace

ADD EXPERIENCE

Success! Your experience has been
created

Name

Dept Services v2

6.  Find your newly created Workspace in the list of Experiences and click Preview

Experience ®Add

Create interfaces for users to interact with the app

== Dept issue | Workspace Dep... Form Last edited 2023-03-29 18:16:27
== DeptRequest | Workspace..  Form Last edited 2023-03-29 18:16:27
== Dept inquiry | Workspace D... Form Last edited 2023-03-29 18:16:27
== DeptRequest | Workspace..  Form Last edited 2023-03-29 18:12:49
== Deptinquiry | Workspace D... Form Last edited 2023.03-29 18:12:49
== Deptissue | Workspace Dep... Form Last edited 2023-03-29 18:12:49
I oeptservices Workspace Last edited 2023.03-29 18:12:16
== Deptinquiry | Defaultview  Form Last edited 2023-03-29 18:07:20
== Deptissue | Default view Form Last edited 2023.03-29 18:03:02
== DeptRequest | Defaultview  Form Last edited 2023-03-29 17:55:51

7. Once the workspace loads, click the Edit button in the top right



Servicenow Al Favorites  History  } Dept Services 7 Q Search

)] o peotservices  +

Dept Services ¥ Share E]

My Tasks Unassigned Tasks Critical Tasks
Updated at 02:26 PM Updated at 02:26 PM
My Work
Active ¥ Activity due Additional assignee list Approval Approval history

Click on the My Tasks data visulization and click the Configure icon

Servicenow Al Favorites  History Dept Services ¢ Q search

(Y] & Dentservices +

Dept Services | s [ e |

4
Datavisualization. =
My Tasks Unassigned Tasks Critical Tasks
Updated at 02:28 PM Updated at 02:28 PM
Z
My Work
Active ¥ Activity due Additional assignee list Approval Approval history

On the Configuration pane, find Data and Data Sources and click on the ...
next to Dept Inquiry then click Edit



@) o vertservices -+

Dept Services - | +aduatb

e i (

[0 swve ][ teating move | TSR+

Configuration
Unassigned Tasks Critcal Tasks

1140 29

Updated at 03:07 PM

Updated at 03:07 PM

Additional assignee list Approval Approval history
# Rename

No records to display.

10. Select Edit in the upper right. Remove the Assigned to condition by selecting

the [X] and select Apply to save changes

Edit data source

X
Select a source © Selected table: Dept Inquiry [x_snc_dept_servi_O_dept_inquiry]
Q_Search sources

Y Filters
Predefi
W

ns
 predefined conditions for this table.

be met

New Criteria

» Related List Conditions

=3 - |

1. Now we will change the title from My Tasks to Inquiries. You may need expand

the Header and border section on the right pane\ Change the Chart title
field from My Tasks to Inquiries



My Tasks Unassigned Tasks Critical Tasks

0 0 0

My Work
O Transabie wmed on
(s}
Chart title
Number » Created Priority State Short description -
| Inquiries |

& Dat  @Translatable turned on

w——
S5 Data sources ~

No records to display.

12.  Select the Unassigned Tasks Data visualization and edit by selecting the
ellipsis and Edit

Happening now - 5 — onfig s
% Datavisu. :
Inquiries Unassigned Tasks Critical Tasks Data visualization type ©
Single score v
0 [0 o
B Header and border v

gf Data ~
My Work Data sources ~
tlst-sim. ®}
= Task [B]
.
:
Z
Number Created Priority State Short description ERename

Metric ~

E @ COUNT
= Task
5B

= Format values

No records to display. Additional settings v
Data update v
© Presentation v

13. Enter dept request in the upper left Select a source search box Select the
Dept Request table\ Select + Add custom conditions and add the condition
Active is true as shown below\ Select Apply



Dept Services
Edit data source

Select a source © Selected table: Dept Request [x_324431_dept_se_0_dept_request]

v = Tables

Dept Request [x_324431_dept s..

Y Filters
Predefined conditions.

We couldn't find any predefined conditions for this table,

+ Add custom conditions

¥ Filters

Predefined conditions

We couldn't find any predefined conditions for this table.
~ Conditions

Al of these conditions must be et

[Gese - e < x| or| a0

New Criteria
» Related List Conditions

Run

Preview record list ©
Lascrefeshec am ago.

Active Activity due Additional assignee list Approval Approval history
0 records

10v  rows per page

Cancel

4.

Chart title field using the same steps as last time

~ Data visualization 2 © ® >
1D: data visualization 2
Happening now — 0 Config Ostyles % Events
i Datavisu...
Inquiries Unassigned Tasks Critical Tasks Data visualization type ©
Single score -
0 |0 10
| = Header and border ~|
i Mywork @ Stlesv FH § @& ) show header
®

» Show header separator
My Work Chart i
@Translatable turned on
I}
B Header and border
Number « Created Priority State

Short description
@ ) Show header

D

Charttitle

Show header separator

ply

Change the Data visualization from Unassigned Tasks to Requests in the

| Requests

No records to display. @Translatable turned on

WD Wrap title

@ ) Show border

15.
steps

- Edit the Task Data source

Finally, we will change the Critical Tasks Data visualization using the same



+ Change the table to Dept Issues
+ Add the condition Active is true

+ Change the Chart title from Ciritical Tasks to Issues

Data visualization 3 ©® ® >
1D: data_visualization_3

Happening now 0 Config Ostyles % Events
Inquiries Requests Critical Tasks Data isualzation type ©
Single score -
£ Header and border v
g5 Data ~

My Work Data sources N

i lst-Sim.. B

()
Number Created Priority State Short description
Metric ~
n = COUNT
Task
3 Format values
No records to display. Additional settings v
Data update v
© Presentation v

16. Click Save then Exit editing mode to finish

ServiCenOoW Al Favorites  History  Workspaces  Admin Dept Services ¢

(A o oevtservices  +

Dept Services 7 | +adatb (0] save ] [exiceateing moce | EEEESrSR < |

enymes .

Inquires Requests Issues Vissizatonype
Single score v
0 0 0 e
Updated at 03:32 PM Updated at 03:33 PM 8 o ~
[r— ~
My Work Define data manually ©

Dept Issue :

Active 7 Activity due Additional assignee list Approval Approval history
Metrc ~

Dept Issue

= Formatvalues

por— o
No records to display.
e weee =
© Prsenaion ~
Fmm— v

Colors v



Department Request Record

Producer

Introduction
Now that we have a data model created and our workspace experience ready to go,
let's create some record producers so we can start getting some data into those

tables. You can think of a record producer as an end user facing form to collect all
necessary data to complete a request, address an issue, or answer an inquiry.

Let's start

1. Select the (+) Add link in the Experience Section Select the Record Producer
experience Then select Begin on the confirmation screen

Il Dept Services ©) (o) (s

Al(7)  Data(d) Experience(l) Morew Searcha a

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.

> Employee Records




2. Enter Dept Requests in the name field and provide a Short Description Select
Continue

ADD EXPERIENCE

Let's set up your record producer.

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

Name %

IDept Requests I

Short description

Services provided by dept

Cancel Continue

3. Select Edit record producer

ADD EXPERIENCE

Success! You added a record producer.

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

Name Short description

Dept Requests Services provided by dept

Edit record producer |@

4. Select Destination on the left. Set the Record submission table field to Dept
Request



Record roducer N v .
DeptServices Dept Requests

2| Dept Requests (praview

Details Whacisisicem?

your item from others

Location
. + The name, short description
Basic infa ©deserip
Questions App Home Record Producer
Settings wemnan - Dept Services. Dept Requests *
oept
A E
i| Dept Requests
Review and Shortde,
Submit el
Details . Destination
e O Specify the destination table for the records submitted using this form
Item Location
Table
Questions
e
@Ate  Septings Record submission table % @
b pccess SR
= Review and Dept Inquiry
=l Coen X 324431 5.0 deprinquiry
Dept Issue
X 324431 depi se
Dept Request
2 324431 dept e 0 deps request
Dept Task
X 324431 ey 5e 0 deprtask

5. Select the Location link on the left and then the Browse link\ Move Service
Catalog from Available to Selected\ Select Save selections

App Home Record Producer "

Dept Services Dept Requests

°

| Dept Requests
Details . Location
Destinatio @ Choose a catalog and category where requesters can find your item
Location I
Questions Catalogs Categories
Settings Selected catalogs Selected categories
Acesss
Review and Hedy v
Submit

Selected catalogs X

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

Once published, requesters can acces:
can only view items i the ¢
may be seein

ted catalogs. You can sel le catalogs, but requesters
nel (portal, mobile app or virtual agent) they are in. Also, you
plate allows you o choose from,

Note: Ifyou remove a previously associated catalog, its categories wil also be removed

Selcted

Cancel

6. Select Browse in the Categories section\ Move Dept from Available to
Selected\ Select Save selections



App Home Record Producer N
Dept Services Dept Requests

| Dept Requests

Details ° Location
Destinatio  ® Choose a catalog and category where requesters can find your item
Location
Questions Catalogs Categories
Settings

Selected catalogs # Edit Selected categories

Access Service Catalog &

Record Producer
Dept Requests

App Home
Dept services

Selected categories

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

Once published, requesters can access your item through the selected categories. You can choose multiple categories that have
other items similar to the your item. Also, you may be seeing a imited number of categories based on what the template allows
You to choose from.

Note: If you specify multiple categories, one of them will be selected as the primary category which appears when viewing the
item in a st

Available Selected

a

Susess olcation icocebaragenert <) DI -
Cane eV

Departmental Services

Maintenance and Repair <
Mobiles
Network Standard Changes.

QuickLinks

Cancel

7. Select the Questions link on the left\ Select Insert new question

P Home Record Producer "
Dept Services Dept Requests

| Dept Requests

Details . Questions

Destinatio ° Define the questions on your item form

Location

Settings

-
{_Insert new question

Access

Review and
Submit

No questions added

Use the "Insert new question" button or its drop down options to start adding questions

8. Set the Question type to Choice\ Set the Question subtype to Dropdown

(fixed values)



Create question

Select a question type and fill in the details

@ Question

Type

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

Question type

IChowce v I

Question subtype

I Dropdown (fixed values) I

Dropdown (values from a table)
Record reference
Radio

Multi-select

\ TVMaptoaspecricrielaonthetanie

9. Check Map to a specific field on the table\ Choose Request type for the
Table field\ Enter Request Type for the Question label\ Check Mandatory
You may need to scroll down to see all fields
Select Continue to Choices ->

Request Type

Select a question type and fill in the details

@ Question Choices Annotation

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

Map to a specific field on the table

Table field

I Request Type vl

Question label

I Request Type I

Name % @

request_type

Manda(ory

10. Check the Include none choice Check (+) to start adding Choices



Request Type
Select a question type and fill in the details

® Question Choices Annotation

Settings

These settings will structure how your question is displayed

\nc\ude none choice

Available Choices

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

Display name Value

Continue to Annotation -

1. Enter the Display name for each of Request Type choice that you added to

the Dept Request table earlier\ Select Insert Question when all choices have
been added

Request Type
Select a question type and fill in the details

®Question  Choices  Annotation

Available Choi
To make your multiple choice valid, add at least
Home < Becord producer
Bt samvces Depe reqe Display name Value
Request Type

Select a question type and filin

# [ Request type 1 | requesttypet
e Annotation

12. Select + Insert\ Select New Question



NOW. | App Engine studio =

App Home Record Producer

Dept Services Dept Requests x
Insert component -
| Dept Requests —
2 2 2
. R .
Details QueStlons New question Question set Deactivated

Destinatio ° Define the questions on your i questions

Structure

Location Expand al Insert new question v
Questions -
column ine

single colum Line break
Settings Request Type * { container
Access
Review and
Submit

13.  Set the Question type to Text\ Set the Question subtype to Single-line

Create question

Select a question type and fill in the details

® Question Additional details Annotation
Type
fow do you want the user to answer your question (e.g. text, selections, dates)?

Question type
I Text v I

Question subtype %

Single-line v

v Single-line

Multi-line
Rich text

What would you like to ask or inform the user of?
Map to a specific field on the table

Continue to Additional details ->

14. Check Map to a specific field on the table\ Choose Short Description for the
Table field\ Enter Request Summary for the Question label\ Check Mandatory
You may need to scroll down to see all fields
Select Insert Question



Request Summary X

Select a question type and fil in the details

@ Question  Additional details  Annotation . .
_— - Question Preview
Details

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

[@]Map to a specific field on the table

Table il

| Short description - |

Question label %

[Request summary ]

Name % @
short_description
[@]Mandatory

Continue to Acditona details >

15. Select + Insert\ Select New question

App Home Record Producer

Dept Services Dept Requests x
| Dept Requests
Details L] QUEStiOns Questions.

Define the questions on your it¢

Destinatio L ]

Question set Deactivated

Location EFad auestons Insert new question v
Questions Structure

Settings Request Type = =2 =
single column  Two column Line break
Access container container
Request Summary *
Review and
Submit

16. Choose Text for the Question Type\ Choose Multi-line for the Question
subtype



Create question

Select a question type and fill in the details

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

Question type
IText - I

Question subtype %

Single-line

I Multi-line I

Rich text

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

Map to a specific field on the table

17 Check Map to a specific field on the table\ Set the Table field to Description\
Set the Question label to Request Details

Request Details X

Select a question type and fillin the details

Question Preview

[ Map to a specific field on the table

Select xkInsert Questionxkxk

18. Select the Review and Submit link on the left and then the Submit button on
the right\ Select Return to my application



App Home

Record Producer

Dept Services Dept Requests *
i'| DeptRequests
Details. . Review and submit

Destinatio . Review the details to ensure that everything looks as expected and then click the "Submit” button

Location
Details
Questions.
Settings Basic info
Access ttem name
Dept Requests
shortdescription

Services provided by dept

Item details

Image

Description

Success!

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




Department Issue Record Producer

We'll repeat most of the same steps as before, but this time for our Issue task type.

Let's start

1. Select (+) Add and the choose the Record producer experience\ Select Edit
record producer

Experience |®Add Seeall 2)

Create interfaces for users to interact with the app

ADD EXPERIENCE
= DeptRequests

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.
I:E Dept Services Now

Name

= Dept Issues

Edit record producer | ((ZEE9)

2. Enter Dept Issues in the Name field\ Provide a Short description\ Select
Continue



ADD EXPERIENCE

Let's set up your record producer.

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

Name %

I Dept Issues I

Short description

For example, "Captures employee travel requests"

Cancel Continue

Select the Destination link on the left\ Set Record submission table to Dept
Issue

x

Record Producer
Dept Services Dept Issues

| Dept Issues

Details ° Destination
Specify the destination table for the records submitted using this form
Location
Questions Table
Settings Record submission table % @
nceess | |

Showing 1-4 of 4
Review and Dept Inquiry
) 324431_dept_se_0_dept inqu
Submit X_324431_dept_se_0_dept inquiry
Dept Issue
X 324431_dept.se_0_dept issue
Dept Request
X_324431_dept_se_0_dept_request
Dept Task
X 324431 _dept_se_0_dept task

Set Service catalogs to Service Catalog and Selected categories to Dept as
before



App Home Record Producer
Dept Services Dept Issues
Dept Issues

Details . Location

Choose a catalog and catego

Destinatio @ ere requesters can find your item

Questions Catalogs Categories
Settings Selected catalogs #' Edit Selected categories #° Edit
Access Service Catalog Te

Review and

Submit

5. Select the Questions link on the left\ Select Insert new question

App Home Data Table And Forms Record Producer
Dept Services Dept Issue Dept Issues

Dept Issues

Details . Questions

Destinatic @ Define the questions on your item form

Location

Settings

new question

Access

Review and
Submit

No questions added

Use the "Insert new question” button or its drop down options to start adding questions

6. Set the Question type to Text\ Set the Question subtype to Single-line



Create question

Select a question type and fill in the details
® Question Additional details Annotation

Type

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

Question type

I Text v I

Question subtype

ISmgIe-Iine v I

Details

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

| Map to a specific field on the table

Continue to Additional details >

7. Check Map to a specific field on the table\ Set the Table field to Short
Description\ Set the Question label to Issue Summary\ Select Insert Question

+ Record producer
Dept Services Dept Issues

Create question

Select a question type and fill n the details

®Question  Additional details  Annotation

. Question Preview
Details

Queston %
Wh

ou like to ask or inform the user of?

[@]Map to a specific field on the table

Table field

[sror smmrion 7

short_description

[@]mandatory

Continue to Additonal decals >

Insert Question

8. Select + Insert\ Select New question



App Home. Record Producer
" x
Dept Services. Dept Issues
Insert component
=20
| Dept Issues p—
B ?G
Details ° i
Questions quesionset Deacivares
- i questions
Destinatio ° Define the questions on your il
) Structure
Location Expand all
Questions = a8 -
:I single column Two column Line break
Settings Issue Summary | container container
Access
Review and
Submit

9 Set Question type to Text\ Set Question subtype to Multi-line\ Set the
Question label to Issue Details\ Select Insert Question

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

Question type

IText v I

Question subtype %
Single-line

I Multi-line I

Rich text

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

Map to a specific field on the table

Issue Details X

Select a question type and fill in the details

®Question  Annotation . .
- = Question Preview
Details

Issue Detals

ould you like to ask or inform the

[@]Map to a specific field on the table %

Table field

| Description - |

Question abel ¥

[ssue petails |

Jo—
description
[nandatory

Continue to Annotation




10. Select the Review and Submit link on then left and then the Submit button on
the right\ Select Return to my application

App Home Record Producer «
Dept Services Dept Issues
| Dept Issues
Details ° Review and submit
Destinatio o Review the details to ensure that everything looks as expected and then click the "Submit” button
Location
Details ~
Questions
Settings Basic info
Access ttem name

Dept Issues
Review and
Sub Short description

Item details

Image




Department Inquiry Record

Producer

Introduction

Repeat the steps used to create the Dept Issue record producer. The only difference
is that you will set the Destination Record submission table to Dept Inquiry.



Create a Service Catalog category

Introduction

Before we can publish our services to the Employee Center, we need to create a
category in our Service Catalog so our employees can easily find our newly created
services.

For this exercise, we'll briefly hop back over to our instance and create the needed
category.

1. Navigate to All > Maintain Categories

Servicenow | Al Favorites History  Admin

Y Maintain categ ®

v Service Catalog

v Catalog Definitions

‘ Maintain Categories

2. Click New

3. Enter Department Requests for Title

4. Enter Service Catalog for Catalog



5. Click Submit

servicenow Al Favorites History  Workspaces dmin

Category
New record

> Title
Catalog
Location

Description

Desktop image

lcon

Department Requests
Service Catalog Q
Q
Click to add...
Click to add...



Employee Center Configuration

ServiceNow Employee Center portal is a standard multi-department, dynamic portal
for service delivery and employee engagement.

Employee Center portal also enables customers to easily scale their service solutions
across departments, such as IT, HR, Workplace, Legal, and Procurement with digital
workflows. This unified portal goes beyond the basic service delivery to provide a
platform for communications, engagement, and content experiences with Employee
Center Pro subscription.



Submit a Dept Request from the

Employee Center Portal

1. Return to the platform view - probably open in another tab.

2. Enter Employee Center in the Filter Navigator and select Employee Center
under Self-service

SerVicenOW All  Favorites

Y Employee Center

v Self-Service

‘ Employee Center

v Employee Center
Web Applications
Activity Configuration
Employee Center Footer
Quick Links

v Administration

Employee Center will open in a new browser tab.

3. On the main EC portal page, click on Workplace then Browse all Workplace



you will see your new Topic published similar to the screenshot below. YMMV
based on your chosen Topic name and portal branding.

Workplace

Solutions to any of your workplace facility
needs — safety, supplies, and site access

Workplace topics

L "
% Dept Services e ;:::I(Il:‘_r: and M Events @ Site Safety x Maintenance

Click on your topic to view the record producers we creating in the last
exercise.

servicenow MyTosks MyRequests @ @) -+ Tous

Waste Management Services | HR v IT v Org Chart

Home > Waste Management Services

@ Waste Management Services

Browse Waste Management Services Filterby: | All v Sortby: | Popular v| i =
(& Request <@ (' Request <@ (& Request (v
Waste Management Inquries Waste Management Requests Waste Management Issue

0 questions from the waste Submit requests to the Waste Management Submit an issue with waste management
team

Test the Dept Request item by clicking on the tile, completing the required
fields and clicking Submit



servicenow Y e Myreaes v @) - o

Waste Management Services  HR » [T~ Org Chart

< Back

Waste Management Requests Vi

Submit requests to the Waste Management team

*Request Type

Bin pickup

*Request summary

Please pickup my recycling

Request Details

The bin is overflowing.

& Add attachments

Portal view for the requester

servicenow

Home > My Request - WASREQ0001001

Number Created Updated State

WASREQ0001001 justnow justnow Open

Please pick up my recycling

Activity Attachments
Type your message here... P

—) System Administrator O just now
N
W WASREQ0001001 Created

Repeat this process for the other items as many times as you'd like



7. Once you've finished with your form testing, navigate back to App Engine
Studio (in another tab) and preview your Workspace again.

NOW. | App Engine Studio

HOME MYAPPS TEMPLATES RESOURCES

Waste Management Se...

Waste Managem... (©) (o) (sourceconwol~ ) (EHED (¢

All(17) Data (4) Experience (11) v Search experience ~ Q

Experience ®Add

Create interfaces for users to interact with the app

= WasteManageme.. Record producer  Getanswerstoqu.. Last edited 2023-04-12 .

= WasteManageme.. Record producer  Submitan issuewit.. Last edited 2023-04-12

= Waste Manageme... Record producer  Submitrequeststo...  Last edited 2023-04-12..

You may have to click See all to show the workspace in the list

8. Notice the workspace now has data available in the data visualizations we

Waste Manageme... Form Last edited 2023-04-12
= WasteManageme.. Form Last edited 2023-04-12...

== Waste Manageme.. Form Last edited 2023-04-12

== Waste Manageme... Form Last edited 2023-04-12

55 Waste Manageme... Workspace Last edited 2023-04-12...
== Waste Manageme.. Form Last edited 2023-04-12

= Waste Manageme... Form Last edited 2023-04-12...

— 10of2 +

edited in the beginning of the lab



Servicenow Al Favorites Waste Managemen... ¥ ) |Q Search

fA)] & Home +
Bl Waste Management Services ¥ of e XN
Inquiries Requests Issues
Updated at 04:11 PM Updated at 04:11 PM
My Work
Active v Activity due Additional assignee list Approval Approval history

9 Click on the List icon on the left of the workspace to view the list options
available by default

ServiCenow Al Favorites  History : [ v——— Q Search

(AN = List +

Lists My Lists Open [ i‘ ‘E E\ \'l [ Export m

Last refreshed just now.

@

* Waste Management Inq...

| open | Number » Priority  State Assignedto  Short description

Unassigned WASINQO001002 4-Low Open (empty) How do I sign up for recycling pickup?
Closed
Al

v Waste Management Issue
Open
Unassigned
Closed
Al

+ Waste Management Req...
Open
Unassigned
Closed
Al

 Waste Management Task

Open

Unassigned

10. Click on any record in a list to view the details



ServiCenaow Al Favorites History :

Waste Managemen... vt

Q Search

>

= List WASINQO001002 x  +

@ (i

How do I sign up for recycling pickup? ©
4-Low Open

Details

¢ Waste Management Inquiry

4
~ Attachments

Number Prcrty

‘ ‘WASINQ0001002 4 - Low

Assigned to sute

( Q Open

Opened

| 2023-04-1213:02:23

| System Administrator

No Attachments Available

Browse fora file to add it as an attachment
Short description

| How do 1 sign up for recycling pickup?

And that's a wrap! Feel free to continue to create new services, tables, and/or

experiences for your app! The power is in your hands. And if you're feeling brave, try
out our bonus exercises!



Create an Employee Center topic

Introduction

Now that we have our category and out entry forms, we can create our Employee
Center Topic and relate that content to our topic.

1. Navigate to All > Content Taxonomy > Topics

Servicenow | Al Favorites  History

Y Content taxonomy| ® a3

All
v Content Taxonomy
(] d Orc
Taxonomies
E

Topics

Connected Content

Topic Configuration

Quick Links

External Links

2. Click New

3. Enter Dept Services for Name



4. Enter Employee for Taxonomy

5. Enter Workplace for Parent topic

6. Right-click on the header and click Save to create the record and stay on the
page.

ServiCeNnOW Al Favorites History Admin i ( Topic- Dept Services v Q
—  Topic —
<| = N L—@ = - | Update Delete
| Save record and remain here
> Name ‘ Dept Services fiteor s Application T
> Taxonomy ‘ Employee Show File Properties Active
~—————————— Show Latest Update ~
Parent topic ‘Workplace Configure N Order (
Description ‘ Export >
View >
Icon Click to add... Create Favorite Banner Image Cl
Topic manager Copy URL Topic contributor
Copy sys id

7. Under Related Links click Add content from catalog category

SerVicenOW All  Favorites History = Workspaces  Admin ( Topic - Dept Servic|

_ Topic
~  Dept Services
> Name | Dept Services

> Taxonomy | Employee ‘ Q ‘

Parent topic ‘ Q ‘

Description
Icon Click to add...

Topic manager

>k Template[2)</> | emp_taxonomy_topic ‘ Q ‘

[ Update ] Clone [ Delete H Preview template H Reset to default template ]

Related Links

|Add content from a catalog category

‘Add content from a knowledge category.

8. Find and select the category you created in the last exercise and move it to
the Catalog Categories list on the right.



Add content from catalog categories

Choose the preexisting catalog categories you'd like to add. All content within that category will be added to the Dept
Services topic

Collection Selected
L Q Catalog Categories
Advanced Options

Application and Account Access (Service Catalog)

Benefits (Human Resources Catalog)

Business Application Lifecycle Management (Service Catalog
Cables and Adapters (Service Catalog)

Can We Help You? (Service Catalog)

Catalog Definition

Catalog Processing

Compliance Requests (Legal Operations Catalog)

Computer (Service Catalog)
Contract Reguests (Legal Oj
Departmental Services (Sel
Desktops (Service Catalog)

Employee Data Management (Human Resources Catalog)
Employee Readiness Core (Service Catalog)

Employee Relations (Human Resources Catalog)

rations Catalos
ce Catalog)

Title : Departmental Services (Service Catalog)

9 Click OK

Add content from catalog categories

Choose the preexisting catalog categories you'd like to add. All content within that category will be added to the Dept
Services topic

Collection

Q

Selected

Catalog Categories

Advanced Options

Application and Account Access (Service Catalog)

Benefits (Human Resources Catalog)

Business Application Lifecycle Management (Service Catalog
Cables and Adapters (Service Catalog)

Can We Help You? (Service Catalog)

Catalog Definition

Catalog Processing

Compliance Requests (Legal Operations Catalog)
Computer (Service Catalog)

Contract Requests (Legal Operations Catalog)

Desktops (Service Catalog)

Employee Data Management (Human Resources Catalog)
Employee Readiness Core (Service Catalog)
Employee Relations (Human Resources Catalog)
Employee Relations (Human Resources Catalog)

Departmental Services (Service Catalog)

Title : Departmental Services (Service Catalog)

Cancel

10. Click on the Connected Content tab below Related Links and refresh the list

by clicking the filter link. Once the list refreshes, you should see your record
producers we created listed.



Related Links

Add content from a catalog category
Add content from a knowledge category.

Connected Content (1) | Child Topics = Featured Content = Quick Link = Application

Y &  Order Search @ — | Actionson selected rows.. vm
Connected Content

[ @ Contenttype Knowledge Catalogitem Quicklink Order »
Catalog Item (empty) Waste Management Inquries (empty) 100
Catalog Item (empty) Waste Management Requests (empty) 100
Catalog Item (empty) Waste Management Issue (empty) 100
1t03

That's it! Now we test our newly created services in Employee Center!



Lab Bonus Exercises

So you made it this far and you wanna go a little further.. | don't blame you. Building
apps is super fun afterall.

Try out the exercises below to get a feel for how we can add dynamic behaviors to
forms and build a simple approval workflow for our services.



Add dynamic behavior to the Dept

Requests Record Producer

Dynamic behaviors allow you to control whether fields on a form are

+ mandatory
« visible

+ read-only

based on how the user has responded to other fields on the form. This is an important
feature that can help your users understand how to complete a form and provide the
information the Dept needs to fulfill services, respond to inquires and remediate
issues.

1. Select the ellipses(...) on the Dept Request table and then Edit when the
dropdown appears.\

Data ®Add See all (4)
Store information

fo

=
&8 Deptinquiry Table Table is away o store your .. Last edited 2022-06-05 13:36:58 @ PREVIE W

©PREVIEW

& eptRequest Table

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

2. Select the Show non-extended table fields checkbox in the upper right.\
Select the Choice Type option on the Record Type field.\ Enter Other as a
new Choice and then select Add.\ Select Done.



AopHome
Dept services.
 Dept Request

Table Fields +

Showing 12072

3. Return to the App Home tab and select the Experiences tab.

Bl Dept Services (&) (9) ((source control~ ) ®
A.(12)  D.. (4 |Expeme... (5)| Logic and automa... (1)  Secur... (2) Search all Q

4. Select the ellipsis(...) for the Dept Requests Record Producer and the Edit
option on the drop down.

‘ = DeptRequests Record producer Last edited 2022-06-05 13:54:50 =
Edit
[ oeptservices Now Experience Last edited 2022-06-05 1338:04 ©PREVIEW Delete

5. Select the Questions option on the left side. Hover over the right side of the
Request type question and select the middle Edit “Request ype” option.



i| Dept Requests

Detalls ° Questions

Destination ° Define the questions on your item form

Location Expand all Insert new question v
Questions

Access

Review and
Submit

: Request Type *

%_@

Request Summary * T

Request Details

Select the Choices tab. Scroll down to the bottom of the Choices list and add
a new option Other. Select Done in the lower right.

Request Type

Select a question type and filln the gequest Type

Question Preview

a e ¥

pe
Dropdown (fixed values)

Details
W Jlike to ask or i

@ Map to a specific field on the

0

Hover over the right side of the Request Details question. Select the leftmost
Dynamic Behavior button. Select Define new Behavior.

: Wha

Questions
Define the questions on your item form .

perti
Expand all Insert new question v succe,
Dynamic behavior 3
P
Request Type * Che

Request Summary * T

# Request Details




8. Select the Make the question mandatory dropdown. Select the Yes choice.
Select the Conditions tab.

Request Details

Define dynamic behavior of this question based on answers to other questions

Actions Settings

Outcome

Specify the behavior of this question when the condition is met

Make the question mandatory

No action v

v No action

I Yes I
No

Make the question read-only

No action v

_J Clear value

9 Set field to request_type.
Set operator to is.
Set value to Other.
Select Add behavior in the lower left.

10. Select Preview in the upper right to view how the Dept Request will behave in



the Employee Center Portal.

Preview

1. Change the Request Type to Other
Notice how the Request Details question is marked as mandatory
Change the Request Type to another value
Notice how the Request Details question is no longer mandatory

s a representation of your item in different experiences. You can interact with the item but not submit .

® Portal Dept Requests

& Add attachments

12.  Exit the preview and select Review and Submit on the left

13.  Select the Submit button on the upper right
The changes from this exercise are now available on the Employee Center
Portal



Add Flow and Approval

Utilizing Record Producers on an Employee Center Portal allows consumers
(employees) to connect with a departmnet and to access the services the
department provides. Workspaces provide a Dept-specific view for service fulfillment
for department users.

Now we will utilize Flow Designer to build a workflow to standardize the way that the
department processes requests. We will configure the workflow to execute whenever
a Dept Request is submitted. This workflow will request an approval from a Group of
Users designated as Dept Request Approvers.

1.  Exit App Engine Studio and return the platform.
Select All.
Type sys_user_group.list in the Filter Navigator textbox and press the Enter key.

NOW  All  Favorites  History

Y sys user_group.list ®

2. The Groups list view will load displaying the existing Groups.
Select the New option in the upper right.



3. Enter Dept Request Approvers in the Name field.
Right-click in the gray bar at the top of the form view and select Save.

= Newrecord

pppppp

:::::::

4.  Select the Group Members tab. Select the Edit button to add members.

,,,,,
<= g

Name | Dept Request Approvers Groupemai

.......

parent

5. Search for Users on the left side of the slush bucket. Use the [>] button to
select add the User to the group. Add:

+ Andrew Och
+ Beth Anglin

« Luke Wilson
Select Save



AddFiIlerJ Runfilter |@

-- choose field - v | --oper-- v --value--
Collection Group Members List
Q_ luke Dept Request Approvers

Luke Wilson - |Andrew Och I -

l

[~}

Name Luke Wilson
Firstname Luke
Lastname Wilson

Email |uke.wilson@example.com

Repeat the steps to add a Role to the Group. This will grant access to the
Dept Request Approvers members.

Select the Roles tab.

Add the user role for the Dept Services app. (Your role will have a slightly
different prefix)

Add Filter @]

‘ -- choose field -- v ‘ -- oper -- v --value--
Collection Roles List
Q *dept Dept Request Approvers

x_324431_dept_se_0.admin - x_324431_dept_se_O.user -

Cancel

Name x_324431_dept_se_O.user




7. Return to the Dept Services app in App Engine Studio.
Select the Logic and automation tab.
Select the (+) Add option next to the Logic and Automation header.

Bl Dept Services (1) () (source control~ ) (EHEED ()

Al(10) Data(4)  Experience (4) Security (2) Search logic and automation Q.

Logic and automation

Add automated workflows to improve productivity

8. Select Flow when the next screen appears.

ADD LOGIC AND AUTOMATION

What do you want to add?

Automate your organization's workflows, like automated email notifications or an event-triggered flow, to improve productivity. Select one to
learn more.

9. Select Build from scratch, you will not be using a flow template in the Dept
Services app.



10.

ADD AUTOMATION

How do you want to add an automated workflow to your app?

Select and customize one of these templates to automate your workflows. Or, build a new automated workflow from scratch. Learn more

about automated workflows.

When an incident is
closed, post a message to

[+] Twitter

Build from scratch

Create an approval for a Create a Zoom meeting
requested catalog item and notify a workspace
when an ServiceNow...

Send a notification to a
workspace

Create a new row in a
spreadsheet from a
record update

Post a weekly reminder to
aworkspace

Create a new rowin a
spreadsheet from a
record

Enter Dept Request Created in the Name field

Select Show advanced options
Change Run as to System User
Select Continue




ADD AUTOMATION

Let's set up your flow

This flow needs a name, description, and other details.

Name * @
I Dept Request Created I

Description @

Describe your flow

I Show advanced options /A I

Application

Protection ®

-- None --

Runas ®

I System User

Cancel

1. Select Edit this flow once the flow is ready

? Flow name Description
Dept Request Created

Edit this flow @

12. Select (+) Add a trigger. Set the Trigger to Created




f;‘ Dept Request Created inacie

TRIGGER

e Add a trigger

TRIGGER

@ Abort trigger creation

Trigger I Select a Trigger v I

Q search triggers

RECORD Created
ACTIONS Trigger initiates from a ServiceNow record creation that meets
the condition filter.
N Updated
‘\+ ) Add an Action, Flg
— Created or Updated
DATE
ERROR HANDLER | | Daily
If an error occurs in your flow, t| Weekly
Monthly
Run Once
Repeat

13. Set the Table to Dept Request.

TRIGGER
@ recoracreatea Cl
Trigger | Created .
watte [Soematane =

condition | Q dept
Dept Inquiry [x_324431_dept se_0_dept inquiry]  ced Options v
Dept Issue [x_324431_dept_se_0_dept_issue]

| Dept Request [x_324431_dept se_0_dept request] | Delete

Dept Task [x_324431_dept_se_0_dept_task]

14.  Select (+) Add an Action, Flow Logic, or Subflow.
Search for ask for
Select Ask For Approval



15.

ACTIONS

@ Add an Action, Flow Logic, or Subflow

ACTIONS

@ | G Action -8, Flow Logic %, Subflow
ERROR HAN( NSTALLED SPOKES A Default

NOT INSTALLED SPOKES A

@ IntegrationHub

Drag the Dept Request Record Data Pill from the right Data pane to the
Record field.

Set Approve to Approve or Reject

Set Choose approval rule to Anyone approves or rejects

Select the middle Group button to assign the approval to open the group
selector popup

Type dept and select Dept Request Approvers, the group created in a
previous step

Select Done to save your changes



ts Dept Request Created

-
@ oosrenesicenes

ACTIONS

Add another OR ruleset |11 | &

Iz alalel oo @i o

Duepate | None - Q] EIEN

ojec

Dept Request Approvers ]

16.  Select the (+) directly below the Ask for Approval action
Select Flow Logic Select If when the popup appears

ACTIONS
1 Q Ask For Approval
@ G Action ¢, Flow Logic 2. Subflow
Q_ Search Flow Logics
ERROR HANDLER L€ I

If an error occurs in your flow, the

| |

For Each

b

Do the following until

siv

I

Do the following in Parallel

Make a decision

e

-
\MAit far a Auratinn af timma

>

19.  Drag the Approval State Data Pill from the right Data pane and drop on Drag
and drop data pill in Accpet the default is value
Set the Select a choice to Approved
Select Done



Condtion

Delete Cancel Recora

20. Select the (+) option below the If action that we just added. Make sure to
select the (x) that is indented. This will ensure that it the action only will only
run if the Dept Request is approved
Select Action and search for update record in the popup
Select the Update Record action

2 % > If ( 1-AskForAp... » Approval St... )is Approved

| G Action | ¢ Flow Logic %, Subflow

Q_ update record |
‘/;\ Add an Act
(+)
—/ an ACioN 1 NsTaLLED sPoKEs A | Default
now  ServiceNow Core Create or Update Record
ERROR HANDLER G Visual Task Board (VTB) Update Record
If an error occurs in your floy NOT INSTALLED SPOKES A

oG BMC Remedy

@ IntegrationHub

21.  Drag the Dept Request record from the right Data pane and drag to the
Record field
Select + Add field value. Set the field to State
Set the value to Work in Progress



then 0 Update Dept Request Record

- Add field value

22. Select Activate in the upper right to set the flow as Active

Test

Activate

2
v 4

& -

Confirm by selecting Activate again when prompted

Are you sure you want to X
activate the flow?

Your flow will start running when the trigger conditions are met.

Don't show me this again

23.  Return to the App Home tab
Select the ellipsis(...) for the Dept Request table

Select Edit




&8 Dept Request Table Tableis away to storey...  Last edited 2022-07-15 13:34; ©PREVIEW e ‘
Edit

&8 DeptTask Table Tableisawaytostorey... Lastedited 2022-07-151333...  @®PREVIEW Delete

| Preview

24.  Select Preview in the upper right when the Dept Request tab opens

: ~ LY
Properties s Preview )

25. Select the New button in the upper right once the Preview opens

Actions on selected rows... v |

26. Select the hamburger (three stacked lines) button in the upper left
Select Configure >
Selected Related Lists



27.

B Dept Request

Save

Configure >

Export

>

Create Favorite
Copy URL
Copy sys_id

Reload form

Short descr

Descr

Work

Form Design I
Form Layout O]
All

Table

Security Rules i

[T

Business Rules [
Client Scripts
Ul Policies
Data Policies
Ul Actions

Notifications

Dictionary
]

Select Approvers
Select Group approval->Parent
Select Save

Available Selected
Dept Task->Universal Request = R
Developer Collaboration Task->Parent épprovers 1->P: t |
Developer Collaboration Task->Universal Request LoUPappLOvalZLAlE

Event->Task

Expense Line->Task

Expense Lines

Feature Task->Parent

Feature Task->Universal Request
Follow On Task->Parent

Follow On Task->Universal Request
Goal->Task

Group approval->Universal Request
Guidance Task->Parent

Guidance Task->Universal Request
Guided Setup Task->Parent

Guided Setup Task->Universal Request
IMAC->Parent

s [




28. Return to the platform tab
Search for and click Employee Center

SerVicenOW All | Favorites History = Workspaces

Y Employee

v Self-Service
Employee Center

v Employee Center
Web Applications
Activity Configuration
Employee Center Footer

Quick Links

29, Search for Dept Requests

30. Fill out the required fields and click Submit

Admin

31.  Notice how the State is Open when the confirmation screen opens. Leave this

tab open.

Created Updated State

justnow justnow Open

32. Return to App Engine Studio and select PREVIEW to open up the Workspace

in the Experience section.



l:-_, Dept Services

Now Experience

Last edited 2022-07-15 13:42. ©PREVIEW e ‘

33. The Workspace will open in a new tab
Select the List button in the upper left
Select Open in the Dept Request section
Select the newest Dept Request. It will have the largest number.

£ Dept Services

n
(]
= Lists My Lists - Open 2
Open Number »
Unassigned DEPTREQO001001
All i
v Dept Issue
Open

v Dept Request
Closed
v Dept Task

Showing 1-2 of 2

Priority State Assigned to Short description Task type
4-Low Open (empty) Summary Dept Request
4-Low Open (empty) New request Dept Request

1 20w rows per page

34. Select the Approvers (3) tab

Select Requested** to open the first approval request



New request ©

Priority State
4 -low Open
Details Approvers (3) Group approvals (1)
Approvers '3
Last refreshed just now.
State Comments
Requested
Requested
35. Set the State field to Approved
Select Save in the upper right
Dept Request: DEPTREQO001015 ©
?pproval ~ Compose Attachments ¢

Not Yet Requested
 Requested

Activity v o
System
0735 152504

Rejected

Approver L Ison
Cancelled

State
No Longer Required

36.

Return to the browser tab where the confirmation screen is displayed in
Employee Center

Observe how the State has changed to Work in Progress.



Created Updated State
23mago 23mago Workin Progress




Lab Review

Thank for you completing this Employee + Creator Workflows
lab!

In this lab you:

+ Used App Engine Studio for low-code app development

+ Extended the Task table to create multiple services

+ Configured a Topic and Category in Employee Center for a new department
+ Created Record Producers and published to the Service Catalog

+ Generated a Workspace for department specific service fulfillment



Download Lab Guide PDF

Click here to download Lab Guide PDF


https://creatorworkflowsnow.github.io/assets/files/lab-guide-16c60bf63edeec22faee7326100da0d9.pdf
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