
TToday'oday's Goalss Goals

In today's lab, you will be granted access to your own temporary ServiceNow instance

to use for the duration of the day.

Our goals for this workshop are to allow you to:

1.1. Gain valuable experience through hands-on exercises with App EngineApp Engine

SStudiotudio.

2.2. Convert a real-world use case with process bottlenecks to a streamline, cross

enterprise workflow.

33.. Take back to your organization the knowledge of how you can make your

world of work better.

2. Lab Goals
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OvOvervieervieww

Today, you step into the shoes of a ServiceNow Developer, tasked with transforming a

critical business process. The best part? You don't need a technical background to

succeed. With the power of App EngineApp Engine, you'll see how anyone can master this task

without prior application development knowledge.

BackBackgrgroundound

Meet Amanda, an employee in the government's Office of Regulatory Affairs.

Amanda's team handles various requests and cases, with a specific focus on

authorizing and equipping employees for remote work, also known as TTeleelewworkork

CCasaseess. Currently, employees follow a cumbersome process: they print a PDF form, fill it

out by hand, scan it, and then email it to Amanda's team. This manual process is

time-consuming.

Once the requests reach Amanda's team, they rely on a shared email inbox and a

spreadsheet to manage them. Unfortunately, this disjointed approach leads to

inefficiencies and poses security risks, as these cases involve three departments: the

employee’s department, HR, and IT.

CurrCurrent tent tools being leools being levvereragedaged

• PDF / WPDF / Worord Form:d Form: A PDF form to fill the details about the request

• EmailsEmails:: They send the request in PDF format via email, receive submissions, and

communicate task updates.

• SprSpreadseadsheeheet:t: A shared spreadsheet tracks approvals and tasks across

departments, including IT requests for remote access and HR safety and

management updates for Telework cases.

3. Use Case



ChallengeChallengess

This fragmented system results in:

• WWasastted Time:ed Time: Amanda's team struggles to coordinate and communicate

effectively.

• UnnecUnneceessssarary Firy Fireefighting:fighting: They often find themselves tackling urgent issues to

prevent security and safety concerns.

• SSttafaff Bf Burnout:urnout: The workload focuses on immediate crises, leading to staff

burnout.

• PPoor Voor Visisibilitibility:y: Departments lack clear visibility into the status of their work.

Amanda sought help from the IT department, but their plate is full. However, Amanda

has gained access as a Citizen Developer to the organization's ServiceNow

development instance.

Your mission, should you choose to accept it, is to step into Amanda's role and create

a solution to efficiently manage cross-departmental work. Let's make her world of

work better...

HoHow will yw will you tou tackle this challengeackle this challenge? W? What shat solutions colutions can yan you enou envisvisionion??



Before Amanda embarks on her Citizen Developer journey on ServiceNow's App

Engine, she wants to make sure she is well-prepared.

Here's a checklist the I.T Department gave her to help guide her through the

necessary steps:

INFOINFO

Remember, this is a fictitious scenario, but the guidance below is very much like

the type of guidance you are likely to receive at your company before building

your own app for the first time.

💡💡 P Prreewwork tork to So Sttarart Yt Your Citizour Citizen Deen Devveloper Jeloper Journeourney ony on

SServicerviceNoeNoww

1.1. LisList Yt Your Datour Data:a: Start by making a list of the data you'll need to track. For

example, think about the categories of work you want to manage.

2.2. SSeek Helpeek Help:: If you have any questions or need assistance, reach out to the

internal MS Teams group "TransformNow".

33.. DatData Ta Trransansition:ition: If you're currently using a spreadsheet to manage your data,

make a copy and keep only the data that is essential. See the "Don'ts" section

for data that ServiceNow will manage for you.

4.4. RRececorord Pd Prroducoducer:er: Utilize a record producer to create a form quickly and reuse

any relevant question sets.

4. Planning



55.. TTasask Management:k Management: If your case workers need to create and manage tasks

related to cases, add the related list "Task→Parent" to your form. Learn more

in the documentdocumentationation .

66.. EEducducational Rational Reessourourcce:e: Take time to complete the NowLearning course

IntrIntroduction toduction to App Engine So App Engine Studio ftudio for Citizor Citizen Deen Devvelopereloperss .

DonDon''ttss

Here are a few things you should avoid doing as you start your Citizen Developer

journey:

1.1. HandsHands-Of-Off Datf Data:a: You don't need to create or import the following data, as

ServiceNow will handle it for you:

•• Approval tracking data, such as approval status and dates.

•• Dates related to the case, such as submission dates.

Amanda has already prepared a list of the key data her team is tracking, and she's

excited to get started.

https://docs.servicenow.com/csh?topicname=add-embedded-lists-form.html&version=latest
https://nowlearning.servicenow.com/lxp/en/app-engine/app-enginename?id=learning_course_prev&course_id=9f7c9a16874cb9d8f40fc95d0ebb35f8


LLeett''s maks make se surure ye you havou have ee evvererything yything you need tou need to geo get st sttarartted.ed.

Before beginning the lab exercies, you should have the following:

• A ServiceNow instance URL and credentials.

• Download the lab files: TTeleelewwork_ork_LLabab__FileFiless.zip.zip

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

• File 1: App_Logo.png

• File 2: Form_Annotation.docx

• File 3: Telework_Data.xlsx

5. Takeoff Checklist 🚀

https://creatorworkflowsnow.github.io/assets/files/Telework_Lab_Files-7eda0dada2f27910e5871432a812cb9c.zip


In the first exercise of the lab, BBuild the Foundationuild the Foundation, you will create your app, import

data into it, and begin configuring the forms that will be used on the backend to view

the requests.

1. Build the Foundation: Overview



OvOvervieervieww

In the use case story for this lab, Amanda and her team of fulfillers have been

tracking the Telework Case requests in a spreadsheet called

Telework_Data.xlsx .

Review the spreadsheet so that you understand the data you will be converting to a

digital experience in a ServiceNow application.

InsInstructionstructions

1.1. Open the file Telework_Data.xlsx on your local laptop.

2.2. Notice that it has three separate sheets in it.

33.. •• Click on the the first sheet "ArrArrangementangement".

•• Users select these to specify what type of Telework they need.

1.1 Review the input data



4.4. •• Click on the second sheet "JusJustifictificationation".

•• Users select these to specify why they need to Telework.

55.. •• Click on the third sheet "TTeleelewwork Cork Casasee".

•• These are the different Telework Cases Users have submitted.

•• It contains references to the first two tables.

66.. Close the spreadsheet.

ExExererciscise Re Rececapap

It is always a good idea to understand the data that you will be converting to an



application before beginning development work.



OvOvervieervieww

In this exercise, you'll create a scoped application named "Telework Case

Management" in ServiceNow.

A scoped application, or "app" for short, acts as a container for all the assets that

constitute an application, including tables, forms, flows, and security features.

Only the Owner of the application and invited Collaborators can make changes in

the app.

InsInstructionstructions

1.1. GeGettting Sting Sttarartted Dialog:ed Dialog: If the "Getting Started" dialog appears, close it by

clicking the GeGet St Sttarartteded button.

1.2 Create the Application



2.2. App Engine SApp Engine Studio Homepage:tudio Homepage: Once you close the dialog, you'll be on the

homepage of App Engine Studio. Here, you can:

•• Create new applications or extend previously developed ones.

•• Explore various pre-built templates to address common business

challenges.

Feel free to return here later to review the capabilities offered by these

templates.

33.. CrCreateate the Appe the App::

•• Click the CrCreateate Appe App button.

4.4. CCompleomplette the Form:e the Form:

•• Fill out the form with the following details:



FieldField VValuealue

NameName Telework Case Management

DeDesscripcriptiontion
Manage Telework requests across

departments

•• Upload the AppApp__LLogoogo.png.png file you downloaded.

•• Click CContinueontinue .

55.. RRoleoless::



•• In the "Let's add roles" screen, click CContinueontinue .

66.. Go tGo to App Daso App Dashboarhboardd:

•• Click Go tGo to app daso app dashboarhboardd .



ExExererciscise Re Rececapap

Congratulations! You've successfully created a ServiceNow application named

"Telework Case Management."

In the following exercises, we will build upon this foundation by adding data,

experiences, logic, and security to make this application truly functional.



OvOvervieervieww

In this exercise, we will import data from the Telework_Data.xlsx spreadsheet

directly into new tables.

InsInstructionstructions

1.1. CloClosse the guided te the guided tourour..

•• Check "Don't show me this again"

•• Click the 'X' in the corner.

2.2. Next to DatDataa, click ++AAdddd .

1.3 Import data



33.. •• Select "Import a spreadsheet".

•• Click CContinueontinue .

4.4. •• Drag and drop the file Telework_Data.xlsx onto the box

NONOTETE

If you have trouble with the drag and drop, just click '..browse to

upload a spreadsheet' and select the file.



•• Click CContinueontinue .

LLookooks liks like the spre the spreadseadsheeheet has multiple wt has multiple workorkssheeheettss..

55.. Start with the Arrangement worksheet.

•• Check 'Import spreadsheet data'.

•• Click Convert to
table

.

66.. Leave 'A new table' selected.



•• Click CrCreateate nee new tw tableable.

•• Click CContinueontinue .

77.. SSeet the Display field ft the Display field for the tor the tableable..

•• Click the chevron at the end of the CCodeode row to expand options.



•• Check the DisplayDisplay checkbox under CCodeode.

•• Click CContinueontinue .

INFOINFO

• The DisplayDisplay field is the one that appears when referencing this record from

another table. Each table can have only one field marked as the DisplayDisplay

field.

• For example, if you reference this table in a dropdown, it will display the



Code and not the Description.

• Fields are also known as table columns.

8.8. TTable Lable Labelabel:

•• Set the "Table label" to Arrangement .

•• Click CContinueontinue .

•• Notice that "Table name" has been auto-populated with 'arrangement'.

•• Click CContinueontinue again.

TIPTIP

• Always give your table a singular name and not plural. ServiceNow will



automatically make it plural when viewing multiple records.

• For example, if you name the table 'Arrangements', then later you will see it

in ServiceNow as 'Arrangementss' with two s's.

99.. SSeet the Tt the Table Pable Permisermisssionsions..

•• For the adminadmin role, check "All".

•• For the ususerer role, check "Read".

•• Click CContinueontinue .



NeNext imporxt import thet the Justfication wworkorkssheeheet.t.

1010.. Click the chevron next to 'Justification'.

11.11. •• Check 'Import spreadsheet data'.

•• Click Convert to
table

.

12.12. Leave 'A new table' selected.

•• Click CrCreateate nee new tw tableable.



•• Click CContinueontinue .

1313.. Click the chevron to expand options.



14.14. •• Check Display.

•• Click CContinueontinue .

1515.. TTable Lable Labelabel:

•• Set the "Table label" to Justification .

•• Click CContinueontinue .



•• Notice that "Table name" has been auto-populated with 'justification'.

•• Click CContinueontinue again.

1616.. SSeet the Tt the Table Pable Permisermisssionsions..

•• For the adminadmin role, check "All".

•• For the ususerer role, check "Read".

•• Click CContinueontinue .



NeNext imporxt import thet the Telework Case wworkorkssheeheet.t.

1717.. Click the chevron next to 'Telework Case'.

18.18. •• Check 'Import spreadsheet data'.

•• Click Convert to
table

.



DDANGERANGER

Pay close attention to the next step!

1919.. Leave 'A new table' selected.

•• Click CrCreateate fre from an eom an extxtensensible tible tableable.

•• Click CContinueontinue .

2200.. SSelect the Telect the Tableable:

1.1. Click in the search box.

2.2. Click on the TTasaskk table.

33.. Click CContinueontinue .



21.21. TTable Cable Configuronfigurationation:

•• Set the "Table label" to Telework Case .

•• Check 'Auto number'.

•• Click CContinueontinue .

22.22. SSeet Pt Permisermisssionsions:



•• For the adminadmin role, check AllAll.

•• For the ususerer role, check AllAll and uncheck DeleDelettee.

•• Click CContinueontinue .

In the neIn the next sxt sttepepss, y, you will matou will match fields frch fields from yom your imporour import with the fields on yt with the fields on your neour newlywly

eextxtended tended tableable. Y. You’ll havou’ll have an oppore an opportunittunity ty to cro createate nee new fields frw fields from yom your imporour import int in

the nethe new tw tableable..



SSOOURCE: TELEWURCE: TELEWORK_ORK_CCAASSESES.XL.XLSSXX

• On the left side of the page are the source fields from the spreadsheet.

• The system was able to AAututo mapo map some of the fields with matching names

in the Target table.

• AAututo mappedo mapped fields have a checkmark next to them.

TTARGETARGET: TELEW: TELEWORK CORK CAASSEE

• On the right side of the page are the target fields in the TTeleelewwork Cork Casasee

table.

• When the system was able to AAututo mapo map a field, it added a Data pill from

the Source table.



CCAAUTIONUTION

• On the left side of the screen, you can see that some of the spreadsheet

columns do not exist in the target table.

• You will create these new fields in the next few steps.

2233.. AAdd the the misdd the the misssing fieldsing fields..

•• Click the AAdd Fieldsdd Fields link on the right.



You will be given the option to 'Add fields from your import to the target

table'.

Days per week is ok as an integer. Do noDo not do ant do anything tything to it.o it.



224.4. ModifModify Field Ty Field Typeype: Change 'Justification' from String to Reference .

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

pencil icon.

2.2. Click "String" under Field tField typeype and change it to RReeffererencencee.

33.. In 'Reference table', type just .

4.4. Click the Justification table in the search results.



55.. Click UpdatUpdate fielde field

NONOTETE

• A Reference field points to another table. You want the

Justification fieldfield to point to the the Justification ttableable created

earlier.

2255.. ModifModify Field Ty Field Typeype: Change Arrangement from String to Reference .

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

pencil icon.

2.2. Click "String" under Field tField typeype and change it to RReeffererencencee.



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

ArrArrangementangement in the drop-down.

4.4. Click UpdatUpdate fielde field .

2266.. FinisFinish adding neh adding new fieldsw fields..

•• Click AAdd fieldsdd fields to add the new fields to the Target table.



Each field on the left side of the page should now have a checkmark beside of it like

below. If not, please review previous steps or ask an instructor for assistance.



2277.. Click CContinueontinue in the bottom right.

228.8. Click Edit tables .

ExExererciscise Re Rececapap

Well done! You've have imported the spreadsheet used by Amanda and her team to

track Telework Cases into three new tables.

The Telework Case table references the Justification and Arrangement
tables. This will help ensure data input consistency.



Since Justification and Arrangement are standalone tables, you can easily

add or remove entries in production. This means the choices can be adjusted without

the need to deploy a new version of the application.



OvOvervieervieww

Table Builder is a powerful tool for designing and customizing tables, forms, and form

elements within ServiceNow. In this exercise, you will learn how to edit the Telework

Case table using the SprSpreadseadsheeheett view in the DatDataa tab of Table Builder.

Additionally, you will explore the FieldsFields view to modify the table properties and

structure.

InsInstructionstructions

1.1. •• Click the Arrangement tab.

•• Close the WWelcelcome tome to To Table builderable builder pop-up by clicking the 'X' in the

corner.

•• You can see the Arrangement worksheet was successfully imported

into the new Arrangement table.

•• Close the Arrangement tab.

1.4 Data in Table Builder



2.2. •• Click the Justification tab.

•• Close the WWelcelcome tome to To Table builderable builder pop-up by clicking the 'X' in the

corner.

•• You can see the Justification worksheet was successfully imported

into the new Justification table.

•• Close the Justification tab.

33.. You should now be on the Telework Case tab. (If not, click on it.)

•• Close the WWelcelcome tome to To Table builderable builder pop-up by clicking the 'X' in the

corner.

4.4. Check the 'Do not show again' option and then click the 'x' to dismiss the next

pop-up.



INFOINFO

The default view in Table Builder is the "Spreadsheet" view.

In this view, you can view and edit data.

55.. RRearrearrange the cange the columns displayolumns displayed.ed.



1.1. Click Manage cManage columnsolumns.

2.2. Scroll down and check the box next to 'Number'.

TIPTIP

The button with eight dots is called the Handle icHandle iconon.

33.. Click and hold the Handle IcHandle Iconon next to 'Number', and drag to the top of

the list.



4.4. Click ApplyApply .

INFOINFO

You can reorder columns through drag-and-drop with the Handle icHandle iconon.

If you rearrange the columns in spreadsheet view, the system will retain this

personalized view of the column layout for you.

In the neIn the next fxt feew sw sttepepss, y, you will sou will seet the det the deffault cault columns folumns for eor evvererywherywhere else else in thee in the
applicapplication.ation.

66.. Click 'Preview' in the top right.



CCAAUTIONUTION

You are seeing a perperssonalizonalizeded layout of the columns that you set up with

Spreadsheet view.

77.. RReesseet yt your perour perssonalizonalized lised list viet view tw to the Deo the Deffault vieault vieww..

•• Click the Gear cog icon.



NoNotte that ye that you arou are in the 'Pe in the 'Pererssonalizonalize Lise List Ct Columnsolumns' pop-up' pop-up..

•• Click RReesseet tt to co column deolumn deffaultaultss

INFOINFO

The purpose of setting and then resetting a Personalized list view was to teach

you the difference between your personal list view and the Default view that

everyone else would see.



SSeet the Det the Deffault vieault view fw for all Uor all Usserers in the ss in the syyssttem.em.

8.8. •• Click the three dots to the right the word 'Priority' in the first column.

•• Click 'Configure'

•• Click 'List Layout'

99.. •• Search for 'Number' on the left side.

•• Click it.

•• Click the right chevron to move it to the right side.



99.. Click the up chevron to move 'Number' to the top of the list.

1010.. Arrange the right hand side to have these fields in the following order. (You

may need to move some of the fields back to the left side.)

•• Number

•• Short description



•• Priority

•• Opened by

•• Assigned to

RESULRESULTT

11.11. Click SSavavee .

RESULRESULTT



12.12. Close the 'PPrreevieview - Tw - Teleelewwork Cork Casasee' tab.

1313.. SSwitwitch tch to the 'Fieldso the 'Fields' vie' view ow of Tf Table Bable Builderuilder..

•• Click the three dots next to DatDataa and select 'Fields.'

14.14. Hide theHide the Task fields and only viefields and only view cusw custtom fields rom fields relatelated ted to 'To 'Teleelewwork Cork Casasee.'.'

INFOINFO

The dark gray rows are fields that exist on the Task table that we are

inheriting in our table Telework Case table.

•• Click FiltFilter oper optionstions..

•• Choose 'Hide extended fields.'



Now you can easily see only the custom Fields related to the Telework

Case table.

ExExererciscise Re Rececapap

In this exercise, you've learned how to use TTable Bable Builderuilder to view and edit data in the

SprSpreadseadsheeheet viet vieww and configure your Fields in the Fields vieFields vieww. The next exercise will

involve using the FormForm feature to view and customize the form used to display

individual records (rows) within the table.

For more information and advanced capabilities, you can refer to the

ServiceNow Product Documentation: Table Builder .

https://docs.servicenow.com/csh?topicname=tb-landing-page.html&version=latest


OvOvervieervieww

The FormsForms tab in Table Builder is your canvas for visually creating, configuring, and

customizing form views for your fulfillerfulfiller users without the need to navigate between

different tools.

In this exercise, we will focus on creating a new default form unique to the Telework

Case table.

This form view is the 'back-end' view that will be visible in the Platform to the fulfillerfulfillerss

working on the Telework Cases.

The fulfillerfulfillerss have asked that the following fields be added to the form:

• Opened by

• Arrangement

• Days per week

• Justification

InsInstructionstructions

1.1. Click the FormsForms button in the center of the page.

1.5 Configure Telework Case Form



This is the default form view inherited from the Task table, which we'll

customize for the Telework Case table.

2.2. AAdd the 'dd the 'Opened bOpened by' field ty' field to the fo the form.orm.

1.1. Hover your cursor above the field 'Assigned to' until the "+Add" button

appears and click the button.



2.2. Type opened by in the search box and click on 'Opened by'.

RReessult:ult: The Opened bOpened byy field has been added to the form.



One field added. Three to go...

• Opened by

• Arrangement

• Days per week

• Justification

33.. AAdd the 'Arrdd the 'Arrangementangement' field t' field to the fo the form.orm.

1.1. Hover your cursor below the field 'Assigned to' until the "+Add" button

appears and click the button.

2.2. Type arrangement in the search box and click on 'Arrangement'.



RReessult:ult: The ArrArrangementangement field has been added to the form.

Two fields added. Two to go...

• Opened by

• Arrangement

• Days per week

• Justification



4.4. AAdd the 'Daydd the 'Days per ws per week' field teek' field to the fo the form.orm.

1.1. Hover your cursor below the field 'State' until the "+Add" button appears

and click the button.

2.2. Type days per week in the search box.

33.. Click on 'Days per week'.

RReessult:ult: The DayDays per ws per weekeek field has been added to the form.

Three fields added. One to go...

• Opened by

• Arrangement

• Days per week



• Justification

55.. AAdd the 'dd the 'JusJustifictificationation' field t' field to the fo the form.orm.

1.1. Hover your cursor below the field 'Arrangement' until the "+Add" button

appears and click the button.

2.2. Type justification in the search box.

33.. Click on 'Justification'.

RReessult:ult: The JusJustifictificationation field has been added to the form.

All four fields have been added to the form. The fulfiller usfulfiller usererss should be happy with

the new form.



• Opened by

• Arrangement

• Days per week

• Justification

66.. Click the three dots to the right of DeDeffault vieault vieww, then click Configure related

list (UI16 and earlier).

77.. Move 'Approvers' from the left side to the right side. Then click SSavavee .

8.8. Close the 'Related Lists' tab.



99.. SSavave ye your wour work.ork.

•• Click SSavavee in the top right.

99.. SSwitwitch back tch back to the 'Dato the 'Data -> Spra -> Spreadseadsheeheett' vie' vieww..

1.1. Click the three dots next to the DatDataa pill.

2.2. Click SprSpreadseadsheeheett.

1010.. Click the escape-hatch icon next to a record to open it.



11.11. CConfirm the neonfirm the new fw form matorm matcheches the rs the requirequirementements frs from the fulfiller usom the fulfiller usererss..

•• Check out the new form for the Telework Case table.

•• It now should have the four fields requested by our fulfillerfulfiller users on the

form.

•• Opened by

•• Arrangement

•• Days per week

•• Justification

If you don't see the fields on the form, please review the previous steps or ask

your instructor for assistance.



YYou cou can alsan also ado adjusjust the fields that st the fields that shohow in the activitw in the activity hisy histtororyy..

12.12. Click the funnel button to the right of the 'Activities' box.

1313.. Click 'Configure available fields'.



14.14. Click 'Active', then press CTRL+A (CMD+A on Mac) to select all, then move all

of the fields to the right side by clicking the right chevron.



1515.. Click SSavavee .

NoNow Amanda and her tw Amanda and her team will be able team will be able to so see a running activitee a running activity log oy log of anf anyy
fields that change on the Tfields that change on the Teleelewwork Cork Casase re rececorordsds. T. Typicypicallyally, y, you wou would noould not addt add
all oall of thef thesse fieldse fields, but this mak, but this makees the lab eass the lab easierier..

1616.. Close the Record tab.



1717.. Close the DatData Ta Table and Formsable and Forms tab.

YYou sou should nohould now be on thew be on the App HomeApp Home pagepage..

ExExererciscise Re Rececapap

In this exercise, we learned how to modify the form view for our Telework Case table.



In Section 1, 'Build the Foundation" you grasped the platform's core concepts, learned

how to create tables, import data, customize forms, and set the stage for further

development. Now, you're equipped with the fundamental knowledge required for

working effectively with ServiceNow.

Stay tuned for Section 2, where we'll dive deeper into the platform's capabilities and

continue your journey toward becoming a ServiceNow expert.

1. Build the Foundation: Review



In the Use Case story we are following, Amanda's team wants to replace the paper

form that users have to submit to Telework.

In this exercise, we will create a digital form for users to submit new Telework Case

requests from an end user portal.

TIPTIP

The form you will create is called a RRececorord Pd Prroducoducerer in ServiceNow terminology.

When a requester user submits the Record Producer form, a new Telework Case

should be created and routed to their manager for approval in ServiceNow.

2. User Experience: Overview



OvOvervieervieww

The first set of requirements for the RRececorord Pd Prroducoducerer form concern where the Telework

requests get created. They should get created on our 'Telework Case' table.

We also need to present the RRececorord Pd Prroducoducerer in an easy to use portal for the

rrequeequesstterer users.

Follow the instructions below to learn to create a RRececorord Pd Prroducoducerer that fulfills the

requirements above.

InsInstructionstructions

1.1. Click the ExperiencExperiencee tab.

2.2. Click ++AAdddd .

2.1 Create the Request Form



33.. Click RRececorord Pd Prroducoducerer.

INFOINFO

A Record Producer is a specific type of Catalog Item that allows end users to

create records from a Service Catalog.



4.4. Click BeginBegin .

55.. LLeett''s ss seet up yt up your rour rececorord prd producoducerer..

•• Set the following values, then click CContinueontinue .

NameName Apply for Telework

ShorShort det desscripcriptiontion Use this form to apply for Telework

66.. Click on the Edit record producer button.



77.. The RThe Rececorord Pd Prroducoducer deer desstination will be thetination will be the Telework Case ttableable..

1.1. Click on DeDesstinationtination

2.2. Type TTelel.

33.. Select the TTeleelewwork Cork Casasee table.



4.4. Click CContinue tontinue to Lo Lococationation .

CCAATTALALOGOGS AND CS AND CAATETEGORIESGORIES

Just like in real life, a ServiceNow CCatatalogalog contains CCatategorieegoriess of items and

services that can be ordered by a rrequeequesstterer.

A TTopicopic is a newer way in ServiceNow to organize CCatatalog Italog Itemsems and RRececorordd

PPrroducoducererss for the EmploEmployyee Cee Cententerer portal.

8.8. AAdd the Rdd the Rececorord Pd Prroducoducer ter to a Co a Catatalog.alog.

1.1. In the CCatatalogsalogs box, click Browse.



2.2. Move SServicervice Ce Catatalogalog to the right hand box, 'Selected catalogs'.

33.. Click SSavave se selectionselections .

99.. AAdd the Rdd the Rececorord Pd Prroducoducer ter to a Co a Catategoregoryy..

1.1. In the CCatategorieegoriess box, click Browse.



2.2. Move CCan Wan We Help Ye Help You?ou? to the right hand box, 'Selected categories'.

33.. Click SSavave se selectionselections .

1010.. AAdd the Rdd the Rececorord Pd Prroducoducer ter to a To a Topicopic..



1.1. In the TTopicopicss box, click Browse.

2.2. Check the box for ITIT.

33.. Click SSavave se selectionelection .

11.11. Click CContinue tontinue to Qo Queuesstionstions .

ExExererciscise Re Rececapap

You have configured where the RRececorord Pd Prroducoducerer will be visible for rrequeequesstterer users to

submit Telework requests.



OvOvervieervieww

Earlier, you created the backback-end-end form the fulfillerfulfiller users will see for records on the

Telework Case table. In this exercise, you will create the frfrontont-end-end form with

questions for the user to answer when submitting the form.

The fulfillerfulfiller users have requested that the RRececorord Pd Prroducoducerer ask the rrequeequesstterer the

following questions from the PDF form we are digitizing:

• WWho is the rho is the requeequesst ft for?or?

• Should auto-populate with the name of the current user, but can be edited

to a different user.

• WWhen do yhen do you need thisou need this??

• Options should be:

• Today

• Tomorrow

• This week

• Next Week

• WWhat that type oype of Tf Teleelewwork arork are ye you applying fou applying for?or?

• Options should be:

• Regular and Recurring Telework

• Remote Telework

• Situational Telework

• Number oNumber of Dayf Days per Ws per Week?eek?

• Input should only be an integer. No letters allowed.

• This field should only appear if the answer to the previous question is

'Situational Telework'.

• WWhat is the rhat is the reaseason fon for Tor Teleelewworking?orking?

• Options should be:

2.2 Add fields



• Dependent Care

• Medical

• Reasonable Accommodation

InsInstructionstructions

INFOINFO

A QQueuesstion stion seett is a ServiceNow term for a set of questions that can be re-used

across multiple Record Producers and Catalog Items. Some questions in the set

might have special logic to validate input or auto-populate answers.

The first two questions you will add to your RRececorord Pd Prroducoducerer already exist on the

system as part of a QQueuesstion stion seett called 'Standard Employee Questions'.

• WWho is the rho is the requeequesst ft for?or?

• WWhen do yhen do you need thisou need this??

1.1. AAdd the 'Sdd the 'Sttandarandard Emplod Employyee Qee Queuesstionstions' Q' Queuesstion stion seet.t.

1.1. Click the arrow next to InsInserert net new quew quesstiontion .

2.2. Click 'Question set'.



33.. Type Standard .

4.4. Click on 'SSttandarandardd Employee Questions'.

55.. Click the arrow to the left of 'Standard Employee Questions' to expand

the Question set and see what questions it contains.



NONOTETE

Advanced ServiceNow users may know Questions sets outside of App Engine

Studio by a different name 'Variable sets'.

QQueuesstions rtions remaining temaining to add:o add:

• Who is the request for?

• When do you need this?

• What type of Telework are you applying for?

• Number of Days per Week?

• What is the reason for Teleworking?

2.2. AAdd the quedd the quesstion 'Wtion 'What that type oype of Tf Teleelewwork arork are ye you applying fou applying for?'or?'

1.1. Click InsInserert net new quew quesstiontion .

2.2. Configure the following values:



Field NameField Name Field VField Valuealue

QQueuesstion ttion type:ype: Choice

QQueuesstion stion sububttype:ype: Record reference

33.. Scroll down to the DeDettailsails section.

4.4. Configure the following values: (💡 double-click, copy & paste into the

form).



Field NameField Name Field VField Valuealue

Map tMap to ao a

specificspecific

fieldfield

Checked

TTable fieldable field choose ArrArrangementangement

QQueuesstiontion

labellabel
What type of Telework arrangement are you applying for?

MandatMandatororyy Checked

QQueuesstiontion

PPrreevievieww

Notice on the right panel, then QQueuesstion Ption Prreevievieww shows

what the question will look like to the user.

INFOINFO

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

to the user.



55.. Click Continue to Additional details .

66.. Type Arrangement the SSourourcce te tableable box and click 'Arrangement' in

the drop-down.

77.. Click on the AnnoAnnottationation tab.

In the current process with the PDF, the team is spending a lot of time

correcting and manually re-routing Telework requests due to people



confusing the different types of Telework arrangement.

Add an annotation to help the users understand what they are selecting.

8.8. Check the box ShoShow insw instructionstructions.

99.. Open the file: telework_form_annotation.docx .

1010.. Copy all the text in the file ( ⌘ Cmd or CTRL+A, CTRL+C )

11.11. Paste it into the Instructions box (⌘ Cmd or CTRL+V ). You can choose to

either keep or remove formatting.

12.12. Click InsInserert Qt Queuesstiontion .

QQueuesstions rtions remaining temaining to add:o add:

• Who is the request for?

• When do you need this?

• What type of Telework are you applying for?

• Number of Days per Week?

• What is the reason for Teleworking?

33.. AAdd the quedd the quesstion 'Number otion 'Number of Dayf Days per Ws per Week?' useek?' using a difing a difffererent went wayay..

1.1. Click + Insert below the last question you added.



2.2. Click the 'New question' tile.

33.. Set the following values in the TTypeype section:



Field NameField Name Field VField Valuealue

QQueuesstion ttion typeype Text

QQueuesstion stion sububttypeype Single line

4.4. Scroll down to the DeDettailsails section.

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

copy & paste into the form).



Field NameField Name Field VField Valuealue

Map tMap to a specific fieldo a specific field Checked

TTable fieldable field Days per week

QQueuesstion labeltion label Number of Days per Week?

NameName days_per_week

66.. Click on AAdditional dedditional dettailsails.

77.. Click on the TTeext vxt validationalidation drop-down and select NumberNumber.



8.8. Click InsInserert Qt Queuesstiontion .

The TThe Teleelewwork Cork Casase fulfillere fulfillers ws want 'Number oant 'Number of dayf days per ws per week' teek' to only appear if the uso only appear if the userer

ansanswwerers 'Situational Ts 'Situational Teleelewwork'...ork'...

This cThis can be done with a Behavioran be done with a Behavior..

NONOTETE



Advanced ServiceNow users may know Behaviors outside of App Engine Studio

by a different name 'UI Policies'.

4.4. DeDefine a behavior ffine a behavior for "Number oor "Number of Dayf Days per Ws per Week?".eek?".

1.1. Hover over the question 'Number of Days per Week?'.

2.2. On the right side of the row, click this button.

33.. Click DeDefine nefine new behaviorw behavior



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

Field NameField Name Field VField Valuealue

MakMake the quee the quesstion mandattion mandatororyy Yes

MakMake the quee the quesstion vistion visibleible Yes



55.. Click on the CConditionsonditions tab.

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

arrangement is Situational Telework



7. Click AAdd behaviordd behavior .

INFOINFO

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

appear when the answer to "What type of Telework arrangement are you apply

for?" is "Situational Telework".

QQueuesstions rtions remaining temaining to add:o add:

• Who is the request for?

• When do you need this?

• What type of Telework are you applying for?



• Number of Days per Week?

• What is the reason for Teleworking?

55.. AAdd the final quedd the final quesstion: Wtion: What is the rhat is the reaseason fon for Tor Teleelewworking?orking?

1.1. Click InsInserert Net New Qw Queuesstiontion .

2.2. In the TTypeype section set the following values:

Field NameField Name Field VField Valuealue

QQueuesstion ttion typeype Choice

QQueuesstion stion sububttype:ype: Record reference

2.2. Scroll down to the DeDettailsails section.

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

into the form).



Field NameField Name Field VField Valuealue

Map tMap to a specific fieldo a specific field Checked

TTable fieldable field Justification

QQueuesstion labeltion label What is the reason for Teleworking?

NameName justification

MandatMandatororyy Checked

4.4. Click Continue to Additional details .

55.. Type just the SSourourcce te tableable box and click 'Justification' in the drop-

down.

66.. Click InsInserert Qt Queuesstiontion .

Your screen should now look like this:



66.. Click SSavavee .

ExExererciscise Re Rececapap

The RRececorord Pd Prroducoducerer form now has the required fields and behavior added to it. You

were able to leverage a 'Question set' so that you did not have to recreate the

Standard Employee Questions.



OvOvervieervieww

Preview the form in App Engine Studio before publishing and confirm that the form

fields behave as expected.

InsInstructionstructions

1.1. Click PPrreevievieww .

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

experiences.

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

PPororttal Pal Prreevievieww

2.3 Preview in AES



NoNow Mobile Pw Mobile Prreevievieww

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



4.4. CConfiguronfigure who ce who can acan accceesss the Rs the Rececorord Pd Prroducoducer fer form torm to oro order it.der it.

1.1. Click AAcccceessss on the sidebar.

2.2. Under AAvvailable failable foror, click BrBroowwssee.



33.. Move 'Any User' to the right box.

4.4. Click SSavave Se Selectionselections .

55.. Click CContinue tontinue to Ro Reevieview and sw and submitubmit .

66.. Click SubmitSubmit .



77.. Click RReeturn tturn to mo my applicy applicationation .

ExExererciscise Re Rececapap

CCongrongratulations!atulations!

The form is published on the application. Users will be able to use it to submit

Telework Case requests when the app is promoted to the ServiceNow Production

environent.



OvOvervieervieww

RRequeequesstter user usererss access ServiceNow via portals. The main 'out-of-the-box' default

portal offered by ServiceNow is called EmploEmployyee Cee Cententerer.

More Info: ServiceNow Product Docs Employee Center

In this exercise, you will preview the 'Apply for Telework' Record Producer in the

Employee Center portal.

InsInstructionstructions

1.1. Go to the browser tab that says 'Home - Creator Workshops'.

2.2. Open the EmploOpen the Employyee Cee Cententerer.

1.1. Click All.

2.2. Type employee center .

33.. Click EmploEmployyee Cee Cententerer.

2.4 Preview in portal

https://docs.servicenow.com/csh?topicname=employee-center-landing-page.html&version=latest


33.. SSearearch fch for the 'Apply for the 'Apply for Tor Teleelewwork' Rork' Rececorord Pd Prroducoducer fer form.orm.

1.1. Type telework in the search box.

2.2. Press ENTER on your keyboard.

4.4. Click 'Apply for Telework' in the search results.



TIPTIP

Click the question-mark icon to see the annotation you pasted from the Word

doc.

Click it again to close the annotation.

55.. Fill out the form with the following values: (💡 double-click, copy & paste into

the form).



SSttepep Field NameField Name Field VField Valuealue

1 Who is this request for? David Loo

2 When do you need this? This week

3
What type of Telework arrangement are you

applying for?

Situational

Telework

4 Number of days per week? 3

5 What is the reason for Teleworking?
Dependent

Care

6 Click SubmitSubmit .



ExExererciscise Re Rececapap

In this exercise, you learned how to use Employee Center to submit a Telework Case

request on behalf of a different user than yourself.



In the Use Case story we are following, Amanda's team wanted to replace the paper

form that users have to submit to Telework.

In this exercise, you created a digital form called a RRececorord Pd Prroducoducerer for users to

submit new Telework Case requests.

The Record Producer contains the questions provided by Amanda and her team of

fulfillerfulfillerss as well as UI Behaviors and input validation.

• Who is the request for?

• When do you need this?

• What type of Telework are you applying for?

• Number of Days per Week?

• What is the reason for Teleworking?

Finally, the Record Producer can easily be found in the EmploEmployyee Cee Cententerer portal for

users to request Telework.

2. User Experience: Review



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

ways we can drive optimization though automated Flows.

3. Automate work with Flows:

Overview



OvOvervieervieww

A Flow is an automated process consisting of a trigger and a sequence of reusable

actions. The trigger specifies when to run the flow. The actions perform a sequence of

operations on your data.

A Flow can include these components:

• TTriggerrigger

• An activity that initiates the flow, such as a record created in a specified

table or a scheduled job.

• CConditionsonditions

• Statements that determine when or how an action runs. For example, run an

action only if a field is over a certain value.

• AActionsctions

• Operations executed by the system, such as a field value updated, approval

requested, or a value logged.

To understand basic flows, create an approval Flow for new Telework Cases. The Flow

will:

• Run when a Telework Case record is created.

• Sends to the 'Opened by' person's manager for approval.

• If approved,

• Creates a Ticket for IT to configure a remote VPN access token for the

person.

• Sends an email to the 'Opened by' user letting them know their request was

approved.

CCAAUTIONUTION

3.1 Create the Flow



• Your Flow work only exists in your browser until you click the SSavavee button.

• You are encouraged to click the SSavavee button as frequently as you would

like to ensure you don't lose any progress.

InsInstructionstructions

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

2.2. Click FloFloww.



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

4.4. Create the flow with the following information:



FieldField VValuealue

NameName Telework Case Approval

DeDesscripcriptiontion Approve and fulfill new Telework Cases.

Click on the CContinueontinue button.

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



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

button.

77.. AAdd a trigger tdd a trigger to deo dettermine when and hoermine when and how the Flow the Flow will run.w will run.

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

2.2. Select CrCreateateded from the Record section.

33.. Click the 'Table' drop-down.

4.4. Type telework case and click the TTeleelewwork Cork Casasee table.



55.. Click DoneDone to close the trigger.

8.8. RRequeequesst an apprt an approovval fral from the 'om the 'Opened bOpened by' usy' userer''s manager with the 'As manager with the 'Assk fk foror

ApprApproovval' Aal' Action.ction.

1.1. Click AAdd an Add an Action, Floction, Flow Lw Logicogic, or Sub, or Subflofloww.

2.2. Click AActionction.

33.. Click AAssk For Apprk For Approovvalal.



AAdd the rdd the rececorord the manager is apprd the manager is approoving.ving.

4.4. Click on the DatData Pill Picka Pill Pickerer.

55.. Select TTrigger – Rrigger – Rececorord Crd Createateded.

66.. Select TTeleelewwork Cork Casase Re Rececorordd.

INFOINFO

• Did you noticed that the ApprApproovval Fieldal Field and JJournal Fieldournal Field automatically

populated?



• This is because these fields already existed on the TTasaskk table that we

extended TTeleelewwork Cork Casasee from.

• REMEMBER:REMEMBER:

• If you're tracking any kind of work (tickets, requests, etc.) it's always a

good idea to extend from TTasaskk unless you have a good reason not to.

99.. CConfiguronfigure the Re the Ruleules fs for when this ror when this rececorord is apprd is approovved.ed.

1.1. Click the '-Choose approval rule' drop-down.

2.2. Choose AnAnyyone approne approovveess.



NeNext, yxt, you need tou need to specifo specify which pery which persson the appron the approovval will go tal will go too..

33.. Click on the DatData Pill Picka Pill Pickerer to look up data on the 'Telework Case'

record that triggered this flow.

4.4. Click TTrigger - Rrigger - Rececorord Crd Createateded.

55.. Click on the chevron to access the list of fields on the 'Telework Case'

record.



66.. Scroll down to locate the Opened bOpened byy field and click on the chevron next

to it.

77.. Scroll down to locate the ManagerManager field and click on it.

8.8. Click DoneDone to finish configuring the 'Ask for Approval' Action.



INFOINFO

Going from Record to Record to Record to find a specific field in ServiceNow is

called "Dot-Walking".

1010.. AAdd Flodd Flow Lw Logic fogic foror If the manager apprIf the manager approovveess......

1.1. Under the 'Ask for Approval' Action, clickclick on AAdd an Add an Action. Floction. Flow Lw Logicogic,,

or Subor Subflofloww.

2.2. Click FloFlow Lw Logicogic.

33.. Click IfIf.

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



55.. Click on the DatData Pill Picka Pill Pickerer next to 'Condition 1'.

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

77.. Click ApprApproovval Sal Sttatatee.

8.8. Click the 'Select a choice' drop-down.

99.. Click 'Approved'.

1010.. Click DoneDone .



INFOINFO

Adding the CCondition Londition Labelabel of 'Manager Approves' was like adding a comment

to our code.

This will make any troubleshooting easier later as you can see what the Flow

Logic does without opening it up.

Next, if the manager approves, a task should be submitted to IT to configure VPN

access for the person.

11.11. AAdd the Crdd the Createate a Ticke a Tickeet At Action.ction.

1.1. Under If Manager approves click ⊕ next to 'then'.

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



33.. For Table, select "Ticket".

4.4. Click AAdd a field vdd a field valuealue.

55.. Click 'Select a field'.

66.. Search for 'Parent' in the drop-down and click it.



SSeet the 'Pt the 'Pararentent' field on the ne' field on the new 'Tickw 'Tickeett' r' rececorord td to be the 'To be the 'Teleelewwork Cork Casasee''

rrececorord that triggerd that triggered this Floed this Floww..

77.. Click on the DatData Pill Picka Pill Pickerer.

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

RReessult:ult:

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



FieldField

NameName
Field VField Valuealue

ShorShortt

dedesscripcriptiontion
VPN Access

AAssssignedigned

ttoo

System administrator (Normally you would not specify a

user here, but this will make the lab easier.)

1010.. If the Field Values look like below, click DoneDone .

11.11. Click the AAdd Annodd Annottationation button to the right of the CrCreateate Te Tasaskk Action.



12.12. Type Request VPN Access and press ENTER.

INFOINFO

Adding Annotations makes the Flow easier to read.

SSend an email tend an email to the 'o the 'Opened bOpened by' usy' user and leer and let them knot them know their Tw their Teleelewwork Cork Casase re requeequesstt

has been apprhas been approovved.ed.

12.12. AAdd and cdd and configuronfigure the 'Se the 'Send Email' Aend Email' Action.ction.

1.1. Click ⊕ under CrCreateate Te Tasaskk.



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

33.. Click the AAdd Annodd Annottationation button.

4.4. Type Notify Opened By in the field and press ENTER.

Emails need tEmails need to be aso be asssociatociated ted to a to a tarargeget rt rececorord fd for tror tracking.acking.

55.. Click the DatData Pill Picka Pill Pickerer next to TTarargeget Rt Rececorordd.

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



77.. Click the DatData Pill Picka Pill Pickerer next to the TToo field.

8.8. Click TTrigger - Rrigger - Rececorord crd createateded.

99.. Click the chevron next to 'Telework Case Record'.

1010.. Click the chevron next to 'Opened by'.

11.11. Click 'Email'.

12.12. For the SubSubjectject, enter:

Your Telework application is approved

SSeet the Body ot the Body of the email.f the email.

1313.. In the BodyBody field, type Dear (Be sure to include the extra space at the

end).

14.14. Click the DatData Pill Picka Pill Pickerer to the right of the BodyBody field.



1515.. Dot-walk to and click the field TTrigger - Rrigger - Rececorord Crd Createateded >> TTeleelewworkork

CCasase Re Rececorordd >> Opened bOpened byy >> NameName.

INFOINFO

If you drop the Data Pill before the word 'Dear ' you can drag and drop it

to the correct location.

RESULRESULTT::



1616.. In the BodyBody field, press Enter to move to the cursor to the next line.

1717.. Type Your application for (Be sure to include the extra space at

the end).

18.18. Click the DatData Pill Picka Pill Pickerer to the right of the BodyBody field.

1919.. Dot-walk to and click the field TTrigger - Rrigger - Rececorord Crd Createateded >> TTeleelewworkork

CCasase Re Rececorordd >> ArrArrangementangement >> CCodeode.



2200.. Type <space>is approved. after the data pill. (Be sure to include

an extra space before the words).

21.21. Click DoneDone .

1313.. Your flow should look like this:



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



1515.. In the top right corner of the screen, Click SSavavee .

1616.. Click AActivctivatatee on the left of the Save button. This makes the Flow 'live' in

the app.

1717.. In the Confirmation box click the AActivctivatatee button.

18.18. Close the Flow tab in App Engine Studio.



ExExererciscise Re Rececapap

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

multiple departments.

Next, you will test the Flow to see it in action.



OvOvervieervieww

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

expected. We need to test with a user who has a manager. Fortunately ServiceNow

allows admins to impersonate other authenticated users for testing purposes.

In our use case story, you will assume the role of 'David Loo'. He recently learned his

child has a minor sickness and will need to stay home for a few days.

He is excited to use the new digital form on the Employee Center to submit his

request instead of walking his paper form around the office.

InsInstructionstructions

1.1. Go to the browser tab that says 'Home - Creator Workshops'.

2.2. Click the avatar photo in the top right corner of the page.

33.. ImperImperssonatonate 'David Le 'David Loooo'.'.

1.1. Select ImperImperssonatonate Ue Usserer.

3.2 Test the Flow



2.2. Search for David Loo and click his name in the search results.

33.. Click ImperImperssonatonate Ue Usserer .



4.4. Close the NeNew tw to Vo Vancancouvouverer pop-up.

55.. Open the EmploOpen the Employyee Cee Cententerer.

1.1. Click All.

2.2. Type employee center .

33.. Click EmploEmployyee Cee Cententerer.

66.. Type telework in the Search box and hit ENTER.



77.. Click Apply fApply for Tor Teleelewworkork in the search results.

8.8. Fill out the form with the following values: (💡 double-click, copy & paste into

the form).



Field NameField Name Field VField Valuealue

WWho is this rho is this requeequesst ft for?or? David Loo

WWhen do yhen do you need thisou need this?? Today

WWhat that type oype of Tf Teleelewwork arrork arrangement arangement are ye youou

applying fapplying for?or?

Situational

Telework

Number oNumber of dayf days per ws per week?eek? 3

WWhat is the rhat is the reaseason fon for Tor Teleelewworking?orking? Dependent Care



Click SubmitSubmit .

99.. Go to the browser tab that says 'Home - Creator Workshops'.

BBud Richman is the manager oud Richman is the manager of David Lf David Loo and will approo and will approovve his Te his Teleelewwork Cork Casasee..

1010.. ImperImperssonatonate 'Be 'Bud Richmanud Richman'.'.

1.1. Click ImperImperssonatonate anoe another usther userer.



2.2. Search for Bud Richman and click his name in the search results.



33.. Click ImperImperssonatonate Ue Usserer .

11.11. Close the WWelcelcome tome to So Servicervice Opere Operationsations pop-up.

12.12. AAs Bs Bud, apprud, approovve David'e David's Ts Teleelewwork Cork Casase re requeequesst.t.

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



2.2. Right-click on RRequeequesstteded.

33.. Select ApprApproovvee.

Recall that in the Flow, an email should be sent to the Opened bOpened byy user after the

manager approves.



1313.. SSee if the email wee if the email was sas sent.ent.

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

2.2. Select End ImperEnd Imperssonationonation.

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



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

55.. Click the CrCreateateded column to open the email to david.loo @

example.com.



66.. Scroll down to the bottom of the page, and click on the PPrreevieview Emailw Email

related link.

You can see the email includes the information from the Data Pills that

you put in the body of the email.

ExExererciscise Re Rececapap

In this exercise, you tested the Automated Flow by impersonating a user, submitted a

record, and ensuring the automated steps took place.



In this exercise, you learned how to use Flow Designer to set up an automated Flow to

ensure approvals, tasks, and communications take place automatically in the correct

order.

3. Automate work with Flows:

Review



In this exercise, we will learn how to create a fulfillerfulfiller Workspace experience using the

powerful WWorkorkspacspace Be Builderuilder within App Engine Studio. This will allow Amanda's team

of fulfillers to easily track and manage Telework Cases across the enterprise.

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

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

configure its layout, lists, and record pages.

If you need access to more advanced functionalities and configurations, you can

open the workspace in UI Builder from within this builder.

4. Manage work: Overview



OvOvervieervieww

Next you will create a Workspace experience for the Fulfiller users of the application.

InsInstructionstructions

1.1. Return to the App Engine SApp Engine Studiotudio browser tab.

2.2. On the application homepage, click the ExperiencExperiencee tab.

33.. Click ++AAdddd .

4.1 Create a Workspace



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

fulfill requests sent to them.

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

66.. Leave the default values and click CContinueontinue .



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

CContinueontinue button.

Field NameField Name Field VField Valuealue

PPrimarrimary ty tableable Telework Case

SSececondarondary ty tableabless Arrangement, Justification



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



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

button.

99.. Your Workspace Builder view should look like below.



NONOTETE

The view below might look slightly different depending on your screen

resolution.

INFOINFO

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

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

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

ExExererciscise Re Rececapap

In this exercise, you were able to quickly build a Workspace to manage work in your

application.



OvOvervieervieww

A lot has been pre-configured in the Workspace, but Amanda's team still has a few

things they would like changed before going live with it.

InsInstructionstructions

YYou sou should be on thehould be on the HomeHome ssection oection of the Wf the Workorkspacspace buildere builder..

1.1. Hover over and click on the word LisListt on the left sidebar.

4.2 Configure the Workspace Lists





The WThe Workorkspacspace Be Builder did a gruilder did a great job oeat job of laying out the Lisf laying out the List menu ft menu for theor the
TTeleelewwork Cork Casase we workorkspacspacee..

RReevieview the cw the columns folumns for Tor Teleelewwork Cork Casasees ts to so see if theee if they ary are in a good ore in a good order fder foror
fulfillerfulfillers ts to geo get wt work doneork done..

33.. In the 'Telework Case' List Category, click the word 'Open'.



Amanda'Amanda's ts team weam would likould like the ce the columns in the 'olumns in the 'OpenOpen' lis' list tt to be arro be arrangedanged
difdifffererently than what the sently than what the syyssttem built beloem built beloww..



4.4. Click 'Manage columns' on the right sidebar.

55.. Search for number and click on 'Number' in the search results.

66.. Click the chevron pointing right to move 'Number' to the 'Selected columns'

list.



77.. Click the handle icon next to 'Number' in the 'Selected columns' list and drag

it to the top of the list.



8.8. Remove the rows:

•• Arrangement

•• Justification

•• Days per week



99.. Make the necessary changes so the 'Selected columns' look like this.

•• Number

•• Short Description

•• Opened by

•• Assigned to

•• State

•• Priority

1010.. Click ApplyApply .

11.11. Click SSavavee in the bottom right corner.



12.12. Click on the 'Home' link in the left sidebar.

ExExererciscise Re Rececapap

In this exercise, you learned how to configure the lists available in a configurable

workspace.



OvOvervieervieww

Amanda and her team would like to be able to quickly visualize cases by priority.

In this exercise, you will open the Workspace Experience and configure the main

dashboard to help them do this.

InsInstructionstructions

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

browser tab.

2.2. Go into Edit Mode by clicking the EEditdit button

4.3 Configure the Dashboard



AAdd a nedd a new Datw Data Va Visisualizualization oation of a Vf a Verertictical Bar charal Bar chart st shohowing Twing Teleelewwork Cork Casasees bs byy
PPrioritriorityy..

33.. 1.1. Click the My WMy Workork data visualization.

2.2. Click the black plus icon at the top center of the My WMy Workork data

visualization.

33.. Click DatData Va Visisualizualizationation.



4.4. Click NeNew Vw Visisualizualizationation.

55.. Click the bottom-right corner of the new VVisisualizualizationation and drag it

across the page.



4.4. CConfiguronfigure the Ve the Visisualizualization tation typeype..

1.1. Click the VVisisualizualization tation typeype dropdown.

2.2. Scroll down and click on VVerertictical baral bar.

55.. SSeet the Chart the Chart titlet title..

1.1. Click on Header and borHeader and borderder to expand that section.

2.2. Type Cases by Priority in the CharChart Titlet Title field.



66.. AAdd a datdd a data sa sourourccee..

1.1. In the DatDataa >> DatData sa sourourcceess section, click + A+ Add datdd data sa sourourccee .

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

33.. Click TTeleelewwork Cork Casasee in the search results.

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



Amanda'Amanda's ts team weam wantants ts to so see only the non-cloee only the non-clossed ced casaseess..

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

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

99.. SSeet the datt the data visa visualizualization gration grouping.ouping.

1.1. In the DatDataa >> GrGroup boup byy section,



2.2. Click the pencil icon next to AActivctivee.



33.. Set PPrioritriorityy for the Group by.

4.4. Click ApplyApply.

RESULRESULTT

1010.. SSavave the changee the changes ts to the daso the dashboarhboard.d.

•• On the top right, click Exit EExit Editing Modediting Mode .

•• Click SSavavee .



YYour wour workorkspacspace se should look likhould look like the image beloe the image beloww..

ExExererciscise Re Rececapap

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

Workspace Builder to display key performance indicators and organize information in

ways that benefit our users.

For more information see

Product Documentation: Dashboards in configurable workspaces

https://docs.servicenow.com/csh?topicname=analytics-center-dashboards.html&version=latest


OvOvervieervieww

In this exercise, you will learn some navigation skills to get around the Workspace.

There are some Critical Tasks that need to be assigned.

Amanda also wants to explore how to bulk re-assign tasks.

InsInstructionstructions

1.1. Click on the CriticCritical Tal Tasaskkss score or the '1 - Critical' bar chart.

NONOTETE

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

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

4.4 Use the Workspace



2.2. AAssssign the Criticign the Critical Tal Tasaskks ts to yo youroursselfelf..

1.1. Select all rows.

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

33.. Select AAssssign tign to meo me.

4.4. Close the tab.

TheThe My TMy Tasaskkss DatData Va Visisualizualization sation should nohould now be a 2.w be a 2.

33.. In the My WMy Workork list, click on the Refresh icon to refresh the list.



BBulk Aulk Assssignmentignment

Now let's see how to handle an emergency ⚠.

Our team member Luke Wilson is out sick today.

We need to reassign his work to another case worker. (It is hard to do when the work

is managed via emails and spreadsheets!)

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

1.1. Click the List icon.

2.2. Click on OpenOpen in the Telework Case section.

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

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

55.. click "Show Matching".



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

1.1. Select all rows

2.2. Click EEditdit

33.. Find the AAssssigned tigned too field and type andand

4.4. Select "Andrew Och"

55.. Click Update.

You should see this message:



Finding AnsFinding Answwerers with the Analytics with the Analytics Cs Cententerer

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

8.8. Click the Analytics Center button.

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

1.1. Type the following query:

•• telework cases by justification as bar chart

2.2. Click AAsskk .

33.. Click TTeleelewwork Cork Casasee.



4.4. And here is the answer:

INFOINFO

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

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

and columns to which you have access are shown.

ExExererciscise Re Rececapap

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

work and quickly find answers to questions about our data.



In this exercise, you learned how to create a Workspace for your app using App

Engine Studio and configured it with Workspace Builder.

You also learned some navigation tricks like bulk assigning multiple tickets to a

different user.

4. Manage work: Review



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

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

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

need faster.

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

the power of leveraging App Engine.

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

you can workflow it on the Now Platform.

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

platform

Lab Review



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

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

activities.

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

• https://developer.servicenow.com/

• Online community forums

• https://community.servicenow.com/

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

fee)

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

• Customer Success Center

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

Supplemental Resources

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


LLab Featurab Featureess

Summary of features we went through in this lab.

1.1. Create an App

2.2. Create Data Model

1.1. Create a Table from a spreadsheet

2.2. Create a Table by extending the Task table

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

4.4. Create a choice field

55.. Change the layout of the form

66.. Add and remove fields

77.. Add related task

33.. Create Case Worker Experience

1.1. Create Workspace

2.2. Bulk Task assignment

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

4.4. Use of Impersonation for testing purposes

55.. Configure Workspace with the Workspace Builder

APPENDIX



4.4. Create the Requester Experience

1.1. Expose a form to users via the Service Portal

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

55.. Automate the work

1.1. Create a Flow

1.1. Create Tasks for several departments

2.2. Send an email

2.2. Test the flow

1.1. Use impersonation

2.2. Check for approval

33.. Check for email sent



HisHisttororyy

VVererssionion AAuthoruthor ChangeChangess

2023-October

(Vancouver)
Dale.Stubblefield(ServiceNow)

‣ Leverage the new Utah

feature to create a table

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Vancouver user

experience

‣ Additional screenshots for

clarity

‣ Reduced some of the

wording to make it easier to

understand to auto-

translate in browser.

2023-August

(Utah)
Marc.Mouries(ServiceNow)

‣ Leverage the new Utah

feature to create a table

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Utah user

experience

‣ Additional screenshots for

clarity

2023 (Utah) Jay Freise(ServiceNow) ,
‣ Leverage the new Utah

feature to create a table

CHANGELOG

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


VVererssionion AAuthoruthor ChangeChangess

Marc.Mouries(ServiceNow)

from an Excel sheet and

extend an existing table.

‣ Updated screenshots to

match the Utah user

experience

‣ Additional screenshots for

clarity

3.1
Eric Rietveld(ServiceNow),

Marc.Mouries(ServiceNow)

‣ Conversion from word doc

to website to improve

readability on small screens

‣ Reduced the number of

options for the reason choice

field to 3.

‣ Added more explicit

screenshots

‣ Added missing field reason

to case form

‣ Simplified instructions to

open the portal

‣ Moved sections import

data and workspace

configuration to later

sections

‣ Updated workspace

editing to use the new

Workspace Builder instead of

UI Builder

3.0 Dale.Stubblefield(ServiceNow)

Started update for

ServiceNow Tokyo Release -

App Engine Studio v22.0.3

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


VVererssionion AAuthoruthor ChangeChangess

2.1 Marc.Mouries(ServiceNow)
Significant changes in

correctness and clarity

2.0 Dale.Stubblefield(ServiceNow)
Updated screenshots for the

San Diego release

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

release

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


Click here to download Lab Guide PDF

Download Lab Guide PDF
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