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PPererssonasonas

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

NONOTETE

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.

Service Definition of Terms



TTasask tk typeypess

• Case

• Incident

• Request

• Problem

• Defect

• Claim

• Exception

• Question

• File number

• Reference number

• Ticket



OvOvervieervieww

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.

PPererssonasonas

JJohn John Jasasonon CusCusttomer Somer Servicervice Ae Agentgent

John Jason is an experienced customer service agent known for

his exceptional communication skills and commitment to

providing top-notch service. With a friendly and approachable

demeanor, he is skilled at actively listening to customers'

concerns and finding effective solutions to their problems.

CSM Agent Workspace Overview



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

ImperImperssonatonate use userer.

2.2. Search for ‘John’ and select the service agent JJohn John Jasasonon.

Preventing important cases from

falling through the cracks



33.. We will now navigate to the purpose-built agent workspace. Click on

WWorkorkspacspaceess and select CSCSM/FM/FSSM CM Configuronfigurable Wable Workorkspacspacee.

4.4. 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



55.. Under the ImporImporttant Itant Itemsems, we see that there is a case where the SSLLA isA is

brbreachedeached, we need to escalate the case immediately. Click on the numberthe number in

the SLA breached tile to be taken to the list of cases.

66.. On the 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.



77.. First, you’ll see Special Handling NoSpecial Handling Notteess. 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 XX to close the

special handling notes window.

8.8. On the 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.



99.. John will leverage out of the box features to search for similar cases that were

resolved and look for helpful knowledge articles. Click on the AAgent Agent Assssisistt icon

as shown on the screenshot below

1010.. Click on the hamburhamburger icger iconon as shown on the picture to see all the out of the

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

on KnoKnowledge Arwledge Articleticless.



11.11. We can now see relevant Knowledge Articles that gets surfaced

automatically. Click on the first article and then click AAttttachach to attach it to the

case and share it with the customer.



NONOTETE

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.

12.12. Finally, John will escalate the case before moving on to other cases in his

queue. Click on the thrthree-doee-dot ict iconon and select EsEsccalatalate Ce Casasee.

1313.. On the Case Escalation page, select these values:



FieldField VValuealue

RReaseasonon Lack of Progress

EsEsccalation Talation Trrendend Declining

WWatatch Lisch Listt Fred Luddy

EsEsccalationalation

JusJustifictificationation

Need more help - partner is having repeated

billing issue.

Click SSavavee.

14.14. Click on the DeDettailsails tab to go back to the case. Observe the escalation that is

automatically attached to the case.



GrGreat Jeat Job!ob! 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!

INFOINFO

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.



1515.. We will continue working on the agent workspace. Click on the hamburger

icon to go to the case and task lists assigned to John.

1616.. John has quick access to cases and tasks that matter to him. These lists are

automatically updated and always show real-time data.



1717.. 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 LisMy Listtss.

18.18. Click on AAdd nedd new lisw listt



1919.. On the pop-up screen, click on LisListt and select My OpenMy Open.

2200.. Populate List Name: “My Open Critical Cases”



21.21. On the pop-up screen scroll down to the filter criteria and click on ANDAND as

shown on the screenshot below:

22.22. On the first input field select PPrioritriorityy, in the second input field select is, in the

third input field select 1-Critic1-Criticalal. Click CrCreateatee.

Here's how your list should look:



CCongrongratulations!atulations! 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.



Before we move on to complaint management and portal, let’s set John’s status as

AAvvailableailable so that when your customer Julie wants to connect to John via live chat,

the chat gets routed to him.

1.1. Click on the inbox icon as shown below:

2.2. Click on OfOfflinefline and choose AAvvailableailable from the list.

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

Modifying agent availability



OvOvervieervieww

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.

PPererssonasonas

Jule LJule Leewiswis ExtExternal Sernal Sttakakeholder (Reholder (Requeequesstter)er)

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.

ExperiencExperience URLe 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

Complaint App Overview Demo

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



1.1. 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 NeNew Incw Incognitognito Wo Windoindoww on your browser.

If you are using FireFox, open a NeNew Pw Privrivatate We Windoindoww.

2.2. Now, on the incognito window paste the external portal URL that we just

Customer Experience



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

directed to the portal.

33.. On the portal page, click Log in and enter:

Field NameField Name PPasassswworordd

UUsser nameer name julie.lewis

PPasassswworordd Portal1!

Click LLog inog in



4.4. 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.

55.. 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 PPrroduct damage upon soduct damage upon shipmenthipment and press RReeturnturn or

EntEnterer on your keyboard.



66.. You can now see knowledge articles. Click on the firthe firsst knot knowledge arwledge articleticle to

display.



77.. Let’s assume that Julie decides to log a complaint. Click on RRequeequessttss and

select RRequeequesst St Someomethingthing.

8.8. On the screen, search for LLog a cog a complaintomplaint as shown in the screenshot below



99.. Fill in the form as followed:

Field NameField Name VValuealue

CComplaint Tomplaint Typeype Product

PPrroductoduct ACME Corporation ACME DM

CCatategoregoryy Defective Product

Sub CSub Catategoregoryy Broken

ShorShort Det Desscripcriptiontion Product broken upon delivery

DatDate ise isssue ocue occurrcurreded

Click on the calendar icon. Select today and click

OKOK. You can also type in the answer instead of

using the calendar widget

CComplaint Deomplaint Dettailsails The product is shattered and can’t be used



Field NameField Name VValuealue

LisList the additionalt the additional

parpartieties ins invvolvolved ined in

the cthe complaintomplaint

Click on AAdddd button. On the InInvvolvolved Ped Parartietiess field,

select MikMike Re Rogerogerss. On the TTypeype field, select CCo-o-

CComplainantomplainant

Click SubmitSubmit

NONOTETE

Note that once you type in the ShorShort Det Desscripcriptiontion, the system

automatically displays knowledge articles and related services. If you

want to, you can disable this feature

1010.. See that Julie is presented with a complaint record that she can always come

back to and track progress.



11.11. Julie can also interact with the Virtual Agent that is out of the box enhanced

with AI 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 VVirirtualtual

AAgent icgent iconon.

12.12. On the Virtual Agent, Julie can see her past conversations and start a new

one. Type check ccheck casase se sttatusatus



NONOTETE

Instead of typing what you need, you can also click on ShoShow mew me

eevvererythingything 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.

1313.. Virtual Agent presents all the cases and complaints that are being logged by

Julie. Click on the magnifier icmagnifier iconon to search for the complaint.

14.14. Type PPrroduct broduct brokokenen on the search bar. You’ll see that Virtual Agent returns



the complaint that you just logged. SSelect the celect the complaintomplaint.

1515.. Select UpdatUpdate CMPLe CMPL00000010010011 (the complaint number may be different). Julie

can create and update their cases, requests, and complaints without any

effort from the support team!

1616.. Select AAdd a cdd a commentomment and type The isThe isssue impactue impacts our buss our busineinessss, c, can yan youou

prioritizprioritize thise this??



1717.. Now you added a comment to the complaint. Select CCancancelel in the new

Virtual Agent question as you don’t want to do any other updates.

CCongrongratulations!atulations! 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.



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.

1.1. 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 JJohn John Jasasonon.

2.2. Go to Inbox and see that the complaint request got routed to John Jason.

Click AAccccepeptt.

Customer Service Agent Experience



33.. On the complaint record, you’ll see the CComplaint playbookomplaint playbook which is the out

of the box complaint process. We will go through this process together.

NONOTETE

If Special HandlingSpecial Handling notes pops up, simply click on the X to close the box.

4.4. Click on Gather cGather complaint deomplaint dettailsails to see the information captured by Julie.



55.. Click on AAdd indd invvolvolved pared partietiess 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.

66.. Click on VVeriferify primary primary addry addreessss and click on the Address field to select the first

address that pops up. Once the address is populated, click on MoMovve te too

TTriageriage.



INFOINFO

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

Note that the IntIntakakee section is now completed, and Complaint is

automatically moved to TTriageriage stage. There has also been an automated

email sent to Julie.

77.. Click on VVeriferify cy complaintomplaint. 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 ichat iconon on the right. We call this AAgent Agent Assssisistt.

8.8. On the AAgent Agent Assssisistt panel see that you can filter for open complaint cases,



resolved complaint cases, knowledge articles etc.

99.. Stay on Open COpen Complaint Complaint Casaseess and observe that there is a similar problem

occurring for the same customer. So, this is a persisting issue.

NONOTETE

You can click on the complaint case to see more details. For now, we will

leave this as is and move on.

1010.. On the Verify complaint, on the WWork noork notteess section enter CusCusttomer is fomer is facing aacing a

rrecurring precurring problemoblem and click on Submit fSubmit for ror reevievieww.



11.11. 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.

12.12. Click on PlaybookPlaybook tab. Observe the new tasks that are assigned within the

research phase. Click on the thrthree-doee-dot ict iconon and then select Expand AllExpand All

SSttageagess as shown below:



1313.. 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.

14.14. Click on DeDettailsails tab. Scroll down to the RReessolution Infolution Informationormation section. Fill in

these 3 fields:



Field NameField Name VValuealue

Resolution Code
Solved – Fixed by Support/Guidance

provided

Resolution Notes Full refund

Add resolution notes to

comments
CHECK THE BOX

Click on CloClosse Ce Casasee

TIPTIP

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.



CCongrongratulations!atulations! John was able to work on the complaint and follow the right steps

thanks to out of the box processes.



PPererssonasonas

FrFred Led Luddyuddy ManagerManager

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.

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.

1.1. Let’s get started! First, we need to pick the right user. Click the ususer prer proofilefile

picturpicturee, if you are still impersonated as John Jason, select End imperEnd imperssonationonation.

2.2. Click the user profile picture, select ImperImperssonatonate Ue Usserer.

Streamlined Insights - Enhancing

Service Manager Data Reporting



33.. Search for FrFred Led Luddyuddy and click ImperImperssonatonate Ue Usserer.

4.4. Click on FavFavoritoriteess and then click on CusCusttomer Somer Servicervice Managere Manager dashboard



55.. What you see on your screen is a sample sservicervice manager dase manager dashboarhboardd. 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.

66.. 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 yyelloellow linew line where it intersects

with the blue line.



NONOTETE

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

77.. 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

8.8. Observe that you have multiple variables that you can drill down to. Let’s first



click on CusCusttomer Somer Servicervice Gre Groupoup

99.. We can now see that within the Customer Service Group, Software Support

has been the fastest and Services Support the slowest.

1010.. Let’s now see which products have been impacted by this trend. Click on

PPrroductoduct. Then click on the line grline graph icaph iconon to change the view to columns. We

can see that cases related to Iris 5875 have been taking the longest.



11.11. Let’s now see which channels contribute to this trend. Click on CusCusttomeromer

SServicervice Channele Channel. Observe that cases that come in via chat has been taking

the longest to resolve.

12.12. Now Fred has a better idea on what is contributing to the case resolution

time. Let’s now click on the backback icon to go back to the dashboard.



1313.. Click on WWorkload Rorkload Rankinganking. Observe that you now have case analysis per

customer and interactive filters to drill further in data.

14.14. Scroll down and select Stacked by PPrroductoduct.



1515.. Observe that you can now understand which products are resulting in most

cases per customer.

1616.. Let’s see another tab. Click on AAgent Analygent Analyssisis. You can now see the agent

stats and agent efficiency. Remember that all this is real time data!



1717.. Finally, click on CurrCurrent Situationent 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-Critic1-Criticalal.

18.18. 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 one! First, click on the check box as

shown below:



TIPTIP

You could also select cases individually by clicking on the checkboxes

beside the case numbers

1919.. Right click beside the Number column and click on UpdatUpdate Se Selectelecteded

2200.. On the form type: PleasPlease update update thee thesse Ae ASSAP!AP! to the WWork Noork Notteess field and

click UpdatUpdatee.



CCongrongratulations!atulations! 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!



OvOvervieervieww

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

PPererssonasonas

Andy BrAndy Bradyady SSyyssttem Aem Adminisdministrtratatoror

As a ServiceNow System Administrator, Andy's primary

responsibilities involve managing and maintaining the

ServiceNow platform within an organization.

Scale Digital Innovation with no-

code Configuration



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

End imperEnd imperssonationonation this will take us to admin view where Andy can make his

changes.

2.2. Now let’s go to the right scope to before we start updating the playbook. Go

to the SSccope icope iconon at the top right corner and select CCasase Playbook fe Playbook foror

CComplaintomplaintss

Create meaningful experiences for

your application users



33.. Now let’s update the process. Go to AllAll and type Process automation. Select

PPrrococeesss As Aututomation Deomation Dessignerigner.

4.4. Click on CComplaint Playbookomplaint Playbook that has “Published” status.



INFOINFO

In real life you would use the one in DrDrafaftt status to try and test changes

before publishing

55.. 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.

66.. Click on the thrthree-doee-dot ict iconon beside Research and select AAdd lane afdd lane aftterer.



77.. Type InInvveesstigationtigation under Label and click SSavavee.

8.8. Under Investigation Lane, click on AAdd activitdd activityy. Select UUsser Former Form.



99.. Click on the AAututomationomation tab

1010.. Click on the datdata pill ica pill iconon beside Record. Then click on the arrow beside

TTrigger Crigger Complaint Complaint Casasee. Select CComplaint Complaint Casase Re Rececorordd



INFOINFO

This allows the process dynamically pull data from the current complaint

record that the user is on

11.11. Type padinpadinvveesstigationtigation to the Form View field. Click SSavavee

INFOINFO

Making this change allows the user to see the investigation required

field at the right step of the overall process. padinpadinvveesstigationtigation is a form

view that we have in this instance. The form view may be named

differently.



12.12. Now we will update the complaint status to Under InUnder Invveesstigationtigation when the

user sets the InInvveesstigation Neededtigation Needed checkbox to True Click on AAdd activitdd activityy

under InInvveesstigationtigation Lane. Then select AAututomatomated Updated Update Re Rececorordd

1313.. Type SSeet ct complaint somplaint sttatus tatus to Under Ino Under Invveesstigationtigation to the Label field



14.14. Click on AAututomationomation and click on the data pill icon beside the RRececorordd field

1515.. Click on the litlittle arrtle arrooww as shown on the screenshot



1616.. Select CComplaint Complaint Casase Re Rececorordd

1717.. Click on the FieldsFields and search for SSttageage and select SSttageage



18.18. Select Under InUnder Invveesstigationtigation on the box that appears under SSttageage

1919.. Now we will add a RRun Cun Conditionondition to this step so that it only updates the

complaint status if the RRequirequired Ined Invveesstigationtigation is checked. Click on DeDettailsails tab.



2200.. Click on AAdd Cdd Conditionondition

21.21. Click on the firfirsst fieldt field and click on the litlittle arrtle arrooww beside the CComplaint Complaint Casasee



22.22. Scroll down on the fields section and then select RRequirequirees Ins Invveesstigationtigation

2233.. The system will auto populate the rest of the fields as shown below. Leave

those as is and click on ModifModifyy

224.4. Click Save.



2255.. Finally click on AActivctivatatee. This will activate the new process. It’ll be applied to

new complaints created going forward.

GrGreat job!eat 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.



1.1. On your browser, click on the tab that says Home|SHome|ServicerviceNoeNoww

2.2. Click on WWorkorkspacspaceess and select CSCSM/FM/FSSM CM Configuronfigurable Wable Workorkspacspacee

33.. Click on ++ icon and then select NeNew Cw Complaintomplaint

Test the Complaints Playbook



INFOINFO

This is one of the ways your agents can create new records when they

need to intake an issue.

4.4. You’ll see this screen:

55.. Fill in the details:



Field LField Labelabel VValuealue

Account Boxeo

Contact Julie Lewis

Complaint Type Product

Product ACME Corporation ACME DM

Short Description Product Complaint

Click CContinueontinue

66.. Click on AAssssign tign to meo me



77.. Click on VVeriferify primary primary addry addreessss and then click on MoMovve te to triageo triage

8.8. Once the screen is refreshed, click on Submit fSubmit for ror reevievieww



99.. Once the screen is refreshed, you’ll be in the Research stage of the process.

Click on RReevieview Cw Compleomplettee on the next 4 tasks as shown below:



1010.. 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 NameField Name VValuealue

Requires

Investigation
checked

Work Notes
Upon the research results, this complaint requires

investigation. Please see the previous steps notes for



Field NameField Name VValuealue

more details.

Click on Mark CMark Compleomplettee

11.11. Now let’s check the new stage of the case and verify that the case stage is

automatically updated to Under InUnder Invveesstigationtigation because of the previous step.

Click on DeDettailsails tab. Observe that the Stage is automatically updated to

Under Investigation

CCongrongratulations!atulations! 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 InInvveesstigation Apptigation App that the Legal

Support team will use to execute the investigation.



OvOvervieervieww

In this exercise, we'll see how IT and the business can partner to create applications

to better support our customers.

PPererssonasonas

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.

DeDevvonon

SSamramrahah
BBususineinesss Ps Prrococeesss Owner & Citizs Owner & Citizen Deen Devvelopereloper

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.

Create Investigation App with App

Engine

CitizCitizen Deen Devvelopereloper [sit-uh-zuhn dih-vel-uh-per]



Andy BrAndy Bradyady SSyyssttem Aem Adminisdministrtratatoror

As a ServiceNow System Administrator, Andy's primary

responsibilities involve managing and maintaining the

ServiceNow platform within an organization.



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.

1.1. To get started, navigate to the Employee Center portal and impersonate our

Citizen Developer, DeDevvon Son Samramrahah. 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

NONOTETE

Replace INSTANCENAME with your personal lab instance

2.2. Type Apply fApply for Citizor Citizen Deen Devvelopmentelopment in the HoHow cw can wan we helpe help?? search box and

then click on the Apply fApply for Citizor Citizen Deen Devvelopment - Velopment - V22 option that appears.

Create Request for Citizen

Development

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


33.. Complete the form with the following fields:

ApplicApplication Name:ation Name:

DeDesscribe ycribe your idea in a four idea in a feew sw sententencenceess::

DoeDoes this ins this invvolvolve ane any sy sensensitivitive/PII date/PII data?a?

Complaints Investigation

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.

No



WWho arho are the use the userers that will havs that will have ace accceesss ts to the dato the data in the applica in the applicationation??

Once your form is complete, click SubmitSubmit

4.4. 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 ImperEnd Imperssonationonation.

All of the Complaints Investigation department
including management.



55.. Now back on our platform landing page, click on AllAll and search for AppApp

EngineEngine in the filter nav. Choose App Engine Mangement CApp Engine Mangement Cententerer from the

options. AEMC loads in a new browser tab.



66.. 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 11 just above the word IntIntakakee.



77.. We see there our request from Devon. Click on the number beginnging with

RITMRITM to view it

NONOTETE

Your RITM number may vary from what is in the screenshot

8.8. 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 DeDevvelopmentelopment from

DeDevvelopment Inselopment Insttancancee and CrCreateate/edit applice/edit applications (AES Uations (AES Usser Grer Group)oup) from

the PPermisermisssion tion typeype field.



99.. Once complete, save the reqest 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 ImperImperssonatonate Ue Usserer. Choose Devon Samrah from the list.



Click ImperImperssonatonate Ue Usserer 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.



1.1. Type app engine sapp engine studiotudio in the FiltFilter Navigater Navigatoror and then click on the AppApp

Engine SEngine Studiotudio link. App Engine SApp Engine Studiotudio will open in a new browser tab

Create Application in App Engine

Studio





2.2. Once App Engine Studio opens click the CrCreateate appe app button in the upper right

of the screen.

NOTE: if you get a GeGettting Sting Sttarartteded message, you can close it.

33.. Enter the following for each field:

NameName

DeDesscripcriptiontion

Complaints Investigation

This app is designed to streamline customer
complaint investigations



4.4. App Engine Studio will create default roles for adminadmin and ususerer of our

application. Users assigned these roles will be members of the team

responsible for investigating the complaints. Accept the default adminadmin and

ususerer roles and select CContinueontinue.



55.. Select the Go tGo to app daso app dashboarhboardd option once the app is created.

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.



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.

1.1. On the app homepage, click on ++AAdddd next to DatDataa.

2.2. Select ImporImport a sprt a spreadseadsheeheett and then the CContinueontinue on the next screen

Create Application Data Model



33.. Click DrDrag and drag and drop or brop or broowwsse te to upload spro upload spreadseadsheeheett. Download this file:

ComplaintsInvestigationImport.xlsx and upload the file to the instance.

4.4. Check the ImporImport sprt spreadseadsheeheet datt dataa checkbox and click CContinueontinue

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


55.. On the next screen, keep the default option of A neA new tw tableable and choose

CrCreateate fre from an eom an extxtensensible tible tableable then click CContinueontinue

66.. Search in the TTableable field for CusCusttomeromer and choose TTasaskk from the list. Click

CContinueontinue



77.. Set the TTable labelable label field to CComplaint Inomplaint Invveesstigationtigation Select AAututo numbero number Set

the PPrreefixfix field to CMPLINVCMPLINV



INFOINFO

Setting the Prefix allows us to distinguish our tasks from records created

that are also extended from the Customer Service Task table.

8.8. The next step is to setup permission for the Complaint Investigation table.

Assign full permissions to the admin role by selecting AllAll. Select the CrCreateatee,

RReadead and WWritritee permissions for the user role. When finished, click CContinueontinue.

99.. Now, we wait for the platform to create our table. Select CContinueontinue once the

table is created to move on to mapping our imported data to the

appropriate fields.



1010.. 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

11.11. Scroll through the list to ensure all your fields are accounted for. You'll notice

that GrGroupoup is not associated with the AAssssignment Grignment Groupoup field on our table.

Drag and drop it from the left side to the right next to the AAssssignment Grignment Groupoup

field.



12.12. We also need to associate these existing complaint investigations with the

cases they are related to. Scroll down until you see the PPararentent field on the

right. Click the magic wand icon on the right of the field then the small arrow

next to SSourourccee and choose the CComplaint Complaint Casasee option from the menu.

INFOINFO

This is referred to as 'dot-walking'.

1313.. Click CContinueontinue



14.14. Click DoneDone once the table has been created to return to the App Home.

1515.. Let's check our table to make sure the data is mapped correctly. You should

see our newly created CComplaintomplaints Ins Invveesstigationtigation table listed under DatDataa. Click

on the PPrreevievieww link

1616.. Your screen should look similar to the one below



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

Engine Studio

1717.. Next, let's focus on the data we want to be shown on the screens when

viewing these investigation records. In App Engine SApp Engine Studiotudio, click on the table

and click on FormsForms at the top of the screen to open Form BForm Builderuilder

18.18. To make this form more useful for us, remove the CConfiguronfiguration Itation Itemem field by

hovering over the field and clicking on the XX that appears



1919.. Now we'll add some fields that help us with our investigation process. On the

AAdd fdd form elementorm elementss side bar, search for the AAssssignment Grignment Groupoup field and drag/

drop it on the form. Repeat the process for CContontactact and save your form once

complete. Your form should look similar to below

2200.. Let's also rename the PPararentent field so it is more meaningful for our process.

Click on the PPararentent field and change the LLabelabel field in the right configuration



section to say CComplaint Complaint Casasee and click SSavavee

INFOINFO

This label change will only be reflected in our Complaint Investigation

table and will not impact the rest of the platform.

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!



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.

1.1. On the app homepage, click on ++AAdddd next to ExperiencExperiencee.

2.2. Select WWorkorkspacspacee from the next screen and then BeginBegin

Create Investigations Workspace



33.. Leave everything as default on the next screen



4.4. Ensure CComplaint Inomplaint Invveesstigationtigation is listed as the PPrimarrimary ty tableable. For SSececondarondaryy

ttableabless, choose CComplaint Complaint Casasee so we can see those on our workspace as

well



55.. Once the Workspace has been completed, click DoneDone

66.. Back on our App Home page, click on PPrreevievieww next to our new Complaints

Investigation Workspace.



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

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

8.8. Let's use Workspace Builder to configure this workspace to our needs. Click

EEditdit at the top of the screen



99.. Click the My TMy Tasaskkss component then click the CConfiguronfiguree button

1010.. On the CConfiguronfigurationation pane that appears, find the Header and borHeader and borderder section

and click the down arrow to expand it. Change the CharChart titlet title to MyMy

InInvveesstigationstigations then click SSavavee



11.11. 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.



DDANGERANGER

Before we move on SSAAVE YVE YOOUR WUR WORKORK!

12.12. 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 AAdd nedd new elementw element at the top and choose DatData visa visualizualizationation



1313.. The new component will be added to the bottom of the workspace by



default. Drag it up just above My WMy Workork and resize it to match the My WMy Workork list

below.

14.14. Now let's configure the new widget. On the configuration pane, choose

VVerertictical Baral Bar from the VVisisualizualization tation typeype list.



1515.. Find and expand the Header and borHeader and borderder section. For the CharChart Titlet Title enter:

Complaint Cases by Account



1.1. Under the DatDataa section, click AAdd datdd data sa sourourccee



1717.. On the AAdd datdd data sa sourourccee page, search for CComplaint Complaint Casasee and click on the

option when it appears.



18.18. Under PPrredeedefined cfined conditionsonditions choose CComplaintComplaintCasaseess..OpenOpen and click RRunun.

Ensure that data is displayed then click AAdd this sdd this sourourccee

1919.. Save your work and click Exit editing modeExit editing mode



INFOINFO

Before saving, it may be necessary to do some resizing of the

compomnents on the screen. Feel free to do so as needed.

2200.. Your dashboard should look similar to the screenshot below

21.21. 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 HomeApp Home screen, find your workspace

under the ExperiencExperienceess section, click the ...... on the right and click EEditdit

22.22. This takes us to WWorkorkspacspace Be Builderuilder. Click on GeGet st sttarartteded if you get a pop-up

screen welcoming you. At the top under RRececorord paged pagess click on CComplaintomplaint

InInvveesstigationtigation

2233.. Click on RRececorord ded dettailsails in the left panel then toggle AActivitctivity Sy Strtreameam in the

right panel. You should see a message indicating that we have successfully

activated the activity stream



ThatThat''s it!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.



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!

1.1. If you haven't done so already, close your workspace and go back to your

App Engine Studio window. In the LLogic and Aogic and Aututomationomation section, click on AAdddd

2.2. 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 FloFloww from the options

Create Flow in Flow Designer



33.. 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 BBuild fruild from som scrcratatchch



4.4. Set the following values for your new flow and click CContinueontinue:

Name:Name:

DeDesscripcription:tion:

55.. On the SucSuccceesss! Ys! Your floour flow is rw is readyeady screen, click EEdit this flodit this floww

Complaint Investigation Flow

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



66.. This will open FloFlow Dew Dessignerigner where we can define our trigger and our resultant

actions in our workflow. Click AAdd a triggerdd a trigger



77.. Choose CrCreateated or Updated or Updateded in the dropdown.

8.8. To complete the trigger confguration, set the following values and click DoneDone:

Field NameField Name VValuealue

Table Complaint Case [sn_complaint_case]

Condition Requires Investigation is True



99.. Now that we know when our flow is going to execute, let's tell it what we want

it to do. Under AActionsctions click the + A+ Add an Add an Action, Floction, Flow Lw Logicogic, or Sub, or Subflofloww then

click AActionction



1010.. In the SSearearch Ach Actionsctions field, type CrCreateate Re Rececorordd and choose the CrCreateatee

RRececorordd option listed in the right column

11.11. Set the Table field to our CComplaint Inomplaint Invveesstigationtigation table we created in our first

exercise in App Engine Studio. Then set the FieldsFields as shown below then click

DoneDone when complete:

NONOTETE

Values highlighted in bold below indicate we are dot walking to the

fields we need in our workflow

Field NameField Name VValuealue

Complaint

Case

TTrigger - Rrigger - Rececorord Crd Createated or Updated or Updated - Ced - Complaint Complaint Casasee

RRececorordd



Field NameField Name VValuealue

Subject
Investigation required for TTrigger - Rrigger - Rececorord Crd Createated ored or

UpdatUpdated - Ced - Complaint Complaint Casase Re Rececorord - Numberd - Number

Description
TTrigger - Rrigger - Rececorord Crd Createated or Updated or Updated - Ced - Complaint Complaint Casasee

RRececorord - Shord - Short Det Desscripcriptiontion

Contact
TTrigger - Rrigger - Rececorord Crd Createated or Updated or Updated - Ced - Complaint Complaint Casasee

RRececorord - Cd - Contontactact

Assignment

Group
Complaints Investigation

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

12.12. 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 + A+ Add an Add an Action, Floction, Flow Lw Logicogic, or Sub, or Subflofloww button under

the action we just created then click AActionction

1313.. This time we're looking for the AAdd Cdd Comment Tomment To To Tasaskk action. In the Search

field, type AAdd cdd commentomment and select the option that appears under the

CusCusttomer Somer Servicervicee spoke



14.14. Complete the action with the following values then click DoneDone:

NONOTETE

Values highlighted in bold below indicate we are dot walking to the

fields we need in our workflow

FieldField

NameName
VValuealue

Task

[task]

TTrigger - Rrigger - Rececorord Crd Createated or Updated or Updated - Ced - Complaint Complaint Casasee

RRececorordd

Comment
Created investigation task: 1 - Cr1 - Createate Re Rececorord - Cd - Complaintomplaint

InInvveesstigation Rtigation Rececorord - Numberd - Number

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

1515.. Time to test! SSavavee your flow and click the TTeesstt button at the top of the screen.



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

NONOTETE

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

guide.

1616.. To view your test results, click the link on the pop-up



1717.. 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 back and take a look at

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

successful, you should see TTeesst Rt Run - Cun - Compleompletteded at the top of your screen



18.18. Finally, let's see what this looks like for Devon in her new Workspace. Go back

to App HomeApp Home and Preview the Workspace again.

1919.. Notice there is now an unassigned Investigation for Devon awaiting her on

the workspace homepage. Click on the 11 under UnasUnasssigned Inigned Invveesstigationstigations to

view the list of investigations that are unnassigned



2200.. 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!

That's it! You've successfully created automation necessary to create a new

investigation when a complaint case requires investigation.

NONOTETE

Next Steps for DeDevvonon:

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.



Click here to download Lab Guide PDF

Download Lab Guide PDF

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

	Audience
	Audience

	Service Definition of Terms
	Personas
	Task types

	CSM Agent Workspace Overview
	Overview
	Personas

	Preventing important cases from falling through the cracks
	Modifying agent availability
	Complaint App Overview Demo
	Overview
	Personas
	Experience URL

	Customer Experience
	Customer Service Agent Experience
	Reporting
	Personas

	Streamlined Insights - Enhancing Service Manager Data Reporting
	Scale Digital Innovation with no-code Configuration
	Overview
	Personas

	Create meaningful experiences for your application users
	Test the Complaints Playbook
	Create Investigation App with App Engine
	Overview
	Personas

	Create Request for Citizen Development
	Application Name:
	Describe your idea in a few sentences:
	Does this involve any sensitive/PII data?
	Who are the users that will have access to the data in the application?

	Create Application in App Engine Studio
	Create Application Data Model
	Create Investigations Workspace
	Create Flow in Flow Designer
	Name:
	Description:

	Download Lab Guide PDF

