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This is an experience lab that introduces the possibilities in the platform for CSM and
App Engine. No technical expertise or prior experience is required. Participants are
free to observe the content or engage hands on with the course material.
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Service Definition of Terms

Personas
Types of Fullfillers:

+ Agent

+ Vendor Manager

+ Finance Support

+ Claims Manager

+ Service Representive

+ Stakeholder Relations Manager
* Procurment Officer

* Registar

+ Franchisor
Types of Requesters:

+ Customer
+ Vendor

+ Client

+ Franchisee
+ Contractor
+ Student

@ NOTE

A requester is someone who asks for the work to be done, while a fulfiller is
someone who does it. The ability to carry out these actions ties in closely with
roles and therefore impacts ServiceNow licenses. Whilst these two types of users
are the most common, there are others who use the instance too.



Task types

« Case

« Incident

+ Request

Problem

+ Defect

« Claim

+ Exception

* Question

+ File number

+ Reference number
« Ticket



CSM Agent Workspace Overview

Overview
In this section, we will walk through how a Service Agent, like John, keeps track of all
the requests, cases and complaints assigned to him and his team. He will identify

where he needs to spend his time thanks to the out of the box agent workspace and
work on the cases that require escalation and attention.

Personas

John Jason Customer Service Agent

John Jason is an experienced customer service agent known for

his exceptional communication skills and commitment to
q providing top-notch service. With a friendly and approachable
e - demeanor, he is skilled at actively listening to customers'

concerns and finding effective solutions to their problems.



Preventing important cases from

falling through the cracks

1.  First, we need to pick the right user. Click the user profile picture and select
Impersonate user.

2. Search for ‘John’ and select the service agent John Jason.




3. We will now navigate to the purpose-built agent workspace. Click on
Workspaces and select CSM/FSM Configurable Workspace.

4. You are now on the Home page of the agent workspace that comes out of
the box. Locate these 3 items by scrolling through the page:

* Important Items
+ My Active Cases

* My Team's Cases




5.  Under the Important Items, we see that there is a case where the SLA is
breached, we need to escalate the case immediately. Click on the number in
the SLA breached tile to be taken to the list of cases.

6. Onthe list, we can see the case, which SLA is breached, stage, and by how
many minutes/days alongside other information. Click on the case number to
be taken to the case record.



7. First, you'll see Special Handling Notes. These notes automatically pop up
based on the values on the case. You can have multiple special handling
notes to alert your agents for better customer service. Click X to close the
special handling notes window.

Special Handling Notes

8. Onthe case page, we can see all the details such as customer information,
work orders, SLA, tasks etc. John can also see the details about the issue to
quickly decide the next steps to resolve the issue.
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John will leverage out of the box features to search for similar cases that were

9
resolved and look for helpful knowledge articles. Click on the Agent Assist icon

as shown on the screenshot below

Record Information

Overview

Click on the hamburger icon as shown on the picture to see all the out of the

10.
box search options. Currently you are seeing all similar resolved cases. Click

on Knowledge Articles.



1.  We can now see relevant Knowledge Articles that gets surfaced
automatically. Click on the first article and then click Attach to attach it to the
case and share it with the customer.

Related Search Results.
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@ NOTE

If you include 'Additional Comments (Customer Visible)' before clicking
on Attach Article, the article will be visible to the customer via the
customer portal including your comment.

12.  Finally, John will escalate the case before moving on to other cases in his
gueue. Click on the three-dot icon and select Escalate Case.

13. Onthe Case Escalation page, select these values:



Field

Reason

Escalation Trend

Watch List

Escalation
Justification

Click Save.

Value

Lack of Progress

Declining

Fred Luddy

Need more help - partner is having repeated
billing issue.

14.  Click on the Details tab to go back to the case. Observe the escalation that is
automatically attached to the case.
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Great Job! John now has escalated the case and added his manager as
watch list. He did all this work by using out of the box features!

@ INFO

You can also create an incident, problem or a change request right from
this case as shown below. For example, if the billing issue was due to the
billing software that is used, you could easily create an incident right
from the case and assign it to the IT team.



15.  We will continue working on the agent workspace. Click on the hamburger
icon to go to the case and task lists assigned to John.

Activity

16. John has quick access to cases and tasks that matter to him. These lists are
automatically updated and always show real-time data.
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17. Users like John can easily create their own lists when needed without creating
IT Backlog. We will now create Critical Cases lists that are assigned to John.
Click on My Lists.
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18. Click on Add new list
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19 On the pop-up screen, click on List and select My Open.

20. Populate List Name: "My Open Critical Cases”




21.  On the pop-up screen scroll down to the filter criteria and click on AND as
shown on the screenshot below:

22. Onthe first input field select Priority, in the second input field select is, in the
third input field select 1-Critical. Click Create.

Here's how your list should look:



Congratulations! You helped John to efficiently work on and prioritize his cases. Next
chapter we will see how one of your customers will log a complaint using out of the
box customer portal and then John addressing the complaint leveraging automation.



Modifying agent availability

Before we move on to complaint management and portal, let's set John's status as
Available so that when your customer Julie wants to connect to John via live chat,

the chat gets routed to him.

1. Click on the inbox icon as shown below:

2. Click on Offline and choose Available from the list.

Great! With John's status now set to Avaialble, we can move on to the next section!



Complaint App Overview Demo

Overview

In this section, we see how an external stakeholder/user can log a complaint using
the out of the box portal. Julie, the external user, will use the out of the box portal to
log a complaint.

Personas

Jule Lewis External Stakeholder (Requester)

As an external stakeholder, Julie's complaint should be handled
with great care and attention. It's important to address her
concerns promptly and effectively to maintain a positive
relationship and reputation with her and others who may be
observing how your company handles such matters.

Experience URL

For Julie's portion of the workshop, copy the URL below and paste into your browser
replacing INSTANCENAME with your lab instance name. Your instance name is
formatted similar to utah2-ml-sep20-985-001

https://INSTANCENAME. lab.service—-now.com/csm




Customer Experience

1. For this exercise, we'll need to open a new browser session so that we can see

both John and Julie's experiences.

If you are using Chrome, open a New Incognito Window on your browser.

If you are using FireFox, open a New Private Window.
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2. Now, on the incognito window paste the external portal URL that we just



copied. Then hit Enter or Return key on your keyboard so that you can be
directed to the portal.

On the portal page, click Log in and enter:

Field Nome  Password

User name  julielewis

Password Portall!

Click Log in



What you see on the screen is the out of the box portal. Your organization will
change the look and feel, but the out of the box portal is already full of
functionality with service catalogs, knowledge articles, virtual agents and
chat bots etc.

servicenow.

Julie received a damaged product. First, she wants to see what her next
steps could be to get support from your company. Go to the search bar as
shown below and type Product damage upon shipment and press Return or
Enter on your keyboard.



servicenow

9 Knowledge @ Get help 0 Request Something

Mest Resd Artcies Festured Arsieies Mast Useful Artices

6. You can now see knowledge articles. Click on the first knowledge article to
display.

servicenow

servicenow:

Mot Usenul

Protecting Your Interests: Consumer Rights Regarding
Product Damage During Shipment




7.

Let's assume that Julie decides to log a complaint. Click on Requests and
select Request Something.

servicenaw

Protecting Your Interests: Consumer Rights Regarding
Product Damage During Shipment.

On the screen, search for Log a complaint as shown in the screenshot below

servicenow




servicenow

9  Fillin the form as followed:

Field Name Value
Complaint Type Product
Product ACME Corporation ACME DM
Category Defective Product
Sub Category Broken
Short Description Product broken upon delivery

Click on the calendar icon. Select today and click
Date issue occurred = OK. You can also type in the answer instead of
using the calendar widget

Complaint Details The product is shattered and can't be used



Field Name Value

List the additional Click on Add button. On the Involved Parties field,
parties involved in select Mike Rogers. On the Type field, select Co-
the complaint Complainant

Click Submit

@ NOTE

Note that once you type in the Short Description, the system
automatically displays knowledge articles and related services. If you
want to, you can disable this feature

10. See that Julie is presented with a complaint record that she can always come
back to and track progress.



1. Julie can also interact with the Virtual Agent that is out of the box enhanced
with Al capabilities and can be used to log requests, check case/complaint
statuses, getting routed to a live agent for chat or more! Click on the Virtual
Agent icon.

servicenow

12.  On the Virtual Agent, Julie can see her past conversations and start a new
one. Type check case status
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@ NOTE

Instead of typing what you need, you can also click on Show me
everything to see all the list of requests you can accomplish with the VA.
In the instance you are using right now, we have a couple out of the box
requests enabled.

13.  Virtual Agent presents all the cases and complaints that are being logged by
Julie. Click on the magnifier icon to search for the complaint.

14.  Type Product broken on the search bar. You'll see that Virtual Agent returns



the complaint that you just logged. Select the complaint.

servicenow

15. Select Update CMPLO001001 (the complaint number may be different). Julie
can create and update their cases, requests, and complaints without any
effort from the support team!

servicenow

16. Select Add a comment and type The issue impacts our business, can you
prioritize this?



servicenow

Pruduct broken upen delivery
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17 Now you added a comment to the complaint. Select Cancel in the new
Virtual Agent question as you don't want to do any other updates.

servicenow

Product broken upon delivery

Congratulations! Your customer was able to submit a complaint so easily. All this with
out of the box features, including the Virtual Agent! We will now go back to John and
start working on this complaint.



Customer Service Agent Experience

In this section, we see how an agent works on a complaint in an efficient way using
out of the box workflow automation. Note that in the following App Engine session we
will see how you can modify this workflow to fit your needs with no-code tools.

1.  Go back to the window where you have logged in as John. Let's first make
sure that you are still impersonated as John Jason. Go to the profile picture
on the right-hand side. It should show John Jason.

2. Go to Inbox and see that the complaint request got routed to John Jason.
Click Accept.
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3. On the complaint record, you'll see the Complaint playbook which is the out
of the box complaint process. We will go through this process together.

@ NOTE

If Special Handling notes pops up, simply click on the X to close the box.
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4. Click on Gather complaint details to see the information captured by Julie.
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Click on Add involved parties to see the co-complainant that Julie already

added. See that John can add more here if there is need. For now, we will
leave this as is.
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Click on Verify primary address and click on the Address field to select the first

address that pops up. Once the address is populated, click on Move to
Triage.



[I=R e =1 = I =R =]

@ INFO

It may take a second for the complaint to move to next stage

Note that the Intake section is now completed, and Complaint is
automatically moved to Triage stage. There has also been an automated
email sent to Julie.

7. Click on Verify complaint. John wants to see if this is a legitimate complaint or
not. First, he will check if there is already a similar open complaint to prevent
duplicate effort. Click on the hat icon on the right. We call this Agent Assist.

8. On the Agent Assist panel see that you can filter for open complaint cases,



resolved complaint cases, knowledge articles etc.
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9 Stay on Open Complaint Cases and observe that there is a similar problem
occurring for the same customer. So, this is a persisting issue.

— Related Search Results

@ NOTE

You can click on the complaint case to see more details. For now, we will
leave this as is and move on.

10.  On the Verify complaint, on the Work notes section enter Customer is facing a
recurring problem and click on Submit for review.



Product broken upon delivery
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1. Observe that the triage stage is automatically completed, and complaint is
moved to research stage. Now, click on the Emails tab as shown below to see
all the automated emails sent to Julie.
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Click on Playbook tab. Observe the new tasks that are assigned within the

research phase. Click on the three-dot icon and then select Expand All
Stages as shown below:



Complaint playbook
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13. These are all the remaining out of the box tasks and steps that your team can
take to resolve complaints. For this lab, we will stop following the steps here
and close this complaint.
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14.  Click on Details tab. Scroll down to the Resolution Information section. Fill in
these 3 fields:



Field Name Value

Resolution Code Solvgd - Fixed by Support/Guidance
provided
Resolution Notes Full refund

Add resolution notes to
comments

CHECK THE BOX

comem - ompemon -+
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Primary Correspondence Address

Click on Close Case

Q TP

If you go back to the incognito window where you had the external portal open,
you can see the updates that Julie can see immediately, such as the case
status or comments added by herself or John.



Congratulations! John was able to work on the complaint and follow the right steps
thanks to out of the box processes.



Reporting

Personas

Fred Luddy

Manager

Fred is responsible for overseeing and leading a team of
customer service representatives and ensuring the delivery of
excellent customer support. His primary role is to manage and
optimize customer service operations to meet or exceed
customer expectations.



Streamlined Insights - Enhancing

Service Manager Data Reporting

In this section, we see how a manager can leverage reporting in ServiceNow to keep
track of his company's and team's performance.

1. Let's get started! First, we need to pick the right user. Click the user profile
picture, if you are stillimpersonated as John Jason, select End impersonation.

2.  Click the user profile picture, select Impersonate User.



Review your work

3. Search for Fred Luddy and click Impersonate User.

4. Click on Favorites and then click on Customer Service Manager dashboard



Review your work
St

5. What you see on your screen is a sample service manager dashboard. CSM
OOB provides you template dashboards that you can edit based on your
needs. Observe that on the highlighted graph below, the number of open
cases is increasing but the average age of open cases is decreasing.

6. Let's understand this trend. You can click anywhere on the lines to drill down
into the data. For this lab purpose, click on the yellow line where it intersects
with the blue line.
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@ NOTE

It's ok if you click somewhere else, you'll still be able to follow along

7. We will now discover the breakdown of this trend to understand what

products, customers, channels etc. Is contributing to it. Click on the list icon as
shown below
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8. Observe that you have multiple variables that you can drill down to. Let's first



click on Customer Service Group

@ We can now see that within the Customer Service Group, Software Support
has been the fastest and Services Support the slowest.

10. Let's now see which products have been impacted by this trend. Click on
Product. Then click on the line graph icon to change the view to columns. We
can see that cases related to Iris 5875 have been taking the longest.
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1. Let's now see which channels contribute to this trend. Click on Customer
Service Channel. Observe that cases that come in via chat has been taking

the longest to resolve.

12. Now Fred has a better idea on what is contributing to the case resolution
time. Let's now click on the back icon to go back to the dashboard.



13.  Click on Workload Ranking. Observe that you now have case analysis per
customer and interactive filters to drill further in data.
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14.  Scroll down and select Stacked by Product.
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15.  Observe that you can now understand which products are resulting in most
cases per customer.
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16. Let's see another tab. Click on Agent Analysis. You can now see the agent
stats and agent efficiency. Remember that all this is real time datal!



17.  Finally, click on Current Situation. We can see that there are open cases older

than 30 days. On the Open Cases Older than 30 Days bar chart, click on
1-Critical.
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416 662 3
1887 1881 1,880

18. You can now see the detailed list of all the critical cases that are older than
30 days. Let's add a work note to these cases to get the agents' attention. Of

course, we won't be doing this one by onel! First, click on the check box as
shown below:
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You could also select cases individually by clicking on the checkboxes
beside the case numbers

19.  Right click beside the Number column and click on Update Selected

20. On the form type: Please update these ASAP! to the Work Notes field and
click Update.



Congratulations! Fred was able to understand service trends, get a handle of current
state and agent efficiency. Finally, act on critical cases with a single button!



Scale Digital Innovation with no-

code Configuration

Overview

In this section, we will see how a business analyst, Andy, can configure the tool to
include new automated process to the out of the box complaint management so
that he can satisfy an urgent business need: complaint investigations

Personas

Andy Brady System Administrator

As a ServiceNow System Administrator, Andy's primary
responsibilities involve managing and maintaining the
ServiceNow platform within an organization.




Create meaningful experiences for

your application users

1.  First, we need to pick the right user. Click the user profile picture and select
End impersonation this will take us to admin view where Andy can make his
changes.

2.  Now let's go to the right scope to before we start updating the playbook. Go
to the Scope icon at the top right corner and select Case Playbook for
Complaints



Soglad you've landed here, Andy
N
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3. Now let's update the process. Go to All and type Process automation. Select
Process Automation Designer.

4. Click on Complaint Playbook that has “Published” status.



@ INFO

In real life you would use the one in Draft status to try and test changes
before publishing

5.  Observe the lanes and tasks that were previously presented in the complaint
case. This is the out of the box process that we will edit to include the
investigation.

..............

6. Click on the three-dot icon beside Research and select Add lane after.
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7. Type Investigation under Label and click Save.
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8. Under Investigation Lane, click on Add activity. Select User Form.



9 Click on the Automation tab

10. Click on the data pill icon beside Record. Then click on the arrow beside
Trigger Complaint Case. Select Complaint Case Record
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@ INFO

This allows the process dynamically pull data from the current complaint
record that the user is on

1. Type padinvestigation to the Form View field. Click Save

@ INFO

Making this change allows the user to see the investigation required
field at the right step of the overall process. padinvestigation is a form
view that we have in this instance. The form view may be named

differently.



12. Now we will update the complaint status to Under Investigation when the
user sets the Investigation Needed checkbox to True Click on Add activity
under Investigation Lane. Then select Automated Update Record

,,,,,,,,,,,,,,

13. Type Set complaint status to Under Investigation to the Label field
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14.  Click on Automation and click on the data pill icon beside the Record field

15. Click on the little arrow as shown on the screenshot



16. Select Complaint Case Record

e case roport required ro.. ¢

17.  Click on the Fields and search for Stage and select Stage



18.  Select Under Investigation on the box that appears under Stage

4 1 Complaint playbook s
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19. Now we will add a Run Condition to this step so that it only updates the
complaint status if the Required Investigation is checked. Click on Details tab.



a B complaint playbook

Intake i Triage | Research © investigation
At imolve partes T vertycomptain  Redewlegiimplcatoes 1| Userfom
ety primarysdcress ' Moty custarner || prosuouner evswtorat. | | set complaintstatus o
N e @ = mressey || 2
oty cstomer 1 || S Verlycheckenutemen, 1| A
nssacrny Bllingreviw forany refunds
pr—
s e "
Nty customor

Gercase repantrequie o

N ey

20. Click on Add Condition
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21.  Click on the first field and click on the little arrow beside the Complaint Case

Modify run condition

el et




22.

23.

24,

Scroll down on the fields section and then select Requires Investigation

The system will auto populate the rest of the fields as shown below. Leave
those as is and click on Modify

Click Save.
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25. Finally click on Activate. This will activate the new process. It'll be applied to
new complaints created going forward.
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Great job! You updated the process so that the agents can now flag records for
investigation and loop in the Legal Support team. Now let’s see this on action! To see
the new complaint process, we will create a new complaint record.



Test the Complaints Playbook

1. On your browser, click on the tab that says Home|ServiceNow

2. Click on Workspaces and select CSM/FSM Configurable Workspace

3. Click on +icon and then select New Complaint



@ INFO

This is one of the ways your agents can create new records when they
need to intake an issue.

4. You'll see this screen:

Complaint playbook 7+ f— Related Search Results
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5.  Fillin the details:



Field Label

Account

Contact

Complaint Type

Product

Short Description

Click Continue

Value

Boxeo

Julie Lewis

Product

ACME Corporation ACME DM

Product Complaint

6. Click on Assign to me
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7. Click on Verify primary address and then click on Move to triage

8. Once the screen is refreshed, click on Submit for review
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9 Once the screen is refreshed, you'll be in the Research stage of the process.
Click on Review Complete on the next 4 tasks as shown below:

CSMIFSM Configurable Worepace

em— Related Search Results

CSM/FSM Configurable Worepace

Product owner review for other similar issues
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10. Once the screen is refreshed, you'll be in the Investigation stage of the
process. This is the stage that you just created following the lab. On the form
do the following:

Field Name Value

Requires
9 . checked

Investigation

Upon the research results, this complaint requires

Work Notes . L :
investigation. Please see the previous steps notes for



Field Name Value

more details.

Click on Mark Complete

1. Now let's check the new stage of the case and verify that the case stage is
automatically updated to Under Investigation because of the previous step.
Click on Details tab. Observe that the Stage is automatically updated to
Under Investigation
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Congratulations! You just experienced the investigation stage that you added to the
out of the box complaint management process. Let's stop here.



Our next section of the lab will focus on creating the Investigation App that the Legal
Support team will use to execute the investigation.



Create Investigation App with App

Engine

Overview

In this exercise, we'll see how IT and the business can partner to create applications
to better support our customers.

Personas

-

) Citizen Developer [sit-uh-zuhn dih-vel-uh-per]

Someone who, despite lacking formal coding training, engages in creating
software applications and tools to solve specific business problems or enhance
workflows. A citizen developer leverages low-code and no-code platforms to
translate their domain knowledge into practical solutions.

In ServiceNow, this could be any user developing in Dev without the 'admin' role.

Devon
Samrah

Business Process Owner & Citizen Developer

Devon Samrah is a long time member of the Legal team and
leads the Complaint Investigation team. Given her vast
knowledge of the overall process, she is the perfect candidate to
build a low-code app that supports the complaints
investigation process.




Andy Brady System Administrator

As a ServiceNow System Administrator, Andy's primary
responsibilities involve managing and maintaining the
ServiceNow platform within an organization.




Create Request for Citizen

Development

Governance plays a key role in the success of any citizen development program. Our
use case is no exception. Before Devon can build her application, she needs to
request the access from the IT team. She will create a new request on the Employee
Center portal and Andy, our platform administrator will review and provide his
approval.

NOTE: In a real world environment, notifications in the form or email, text, platform
notifications would take place. In our lab environment we will simply rely on the
switching of users to see and approve the requests.

1.  To get started, navigate to the Employee Center portal and impersonate our
Citizen Developer, Devon Samrah. You can find the link to Employee Center on
the landing page of your instance, but for quick reference -

https://INSTANCENAME.lab.service-now.com/esc

@ NOTE

Replace INSTANCENAME with your personal lab instance

2.  Type Apply for Citizen Development in the How can we help? search box and
then click on the Apply for Citizen Development - V2 option that appears.


https://instancename.lab.service-now.com/esc

servicenow

‘What to know before traveling

How can we help?

1
-

= Apply for Citizen Development - v2
o)

[@ How to configure VPN for Apple Devices.
R_Fucel Functionality.

3.  Complete the form with the following fields:

Application Name:

Complaints Investigation

Describe your idea in a few sentences:

Right now, complaint cases are being logged in
ServiceNow. We want to move our process from
spreadsheets to ServiceNow to better serve our
customers with a more consistent experience.

Does this involve any sensitive/Pll data?




Who are the users that will have access to the data in the application?

All of the Complaints Investigation department

including management.

Apply for Citizen Development - V2 V]

This is the first step to empower you to develop and drive the development of your
application.

Fillin the below form with specific details that would drive you to develop apps on App
Engine Studio, and create the business value you need.

* Application Name

‘ Complaints Investigation ‘

Describe your idea in a few sentences

Right now, complaint cases are being logged in ServiceNow. We want to move our process
from spreadsheets to ServiceNow to better serve our customers with a more consistent
experience.

Is your process repeatable?

| ves -]

Do you have an email or excel-based process?

s B

How many users are involved in this?
O >20
O <20

Does this involve any sensitive/Pll data?

o -]

Do you need data from other departments?

e [

Who are the users that will have access to the data in this application?

Al of the Complaints Investigation department. ‘

Once your form is complete, click Submit

With our request submitted, we can now switch back to our platform admin
persona, Andy, to approve Devon's request. Click on Devon's profile picture in
the top right then click End Impersonation.



servicenow MyTasks®  MyRequests @ (D) - Tours

T~  OrgChart  News Center

Home > Request Summary

3-09-11 14:43:06
REQ0010001

Item Delivery Date: Stage Price (each) Quantity  Total

Apply for Citizen
Development - V2

Total: $0.00

Now back on our platform landing page, click on All and search for App
Engine in the filter nav. Choose App Engine Mangement Center from the
options. AEMC loads in a new browser tab.



» ngm All | Favorites History  Workspaces

W App engine ® %

FAVORITES Ed he re'

No Results to the moon w

around and do
ALL RESULTS

“» App Engine
App Engine Studio ~
v Configuration
Properties
Guided Setup
s Administration App Engine Management Center ~
App Engine Manage...
Guided Setup
~ Collaboration
Descriptors
Collaboration Tasks
s Pipelines and Deployments
instru

Pipelines

MOW.C
gent/

Pipeline Types Copy user ID E

Environments

Deployment Requests
Guided Setup

v Application Intake
Guided Setup

s Trarmmmlakae

6. Here, Andy can see any new requests for applications, collaborations or
application deployments. We see there is one new pending request to
complete. Click on the 1just above the word Intake.



7.

®ngm Al Favor History  Workspaces App Engine Management Center v

Overview Requests Pipelines Customapps Developers

Welcome to App Engine Management Center, Andy!

Manage and monitor the entire lifecycle of custom apps, from development to production.

Auto-approved collaboration requests

in the last 72 hours

Pending requests to complete

1

Total pending requests

Collaboration  Deployment

Active deployment requests in pipeline

Select each environment in the deployment pipeline to view its requests.

Updated 1 minutes ago

Closed-failed deployment requests

in the last 72 hours

,,,,,,
Updated 1 minutes ago

We see there our request from Devon. Click on the number beginnging with
RITM to view it

Requests

Intake (1) Collaboration (0)  Deployment (0)

<

]

Intake [ 5

Number App name Email State v Created

e 11011 1 20+ ovserse

@ NOTE

Your RITM number may vary from what is in the screenshot

Next, we will specify the development environment and what access Devon
will have as she is building her application.

Scroll to the bottom of the request and choose Development from
Development Instance and Create/edit applications (AES User Group) from
the Permission type field.



Administration

Development instance

| Development - |

Permission type

| Create/edit applications (AES User Group) v |

Once complete, save the reqgest record. Since we are operating in a lab
environment and this is NOT a governance workshop, we've reconfigured
Devon to have the access she needs without requiring a complete pipeline
configuration. We can now move on to impersonating Devon again and build
our Complaints Investigation app. Click on Andy's profile picture in the top
right and click Impersonate User. Choose Devon Samrah from the list.

Q, Search

& Profile
Preferences
@@ |mpersonate user

* Elevate role

Configure page

[€] Logout




Impersonate user X

Select a user

| Devon S Q, ‘

RECENT IMPERSONATIONS

Devon Samrah
devon.samrah
:-’.. " John Jason
- john.jason
n Julie Lewis

Click Impersonate User to complete the switch to Devon's persona.

Nice work! You've just set things up for Devon to be able to create her app. Now let's
move on to the next exercise, creating the complaints investigation app.



Create Application in App Engine

Studio

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



» ngm All  Favorites  History

¥ app engine 0

FAVORITES

Mo Results

ALL RESULTS
~  App Engine

App Engine Studio ~

~ Configuration
Properties
Guided Setup

- Administration

App Engine Management Ce...
Guided Setup

- Collaboration
Descriptors
Collaboration Tasks
- Pipelines and Deployments
Pipelines
Environments

Pipeline Types




2. Once App Engine Studio opens click the Create app button in the upper right
of the screen.
NOTE: if you get a Getting Started message, you can close it.

Servicenow App engine studio

Hi, Devon
How do you want to get started?

Quick start

[« 1}
x
= ] f79\ - ]

Add an experience Addlogicorauomation  Browsetemplates  Leam the tools

3. Enter the following for each field:

Name

Complaints Investigation

Description

This app is designed to streamline customer

complaint investigations




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.

i \1’ H
| Dragapplogo
| orbrowseto |
| upload

Name % @

I Complaints Investigation I

Description ®
I This app is designed to streamline customer complaint inve I

BMP, GIF, ICQ, |PEG,
JPG, PNG, SVG

App Engine Studio will create default roles for admin and user of our
application. Users assigned these roles will be members of the team
responsible for investigating the complaints. 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.

@ Addarole
Role name * © Description &
admin Default admin role o
Role name % & Description @
user Default user role ©




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.

Data Experience Automation Security

| Go to app dashboard

Nice work.. you've just created the foundation of our Complaint Investigation app.
Now let's move on to the next exercise, creating our data model.



Create Application Data Model

In this exercise will start building out the tables needed to support out application.
We'll import a spreadsheet to quickly populate the table with existing data. This is a
very common way customers are building tables in App Engine Studio for processes
that are currently being administered in Excel and email.

Data can also be imported from other third-party sources like a database or web
service/API.

1.  On the app homepage, click on +Add next to Data.

Complaints Inves... () (®) [ suomie XE))

All(2)  Data Experience  More v Search all Q

ata

Store information in your app

(® Add a table or upload a spreadsheet or PDF

2. Select Import a spreadsheet and then the Continue on the next screen



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.

2 © X

Import a Create a blank Create a data
spreadsheet @ table® integration ®

3. Click Drag and drop or browse to upload spreadsheet. Download this file:

Complaintsinvestigationimport.xlsx and upload the file to the instance.

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.

t

Drag and drop or browse to upload spreadsheet

XLSX files accepted.

Cancel

4.  Check the Import spreadsheet data checklbox and click Continue


https://github.com/CreatorWorkflowsNow/creatorworkflowsnow.github.io/raw/source/labs/complaint-utah/downloads/ComplaintsInvestigationImport.xlsx

<« { X

Source

ADD DATA

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.

@  Complaints Investigation Import.xisx Ll

Enter a row number for the table header % ©

1 ® Import spreadsheet data ©|

Cancsl

On the next screen, keep the default option of A new table and choose
Create from an extensible table then click Continue

ADD DATA

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

— —

Create new Create from

table® an extensible
table®

Cancel

Search in the Table field for Customer and choose Task from the list. Click
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

Customer

Recommended tables

Case
Stores customer service case records.

All other tables

Card Configuration
sn_customercentral_card_config

Task

sn_customerservice_task

7. Set the Table label field to Complaint Investigation Select Auto number Set
the Prefix field to CMPLINV

ADD DATA

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

Define the properties of your new table.

Table label % &
Complaint Investigation

Table name prefix % Table name * ©

x_snc_complaints_0_ complaint_investigation

(") Make extensible @
& Auto number @

Prefix * © Starting number  © Number of digits * ©
CMPLINV 1000 7

cancel



@ INFO

Setting the Prefix allows us to distinguish our tasks from records created
that are also extended from the Customer Service Task table.

The next step is to setup permission for the Complaint Investigation table.
Assign full permissions to the admin role by selecting All. Select the Create,
Read and Write permissions for the user role. When finished, click Continue.

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 L] L] L] L] L]
user Default user role e (] (] (] (@]

Now, we wait for the platform to create our table. Select Continue once the
table is created to move on to mapping our imported data to the
appropriate fields.



10.

1.

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.

&
OO —

-
-
OO o— -
-

Cancel Continue

Once the screen loads, you can exit out of any guided tour popup that may
appear initially. Looking at the right hand column, you'll notice the platform
automatically mapped our fields for us! This is indicated by the wand icon
next to the column name

Assigned to @ Reference =3 ‘ signed TO@X)

Scroll through the list to ensure all your fields are accounted for. You'll notice
that Group is not associated with the Assignment Group field on our table.
Drag and drop it from the left side to the right next to the Assignment Group
field.



ADD DATA
Now, map the imported fields
When you map a field, you reuse the properties of an existing table. Map as many fields as possible to avoid duplicating fields.

FAuomap @ Add fields
Source: Complaints Investigation Import.xisx Target: Complaint Investigation [x_snc_complaints_0_complaint investigation]

%)

Y

PEEOEEOOEEE

)
)

NG
PPN

12. We also need to associate these existing complaint investigations with the
cases they are related to. Scroll down until you see the Parent field on the
right. Click the magic wand icon on the right of the field then the small arrow
next to Source and choose the Complaint Case option from the menu.

Number Q Search Source : <Complaints Investigation Import.xlsx> > L
Source : <Complaints Investigation Import.xlsx>
Opened fields .
Source : <Complaints Inves.l r Assigned To
Opened by
Priority I
Order G 1
rou ™
= )
Farent I Complaint Case
Parent case Short DESCI’ipUGﬂ Complaint Case a
Priority State
Contact
Reassignment
Service

@ INFO

This is referred to as 'dot-walking'.

13. Click Continue



Additional comments
Approval

Approval history
Approval set
Assigned 0
Assignment group
Associated Record

Assariated Tahle

Journal Input

String

Journal

Date/Time

Reference

Reference

Document 1D

Tahle Nama

=1 # Assigned Ta@)(
@& Gruup@)(

14.  Click Done once the table has been created to return to the App Home.

CREATE TABLE

Your table is ready

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

Source

Spreadsheet

See dataimport details 7

Table name

Complaint Investigation

Fields

15. Let's check our table to make sure the data is mapped correctly. You should
see our newly created Complaints Investigation table listed under Data. Click

on the Preview link

'_ Complaint Investigation  Table

Table is a way to store y. Last edited 2023-09-11 15:55 ‘©PREVIEW

16.  Your screen should look similar to the one below



= 7 5 commivetisions[orion - [s ] @ & [riomorscecciron [0

A
[ & Description Subject Contact Contract Assignment group Assigned to Priority State Parent
search | [seoren | [sewn | [sewen ] [seon sarch | [seoren | [sean | [seon
Daaged
Oamged e Receved o JneConoct JoneContct Conplintsstgaons DavdMiler  3-Moderste  Closed  CMPLOGOIOHS
Reeived
Slow Online Services SlowOnline | dingAsher HardingAsher  Complaints Investigations LisaRay 3-Moderate  vorkIn CMPL0001001
Services Progress.
T . Worin
boecvepratuct DS Coigputer  Coighrier  Compantimesitons Eniyleion g ORI cupuonosone
Service Outage e Ingrid Blake Ingrid Blake Complaints Investigations ~ Lisa Ray 2-High Araitbg ‘CMPL0001005
. S g . . . o
Deled Workin
boeisomert DS Amgpual APl Comantstmesistons DevnSanrsh 3-Modarie YO cupuonotoon
Incorect Refund cortect  TommyGore  TommyGore  Complants nvestigations MarkJohwson  2:Hgh  Closed  CMPLOOO10L

Once you've finished reviewing the data, close the window to return to App
Engine Studio

17 Next, let's focus on the data we want to be shown on the screens when
viewing these investigation records. In App Engine Studio, click on the table
and click on Forms at the top of the screen to open Form Builder

Servicenaw App Engine Studio Miim rempoes r—
pp Home Data Table And Forms o 7
Complaints Investigatl..  Complaint Investiga... 3
. Complaint Investigation moata 81 Flows. Policies and rules. (@ B
Records 7 +Addfield ©Manage columns 78 ¥ Filter
= escripti = shortde..  Contact # contract & Assigom. B Assigned. & priority e
© 7 Damageditem.. Damagedltem.. Jane Contact Jane Contact Complaints Inv... | David Miller 3- Moderate Clo
© & SlowoOnlineSe.. SlowOnlineSe.. HardingAsher  HardingAsher  Complaints Inv...  LisaRay 3- Moderate Wo
© 7 Defective Prod.. Defective Prod...  Craig Parker Craig Parker Complaints Inv...  Emily Jason 2- High Wo,
® (7 ServiceOutage  Service Outage  Ingrid Blake Ingrid Blake Complaints Inv... ~ Lisa Ray 2-High Aw,
® 7 DelayedShipm.. Delayed Shipm... Amy Pascal Amy Pascal Complaints Inv...  Devon Samrah  3-Moderate Wo
@ @ IncorrectRefund  IncorrectRefund  Tommy Gore Tommy Gore ComplaintsInv.. Markjohnson ~ 2-High Clo
© 7 Productcame.. Investigationr.. Julie Lewis Complaints Inv.. 4-Low op!

18. To make this form more useful for us, remove the Configuration ltem field by
hovering over the field and clicking on the X that appears



Servicenaw App Engine Studio

App Home Data Table AndForms
Complaints Investigati..  Complaint Investiga...
7 Complaint Investigation @Data &1 Flows Policies and rules
Add form elements 3 Defautview + Sect
Q Search  Complaint Investigation |
— ® sectonabel
v =Complaint Investigation ~ Comptant inves
Number Priorty Secton ayout
4-Low
Q
one colum
Assigned o Sute
L
User [sys_user] a Open
Confguraiontem e
Configuration Item [cmdb_ci] @ Task [task] a
8 +
® @ Active
©
 Merged with Complaint investigaton section
= Short descrip © Learn more about se{
Desciption D
- - El

19.  Now we'll add some fields that help us with our investigation process. On the
Add form elements side bar, search for the Assignment Group field and drag/
drop it on the form. Repeat the process for Contact and save your form once
complete. Your form should look similar to below

servicenow App Engine Studio

App Home
Complaints Investigat..

7 Complaint Investigation @oaa enForms sFiows

yyyyyy w
4-Low
ate
Ope
Contact
rssgmencgowe  paene .
Group [sys_user_group] a Task [task] a
Assgnedto D Readonly () Mandatory
u a
ser [sys_user] rctve
et
Defaui
eI
Dependent ield
cnpto
AAAA butes )
ormul
e  ore prop

20. Let's also rename the Parent field so it is more meaningful for our process.
Click on the Parent field and change the Label field in the right configuration



section to say Complaint Case and click Save

@ INFO

This label change will only be reflected in our Complaint Investigation
table and will not impact the rest of the platform.

A
v '3
Data :  EOForms i  giFlows Policies and rules @ @
v || Parent @&liherited %
parent
Reference
zation o QProperties = Ul Palicies
Priority 4o Changes you make are specifc to the
Complaint Investigation table
4-Low -
Field details -
State
Label
act]  Q Open -
Complaint Case|
&
Parent
® Type *
Q Task [task] Q |
1+
) Read only ) Mandatory

Active

Excellent! Now that we have our legacy data in the plaform, let's look to see how we
create our own Workspace to start managing these investigations using ServiceNow!



Create Investigations Workspace

We've got our data, now we need to work on the experience for our investigations
team. Similar to John Jason in the earlier lab, we'll configure our workspace to ensure
we don't miss important investigations and provide our customers with the best
customer experience.

1.  On the app homepage, click on +Add next to Experience.

Experience Seeall @)

Create interfaces for users to interact with the app

== Complaint Investigati... Form Last edited 2023-09-11 16:5.

== Complaint Investigati.. Form Last edited 2023-09-11 16:5.

2. Select Workspace from the next screen and then Begin



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.

l .
A Workspace

Aworkspace helps users
manage and fulfill requests sent
o them.

Record producer

People can create records using
a catalog item.

Standard catalog item

People can add ways to request
a good or service.

a=
-
=8 Portal

Deliver apps to your employees
or customers using a modern,

easy to use portal

ADD EXPERIENCE

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

Detals

Upgrade to new router not successful ©

Create Work Order

Propose Sowion | Requestinto |-
wtetan Open Jomn Jsson
Timeia M 06 Gase- Proy 2 msokth.
1d 23h 56m
Boatea forana
Detmia  Cusomer Wormotion  Customer Actvily  WolkOrdars  SLAB(1)  Tasks  marm «
[ .
Case ~ 0| Compose = Related Search Re...
P}
- 1 Newds nension e Coments » Q Upgraga to new
o010 v 4
o your Comments
G 2020-11-08 0S.00:00 " Arct @
Chat s 4 §
— e T2 Evayind can e B L

3. Leave everything as default on the next screen



ADD EXPERIENCE
Let's design your Workspace

This experience needs a name, description and URL.

Name * @
Complaints Investigation

Description &

Enter a description

URL * ®

complaints-investigation

/now/complaints-investigation

Roles ®

x_snc_complaints_D.admin x *¥_snc_complaints_0.user x

4. Ensure Complaint Investigation is listed as the Primary table. For Secondary
tables, choose Complaint Case so we can see those on our workspace as
well



ADD EXPERIENCE

Great. Let's add some data.

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

Primary table % &

Complaint Investigation

Secondary tables @

Complaint d

Complaint Case
sn_complaint_case

Once the Workspace has been completed, click Done

ADD EXPERIENCE

Success! Your experience has been
created

Name

™ Complaints
Investigation

-

Back on our App Home page, click on Preview next to our new Complaints
Investigation Workspace.



[E5  complaints investi...  Workspace

Last edited 2023-09-11 1. @ PREVIEW e

7. Since we uploaded our existing spreadsheet, you should see some existing

records in our workspace. Your workspace should look similar to this one:

®ngm Al Favorites  History  :

Complaints Investi... -

( @ )| & Home +
3 Complaints Investigation - [©)(ear (2]
@
Happening now
My Tasks

Unassigned Tasks Critical Tasks

1 0 0

Updated at 08:47 AM Updated at 08:47 AM

My Work =

Last refreshed just now:

Description Subject Contact Contract Assignment group
Delayed Shipment Delayed Shipment Amy Pascal Amy Pascal Complaints Investigations

8. Let's use Workspace Builder to configure this workspace to our needs. Click
Edit at the top of the screen



Q, Search

|

Critiral Tackes

9 Click the My Tasks component then click the Configure button

All  Favorites  History

|®| % Complaints Investigation 4k

Complaints Investigation ~ | +addax

Happening gy

i Datavisualization =2 | :

My Tasks Unassigned Tasks

1 O

Updated at 08:50

10. On the Configuration pane that appears, find the Header and border section
and click the down arrow to expand it. Change the Chart title to My
Investigations then click Save



L\

e ] e e ) A

Configuration X

Visualization type

Tasks | Single score M |

E Header and border ~

@ ) Show header ©

d at 08:53 AM | (1 Show header separator &

(Chart title &

| My Investigations

Q

Description (&

gnment group

winlaints Invecticatinne

M. Repeat step 10 for the remaining widgets replacing the word Tasks with
Investigations. Your workspace should look like similar to the below workspace

when complete.



@ Complaints Investigation ~ +

Complaints Investigation ~ | +adwatb @)

@‘
@

[ Bt editing mode D

Happening now
N

My Investigations

Unassigned Investigations

1 0

Critical Investigations

0

Updated at 08:57 AM Updated at 08:57 AM
N RN 4 4
My Work @ -
Lt ershed 10m g0
Description Subject Contact Contract Assignment group
Delayed Shipment Delayed Shipment Amy Pascal Amy Pascal

Complaints Investigations

({’ DANGER

Before we move on SAVE YOUR WORK!

12.  Next, let's add a new Data Visualization widget to our workspace so we have

some visability into the overall landscape of Complaints Investigations. Click
on Add new element at the top and choose Data visualization



Exit editing mode l Add new element =

Search elements

Library

m Library
Critical In &)  saved data visualization

All Components

l O H Data visualization

Updated
20 NN Filte
() r
Heading
Asslg : a Image
al Com

D List - Simple

13. The new component will be added to the bottom of the workspace by



4.

default. Drag it up just above My Work and resize it to match the My Work list
below.

® ngm Al Favorites  History H Complaints Investigation 7
()] & compaints investigation  + 1
B8 Complaints Investigation ~ | +adwats (@] save ][ itediting move | (RTINSl (|
@
'1“”"'"'"3 now 4 Configuration
My Investigations Unassigned Tasks Critical Ivestigations = -
1 0 0 5 Hoader i border 3
& o A
Updated at 1259 PM Updated at 1259 PM S 3
7 Definedata manually ©
ll
=%
No content available.
d yet. V2

My Work @
st refreshed st o

Subject Contact Contract Assignment group

Delayed Shipment Delayed Shipment Amy Pascal Amy Pascal Complaints Investigations

allelislfa]feligliq

Now let's configure the new widget. On the configuration pane, choose
Vertical Bar from the Visualization type list.



Configuration X

Visualization type

Single score -

Q. [pearch

[nf Step

Bars

E Horizontal bar

I loan Vertical bar |

Pie and donuts

(& Donut

(& Pie

& Semi donut

Multidimensional charts

nead tn rannact taoa data snorca

15. Find and expand the Header and border section. For the Chart Title enter:

Complaint Cases by Account




Configuration

Visualization type

| Vertical bar

= Header and border
@ ) Show header ®
[;D Show header separator &

Chart title (&

Complaint Cases by Account

i Translatable turned on

Description (O

(I Wraptitle @

@& ) Show border

Under the Data section, click Add data source



Configuration X

Visualization type

| Vertical bar -

F Header and border v

g Data s
Data sources s

("1 Define data manually ©

To start configuring your chart, you
need to connect to a data source.

| + Add data source |

Metric at

17 On the Add data source page, search for Complaint Case and click on the
option when it appears.



Add data source

Select a source @

Q, Complaint Casel

~ = Tables

Complaint Case [sn_complaint_case]

18.  Under Predefined conditions choose ComplaintCases.Open and click Run.
Ensure that data is displayed then click Add this source

Selected table: Complaint Case [sn_complaint_case]

Y Filters

Predefined conditions

[ =]

Q fearch ‘

| complaintCases.Open |

Run

Preview record list 7

Last refreshed 1m ago.

Account Action status Active ¥ Active account escalation Active escalation
Boxeo Blocked internally true (empty) (empty)
Avid Corporation (empty) true (empty) (empty)
Boxeo (empty) true lempty) (empty)
Boxeo Blocked internally true (empty) (empty)
Boxeo France (empty) true (empty) (empty)
Boxeo USA (empty) true (empty) (empty)
Boxeo (empty) true {empty) (empty)

Add this source

19.  Save your work and click Exit editing mode



@ INFO

Before saving, it may be necessary to do some resizing of the
compomnents on the screen. Feel free to do so as needed.

®ngm Al Favortes  History Complaints Investigation -

| & Complaints Investigation  +

Complaints Investigation ~ |+ (EIIETY IETETIERY [ i ren cemeni~_ [
e

[Happening now /J

My Investigations Unassigned Tasks

e i ‘E}J

Critical Investigations.

1 0 0

Updated at 01:14 PM Updated at 01:14 PM

N\ 2N Y
Complaint Cases by Account

no . .

N\ Y
My Work i s
Lt refeshd st v
Description Subject Contact Contract Assignment group
Delayed Shipment Delayed Shipment. Amy Pascal Amy Pascal Complaints Investigations

20. Your dashboard should look similar to the screenshot below

®ngm Al Favorites  History  Workspaces Complaints Investigation -

()] & complaints investigation  +

Complaints Investigation - )

Happening now

e i

My Investigations Unassigned Tasks Critical Investigations

1 0 0

Updated at 01:16 PM Updated at 01:15 PM

Complaint Cases by Account

My Work @
. oo

Subject Contact Contract Assignment group

Delayed Shipment Delayed Shipment Amy Pascal Amy Pascal Complaints Investigations

21.  Now that we have our homepage complete, let's take a look at the record



pages and ensure we can see the activities that take place on these

investigation records. Back on your App Home screen, find your workspace
under the Experiences section, click the ... on the right and click Edit

Experience ©Add

seeall (7)
Create interfaces for users to interact with the app

== Complaint Investigat.. Form Last edited 2023-09-27 16,

Complaint Case | W...  Form Last edited 2023-09-27 16

o
l_ Complaints Investig..  Workspace

Last edited 2023-09-27 16: © PREVIEW ..
[
Delete
Logic and automation ©Add ¢ )
Preview
Add automated workflows to improve productivity

22.  This takes us to Workspace Builder. Click on Get started if you get a pop-up

screen welcoming you. At the top under Record pages click on Complaint
Investigation

servicenow App kn;

g .
Complains Investgatl. Comphis nvestg
[ Complaints Investig...

QHome

-ust C 7

@analytics
Happening now
N

Critical Investigations

0

Updated at 02:51 PM

4
Complaint Cases by Account
[T o Mo
N 4
My Work o
Lot s o,
Description Subject Contact  Contract  Assignment group

Delayed Shipment  Delayed Shipment  Amy Pascal ~ Amy Pascal  Complaints Investigatiol

23. Click on Record details in the left panel then toggle Activity Stream in the

right panel. You should see a message indicating that we have successfully
activated the activity stream



servicenow App Engine studio

‘ ion of your worksf Record details
Representation of your workspace 20pen Ul uider
westigation Record ” & P
age

Settings

Record details 1. L)

Contextual side panel

4
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@

Complaint . Compose Attachments R
Investigation

Typeyour
‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘ Work notes

I
cvpunvo [ 4oL -] (=

Playbook

e Lewis | [ open ~ |

Activity 7

That's it! You've just successfully configured a new dashboard for Complaints
Investigations team and added features to the form that will help the team work
more efficiently in the complaints investigation process!

Feel free to add additional data visulization and components to get a better feel for
the flexibility of the dashboards and workspaces.



Create Flow in Flow Designer

In this exercise, we'll tie our investigation process together with the Complaints
Management module in CSM so we can wave bye-bye to those spreadsheets!

1. If you haven't done so already, close your workspace and go back to your
App Engine Studio window. In the Logic and Automation section, click on Add

Servicenow App Engine Studio
App Home Workspace .
Complaints Investigati.. | Complaints Investig...

Bl Complaints Investigations

AI(12) Data2) More~

Logic and automation
Add automated workflow .

Kllows to Improve

Defaut admin role

5

2.  There are several options for automation when building an app as a low code

developer on the ServiceNow platform, but today we will be focusing on
workflow. So on this screen, choose Flow from the options



Servicenow App Engine Studio . e = e

Wome  MyMpps  Templates  Resources

ADD LOGIC AND AUTOMATION

Experience

What do you want to add?

Logic and automation

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

4 Flow

A behind-the-scenes workflow
triggered by an event

making

To help you get started quickly, we've provided a set of common flows we see
our customers building. In addition to that, we've built these flows with pre-
existing integrations to collboration tools like Teams. We, however, will be
starting from scratch. Click on Build from scratch

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 Send a notification to a
closed, post a message to workspace

(+) Twitter

Build from scratch

©

Post a weekly reminder to Create an approval for a Create a Zoom meeting
aworkspace requested catalog item and notify a workspace
when a ServiceNow...

© ©

Create a new row in a Create a new row in a Create a new issue in Jira
spreadsheet from a spreadsheet from a when a SN record is
record update record created



4. Set the following values for your new flow and click Continue:

Name:

Complaint Investigation Flow

Description:

Workflow that gets triggered when a new

complaint is received and requires
investigation.

ADD AUTOMATION

Let's set up your flow

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

Name * @
Complaint Investigation Flow

Description ©
Workflow that gets triggered when a new complaint is received and requires investigation.

Show advanced options \/

Cancel Continue

5. On the Success! Your flow is ready screen, click Edit this flow



) 3 X

Basic info Summary

ADD AUTOMATION

Success! Your flow is ready.

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

p Flow name Description
®

Complaint Workflow that gets
Investigation Flow triggered when a new...

[ | @D

6.  This will open Flow Designer where we can define our trigger and our resultant
actions in our workflow. Click Add a trigger

App Home Workspace = Flow « v 2
Complaints Investigati... Complaints Investig... Complaint Investiga... =
E: Complaint Investigation Fl...  inacive view: (g |88 @
TRIGGER Data >

» Flow Variables

» Trigger
ACTIONS ~ Select multiple

@ Add an Action, Flow Logic, or Subflow

ERROR HANDLER

f an error occurs in your flow, the actions you add here will run.

Status: Draft | Application: Complaints




Choose Created or Updated in the dropdown.

x

App Home Workspace «Flow «
Complaints Investigati..  Complaints Investig. Complaint Investiga...

ts Ccomplaint Investigation Fl... i vew (T |8 @

Data Collapse Al >
» Flow Variables
Created or Updated
v Trigger - Record Created or Updated
Trigger | Created or Updated -
( Record
bk Table | Q fearch triggers »( Array.Object
ndition | RECORD Created or Updated ( Table Name
Trigger | Create Trigger initiates from a ServiceNow record creation or update that Date/Time
meets the condition filter. Configure the trigger to initiate the flow
Update (Once) triggers the flow once for the life of the record, (Only if not ‘ \ Date/Time
the flow for every unique change if the
Created or Updated flow is not currently running, (For each unique change) triggers
the flow for every unique change, even if the flow is currently
SCHEDULED running, or (For every update) triggers the flow for every update
to the record, including if the same update previously occurred.
Dail
4 Note: Flows that have a record trigger that runs (For each unique
Weekly change) can produce recursions when run in a non-interactive
session. When such flows make a change to the trigger record,
ivle | wonthly e e
recursion.
Run Once
laction, Fid Note: For a flow that uses Approvals, it is recommended that you
"™ Repeat configure flows to run (Once).
our flow, the actions you add here will run.
otvoid(Q Application: Complaints Investigations s |

To complete the trigger confguration, set the following values and click Done:

Field Name

Condition

Value
Complaint Case [sn_complaint_case]

Requires Investigation is True



App Home Workspace «  +Flo

Complaints Investigati.. Complaints Investig. Complaint Investiga,

s Complaint Investigation Flow s view (s 88
TRIGGER

O Complaint Case Created or Updated where (Requires Investigation is true)

Trigger | Created or Updated -
iﬂame Complaint Case [sn_complaint_case] X+ I
Condition Al of these conditions must be met
IReqmresInvesngannn v vl true vl OR AND ) ©
or
New Criteria
RunTrigger | Once M

Advanced Options v

peee ) (cancel

ACTIONS  Select multiple

@ Add an Action, Flow Logic, or Subflow

ERROR HANDLER

If an error occurs in your flow, the actions you add here wil run.

Status: Modified | _ Application: Complaints Investigations

Now that we know when our flow is going to execute, let's tell it what we want
it to do. Under Actions click the + Add an Action, Flow Logic, or Subflow then
click Action

m ] L row ;
Complaints Investigati..  Complaints Investig... Complaint Investiga...
ts Complaint Investigation Flow e vew (s JB
TRIGGER
0 Complaint Case Created or Updated where (Requires Investigation is true)
ACTIONS  Select multiple

£ Flow Logic 2, Subflow

Q search Actions

exvor wan I || Froce e oes

CSM Case Types
Ifanerrorocc ¥ Popular

Look Up Records
INSTALLED SPOKES A N serviceNow core
@ servicenow core Create new record producer
AES Catalog Builder
@ #esportal Ui Template
Log
@ virtual Agent ServiceNow Core
@ €5 Flow Templates Look Up Record
ServiceNow Core
© Gloval
Create Templated Role
@ ripeline Global

@ collaboration Request Create Templated ACL
Global

@ 4ppEngine studio

Status: Modified | _ Application: Complaints Investigations




10. Inthe Search Actions field, type Create Record and choose the Create
Record option listed in the right column

App Home Workspace «  Flow ;
Complaints Investigati..  Complaints Investig... Complaint Investiga...

te Complaint Investigation Flow e view (s 88

TRIGGER

0 Complaint Case Created or Updated where (Requires Investigation is true)

ACTIONS  Select multiple

(%) ( @Acion & Flow Logic 2, Subflow

ERROR HAN[ "NSTALLED SPOKES A | Default

NOT INSTALLED SPOKES ~

G salesforce Marketing Cloud

1. Set the Table field to our Complaint Investigation table we created in our first
exercise in App Engine Studio. Then set the Fields as shown below then click
Done when complete:

@ NOTE

Values highlighted in bold below indicate we are dot walking to the
fields we need in our workflow

Field Name Value

Complaint Trigger - Record Created or Updated - Complaint Case
Case Record



Field Name Value

Investigation required for Trigger - Record Created or

Subject
sl Updated - Complaint Case Record - Number

Tri -R d Created or Updated - C laint C

Description rigger - Recor reg e. or Update omplaint Case
Record - Short Description
T _ _ .

e — rigger - Record Created or Updated - Complaint Case
Record - Contact

Assignment Complaints Investigation

Group P 9

When you're finished, your action should look similar to this:

App Home Workspace L erow . DaaTableAndforms | Preview-Complaintin..
Complaints Investigati... Complaints Investig... Complaint Investiga.. Complaint Investiga... Complaint Investiga...

‘te Complaint Investigation Flow insave view: ( s NG
TRIGGER

ACTIONS  Select multiple

1 @ create complait mvesigaion Recora 0 ®w

Action | Create Record

% Table | Complaint Investigation [x_snc_complaints_.. X<+ | &

+ Fields | Complaint Case X~ e
Subject X+ ]
Description X n ©
Contact X+ 1O
Assignment group X~ X+ @ [S]

+ Add field value

Delete Cancel

12.  Next, we want to make sure we indicate in the complaint case record that we
have automatically created this investigation. This will ensure that anyone



who looks at the case later will know we've taken action. Let's add a new
action by clicking the + Add an Action, Flow Logic, or Subflow button under
the action we just created then click Action

App Home Workspace L Fow . DataTableAndforms Preview- Complaintin..
Complaints Investigati..  Complaints Investig... Complaint Investiga. Complaint Investiga.. Complaint Investiga...
t: Complaint Investigation Flow e view: ( s N8

TRIGGER

@ compianscase create or Updiared where Requires Investgation s true)
ACTIONS Select mutiple

X ——

) A
(+) Add an Action, Flow Logic, or Subflow

ERROR HANDLER
If an error occurs in your flow, the actions you add here will run,

13.  This time we're looking for the Add Comment To Task action. In the Search
field, type Add comment and select the option that appears under the
Customer Service spoke

App Home Workspace L Fow . DataTableAndforms  Preview-Complaintin..
Complaints Investigati... Complaints Investig... Complaint Investiga. ‘Complaint Investiga... Complaint Investiga...

ts Complaint Investigation Flow e view: ( Tz 88
TRIGGER

@ compaintCase created or Updated where (Requires Invstigation s rue)
ACTIONS  Select mutiple

1 @ e compiimesigaon ecrs

@ @ Action 4§ Flow Logic <, Subflow
Q_ Add comment 13
ERROR HAN{ NSTAULED SPOIES A ostautt
If ar ‘Add Comment To Task
© s
NOT INSTALLED SPOKES ~

S GitHub




14.  Complete the action with the following values then click Done:

@ NOTE

Values highlighted in bold below indicate we are dot walking to the
fields we need in our workflow

Field
! Value
Name
Task Trigger - Record Created or Updated - Complaint Case
[task] Record
Created investigation task: 1 - Create Record - Complaint
Comment

Investigation Record - Number

When you're finished, your action should look similar to this:

App Home Workspace . eFow ,  DaaTableAndForms | Preview-Complaintin..
Complaints Investigati..  Complaints Investig... Complaint Investiga. Complaint Investiga... Complaint Investiga...

s Complaint Investigation Flow e view: (2 JeB

TRIGGER

@ compiaintcase created or Upciated where (Requires Investigation s true)

ACTIONS  Select muliple

B®Ed

15. Time to test! Save your flow and click the Test button at the top of the screen.



When prompted, choose the complaint case we created earlier in our lab

@ NOTE

Your complaint number may vary from the one reflected in the lab
guide.

App Home. Workspace L Fo . DataTableAndForms Preview - Complant n... v 7
Complaints Investigati..  Complaints Investig... Complaint Investiga... Complaint Investiga... Complaint Investiga. “
te Complaint Investigation Flow e > ©)
TRIGGER Data collapse Al >
» Fowaribles
@ compiint case created or Updiated where Reauires Investigation s true)
~ Tgger Recod Createor pdated
ACTIONS  Select multiple » ("Complaint Case Record Record
» (Changed rlds ArayObjec
1 O Create Complaint Investigation Record
Complan Case Table Tave
2 Add Comment To Task Run Start Time UTC Date/Time
Add comment to task or task extended record
Fun Strt DaerTime oaertime
O Ty — 1 s
» (Camplaintinvestgaton Rec Record
Complantinvestgaton Tabke Tave
ERROR HANDLER |
ifan error occurs in your flow, the actions you add here will run. ’ Ot
2+ Add Comment T Task
Record
obiea
Stots; 0raft_|_Applcato: Complants nvestgatons i

16. To view your test results, click the link on the pop-up



17

review - ComplaintIn...

App Home Workspace o [ row | Datatablendrorms
Complaints Investigati..  Complaints Investig... Complaint Investiga.. Complaint Investiga... Complaint Investiga..

Test Flow

x

seomboesd \, 7
Execution “

X

Run your flow to make sure it has no errors before you activate it. When the test finishes running, check the execution details to see

each action's configuration, runtime values, and the log messages for any errors that occurred.

* Complaint C

e acorg | CMPLO0D1019

x- a +| 0

Changed Fields

Your test has finished running. View the flow execution detalls. I

Run test in background ®

-Can(e\ Pun Test

Here you will be able to view any errors or resultant records that are created

as part of your workflow. If you received errors, go bac

k and take a look at

your flow to ensure everything has been completed correctly. If it was

successful, you should see Test Run - Completed at th

e top of your screen

Configuration Details

VARIABLE NAVE RUNTIME VALUE CONFIGURATION

Table X_snc_complaints_0_complaint_investigation  x_snc_complaints_0_complaint_investigation

parent=(_Trigger-..._» Complaint Case

short_description=Investigation required for

ofcagop  (LITBEer-Record.. v b Num.

short_ required for iption=(Trigger . » ...» Shontdescr..)
CMPLO010T9

Fields

contact=( Trigger - Record ... » ... Cont.

52510391d79107f4.

3af6dseesf6”,'sys
493af6d6ee5f6")

Output Data

VARIABLE NAVIE RUNTIME VALUE CONFIGURATION

"Action Status":{"code":0,"message":"Succes
Action Status g L 8

Don't Treat as Error true true

Workspace x Flow x Data Table And Forms Preview - Complaint In... . »

pvestigati... ‘Complaints Investig... Com c c «

Complaint Investigation Flow © [restrun-conpiea o | (~open Fow Open Context Record

Hide Action Details state. Start time. ®

FLOW STATISTICS Run as: Devon Samrah  Open Flow Logs [ Completed 2023-00-27 18:17:01 881ms

TRIGGER

0 Complaint Case Created or Updated Open Current Record @
ACTIONS
CoreAcion  Completed 2023092718701 Ta1ms

TvPE

Table
Name

Template
Value

Tvpe
Object

True/False



18.  Finally, let's see what this looks like for Devon in her new Workspace. Go back
to App Home and Preview the Workspace again.

o App Home Vo7
Basic Info Complaints Investigati... :
a

Il Complaints Investigatio... (=) (c) €ZD)

Al(13) Data(2) More~ Search all Q
Data @Add seeall (2)
Store information in your app
% Complaintinv.. Dataimport  Datamappingl.. Lastedted 20230
Launch -
&8 complaintinv.. Table Tableisawayt. lastedited2023-0.. OPREVIEW  wov
=

Experience ©Add seeall(7)
Create interfaces for users to interact with the app

= Complaintinv.. Form Last edted 2023.0,
= complaintcas.. Form Last edited 20230,
Logic and automation ©®Add See all (1)

Add automated workflows to improve productivity

Vg Complaintinv.. Fow-record  Worklowthat.. Last edied 20232

19.  Notice there is now an unassigned Investigation for Devon awaiting her on
the workspace homepage. Click on the 1under Unassigned Investigations to
view the list of investigations that are unnassigned

®ngm Al Favorites  History Complaints Investi... ¢ Q_ Application scope: Complaints Investigations (@) & @ O

Complaints Investigation - (@] ear ][]
My Investigations. Unassigned Investigations Critical Investigations
Updated at 02:25 PM Updated at 0225 PM
Complaint Cases by Account t
5 - I
My Work & o

Last refreshed 1m ago.
Description Subject Contact Contract Assignment group

Delayed Shipment Delayed Shipment Amy Pascal Amy Pascal Complaints Investigations



20. Click on the record that appears in the list to view the newly created
investigation record. Your screen should look very much like the screen below!

Compose Attachments

Type your Work notes (Private) here.

°a] Activity

) Devon saman

That's it! You've successfully created automation necessary to create a new
investigation when a complaint case requires investigation.

@ NOTE

Next Steps for Devon:

In the real world, once Devon is happy with her app, she would submit the app
for review and approval by the App Engine Administrators.

For the purposes of our lab today, we will not cover those steps, however if you
are interested in learning more about how we govern all aspects of application
development in ServiceNow, please reach out to your Creator Workflows team.



Download Lab Guide PDF

Click here to download Lab Guide PDF


https://creatorworkflowsnow.github.io/assets/files/lab-guide-31d6cfe0d16ae931b73c59d7e0c089c0.pdf
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