2. Takeoff Checklist #

Welcome to the next phase of our workshop! This session, spanning over two days,
builds upon the work you've done previously in creating the Telework Case
Management application. Some of you might have developed this application during
yesterday's session, while others may have created it in a prior workshop. Regardless
of when you built it, we'll start by ensuring everyone has the same foundational
application.

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 bundle: Telework_Lab_Files.zip (Right-click and select

'Save link as...)

Extract the Telework_Lab_Files.zip file:
" MacOS users:

* Right-click on the Telework_Lab_Files.zip file.

+ Choose "Extract All" or "Open with Archive Utility” (the exact option may
vary depending on your macOS version).

+ The files will be extracted into a folder named Telework_Lab_Files.

. E Windows users:
* Right-click on the Telework_Lab_Files.zip file.
- Select "Extract All".

+ In the dialog that appears, choose where you want the files to be
extracted or use the default location.

+ Click "Extract” to unpack the files into the specified folder.



https://creatorworkflowsnow.github.io/assets/files/Telework_Lab_Files-d5dd7c34fca4d34a961c24671b69eece.zip
www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


After extraction, the Telework_Lab_Files folder should contain the following files:

+ Telework_Case_Management_v1.0.5.xml
+ people finder.png

+ Portal_Background.png

+ SHIELD_Logo.png



Import the Telework Application

In this exercise, we will learn how to import an existing scoped application using an
Update Set, or xml file. This application was created in the 101 lab, Telework Case
Management.

Steps to Importing Application

—
.

Go to 'Retrieved Update Sets'

2. Scroll to 'Releated links' and click on 'Import Update Set from XML'

3.  Upload Update Set

4. Find the record you just imported: State = 'Loaded'

5. Preview Update Set

6. Accept/Skip Remote Updates

7. Commit Update Set



Here are those steps in detail:

Step 1 - Go to 'Retrieved Update

Sets'

1. GotoAll

2. Then under 'System Update Sets' go to: Retrieved Update Sets

rVicenﬂw All | | Favorites  Histd

:

FAVORITES

No Results 2

ALL RESULTS

~ System Update Sety

Retrieved Update'sets




Step 2 - Import Update Set

1. Scroll to the bottom of the list

2. Click on related link: Import Update Set from XML

Servicenow Al Favorites History ~ Workspaces ~ Admin

= ¥ & Retrieved UpdateSets| Name « [searen |

All > Class = Retrieved Update Set

[] @ Name « Application State Update source
: ASC - HR standard ticket fix widgets Employee Center Core Committed (empty)
0
o
® ASCEnhancements - Vancouver Human Resources: Core Committed (empty)
o
]

: Automate Asset Global Committed (empty)
.
.
®  Automate Installs Global Committed (empty)
[
Automate_SeperationField_Mapping Global Committed (empty)
Automation Center delete log util Automation Center Committed (empty)

Related k
=
Import Update Set from XML

Step 3 - Upload Update Set

1.  Click on 'Choose File'

2. Find and choose the file you downloaded earlier "Telework Case
Management..xml"



< = v B~ [ Telework_Lab_Files Q

Name ~ | size Kind
@ people finder.png 25KB PNGimage
= Portal_Background.png 1.1 MB PNG image
@ SHIELD_Logo.png 14 KB PNG image

B Telework_Case_Management_v1.0.2.xm| 4.1 MB XML

3. Click on'Upload'

Import XML

Importing records from an XML file will not run Business Rules

Step 1: Choose file to upload 2

# XMLfile | Choose File | Telework Cas...workdonexml

i

Step 2: Upload the file

Step 4 - Find record State =

'Loaded’

1. Right click on 'Committed' (any record)

2. Choose "Filter Out"



= ¥ & RetrievedUpdate Sets | Nome - | search |

All > Class = Retrieved Update Set

[ Name Application State Update source. Description Loaded
s || [seren [sar | [surn ED s
SClogicOumeManUpits e Pase- . Gt comnites —temota YERSONSSURPORTED.- SmDige. 09162022

Show Matching
08-16.2022

SCLogicDemo Openrame Changes oprtrame Commies | FiterOut 2
ot

scl pace _Committed (empty)

3. Click on retrieved update set "Telework Case Management..."

= ¥ & Retrieved Update Sets

Name - | Search I

All > Class = Retrieved Update Set > State != Committed .or. State = NULL

[} Name » Application State Update source
Telework Case Management I (empty) Loaded (empty)
Related Links

Import Update Set from XML

Step 5 - Preview Update Set

1. Click on 'Preview Update Set'



_ Retrieved Update Set
~ Telework Case Management v1.0.1
() After committing this update set, ensure you map any unmapped custom tables to a subscripti

Name @  Telework Case Management v1.0.1
Application @ Telework Case Management

Update source ()

Parent | Q ‘

State @  Loaded
Loaded @  11-09-2023 10:23:06

Description ()

Applicationname  Telework Case Management

Update Delete Preview Update Set

2.  Watch the bar progress...until 100%

3. Click on 'Close' (there can be errors, so it's ok if it says 'Failed’)

Update Set Preview

_inled at 1007%

Preview problems for Telework Case Management v1.0.1: 4 Errors | 0 Warnings. To commit this update set you must address all problems.

35

Step 6: if there are errors. If no

errors, go to Step 7

For more information regarding update sets and use of the different options, here are



some helpful links:

ServiceNow Update Sets

Update Set Super Guide

1. Scroll to the related lists

2. Select 'All'records under 'Update Set Preview Problems'

3. Expand 'Actions on selected rows' option box

4. Click on'Accept Remote Update'

d Links
s

te et freview Problems (1) | Customer Updates 497) | Child Update Sets

= Voo - | search ]

Update Set - Telework Case Managementv1.0.2Status = empty)
moa Remote update Description
e item_user_crteria_no_mtom fb3df1.. <

aaaaaaa

Step 7 - Commit Update Set

1.  Click on 'Commit Update Set'

Update Delete Ru$review AgaiCommitUpdateSet i |



https://docs.servicenow.com/bundle/vancouver-application-development/page/build/system-update-sets/concept/system-update-sets.html
https://www.servicenowelite.com/blog/2016/8/7/update-sets

2. Click on Close

Update Set Commit X

Succeeded 100%

Update set committed - Succeeded in 33 Seconds

Close

3. You should now see the application has been successfully imported:

Step 8 - Open App Engine Studio

1. Click on the ServiceNow logo to go to the home page

2.  Click the button Click here to open App Engine Studio



servicenow Al fa

Creator Workshop Labs

Ready to learn something new?

Click here to open the Lab Guide website Click here to open App Engine Studio
Your lab instructor will tell you which Lab Guide to follow. Open App Engine Studio to start building your first Low-Code
application.

Askyourinstructor if you need a PDF copy of the Lab Guide.

Copyright © 2023 ServiceNow

Congratulations!
You have completed importing the Telework Case Management application.

Continue into App Engine Studio to find your application - Telework Case
Management.



Governance

Use case

In the previous lab, we played the role of Amanda and built a fully functional Telework
Case Management application to help the team efficiently manage work across the
IT, HR and employee departments.

Amanda would like to add more features to her application before making it
available to users for testing. However, as she is not sure how to implement them
herself, it was recommended that she invites skilled collaborators to aid in the
development process.

The application will contain sensitive employee information so she would like to make
sure that regular platform administrators don't have access to the application.

Additionally, the platform admins want to make sure that the custom app developers
can't create records on tables outside of their app.

We'll leverage the App Engine governance capabilities to invite collaborators and
some platform security features to secure the app and the platform.

Let's get started.



Overview

Amanda has successfully rolled out her application to her team, and it's caught the
attention of another team who also wishes to use it. A primary condition is to
maintain the privacy of records across the two teams.

In this exercise, we will compartamentalize telework cases for the users in the
Development department and for the users in the Customer support team.

We'll configure this by defining:

1.  One fulfiller role for each team: Fulfiller_Development and
Fulfiller_Customer_Support

2.  Then we'll define specific access controls for each.

3. Inthe end, one team will have visibility only over requests from users in the
Development department while the other team will have access only to
requests from the users in the Customer support department.

This will ensure both teams can use the app while maintaining the necessary
separation and privacy of data.

Let's get started.

Citizen developers like Amanda need special privileges to configure access controls
so Amanda is going to request...



Help from App Engine Admins

Logged in as Admin
Elevate to Security Admin

Steps

In the top right, click the Avatar
Select Elevate role

Check [¢] security_admin

Servicenow Al Favorites  : Creator Workflow... ¢ ) | Q Search

Creator Workshop Labs

Ready to learn something new?

Impersonate user
T Elevate role
© Printer friendly version

Click here to open the Lab Guide Click here to open Aples
@ Logout

Iding your first

Your lab instructor Elevate role x

follow. o .
Elevate a role by adding privileges, which end when you log out. Learn more
Ask your instructor

AVAILABLE ROLES
Guide.

e security_admin
Tant modication access to High Security Settings, allow user to modify
the Access Control List
Q=3




3. Go to App Engine Studio > Security

Steps

In AES, click More

Click Security

Click Add

ServiCenow App Engine Studio

My Apps

App Home A
Telework Case Manage...

»23 Telework Case Management

All (15) Data (4) Experience (8) o
Logic and automation (1
— Security (2)
e Y c—

Roles that include app-level permissions

" user Role Defaultuserrole  Last edited 2023-1...

'( admin Role Default admin Last edited 2023-1..

@ INFO

When Amanda created the app it was only for one team and having only one
user role was enough. Now that we need to open the application to another
team we need to have more specific roles to ensure proper security.

4. Create role Fulfiller_Development



Steps

(1) Click build a new role

ADD SECURITY

How do you want to add a role to your
app?

Build a new Use an
role® existing role ®

Q[ CD

5. Give the role a name and description.

Steps
Name Fulfiller_Development

Description  Fulfiller in the Development department



6 { W

Basic info

ADD SECURITY
Let's get started with a new role

This role needs a name and description.

Name * @

o Fulfiller_Development l

Description ©

e [ Fulfiller in the Development department l

Cancel

6. Give the role the desired permissions

o @

Basic info Configure

ADD SECURITY

What can the 'Fulfiller_Development' role
do within your app?

Choose how much control this role has over elements of your app.

Data Experience

Bsclect Al Create Write Delete
Sarrangement (@] (@] (@]
Bjustfication @] @] O
Srelework Case @] [ @]
(Cirelework Case Data Mapping O O O

7. Success

Click .



© © (] X

Basic info Configure Summary

ADD SECURITY

Success! This role has been added to your

app
You can edit the role you just added or continue building the rest of your
app.
Role name Description
(
[ ( Fulfiller_Development Fulfiller in the

Development department

7.  Repeat the steps 4 to 7 to create the role Fulfiller_Customer_Support

Steps
Name Fulfiller_Customer_Support

Description  Fulfiller in the Customer Support department

8. You should see the two new roles in the app



Security (+add) Sortby: Newest ¥

Roles that include app-level permissions

(‘ Fulfiller_Custo... Role Fulfillerinthe C..  Last edited 2023-11-...
,( Fulfiller Develo.. Role Fulfiller in the D.. Last edited 2023-11-...
(‘ user Role Default user role Last edited 2023-11-...
,‘ admin Role Defaultadminr..  Last edited 2023-11-...

Refine the access controls

1. Navigate to the Access Control List (ACL)

servicenow | an || rfl)s sty : Creator Work... 1

EETrEEZE
kshop Labs

NoResults
ALL RESULTS g new-!
System Security
Access Control (ACL] (3

IP Address Access Control

2.  Filter the list of records

Filter

Set the filter as shown below



Filter

Click Run

Click on the Updated by to get the admin ACL at the top

Open the first record

Servicenow Al Favorites Access Contr... r

a (8) a ® o Y
' v @ A::essCantrnls‘Updatedbv- 4 @ & | Actionsonselected rows.. V‘m

o |
All ofthese conditions must bemellll
‘Appl"\calion - H is vHTeIewarkCa;eManagellE]
| Display name = || contains | case |
== ar S B

All > Application = Telework Case Management > Display name contains case > Operation = read

[J & Name Operation Type Active g. Updatedby =
[soren B Moo W [ oo \

x_sne_teleworkdone_telework_case | read record true admin
x_snc_teleworkdone_telework_case  read record true admin
_snc_teleworkdone_telework_case  read record true amanda
_snc_teleworkdone_telework_case  read record true amanda
now.telework-case-management. read ux_route true amanda

3.  Review the ACL

4.  Define the condition: Opened by someone in the Development department

1.  We click on the condition field, scroll down to select Show related fields



_ Access Control
= x.snc_teleworkdone_telework_case

%k Type record

Admin overrides @

policy

Application  Telework Case Management
Active [

Advanced [ ]

% Name b lTe\eworkCasE [x_snc_teleworkdone_telewo... ¥ l [-- None-- - l

Description

Condition Lrecords match conditions
ondition
Add FiIterCnnditiDn_H Add "OR" Clause l

'II

L—- choose field -

--value--

Updates
Conditions | ypon approva
Upon reject
Urgency
Userinput

Role| Watch list

- @

Requires role

ZE0O rromO®

Show Related Fields [

2. Select "Opened by & User fields"

- choose field - -

--oper -

@ 1 tolof1

- value -

Q_opened by

QOpened
Conditions | opened by — User fields

3.
Opened by

———

- oper--

]
Telework Case fields [ ]
Keywords

‘Opened by » User fields

Active

Conditions

Requires role
Avatar
Role| Building

Building = Building fields

Business phone

4. Scroll down and select department

@ 1tolofl

’”is

g B

]

Country code
Conditions | created .
Created by
Date format
Requires role
Default perspective

Role | Default perspective — Menu
List fields

Department

x x_snc}

Incart

@ 1tolofl

Click again on the field and we can now see the fields inside the



5.  Click again on the field and then select Opened by Department

0= gl Bl ()

@ 1tolofl =

Role | Default perspective — Menu
s

“ List field:
Q

6. Finally set the condition value to Development

xi 41 records match conditiong
Condition
AddFilter Condition || Add"OR"Clause
— [ Jomee 18]

7. Save the record

servicenow ai : Access Control - x_... %

~ Access Control -
Ko sievtaos sevorcue (E]) O =__ 1= o) r o

Notice ServiceNow has generated a description

— Access Control =
- e 6o = - .
A

Application  Telework Case Management o]
. e @
Admi Advanced [
Protection policy | ~None v
* Name » [Teleworku:zse[x,snge|eworkdune,xe\ewmk,c . ‘ | - None - -
D ®  telework case, for
d if the ACL conditi
Q

[ opened byDepartment i | Development HE AND @

Conditions

Requires role @ 1tolofl =
Role

X x_snc_teleworkdone Fulfiller Development

Insert anew row...

To secure the data access let's review the other ACL our work
We need to delete any ACL that does not have any restriction



servicenow Al : Access Control -x_... 7r ) [ @ Search

~ Access Control = e
= snc teleworkdone telework case ¢ @ + = ||¢

* Type record Application  Telework Case Management

@

* Operation | read

Active @
Admin overrides Advanced (]

Protection policy | -None-- v

* Name » | Telework Case x snc_teleworkdone.telework c... ¥ | | ~None -

Description(Z)</> | Read ACL with no restriction

ition ALrecords match condition
Condition
AddFilter Condition || Add "OR" Clause

hoose field -~ M ‘ -~ oper --value -

Conditions v

Requires role @

Role

Assign the role to Abel

Open user Abel

1. Go to the list of users

Steps

Click the All menu

Search for Users

Click on Users



servicenow | ai | @rites

5 enrd 6

FAVORITES

No Results

ALL RESULTS
v System Security
v Users and Groups
Users 3
Groups
Roles

Access Role Detail View

2. Open the user Abel

= ¥ o e[t [ | © & [ nctomonsaeccaroms. | [0

All

[] @ UseriD Name & Email Active Created Updated
[Searen | [swen | [sowen | [sowen | [sown | [sown |
NelTuer sbelrgunpleson e o2 20231
abraham.lincoln Abraham Lincoln  abraham.lincoln@example.com  true ;gé'z’“ ggﬁ‘gw
adam Adam Larsen adam.larsen@acmeinc.com true i:ﬁz’“ igz;:) :): ®

3. Click Edit Roles



Entitled Custom Tables | Roles | Groups(1) | Delegates | Subscriptions | User Client Certificates

= v [roe ~searn ® _

User = Abel Tuter

Q Role State Inherited

=,

Norecords to display

Inheritance Count

4. Grant Abel the telework user role

SEerviCenow Al Favorites  History i UserRole -E... 7

AddFilter @

‘--chaoseﬁe\d - - ‘--nper-- v —value--
Collection Roles List
I Q “Fulfiller Dev ‘l Abel Tuter
x_snc_teleworkdone.Fulfilier Developm: --None--

(2]

=0-0)
Name x_snc_teleworkdene.Fulfiller_Development

Let's test

1.  Go to App Engine Studio

2. Preview the Telework case table



Data
Tables that store and gather related data
:Je Telework Case ...  Data import Datamappingi..  Last edited 2023-11-..
o=
&8 TeleworkCase  Table Tableisawayt.. Lastedited 20231 1—,| ®PREVIEW | ‘
o=
&= ustiication Table Tableisawayt.. Lastedited 2023-11-.. ©PREVIEW
Seeall (4)

3. Notice we can see all the records

P s Foor R I e —— ... |

All
[] @ Priority Opened by Arrangement Justification Days per week Short description state )
‘ Search ‘ ‘ Search ‘ ‘ Search ‘ | Search ‘ | Search ‘ ‘ Search
®1- . Situational Telework
Critical Billie Cowley (empty) (empty) 1 Request Open
®1- e Remote Telework
Critical Cherie Fuhri (empty) (empty) R Open

, )

4.  Go back to the admin view & Impersonate Abel

Impersonate user X

Select a user

Abel Tuter] (s}

Abel Tuter
abel.tuter

Impersonate user

5.  Go back to the Telework case list and Notice we can see all the records



Y ) Telework Cases | for text - | Search @ & | Actionsonselected rows.. ¥

All
[] & Priority Opened by Short description Department State Assigned to
® 1-Critical  Billie Cowley Situational Telework Request | Development Open Amanda Wilson
2-High David Loo Remote Telework Request Development Workin Progress  Andrew Och
2-High Krystle Stika Remote Telework Request Development Open (empty)
2-High Billie Cowley Situational Telework Request | Development Closed Complete  Bridget Knightly
2-High David Loo Situational Telework Request | Development Closed Complete  Bridget Knightly

[ Number of rows removed from this list by Security constraints: 15 I




Flow: Overview

Purpose

In this exercise, we will learn how to implemenent an integration using Spoke
Generator, how to create a Decision Table and how to leverage them in our main flow
to add straigh-through proccesing.

Amanda has learned the finance department has pre-certified employees for
telework. In the case of transfers, requests for telework should be automatically
approved. This data has not been transferred to the ServiceNow instance, but the
finance department has published an OpenAPI that can be used to look-up
employee data based on their email address.

Managers have also informed Amanda that when employees apply for 3 days or less
of situational telework, the requests can be automatically approved.

In this part of the exercise, we will:

+ Create are-usable integration to the finance department using Spoke
Generator.

+ Create a Decision Table to check if the telework request can be automatically
approved.

+ Modify our Main Flow to by-pass manager approval if the employee was pre-
certified for telework.

Notes




Create People Finder Spoke

We will create a re-usble integration to the finance department's People Finder Open
API, so that we can access this data in our Main flow.

Open Flow Designer to use Spoke Generator to create the
People Finder Integration

1.  Go to the tab with the ServiceNow Admin Home Page (your title may be
different).

servicenow

2.  Open Flow Desginer from the All Menu
1. Click the All menu
2. Search for "flow designer”

3. Click on: Process Automation > Flow Designer



servicenow 1 Al | Favorites  History

Insti~ I flow designer ® 2

FAVORITES

Mo Results

ALL RESULTS
s DemoHub Integration Simulator
¢ System
Flow Designer ‘

~ DemoHub Persona Interactions

Flow Designer

~ Process Automation

3 Flow Designer -~ on

3. Create New Spoke

2.  Click "Spoke"

servicenow Flo




4.

Setup General Information for the Spoke ( « double-click to select, copy &

paste into the form).

Field Name

Drag and drop the icon in the telework_lab
files folder we downloaded earlier

Spoke Name (App scope name will auto-

populate)

Description

Click on the @{=le1=Xelale Koo alila =)
button.

SErvicenow Flow Designer

Field Value

people_finder.png

People Finder

API to find people in
a remote system

GENERAL INFO
Let's get started on your new spoke

Add aname and description that define your spoke. You can
also add a thumbnail image.

people_finder.png

APl to find people in a remote system




5.  Specify how we want to build our Spoke

1.  Select OpenAPI Specification

BUILD INFO
How do you want to build your spoke?
Select the method by which you want to build your spoke.

€4 OpenAPI Specification 22 Manually
Generate operations from an OpenAPl Build spoke manually by creating
specification and publish. actions.

6. For the OpenAPI source, click

BUILD INFO
Choose OpenAPI source and a connection alias

You can choose or add a new OpenAPI source and connection
alias.

OpenAP| saurce % ©

I - rlmpnr‘t new
Connection alias % @

‘ - ‘ Create new

4 ious )
Cancel ( Previous )
h.



7. Fill the user form with the following values ( v double-click to select, copy &
paste into the form).

Field Name Field Value

0 Import method Import from URL

@) OpenAPI URL https://low-code.guide/api-

specs.json
Click on the
button.
Import new OpenAPI source X

ort method k @
Import from URL - ]

OpenAPI URL * O

https://low-code.guide/api-specs.json }
A )
. Go back

8. Forthe Connection alias, click


https://low-code.guide/api-specs.json

BUILD INFO
Choose OpenAPI source and a connection alias
You can choose or add a new OpenAPI source and connection

alias.

OpenAPI source % @

[ Low Code User API - latest v ] Import new
Connection alias * @

I vﬁ Create new

9. Fill the user form with the following values ( « double-click to select, copy &
paste into the form).

Field Name Field Value

0 Connection alias name People Finder

9 Authentication Configuration Template APl Key Template

9 Click on the button.



10.

1.

Create new connection alias

onnection alias name * ©

[ People Finder

J

Authentication Configuration Template % @

)

AP| Key Template

3

3

To continue, click the @ReTal=lte =) operations button

BUILD INFO

Choose OpenAPI source and a connection alias
You can choose or add a new OpenAPI source and connection

alias.

OpenAPI source ¥ @

[ Low Code User API - latest v ] Import new
Connection alias % ®
{ People Finder v ] " Create new

Cancel |

Select the actions you want to create

1.  Select all actions

2. Click the @=NJSUIR A outton

Previous Generate operations




Select the actions you want to create @

Action title Operationid Short description
L] GET fuser getUserDetails Returns user detals based on the user's email address
x

Showing 1-1 of 1

!
Cancel (@ 2 ruvisn) | -

12.  Click the "GET /user" link to view the action we just created

SEFVICENOW Flow Designer

B Eoferose  x @
@ People Finder Properties

| Actions Published  Drafts ( Newaction + )

Spoke activity
Action title Short description

GET fuser Returns user details based on the user's email address

”

Showing 1-1 of 1 1

13. Before we can test and use our spoke, we need to set the Base URL for the
Connection.
Click to expand the OpenAPI step



servicenow Flow

rrrrrrrrr

R | Feopernder
€ GET /user

Action Outline

14.  Click the plus sign next to the Connection Alias

* @

Qe nocer
C  GET /user

Action Outline

[ Outputs
Pl Details @

Step Inputs ©

sls | Stoptheaction and goto erar avalustion

15.  Set up the HTTPs(s) Connection ( « double-click to select, copy & paste into

the form).

Field Name Field Value

Name People Finder

Connection alias x_snc_people_finde.People_Finder



Field Name

9 Connection URL

Click on the

button.

_  HTTP(s) Connection
= Newrecord

o* Name | People Finder
Credential ‘ i

Aconnection alias resolves your connection and credential at
runtime. Only one Connection is active per Connection Alias at a

time. More Info

ec-mnecﬂon x.snc_people finde.Peo | Q. |
alias

[ Manually enter your connection URL or use the URL builder to build the connection string. More Info

Field Value

https://low-code.guide/api

Active @

Domain | global Q|

URLbuilder ]

einnnecﬁnn https://low-code.guide/api
URL

UseMID []
server

Connection

timeout

.

16. The Base URL should now be populated.

Click on the button


https://low-code.guide/api

s
R Ferner

€ GET /user

Step Inputs @

17 Test the action with David Loo's email ( « double-click to select, copy & paste
into the form).

Field Name Field Value

email david.loo@example.com

Click on the button.

Test Action

Run your Action to make sure it has no errors before you activate it. When the test finishes running, check the execution details to see
each step's conﬂguranon. runtime values, and the log messages for any errors that occurred.

o * email | david.loo@example.com

Run test in background ©

' -

18.  When the test completes, click the link to view the execution results


mailto:david.loo@example.com

~
Test Action
Run your Action to make sure it has no errors before you activate it. When the test finishes running, check the execution details to see
each step's configuration, runtime values, and the log messages for any errors that occurred,
* email david.loo@example.com
Your test has finished running. View the Action execution details,
Y
Run test in background ©
e
( Cancel )Q@ULEESY
. S
h 4

19.  Click on the RUNTIME VALUE link

o R B
G puser ©  renan-comtens @ (opon Action’) (_Open Context Record)
e o

N

Session Information

Calling Source

Flow Designer Tes

AcTion

Configuration Datails

o Completed 20

emal strng
Output Data
Acton Statws':eode" 0 me Opject

atas rror

20.

iy Aubur, date o

Click ( Formatted )toggle.

Objec

Review the JSON results. We can switch to the Formatted view.



21.

22.

Viewing output [object]

( RawTexj Formatted )

{

"output": {
‘'agency_name": "Agency.gov",
“city": "Auburn",
"date_of_birth": "01/01/1980",
"email": "david.loo@example.com",
"first_name": "David",
"full_name": "David Loo",
"job_position": "Accountant",
"last_name": "Loo",
"manager": "Bud Richman",
"middle_name": "0",
"mobile_phone": "123-100-1001",
"office_phone": "123-100-2001",
"postal_code": "22101",
"state": "Alabama",
‘street": "1 American Way",
"telework-certified": "Y"

Close

Expand the output.

Viewing output [object]

Raw Text Feymatted
C [ Rgmatted )

g 0

Close

Review the Formatted JSON results.

1.  Note the telework-certified value.

2. Click




Viewing output [object]

(RawText ' Formatted)

0 Couteut )

agency_name: Agency.gov )

M

city: Auburn

o
o
-
©
(=1
=
=r
5
~a
&
o
=
S
=
©
3]
S
/

N

email: david.loo@example.com )

first_name: David

full_name: David Loo

( job_position: Accountant )

last_name: Loo

( manager: Bud Richman )

middle_name: O

( mobile_phone: 123-100-1001 )

M

office_phone: 123-100-2001 >

postal_code: 22101

state: Alabama

street: 1 American Way

telework-certified: Y

P

23. Close the Execution Details tab

servicenow Flow Designer

@ Spoke x © Action x Operation @
People Finder GET fuser Execution Deta\lsj

Syl IeI/NE  GET /user

24.  Close the Test Action model by clicking the button



Test Action

Run your Action to make sure it has no errors before you activate it. When the test finishes running, check the execution details to see
each step’s configuration, runtime values, and the log messages for any errors that occurred

* emaill | david.loo@example.com

Your test has finished running. View the Action execution details.

L3

Run test in background @

e =D
L, Cancel )TN
”

25. Save the GET /user spoke action
Click the @)= button

Q| Fierner TR - @®
€ GET /user ( 3 Crest ) [©]

Action Outline 1. OpenAPl step orenet @ Data coamerty >

3 npuss Connection Details ©

«_people_fnde Peopls_Fnder

iep o ok guldefspl

B oupus

X+ . oiea

StepInputs @

kemail | (seroernl %) =]

Vihis st ails | Stop the scion and go to rror evalstion

26.  Now, we publish the spoke, so it will be available to call from our Main Flow.

Click the ( Publish )button



servicenow Fio

s
R Ferner

€ GET /user

(Cre ) ""7mwm )

Action Outline < 1. OpenAPI step wi & pata >

3 inpuss Connection Details © -
° 1 st

0 v x- (e[

<
AP etais .
%57)(©) ( mpor apeniel

x- ,

27.  Confirm publication of the action

Click the @=81s{Sa®® button

r

Are you sure you want to publish this action?

Your changes will be applied to all instances where this action is being

used.

» View 0 flows

LY




Create Decision Table for Auto

Approval Conditions

We will create a decision table to assess the arrangement type and numbers of days
and return an auto-approval result that we can access in our Main flow.

Return to App Engine Studio to Build the Decision Table

1.  Go to the tab with the App Engine Studio.

Servicenow Flow Designer

2.  Click on "Logic and Automation (1)".

=23 Telework Case Management

AN Dats(3) Experience (8] Logic andautomarion 1) Seeuriy 2

3. Click the button.



Logic and automation )]

Vg wain Flow- record Flow far

fework requests Lost edined 20221027 102151

4. Select the Decision tile.

ADD LOGIC AND AUTOMATION

What do you want to add?

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

o ron

4 behind.-the-scenes woridiow
iggered by an event

PAD-Process Creation Wi.. &
roces Creaton wiara
Rty peopl o 3 certai v

5.  Click the ==Yellal button.



ADD LOGIC AND AUTOMATION

Create decision rules in a table format to
simplify decision-making

A decision table contains if-then decision rules. For example, you can create a
decision table to define eligibility criteria or determine task assignments. When

you use a decision table in a flow, it takes in input data, evaluates the decision
rules, and returns results.

[
X v =
\/ \/ - L ——
X v .
X X -
6. Set up your decision table.
Field Name Field Value
o Name Telework Auto Approval
@ Accessible from This application scope only

9 Click on the button.



ADD LOGIC AND AUTOMATION

Let's set up your decision table

After setting this up, you can build your table and add decision rules to
define the logic.

Name % @
oTeIework Auto Approval ‘

Accessible from ©

This application scope only - ‘

7 Click the (Edit Decision Table ) button.

(] (]

Basicinfo Summary

ADD LOGIC AND AUTOMATION

Success! You added a decision table to your app.

You can edit your new decision table or continue building the rest of your app.

— Name Accessible from

e Telework Auto Approval This application scope
only

’ Edit decision table | (ZIIS)

8. Click the & Add button next to Inputs.



- Inputggade

Lobel » Type datory.
hdd an Input

~ Decision table

Conditions results

9 Populate the following:

Field Name Field Value

Label Arrangement

Type Reference

Table Arrangement
Qe

~ Decision table

Concitions

10. Click the & Add button next to Inputs again.



servicenow A

results

2Add condition column ©Add result column

1.  Populate the following:

Field Name Field Value
Label Number of Days
Type Integer

12.  In the Decision Table section, click & Add condition column.
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13. Populate the NEW CONDITION COLUMN form.

Field Name Field Value
€) Condition Column Label Arrangement
9 Description Type of Arrangement
@ Input Arrangement
@ Data to Evaluate Reference Record
@ Default operator is
(® Clickonthe button.



NEW CONDITION COLUMN X

Condition column label % ©

rrangement ]

Description ©

Type of Arrangement ]

Input * ®

Arrangement v ]

Table ©® ata to evaluate @

Arrangement [x_snc_kf1818_tel_0_arrangement] (® Reference record () Field

Condition type ©
Reference

efault operatar @
1O 2

6
[ d

14.  Add another condition column.
1.  Click the plus button & next the condition we just created.

2. Select "Add condition column”.

©addresic coumn

15.  Populate the NEW CONDITION COLUMN form.

Field Name Field Value

0 Condition Column Label Number of Days



Field Name Field Value

€) Description Number of Days
@ Input Number of Days
9 Default operator less than or is
@) Clickonthe button.

NEW CONDITION COLUMN X

Condition column label % ©

Number of Days ]

nput * @

Number of Days v ]

Condition type ©

Integer

Default operator &

less than or is - ]

5

Cancel Done

16.  In the results column, click & Add result column.



17.  Populate the NEW RESULT COLUMN form.

Field Name Field Value
0 Result Column Label Auto Approved
9 Description Is telework auto approved
@  Result Type True/False
@) Clickonthe button.

NEW RESULT COLUMN X

esult column label * ©

‘Auto Approved J

4




18. Let's define our first decision row, by clicking into row 1.

~ Decision table

.......

. » B e oo _ @ '“::""‘“" @
[ Saainen )
19.  Populate the Arrangement Condition.
Field Name Field Value
0 Operator is
€ Value Situational Telework
_ —
-
20. Populate the Number of Days Condition.
Field Name Field Value

0 Operator less than



Field Name Field Value
oris
€ \Value 3

@ Click on the value in the Auto Approved column
(currently false).

= Arrangement > Numer of Days @ = huta Approved ®

21.  Change the result for Auto Approval to true.

1. Switch the result to true.

2. Click the button to continue.

uuuuuuuuuuuuuuu
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22. Let's add our next decicion row by clicking <& Add new deicion row



- Decision table

Skustionsl Telework

23.  Populate the Arrangement Condition.

Field Name Field Value
Operator is
Value Situational Telework

24,  Populate the Number of Days Condition.

Field Name Field Value

o Operator greater than

.....



Field Name Field Value

€ Value 3

~ Decision table
Conditions

25. Let's add another decicion row by clicking & Add new deicion row

- Decision table

Conditions results

26. Populate the Arrangement Condition.

Field Name Field Value

0 Operator is not

€ \Value Situational Telework



® © huto Approved

Default resui )
snat al
R #dd new decision ron-

servicenow

T ase Mg, - < d

@ Telework Auto Approval ﬁ ¢

* Inputs G

Bonus

Test diffent scenarios before modifying the Main Flow.



Modify the Telework Case Main Flow

Now that we have created the People Finder Spoke and our Auto Approval Decision
Table, let's modify the Telework Case Main Flow to allow auto-approval for those that
were pre-certified or have requested 3 days or less for Situational Telework.

Open the Main Flow and add our changes

1.  Return to the App Home tab in App Engine Studio.

servicenow App Engine Studio

App Home Decision Table

Telework Case Manage... Telework Auto Appr... x
=z Td‘ework Auto Approval

2. Open the Main flow by clicking on the row under Logic and Automation.

kkkkkkkkk

3. Toggle the Flow Designer view to Tree View.



s st e sntrerns v -
ek Com Marage. | Bk oo™ | Veenors

= Telework case oo ¢ A

T Main s y. Test ) (_esctivate B

4. First, we want to add a Flow Variable to store the status of auto approval.

1.  Click the @ button next to the Save button on the top-left of your

screen.

2. Select "Flow Variables" from the drop-down.

( Test )C Deactivate )( Activate )

Properties

Data Executions
» Flow Vari Flow stages

v Trigger -

Flow Reporting Settings !
@Flow Variables
e

Configure connections

Run S e
Run S e

Flow preferences

¥ 1-GET /user

5. Click the plus sign <& to add a variable.



r

Flow Variables X

Label Name Type f

6. Set up the flow variable.

Field Name Field Value
0 Label Approved
@ Name approved
® Type True/False
@ Click on the B button to close.

Flow Variables ox

Label Name Type ®

oApproved eapproved 3 True/False v w




7. Before our first step, we want to call the People Finder Spoke. Hover above
the "Ask for Approval" step and click the plus sign <.

7. Telework Case

E: M a i n Active

TRIGGER

@ Telework Case Created

ACTIONS Add Action, Flow Logic, or Subflow before first action

Of
1% Ask For Approval @

8. Add the People Finder Spoke
1.  Select "Action" as the step type.
2. Search for "people finder".

3. Select the "GET /user" action.



ACTIONS t multiple
@“C—» Action ) ( -& Flow Logic ) ( 2, Subflow )

2 people finder
1 ' INSTALLED SPOKES A | Default
People Finder 3 ET /user
v 2 =<
8
4

£0DAD LANN ED ()

9 Click the data pill picker for emaiil.

10. Dot-walk to the email address of the person that opened the request.
1. Click "Trigger - Record Ceated"
2. Click the blue arrow next to the "Telework Case" record to drill down.
3. Click the blue arrow next to "Opened by".

4.  Click on "Email" to set the value.



1. Click the button.

12.  Next, we want to use the decision table we built. Hover in-between steps 1
and 2 and click the plus sign <.

ACTIONS select multiple

1 GET /user @
Add Action, Flow Logic, or Subflow after 1 - GET /user
2 Ask For Approval @

13. Add the Telework Auto Approval Decision Table.
1.  Select "Flow Logic" as the step type.

2. Select "Make a decision" from the list.



1 @ GET /user @

@ ( & Action ”—{ Flow Logic )( 2, Subflow >

2 . Ask For Approval ¢

3 =% > IfIf manager appro

4 then 0 Ce

14.  Setup the decision step.

@ @ 6 & © @O

Field Name

Decision Label

Decision Table

Execution

Use Branches

Arrangement

Number of Days

’ Send|

®

Q_ Search Flow Logics

Else
D5 For Each

Do the following until

W

Do the following in Parallel

N

Make a decision Make a decision

Wait for a duration of time

& &

Call a Workflow

Field Value

Check auto approve conditions

Telework Auto Approvall

First decision that matches

Un-check

Dot-walk (see step 15 below)

Dot-walk (see step 16 below)



Field Name Field Value

0 Click on the button.

Coden ) 7%
(oo ) (Ccarce Y

15.  Dot-walk Arrangement (step 5 above)
1. Click "Trigger - Record Ceated"
2. Click the blue arrow next to the "Telework Case" record to drill down.

3. Click on "Arrangement" to set the value.

e =y
Q_ trigger - Record Created »Telework Case Recordarra m
@ Trigger - Record Created 0 Telework Case Rec... Record © | Arrangement 0 Reference )
@® Flow Variables Telework Case Table Tat Ll
@ 1- GET /User Run Start Time UT

Run Start Da

16. Dot-walk Number of Days (step 6 above)

1. Click "Trigger - Record Ceated"



2. Click the blue arrow next to the "Telework Case" record to drill down.

3. Click on "Days per week" to set the value.

Q. trigger - Record Created ~Telework Case Record ~days e

k (@ Trigger - Record Created 0 ©  Days per week o nteger
@ Flow variables

”
@) 1-GET /user

o

o

E:

17 Now, we have to check if either auto-approve condition has been met. Hover
in-between steps 2 and 3 and click the plus sign <.

Add Action, Flow Logic, or Subflow after 2 - Make a

decision

Ask For Approval @

18. Add the if condition.
1. Select "Flow Logic" as the step type.

2. Select"If" from the list.



2 < | Check auto approve conditions

N

@ ( G Action Q -8 Flow Logic >< 2. Subflow )

3 ‘ Ask For Approv.

v 4 - > If If manager appro
5 then . Crea
6 Send

®

19.  Setup the if condition.

@ & & © @

Field Name

Condition Label
Condition 1
Operator

Value

Click on the button.

Q search Flow Logics

< If
Else If
Else

D5 For Each

<% Do the following until

3 Do the following in Parallel

< Make adecision

ax ALt £ A +i £ 45

Field Value

If auto approve conditions are met

Dot-walk (see step 20 below)



Field Name

20. Dot-walk Condition 1(step 2 above)

1. Click "1 - GET /User"

(® Condition2

ﬂ Operator

@ Value

©) Clickonthe button.

Field Value

Dot-walk (see step 21 below)

True

\or A _and )

TR GG

2. Click the blue arrow next to the "output" object to drill down.

3. Click on "telework-certified" to set the value.



s =
‘ Q. 1- GET Juseroutputtele Q W
b teleworkcertified

® Trigger - Record Created output Object ewor string
@ Flow Variables Action Status Object ®
1-GET /User DontTreatasrror  Trueriaise

(53 2- Make A Decision -

21.  Dot-walk Condition 2 (step 2 above)
1. Click "2 - Make A Decision"

2.  Click the blue arrow next to the "Decision Table Multiple Result
Record" record to drill down.

3. Click the blue arrow next to the "Result elements" glide_var to drill
down.

4. Click on "Auto Approved" to set the value.

22. Let's set the Approved value to true.
1.  Select "Flow Logic" as the step type.

2. Select "Set Flow Variables" from the list.



3 -€ > Ifif auto approve conditions met

@ ( G Action 9—€Flow Logic )( 2. Subflow )

Q_ Search Flow Logics

4 ’ Ask For Approval ®

v 5 € > IfIf manager approves
6 then O Create Task @
7 Send Email @

®

Wait for a duration of time|

0]

oy Call a Workflow
&  EndFlow

3 Dynamic Flow

®)  Get Flow Outputs

= Set Flow Variables

Try

23. To add a flow variable to set, click the plus sign .

then =y | et Flaw Variables 2

24.  Set the Approved flow variable to true.

1. Drag and drop the ( Approved ) flow variable from the data pills on

the right side of the screen into the Name field.
2. Check the data box for true.

3. Click the "Done" button.



25.  Now let's the flow logic for when our condition is not met. Hover above step 5
and click the plus sign <.

4 then (=y ) [Set Flow Variables

)
Add Action, Flow Logic, or Subflow after 3 - If
5

Ask For Approval @

26. Add the else condition.
1.  Select "Flow Logic" as the step type.

2. Select "Else" from the list.



27.

4 then (= Set Flow Variables

@ < & Action n—&Flow Logic )( 2, Subflow )

Q search Flow Logics
5 ' Ask For Approval

Else If
Else Else
s For Each

Do the following until

Do the following in Parallel

00
wn
o
>
o

< Make a decision

\AL~is £, Auieati £4i

Add the ask for approval action.
1.  Select "Action" as the step type.

2. Select "ServiceNow Core" > "Ask for Approval”.

5 Else

@Ca Action ) C -§ Flow Logic ) ( 2. Subflow )

Q_ ask for app|

6 . Ask For D Most Recent P Ask For Approval

Most Recent
Y Popular

~7
* If if ma INSTALLED SPOKES A

. ServiceNow Core
8 then

@ Add an




28. Setup the approval step.

1.  Drag and drop the (Telework Case RecorOD from the data pills on

the right-side of your screen.

2. Set the Approval When field to "Anyone Approves.

3. Dot-walk to the manager of the person that opened the telework
request (see step 29 below).

4 Click the button.

29,  Dot-walk to the manager (step 3 above).
1. Click "Trigger - Record Created"

2. Click the blue arrow next to the "Telework Case Record" record to drill
down.

3. Click the blue arrow next to the "Opened by" Reference to drill down.

4. Click on "Manager" to set the value.

LR



30. Add the if condition for then manager approves.
1. Select "Flow Logic" as the step type.

2. Select "lIf" from the list.

6 . Ask For Approval ®
@ ( & Action n—Q Flow Logic ) ( 2, Subflow )

Q search Flow Logics
7 . Ask For Approval ® If
Else If
v 8 =% > IfIf manager approves Else
D5 For Each
9 then ‘ Create Task | .
= Do the following until
3 Do the following in Parallel
10 . Send Email .
< Make a decision
@ o AAL=is £, A i

31.  Setup the if condition to check for manager approval.

Drag and drop CApproqu State ) from the data pills on the right-
side of your screen.

2. Set the value to "Approved".

3. Click the button.




32. Set the Approval flow variable to true.
1. Select "Flow Logic" as the action type.

2. Select "Set Flow Variables" from the list.

7 =% > Ifif approved by manager

@ ( & Action ”QHOW Logic )( 2. Subflow )

Q_ search Flow Logics
8 0 Ask For Approval @

-9 % > If if manager approves

10 then ’ Create Task @
1 Send Email ®

®

[0} ‘Wait for a duration of time
¢ CallaWorkflow

®  EndFlow

% Dynamic Flow

%) Get Flow Outputs

= Set Flow Variables

T Ty

33. To add a flow variable to set, click the plus sign .

34, Set the Approved flow variable to true.

1. Drag and drop the ( Approved ) flow variable from the data pills on

the right side of the screen into the Name field.

2. Check the data box for true.

3. Click the button.



35. We no longer need our old Ask for Approval action, so go to line @ and click
the delete icon.

36. Confirm that we want to delete the action by clicking "Delete".

r 3

Are you sure you want to X
delete this?

Are you sure you want to delete Action 9 - Global - Ask For Approval?

C Cancel% Delete )

A v

37.  To modify the if condition to check for approval, click on line 9 to expand.



38. Modify the approval condition.
1.  Change the condition label to: if approval conditions met

2. Clear Condition 1.

3. Drag and drop the ( Approved ) flow variable from the data pills on

the right side of the screen into the Condition 1 field.

4,  Setvalue to "True".

5. Click the button.

39.  Save the changes to the Main flow by clicking the button.

\ ( Test )( Deactivate )C Activate P @

40. Activate the Main flow by clicking the button.

\ C Test )( Deactivate % Activate ) @




Bonus

Do you remeber hot to test your flow from the previous lab? Test your work using what
you've learned!



Smarter Forms

Purpose

Amandas team is growing and so is the backlog for what the requestors would like in
the Telework Case management application. There are two things that need to be
addressed:

For Amanda's team, they need to be able to allow anyone to on their team to work
on a telework case but right now, not everyone knows what to do when they log in -
what should they look for? How does the process progress? For this issue, Amanda
would like to implement 'Playbooks' into the workspace to guide the fulfillers through
the process.

The second backlog item they need to implement is having the requestor double
check their manager. Right now, if there's no manager on the sys_user table, then the
workflow stops and Amanda has to correct the issue. To mitigate this, Amanda would
like to add a 'Manager' question for verification on the record producer and have it
auto-populate with the manager on file for ease of use.

In this section of the lab, we'll be using Process Automation Designer, Ul Builder, and
Dev Studio.

Notes




Workspace - adding a playbook to

the record page view

Amandas team is growing and her workspace that she uses to manage and report
on telework cases is now used by more members of her direct reports. She has
noticed some of them aren't always >aware of what to validate on the requests and
Amanda would like a way for anyone who views the Telework Cases to be guided
through what to look for and validate ensuring the process is followed >and all cases
are treated equally.

The solution for this is to implement a playbook into the workspace.

Playbooks allow workspace users to interact with a business workflow in real time
from within Workspace. Agents can use Playbook to update records, upload
attachments, and complete tasks across multiple workflow activities.

Click Here for More Info

Example of a playbook in a workspace:

« Twvoootoor  x +

si ish, sed du turpis. © [Surmates [t ) occomamors | (davinage ) [ Avsommry ] (e J(=]



https://docs.servicenow.com/en-US/bundle/vancouver-build-workflows/page/administer/workspace/concept/playbook-ui.html

Steps to Adding a Playbook

1. Design your playbook in Process Automation Designer
2. Test and Publish your playbook
3. Add playbook to your workspace in workspace builder

4. If you want to change the order of where the tab appears, use Ul Builder

Let's get started

Design your playbook in Process

Automation Designer

1. Goto 'All

2.  Type in'Process Automation Designer'

3. Click on "Process Automation Designer' (this will open up a new tab in your
browser)



SerVicenow All || Favorites  History  Workspaces  Admin

2? is Automation Designel &

FAVORITES

No Results

ALL RESULTS

v Process Automation

s
)

Process Automation Designer ~

You are now in the Process Automation Designer list view showing you all the
processes that have been completed.

1.  Click on 'Create a new process'

Servicenow Process Automaton Desin
Multi-flow processes 2

status Active Updated by Updated
Pudlished e admin 2030320223026

Pubished e admin 20231030 130645

Give your process a label and description (note: your application name should be the
name of your Telework Case Management application, might be different than the
one in the screenshot)

1.  Label: Telework Case Playbook

2. Description: used to ensure completeness of telework cases, triggered
when case is created

3. Click on "Select a trigger”



r

Let's get the details for your process X

Label %

1 Telework Case Playbook

Description

2 used to ensure completeness of telework cases, triggered when case is created

Application %
XX Telework Case Management

Your application name should be the name of your telework case application
3
i Y

~
K Cancel ) @SR
e

Tip This is going to feel a lot like flow designer — in the background, flows are being
triggered and used as we put together our process.
Select your trigger

1.  Choose the first option, "Define your own conditions for when your process
runs”

2. Choose "Record Create"

3. Click on "Set your trigger conditions"

Select a trigger X

1@® Define your ewn conditions for when your process runs
Choose the trigger type
| Showing 1-3 of 3
Record Create or Update

O 1 Record Create 2

Record Update

( Backto process details )
. ~




Select a trigger X

(® Define your own conditions for when your process runs

Record Create

_) Choose an existing trigger

Choose the trigger that runs your process

I Back to process details \ Set your trigger conditions

L -

Finally, choose your table and conditions — we aren't going to have any conditions on
types of records but that is an option.

1.  Table: Telework Case

2. Click on "Go to Designer"

r |

Finally, choose the conditions for when your process will run X

* Table |Telewcrk case 1 > |

Condition All of these conditions must be met

‘.--chooseﬁe\“. v.‘ | v|| J © OR |]

or

Run this trig- ["]
ger onex-
tended tables

L3

2
' Back to trigger selection :;' Go to Designer

L -

Switch to 'Board View'



servicenaw Process Automation Designer

@ 3 Telework Case Playbook omss Eomgnven ".\

You should now be on this page:

We're going to add 2 Stages:

1. Stage 1: Completeness of Request -This will be used to walk the workspace
user reviewing the form and ensuring there's everything needed to make a
good decision

2. Stage 2: Finalizing Request -This stage will be used to review that
approvals are completed and IT has the task

Go ahead and create the two lanes

Click on: + Add Stage

1.  Label: Completeness of Request

2. Description: review all information



3. When to start: When process starts

4. Click on 'Save and close'

Click on: + Add Stage (next to the stage you just created)

1. Label: Finalizing Request

2. Description: ensure all approvals and tasks have been created and
completed

3. When to start: After specific stages

4. Click on 'Save and close'

Your screen should now look like this:

& ¥ Telework Case Playbook ®naie 8 bisgramview (8 Boardview

1. Completeness of Request 2. Finalizing Request ©Add stage
ssssssssssssssssss s Stars after 1. Completeness of Request

In the first Stage, Completeness of Request, we are going to have 3 activities:

1.  Check the opened_by has a manager, the reason field is filled out and set the
priority



2. See if the opened_by has any telework cases already submitted

3. Give the workspace user the telework guidelines knowledge article if they
want to attach it

Completeness of Request — Activity 1
1. Click on +Add activity under Stage 1

® Add activity

“*Take A Break™* Explore the Activity Screen

« 'Search Activities'

+ 'Create a new activity' — to learn more about this, go here

(the boxes have been outlined with color to differentiate them. In your instance, there
will not be color around each section)

+ Red box: These are your bundled activities; in flow designer these would be your
'spokes'

+ Purple box: In each Bundled activity, are the activities you can assign to your
process. These can include interactive and non-interactive activities.

+ Green box: For each activity, this box outlines what necessary info is needed for
the activity to work.


https://docs.servicenow.com/bundle/vancouver-build-workflows/page/administer/process-automation-designer/task/create-activity-definition.html

Add activity @

Q Search Activities Create a new activity

Displays a form for a given record along. Users can update the

© Global % Create Task ecord and manually mark the activity as complete or skipped.
@ Process Automation Contentl§l % Instruction

nputs:

@ Incident Management for Sef§l % Placeholder
+ Table - Table for the user form

% User Form = Record - Record displayed in the user form

* Form View - Ul view to use in the user form

« Form Fields - Fields to display in the user form

+ Display Fields - Label and value fields to display above the

Interactive

%5 Advanced Instruction

user form.

% Checklist Task + Footer - Displayed below the form

% Collect User Data « Show Attachments - When selected, includes attachments
in the user form.

% Create Record « Show SLA - When selected, shows an SLA timer for the
record.

% Send Email »_Show Checklist - When selected, shows a checklist for the

More Info, Click Here

**Back to Lab**

We'll be using the 'Common Activities' bundle. Feel free to see what is under 'Global
and 'Process Automation Content' for ideas on what else you can add to a playbook.

Choose

1.  Common Activities

2. User Form

You should now be here:


https://docs.servicenow.com/bundle/vancouver-build-workflows/page/administer/process-automation-designer/task/create-process-definition.html

rk Case Playbook o begamien oo

On the right hand side, is the activity properties. This is where we give the necessary
info for the activity to work.

Fill out the form (Edit activity properties):

1. Label: Review Form

2. Description: Check the requestor has a manager, the reason field is filled
out and the priority is set to correct level.



1.1 User Form Properties &

B Details M Automation B UI Layout

Label *

Review Form

Description

Check the requestor has a manager, the reason field is filled out and the
priority is set to correct level.

Activity definition

Schedule —

Start Rule
Define when the system will begin to process your activity. Learn more

(® When stage starts
() After specific activities

Starts after

Display order
Define the erder in which this activity will appear during runtime. Learn maore

Playbook display order
1 -

Run condition Add Condition

Cancel Save and close

Click on 'Automation’ tab (next to 'Details', DO NOT hit 'Save and close' yet, you will
get an error)

This activity has some inputs it needs:

1.  Table: Telework Case

2. Record: use the data pill picker to choose the trigger record, just like in flow
designer.



3. Form Fields: opened_by,justification,priority (this is a string field, must type
them in) All other fields do not get changed.

4. Click on: 'Save'

1.1 User Form Properties &

[2) Details A Automation BHUI Layout

Table %
I Telework Case 1 I
/M Missing required fields

Record %
(Trigger » Telework Case Record X) 2
& Missing required fields

Assignment Group

Assigned To

Form View

Form Fields

I opened_by,justification,priority 3 I
Display Fields

| &)
Footer
4 1
Save and close

() Show Attachments

Before we go any further, let's test this out so you can see how this all will look to the
workspace user.

Click on Test' in upper right corner near activate:



1.  Choose any Telework Case record — the pictures below will be using
TELOOO1002

2. Click on: 'Run Test'

Test your process X

Run your process to make sure it has no errors before you activate it.
When the test finishes running, check the target record of your process to
verify it is running correctly.

*_snc_xx_telewor_0_telework_case record %k

1 TELOO01002

2

.'/- .\'.
| Cancel )

Choose the 'Playbook preview' — click on: View (it will open in a new browser tab)



Test your process X

VYEICI LIS LESL HHTHSNED TUIiN g, LHELR LT Wdl ETLTSLUTU U yUUT PIuLess Ly
verify it is running correctly.

*_snc_xx_telewor_0_telework_case record

TELO001002
(1 Process execution details (2 view)
n Playbook preview  Global Playhook Exp... 1 (cview)

7 I A A
Last test: 2023-11-01 14:51:21 |,'\ Run another test /] m

Give this screen a moment to load — when it's done, it should look like this:

Playbook Preview:

Telework Case Playbook ~ ~  Completeness of Request

» @) Completeness of Reuest

@ In Progress  priority
on

Review Form

! Assigned to Amanda Wilson
Check the requestor has a manager, the reason field is filled out and the priority is set to correct level.
Opencdby

| cherie Fuhri °q

Try adding something for 'Justification’ then 'Update’ then 'Mark Complete'

In the bottom right corner is a 'cog' — you can open this up and try some of the extra
settings. These can be configured in the experience tab for your playbook (not doing
in this lab).

If everything looks good, you can close this browser tab then click on 'Done" and you
should be back to your playbook designer here:



Servicenow Process Automation Designer Telework Case Playbook

o i Telework Case Playbook ouwaaie 8 Disgram view 8 Board view
1. Comp of | : 2. Finalizi ] f ®Add Stage
Starts: When process starts Starts after: 1. Completeness of Request

® Add activi
14 Review Form el

Check the requestor has a manager, the reason i

B Record Immediately

© Add activity

After the workspace user has reviewed the form, we would like them to see a list of
any telework cases that have already been opened by the requestor. That will be our
next activity — adding a list of telework cases opened by the requestor.

Underneath 'Review Form' activity, click on: +Add activity

& Add activity

Choose:

1.  Process Automation Content

2.  Show list of records

Add activity x
Q_ Search Activities Create a new activity

@ Common Activities Default

© oo % Croalo il Case s L

1 (® Process Automation Content | % Create Child Task proceeding with process execution.
@ Incident Management for Ser.. % Create Records Inputs:
% Request Ad Hoe Approval « Table - Table to query

+ conditions - Conditions to query for

= Fields to show - Columns to show in st results

% Request Multi-Level Approval = Wait for user input - Pauses process execution until user
manually completes the process activity

% Request Manager Approval

% Update Record

% View Approval Requests Outpus

* Record - Flow Data Record.
= Fields - Comma delimited list of columns specified in Fields
2 % ShowListof Records - to show inpu.

s

Interactive

In the 'Edit activity properties' on the right hand side, fill out the form:



1. Label: Requestors Telework Cases

2. Description: If the requestor has submitted any other telework case
requests, they will be listed below.

3. Click on'Ul Layout' tab

1.2 Show List of Records Properties =

B Details % Auto mation3 B Ul Layout

Provide a label and brief description for your activity. @ 5Sho

Label %

1[ Requestors Telework Cases

Description

2 If the requestor has submitted any other telework case reque
listed below.

Activity definition

Schedule

Start Rule
Define when the system will begin to process your activity. Learn more

() When stage starts
(®) After specific activities

Starts after

" 1.1 Review Form x|

Fill out the 'Ul Layout' tab



1. List Title: Requestor Cases

2. Table: Telework Case

3. Columns: Number,state,created,opened_by

4. Click on'Add Condition' next to 'List Query'
We need to only pull the records that have been opened by the current
requestor.
Opened_by is opened_by (use the data pill picker)

Step 4 'Add Condition' will look like this (then click 'modify’):

Impact
1 - Review Form Knowledge
Location o]

Made SLA

This activity ®

Automation plan @

Process State Number
Opened
Opened by c @ ‘

Order

Before clicking on 'Save and close' your form will look like this:



1.2 Show List of Records Properties =

[3 Details

Automation & Ul Layout

Details

Click Show additional options to see the inputs for this section

List Details

List Title 1

Requestor Cases

Table 2

| Telework Case

4

Ul View

Columns

number,state,created,opened_by 3 |

Max Columns

4

Row Count

5

Features

Save and close

Click 'Save and close' and now your process looks like this:

SErvicenaw Process Automation Designer Telework Case Playbook
®

Telework Case Playbook @i 88 Diagram view (13 Board view

1. Completeness of Request ¢ 2. Finalizing Request ©Add stage
Starts: When process starts Starts after: 1. Completeness of Request
1.1 Review Form QR sahvy)

Check the requestor has a manager, the reason fi

® Record Immediately

12 Requestors Telework Cases
Ifthe requestor has submitied any other telework.

= ust After 1.1

®Add activity



The last activity in this lane will be to show the workspace user the knowledge article
on telework guidelines — many have asked to have this handy in case they need it at
during the process or to attach for the requestor to review.

Click on +Add Activity under 'Requestors Telework Cases'

@ Add activity

1. Common Activities

2. Show Knowledge Article

Add activity @

Q Search Activities Create a new activity

® Comman Activities
© ailobal

%@ User Farm

Show Knowledge Article to Agent, for use with Agent Workspace
Playbook Experience, allowing the process author to specify a

Interactive

@ Process Automation Content

@ Incident Management for Ser.

% Advanced Instruction
% Checklist Task

% Collect User Data

% Create Record

%3 Send Email

@ Show Knowledge Article
@y Two Step Instruction
@ Wait For Condition

Nor-Interactive

specific Knowledge article to show in context and order defined in
the process definition.

Inputs:
« Title - Title that will be displayed in Playbook experience
* Knowledge Article - Selected Knowledge article to show in
Playbook experience

« Wait for user input - Pauses process execution until user
manually completes the process activity

Outputs:

* Record - Flow Data Record.

Fill out the 'Edit activity properties'

1.

2.

3.

Label: Show Telework Guidelines KA

Description: This will give the requestor the telework guidelines knowledge

article so they can use it if needed in the process.

Start rule: When stage starts (we want this to be available right away)




4.  Click on: Automation tab (next to details tab)

1.3 Show Knowledge Article Properties ¢

B Details B Ul Layout
Provide a label and brief 4cription for your activity. @ Show additional options

Label %
1[ Show Telework Guidelines KA l

Description

This will give the requestor the telework guidelines knowledge article so they
2 can use it if needed in the process.

]

Activity definition

Schedule

Start Rule
Define when the system will begin to process your activity. Learn more

@® When stage starts 3
() After specific activities

Starts after

Cancel Save and close

Fill out the 'Automation’ tab

1. Title: Telework Guidelines

2.  Knowledge Article: KBOO50185



3. Click on: 'Save and close'

1.3 Show Telework Guidelines KA Properties @

[ Details B UI Layout

Use data inherited from Flow Designer to automate your @ Show additional options
activity's actions. Learn more

Automation

©)

Inputs

Add input data that your activity can use to perform its function in your process. Learn more
Title

Telework Guidelines 1

Knowledge Article

 kBOOS0185 ]

Wait for user input

[Les J®

Outputs

Outputs are configurable in Flow Designer and are set by the Automation plan.

Label Type
Automated True/False
Record Reference

3

Cancel Save and close

Super — your process should look like this now:



Servicenaw Process Automation Designer Telework Case Playbook
& % Telework Case Playbook omscie

1. Completeness of Request

88 Diagramview [ Board view
Starts: When process starts

2. Finalizing Request g ©Add stage
Stars afeer: 1. Completeness of Request
1.1 Review Form

©Add activity
Check the requestor has a manager, the reason f.

® Record Immediately

12 Requestors Telework Cases
Ifthe requestor has submitied any other telework.
= ust

After 1.1

13 Show Telework Guidelines KA
This wil give the requestor the telework guideline.
9 Knowledge Immediately

@ Add activity

If you have an error regarding an ‘end connection'’ for step 2
Go to 'Diagram View'

Connect Activity 1.2 to Stage 2
It should look like this:

& Telework Case Playbook ®maie

8 Diagramview (18 Board view

1. Completeness of Request

|
B |

1.1 Review Form
D—

2. Finalizing Request

1.2 Requestors
Telework Cases

—— o —®
‘|

1.3 Show Telework
‘Guidelines KA

then go back to Board view



Feel free to take a break and test

out your process like we did earlier

Now, let's add an activity to the 'Finalizing Request' stage and then we'll add the
playbook to our workspace.

Click on +Add activity in the Finalizing Request stage

@ Add activity

Choose

1.  Common Activities

2. Instruction

Fill out the 'Edit activity properties' form

1.  Label: Check for approval and IT Task

2. Description: ensure approval was done and the IT Task was assigned to the
right group.

3. Start rule: When stage starts



4. Click on: 'Save and close'

That's it! If you look under the 'Automation’ tab it automatically puts the description
as your instruction. Your form should look like this:

2.1 Instruction Properties @
B Details =% Automation E Ul Layout
Provide a label and brief description for your activity. @ Show additional options

Label *
1 [ Check for approval and IT Task l

Description

4 ensure approval was done and the IT Task was assigned to the right group.

)

Activity definition

Schedule

Start Rule
Define when the system will begin to process your activity. Learn more

3-11511- When stage starts
() After specific activities

Starts after

Save and close

Now, you're all set with version one of your Playbook! It's time to click on 'Activate’



4 i Telework Case Playbook o+

f Request

What else would you add to the process?

Did you notice an activity for manager approval? Some great activities already in
there, out of the box!

Now that we have published the playbook, we need to add it to our workspace in
app engine studio.

1. Open 'App Engine Studio'

2.  Open your Telework Case Management' application

You should now be here:

w23 XX Telework Case Management

N2 Data@  Ex

D:

Let's edit the 'Telework' workspace



%23 Telework Case Management ®© @ Goreeconro ) D ©

Al(16) Data(4) Experience(®) Logic and automation(2)  Security (2)

[ reteorcase ange Wario pa—
Edit
= Telework Case | Defaultvi iew orm. Delete
preview
=5 justfication | Default view m

(if ' Get Started' pops up, go ahead and click on that)

You should now be in the workspace builder, your screen should look something like
this (some of the reports may differ)

=Lt Telework 2 | iasaun

Happening now

My Tasks f Unassigned Tasks P it Tasks
Updated at 0211 PH Updated at 0211 PH
N AN AN p,
N
il |

At the top of the page:

1. Click on 'Record pages'

2.  Change to 'Telework Case Record Page'



App Home.
XX Telework Case Man...  Telework Case

[ Telework

() Home

=Uist Telework 7 | +addaw © (exit editing o
@ Analytics

Happening now

My Tasks Unassigned Tasks Critical Tasks

3 16 2

Updated at 03:38 PM

Updated at 03

Choose 'Record details' on the left navigation bar:

Telework Case Record

Representation of
Page

Settings

Record details

Contextual side panel

servicer

On the far right side, is the Record details configuration pane, choose + Add a
playbook:



Telework Case ~  Compose Attachments

Opemiy ity Type your Work notes (Private) here.
David

s ol Adivity v oa -

ol a g >

Enter in these fields:

1.  Tab name: Telework Playbook

2. Playbook experience: Global Playbook Experience

3. Click on'Add'

Add a playbook X

A playbook visualizes a process to help users update records, upload attachments, and
complete tasks related to the record.

Tab name * ©
1 Telework Playbook

Playbook experience * @
2 Global Playbook Experience -

.

( Close )

So, what is a playbook experience?



After creating your process in the process automation designer, you can either use
the out of the box experience "Global Playbook Experience" which is great if you used
all out of the box activities and like the way it looks in the workspace.

The other option is you can create your own experiences and components which can
give you even more flexibility for the user to work. You can even use Ul Builder to
create new components and further create the exact experience your workers need.

For more on using playbook experiences, there are a lot of resources — here are a
couple:

+ Playbook Experiences — docs page

+ Platform Academy Session #21 Video

Now that you have added the playbook to the workspace, take note of how it's
showing up as a tab on the record page at the very end, the last tab.

Let's move it to the very beginning. This is how it looks now — go ahead and click on
the link in the upper right ‘open in Ul Builder' (and if there's a pop up, continue to Ul
Builder)

SErviCeNOW Al Favorites  Hisk

‘‘‘‘‘‘

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

Now that you're in Ul Builder — it takes a minute to load. Soon, you will see the pages
and sections on the left.

1. Onthe left go to: (these should already be expanded)


https://docs.servicenow.com/en-US/bundle/vancouver-platform-user-interface/page/administer/workspace/concept/set-up-playbook.html
https://www.youtube.com/watch?v=mQKrlf3iyNg

Body
+ Resizable panes
« Left
+ Click on "Main Tab"



Telework
Experience

Record (Telework Case Record Page)w

table || sysid | query || extraParoms || views

Q Search content

~ @ Modals and popovers
w @] Modals
B Confirm Modal
B Modal Container (Viewport)
CJ Popovers
w = EBody
w O Top Container
w O Top Left
w & Header container
&% Header image
w O Header content
w O Title row
= Primary field
& Record tags
& Subheading
& Secondary items
w O Top Right
& Form record presence
& Action bar
» O Ribbon Container
&% Ribbon
w O Warning Messages Container
£ Security constraints
&% Record not found
w & Resizable panes
w il left
N pvante
w O Details
w 4 Details resizable panes

w il left




Now, on the right side pane of Ul Builder

Drag the Telework Playbook tab so it's on top of the Details tab.



Y Telework Ca... = #* What's new & Help

Main Tab O
ID: record_page_tabs

£ Config 7 Styles

@ Component visibility
Hide component (O B Data

(({((@data.record.isValid != true) &&
(@data.record.isValid = false)) ||
(@data.record.isValid == false)) ||
(@data.record.acl ||
(@data.record.acl.canRead == false)))

Testvalue @
() True (component is hidden)
() False {[component will be visible)

® None

Tabs

TAB
Details

RELATED LIST
RelatedList

TAB
Telework Playbook

Default tab &

Selected tab index (& E Data

@context.props.selectedTablndex




It should look like this and then Click 'Save"



X Telework Ca... « * What's new @ Help

S| ow

3

Main Tab O
ID: record_page_tabs

@ Config (& Styles % Events

@ Component visibility
Hide component & E Data

((((@data.record.isValid != true) &&
(@data.record.isValid = false)) ||
(@data.record.isValid == false)) ||
(!@data.record.acl ||
(@data.record.acl.canRead == false)))

Test value &
) True (compaenent is hidden)
() False (component will be visible)

® None

Tabs

TAB
Telework Flaybook

TAB
Details

RELATED LIST
RelatedList

Default tab &

Selected tab index (& E Data

@context.props.selectedTabindex




You're done! When the 'Save' button in the upper right is greyed out, you're
good to close this tab and now we'll test in your workspace.

Go back to the platform view and under workspaces, find 'Telework':

es  History  Workspaces  Admin

W Filter

Asset Workspace

CMDB Workspace

Platform Analytics Workspace
Service Operations Workspace

Telework
P

The playbook runs when a new Telework case is created, so we'll need to do that in
order to see our playbook in action.

Once the workspace opens:

1. Choose the 'List' action on the far left

2. Choose 'New'

EEE

prorty Short description

$8¢9¢¢

Fill in the fields:



1. Arrangement: Remote

2. Justification: Dependent Care

3. Click 'Save'

(if it doesn't show up right away, refresh browser — this might happen the first time you
run it)

Here's your playbook

Walk through it and check out the experience —
What would you do differently?
What else would be helpful?

Congrats!

ServiCeNOW Al Favorites  History  Workspaces in Telework <
(A & Home TEL0001045 x  +

TELOOO1045 ©

priorty  State
4-low Open

® i (

Telework Playbook  Details  Tasks  Approvers (1)

Telework Case Playbook v ~ Completeness of Request \

Completeness of Request
a

@ Finalizing Request
L remaiing

the reason feld s filled out and the priorty s set to correct lovel

= ) e




Record Producer

Verify Manager and Auto-populate 'Requested For' field

One of the complaints Amanda has had is sometimes the requestors don't have a
manager listed or if there is one listed, it's the wrong one. This results in a delay of
approval and ultimately a poor experience for the requestor.

The solution we've decided on is to list the requestors manager on the record
producer, so they can either leave it or change it or fill it in.

This will require a new field on the telework table, changing some of the record
producer questions, a script to auto populate a requested for' field, and using the
'‘Auto Populate' section on the record producer. Sounds like a lot, but it will go quickly.

Here are our steps:

1. Create a new field on the telework case table called "Manager" and
"Requested For"

2. Create a new question on the record producer for "Manager” and
"Requested For"

3. Create a script to auto-populate the 'Requested For' with the logged in
user name using design studio

4. Change the flow to work with these new fields



Creating new fields on the telework case table

In app engine studio in the Telework Case application:

Open the 'Telework Case' table (not shown)

Click on: + Add field

servicenow App En

S nctive £3 Aciity
e - UNKNOWN
Ll - UNKNOWN
@ - UNKNOWN
el - UNKNOWN
@0 - UNKNOWN
el - UNKNOWN
e - UNKNOWN
50 - UNKNOWN

Approved

Not Yet Reque..
Not Yet Reque.
Not Yet Reque.
Not Yet Reque.

Not Yet Reque.

2023-10-25 07:

20231019 11:

2023-09-19 20

20231019 11:

2023.09-19 20...  Situational Tel

o o

5 g

.........

Fill in these fields:

1. Column label: Manager

2.  Type: Reference

3.  Table to reference: User (sys_user)

4. Click on: 'Add'



Add a new column X

Adding a new column creates a new field on the table and saves it.

Column label Column name s
1 Manager manager

Type % Table to reference s
2 Reference « Juser ~

» Advanced settings
( Cancel ) &

L -

Now, add a new field 'Requested For' using the same steps and these attributes:

1. Column label: Requested For

2.  Type: Reference

3. Table to reference: User

4. Click on: 'Add'

Fr 1

Add a new column X

Adding a new column creates a new field on the table and saves it.

Column label s Column name s
1 Requested For requested_for

Type * Table to reference %
2 Reference v Juser v

» Advanced settings
( Cancel )




Let's add it to the workspace form

Click on 'Forms' (center at the top, to the right of 'Data’)
Change 'Default view' to '"Workspace Telework'

prary

sgneato
User [sys_user]

1.  Add the field 'Manager' and 'Requested For' to the form

2. Click on'Save'

,,,,,,,,,,

uuuuu

Great — you now have a new field called 'Manager' and 'Requested For' and they're
on your workspace form.

Next, we'll add the question to our record producer

Go back to your App Home for Telework Case Management and open the
Experience, 'Apply for Telework — record producer":



%33 XX Telework Case Management ®) @ Courceconre ) EEEDY (O

Al(12)  Data(@) [ Experience s) | Logicandautomation (2)  Security (2) Search experience

nnnnn

wwwwwww

uuuuuuuuuu

Once it opens up, choose:

1. Questions

2. Delete the Question Set — 'Standard Employee Questions'

I > Standard Employee Questions Single-Row Question Set Click this ‘X’ to delete —___“_’Q@ I

3. After clicking on the ‘X' click on 'Remove'

Next, we'll add in the question to find out who they are requesting the telework
arrangement for — this will give the teams flexibility for people to request on behalf of
someone else which has also been something the teams have been requesting be
added to the form.

Click on'Insert New Question”:

Insert new question




1. Question Type: Choice

2. Question subtype: Reference

3. Map to a specific field on the table — True

4. Table field: Requested For

5. Question label: Who is this arrangement for?

Type

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

Question type

Choice »,

Question subtype

Record reference v

Details

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

@ Map to a specific field on the table

Table field

Requested For

Question label

Who is this arrangement for}

Name * @
requested_for

Click on 'Continue to Additional details'



1. Source table: User (sys_user) *no conditions

2. Click on 'Insert question' in bottom right

Insert question

® Question @ Additional details Default value

Auto-populate Annotation
Source

The options for this question will be sourced from a table instead of specifying the values now

Source table

Userl

Filter condition (to limit the options)

Select field Select operator v  Enter

-+ New condition set

Move this question to the top of form, it should now look like this:

Questions

Define the questions on your item form

Expand all
Who is this arrangement for? Choice - Record references
What type of Telework arrangement are you applying for? * Choice - Record references

Number of Days per Week? Tex - Sigleine

What is the reason for Teleworking? * Choice - Dropdown (fed values)




Next we need to confirm we have the right manager

We'll add the manager question to this form and populate it based off of who they
have in the requested for' question.

Click on: Insert new question

Insert new question -

1. Question type: Choice

2. Question subtype: Record reference

3. Map to a specific field on the table: True

4.  Table field: Manager

5. Question label: Manager

Type

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

Question type

Choice -

Question subtype

Record reference -




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

Map to a specific field on the table
Manager

Question abel
Manager|

Name % © »
manager

©J Mandatory

Continue to 'Additional details'

1.  Source table: User (sys_user)

2. Click on'Auto-populate’

®Question  ® Additional details  Defaultvalue | Auto-populate | Annotation
2 9
Source

The options for this question will be sourced from a table instead of specifying the values now

Source table
1 User

Filter condition (to imit the options)

Select field ». Select operator v Entervalue

+ New condition set

Fill out the form:

1.  Select the question this depends on: 'Who is this arrangement for? |
sys_user

2. Use the data pill picker button on the right



3.

Select the field that contains the value you want to set: scroll to ‘'Manager'

® Question ® Additional details Default value Auto-populate Annotation
Auto-populate
Configure what value should be set for this question dynamically whenever the dependent question i

Select the guestion this depends on

1 Who'is this arrangement for? | sys_user -

Select the field that contains the value you want to set

Q_ [earch

o)

[¢

Location
Locked out
33 Manager [o]
Middle name

Mobile phone

Name

Notification

Password

Password needs reset
— —

Click on Annotation

® Question ® Additional details Default value Auto-populate I Annotation I

Auto-populate

Configure what value should be set for this question dynamically whenever the dependent qug

Select the question this depends on

Who is this arrangement for? | sys_user -

Select the field that contains the value you want to set

Manager X

Fill out the form:

1.

2.

Show instructions: true

Instructions: If this is the correct manager don't change. If it is empty or the



wrong manager, please change. The approval for your telework request will
go to this person.

® Question ® Additional details Default value Auto-populate Annotation

Instructions
Your instructions show up beside the question label in portal and mobile experiences.

@ Show instructions

Instructions

B I YU § & verdana ~ 10pt vBy AvL~yL L H O

This is for the approving manager - please change if it is incorrect or choose a user if this field is empty.

Insert question:

**Bonus™ on your own, add a behavior to the 'Manager' question so it's mandatory if
it's empty!

Move the 'Manager' question so it's the 2nd question, should look like this now:



Questions

Define the questions on your item form

Who is this arrangement for? Choice - Record references

Manager Choice -Record references

What type of Telework arrangement are you applying for? # Choice -Record references
Number of Days per Week? Text- Single-iine:

What s the reason for Teleworking?  Choice -Dropdown (ixed values)

Click on 'Review and submit'

Review and submit

Click on 'Submit'

Click on 'Return to my application’

Return to my application

And you're here:



Search experience

Next, we want to auto-populate the 'Requested For' question
with whomever is filling out the form. To do that, we need to go
into design studio, find the variable and add it to the default
tab with one line of code.

We need to do this part in the Dev Studio
To get to the Dev Studio:

1. Click on the 'cog' in the upper right

.

(& ()} Source control v )

>

2. Click on'open app in Dev Studio'



(7 Open app in Dev Studio

You should be here:

On the left hand navigation are all the application files we've created so far in our
Telework Case application.

Scroll on the left to find

Service Catalog
Record Producer
Apply for Telework — click on 'apply for telework' record producer

¥ Service Catalog
¥ Record Producers

Apply for Telewe

This is your record producer platform default view.

Scroll down to the related lists, 'Variables'.
Click on the variable 'who is this arrangement for?'



psate | copy | Ty | [EATEST  oelete

Related Links

Click here

L
quested_f Refer
manager Refere
gement Refere
days_per_week. SingleLine Tt
...... Select B

Availabe For Categories (1) Catalogs (1) Related Arices  Related Catalog tems  Assigned Topics

1. Scroll down to the tabbed section 'Default Value'

2. Enterinto the box: javascript:gs.getUserlD()

3. Click on: 'Update' (use either one, there's 2 update buttons)

After updating, it stays on this tab.




We're all done with the Design studio, you can close this
browser tab and go back to the your Telework App home.

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

Search experience

At this point

we've updated the data table modified the record producer experience
All that's left to do now is update the flow so it takes advantage of our new fields.
Remember, we're relying on the 'requested for' field now, not the 'opened by' since
sometimes they could be different.

Updating Flow 'Main'

+ Click on 'Logic and automation'

+ Open the 'Main' flow (switch to tree view)



App Home « Data Table And Forms

Telework Case Manage... Telework Case x
7% Telework Case
E: Main Actve
TRIGGER
@ Telework Case Created
ACTIONS select multiple
1 (@) GET/user ©
2 «% | Check auto approve conditions
iv 3 -¢ > If if auto approve conditions met
4 then (=y | Set Flow Variables
®
< 3 Else
6 @ Ask For Approval ®
~7 - > If if approved by manager
8 then (=y ) Set Flow Variables
C)
@

2 things we need to change:

1. Ask For Approval — change this to the 'manager’ field

2. Send Email — send the email to the email of the requested for'

Changing Approval



1.  Expand Step 6 — Ask for Approval

2. Clear the box after 'Anyone Approves'

3. Click on the data pill picker to find the Manager field

4. Trigger Record Created: tiny arrow: scroll and click on 'Manager' field

Click on 'Done'

Gaamrerores) ([@]®)

® EEECE )

= ‘(T..M

Let's change the email To field to the requested for email address

1.  Expand 'Send Email (step 11)

2. Clear the 'To' field



3. Choose the data pill picker for the To' field

4. Trigger — Record Created: Telework Case Record tiny arrow: Requested For
tiny arrow: scroll and click on 'Email’

Click on 'Done'

@mL

Are there any other fields you need to change? Sometimes people use the
opened_by name in the email body, if you did — be sure to change that up as
well.

Almost done, need to do 1 more thing:

Activate (this also saves it)



(that's actually 2 things)

Now, you can test it and make sure you're good to go —

Open up Service Portal
Fill out Apply for Telework
If you change the 'Requested For' field does the manager change?
+ If the manager is blank, it means the person doesn't have a manager listed

+ Does the rest of the form work right?

+ Submit Go to the Telework workspace
Check the new telework form

+ |s the manager field correct?
+ |s the requested for field correct?

+ After the approval, does the email go to the right person?

That's it!!

If you need to change how variables respond, use the dev
studio and there's always a place for scripting — whether it's
just one line of code or something more complex that uses a
script include, it's all there.



Portal: Overview

Purpose

Requestors have commented that they would like to see the SHIELD Agency's
branding in the Service Portal and would like a way to track their Telework Case
requests and edit them after submission.

To add branding to the Service Portal, we will be using the Branding Editor to make
some simple changes to the look and feel of the application.

We will also modify the "Requests” page to show users all the Telework Case requests
that they've submitted or have been assigned to them and add a button that will
allow them to navigate to an editable view of the requests in their list.

Notes




Portal: Branding

After all the work we've done to enhance the functionality of the Telework Case
Management application, it's finally time to make it pretty!

In this exercise, we will learn how to add the SHIELD Agency's logo and branding to
the Service Portal using the Branding Editor.

Steps

1.  Change your scope to Global by choosing it from the Application picker in the
top right of your screen in the platform view

brk Case Management
ork Case Management] ® @ O o

<{ Application scope: XX Telewo... =

Global

Enhanced Global Search Ul

2. Take alook at the OOB portal by navigating to Service Portal > Service Portal
Home



SerVicenOW All  Favorites

®

Y service portal home]

FAVORITES

No Results

ALL RESULTS

v Service Portal

Service Portal Home ~

Your portal will look like this:

servicenow.

How can we help?

To access the Branding Editor, go back to the platform tab and navigate to
Service Portal > Service Portal Configuration



4.

5.

SerVicenOW All  Favorites Histo

Y service portal config = ® 2

FAVORITES

No Results

ALL RESULTS

v Service Portal

Service Portal Configuration ~

Select Branding Editor

Service Portal
Create rich, engaging and modern experiences to help your business run better
Select one of the options below to continue

© i) o )

Branding Designer ~ Page Editor Widget Editor New Portal

Editor Create and layout Configure the Create widgets from Create anew Service Browse guides,

o pages with drag-and- properties of pages, scratch or customize Portal i

portal’stitle, logo and Gy i R

(oo Preview pages as you widgets from amap HTML, CSS, and

R make changes view JavaScript with real- customize your
time preview portals

Youmake them

Change the logo by uploading an image and select SHIELD_Logo.png



Service Portal

Quick Setup Theme Colors

Title and Logo

Portal title

‘ Service Portal ’

Logo

® upload an image

Logo Padding

Left: .
Top: .

Use title and logo to represent your
brand across all pages of a portal




6.  Scroll down in the quick setup panel to change the tag line color and
background image.
Use Portal_Background.png as your background image.

Tag line color: #62D84E



Tag Line and Background

Tag Line

‘ How can we help? ’

Tag Line color

‘ #62D84E ] |

Homepage background color

‘#fff |:||

Background Image

® upload an image

Reinforce your company theme with
company graphics and colors



7. Switch to the Theme Colors tab

Service Portal

Quick Setup

Navbar

Navbar background

{ Theme Colors

‘ #032D42 [ ] ’
Navbar divider

| #62D84E ] ’
Navbar link color

‘ HIFFFf [] ’
Navbar link hover

| #62D84E ] ’

8. Update the following values:
Navbar:



Navbar background: #032D42
Navbar divider: #62D84E

Navbar link color: #ffffff
Navbar link hover: #62D84E

Brand:

Button default background: #fff
Primary: #032D42

Text:

Link color: #62D84E

9 Return to the platform view and navigate to Service Portal > Service Portal
Home to check out your new portal!

How can we help?

e Request Something @ Knowledge Base o Get Help

My Approvals

Notes




Portal: Add a Widget

In this exercise, we will learn how to configure an existing page and widget to give
users access to the list of Telework Case requests that they've submitted or are

assigned to them.

Steps

1.  From the service portal home, select Requests in the navbar at the top right
of the screen

Knowledge Catalog Requests System Status ™ Cart Tours ° Lily Lang

2. Ctrl + Right Click on the "My Requests” widget and select Page in Designer

3. Find the Simple List widget in the list on the left of the page and drag/drop it
above the “My Requests” widget



Remove the My Requests widget from the page by clicking the trash can icon
on the top right of the widget

Configure the widget options for the Simple List by selecting the pencil icon
on the top right of the widget

Set the following values:
Table: Telework Case
Display Field: Arrangement



Secondary fields: Opened by, State, Short Description

List page: list

Link to this page: ticket

Filter: This will show all Telework Cases opened by or assigned to the logged
in user

opened_byDYNAMIC90d1921e5f510100a9ad2572f2b477fe”

= Instance of Simple List

Data
Table

Telework Gase [x_snc_xx_telewor_0_telework_case]

Filter

opened_byDYNAMIC90d1921e5f510100a9ad2572f2b477fe”ORassigned_toDYNAMIC90d1921e5f510100a9ad25722b477e

Display field

Armangement

Secondary fields

% opened by | state || short_description
List page

@ list x v
CEnforce field-level Read ACLs on Filter query terms (may alter the query for unprivileged users)

Behavior
Link to this page

@ ticket x | v

([Jshow even when empty

View

Opisable record watcher

7. Save your widget options (you may need to scroll down)

List body height
Image field

(OJRounded images

OHide Footer



8. Refresh the tab where your portal request page is open to see your new
widget

me > Requests

9 Click on any record to navigate to the ticket page

Notes




Portal: Create a Widget

In this exercise, we will learn how to clone an existing widget so we can modify it. We
will use the button to allow users to navigate to an editable view of the Telework
Cases that they've submitted or are assigned to them.

Steps

1.  To access the Widget Editor, navigate to Service Portal > Service Portal
Configuration, then click Widget Editor

Service Portal
Create rich, engaging and modern experiences to help your business run better
Select one of the options below to continue

© o O )

Branding Designer ~ Page Editor Widget Editor New Portal

Editor Create and layout Configure the Create widgets from Create a new Service Browse guides,
Customize your pages with drag-and- properties of pages, scratch or customize Portal tutorials and videos
porta's title,logoand drop functionality. containers and an existing one. Write

theme colors, Preview pagesas you widgets from a map HTML, €SS, and

‘make changes view JavaScript with real-

Preview changes as
you make them

time preview

2. Select link-button under Edit an existing widget



Widget Editor

Recently Updated Widget Editoris a tool that alloy
widgets, create new widgets, and update a widget's option schem

Show Data from any Table
* Check out the Hello World Example

Demand Bubble Chart

Community External Registration

Portal FAQ Widget

Community Field Facet

Select Clone "link-button” from the additional options from the menu in the

top right
oy - B

widget-link-button

(J Public Widget

4+ Create New Widget

:ssage(optio

'ue;g P 21 Clone "link-button"
r = true;

:sganda_new_ .

gs.getPrope Open in platform

p.getPortalRecord().getValue("sqandz
ise = $sp.canReadRecord("kb_knowledge

Name your widget Edit Request Button. The Widget ID will auto-populate



Clone Widget

‘ Edit Request Button|

edit_request_button

Use only lowercase letters, numbers,
underscores, and hyphens

(J Create test page

5. Submit

6. Select your new widget in the top left of the widget editor

Widget She

F'y

link-button

‘edit| Q’
T
Edit Request Button
edit_request_button
HTMLT

e e——

1+ <a ng-href="{{options.href}}" cla:



Replace the HTML Template and Server Script with the following code:
HTML: button will link to the "form" page and passes the table name and
sys_id of the current record as parameters in the URL

<a
href="?id=form&table=YOUR_TABLE&sys_id={{data.sys

class="btn btn-{{options.color}} m-b">{{data.butt

Server Script:

(function($sp) {

//get the sys_id from the current record page
url and adds it to the widget's data object so
it can be accessed from HTML

var sys_id = $sp.getParameter('sys_id');
data.sys_id = sys_id;

//set the text that shows up in the button to
either the message configured through the
widget options or defaults to "Click Here" if
nothing is configured

data.buttonMsg =
gs.getMessage(options.button_text || "Click
Here");

}) ($sp);




service : C

8. Save using the blue button at the top right of the widget editor

9 Replace YOUR_TABLE in the HTML template with the name of your table

+ In the platform view, navigate to System Definition > Tables



Servicenow | Al | Favorites  Histo

Inst] Y tables ®

v System Clone
v Clone Definition
| Exclude Tables
v System Definition
Tables
Tables & Columns
Decision Tables
v Remote Tables
Tables

Definitions

v System Diagnostics

v Session Debug
Debug SQL (Large Tables)

vz Quetam Imnnrt Qate

* In the search bar below "Label" search for: *telework

= Y & Tables[ Updated ~ | Search ]
All > Update name is not empty
[J & Label Name
I *telework] I l Search
Web Builder Block Mapping sn_cd_wb_block_r

Content Change History sn_cd_content_ch



- Hit Enter/Return on your keyboard
« Open your Telework Case table by clicking on the label

« Copy the value in the Name field

_ Table
~  Telework Case

[ Atable s a collection of records in the database. Each record corresponds to a row in a table, and €

> Label [TeleworkCase ]

X Name I x_snc_xx_telewor_0_telework_case I

Extends table ~Task

+ Go back to the browser tab where the widget editor is open and
replace YOUR_TABLE with the copied value

HTML Template x

1v <a href="?7id=form&table=YOUR_TABLE&sys_id={{data.sys_id}}&view=
2

- Save

10. Go back to the platform view and change your scope to Service Portal —
Standard Ticket using the scope picker on the navbar



Application scope: Global +
Update set: Default [Global] ® + Q © b Q @

< Application scope: Global

Y standard ticket] ®

Service Portal - Standard Ticket

1. Navigate back to the Service Portal request page and click on any telework
case to take you to the ticket page

e > MyRequest-TELOOOIOAT

TEL0001047

vvvvvvvvvvvv

12.  Ctrl + Right click on the widget and select Page in Designer



TEL0001047

"Standard Ticket Header" generated n : 0,007

Activity

ype your messagebr.
‘Show Widget Customizations 4

dit Container Background
Lily Lang O3dago

w
TEL0001047 Created

strt

13. Drag and drop your Edit Request Button widget to the top right section of the
page

14.  Configure the options for your widget and set the Contents of button to Edit

= Instance

Presentation
Bootstrap color

Default

Link for button

Contents of button

Edit l

15.  Save



16. Navigate back to the tab where your ticket page is open and reload the
page to see your new button

Home 3 My Request-TELO01047

TEL0001047

17 Use the Edit button to see your ticket in an editable form page

‘‘‘‘‘‘‘‘‘

Notes




Conclusion

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



We Value Your Feedback!

Help Us Improve Your Learning Experience

As we wrap up our Telework 201 workshop, we would greatly appreciate your input.
Your feedback is vital in shaping future workshops to better meet your needs and
expectations. We invite you to take a few moments to complete our post-workshop
survey.

Why Your Feedback Matters:

+ Enhance Workshop Quality: Your insights help us understand what works well and
what can be improved, ensuring that future workshops are even more engaging
and effective.

+ Tailor Content to Your Needs: Your suggestions play a crucial role in helping us
tailor our content to better suit your learning preferences and professional
requirements.

+ Foster a Community of Learning: By sharing your thoughts, you contribute to a
community that values growth, innovation, and collaborative learning.

Confidential and Anonymous:

Your responses will be kept confidential and anonymous. We are interested in your
honest opinions, whether they are positive or negative.

Click on the link below to access the survey. It should take no more than 5 minutes to
complete.

Thank you for taking the time to help us enhance the Telework 201 workshop
experience.


https://201workshop.service-now.com/esc?id=public_survey&type_id=7a4dd33893ea71506f42b0f97bba1097
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