2. Lab Goals

Today's 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. Gain valuable experience through hands-on exercises with App Engine
Studio.

2. Convert areal-world use case with process bottlenecks to a streamline, cross
enterprise workflow.

3. Take back to your organization the knowledge of how you can make your
world of work better.
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3. Use Case

Overview

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 Engine, you'll see how anyone can master this task
without prior application development knowledge.

Background

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 Telework
Cases. 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.

Current tools being leveraged

+ PDF / Word Form: A PDF form to fill the details about the request

+ Emails: They send the request in PDF format via email, receive submissions, and
communicate task updates.

+ Spreadsheet: A shared spreadsheet tracks approvals and tasks across
departments, including IT requests for remote access and HR safety and
management updates for Telework cases.



Challenges
This fragmented system results in:

+ Wasted Time: Amanda's team struggles to coordinate and communicate
effectively.

+ Unnecessary Firefighting: They often find themselves tackling urgent issues to
prevent security and safety concerns.

+ Staff Burnout: The workload focuses on immediate crises, leading to staff
burnout.

+ Poor Visibility: 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...

How will you tackle this challenge? What solutions can you envision?



4. Planning

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:

@ INFO

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.

« Prework to Start Your Citizen Developer Journey on
ServiceNow

1. List Your Data: 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. Seek Help: If you have any questions or need assistance, reach out to the
internal MS Teams group "TransformNow".

3. Data Transition: 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.  Record Producer: Utilize a record producer to create a form quickly and reuse
any relevant question sets.



5. Task 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 documentation .

6. Educational Resource: Take time to complete the NowlLearning course

Introduction to App Engine Studio for Citizen Developers .

Don'ts

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

1.  Hands-Off Data: 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

5. Takeoff Checklist #

Let's make sure you have everything you need to get started.
Before beginning the lab exercies, you should have the following:

A ServiceNow instance URL and credentials.
Download the lab files: Telework_Lab_Files.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.x1lsx


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

1. Build the Foundation: Overview

In the first exercise of the lalb, Build 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.



1.1 Review the input data

Overview

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.

Instructions

1. Openthe file Telework_Data.xlsx on your locallaptop.

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

3. + Click on the the first sheet "Arrangement”.

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

A B

=] =]

Telework s performed on a regular and recurring basis by week or pay period, as indicated above.

Regular and R Telewark
el bt e Employees must spend two workdays each pay period physically in the office

Employees telework on a case-by-case basis where the hours worked were not part of a previously
Situational Telework
approved, angoing, and regular telework schedule.

(1} A telework arrangement in which the employee resides and works at a location beyond the

Remote Telework local area of ploying worksite.,
(2) A full-time telework arrangement.

e—




4. - Click on the second sheet "Justification".

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

. A B c

Dependent Care
Medical

Reasonable Accommodation

5. - Click on the third sheet "Telework Case".
« These are the different Telework Cases Users have submitted.

- |t contains references to the first two tables.

1 Situational Telewark Request

al  BillieCowley
3 Remote Telework Request

sl CherieFuhri

1 Remate Telework Request

3 Remote Telework Request

’ 4
i Telework Case I

6. Close the spreadsheet.

Exercise Recap

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



application before beginning development work.



1.2 Create the Application

Overview

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.

Instructions

1.  Getting Started Dialog: If the "Getting Started" dialog appears, close it by
clicking the button.

GETTING STARTED X

Welcome to App Engine Studio

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

A4

A\




4,

App Engine Studio 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.

Create the App:

+ Click the (@@f{=le1=¥ YoJel® OUttON.

Servicenaw App Engine Studio

Hi, Amanda

How do you want to get started?

Quick start

i
i)
3

3

Create an app Add atable Add an experience Add an automated flow

Complete the Form:

+ Fill out the form with the following details:



Field

Value

Name Telework Case Management

Description
departments

Manage Telework requests across

+ Upload the App_Logo.png file you downloaded.

Name * @

[ Telework Case Management
A\

Description @

[ Manage Telework requests across departments

7

¢

Name * @

BMP, GIF, ICO, JPEG,
PG, PNG, SVG

l Telework Case Management

Description @

l Manage Telework requests across departments

" Gees
l '\;‘*@é:

Roles:

(& Remove image

e

—_——



« Inthe "Let's add roles" screen, click .

Let's add roles to your new app.

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

& Addarole
Role name * @ Description &
| admin | ‘ Default admin role ‘ w
Role name * @ Description O
| user | ‘ Default user role ‘ o

—_—
Cancel Continue

CREATE APP
Sit tight while we create this app
This may take a few minutes...

6. Go to App Dashboard:

leled Go to app dashboard )



CREATE APP

Great! Let's add more to your app.

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

Data Experience Automation Security

Go to app dashboard

Exercise Recap

Congratulations! You've successfully created a ServiceNow application named
"Telework Case Management.”

In the following exercises, we will build upon this foundation by adding dataq,
experiences, logic, and security to make this application truly functional.



1.3 Import data

Overview

In this exercise, we will import data from the Telework_Data.x1lsx spreadsheet
directly into new tables.

Instructions

1. Close the guided tour.

+ Check "Don't show me this again”

- Click the 'X'in the corner.

Add data 15 @

#24 Telework Case Management

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

1@ Don't show me this again
Data LS shonme e )

Tables that store and gather related data @

2. Next to Datq, click .



3.

»23 Telework Case Management

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

Data
TableSThat store and gather related data

G_! Add a table or upload a spreadsheat o

« Select "Import a spreadsheet”.

“o © X

Upload a PDF Create a blank Create a data
spreadsheet © o} table ® integration ®
—_—
Cancel
—

- Drag and drop the file Telework _Data.x1lsx onto the box

@ NOTE

If you have trouble with the drag and drop, just click '..browse to
upload a spreadsheet’ and select the file.



2

Drag and drop or brows : to upload spreadsheet ]
L3l Telework_Data.xls: H
XL fi ccepted. H

[« ;

ancel |
S——

Looks like the spreadsheet has multiple worksheets.

5. Startwith the Arrangement worksheet.

+ Check 'Import spreadsheet data'.

Convert to

table

Looks like your spreadsheet has multiple
worksheets

Choose a worksheet to convert into a table. When you're done converting one of
the sheets, we'll bring you back to this screen to convert more sheets.

-
Spreadsheet Sheet name

Telework_Data.xlsx Arrangement
L

Enter a row number for the table header % ©

6. Leave'A new table' selected.



- Click Create new table.

Import your file into

(® Anew table

() An existing table

CHOOSE HOW TO CREATE YOUR NEW TABLE STRUCTURE

Create from
an extensible
table ®

Create new
table ©®

—

Converting the "Arrangement" sheet into a
table and preparing the column headers for
review

The column headers will display as rows for you to review. You will be able to edit
the details of each column.

Set the Display field for the table.

+ Click the chevron at the end of the Code row to expand options.



« Check the Display checkbox under Code.

»-
Field Label % O Field name :
| Code | | code

%Display © ] Mand

LN

@ INFO

The Display field is the one that appears when referencing this record from
another table. Each table can have only one field marked as the Display
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. Table Label:

+ Set the "Table label" to Arrangement .

Table label % @

Arrangemend ]

Table name prefix % Table name % ©®

x_snc_telework_c_0_

[CJ Make extensible ©

[ Auto number @

Cancel

Notice that "Table name" has been auto-populated with ‘arrangement’.

« Click again.

Table label % ®

[ Arrangemend I

Table name prefix * Table name * ®

x_snc_telework_c_0_ arrangement I

] Make extensible @

—_—
("] Auto number @

—

Q TP

+ 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.

9 Set the Table Permissions.

» For the admin role, check "All".

» For the user role, check "Read".

ion ® All Create Read Write Delete
:admin role
:user role (-] @] ® O O

Cancel Coryinue

ADD DATA

Sit tight while we add the table

This may take few seconds...




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

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

Next import the Justfication worksheet.

10. Click the chevron next to 'Justification'.

—
/"~ Convertto ) %
Telework_Data.xIsx Justification \__ table )

Spreadsheet Sheet name

. + Check 'Import spreadsheet data'.

. Click Convert to

table

Spreadsheet Sheet name Convert to ~

Telework_Data.xlsx Justification .-able

Enter a row number for the table header % @
1

@& mport spreadsheet data ©
—

12.  Leave 'A new table' selected.

« Click Create new table.




Import your file into

(®) A new table

() An existing table

CHOOSE HOW TO CREATE YOUR NEW TABLE STRUCTURE

Create from
an extensible
table ®

Create new
table ©

N—

Converting the "Justification™ sheet into a table
and preparing the column headers for review

The column headers will display as rows for you to review. You will be able to edit
the details of each column.

13.  Click the chevron to expand options.



Expand options
—

N

40 | %
N/

Character limit *k @

14. « Check Display.

Field Label x ® Field name % ®

Justification J [ justification

| Display © () Mandatory ©

Cancel Continue

15. Table Label:

- Set the "Table label"to Justification.



r—
Table label % ® |

|ustification|

Table name prefix * Table name * ©

x_snc_telework_c_0_

(] Make extensible @
() Auto number @

Cancel
ﬁ

+ Notice that "Table name" has been auto-populated with ‘Yjustification'’.

+ Click again.

16. Set the Table Permissions.

- For the admin role, check "All".

« For the user role, check "Read".

ion ® All Create Read Write Delete
:admin role
:user role e @] ® O @]

[N Convinue



Sit tight while we add the table

This may take few seconds...
Success! The "Justification” table has been
added to your app

Next import the Telework Case worksheet.

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

Spreadshest Sheet name ‘/M' "%-‘
Telework_Data.xlsx Telework Case \__table J/{ J
18. + Check 'Import spreadsheet data'.

- Click Convert to .
table

Spreadsheet Sheet name Convertto

Telework_Data.xlsx Telework Case e

Enter a row number for the table header % ©
1

@ Thport spreadsheet data ©
N



@’ DANGER

Pay close attention to the next step!

19  Leave 'A new table' selected.

- Click Create from an extensible table.

Import your file into

(® A new table ‘

() An existing table

CHOOSE HOW TO CREATE YOUR NEW TABLE STRUCTURE

©

Create new
table ©®

20. Select the Table:

1. Clickin the search box.

2. Click on the Task table.

L]
Create from

an extensible
table ®

Cancel

|



Table

| Selsﬁt\a table from the Now

Recomm,=nded tables
1

=

Task
A base ta bﬁﬁthat prot ides fields for th
b vl

21. Table Configuration:

+ Set the "Table label"to Telework Case.

e Check 'Auto number'.

Table label x @

[ Te.lework Case

Taiffe name prefix % Table name * @

snc_telework_c_0_ telework_case

Make extensible @

\uto number ©

Number of digits % ®

Starting number % ®

Prefix % ®

Cancel |

22. Set Permissions:

Continue




» For the admin role, check All.

« For the user role, check All and uncheck Delete.

tion ® All Create Read Write Delete

It admin role (] ]

It user role

Cancel Continue

R

ADD DATA

Sit tight while we add the table

This may take few secands...

Great! Now your table is ready for data

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

In the next steps, you will match fields from your import with the fields on your newly
extended table. You'll have an opportunity to create new fields from your import in
the new table.



Sit tight while we create data mapping instance
for table Telework Case.

This may take a few minutes...

ADD DATA

Now, map the imported fields

@ SOURCE: TELEWORK_CASES.XLSX

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

+ The system was able to Auto map some of the fields with matching names
in the Target table.

+ Auto mapped fields have a checkmark next to them.

Source: telework_cases.xlsx

Type

Assigned to is mapped to Assigned to Object

recioran r
& I\ASSIgned to) string

@ TARGET: TELEWORK CASE
+ On the right side of the page are the target fields in the Telework Case
table.

+ When the system was able to Auto map a field, it added a Data pill from
the Source table.



Target: Telework Case [x_1234_231103_te_0_telework_case]

Name Match  Type Value

Assigned to (W Reference @ (#assignedto(f)X) @
[Sroctni=s [Source|DatalPill

A CAUTION

+ 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.

Justification

23.  Add the the missing fields.

+ Click the Add Fields link on the right.



licating fields.

/" Auto map @ Add fields
N J

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

Add fields from your import to the target table.
"

Select which fields to add @ Create a new field
Fields from source (3 unmapped) Field type Field Label
@ Al
@ Days per week Integer [ Days per week ]
B Justification Chaice [ Justification ]
@ Arrangement String [ Arrangement ]

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

Fields from source (3 unmapped) Field type Field Label
@ Al
® Days per week Integer l Days per week l
- s
8 Justification Choice [ Justification ]

@ Arrangement String l Arrangement l




24.  Modify Field Type: Change 'Justification' from String to Reference.

1.

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

@ Days per week Integer I Days per week ]
@ Justification Choice | Justification @,
& Arrangement String I Arrangement ‘

Click "String" under Field type and change it to Reference.

Field type #* &
~ String
. Ry, ')

IS PRI RIS R )

_-—
Refe rencefm,

R T S

URL

In 'Reference table’', type just.

Click the Justification table in the search results.



Refarance table % @

Justifi

¥_snc_tele ok 0 justification

5. Click @Uefelei=}i\e!

G) NOTE

+ A Reference field points to another table. You want the
Justification field to point to the the Justification table created
earlier.

25. Modify Field Type: Change Arrangement from String to Reference.

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

Days per week Integer [ Days per week l
@ Justification Choice [ Justification I
& Arrangement String [ Arrangement ]@ ‘

2. Click "String" under Field type and change it to Reference.



Field type #* &
~ String
. W ry

Field type * @
String

1 Q ISea rch
T Darte

Duration

Time

HTML

Integer

Journal

Percent Complete
Phone Number (E164)

Price

| Referenc%
sy

URL

3. Type Arrangement into the Reference table field and click on
Arrangement in the drop-down.

Reference table % @

arrangementl

Arrangement &
I - 72"z et

USNeIPd Update field }

26.  Finish adding new fields.

+ Click @YelsKil=\lc[3® to add the new fields to the Target table.



Add fields (LI Add fields

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

All

Days per week Integer [ Days per week

@ Justification Reference l Justification

@ Arrangement Reference I Arrangement

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.

Source: telework_cases.xlsx

Name

v {:M:}
@ ( Assigned to
& ( Priority

@ ( Description

] (Shnrt descriptinn)

@ ( Days per week
& ( Justification

& [ State

@ ( Opened by

@ ( Opened

o
. : .
=
5
5]
5
@
m
3
@
5
2



27 Click in the bottom right.

ADD DATA

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

This may take a few minutes...

28. Click( Edit tables ).

Success! Here are your new tables

You can view or add more data to your tables by selecting "Edit tables.”

Summary of tables created

Spreadsheet Sheet name Table name Fieids
Telework_Data.xlsx Arrangement Arrangement 2
Spreadsheet Sheet name Table name Fields
Telework_Data.xlsx Justification Justification 1
Spreadsheet Sheet name Table name Fields
Telework_Data.xlsx Telework Case Telework Case i}
r—
L Done ]
—

Exercise Recap

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.



1.4 Data in Table Builder

Overview

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 Spreadsheet view in the Data tab of Table Builder.

Additionally, you will explore the Fields view to modify the table properties and
structure.

Instructions

1. - Clickthe Arrangement tab.

+ Close the Welcome to Table 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.

App Home Data Table And Formﬂ DataTableAndforms  DataTableAndforms
Telework Case Manage... Arrangement Telework Case Justification
= Arrangement mData i [@Forms :  33Flows
Records € +Addfield = Manage columns & V Filter
= Code = Description +

Remote Telew... (1) A telework arrangement in which the e.

=

Regular and Re...  Telework is performed on a regular andr...

s 2 o
=

Q

Situational Tel...  Employees telework on a case-by-case ba...



2. - Click the Justification tab.

Data Table And Forms Data Table And Forms
X e s X
Telework Case Justification,

+ Close the Welcome to Table builder pop-up by clicking the 'X"in the
corner.

* You cansee the Justification worksheet was successfully imported
into the new Justification table.

+ Close the Justification tab.

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

+ Close the Welcome to Table builder pop-up by clicking the 'X"in the
corner.

4.  Check the 'Do not show again’ option and then click the 'x' to dismiss the next
POoP-up.



5.

mData : EN Forms

23 F

Mow you can ! , add, and edit data in
different la» sUts. Choose between

spreads' «et, fields, and schema views.

(& Do not show again
I

Choose how to view data &’?

@ INFO

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

mData " : . EQForms : g
- @ Spreadsheet ,,
T SFelds q

Ha Schema

In this view, you can view and edit data.

Rearrange the columns displayed.



1. Click Manage columns.

App Home Data Table And Forms «
Telework Case Manage... Telework Case
~ Telework Case @mpata : [F

Records (EE)  +Addfield = Manage columns @ 7 rFiler
e

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

. Telework Case

Records @ + Add field = Manage columns . W Filter

123 Priority | Q, Find a column
§ 7 1-Critical O art al...
O
@ & 1-Critical 0O m W...
. [ I apact
7 2-High —
00 6 [ I nowledge "
W 2-High [} ncation "
|_| Wade SLA
W @ 2-High @ M umber .o
2 | 2-High =—dpened
T 7 - Hig! O Order W

Q 1P

The button with eight dots is called the Handle icon.

Hanaie icon

3. Click and hold the Handle Icon next to 'Number', and drag to the top of
the list.



6.

4. Click @Yl

@ INFO

C, Find a column

@ Priority

& Opened by

(] Arrangement

@ Justification

@ Short description
@ state

@ Assignedto

& Opened

@ Description

& Number

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

= Num.. 1%

TEL0001001
TEL0001001
TEL0001001

TEL0001002

123 Priority fii, Opened by [ Arrange...
- Critical Billie Cowley
- Critical Billie Cowley Situational Tel...
- Critical Billie Cowley
- Critical Cherie Fuhri

2 Justificat...

Dependent Care

BF shortde.
Situational Tel... ¢
Situational Tel... ¢
Situational Tel... ¢

Remote Telew... ¢

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

personalized view of the column layout for you.

In the next few steps, you will set the default columns for everywhere else in the

application.

Click 'Preview' in the top right.



E]
A4 ¢

p—e,

Policies and rules 2 '

(Prgeiew)
Preview
| ——
= Descripti... +

A CAUTION

You are seeing a personalized layout of the columns that you set up with
Spreadsheet view.

Talewsrk Cases| Humbes « [ saswet Y [T —————— n

Mumber + Proty  Opemedby  Arangement Justifcation Days per week Shortdescription  Suate  Amigredio Descripek

walet
2
" s Oper moty)
Remte Telewar
¥ e Open o
3 Bemecs Teewors .
B n ot
Situationa I Tehewark
2.4 2 n et
quest G
emeee Teiewan
—

Reset your personalized list view to the Default view.

+ Click the Gear cog icon.



m 9 @

My Apps Templates Resources

v o7

% ) ‘ Actions on selected rows... A ‘ m
Update Personalized List

on Days per week Short description State Assigned to Descriptii
| ‘ Search ‘ | Search ‘ | Search | ‘ Search ‘ | Search

. " Billie Cow

it Care 1 §|tuat\0na|Telework Open (emptv) reauests

Note that you are in the 'Personalize List Columns' pop-up.

+ Click| Reset to column defaults ]

Personalize List Columns

@ INFO

Available Selected
Accounting period Number
Active Priority
Activity Opened by
Activity due Arrangement
Actual end Justification
Actual start Days per week
Additional assignee list Short description
Approval State
Approval history Assigned to
Approval set Description
Assignment group Opened
Business duration
Close notes
Closed
Closed by
Comments

Wrap columntext || Compactrows | | Active row highlighting

Modern cell coloring

Enable list edit B Double click to edit

Reset to column defaults

cancel “

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.



Set the Default view for all Users in the system.

+ Click the three dots to the right the word 'Priority' in the first column.
+ Click 'Configure’

+ Click 'List Layout'

App Home Data Table And Forms Preview - Telework Cas:
Telework Case Manage... Telework Case Telework Case

VW Bl Telework Cases View: Workspace-telework-case-management-0 E

All
[ @ Priority j— —Du el s Arrangement
Sort(atoz)
4 - Low Sort(ztoa) ular and Recurring Telew
4 - Low Show Visual Task Board ular and Recurring Telew
4 - Low ular and Recurring Telew:
Group By Priority
4 - Low ular and Recurring Telew
Bar Chart
4 - Low Pie Chart ular and Recurring Telew:
4 - Low aunch Interactive Analysis  [ular and Recurrine Telew
4-Low Configure ﬂ List r‘wout
—
Export > —rsreararons”
4 - Low
Import XML List Control
A 1o

« Search for 'Number' on the left side.
- Click it.

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



Available Selected

Impact Priority
Justification [+] Openedby
Knowledge Arrangement
Location [+] Justification
Days per week
_ Short description
N rspi— State
Order ) | Assignedto
Parent [+] Description
SLAdue
Service [+]
Service offering [+]
Tags
Task type
Time worked
@

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

Selected

(Number
Priority

Opened by

Arrangement

Justification

Days per week —

Short description n
State aﬁ.
Assigned to p=

e
Description -

Opened

)

10.  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

RESULT

Selected

Mumber

Short description
Priority

Opened by
Assigned to

1. Click BESeA

| R

Cancel Save

R

RESULT

= ¥V © TeleworkCases| Number - | Search @ & | Actionsonselectedrows.. v\m

Al

[] @ Number « Short description Priority Openedby Assigned to
Search | [searen | [searcn | [ searcn | [searen |
TELW0001001 Situational Telework Request ® 1-Critical Billie Cowley (empty)
TELW0001002 Remote Telework Request ® 1-Critical Cherie Fuhri (empty)
TELW0001003 Remote Telework Request 2-High Christian Marnell Jewel Agresta
TELW0001004 Remote Telework Request 2-High DavidLoo Luke Wilson

TELW0001005 Remote Telework Request 2-High Jacinto Gawron (empty)



12. Close the 'Preview - Telework Case' tab.

Data Table And Forms Preview - Telework Cas y
Telework Case Telework Case
L™ s
15es | Number » | Search

13.  Switch to the 'Fields' view of Table Builder.

» Click the three dots next to Data and select 'Fields.'

mData EQ Forms  : g
Data views
.~ B Spreadsheet
= Field
limentum ¢ %zSchema

14. Hide the Task fields and only view custom fields related to Telework Case.'

@ INFO

The dark gray rows are fields that exist on the Task table that we are
inheriting in our table Telework Case table.

+ Click Filter options.

« Choose 'Hide extended fields.'



AppHome. Data Table And Forms v .
Telework Case Manage...  Telework Case
= Telework Case @osta i eForms @rows i polidesandrules (Freview)

(revew)
Table fields -+ Add rewicd Q Search fields | Critter options + )

iew inactive fields

= Columnlabel # 12 = Column name % & Typek 3 Reference 3 Maxlength = ovaeae [ ded el |
e —

Active active @B True/False true
Activity due activity_due £ Due Date 2022
Actual end work_end € Date/Time 201%
Actual start work_start € Date/Time 201%
Additional assignee I...  additional_assigne... = List User g 2022
Additional comment s comments [ Journal Input 2023
Approval approval = String EENGEES 40 notrequested 2023
Approval history approval_history. & Journal 2022
e e @ DatefTime JAYcustom(fieldlonthistable} 2022
I Arrangement arrangement @ Reference arangement @ O }z:
Assigned to assigned_to & Reference User <] 2022

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

. Telework Case @pata : Fforms :  giFlows

Table fields + Add new field

= Column label * 1% = Column name BB Type % [ Reference
Arrangement arrangement B Reference Arrangement O
Days per week days_per_week @3 Integer

Justification justification B Reference Justification

Exercise Recap

In this exercise, you've learned how to use Table Builder to view and edit data in the
Spreadsheet view and configure your Fields in the Fields view. The next exercise will
involve using the Form 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

1.5 Configure Telework Case Form

Overview

The Forms tab in Table Builder is your canvas for visually creating, configuring, and
customizing form views for your fulfiller 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 fulfillers
working on the Telework Cases.

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

+ Opened by
+ Arrangement
+ Days per week

« Justification

Instructions

1. Click the Forms button in the center of the page.



mData : EN Forl&; H z% Flows

LS -

This is the default form view inherited from the Task table, which we'll
customize for the Telework Case table.

| T Defaultview » | |

ii Telework Case | | n )
=Telework Case ~
Number Priority
[ l l 4-Low - ]
Assigned to State
[User [sys_user] a l [ Open - ]
®

& Merged with Telework Case section

Short description

| l

Description

| l

Add the 'Opened by’ field to the form.

1. Hover your cursor above the field 'Assigned to' until the "+Add" button
appears and click the button.



i Telework Case | |
®

=Telework Case

Number
I ——
. + Add -
Assigned to Q@
User [sys_user] Q

2. Type opened by inthe search box and click on 'Opened by'.

L add
_ { + Add }
Assigned to
Add form elements
Q opened by %
o
Fields (1) Components More =

b3
Opened by
Reference: BB U er k O ‘
—

Add a related field —

Result: The Opened by field has been added to the form.



=Telework Case

Number

| l

)
Opered by ~
®
l User [sys_user] Q l
{+}
| ¢ — J
Assigned to
l User [sys_user] Q l

One field added. Three to go...

+ Opened-by
+ Arrangement
+ Days per week

« Justification

3. Add the 'Arrangement’ field to the form.

1. Hover your cursor below the field 'Assigned to' until the "+Add" button
appears and click the button.

@
Opened by
®
User [sys_user] Q

Assigned to

User [sys_user] [ — Q

2. Type arrangement inthe search box and click on'Arrangement’.



mmDara  : Gl EArms : ElnWS

_— Add form alamants
‘ [T Default view » | ¢ ‘

X
Telewaork Case @ arrangement ]
—_———
=Telework Case Fields (1) § components  More
b
+ Add a field\ n the table
Opened by '\
[ User [sys_user] Arrangement - 0O
Reference: B Arrangemen Y [
(+) —
. Assigned to  Add a related field m L
3 User [sys_user] " Dotwalk from Arrangement

Result: The Arrangement field has been added to the form.

Telework Case

=Telework Case

Number

| l

Opened by

User [sys_user] Q
| l

Assigned to

User [sys_user] Q
| l

P
&)

Arrangement

lArrangement [x_1234_231103_te_0_arrangement Q l %
{+}
N

Two fields added. Two to go...

« Opened by
+ Arrangernent
+ Days per week

« Justification



4. Add the 'Days per week' field to the form.

1. Hover your cursor below the field 'State' until the "+Add" button appears
and click the button.

2. Type days per week inthe search box.

3. Click on 'Days per week'.

®
State
&
l Open e v l =
—( +Add
—
Add form element

IQ days per\:.ree_k X I

Fields (1) Components Maore

—_—— i} !
Days per week 0O
Integer 3

Result: The Days per week field has been added to the form.

Telework Case

=Telework Case

Number priorty

| e 3

Opened by State

[ user Isys_usen a] [ open -]

Assigned to Days per week © _

lUSeI’ [sys_user] a ] [ 123,456 ""
G

Arrangement

[ Arrangement [ 1234 231103 te_0_arrangement < |

Three fields added. One to go...



« Justification

5. Add the 'Justification'’ field to the form.

1. Hover your cursor below the field 'Arrangement’ until the "+Add" button
appears and click the button.

2. Type justification inthe search box.

3. Click on 'Justification'.

@
Days per week
()
[ 123,456 ||
{ + Add )}
Add form elesénts
l Q justification x l
Fields (1) Companents More =

+ Ada a field in the table

L .
Justification —}\l—. C] ‘

Choice (Y

Result: The Justification field has been added to the form.

=Telework Case

-
| i 8

Opened by State
[ User [sys_user] a [ open -]

Assigned to Days per week
[User [sys_user] Q l [ 123,456 l

Arrangement Justification =
®
[Arrangement [x_1234_231103_te_0_arrangement Q l [ Dependent Care v “

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



+ DPaysperweek
. oot

6. Click the three dots to the right of Default view, then click Configure related
list (U6 and earlier).

Data Table And Forms
Telework Case

|EDefaquier | i f

y Add new form view
| Telewaork Case
uplicate this form view

snents (2) More = TE|ewor [y [onﬁgm related list (UI16 and earlier)

he table Number

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

Awailable Selected
Activated plan->Universal Request L Task->Parent
Affected Cls
Affected Cost Centers.

Affected Groups

Affected Locations

Alert Response->Task

All Resource Plans

Appointment->Task

Appointment->Task

Approval Plan->Parent

Approval Plan->Universal Request

1 eminder Task->Parent
b mindar Tacl. sl inivarcal Ba

(<>

Archive CMDB Data Management Task->Rejection g

Cancel

—_——

Viewname; Default view v|

8. Close the 'Related Lists' tab.



Data Table And Forms Data Table And Form:

Telework Case Related Lists
[S—

ework Case form

@ Save your work.

+ Click in the top right.

9 Switch back to the '‘Data -> Spreadsheet’ view.

1.  Click the three dots next to the Data pill.

2. Click Spreadsheet.

—

M Data 5\ E) Forms : 2¢ Flo

Data \ ’IEWS

| | %preadsheet |

I v @ Fields =

o5 Schema

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



~. Telework Case
Records @ + Add field = Manage columns @ V Filter

= Num... T= = Short description

—

7 &, TELO001001 Situational Telework Request
e J

1.  Confirm the new form matches the requirements from the fulfiller users.

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

It now should have the four fields requested by our fulfiller users on the
form.

+ Opened by
+ Arrangement
+ Days per week

- Justification

Telewark Case. = [
TELO001001 ¢ @ 5 - | Folw

Mumber TELO0D1001 Priocity | 1- Critical

r T EEE—— e |
Openedby | Bille Cowley : State | Open

Lo ioas " Days per week. 1

e —————
Arrangement  Situstional Telework: Justifieation | Dependent Care Q
. - - - ¥

Shortdescription | Situational Telewor Request

Description | Billie Cowley requests 1 days of Situational Telework for the reasor: Dependent Care

If you don't see the fields on the form, please review the previous steps or ask
your instructor for assistance.



You can also adjust the fields that show in the activity history.

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

Filter Activity

Field changes = 2023-11-08 20:24:24

&

13.  Click 'Configure available fields'.



[

— Filter Activity

All

B Assigned to

B Attachments

B Comments

B Configuration item
1 ﬂ Impact =
_| B Opened by
ﬂ Priority
B state

M Work notes

Configure wai%‘hleﬁeldsr
A >

08 20:24:26

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.

Selected

Assigned to
Configuration item
State

Impact

Priority

Opened by

‘Work notes
Comments
Attachments

(]

Sidebar discussion
Emails - autogenerated

Relationship changes
Sidebar posted message
arova




15.  Click .

Available

Selected

--None--

Assigned to
Configuration item
State

Impact

Priority

Opened by

Work notes

Comments

Actual start

Additional assignee list
Approval history
Approval set

&=

)

Now Amanda and her team will be able to see a running activity log of any
fields that change on the Telework Case records. Typically, you would not add
all of these fields, but this makes the lab easier.

Activities: 1 ’ Amanda Wilson
Active
Approval
Arrangement
Days per week
Description
Domain
Effective number
Escalation
Impact
Justification
Knowledge
Made SLA
Number
Opened
Opened by
Priority
Reassignment count
Short description
State
Task type
Upon approval
Upon reject
Urgency

16. Close the Record tab.

true

Not Yet Requested
Situational Telework

1

Billie Cowley requests 1 days of Situational Telework for the reason: Dependent Care
global

TELOO01001

Normal

3-Low

Dependent Care

false

true

TELOO01001
2023-07-08 18:12:50
Billie Cowley
1-Critical

0

Situational Telework Request
Open

Telework Case
Proceed to Next Task
Cancel all future Tasks
3-Low



Record
TELOOO1001 &

17 Close the Data Table and Forms tab.

App Home Data Table And Form |

Telework Case Manage... Telework Case &
S—

7. Telework Case

You should now be on the App Home page.

servicenaw App Engine Studio
Home My

App Home
Telework Case Manage...

v23 Telework Case Management

Exercise Recap

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



1. Build the Foundation: Review

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.



2. User Experience: Overview

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.

Q TP

The form you will create is called a Record Producer 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.



2.1 Create the Request Form

Overview

The first set of requirements for the Record Producer form concern where the Telework
requests get created. They should get created on our ‘Telework Case' table.

We also need to present the Record Producer in an easy to use portal for the
requester users.

Follow the instructions below to learn to create a Record Producer that fulfills the
requirements above.

Instructions

1.  Click the Experience tab.

¥23 Telework Case Management

All (7) Data (3) Experiencs (2) Logic and automation Secu

| * "

2. Click .



All (7) Data (3) Experience (2) L

Experience
Interfaces thatHSeTSTarr e act with

Click Record Producer.

L implaps Ascands

[+ o1
Record producer

People can create records using
a catalog iter&,’

@ INFO

A Record Producer is a specific type of Catalog Item that allows end users to
create records from a Service Catalog.



4 Click .

5. Let's set up your record producer.

+ Set the following values, then click .

Name Apply for Telework

Short description  Use this form to apply for Telework

MName

|. Apply for Telework

Short description

|. Use this form to apply for Telework

ADD EXPERIENCE

We're creating your record producer...

This may take a few seconds.

6. Click onthe( Edit record producer ) button.



Edit record producer m

v

'~ =

7. The Record Producer destination will be the Telework Case table.

1.  Click on Destination

= | Apply for Telework

Details Detai
Destinatiory, @ Provide
= i
Location
Ba
Questions

2. Type Tel.

3. Select the Telework Case table.



Table

Racard clibmission table #
—

Te1
ﬁ nf 7
.

LY
Telework wase
¥_snc_telework_123_tele vork_case

L

-
Telework Case Data Mapping
¥_snc_telework_123_ihub_import_585d7{20798

ISENOIled Continue to Location }

@ CATALOGS AND CATEGORIES

Just like in real life, a ServiceNow Catalog contains Categories of items and
services that can be ordered by a requester.

Location

Choose a catalog and category where requesters can find your item

A Topic is a newer way in ServiceNow to organize Catalog Items and Record
Producers for the Employee Center portal.

8. Add the Record Producer to a Catalog.

1. Inthe Catalogs box, click Browse.



Catalogs

Selected catalogs

@ Browse

2. Move Service Catalog to the right hand box, 'Selected catalogs'.

Awailable options Selected catalogs

Service Catalog

Selected catalogs

[service Catalog | ]

E

@ Add the Record Producer to a Category.

1. Inthe Categories box, click Browse.



Categories

Selected categories

- Bé;wse

2.  Move Can We Help You? to the right hand box, 'Selected categories'.

Available options Selected categories

la

Application and Account Access
Business Application Lifecycle Management

| Can We Help You?
Trreps =
Desktops
Furniture and Decor

Hardware
Mardhara Aceat

Selected categories

]

[ CanWeHelpYou? | |
L ° "4

Add the Record Producer to a Topic.



1. Inthe Topics box, click Browse.

Topics

Selected topics &

~ Brm&ge

2. Check the box for IT.

Available topics
Q. Search

@i
1 Risk & Compliance

[INN@®Ied Continue to Questions }

Exercise Recap

You have configured where the Record Producer will be visible for requester users to
submit Telework requests.



2.2 Add fields

Overview

Earlier, you created the back-end form the fulfiller users will see for records on the
Telework Case table. In this exercise, you will create the front-end form with

questions for the user to answer when submitting the form.

The fulfiller users have requested that the Record Producer ask the requester the
following questions from the PDF form we are digitizing:

+ Who is the request for?
+ Should auto-populate with the name of the current user, but can be edited
to a different user.

+ When do you need this?
+ Options should be:
+ Today

« Tomorrow
« This week
+ Next Week

+ What type of Telework are you applying for?
« Options should be:
+ Regular and Recurring Telework

+ Remote Telework
- Situational Telework

* Number of Days per Week?
+ Input should only be an integer. No letters allowed.
* This field should only appear if the answer to the previous question is
Situational Telework'.

+ What is the reason for Teleworking?
+ Options should be:



1.

+ Dependent Care
+ Medical

+ Reasonable Accommodation

Instructions

@ INFO

A Question set 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 Record Producer already exist on the
system as part of a Question set called 'Standard Employee Questions'.

+ Who is the request for?

+ When do you need this?

Add the 'Standard Employee Questions' Question set.

1. Click the arrow next to (@R A P ile1a i

2. Click 'Question set'.



Insert new question S

| - Question set
& AL

». Deactivated questions

= Single column container
== Two column container

—Line break

3. Type Standard.

4. Click on 'Standard Employee Questions'.

Select question set

Cuestion set s

Standard
Showing 1-1 of ‘I\

— T — —
Standard Employee Questionz=

-

5. Click the arrow to the left of 'Standard Employee Questions' to expand
the Question set and see what questions it contains.



H %.‘ ttandard Employee Questions Single-Row Q
S’

When do you need this? * Choice - Dropdown

Who is this request for? * Requested For (canr

@ NOTE

Advanced ServiceNow users may know Questions sets outside of App Engine
Studlio by a different name 'Variable sets'.

Questions remaining to add:
+ What type of Telework are you applying for?
+ Number of Days per Week?

+ What is the reason for Teleworking?

2. Add the question 'What type of Telework are you applying for?'

[NENCIed Insert new question }

2. Configure the following values:



Field Name Field Value

Question type: Choice

Question subtype:  Record reference

Question type

Choice

Question subtype %

Record reference

Scroll down to the Details section.

Details

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

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



Field Name Field Value

Map to a

specific Checked

field

Table field choose Arrangement

Question

|Ol;)e| ! What type of Telework arrangement are you applying for?

Mandatory Checked

Question Notice on the right panel, then Question Preview shows
Preview what the question will look like to the user.

@ INFO

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

@ Question  ® Additional details  Defaultvalue  Auto-populate  Annotation r————
Question Preview
Details

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

you. % ©
8 Map to a specific field on the table —

Table ield

(continue to Additional details )
-~



5. Click (Continue to Additional details)

( Continue to Additional details )

6. Type Arrangement the Source table box and click 'Arrangement’ in
the drop-down.

Source

The options for this question will be sot

Source tabhle %

Arrangemend

(. =

Showing\{oﬂ

Arrangemer-

x_snc_telework_123 a{r\@anw ment
PTEaSE SEIect a [@nle 101 Using Fieer conaraons..

7. Click on the Annotation tab.

—

ils Default value Auto-populate Annotation

g

be sourced from a table instead of specifying the values now

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. Check the box Show instructions.
9. Openthefile: telework_form_annotation.docx.
10. Copy all the text in the file (8 Cmd or CTRL+A, CTRL+C )

1. Paste it into the Instructions box (88 Cmd or CTRL+V ). You can choose to
either keep or remove formatting.

Paste Formatting Options X

Choose to keep or remove formatting in the pasted content.

(Remove formatting) ( Keep formatting >

Questions remaining to add:
+ Number of Days per Week?

+ What is the reason for Teleworking?

3. Add the question ‘Number of Days per Week?' using a different way.

1.  Click below the last question you added.



> Standard Employee Questions Single-Row Question Set

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

2. Click the 'New question' tile.

Insert component

Questions

?
H

New question Qu

W

3. Set the following values in the Type section:



Field Name Field Value
Question type Text

Question subtype  Single line

Question type
Text

Question subtype *

Single-line

4. Scroll down to the Details section.

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



Field Name

Map to a specific field

Table field

Question label

Name

Field Value

Checked

Days per week

Number of Days per Week?

days_per_week

6. Click on Additional details.

7. Click on the Text validation drop-down and select Number.



@® Question Additional details

LS T W)

Validation

Text validation

/

Showing 1-5 of 5
Email

IP Address

Number {p
N ~

URL

US Zip Code

8. Click @ deIEN oD

The Telework Case fulfillers want 'Number of days per week' to only appear if the user
answers 'Situational Telework'...

*What type of Telework arrangement are you applying for? @

©®  Situational Telework

This can be done with a Behavior.

@ NOTE



Advanced ServiceNow users may know Behaviors outside of App Engine Studio
by a different name 'Ul Policies'.

4. Define a behavior for "Number of Days per Week?".

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

Number of Days per Week?

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

3. Click (Deﬁne new behovior)




Dynamic behavior

Dynamic behavior has not bee|

You can define dynamic behaviol

based on the answers to other g
—

(Define new behayior

\

e’
A
S
-
E')
'_I

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

Field Name Field Value
Make the question mandatory  Yes

Make the question visible Yes



Actions Conditions Settings
Outcome
Specify the behavior of this question when the condition is met

Make the question mandatory

Yes

—_—

Make the question visible

Yes
——

Make the question read-only

MNo action

5. Click on the Conditions tab.

Actions Cond'ﬁons Settings

—_—

6. Set the Dynamic Behavior Condition filter to

arrangement is  Situational Telework



[ AddFiter Condition || Add "OR" Clause

—

A fangements | ServiceNow

All

o Code

Search

® Regular and Recurring Tilework

@ _Remote Telework .
—_—

@ Situational Telework

e

[arrangement v ] [ is V] [SituationaITeIework

JA®iled Add behavior }

( Continue to Settings )

Add behavior

LS -

@ INFO

This will create a Ul 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".

Questions remaining to add:



+ Numberof Days perWeek?

+ What is the reason for Teleworking?

5. Add the final question: What is the reason for Teleworking?

2. Inthe Type section set the following values:

Field Name Field Value
Question type Choice

Question subtype:  Record reference

Question type

Choice

Question subtype

Record reference

2. Scroll down to the Details section.

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



Field Name Field Value

Map to a specific field  Checked

Table field Justification

Question label What is the reason for Teleworking?
Name justification

Mandatory Checked

4. Click (Continue to Additional details)

5. Type just the Source table box and click ‘Justification’ in the drop-
down.

® Question ® Additional details Auto-popu

Source

The options for this question will be sourced from a

Snuirra tahle %

just

m :
Justificati I

x_snc_telewolk ¢ O stific;;ion

6. Click @E el e lD-

Your screen should now look like this:



i | Apply for Telework

Details Questions

Destin ° Define the questions on your item form

Location Expand ail Insert new question

Questions
Settings » Standard Employee Questions Sngle-Row Question Set

Access
What type of Telework arrangement are you applyi.. * Choice-Record refere.
Review
and
submit Number of Days per Week? Text-Single-ine T

What is the reason for Teleworking? # Choice - Record references

6. Click .

Exercise Recap

The Record Producer 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.



2.3 Preview in AES

Overview

Preview the form in App Engine Studio before publishing and confirm that the form
fields behave as expected.

Instructions

1 Click .

2.  The Preview page allows to visualize what our form will look like in different
experiences.

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

Portal Preview

Apply for Telework
Use this form to apply for Tle

work




Now Mobile Preview

Apply for Telework

Use this form to apply for Telework

 Favorite
* Indicates required

* Who is this request for?

System Administrator

* When do you need this?
Today

* What type of Telework arrangement are you
applying for?

* What is the reason for Teleworking?

Submit

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



Close dialg l %ﬁ;

—

4. Configure who can access the Record Producer form to order it.

1.  Click Access on the sidebar.

Questions

Settings

Access @
Review and
submit

2. Under Available for, click Browse.



Available for

User criteria granted access

[~ Ernv&e

3. Move '‘Any User' to the right box.

Awailable options

Q

'Problem Analyzers' and 'Problem Solving' Group v
AES Users

All ACME Corporation employees

All ACME North America employees

All content taxonomy contributors

S — Managers

I T —
ANy USer Tor e

L=
Guest User
HRSP client roles without alumni

HRSP employee, contracter, contingent roles

IO Save Selections ]
SEEN@Iled Continue to Review and submit }

6. Click .

User c

--MNor




JANCIed Rcturn to my application }

Exercise Recap
Congratulations!

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.



2.4 Preview in portal

Overview

Requester users access ServiceNow via portals. The main 'out-of-the-box' default
portal offered by ServiceNow is called Employee Center.

More Info: ServiceNow Product Docs Employee Center

In this exercise, you will preview the 'Apply for Telework' Record Producer in the
Employee Center portal.

Instructions

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

) M | © Home- Creator Warkshops | x | € AppEngine Studio| ServiceNo x  —+

Home MyApps Templates  Resources

Servicenow App Engine Studio

2. Open the Employee Center.

1. Click All.
2. Type employee center.

3. Click Employee Center.


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

Favarites

employee center

FAVORITES
Mo Results
ALL RESULTS
~ Self-S5endge

Employee Center

3. Search for the 'Apply for Telework' Record Producer form.

1.  Type telework inthe search box.

2. Press ENTER on your keyboard.

How can we help?

teleworld I

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



All results for "telework"

r N

E Apply for Telework

Use this form to apply for Telework
L o

Q TP

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

*What type of Telework arrangement are you applying for? @

Click it again to close the annotation.

*What type of Telework arrangement are you applying for’ %'
Selecting the right Telework Arrangement —_—

Regular and Recurring Telework: Often referred to as routine remote work, it is an al

————— - T Y N N TR S T U S T T

5. Fill out the form with the following values: ( « double-click, copy & paste into
the form).



Step

Field Name
Who is this request for?
When do you need this?

What type of Telework arrangement are you
applying for?

Number of days per week?

What is the reason for Teleworking?

Field Value

David Loo

This week

Situational
Telework

Dependent
Care



Apply for Telework

Use this form to apply for Telework

*Who is this request for?

‘ @ Dpavid Loo

*When do you need this?

‘ Today

*What type of Telework arrangement are you applying for? @

‘ @  Sijtuational Telework

* Number of Days per Week?

3

*What is the reason for Teleworking?

‘ Dependent Care

Exercise Recap

In this exercise, you learned how to use Employee Center to submit a Telework Case
request on behalf of a different user than yourself.



2. User Experience: Review

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 Record Producer for users to
submit new Telework Case requests.

The Record Producer contains the questions provided by Amanda and her team of
fulfillers as well as Ul 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 Employee Center portal for
users to request Telework.



3. Automate work with Flows:

Overview

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



3.1 Create the Flow

Overview

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:

« Trigger
+ An activity that initiates the flow, such as a record created in a specified
table or a scheduled job.
+ Conditions
+ Statements that determine when or how an action runs. For example, run an
action only if a field is over a certain value.
+ Actions
+ 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.

A CAUTION



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

+ You are encouraged to click the button as frequently as you would

like to ensure you don't lose any progress.

( Test ) ( Activate ) E (=)

Instructions

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

Logic and automatior ©Add

Add automated workflows to imMﬁity

2. Click Flow.



What do you want to add?

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

M L
Flow 3 Decision ‘ Email
Create decision rules in a table Build an automated email to
notify people of a certain event

A behind-the-scenes workflow
triggered by an event QW format to simplify decision-
making

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

Build from scratch

&

4. Create the flow with the following information:




Field Value

Name Telework Case Approval

Description  Approve and fulfill new Telework Cases.

Mame * @

| Telework Case Approval

Description @

| Approve and fulfill new Telework Cases.

Click on the button.

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

Success! Your flow is ready.

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

Flow name Description
? Telework Case Approve and fulfill new
Approval Telework Cases.

Edit this flow m

————



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

Add a trigger to determine when and how the Flow will run.

1.

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

te Telework Case Approval e

TRIGGER

e AL@a trigger

Select Created from the Record section.

TRIGGER

@ Abort trigger creation
Trigger Select a Trigger -
Q kearch Triggers
s ———————
—
ACTIONS  select multiple Scheduled Created @
C &
. Application reated or Update:
@ Add an Action, Flg
Updated

Click the Table' drop-down.

% Table Select a Table

Type telework case and click the Telework Case table.



TRIGGER

. Record Created

Trigger Created -
* Table Select a Table -

Condition C telework case|

—
Telework Case [x_WZ};;SﬂEDB €:_0_telework_case]

—_—

5. Click to close the trigger.

8. Request an approval from the '‘Opened by’ user's manager with the 'Ask for
Approval' Action.

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

ACTIONS  select multiple

@ Add an Acl:iﬂgn, Flow Logic, or Subflow

2. Click Action.

ACTIONS  select multiple

—
® ( C»Acm’ n ) | -§ Flow Logic )( 2, Subflow )
—_—

3. Click Ask For Approval.



ACTIONS  select multiple

@ ( G Action )( & Flow Logic )( % Subflow )

Q, search Actions

(O Most Recent Default
Sy | W

ERROR HAN
Ifan error oce] ¥ Popular P T.
INSTALLED SPOKES ~ ‘ Ask For Approva\w @

Add the record the manager is approving.
4. Click on the Data Pill Picker.

ACTIONS  select multiple

1 . Ask For Approval

Action Ask For Approval

|

(5]
| S—
)

* Record Drag and drop record data pil

5. Select Trigger — Record Created.

6. Select Telework Case Record.

ACTIONS  select multiple

1 . sk For Approval

Action | Ask For Approval
* Record | Drag and drop record data pill @ m
Table | SelectaTable Q. trigger - Record Creatgd™>| x
Approval Field | Select a field @ Trigger - Record Created Teern S ""/T Record ©
—_—

@ INFO

+ Did you noticed that the Approval Field and Journal Field automatically

populated?



Action Ask For Approval -

% Record ( Trigger - ... » Telework Case R... X) =R
Table Telework Case [x_1234_231103_te_0_telewo... - 0 E

7

~
Approval Field Approval A~ l@
Journal Field Approval history K~ I |

A

« This is because these fields already existed on the Task table that we
extended Telework Case from.

+ REMEMBER:
- If you're tracking any kind of work (tickets, requests, etc.) it's always a
good idea to extend from Task unless you have a good reason not to.

9 Configure the Rules for when this record is approved.

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

* Rules

Approve - When:

-Chooseappmvalrul& - |

2. Choose Anyone approves.



3.

4.

5.

* Rules

Approve - When
-Choose approval rule -
' Q |
Due Date
. hanca anmreneal eola
Anyone approv
N ©___

Next, you need to specify which person the approval will go to.

Click on the Data Pill Picker to look up data on the Telework Case'
record that triggered this flow.

* Rules

Approve v | When

Anyone approves =
——

Click Trigger - Record Created.

Anyone approves - AL ( OH
—_
X

N . Q Search
one

W
. Trigger -&ecord Created

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



©
Q) trigger - Record Crea[ed--| x

- p—
. Trigger - Record Created Telework Case Rec.. Recrd &
y

Scroll down to locate the Opened by field and click on the chevron next
toit.

‘ase Record = bt
Telework Case Rec Record €
©]
v
|
Opened by Referef ce @
n

Scroll down to locate the Manager field and click on it.

) =\ 7
Q. trigger - Record Created » Telework Case Record ~Opened by

@ Trigger - Record Created lework C. °

[0}
v
Manager Reference ®
&
Opened by Reference °
o)

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

* Rules Add another OR rule set ) [u1][=

ot

[ SS—A

Anyone approves v



@ INFO

Going from Record to Record to Record to find a specific field in ServiceNow is
called "Dot-Walking".

10. Add Flow Logic for If the manager approves...

1. Under the 'Ask for Approval' Action, click on Add an Action. Flow Logic,
or Subflow.

ACTIONS select multiple

1 . Ask For Approval

@ Add an Action, Flow L@;ic, or Subflow

L >

2. Click Flow Logic.

3. Click If.

: ( -& Flow Logic ) i . Subflow

C, search How Logics
1

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



Condition Label: Manager Approves
LS

5. Click on the Data Pill Picker next to '‘Condition 1.

6. Click 1 - Ask for Approval.

7. Click Approval State.

Condition Label: Manager Approves
—_—
s Condition 1: Drag and drop a data pill in @
Q. 1 - Ask For Approval >l X
& Trioser - Recogd Creared .F Approval State ch“w ice
. 1 - Ask For Approval /‘Yr\wunamuh Hect G
—_—
Don't Treat as Error True/False
M 1 M 1
8. Click the 'Select a choice' drop-down.
M 1 1
@ Click '‘Approved'.
Condition Label: Manager Approves
—
% Condition 1: ( 1-Ask For Ap... » Approval St X) is vl Select a choice A
- None -
( Add another condition set{OR) ) Not Yet Re uested
Reauested,
Approved v
Rejected
then ® Cancelled

10. Click .

I_I_



@ INFO

Adding the Condition Label of ‘'Manager Approves' was like adding a comment
to our code.

2 -£ - If Manager Approves

@ ( G Action )( -4 Flow Logic )( 2, Subflow )

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.

1. Add the Create a Ticket Action.

1. Under If Manager approves click @ next to 'then'.

2 - - If Manager Approves

then &

&

S—

2. Select Action > ServiceNow Core > Create Task.



3.

4.

5.

6.

) ( © Action )( - Flow Logic )( 2, Subflow )

O Search Aftions

(D MostR icent

+¥r Popula’
INSTALLED SPIIKES ~

AES Catalog Builder

. AES Decision Table Build...

. AES Flow Templates

For Table, select "Ticket".

Action Create Task
* Table Select a Table
Field Values | Q ticked

wait | Ticket [ticket]

Click Add a field value.

Action

* Table

Default

Add Worknote Link to Cont...

Ask For Approval
Create or Update Record

Create Record

T Create Task

LS >

Create Taslk

Ticket [ticket]

Field values

L

+ Add field lﬁllue

&

Click 'Select a field'.

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




Action Create Task

% Table Ticket [ticket]

Field Values Select a field

!’_"\ parent
[ vl
Wait _ Parent @

Set the 'Parent’ field on the new Ticket' record to be the Telework Case
record that triggered this Flow.

7. Click on the Data Pill Picker.

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

¥ 3-Create Task
Select Parent B ES S

Q_ trigger - Record Created» *

. Trigger - Record Created ﬁ_ Telework Case Rec... {w jecurd &
i~

Arle Ear Annraunl

Result:

Field Values Parent bl Trigger -... » Telework Case R.. X

9  Click + Add field value and add two other fields:



Field Values Parent

+ Add field value
&
Field
' Field Value

Name
Short

o L VPN Access
description
Assigned System administrator (Normally you would not specify a
to user here, but this will make the lab easier,)

10.  If the Field Values look like below, click .

Action | Create Task

% Table | Ticket [ticket] x
Field Values | Parent v | (Trigger- X 1)
Short description Xv || VPN Access €}
Assigned o X+ || system Administrator X~ <)

Wait

1. Click the Add Annotation button to the right of the Create Task Action.

—_—
then @ Create Task Bl % W



12.  Type Request VPN Access and press ENTER.

Create Task
@
Request VPN Accessl

®

@ INFO

Adding Annotations makes the Flow easier to read.

-2 - > If Manager Approves
Create Task
3 then
. Reguest VPN Access
®

Send an email to the 'Opened by' user and let them know their Telework Case request
has been approved.

12.  Add and configure the 'Send Email' Action.

1. Click @ under Create Task.



-2 -5 If Manager Approves

3 then . Create Task
Reguest VPN Access

Y

—_—

2. Select Action > ServiceNow Core > Send Emaiil.

@\ ( CaActiEn )t -6, Flow Logic )( 2, Subflow )

Q, Search Rctions

an Action,

(D Most Régent Create Task
1y Popular Delete Record
R Q INSTALLED SPOK] Get Email Header
n your flo Ger Latest Response TextF...

N

AES Catalog Builder Log

. AES Decision Table Build’ Look Up Email Attachments
. AES Flow Templates Look Up Record

. AES Mobile Templates 0k Up Records

. AES Portal Ul Template Send Email & 0]

£\ 1 rcniationnca 1 Tananl

Trmd Rinsificarine

3. Click the Add Annotation button.

4. Type Notify Opened By inthe field and press ENTER.

Send Email

@' | Notify Opened gy e ‘# %J

Emails need to be associated to a target record for tracking.

5. Click the Data Pill Picker next to Target Record.

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



TargetRecord | Select Target Record

Table | SelectaTable @, trigger - Record Cregzé@~| x

clude Watermark | (@ Trigger - Record Crea(eN elework Case Rec... Record © ‘
&

(@ 1 - Ask For approval

7. Click the Data Pill Picker next to the To field.

8. Click Trigger - Record created.

9 Click the chevron next to Telework Case Record'.
10. Click the chevron next to 'Opened by'.

1. Click 'Email".

12.  For the Subject, enter:

Your Telework application is approved

Set the Body of the emaiil.

13.  Inthe Body field, type Dear (Be sure to include the extra space at the
end).

Body B 7 U & ~  FontFamiy

A~A~- L R E

Dear|

14.  Click the Data Pill Picker to the right of the Body field.



-

3ody B F U €& A FontFamly ~ FontSizes ~ [EE~ EI
A-R-f R EE E E E © —

15. Dot-walk to and click the field Trigger - Record Created >> Telework
Case Record >> Opened by >> Name.

Telework Case Table

Run Start Time UTC

Run Start Date/Time

@ INFO

If you drop the Data Pill before the word 'Dear ' you can drag and drop it
to the correct location.

RESULT:



Body | B J U & < FontFamily ~ FontSiz

A~ R~ & 2

-_— 7 —

L]
ru

w

'd . ™
Dear L Trigger - Recard ... » ... » Na.. )

16. Inthe Body field, press Enter to move to the cursor to the next line.

17 Type Your application for (Be sure toinclude the extra space at

the end).

Body B JF U 4 # FontFamily ~ Font!
A

A~ LR

Dear [ Trigger - Record ... » ... » Na..

S

Your application for|

18.  Click the Data Pill Picker to the right of the Body field.

[ E—

Body B 7 Y % + FontFamly ~ FontSizes =~ [~ E
A~ A~ &P 2

-

Dear \\ Trigger - Record ... » .. » Na..

[

= = ©

|

Your application for

19.  Dot-walk to and click the field Trigger - Record Created >> Telework

Case Record >> Arrangement >> Code.



13.

y ecordCreateq-Telework Case Record - Arrangement-
@ Tetework Case e
@ ko mmproat Teework Case Table

@ 3-creaeTask

Run Start Time UTC

Run Start Date/Time

20. Type <space>is approved. afterthe data pill. (Be sure to include

an extra space before the words).

Body | B J U 4 A  FontFamiy

A~ B~ &L &

~ Font Sizes ~ M-

= o

Dear( Trigger -Record... » ... » Na..

Ny

Your application for ( Trigger - Record C... » ... » Co.. ) is appm\redl

2. Click .

Your flow should look like this:



TRIGGER

. Telework Case Created

ACTIONS select multiple

1 . Ask For Approval

> 2 -£ » If Manager Approves
3 then . Create Task
Reguest VPN Access
4 Send Email
Notify Opened By
®

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



15.

16.

17

18.

T Telework Case Approval e [ w5 (i) (e ) QI ()
Se———————

@ Search

®

@ Add a node )

'S

In the top right corner of the screen, Click .

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

In the Confirmation box click the button.

Close the Flow tab in App Engine Studio.



servicenow App Engine Studio

App Home Flow y
Telework Case Manage... Telework Case Appr ..
S—

te Telework Case Approval e

Exercise Recap

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.



3.2 Test the Flow

Overview

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.

Instructions

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

' App Engine Studio| ServiceNe X+
Servicenow App Engine Studio h
Home  MyApps  Templates Resources

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

3. Impersonate 'David Loo'.

1.  Select Impersonate User.



System Administra...
System Administrato)
E3 ServiceMow

& Profile

! Preferences

1" Elevate role

Printer friendly version

£ Log out

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

Impersonate user

Select a user

David Loo

#y David Loo
¥ davidloo rﬂ[,?




4. Close the New to Vancouver pop-up.

5. Open the Employee Center.

1. Click All.
2. Type employee center.

3. Click Employee Center.

Favorites H

employee center

FAVORITES

Mo Results
ALL RESULTS
~ Self-Sendge
Employee Center

6. Type telework inthe Search box and hit ENTER.



How can we help?

telewcrld

7. Click Apply for Telework in the search results.

All results for "telework"

i .
E Appl&jfor Telework

Use this form to apply for Telework

8.  Fill out the form with the following values: ( « double-click, copy & paste into
the form).



Field Name

Who is this request for?

When do you need this?

What type of Telework arrangement are you
applying for?

Number of days per week?

What is the reason for Teleworking?

Apply for Telework

Use this form to apply for Telework

*Who is this request for?

Field Value

David Loo

Today

Situational
Telework

Dependent Care

‘ @ Dpavid Loo

*When do you need this?

‘ Today

*What type of Telework arrangement are you applying for? @

‘ @  Sijtuational Telework

* Number of Days per Week?

3

*What is the reason for Teleworking?

‘ Dependent Care




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

@ wok)) @ D| © Home-CreatorWorkshops |5 X |© App Engine Studio | ServiceNe X My Request - TEL0001041- i X

o]

Bud Richman is the manager of David Loo and will approve his Telework Case.

10. Impersonate 'Bud Richman'.

1.  Click Impersonate another user.



: ﬁ\ David Loo

| @ Impersonating Use
B ServiceNow

& Profile

© Preferences

% End impersonation

> Imyersonate another user

& Printer friendly version

€} Log out

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



Impersonate user

Select a user

Bud Richman &

bud.richman

1. Close the Welcome to Service Operations pop-up.

12. As Bud, approve David's Telework Case request.

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



Vicen(')w All  Favorites

| Y my approvalg ®

FAVORITES
No Results
ALL RESULTS

v Service [lesk

My Approvals

2. Right-click on Requested.

3. Select Approve.

T — + e e g e o

State

Requested

~ ponow Matching
Filter Out

Copy URL to Clipboard

Accion Taa

‘ Approw*
Toomeete

Appr

dF

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

manager approves.



13. See if the email was sent.

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

2. Select End Impersonation.
o)

Bud Richmanp

® |Impersonating [User
ServiceNow

& Profile

€ Preferences

l End impeygonation I

© |mpersonate another user

Log out

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



Favorites

FAVORITES

No Results

ALL RESULTS

v System WMailboxes

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

!

4|l > Mailbox = Outhox > Created on Today

[] & ' Crea{@d -

2023-11-0322:07:38

2023-11-0309:00:13

Click the Created column to open the email to david.loo @
example.com.



All > Mailbox = Outbox > Created on Today

[] @ Created v Recipients Subject.

[ searcn ‘ I Search Search

[J @ 20231103 220738 1 david loo@example.com Your Telework application is approved

6.  Scroll down to the bottom of the page, and click on the Preview Email
related link.

Related Links

Preview EI%“

Email Log | Email Attact

You can see the email includes the information from the Data Pills that
you put in the body of the email.

Preview Email

Dea David Loo
——

Your application for Situational Telework i approved.

Ref:MSG0000457_rTqHNtCY8BJZr47uUzzU

Exercise Recap

In this exercise, you tested the Automated Flow by impersonating a user, submitted a
record, and ensuring the automated steps took place.



3. Automate work with Flows:

Review

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.



4. Manage work: Overview

In this exercise, we will learn how to create a fulfiller Workspace experience using the
powerful Workspace Builder 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 Ul Builder from within this builder.



4.1 Create a Workspace

Overview

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

Instructions

1. Return to the App Engine Studio browser tab.

O Your Telework application is ar X 0O AppE ne Studio | ServiceNc X

2. On the application homepage, click the Experience tab.

3. Click .

All (9) Data (3) Experience (3)

o

Experienc?

‘ﬁ .
Interfaces that users can interact with



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

ADD EXPERIENCE

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

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

ox=
Record producer

an
= Workspace

o=
& Standard catalog item

Aworkspace helps users
manage and fulfill requests sent
to them.

People can add ways to request

People can create records using
a good or service.

a catalog item.

Click on the button to begin the Workspace Builder wizard.

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

Upgrade to new router not successful *

CoseCase | Save | CreamorkCraer | ProposeSowton  Reguestinfo
s2:Fan Open somnJascn

Contact

e & & Gase- Prcry 2 msolto,
g oo varen e
. 1d 23h 56m
[— temsnna
Dol Cusomer ormosion  Gustomer Actvity  WokOrdars  SLAS(1)  Tasks  mare+
. Case ~ I Compose = Related Search Re...
4
[ ~ e sternon
aCommarts « Q Upgradetonew e [@
csu0108 s e =,
- 20201108 050000 ” @
cr -
- .

6. Leave the default values and click .



Name * @

| Telework Case Management I

Description @
| Enter a description I

URL * @

[ telework-case-management J

fxi1234/telework-case-management

Roles % ®

| *_1234_231103_te_0.admin X *_1234_231103_te_O.user X |

You can add roles by searching for them

2

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

Field Name Field Value
Primary table Telework Case

Secondary tables  Arrangement, Justification



Primary table % ®

‘ Telework Case

Secondary tables ®

Justification X )| Arrangement X

Co%i,'.inue

CREATE EXPERIENCE

Sit tight while we create this experience

This may take a few seconds...

7. Your new Workspace experience is completed. Click on the [ Edit ) button.



Success! Your experience has been
created

F Name
as Telework

( Edit

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

L\

Get started

9 Your Workspace Builder view should look like below.



@ NOTE

The view below might look slightly different depending on your screen
resolution.

mmmmm

=ust Telework 2 1 ~adat

Happening now
N

@ INFO

The Workspace Builder for App Engine allows you to manage dashboards, build
lists, and customize record pages for workspaces created in App Engine Studio.
App Engine licensed customers enjoy exclusive access to this premium feature.

Exercise Recap

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



4.2 Configure the Workspace Lists

Overview

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.

Instructions

You should be on the Home section of the Workspace builder.

servicenaw App Engine studio

[ Telework Case Mana...

Telework C... 7 | +agats  (0) (CTTTTETD) A new cement~ 1)
=List h ’ 7
@ Analytics

Happening Now

My Tasks : Unassigned Tasks : CriticalTasks

Updated at 05:18 PM Updated at 05:18 PM
AN AN Vi 4
Cases by Priority

1.  Hover over and click on the word List on the left sidebar.



App Home Workspace «
Telework Case Manage... Telework Case Man...

[i* Telework Case Mana...

(y Home

iy Telework C.
—

G Analytics

Etlappening



The Workspace Builder did a great job of laying out the List menu for the
Telework Case workspace.

= List

v Telework Case

i Open

i Unassigned

i Closed

i All

@ Add filtered list
v Justification

i All

@ Add filtered list
v~ Arrangement

i All

@ Add filtered list

Review the columns for Telework Cases to see if they are in a good order for
fulfillers to get work done.

3. Inthe Telework Case' List Category, click the word 'Open'.



() Home

= List

~ Telework Case

Lioe )
Unassigned
Closed
All
@ Add filtered list
~ Justification
All
@ Add filtered list
v Arrangement
All
@ Add filtered list

(*) Add list category

Amanda's team would like the columns in the 'Open' list to be arranged
differently than what the system built below.

Open @1 @

Last refreshed just now
Priority Opened by Arrangement Justification Days per week Short.
1 - Critical Billie Cowley Situational Telework Dependent Care 1 Situati

1 - Critical Cherie Fuhri Remote Telework Medical 3 Remof



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

Table %

Telework Case

® Activate list

Configurations

EIIME%M

¥ Apply conditions

User access

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

Available columns

Z  number

Effective nurmmoer

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



Available columns Selected columns
Q, Search

i Priority
Expected start

Follow up i Openedb
Move the selected row in the available column to
Group list the selected column nt
——
Impact S
P & i Justification
Justification ®

Knowledge ' i Days per week
Location ® i Short description
Made SLA . State

Number |

7. Click the handle icon next to 'Number' in the 'Selected columns' list and drag
it to the top of the list.

ielected columns

L = AT E P L

Days per week X
Short description X
State %
Assigned to X
Opened %
Description X

& Number %
N—



Selected columns

. Nulllber ®
i Priority x
i Opened by bt
# Arrangement x
i Justification ®

8. Remove the rows:

+ Arrangement
+ Justification

+ Days per week

Selected columns

& Number x
i Priority ®
# Opened by

i Arrangement

i Justification

# Days per week

# Short description X

~



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

+ Number

+ Short Description
+ Opened by

+ Assigned to

- State

* Priority

Selected columns

i Number X
¢ Short description X
i Opened by x
i Assigned to X
i State X
# Priority X

Cancel Apply

10.  Click @]l

1. Click @S\ in the bottom right corner.



ligh l

ligh
ligh
]
page T Delete filtered list @
—
12.  Click on the 'Home' link in the left sidebar.
App Home Workspace w
Telework Case Manage... Telework Case Man...
[i* Telework Case Mana...
(@ Hone
C— Open 32
= List Last refreshed 1m ago

Exercise Recap

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



4.3 Configure the Dashboard

Overview
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.

Instructions

1. Click the Preview button in the upper right to open the workspace in a new
browser takb.

& . )
(& Workspace settings | (L7 Preview )
—————

Home settings

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

. Critical Tasks

| Updated at 03:48 PM
ZAEN 4

2. Gointo Edit Mode by clicking the Edit button



() e ]I

—

Critical Tasks

2

Add a new Data Visualization of a Vertical Bar chart showing Telework Cases by
Priority.

1.  Click the My Work data visualization.

2. Click the black plus icon at the top center of the My Work data
visualization.

Updated at 09:33 PM

PAREN
[ o usonion = 2 ] [—
My Work @
Last refreshed 1m ago k
—
Number » Short description Priority

3. Click Data Visualization.



kearch elfiments

pt

m Data vk&li;lizatiun

2\ Filter

4.  Click New Visualization.

4

Add Visualization

r 3
+ New Visualization

Start a new Vistﬁi}lizatiun fro n scratch with
\ /

5. Click the bottom-right corner of the new Visualization and drag it
across the page.




4. Configure the Visualization type.

1.  Click the Visualization type dropdown.

2. Scroll down and click on Vertical bar.

Visualization type

L Single score v |

>
_ Q Search

[ Fwueuata

kv Spline
S Step

Bars

I am | M

F Horizon

L lot Vertical bar@m

Pie and donuts

5. Set the Chart title.

1. Click on Header and border to expand that section.

2. Type Cases by Priority inthe Chart Title field.



B Header and border ~
@ ) Show header ®
(O Show header separator ®

Chart title ®
Cases}py Priority]

@Translatable turned on

6. Add a data source.

1.  Inthe Data >> Data sources section, click BEWNe (e Ko oiie K=o 0] (o=2.

£ Dpata ~

Cases by Priority Data sources ~
(I Define data manually ©
=
=]
® To start configuring your chart, you
need to connect to a data source.
No content available. S

N 2|

2.  Type Telework Case in the "Select a source" field.
3. Click Telework Case in the search results.

4. Click + Add custom conditions.



9

5.

6.

Add data source

Select a source @ Selected table: Telework C

‘ Q, telework case | Y Filters

> bles Predefined conditions

We couldn't find any predefi

Telewaork Case Data Mapping [x_snc_ +Ad®custom conditions

Amanda's team wants to see only the non-closed cases.

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

State hd | ‘ is one of hd ‘

Worlcin Progress %

Pending x | [ Open x

Click liYelo RistRSeVlte=M N the bottom right.

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

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

Add this hﬁource

Set the data visualization grouping.

1.

In the Data >> Group by section,



2.

Configuration

x
Visualization type
‘ Vertical bar -
= Header and border e
g Data FaN
Data sources et
(T Define data manually ©
Telework Case :

[ + Add data source ]
Metric s
COUNT .
Telework Case :
= Format values + Add

_\I‘ .
Group by s
Active @
[ + Add ]

Click the pencil icon next to Active.

\ = Add alternative group by (0) /




3. Set Priority for the Group by.

4. Click Apply.

n TSIV

Group by x + Add

=2 Format values
Eiold for Tolominsde Foc

Priority roup by ~

Max number of group

(> Show others

Active

( + Add ]

3 Add alternative group by (0}

orting A

RESULT

10. Save the changes to the dashboard.

+ On the top right, click[ Exit Editing Mode }

(O] save || Exitedit&mgmude ]

. Click .



Do you want to save changes for this dashboard?

Discard changes Savi‘

Your workspace should look like the image below.

SErvicenow Al Favorites  History Telework Case Man... 7 Q search

5

| O Telework Case Manage... +

Telework Case Management -~ &)

Q i

Happening Now

My Tasks H Unassigned Tasks i Critical Tasks

0 18 2

Updated at 03:29 PM Updated at 03:29 PM

My Work @ o

Last refreshed 19m ago

Number + Short description Priority Opened by Arrangement

Exercise Recap

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

Workspace Builder to display key performance indicators and organize information in
ways that benefit our users.

For more information see

Product Documentation: Dashboards in configurable workspaces


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

4.4 Use the Workspace

Overview
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.

Instructions

1.  Click on the Critical Tasks score or the "1 - Critical bar chart.

Unassigned Tasks H Critical Tasks

Updated at 03:30 PM Updated at 050 PM

Cliek here |
ordhene

!—!A-

4 - Low 3 - Moderate 1 - Critical

B 2-High B4-Low W3- Moderate [l 1 - Critical

@ NOTE

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.



2. Assign the Critical Tasks to yourself.

1.  Select all rows.
2. Click the drop-down arrow next to Edit.
3. Select Assign to me.

4. Close the tab.

()] ~ Telework Case Manage... Critical Tasks x é})

=l Critical Tasks 2]
1

The My Tasks Data Visualization should now be a 2.

Happening Now

- N
My Tasks

2

S " 4

BEL D

,,,,,,,,, ﬂ ) o
Number Short description Priority Opened by \gjed to
© @ TEL0001001 Situational Telework Request 1- Critical Billie Cowley (@mpty)
© B TEL0001002 Remote Telework Request 1- Critical Cherie Fuhri (empty)

In the My Work list, click on the Refresh icon to refresh the list.



Refrsh L
My Work 2 %
Last efreshed st now

Number « Short description Priority Opened by Arrangement
TEL0001001 Situational Telework Request 1 - Critical Billie Cowley Situational Telework
TEL0001002 Remote Telework Request 1 - Critical Cherie Fuhri Remote Telework

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

1. Click the List icon.
2. Click on Open in the Telework Case section.
Sort cases by Assigned to by clicking on the header.

Click the button next to "Luke Wilson".

a W

click "Show Matching".

- Open =l EEEE

mmmmmmmmmmmmmmmmm

Regular and Recurring Telework

TEL0001033 Reavest Jewel Agrest:
TEL0001018 Situational Telework Request Jacinto Gawron
TEL0001012 Regular and Recurring Telework Naomi Greerly
TEL0001024 Melinda Carlete
TEL0001004 David L
TEL0001026 Sean Bonnet
TEL0001027 Billie Cowley




Let's assign Luke's cases to Andrew Och

1.  Select all rows
2. Click Edit
Find the Assigned to field and type and

Select "Andrew Och"

oW

5.  Click Update.

[ ] Short description Opened by
(S=1)
© M TELO001026 Gl il T i Sean Bonnet.
Request
Regular and Recurring Telework .
© 8 TELO001027 s Billie Cowley
© M TELO001004 Remote Telework Request David Loo

You should see this message:

IS TN Q] -
2
Assignedto v Edit iJ ems (3)

Nofes ~
Luke Wilson

fents
Luke Wilson [
Luke Wilson

Reldted Records ~

Telejvork Case ~

Och
[cbuiioch@aanmie on s

3 record(s) updated successfully

v Telework Case
I Open

Unassigned

Last refreshed just now

Number



Finding Answers with the Analytics Center

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

8. Click the Analytics Center button.

I Open

| Inaccionar

9 Let's ask some question about our data.

1.  Type the following query:

* telework cases by justification as bar chart

2. Click

3. Click Telework Case.



Ask a question about your data

telework cases by justification as a bar chart Ask
L b =2

Help us refine your search

Let us know if you're looking for one ofghese tables. If not, you can try a different search.

Suggestion 1 &
Telework Case [xisncihelewarkicﬁiw:ase] >

4. And here is the answer:

@ Analytics Center +

Ask a question about your data

| telework cases by justification as a bar chart |
Hide details ~
Table Aggregation Grouped By
Telework Case [x_snc_telework_c_0_telework_case] Count Justification

20
1

@ INFO

As you type in a query, Analytics Q&A suggests recent searches, indicators,
tables, and columns that match what you have typed so far. Only the tables
and columns to which you have access are shown.

Exercise Recap

In this exercise, we learned how to use the out-of-the-box capabilities to manage
work and quickly find answers to questions about our data.



4. Manage work: Review

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.



Lab 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



Supplemental Resources

In addition to this Lab Guide and the resources discussed in the live workshop, the
following resources are always available to help with this, or any other ServiceNow
activities.

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

« https://developer.servicenow.com/

+ Online community forums

« https://community.servicenow.com/

+ Online training and certification (Many additional free trainings, some are for a
fee)

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

« Customer Success Center

«  https://www.servicenow.com/success.ntml


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

APPENDIX

Lab Features

Summary of features we went through in this lab.

1.  Create an App

2. Create Data Model

1. Create a Table from a spreadsheet

2. Create a Table by extending the Task table

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

6. Add and remove fields

7. Add related task

3. Create Case Worker Experience

1.  Create Workspace

2. Bulk Task assignment

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

5. Configure Workspace with the Workspace Builder



4. Create the Requester Experience

1. Expose a form to users via the Service Portal

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

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

2. Check for approval

3.  Check for email sent
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Download Lab Guide PDF

Click here to download Lab Guide PDF
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