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Module1- 1.1ServiceNowOverview servicenow
 

Objectives
* WhatisServiceNow?
* WhatistheServiceNowInstance?

UsersandGroups
KeyPlatformUIComponents

â€” ApplicationNavigator
â€” ContentFrame
â€” BannerFrame

MobileAccess
ProductDocumentation
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WhatisServiceNow? servicenow
 

ServiceNowisacloud-
basedplatformdeployed
ina browserthatcontains
applicationsanddatathat
canvarybyinstanceand

BUSINESS
user,automatingcommon APPS

businessprocesses

rkat Lightspeedâ„¢

AleaderinEnterpriseServiceManagement(ESM),theServiceNowServiceAutomationPlatform
providesa modern,easy-to-use,servicemanagementsolutioninthecloudallowingyour
organizationtoautomatemanualrepetitivesetuptasks,manageyourcoreITprocesses,standardize
servicedelivery,andfocusonyourcorebusiness,notjustITSMinfrastructure.

ServiceNowprovidesallofthistousersfromaconfigurableweb-baseduserinterface,builton top
ofaflexibletableschema.

TheServiceNowplatformandtheapplicationsthatrunon ituseasinglesystemofrecordanda
commondatamodeltoconsolidateyourorganizationâ€™sbusinessprocesses.

Anotheradvantageto thissinglesystemisthatitcanbeleveragedtobuildcustomapplications.

TheServiceNowplatformprovidesaPlatformasaService(PaaS),acloud-basedcomputingmodel
thatprovidestheinfrastructureneededtodevelop,run,andmanageapplications.

Itisnotlimitedtoaspecificdepartmentor functionbutencompassestheentireenterprise.

UserInterface&Navigation
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WhatistheServiceNowInstance? servicenow
 

AninstanceisasingleimplementationoftheServiceNowplatform
* Independent,changeable,andhighlyconfigurable
* NotsharedwithotherServiceNowcustomers(single-tenant)
* Eachinstancehasapplications
* Eachinstancehascustomerdatathatcanbeexchangedbetweeninstances
* Upgradesaremadeon individualinstances

Aninstanceislocated(hosted)inone oftheServiceNowDataCentersaroundtheworld,or fora
very,verysmallpercentageofour customers,an instancecanbeimplementedonsiteatthe
customerâ€™slocation.EachServiceNowinstancehasa uniqueURLthatusesa formatsimilarto

https://<instancename>.service-now.com/.

ServiceNowutilizesanadvanced,multi-instance,single-tenantarchitectureasthedefaultoffering
forcustomers,meaningan instancefeaturesan individuallyisolateddatabasecontainingdata,
applications,andcustomizations.

TheServiceNowmulti-instancearchitecture,organizedinan instancestack,providesthesedistinct
advantages:
* Themulti-instancearchitectureallowsServiceNowtoperformactionson individualcustomer

instancessuchasperforminganupgrade,onaschedulethatfitsthecompliancerequirements
andneedsofyourenterprise.
Dataistrulyisolatedintheirown databases,makinghardwareandsoftwaremaintenanceon
theseuniquecustomerinstancesfareasiertoperformandissuescanberesolvedon a customer-
by-customerbasis.

Eachcustomerorganizationreceivestwo instancesofServiceNow:productionandsub-production.
Theyhavetheabilitytoobtainadditionalsub-productioninstancestobeusedforUserAcceptance
Testing(UAT),Review,Development,or QualityAssurance(QA).

UserInterface&Navigation
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UsersandGroups servicenuw
 

Users GroupsWithina ServiceNowinstance,usersare: Acollectionofusersisagroup
Updatingrecords

Groupsshareacommonpurposesuchas
usersapprovingchangerequestsor users

Requestingitems receivinge-mailnotifications
Implementingworkflows

Importingdata

Approvingknowledgecontent ExamplesofGroupsinclude:

Runningreports
* ServiceDesk

Developingapplications
* KnowledgeBaseAuthors
* HRAdministrators Usersare representedbya recordcreatedor

importedintotheUser[sys_user]table Agroupisonerecordstoredinthe
Group[sys_user_group]table  ManagetheindividualswhocanaccessServiceNowbydefiningthemasusersintheplatform.

NOTE:Usernames(representedbyuserIDs)are uniqueinServiceNow.

Usersareauthenticatedbyvariousmethods,including:
* Localdatabase:Theusernameandpasswordintheiruserrecordintheinstancedatabase
* Multifactor:Theusernameandpasswordinthedatabaseandapasscodesenttotheuser's

mobiledevicethathasGoogleAuthenticatorinstalled
LDAP:TheusernameandpasswordareaccessedviaLDAPinthecorporatedirectory,which
hasa matchinguseraccountintheServiceNowdatabase
SAML2.0:Theusernameandpasswordconfiguredin aSAMLidentityprovideraccount,
whichhasa matchinguseraccountinthedatabase
OAuth2.0:TheusernameandpasswordofOAuthidentityprovider,whichhasamatching
useraccountinthedatabase

DigestToken:Anencrypteddigestoftheusernameandpasswordintheuserrecord

Usercredentialsarematchedtodifferentsavedcredentialsforeachmethod.MultipleProviderSSO
allowstheselection/useofseveralidentityproviders(IdPs)tomanageauthenticationaswellas
retainlocaldatabaseauthentication.

Agroupispartoftheuserhierarchy,anda user ispartofagroup.Groupsmaybeimportedfroma

corporatedirectory(LDAP)or createdmanuallyinServiceNow.

UserInterface&Navigation
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KeyPlatformUlComponents servicenuw
 

BannerFrame

 

ContentFrame   

TheUserInterface(UI)isthemainwayforusersto interactwiththeapplicationsandinformationin
aServiceNowinstance.NotableServiceNowfeaturesincludereal-timeformupdates,userpresence,
anapplicationnavigatordesignedwithtabsforfavoritesandhistory,andenhancedactivitystreams
allofwhichyouwillexploreinthistraining.ThisisanexampleoftheSystemAdministration
homepage.

TheServiceNowuserinterfaceisdividedintothreeareas:

1. BannerFrame:TheBannerFramehighlightsimportanttoolsandsettingsthatapplytoyour
instance.

ApplicationNavigator:ThecomponentsoftheApplicationNavigator,thepanelon theleft
side,arebaseduponyourassignedrole(s).Thenavigatormaybeexpanded(asshown
above)or collapsed.Thenavigatorprovideslinkstoallapplicationmenusandmodules,
basedon yourpermissions.
ContentFrame:TheContentFramedisplaysinformation,suchas lists,forms,dashboards,
knowledgebases,andservicecatalogsdependingon whereyounavigatewithinthe
platform.Thisalsoimpactshowtheinformationisvisuallyrepresented.

NOTE:Thepositionofthesecomponentson yourscreenmayvarydependingon yourregion.

UserInterface&Navigation
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ApplicationNavigator servicenuw

 
service

TheApplicationNavigatorisa

listofavailableapplicationsand
theircorrespondingmodules

 

ApplicationMenu   

Applicationsareacollection
ofmodules;modulesanddata
thatdeliveraserviceand
managebusinessprocesses

Modulesenablenavigation
todifferentareasofthe
platform,including:

â€” Linkstoa new record
â€” Filteredlistsofrecords
â€” Specialviewpages

Applicationsare agroupofmodules,or pages,thatproviderelatedinformationandfunctionalityin
an instance.Modulescancontainlinkstoa new record,listsofrecordswithvaryingfiltersapplied,
andspecialvisualtools.

Forexample,theIncidentapplicationcontainsmodulesforcreatingandviewingincidents.The
Configurationapplicationcontainsmodulesforchangingandaccessingservers,databases,and
networks.

UserInterface&Navigation
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ApplicationNavigator:Filtering servicenuw
 

UsetheAllApplicationsAbovetheapplicationlist,usetheFilterNavigatorto
icontoviewallapplicationsquicklynavigatetoapplicationsandmodules
withinthenavigator .

Simplybegintypingtheapplicationor modulename:

â€”â€”â€”y

1. Allmoduleswiththekeyworddisplay
2. Allmoduleswithinan applicationthat

containsthekeyworddisplay

TheApplicationNavigatorprovidesaccesstoallapplicationsandthemodulestheycontain,enabling
userstoquicklyfindinformationandservices.

Toviewallapplicationswithinthenavigator,ensurethattheAllApplicationsiconisselectedatthe
topleftofthenavigator.

TIP:Double-clicktheAllApplicationsicontoexpandand/orcollapseallapplications.Clickany
applicationtoexpandor collapseallofitsmodules.

Toquicklysearchthroughouttheapplicationnavigatortoviewa particularapplicationor module,
usetheFilterNavigator.TheFilterNavigatorislocatedatthetopoftheApplicationNavigator.

Assoonasauserbeginstyping,theApplicationNavigatordisplaysonlyapplicationsand/ormodules
matchingthekeyword.Forexample,ifthekeywordâ€œIncidentâ€•istypedintotheFilterNavigator,the
Incidentapplicationandalistofallitsmoduleswilldisplay,aswellasanymodulescontainingthe
wordâ€œIncidentâ€•withinotherapplications,suchasServiceDesk> Incidents.
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ApplicationNavigator:FavoritesandYourHistory servicenuw
 

Favorites
Itemsaddedas
favoritesappearinthe
Favoritestabofthe
ApplicationNavigator,
whichisrepresented
byastaricon

YourHistory
YourHistory
providesascrolling
viewofrecent

activitiesincluding:}aeeams
* Formsandlists esertenact

youaccessed
* Homepagesyou

visited
Favoritesdisplay
asiconsina
collapsedview

Simplyclickonany
recentactivityto
opentheiteminthe
ContentFrame

Favorites:Accessthefavoritesmenutoseeallyourfavoritesinoneplace.Favoritesinclude
applicationmenusandmoduleswhichyoumaywishto accessquicklyandoften.Favoriteswillalso
displayintheApplicationNavigatorevenwhenafilterisapplied,solongastheFavoritematches
thesearchterm.

YourHistory:TheApplicationNavigatorcontainsascrollinglistofyourrecenthistorywithin
ServiceNow.Forexample,YourHistorywilldisplayformsyouwerefillingoutor listsyouwere

searchingon.Simplyclickon an itemtoopenanyrecentactivityinyourcontentframe.Some
contenttypesare nottracked,includingUIpagesandothernon-standardinterfaces.

UserInterface&Navigation
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ContentFrame:CommonTypesofInterfaces servicenuw
 

  

 

  Timeline     
     

Homepage:Ahomepageconsistsofnavigationalelements,functionalcontrols,andplatform
information.Whenauserlogsintoan instance,thedefaulthomepagedefinedfortheirrole
appearsunlesstheuserswitchedtoanotherhomepageor hassetadashboardtoappear.

Alluserswitha rolecanusetheAddcontentlinkon thehomepagetocustomizethehomepageand
displayimportantchangesandemergencyinformationtootherusers.

List:Viewdatarecordsasalist.Listsdisplayrecordsfromadatatable,aswellasallowuserstoedit
therecordinformationusingtheListEditorfunctionality.

Form:Viewindividualdatarecordsasa form.DataistypicallyenteredintoServiceNowthrough
forms.

Dashboard:Dashboardsenablethedisplayofmultipleperformanceanalytics,reporting,andother
widgetsonasinglescreen.

Map:DisplayServiceNowdatagraphicallyonaGooglemap.Drill-downintoamaptoviewspecific
datapoints.

Timeline:Usedtotracktasksor projects.

UserInterface&Navigation
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BannerFrame servicenow
 

Clickthelogotoreturn ClicktoopenGlobalSearchtoolbar
tothehomepage * Typekeyword(s)andhitEnter

Searchesfora textstringacrossexisting
records
Resultsgroupedbyapplication

service ServiceManagement

Usermenucontaining_profileinformationand
a logoutoption Sidebar

HelpSidebar

Settings

TheBannerFramerunsacrossthetopofeverypageandcontainsglobalnavigationcontrolsand
severalkeyfunctionalitiesandfeatures:

* Yourlogointhetop-lefthandcorner,whichalsonavigatesyoubacktoyourhomepagewhen
youclickon it

Informationaboutthelogged-inuser:clickthedownarrow to therightoftheusernameto
viewtheuserprofileor logout

ClickthemagnifyingglasstoexpandtheGlobalSearchtoolbarandusethistosearchacross
alldatainServiceNow,suchasa keyword,recordnumber,andmore

Toggleon andofftheConnectSidebar,whichisusedtocommunicatewithotherusersinreal-
time
Gethelp,includingProductDocumentationandnew features
Personalizeyoursettings

NOTE:Withadditionalrights,ausermayseeImpersonateUserandElevateRolesasadditional
optionsfromtheusermenu.Theseare featuresusefulfortestingandvisibility.

UserInterface&Navigation
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MobileAccess servicenow
 

Howcan we help?

BO
aE

InadditiontoaccessingaServiceNowinstancefroma laptopor desktopcomputer,ServiceNow
supportsthefollowingtechnologies:

Smartphone:Thesmartphoneinterfacesupportsmanyofthefeaturesfoundinthestandard
desktop/laptopbrowserinterface,includinglists,forms,favorite/shortcutmanagement,and
filtering.Thereare nospecialconfigurationsneededfortheiPhoneor Androidphones;the
smartphoneinterfaceusesfamiliar,industry-standardtechniquesforperformingmostactions.

Tablet:TheServiceNowinstanceautomaticallydetectsthetabletandredirectstothedesktop
interface.

AppleWatch:Featuresinclude:notifications,favorites,recordmonitoring,chatmessaging,
dashboardcharts,andrecordinteractionviacannedresponsesandvoiceto text(Siri).

Dependingon howServiceNowisaccessed,theuserinterfaceandfeaturesmayvary.

UserInterface&Navigation
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ProductDocumentation:DocsandCommunity servicenow
 

service:

Kingston

      

Ifanythinginthisclassseemsinteresting,we highlyencourageyoutoexplorethetopicinmore

detailthrougheitherofthefollowingwebsites:

docs.servicenow.comistheofficialdocumentationresourceforServiceNow,withcontentproduced
byServiceNow.Fromfeaturestofunctionality,andeven releasenotes,thisresourceshouldhaveall
oftheinformationneededtogetthemostoutoftheplatform.

community.servicenow.comissimilarto theDocswebsite,inthatitprovidesusefulinformation
abouttheServiceNowplatform.However,whereCommunityreallyexcelsisbybringingtogether
actualServiceNowuserstocollaborate,share,andproduceideas,content,andeven answersto
questionsyoumayhave!

Thisisagreatresourceto learnfromuserswithreal-lifeexperienceon theplatform!

UserInterface&Navigation
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servicenuw

SectionSummary
WhablssendneRowte SersioltiesGanonWhatistheServiceNowInstance?
Whatare UsersandGroups?
KeyPlatformUlComponents
MobileAccess Pages21-27 10-15minutes

ProductDocumentation

Lab1.1â€” ServiceNowOverview:

* Logon toyourtraininginstance
* UsetheApplicationNavigatoranditsfiltertoaccessdifferentareasofServiceNow
Â« AddKnowledgeandServiceCatalogmodulesto Favorites

UserInterface&Navigation
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LAB

ServiceNowOverview 11
SS ) 10-15minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* Logon toyourtraininginstance
* UsetheApplicationNavigatoranditsfilterto accessdifferentareasofServiceNow
* AddKnowledgeandServiceCatalogmodulestoFavorites

Thiscoursebuildson ascenariowhereyouworkforadivisionofa fictitiouselectronics
companycalledCloudDimensions.

UpontherevealoftheirInfinityproduct;a portableholographicprojector,yousupporta team
ofdepartmentSubjectMatterExperts(SMEs)withtheimplementationofServiceNow.

ServiceNowwillinitiallybeusedbyCloudDimensionsfortrackingInfinityinventory,order
fulfillment,andcustomersupport.

Youwillberequiredtoimpersonatevarioususerpersonasâ€” representingCloudDimension
employeesâ€” throughoutthiscourseâ€™slabs.

Tostart,youwillassumethesystemadministratoridentitytoaccomplishaseriesoftasks.
 

NOTE:Screenshotsareoftencroppedsowhatyouseeintheparticipantguidemaynot
matchexactlywhatyouseeinyourinstance.
 

A.Logon toYourTrainingInstance

1. NavigatetoyourassignedServiceNowLabInstanceinthewebbrowserofyour
choice.
 

NOTE:Yourinstructorprovidesyouwithyourown instanceURL.
 

Logon usingtheSystemAdministrator(admin)credentialsprovidedbyyour
instructor.

UserInterface&Navigation
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B.UsetheFilterNavigator
1. SettheApplicationNavigatorviewtodisplayallapplicationsinanexpandedview

(double-clicktheAllapplicationsnavigatoricontoexpand/collapseall),thenlocate
theIncidentapplicationtoviewthe9incidentmodules.

Incident>Open.
 

NOTE:TheApplicationMenu> ModuleNameformattingindicatesthenavigationpath
touseintheexpandedApplicationNavigator.Thisshorthandwillbeusedinthelab
instructionsgoingforward.Forthisstep,selecttheIncidentOpenmodule:

  

NoticehowtheuserinterfacechangedintheContentFramefromtheSystem
Administratorhomepagetoalistofopenincidentrecords.

Incident>CreateNew.

NoticehowtheuserinterfacehaschangedintheContentFramefromalistof
incidentrecordsto an individualincidentrecord/form.
FromtheApplicationNavigator,usetheFilternavigatorto filterthelistof
applicationmenusandmodulesbytypingself-serviceintotheFilternavigator:

â€˜FY

self-service

 

NOTE:Asingleapplicationmenu,Self-Service,appearswithmanymodules.Scrolldown
toseeallofthemodulesundertheSelf-Serviceapplication.

 

UserInterface&Navigation
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5. Self-Service>ServiceCatalog.
NoticeyetanotheruserinterfacetypedisplayedintheContentFrame.

FromtheApplicationNavigator,typethekeywordserviceintotheFilternavigator.
 

NOTE:Scrolltoseealloftheapplicationsandmodulesthatcontainthetextâ€œserviceâ€•
display.

 

C.SetModuleFavorites

1. OpentheUsermenuon theBannerFrame,thenselectImpersonateUser:

(=)SystemAdministratorÂ¥

Profile

ImpersonateUser

ElevateRoles

Logout

2. ImpersonatetheCloudDimensionsemployeeJoeEmployeebytypingtheirname

intotheSearchforuserfield.
 

NOTE:Afterselectingtheirnamefromthedrop-downlist,ServiceNowshouldreloadand
youare now impersonatingJoeEmployee:

FiltertheApplicationNavigatorusingthekeywordself.

 

Self-Service>Knowledge.

OpentheServiceNowFundamentalsClassKnowledgeBase:
 

ServiceNowFundamentalsClass
0Questionsand 2Articles   

DownloadthenecessarylabfilesforclassbyselectingtheClassLabFilesarticle.

UserInterface&Navigation
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NOTE:SelectingtheClassLabFilesarticlewilldownloadazipfiletoyourlocalmachine
titledServiceNowFundamentalsClassFiles.Atyourconvenience,upzipthefile.
 

Next,hoverover theKnowledgemodule,thenaddtheKnowledgemoduleasa

favoritebyselectingtheAddtoFavoritesicon(star)to therightofKnowledge:

 
NOTE:Uponselection,themodulestarwillappearfilledin.
 

RepeatthisstepfortheServiceCatalogmodule.
 
NOTE:Inadditiontoapplicationmenusandmodules,theFilternavigatorwillalso
displayfavoritesbasedon keywords:

*
Self-Service-Knowledge

Self-Service-ServiceCatalog
Self-Service

Homepage
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9. CleartheFilternavigatorkeywordbyselectingtheXtotherightoftheFilter
navigator.

10.Next,navigatetotheFavoritestaboftheApplicationNavigatortoseethemodule
favoritesyouhavecreated:

*
Home

Self-Service-Knowledge

Self-Service-ServiceCatalog

11.Onthebottom-rightoftheApplicationNavigator,selecttheEditFavoritesicon
(pencil):

9) VA

NOTE:TheSetupyourfavoritesscreendisplaysintheContentFrame.Afavoritecan be
customizedtohaveanyname,color,andicon.

 

 

12.SelecttheSelf-Service- KnowledgefavoriteintheApplicationNavigator.
13.SelectanycolorandiconfortheSelf-Service- Knowledgefavorite.

14.Repeatsteps12and13fortheSelf-Service>ServiceCatalogfavorite.

15.ClicktheDonebutton:
 

Â©)scetmployee

 

16.Minimize(collapse)theApplicationNavigatorbyselectingtheMinimizeNavigator
icon(circledarrow)atthebottomoftheNavigator:

UserInterface&Navigation
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17.FromtheminimizedApplicationNavigator,noticethatthetwofavoritesappearin
thecolorandiconyouhaveselected:

 

NOTE:Yourcolorandiconchoicesmayvaryfromwhatisshownherefordemonstration
purposes.
 

18.Navigateto thehomepagebyselectingtheHomefavoritedisplayedon the
minimizedNavigator:

19.SelectMaximizeNavigatoratthebottomoftheminimizedNavigator:

20.Next,selectAllapplications:

 

UserInterface&Navigation
Â©2018ServiceNow,Inc.AllRightsReserved 



LABVERIFICATION
TheLabVerificationdisplaysscreenshotsofwhatyoushouldhavecreatedduringthislab.
SometimestheLabVerificationshavealreadybeenshowninearlierstepsâ€” as isthecase

below.

Self-ServiceFavorites

Home

Self-Service-Knowledge

Self-Service- ServiceCatalog

Congratulationson completingourfirstlab,ServiceNowOverview!
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Module1- 1.2Lists servicenow
 

Objectives
* Whatisa Role?
* Whatisa List?

â€” Anatomy
â€” Views
â€” ContextMenus

LayoutConfiguration
ListPersonalization
ListEditing
Tags
Filters

FindingInformation:ServiceNowSearch

UserInterface&Navigation
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servicenuw
 

Roles Arolemaycontainotherroles:

Aroleisagroupofpermissions,allowingusers personalize
toperformactionsinpartsoftheplatform, Role

permissions
includinglistsandforms contains

5â€˜ ; ersonalize_rulesItcanbeassignedtoagroupor asingleuser; L,Li =

a usercanbeassignedmore thanone role T permissions>
contains

 

    
Rolesare representedbyarecordstoredinthe ui_policy_admin
Role[sys_user_role]table _Py.|__Â» _

Role permission:  ui_action_admin
Role

â€”>  
Aroleisacollectionofpermissionsusedto:

* Grantaccesstoapplicationsandotherpartsoftheplatform
* Assignsecurityrights

Onceaccesshasbeengrantedtoarole,allofthegroupsor usersassignedto thatrolearegranted
thesameaccess.

Additionally,a rolemaycontainotherrolesandanyaccessthatisgrantedtoone roleis
automaticallygrantedtoanyrolethatcontainsit.

Inthisexample,thepersonalizeroleisabletopersonalizeforms,lists,rules,controls,andscripts.It
hasitsownpermissionsandalsocontainsthepersonalize_rulesrole.

Thepersonalize_rulesrolehasitspermissionsandcontainsboththeui_policy_adminand
ui_action_adminroles.

Theui_policy_adminrolecanmanageUIPolicies.Theui_action_adminrolecanmanageUI
Actions.

Takenwithalloftheserelationships,thepersonalizerolecontainsalloftherolesbelowit inthe
hierarchy.Howevertheui_policy_adminandui_action_adminrolesdonotcontainthepermissions
oftherolesabovethemintheillustration.

UserInterface&Navigation
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ProvidedPlatformRoles servicenow
 

SystemAdministrator- - Fulfiller-

Theadminroleprovidesaccessto allplatformfeatures, Userswiththefulfiller(itil)rolemayfulfilITILactivities
applications,functions,anddata associatedwiththeITILworkflow,includingincident

andchangemanagement

SpecializedAdministratorâ€”â€”â€”â€”

Fal
â€” ___Approver 

Userswithspecializedadministratorrolesmaymanage Theapprover_userrolecanperformallrequeste:
specificfunctionsor applications,including: actionsandallowuserstoviewor modifyapproval

AssignmentRules recordsdirectedto them
  KnowledgeBase Requester-

ws

HumanResources AlsoknownasEmployeeSelfService(ESS)users,these

Reports usersdonothaverolesbutcansubmitandmanage
WebServices theirownrequests,accesspublicpages,etc. 

TheSystemAdministrator(admin)rolehasalmostallrolesandaccesstoallplatformfeatures,
functions,anddata,withsomeexceptionssuchasHRandSecurityOperationsconstraints.Grant
thisprivilegecarefully.

Usersholdingtheadminrolecancreateandmodifyuserroles,aswellas impersonateotherusers.

However,noteven userswiththeadminrolecanimpersonateasecurity_adminroleuserand
elevateprivilegeswhileimpersonatingtoaccesshighersecurityfunctionality.

Theimpersonatorrolecanbeassignedto a usertoallowimpersonationofotherusers,excluding
admins,fortestingandvisibilitypurposes.

SpecializedAdministratorroleshavebroadaccessbutgenerallymanagespecificfunctionsor

applications.

Fulfiller/Processusershaveclearlydefinedpathsandworkflowsintheplatformandhaveone or
more roles,includingtheitilandapprover_userroles.Theycanaccessallfunctionalitybasedon

assignedroles.

Approvershavetheapprover_userrole,butnootherroles.

RequestersusetheServiceCatalogandSelfServiceapplications.Theycanmakerequestsonlyon

theirown behalf,andare notassignedroles.
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Whatisa List? servicenow
 

Alistdisplaysasetofrecordsfroma tablewithinthecontentframeofServiceNow

Sema

D  abstnnter rat sbeltterSeramplecomCs 202 0

Eachrow representsSerene " si tecaac eas

nisenmoterneramplecom
AiejandraPrenat sejandraprenatseramotecom 012021719.0452

AlejandroMascalaieyandrematcatigeramplecom 2012-462.1719.9452 2017-12-02024516

alenesabeshsene Rabeck sieve mbechi@esagle.com Fochcolumn
iianaddenNorseGrglenatlonso.grigengexarplecom representsonefield aissamountioy AbsaMourtjoy esa meuctyoy@eramelecom   

Listsandformsare themostcommonwaysto interactwithdata.Alistdisplaysa setofrecordsfrom
a table.Listscanbefilteredandcustomizedtodisplaytheinformationyouneed.

NOTE:Twodifferentversionsoflistfunctionalitymaybeencountered;referredtoasListv2andList
v3.Listv3isenabledbyaServiceNowpluginandoffersadditionalfunctionalitysuchasdisplaying
informationinasplitformat.

Inthisexample,thesystemadministratorisaccessingtheUserAdministrationapplicationanda list
ofusersthroughtheUsersmodule.Otherroles,suchasuser_admin,grantusersthepermissionsto
manageusers,groups,androles.

UserInterface&Navigation
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List:Anatomy servicenew
 

1. TitleBar
Displaysthelisttitleand,insome
cases,theviewname,aswellas
searchlistvalues,anda recordcou

ListFilters/Breadcrumbs 20161241 Unabietogetto
Offersaquickformoffilternavigation isoT:2 retwrorkfieshares

20161218 Wireless oanSoenme etme 5Jototal]ropes
ColumnHeadings= - 2015-08-12NeedaccesstosalesD8Displayscolumn(tablefield)names 16:96:24fortheWestandprovidessome listcontrols

FrediuddyÂ© 1-CriticalOnHold

doekmolayeeÂ© 1-CriticalOnHold
(canâ€™ttacheyVPNGentsincethelastâ€”-FreduddyÂ©1-CriticalInProgress,

softwareupdateColumnHeaderSearch 2016-11-28RainsieakingonmainProvidesasearchwithinaspecific seanONSServercolumn 20150812Howdolcreateasub-164100 folder

20161203
153846

BonRuggeriÂ©1-Critical

dorEmolayesÂ©1-Criticat

satesforecastFieldValues 2061204 rendiheetigntag Mk 9 1-crtatwag Vreeland

Data;right-clickafieldvaluetoaccess
additionalactions   

Althoughlistsdisplaydatacapturedindifferenttables,theirinterfaceremainsconsistentwith
commonfeatures.
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List:Views servicenuw
 

 Views (H
Aviewisaversionofa customizedlistor
formwhichdefinesthelayoutorderand
whatfieldsappear

    

Forlistviews,thesamenumberofrecords
forthatparticulartabledisplayâ€” different
fieldsmaybevisibleanddisplayina
differentorder

Defaultview Mobileview

Views:Viewsenableuserstoquicklydisplaythesamelistor forminmultipleways.System
administratorscancreateviewsforlistsor forms.Forexample,differentviewscanbecreatedand
usedon IncidentforanESSuser,anITILuser,andamobileuser.

Toswitchbetweenthedifferentviewsofcolumnsonalist(asshownhere),opentheListContext
MenuthenselectView.Then,selectthenameofthedesiredview.

Theviewnameappearsinbracketsbesidethetablelisttitleandformrecordtypewhenaview
otherthantheDefaultviewisselected.

NOTE:Switchingviewson a formwillattempttosaveallchangesmadeto therecord.Amessage
displaysaskingtosaveor discardallchangesmadeto therecord,beforetheformreloadsand
displaystheselectedview.

SortControls:Alistthatisdisplayedto a userforthefirsttimewillbesortedbyone ofthe
following:

* Theorderfield,ifone ispresentinthetable
* Thenumberfield,ifone ispresentinthetable
* Thenamefield,ifone ispresentinthetable

Thefieldspecifiedasthedisplayfieldforthetable
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List:ContextMenus servicenow
 

Contextmenusprovidedifferent ColumnContextMenu RecordContextMenu
levelsofcontrolsforagivenlistview  

[=Jumbero =ShortdescriptionSort(atoz)Contextmenuscanbeaccessedby Needaccesstosales0B|son, 5 : pa â€˜Sort(ztoa)
clickingthelistmenu icon(=)or by fi pumeennnneaeneâ„¢ ExtnWestright-clickingthelistheaderand Sean'tlaunchFitterOut

clientsinceth
INCGroupByNumber softwareupdiCopyURLtoClipboardcolumnheadersrespectively

BarChart RainisleakingCOPYSYS-IS

ListContextMenu HS pation ONSEN sastagConfigure HowdolcresAssigntome

Import LeneArchiveRecordIncidents[XPEJGotonunber

FiltersMajorincidents Export sialonFollowon LiveFeed
spreadsheet:showLiveFeedSony UpdateSelected Onty

â€˜Show AddtoVisualTaskBoard
UpdateAll .

CreateApplicationFiles  RefreshList

CreateFavorite
} AccesstheRecordContextMenu

byright-clickingina rowâ€™scell ImportXML

ShowXML ListContext(orcontrol)menus,alsosometimescalledAdditionalActions,canbeaccessedfrom
lists,columns,or on recordsbyusingright-clickmenuswhichprovidedifferentlevelsofcontrols:

* ListContextMenu:Clickthelistcontextmenu iconnextto thetitleofthelist(Incidentsin
thisexample)toaccessoptionsrelatedtoviewingandfilteringtheentireincidentslist.
ColumnContextMenu:Clickthecolumncontextmenuiconinthedesiredcolumnheaderto
displayactionsrelatedto thatcolumn,suchascreatingquickreports,configuringthelist,and
exportingdata.
RecordContextMenu:Right-clickina rowâ€™scelltoseea menuwithactionsrelatedto the
valuesinthatcell,suchasfilteringoptions,assigningtags,andmore.
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List:LayoutConfiguration servicenuw
 

 

Configurealisttoshowor hide CFoees

fieldsfromaview,aswellaschange aie

ative

thelistcolumnorder hetityue
Clickthecolumncontextmenuicon
andselectConfigure> ListLayout

Sort(ato2)
 

Sort(ztoa)
ETE pecaerha wae Slushbucketnetworkfileshares    

GroupByNumber
d

conc

BarChart Listview Createnewfield
PieChart

Vewname |Detasitview + mame

UstCalculations  UstControl
 

Userswiththeadminor personalize_listrolecanaddor removecolumns(fields)fromalistor

changetheorderinwhichthecolumnsappearinthelist,forallusers.

Todoso,navigatetothelist,thenopenthecolumncontextmenu,thenselectConfigure,finally,
selectListLayout.

Theslushbucketopensandhastwosections:theavailableitemson theleft,andtheselecteditems
on theright.Itemsfromtheavailablesectioncanbeaddedto thelistanditemsfromtheselected
sectioncanberemovedfromthelist.

Onceitemsare intheselectedsection,therearecontrolstoadjusttheirorder(upor down)on the
list.
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List:Personalization servicenuw
 
 

incidents[JE]Gotonumber

All>Active=true
Q. Number4 Opened =Shortdescription 

Personalizealisttoshowor hidefieldson aview,as
wellaschangethelistcolumnorder

Unlikeconfiguringa list,personalizingwillnotaffect
whatotherusersseewhileviewingthelist

Topersonalizealistview,clickthePersonalizeList
iconorgear(222)fromthelistcolumnheader

Afterpersonalizingalist,thisiconwillchangeto look
likethis(%2)  

PersonalizeListColumns

Approve!see

V) Wrapcolumntext Compactrows

V) Enabielistedit7 Doubleclicktoect

Selected
Number
Opened

Activerowhighlighting7 Moderncellcoloring  

PersonalizeListColumnsmodifiesa listforan individualuser;itdoesnotaffecttheplatform
default.ListlayoutchangesmadeusingListLayoutwillaffecteveryone,acrossthetheentire
instance,exceptforindividualsusingpersonalizedlayoutssetviaPersonalizeList.

ThefollowingcanbedonethroughPersonalizeListColumns:
* AddColumns:Intheavailablesection,selecteachcolumnyouwanttoaddandpresstheadd

icon
RemoveColumns:Intheselectedsection,selecteachcolumnyouwantto removeandpress
theremove icon

RearrangeColumns:Intheselectedsection,selectthecolumn(s)youwantto reorderand
usetheupor downiconstoplacethecolumnsinthedesiredorder
ResetColumnDefaults:Returnthelistâ€™scolumnsto thedefaultlistâ€™sviewdefinition

UserInterface&Navigation
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List:ListEditing servicenuw
 

 

TheListEditorallowsafieldvaluetobeedited
ina listwithoutopeningtheform

Locatea recordwiththefieldvaluetochange:
1. Double-clickinanemptyareaofthefield
2. Entertheappropriatevalue(s)
3. Savetherecordbyclickingthesave())icon

â€” Clickingthecancel(Â®)iconor pressingthe
Escapekeyretainstheoriginalvalue Issuewithemail

HavingproblemswithSalesToolsperformanceVPN   

= caller = Shortdescription

docEmployeeIssuewithemail    
Userscaneditdatainlistsusingvariousmethodsbutcertainfieldtypescannotbeedited.
Additionally,listeditingisdisabledforsometables.

Thelisteditoristhequickestmethodtoupdatea fieldon multiplerecords.

Procedure
1. Selecttherecordstobeedited.
2. Openthelisteditorbydouble-clicking(orclicking,dependingon setup)inanemptyareaofthe

field.Thenumberofselectedrowsthatwillbeeditedisindicated.Ifanyrowscannotbeedited
duetosecurityconstraints,thatisindicated.Administratorscanconfigurethelisteditorandby
default,listeditingisdisabledforsometables.
Entertheappropriatevaluesandclickthesaveicon.

Quickeditfunctionsmayalsobeusedtoeditrecords.Right-clickafieldandselecttheappropriate
function:

* Assignto me: Forrecordsthatuseassignments,placesthelogged-inuser'snameintothe
Assignedto field

Approve:Forrecordsthatuseapprovals,changestheapprovalstateoftherecord
toApproved
Reject:Forrecordsthatuseapprovals,changestheapprovalstateoftherecordtoRejected
Assigntag:Forrecordsthataretobetrackedbasedonauser-definedlabel
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Tags servicenuw
 

Usetagstocategorize,flag,andlocaterecords

Tagscanbecreatedagainstanyrecordfroma
listor formview

Tagscanbemadevisibletoanyuser(global)or
visibleonlytospecificusers

 

 
2016-12-11
18:07:12

ShowMatching
FilterOut

CopyURLtoClipboard

Copysys_id

Assigntome
 

ArchiveRecord

2) FollowonLiveFeedShowLiveFeed

Unabletogettonetworkfileshares
accessisdown

area

Haccesstosates 08

feWestr
NewTag.
Android

JavaScript
Development  Viewableby

(Balrope ues venone 
Thereare a fewwaystoassigntagsto records:

* Fromthelistviewusinginlinefieldediting
* Fromalistusingtherecordcontextmenu

* Configuringtagstoassignautomatically

UsetheViewablebyfieldwheneditingatagtocontrolhowit isshared:visibleonlytotheowner

(Me),visibleto theowner andspecificgroupsor users(GroupsandUsers),or visibletoeveryone
(Everyone).
TousetheEveryoneoptionunderViewableby,a usermusthavetheadminor tags_adminrole.

NOTE:EditingpersonaltagscanbeaccomplishedusingtheMyTagsor MyTaggedDocuments
modules.
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Whatare FiltersandBreadcrumbs? servicenow
 

. Clickthefunneltoview Breadcrumbssummarizethe
Filters andeditfilterconditions currentfilterconditions

Afilterisasetofconditions
appliedtoatableto isolatea
subsetofthedatatowork
withona table

 

AlloftheseconditionsmustbemetBreadcrumbs
Breadcrumbsofferaquick
formoffilternavigationand
areorderedfromlefttoright

detve

Category   

Filtersareusedtospecifyexactlywhichrecordstodisplaywithinaselectedlist.Forexample,you
maystartwithalistofallincidentsbutfilterthoserecordstoviewonlyactiveincidentsassignedto
you.Userscanapply,create,modify,andsavefilters.

Toviewthefilterappliedtoalist,clickthefunneliconon thetopleftofthelist.Here,youcanadd,
remove,or editfilterconditionsandrerunor saveyourfilter.

ClickRunto seetheresultsofyourfilter,displayedinthelist.Tosaveafilter,clickSave.Anew field
willappearwhereyoucannameyourfilter.Afternamingthefilter,clicktheSavebuttonto theright
ofthenamefield.ThenewfilterwillbeavailablebyselectingFiltersfromthelistcontextmenu.

Thefilterconditionsappliedto thelistaresummarizedinthebreadcrumbs,showninblueletters
acrossthetopofthelist.Notonlydothebreadcrumbsprovideanâ€œat-a-glanceâ€•viewofthefilterâ€™s
conditions,butyoucanalsomodifyconditionsandaddtofavoritesyourfilterdirectlyfromthe
breadcrumbs.

Clicka breadcrumbto removeallconditionsto itsright.Clickingtheconditionseparator(>)beforea
conditiontoremoveonlythatcondition.

Addfilterconditionstoyourfavoritesmenusimplybydragginganddroppingthebreadcrumbsonto
thenavigator
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FilterConditionsandFilterOperators servicenuw
 

Threecomponentsofafiltercondition: Afilteroperatorrepresentsthe
4 FleldBsâ€˜Operator3. Value actiontotake;it isachoicelist
â€”â€” a basedon thefieldtype 

Run Save.|AND OR Add'Sortte  

Alloftheseconcitionsmustbemet

   
 

Thethreepartsofa filterconditionare:

1. Field:Achoicelistbasedon thetableanduseraccessrights.Thechoicelistincludesfields
on relatedtablesbydot-walking.

. Operator:Achoicelistbasedon thefieldtype.Forexample,intheincidenttable,the
greaterthanoperatordoesnotapplyto theActivefieldbutitdoesapplyto thePriorityfield.

. Value:Atextentryfieldor achoicelist,dependingon thefieldtype.Forexample,inthe
incidenttable,theActivefieldoffersachoicelistwiththevaluestrue,false,andempty,
whiletheShortdescriptionfieldoffersa textentryfield.

Afilteroperatorcanspecifyconditionsincluding:itisthis,it isnotthis,itissameas,itisdifferent
from,etc.

Filteroperatorswillchangedependingon fielddatatype,forexample:
* Textvalue:is,isnot,contains,isone of,startswith,endswith
* Numeric:is,isnot,greaterthan,lessthan,greaterthanor is,lessthanor is
* Date:on,before,after,between,ismore than,islessthan

UserInterface&Navigation
Â©2018ServiceNow,Inc.AllRightsReserved 



FindingInformation:ServiceNowSearch servicenew
 

Useanyofthefollowingsearchmethods : 7

tofindinformationinServiceNow: ListandGlobalWildcardSearches
â€” Lists:Findrecordsina list;searchinaspecific WildcardSearchSyntax Doesa Search

field(Goto),allfields(Search),or inaspecific *mySearchTermContains
column  

!*mySearchTermDoesnotcontain
 

â€” Globaltextsearch:Findrecordsinmultiple: = mySearchTerm%Startswith
tablesfromasinglesearchfield  

%mySearchTerm Endswith
 

â€” KnowledgeBase:Findknowledgearticles =mySearchTermEquals
 

â€” ServiceCatalog:Findcatalogitems [smysearchTerm Doeshotequal

mySearchTermGreaterthanorequalto
â€” FilterNavigator:Filtertheitemsinthe Noleadingor trailing mySearchTermwhenusingthe

applicationnavigator Wildcard(s)listâ€œGotoâ€•searchonly    

FindinformationquicklyinServiceNowbyusinganyoftheavailablesearches:
* Wildcards:Useasymbolto representzeroor morecharacters
* PhraseSearches:Finda phrasewithmultipleterms
* SearchingLists:Controlthequeryforlistsearchesofaspecificfield

BooleanOperators:RefinesearcheswithoperatorssuchasANDandOR

AttachmentSearches:SearchinfilesthatareattachedtoKnowledgeArticlerecords
InternationalCharacterSets:PerformsearcheswithanyUnicodecharacters
Punctuation:Performsearchesthatcontainpunctuation

Wildcardsuseasymboltorepresentzeroor morecharactersandareavailableforsearches.Various
wildcardscanbeusedto refinethesearchinlists(textsearchesofallfields),theglobaltextsearch,
andtheKnowledgeBase.Resultswithusingwildcardsmayvarydependingon thesearchmethod
used.

Searchesare notcasesensitive.Useadvancedoptionsformorespecificqueries.

NOTE:ZingisthetextindexingandsearchenginethatperformsalltextsearchesinServiceNow.
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SectionSummary
Whatisa Role? mniea._Whatisa List?
LayoutConfiguration
ListPersonalization
ListEditing Page43-52 15- 20minutes

Tags
Filters
FindingInformation

Lab1.2â€” ListsandFilters:

OpenanUpdateSet
Createa newInfinitylistviewontheIncidenttable
Practicefilteringdataon an incidentlistandsavinga new filter
Locateandupdateincidentrecordsusinginlineediting
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LAB

ListsandFilters 12
SS 15 -20minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* OpenanUpdateSet
* Createa new Infinitylistviewon theIncidenttable
* Practicefilteringdataon an incidentlistandsavinga new filter
* Locateandupdateincidentrecordsusinginlineediting

OnegoalofCloudDimensionswithusingServiceNowishandlingInfinitysupport.

Beforetheproductislaunched,however,CloudDimensionsemployeesareactivelytesting
Infinitydevices.

WinnieReichâ€” manageroftheServiceDeskâ€” hasrequestedhelpfromtheCloudDimensions
systemadministratorincreatinga new Infinityviewon theincidenttable.

Thisviewwillbeconfiguredto includethenecessaryfieldsforsupportingInfinity,forboth
internalandexternalusersalike.  Winniehasalsoaskedherdirectreport,KevinEdd,tocreateandsharealistfilterthatwillfilter
activeincidentsanddisplayonlythosesubmittedbyInfinityemployeetesters.

Openan UpdateSet

Beforestartingthelab,createan UpdateSet.UpdateSetsare usedtocaptureconfiguration
changesmadeto theplatformandare exploredlaterinclass.Createan UpdateSetnow and
followupwithitata relevanttime.

1. ImpersonatetheSystemAdministratorusingtheusermenu.
 

NOTE:Ifyouhaveloggedoutofyourinstance,usetheSystemAdministrator(admin)
credentialsprovidedbyyourinstructor

 

SystemUpdateSets> LocalUpdateSets.
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3. FromthelistoflocalUpdateSets,clicktheNewbutton.

4. Fillouttheformasfollows:

Name:ServiceNowFundamentals
State:Inprogress(auto-fills)
Description:IncludesworkcompletedintheServiceNowFundamentalscourse.

ClickSubmitandMakeCurrent.
 

NOTE:Amessageappearsat thetopofyourinstanceindicatingtheUpdateSethasbeen
setto thecurrentUpdateSet.Thismeans changesmadeto theplatformwillbecaptured
inthisUpdateSetmovingforward.
 

B.CreatetheInfinityListView
Thesystemadministratoruserhastheappropriatepermissionsforcreatinga new listviewon

incidentâ€” we willassumetheyhavealreadyreceivedtherequirementsfromWinnieReich.

1. Incident>Open.
2. Fromthelistcolumnheader,opentheâ€œslushbucketâ€•tocreatea new listview:

a)OpentheColumnContextMenu

b)SelectConfigure

c)SelectListLayout

ey...eee

J Aitactive=true

& QEÂ»= Nmened

Sort(atoz)

 

Sort(ztoa)
ShowVisualTaskBoard Issueconnectingm

InfinitytoWIFI[cdi]

GroupByNumber Hologramsettings4

won'tload

BarChartPieChart
Configure

ListCalculations

ListControl   NOTE:Selectinganyfieldwillwork,butNumberwasusedinthisexample.
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3. BeneaththeAvailableandSelectedbuckets,opentheViewnamedrop-downmenu

fromtheListviewsection.

4. SelectNew...atthebottomofthelist:
 

Listview
Viewname RAPSerie |Majorincidents

Mobile
Portal

 

    

NOTE:Choosingan existingviewfromthislistwillallowyoutomodifyit.
 

EntertheViewname:Infinity.
ClickOK.

Nothingappearsto havehappenedto thepagebutyoushouldnow noticeInfinity
astheselectedListview:
 

Listview
Viewname Infinity    WorkingwiththeAvailableandSelectedbuckets,usetheAddandRemovebuttons

(â€œ>â€•andâ€œ<â€•icons,respectfully)tocreatetheInfinitylistviewwiththefollowing
fields:

Number
Priority
State
Caller
Category
Subcategory
Shortdescription
Assignmentgroup
Assignedto
Tags
Updated
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NOTE:Ensurethefieldsare listedinthissameorderunderSelected.UsetheMoveup
andMovedownarrows,on therightofSelected,tosetthecorrectorder.

TIP:YoumayselectmultiplefieldsunderAvailableor Selected,thenaddor removethem
withone click.

 

8. Oncethefieldshavebeenaddedto theSelectedbucket,clickSave.

9. ImpersonateKevinEddtoconfirmtheviewisavailablefortheServiceDeskgroup.

10.AsKevinEdd,navigateto Incident>Open.
11.OpentheListContextMenuandselectView,thenfinallyselectInfinity:

 

RA YDefaultview
GroupBy > | Majorincidents|

Show >| Mobile
|

RefreshList Portal
CreateFavorite SelfService

ee   

 

NOTE:Thelistviewnamenow appearsat thetopofthelistinsquarebrackets:

= Incidents[Infinityview]

12.Confirmthefieldsappearinorder,fromleftto right,as listedinstep7above.

    

 

C.ApplyandSavea Filter
Filtersallowusersto locatespecificdataquickly,andfiltersare alsoreusable.KevinEddwill
applya filterthatdisplaysCloudDimensionsInfinityincidentsrelatedtoemployeetesting,then
savethefiltertosharewithhisteamforfutureuse.

1. OpenthefilterconditionbuilderbyselectingtheShow/ hidefiltericon(funnel):

Incidents[infinityview]

All>Active= true
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AddthefollowingANDcondition:

Tags|EIT
 

NOTE:ThiswillsearchforallactiveincidentrecordswithEITas oneofitstags.TheEIT
tagissomethingCloudDimensionsemployeeshavecreatedtohelpdistinguishinternal
testingincidentsfromcustomerincidentsâ€” it standsforEmployeeInfinityTesting.

 

Thefiltershouldlooklikethis:
 

J itoActive=true>TagshasEIT

Run Save... AND OR AddSort

Alloftheseconditionsmustbemet

Active

Tags

ClickRuntoapplythefilter.

Thereshouldbetwo incidentrecordsreturned.

Openthefilterconditionbuilderagaintosavethefilterforlateruse.

ClickSave...

Run[sÂ«.] AND OR AddSort&

Alloftheseconditionsmustbemet

 

   

EnterInfinityTestingintotheSaveas field.

Next,selectGroupforVisibleto.
 

NOTE:Theabilitytoselecta grouptosharewidthothersisprovidedbyadditionaluser

permissions.Forthisexercise,theServiceDeskgroupwas grantedthefilter_grouprole.
 

InputServiceDeskintothegroupreferencefieldtosharethisfilterwithits
members.
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9. ClickSave:
 

AddSort 4%

Saveas: InfinityTestingVisibleto:Â©Me Â® GroupServiceDesk
10.ImpersonateMeganBurke,anothermemberoftheServiceDeskgroup,toconfirm

thefilterisnow availablefortheServiceDeskgroup.

11.Incident>Open.
12.OpentheListContextMenuandselectFilters,thenfinallyselectInfinityTesting:

 

IncidentsXE GotoNumber

View >F
-- None--

FdGroupBy > Â¥Active
Show > Active- Unassigned
RefreshList Assignedtome

CreateFavorite InfinityTesting
W INCOODClosed

MyOpenIncidents

@ INCONG!Editpersonalfilters   13.Thefilteredincidentlist,containingtworecords,appears:

incidentsESGoto Number

FYAllActive= true>TagshasEIT

= Opened= Shortdescription
2017-08-10
09:25:17 passwordresetrequest

2017-08-10Infinityshowinganerror

09:24:23- employeetesting
 

D.Locatea MissingIncident
WinnieReichhasemailedKevinEddto reportan incidentsubmittedbyanotheremployeethat
didnotfollowthecurrentEITtaggingconvention.
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INC0000061was submittedbyAlissaMountjoyandwillneedtobeupdatedtoincludetheEIT
tagastheincidentreportsanerror foundwiththeInfinityholographicsettingspage.

1. ImpersonateKevinEdd.

Usingmethodsofyourchoice,locateandopenAlissaâ€™sincidentrecord;INC0000061.

HINT:Accesstheactiverecordbynavigatingto anappropriatemoduleandusinglist
columnheadersearches,filterconditions,or aglobalsearchforINCO000061.

Withtherecordformdisplayed,openMoreoptionsfromtheformheader:

@y =[~]Follow ~ Update

ClickAddTag.

 

   
TypeEITintotheAddtag...field.

PressEnteron yourkeyboardtoaddthetagto theincidentrecord:
 

Tags e
@&AddTag

A&et   

Update.

ApplytheInfinityTestingfilterto theincidentlistto confirmallthreeInfinitytesting
recordsdisplay:
 

= Numberv = Priority = Caller = Category= Subcategory=Shortdescription

Infinityholographic
settingspagewillnot

display
Alissa1NC00000615-Planningâ€˜ipunMountjoy

5-Planning passwordresetrequest

InfinityshowinganerrorPli I /Hel5- Planning een Lee - employeetesting   E.UpdateInfinityIncidentRecords
NowthatallInfinityincidentrecordsare accountedfor,WinnieReichhasaskedKevinEddto
ensureallrecordsâ€™categoriesare accuratebasedon theissuereportedanddescribed.
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Usetheinlineeditortoupdatea recordâ€™scategoryvaluerightfromthelist.

1. FindINC0000042anddouble-clickonthecategory,Database:
 

1Nco0000425-PlanningNew â€”|Database| passwordresetrequest  
2. UsetheCategorydrop-downtoselectInquiry/Help.
3. ClicktheSaveicon(greencheckmark)toupdatetherecord:

Category: Â®
Inquiry/Help

 

Subcategory:
--Noneâ€”-   

 

Megan
Bur Inquiry/Help Passwordresetrequest-PlanningNew  4. Selectmultiplerecordstoupdatefieldvalueswithone setofsteps:

a)PressShiftandclicktheNetworkcategoryforINCO000061

b)HoldShift+ Ctrl(Shift+Commandon Mac)andclicktheInquiry/Helpcategoryfor
INCO0000023

= Numberv = Priority

ico0000615-Planning

2 5-Planning Inquiry/Help

INC00000235-Planning Inquiry/Help   5. Double-clickon theInquiry/HelpcategoryvalueforINCO000023toopenthe
Categorydrop-down.
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6. Noticeit indicatestworecordswillbeupdated:
 
Category:
Inquiry/Help

Subcategory:
-- None-

2rowswillbeupdated

UsetheCategorydrop-downtoselectSoftware.

Savetoupdatebothrecords.

YourInfinityincidentlistshouldlooklikethefollowing:
 = Numberv = Priority= State = Caller = Category

INC00000615-Planning Software

5-Planning Inquiry/Help

INC00000235- Planning   
LABVERIFICATION

InfinityIncidentListView

 Listview
Viewname__Infinity
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InfinityIncidentListFields
 

Selected

Number
Priority
State
Caller
Category
Subcategory
Shortdescription
Assignmentgroup
Assignedto

Tags
Updated   

InfinityTestingListFilter
 

â€˜J.AltÂ»Active=true>TagshasEIT

Run|Save..| AND OR AddSort4.

Alloftheseconditionsmustbemet
Active

Tags
 

UpdatedInfinityIncidentRecords
 

= Numberv =Priority= State

INC00000615- Planning

5- Planning Inquiry/Help

INC00000235- Planning   

Excellent!Bycompletingthislabsuccessfully,youhavesetthingsupperfectlyforthenext.
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Module1- 1.3Forms servicenow
 

Objectives
* Whatisa Form?

â€” HeaderIcons
â€” FieldTypes

* FormattersandRelatedLists
* Configuration
* Personalization
* Templates
* SavingForms
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Whatisa Form? servicenow
 
Aformdisplaysfieldsfromone record;userscanviewandedittherecorddata

<  &incoooooss oPVKB = Follow + UpdateResolveDeleteSYYManageAttachments(2):GJ)sap_hcjpg(rename)(view) 3)sap_hijpg[rename}[view]

 

Number|incoo000s3 Contacttype|Phone

Caller|MargaretGrey o state|taProgress

Categoryâ€”inquiry/Help - impact 1-High

Subcategory~None: :

Urgency|1-HighBusinessservice Prioety|1 Crtial

ConfigurationitemSAPHumanResources@ AssignmentgroupSoftware

AssignedtoBethAnglin
Short TheSAPHRapplicationisnotaccessible

escription

RelatedSearchResults>

NotesRelatedRecords|Closureinformation

Watchist @ & Worknoteslist   

Aformdisplaysinformationfromone recordina table.Thespecificinformationdependson the
typeofrecorddisplayed.Userscanviewandeditrecordsinforms.Administratorscanconfigure
whatappearsonforms.

Inadditiontofields,theformcanalsocontainsectionsandRelatedLists.RelatedListsshowrecords
intablesthathavea relationshipto thecurrentrecord.Forexample,theUserformfeaturesRoles
andGroupsRelatedLists.RelatedListsdonotappearonaformuntila recordhasbeensavedtothe
database.

Aformcanloaddirectlybysearchingona recordnumberintheGlobalTextSearchor byclickinga
recordinalist.
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Form:HeaderIcons servicenow
 

 
 

  FormContextMenu ActivityStream    
 

Additionalactionsspecific ActivityStreamisa real
totheform,includingSave time,sequentialdisplay

ofactivities

Paperclip PersonalizeForm
Attachfilesto Showor hidenon-

theform mandatoryfields

1NC0000002@VK& ove Follow + UpdateResolveDelete

Number_1nco010002

CallerSystemAdministrator MoreOptions
WatchlistQB& Formtoolsincluding

TemplatesandTags

 

   
 

   
 

 

 

    Asterisks
Mandatoryfields
priortoSave

 

 

> Short
description    

Eachformhasdifferentfields,Ulactions,andoptionsspecificto theapplicationunderwhichitwas

created.

However,allformshavecertainiconsandfunctionalitiesincommon:

* TheFormContextMenuprovidesadditionaloptionsspecificto theform.Savecanbefound
intheFormContextMenuandbeusedto savea formwhileremainingon thepage.
Usethepaperclipicontoattach,remove,or renamefileson a form.
ShowActivityStreamwilldisplayatimestampedhistoryofallactionstakenwithina record.
Personalizeaformtoshowor hideimportantfields.NOTE:Mandatoryfieldscannotbe
hidden.
Allfieldsmarkedwithanasteriskaremandatoryandmustbefilledoutpriortosavingthe
form.NOTE:Theasteriskisredpriortofillingoutthefieldandgreyonceinformationhas
beenentered
ClickMoreoptionstotagaform,usetemplates,sendanemail,andmore.
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Form:FieldTypes servicenuw
 

 

v
4. Date/

Time
1. String per PReECRSLL

SAPEnterprise Services

2. Choice ety |1 Crda

3. True/ ner hseaite Dede Â©)| 5. Reference
False

woksnmata (8) (2

Assiermentgroup   
tion UnknownsourceofSAPoutage

Fanalicanig eTapeiomaTeT
ancwtgratuntoounerga.Yewepert]is|e Goto]name  Hinamea wemait

BernardLabey bernardlnboySerampiecome
e deenanglingexampiecom
e Ruggendowugger@enamole.com

e Richmandudnchman@exampiecom
 

Referencefieldsdisplayrecordsfromanothertable;inthisexample,the
AssignedtofieldreferencesrecordsontheUser[sys_user]table

Formsincludevariousfieldtypes,eachwithuniqueattributes.

Somecommonfieldtypesinclude:

String:Freelypopulatedusingletters,numbers,andspecialcharacters.For254charactersor

less,thestringfieldwillbeasingle-linetextfield.Anything255charactersor overwill
appearasa multi-linetextbox.
Choice:Dropdownlistofchoicesthatcanbeconfigured.
True/False:Booleanfieldthatappearsasacheckbox.

Date/Time:Dayandtimeofday,whichcanbeselectedwithacalendarwidget.
Reference:Querythatdisplaysrecordsfromanothertable.
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Form:FormattersandRelatedLists servicenuw
 

Formatter
 

  

Aformatterisa formelementusedtodisplayinformation
thatisnota fieldintherecord

Theactivityformatterprovidesaneasywayto trackitems
notsavedwithafieldintherecord,forexample,journal
fieldslikecommentsandworknotes

Examplesofformattersinthebaseplatforminclude:

 
RelatedList

Incidents(5)[ProblemTasks

& incidees(EJ(EI)core eve

xyassed

SENumbera = Opened

2017-02-26
wc90000539000051ian

2017-02-26
12:48:40

= Shortdescription

Managercanâ€™taccess

SAPControlling
application

â€˜SAPFinancial

â€˜Accountingapplication
appearstobe
down   

Relatedlistsappearon formsandshow
recordsintablesthathaverelationshipsto
thecurrentrecord

* Activityformatter:Displaysthelistofactivities,or history,on a taskform
* Processflowformatter:Displaysthedifferentstagesina linearprocessflowacrossthetopof

a record
Parentbreadcrumbsformatter:Providesbreadcrumbstoshowtheparentor parentsofthe
currenttask

Approvalsummarizerformatter:Displaysdynamicsummaryinformationabouttherequest
beingapproved
Clrelationsformatter:Displayson theClforma toolbarforviewingtherelationships
betweenthecurrentClandrelatedCls

Likeanyotherlist,userscanviewandmodifyinformationinrelatedlists,aswellasadda new
recordto thedatabase.Adefaultfilterthatisappliedtoa relatedlistwhena formloadscanbe
created.

Administratorscanconfigurerelatedliststoappearon formsandinhierarchicallists.Relatedlistsdo
nothaveasizelimit.

Ifthereare manyrelatedlistson a formor manyrecordsintherelatedlists,theformmayload
slowly.
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Form:ConfigurationandPersonalization servicenuw
 

 

Configuration Â¢*E-Totem

Configurea formtoshowor hide fs PersonalizeForm
fieldsfromaview,aswellaschange
theirpositionon screen

wel

S FormFieldsAssignedto

Clicktheformcontextmenu icon
andselectConfigure> FormLayout

Assignmentgroup

Businessservice
Cotter

Personalization
=

Category

ClickthePersonalizeFormicon(==) i

topersonalizewhichfieldsdisplay
bisiabacs

ClosenotesPersonalformcustomizationswill Closes

onlyaffectwhatyouseeon a formâ€”
& 2

thesechangesdonotaffectothers
Closedby   

Withthepersonalize_formrole,userscanconfigurea formtoshowor hidefieldsfromaview.
Nfieldscanevenbecreatedon thetablethatisassociatedwiththeform,althoughthisisnotbest
practice.

Usingtheslushbucket,selectthefieldsandtheorderinwhichyouwantthemtoappear.Available
itemsthatappearingreenfollowedbya plus(+)signrepresentreferencefields.Accessingthese
fieldson relatedtablesisreferredtoasdot-walking.

Warning:Itisnotrecommendedtoaddthesamefieldto more thanonesectionofa formunless
thefielddisplaysread-onlydata.Havingtwoor moreinstancesofaneditablefieldcancausedata
lossandpreventtheproperfunctioningofUIanddatapolicies.

Whentheformpersonalizationfeatureisactivated,userscanpersonalizefieldstoappearon a

specificformviewaccordingtoindividualpreferences.

Incontrasttoconfiguringa form,personalizinga formdoesnotenableuserstoperformthe
followingactions:

* Changetheorderoffieldson theform
* Addfieldsthatare notconfiguredtoappearon theform
* Hidemandatoryfields
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Form:Templates servicenuw
 

 

TemplatesallowfieldstobepopulatedEditTemplate

automatically,simplifyingtheprocessof
submittingnewrecords

ClicktheMoreoptionsicon(Â°Â°*)from
theformheader,thenclickToggle
TemplateBartoworkwithtemplates

eva
2 eat

=
Usethetemplatebaratthebottomof
theformtomanuallyapply,create,or
edittemplates

    

Touseatemplate,populatethemost-usedfieldsforaspecifictable,saveitasa template,andthen
makethetemplateaccessibleto users.Userscanmanuallyapplya templatewhencreatingrecords,
or anadministratorcandefinescriptstoapplytemplatesautomatically.Fieldsupdatedbythe
applicationofa templatewillhaveacheckmarkiconnextto thefieldlabel.

Createtemplatesfortheformsthatare usedfrequently,suchas incident,problem,andchange.
Thereisno limittothenumberoftemplatesthata usercancreateor access,buthavingmany
templatesforeachformmakesthetemplatesmorecomplextomanage.

NOTE:Templatecreationshouldberestrictedtoselectgroupsasitcanbeusedtoby-passprocess,
likemandatoryfields,UIpolicies,etc.Thisisespeciallyimportantforanyrecordusingcondition
basedworkflows.
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Form:SavingForms servicenow
 

Saverecordsbyusingone ofthefollowingmethods:
 

  

 

; . [= tncident Ci
f= incident

ClickSubmittosavechanges
= Newrecordness: SubmitMade

ona new formandreturnto tumber _INCCOL
    thepreviouslyviewedpage â€”) = =>Â» 

  
 

   ClickUpdatetosavechangeson â€”â€”anexistingrecordandreturnto
"

thepreviouslyviewedpage

    

  
  

SelecttheFormContextmenu Changes
iconintheheaderbar,then . coon Made
selectSavetosavechanges Caller Bema SSwithoutleavingtheformview          

 

TheInsert,andInsertandStayoptionsaredisabledbydefaultfortaskrecordssuchas incidentsand
changerequestsbuttheseoptionscanbeconfiguredfortaskrecords.

NOTE:Theseoptionsareenabledbydefaulton UserandCMDBrecordsbecausetheyenablebulk
entryofsimilaritems.

Onceenabled,selecttheFormContextmenuiconintheheaderbarthenselectInsertor Insertand
Stayto savea new recordtothedatabaseinsteadofupdatingthecurrentitem.

Thereisno"Copy"butInsertemulatescopyfunctionalityandleavestheform.

InsertandStaydoesthesamebutstayson theform.

Whenaformissaved,allthetextintheWorkNotesfieldisrecordedto theActivityLogfield.Work
NotesandAdditionalCommentsare fieldsthatshareinformationwithvarioususersassociatedto
certainrecordtypeslikeincidentor problem.AdditionalCommentsarevisibletoallusersaccessing
therecord,whereasWorkNotesarevisibletoonlyuserswiththeitilrole.ThecontentinAdditional
Commentsisemailedto theWatchListandCaller,andthecontentinWorkNotesisemailedto the
ITILWatchListandAssignedto userwhentheformissaved.

NOTE:Ifyoumakechangesto anexistingrecordandthenattemptto leavetheform(whetherusing
webbrowsercontrolssuchastheâ€˜Backâ€™button,or throughtheServiceNowuserinterface),youwill
bepromptedwitha messageaskingifyouare sureyouwantto leavetherecordwithoutsaving.
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servicenuw

SectionSummary
Whatisa Form?
FormattersandRelatedLists
Configuration
Personalization
Templates Pages62-70 10- 20minutes

SavingForms

Lab1.3â€” Forms:

* Createandconfigurea newformviewusingtheFormDesigner
* CreateandupdateInfinityincidentrecords

UserInterface&Navigation
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LAB

Forms 13
10-20 minutes
LabGoal

 

LabDependency:RequiresthecompletionofLab1.2.
 

Thislabwillshowyouhowtodothefollowing:
* Createandconfigurea new formviewusingtheFormDesigner
* CreateandupdateInfinityincidentrecords

InternalemployeetestingofInfinityhasprovenworthwhilefora numberofreasons.

WinnieReichwillleadan initiativeto furtherimproveandorganizeInfinitytestingsupportby
creatinga formviewon theincidenttablecontainingtheappropriatefieldsandbeingcapable
ofcapturingfieldvaluesthataccuratelyidentifyreportedissues.

A.CreatetheInfinityFormView
1. ImpersonateWinnieReich.

 

NOTE:Winnieisinheritingthepersonalizerolefroma groupthatshebelongsto,which
allowshertoconfigureformsandcreatenew views.

 

Incident>Open.

OpentherecordforINCO0000061.

UserInterface&Navigation
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OpentheFormContextMenuandselectConfigure,thenfinallyselectFormLayout:
 

ManagesAddtoVisualTaskBoard [rename][view]
CreateRequest
CreateNormalChange
CreateEmergencyChange
MetricsTimeline

FollowonLiveFeed
ShowLiveFeed

Sub Rua LA_FormDesignExport > Been
BusinesView > RelatedLists

 

TheConfiguringIncidentformpagedisplays:
 

< ConfiguringIncidentform
Available Selected

Active Number
Activitydue Caller
Actualend Category
Actualstart Subcategory
Additionalassigneelist Businessservice

AdditionalcommentsConfigurationitem

Approval |-split-|
Approvalhistory Contacttype
Approvalset State
Assignedto[+] Onholdreason

Assignmentgroup[+] Impact
Businessduration Urgency
Businessresolvetime Priority

Assignmentgroup
Assignedto

CausedbyChange[+] |-end_split
ChangeRequest[+] Shortdescription

canasoe|
FindandhighlighttheLocationfieldundertheAvailablelist:   

Available

cation [+  UserInterface&Navigation
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6. ClicktheAddbutton(>)betweentheAvailableandSelectedlist:
 

Available Selected

Knowledge Number
Location[+] Caller
MadeSLA Category
Notify Subcategory
Opened Businessservice

Openedby[+] Configurationitem

Order [-split+

Parent(+) Contacttype
Parentincident[+] State

Problem(+) Onholdreason

Reassignmentcount Impact    7. DoingthisaddstheLocationfieldto thebottomoftheSelectedlist.

8. UsetheMoveupbutton(â€œ)to movetheLocationfieldunderConfigurationitem.

9. FromtheConfiguringincidentformpage,clickSavetoreturntotheincidentform.

ModifyFormViewwiththeFormDesigner
1. OpentheFormContextMenuandselectConfigure,butthenselectFormDesign.

TheFormDesignerwillopenina new tabor window.Gotothepagethatlookslike
this:

Fields FedTypon

EActive

Â©Activitydue

EActualend F sitcaagory

8Actestceet F Busnesssarvice

EAdditions!assigneelist .

Â© ConfigurationitnÂ©Approval  TheFormDesigneroffersan improvedexperiencebecauseofitsgraphicaluser

interface,makingiteasiertovisualizetheformviewâ€™sendresult.

Additionally,thereareseveralconfigurationoptionsavailableinthissingleinterface.

Atthetopleftofthepageare twodrop-downmenusintheheader;themenuon

theleftindicatesthetabletheformviewisassociatedwith,andthemenuon the
rightincludesthevariousviewsdefinedfortheselectedtable.
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Opentheview(right)menuandselectNew...atthebottomofthelist.

EntertheViewname:Infinity:

CreateNewView [x]
Viewname
Infinity

 

ClickOK.

Noticethenew viewisautomaticallyselectedintheviewmenuon thepageâ€™s
header:

OntheFieldstaboftheFieldNavigatoron theleft,scrolldowntolocatetheCreated
byfield.

AddtheCreatedbyfieldtotheformview:

a)Clickandholdon theCreatedbyfield

b)DragCreatedbyto theformlayout,betweenCallerandCategory

c)Releaseyourclicktoaddthefield
 

Fields FieldTypes # Incident[Incident]

Fields

Created
a

HiDeliveryplan

HDeliverytask .

1 Subcategory
# Domain

#

BusinessserviceHDomainPath
# ConfigurationitemH Duedate
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7. RepeatthesestepstoaddtheUpdatedandUpdatedbyfieldstotheformlayout,
withintheIncidentsection.

 

NOTE:Wewillbereorderingfieldslater.
 

FindtheBusinessservicefieldon theformlayout,thenclicktheRemovethisfield
icon(circledx)to remove itfromtheview:

# Businessservice a[e]
NOTE:Removingafieldreturnsit to theFieldstaboftheFieldNavigator,so itmaybe
re-addedifdesired.

 

   

 

9. ClickanddragtheContacttypefieldtobelistedbeneaththeNumberfield:
 

i incident[incident]

 

. Repeatthisstepto reorganizethefieldsintheIncidentsectionto matchthislayout:

# Incident{incident} eo

Number *@ i *@
20 i *@
2 : *@
oO i *@
20 i *@
4%@

ii

Assignmentgroup *@
7 @ Assignedto *@

 

# Createdby *@

Updated *@
2 @  UserInterface&Navigation
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Definea NewField

FromtheFieldNavigator,clicktheFieldTypestabtoadda new fieldto theform
layout:

Incident[incident] YE infinity

anid

Scrolldownto findtheTrue/Falsefieldtype,thenaddthefieldto theformlayout
undertheCallerfield:

 

 

# Location   

ClicktheEditthisfieldicon(gear)toconfigurethefieldâ€™sproperties:

# NewTrue/False [s]e|
nputthefollowingvalues:

 

  Label:Employee
Name:u_employee

 

NOTE:Thenamefeaturestheprefixu_toindicateit isa user-createditem.Thisisa
commonnamingconventionusedthroughoutServiceNow.

 

ClosethePropertieswindowbyclickingthecloseicon(circledx).
ClicktheSaveactionfromthepageheaderto savetheformview:

FormDesign |undo]
ClosetheFormDesignertab/window,andreturnto theServiceNowinstance.

UsetheFormContextMenuto reloadtheform(Reloadform).
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9. NowopentheFormContextMenuandselectView,thenfinallyselectInfinity.

Thenew Infinityformviewshouldloadanddisplayasdesigned!

B.CreateandUpdateIncidentRecords
Withthenew formviewdefined,thenextstepistocreateandupdateInfinitytestingrecords
byinputtingtheinformationintothecorrectfields.

Stepsforcreatinga newsingleincidentwiththeStateâ€œInProgressâ€•andEITtag,and
â€œemployeeâ€•checkboxselected.MakesureAssignmentgroupissetaswell.

1. Incident>CreateNew.

2. Fillintherestofthefieldsasfollows:

Contacttype:Walk-in
Caller:BusterWubbel
Employee:[checked]
Category:Software
State:InProgress
Assignmentgroup:ServiceDesk
Shortdescription:Issuediscoveredwithtwostepauthentication
Description:AuthenticationrequirementsforloggingintoInfinityare notworking
asexpected.

 

NOTE:TheLocationfieldmayhavepopulatedautomaticallybecauseoftheCallervalue
inputted.

 

Save.

OpenMoreoptionsfromtheformheader.

ClickAddTag.
SearchforandselecttheEITtag.

Update.
Iftheactiveincidentslistdoesnotdisplay,navigatetoIncident>Open.
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9. ApplytheInfinityTestingfilter.

Thereare now fourtotalopenInfinityemployeeincidentrecords:

 J Mt>setve=true>TagshasET
SBQ = NumberÂ¥ = Priority

5-PlanningÂ©1nco01000

5-Planning

= sate

InProgress

= Category

Sofware

Inquiry/Help

= subcategory=shortdescription

Issuediscoveredwithtwo

stepauthentication SantenDet

Infinityholographic
settingspagewillnot
Gisplay

passwordresetrequest

Infinityshowinganerror-

employeetesting

=AssignmentgroupS Assignedto

  
NOTE:Thenew incidentnumbermaybedifferentinyourinstance.

 
Challenge
Updaterecordstochangethestate,assignmentgroupandcheck
â€œEmployeeâ€•checkbox.

AsKevinEdd,usethestrategiesofyourchoicetoupdatethefollowingrecords:

 NumberEmployeeState Assignmentgroup
 INCO000023True InProgressServiceDesk
 INCO000042True Inprogress ServiceDesk
 INCO000061  True OnHold   ServiceDesk
 
 
NOTE:Ifrequired,setthevaluefortheOnholdreasonfieldtoAwaitingCaller.
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LABVERIFICATION
InfinityIncidentFormView

= Incident

Number

Contacttype
> Caller

Employee

Location

Category

Subcategory

Configurationitem

2KShortdescription

Description 
Newrecord[infinity

INco010002

~None~

Urgency

PriorityÂ®

Assignmentgroup

Inquiry/Help Assignedto

~None-- Createdby

Updated

Updatedby   

UpdatedInfinityIncidentRecords
 

=priority

S-Planning

5-Planning 
caller Category =shortdescription
Buster Issuediscoveredwithtwo.Watbs

SNe stepauthentication

Infinityholographic
settingspagewillnot

display

lnguiry/Help passwordresetrequest

Infinityshowinganerror-

ImProgressTedKeopet aa

SUpdaved

2018-02-26
09:09:43

2018-02-26
09:16:14

 

Welldoneâ€”

youhavecreateda newformview!
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Module1â€” 1.4Branding servicenuw
 

Objectives
* InstanceSettings
* ApplicationConfiguration:GuidedSetup
* BasicConfiguration:SystemBranding
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BannerFrame:InstanceSettings servicenow
 

 

())SystemAdministrator~ Q.) @   

 

ClicktheSettingsiconfromthe
bannerframetocustomizeyour
instance

  Thesesettingsaffectonlyyouruser

accountandareretainedeachtime
youlogin   TheSettingsicon(gear)intheupper-righthandsideoftheBannerFramecontainsadditionalsettings

andoptionsforpersonalizingyourviewoftheplatform.

NOTE:Usersmaybelimitedtowhatsettingstheyhaveaccesstobasedon theirrole.

AfterselectingtheSettingsicon,thecategoriesontheleft(General,Theme,Lists,Forms,
Notifications,andDeveloper)providedifferentsettings,including:

* GeneralTab:CompacttheuserinterfaceoptimizestheUItodisplaymoreinformationinthe
browserwindowwhenthissettingisenabled
ThemeTab:Selecta themefortheuserinterface.SelecttheSystemthemetoreturntothe
defaulttheme
ListsTab:Wraplongertextinlistcolumnsallowsforlongstringstowrapin listcolumns
insteadofappearingasone longline
FormsTab:FormsectionsandrelatedlistsappearintabswhentheTabbedformssettingis
enabled.AlsoRelatedlistloadingisusedtodeterminewhenRelatedListsloadon forms.
NotificationsTab:Allowsyoutoenablevariousnotificationchannels,aswellasmanageyour
notificationsubscriptions
DeveloperTab:SettingsforServiceNowApplicationdevelopers
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ApplicationConfiguration:GuidedSetups servicenow
 

 
ITSMGuidedSetup |

ITOperationsManagementGuidedSetup
 

Gettingstarted

Gettingstarted

  

ITSMGuidedSetup      

Userswithanadministratorrolemayusea GuidedSetuptogothroughsuggestedstepsto
configureapplicationson theServiceNowinstance.

UsingtheITSMGuidedSetup,userscanperformstructuredconfigurationactivitiesthathelp
configureITSMapplicationsandcanmonitortheprogress.EachconfigurationactivityinITSM
GuidedSetupisdesignedtosimplifytheconfigurationsbyprovidingaccesstocontextualembedded
help,contextualdocumentationontheServiceNowproductdocumentationsite,andguidedtours
(ifavailableforanactivity).

TheITSMGuidedSetupconfiguresthecommonplatformsettingsthroughthefollowingcategories:
* Company:Activitiesunderthiscategoryhelpyoutoconfigurecompanyname,logo,andcolor

themetoreflectyourcorporatebrandandtoconfigurethedefaultsystemsettingssuchasthe
timezoneandthedateandtimeformats
Connectivity:ActivitiesunderthiscategoryhelpyoutoconfigureyourServiceNowinstanceto
supportinboundandoutboundemailnotificationsandtointegrateitwithyourexistingLDAPand
SingleSign-On(SSO)solutions

People:IncaseyoudonotuseLDAPto importdataintoyourServiceNowinstance,activities
underthiscategorycanhelpyouto importUsers,Groups,GroupMembers,Companies,
Departments,andLocationsandtoassignrolestogroups

Inadditionto theITSMGuidedSetup,thereareguidedsetupsforITOMandHRaswell.
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BasicConfiguration:SystemBranding servicenuw
 

 

BrowserTab
CloudDimensionsServiceNow

 

   
BannerImage
SAS

NavigationColors:

SystemProperties
SystemProperties

BasicConfiguration

[BasleConfigurationUUS   

ManybrandingactivitiesaregroupedtogetherinSystemProperties> BasicConfigurationUI16.

Customizationandbrandingoptionsinclude:
* Bannerimage,textandcolors
Â¢ Navigatorbackgroundandtextcolors

Featureswhichcanalsobecustomized:
* Browsertabtitle
* Color:Usethebuilt-incolorpickerstodynamicallypickandpreviewbrandingoptions
* Systemdate/timeformatting

UserInterface&Navigation
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servicenuw

SectionSummary
* InstanceSettings
* GuidedSetups
* SystemBranding

Lab1.4
Branding

Pages76-78 5-10minutes

Lab1.4- Branding:

* UsetheITSMGuidedSetuptoapplybrandingtotheinstance
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Branding 14
SS CF) 5- 10minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* UsetheITSMGuidedSetuptoapplybrandingto theinstance

CloudDimensionsrecognizestheimportanceofaligningServiceNowâ€™sbrandingwiththerestof
theorganizationso thatusersautomaticallyfeelfamiliar,seeingitasa trustedplatform.
ThereforetheServiceNowinstancewillbebrandedtoachievethis.

 
RequiredResource:CloudDimensions-CD-Logo.png   

A.ApplyBrandingwiththeITSMGuidedSetup
Beginthelabbyimpersonatingthesystemadministrator.Thisuserhastheappropriate
permissionsfordefiningplatform-wideproperties.WewillworkwiththeITSMGuidedSetupto
getstartedoncompanybranding.

1. ImpersonatetheSystemAdministrator.

2. GuidedSetup> ITSMGuidedSetup.
AftertheGuidedSetuppageloads,clicktheGetStartedbutton:
 

ITSMGuidedSetup

Gettingstarted

Â©)Getgoing \ _5)_Feelempowered
_ Y  UserInterface&Navigation
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Next,clickGetStartedfromtheCompanysection:
 

ITSMGuidedSetup Filter ShowallW

0/2TasksCompany completed
TransformtheServiceNowinstanceby SystemConfiguration
configuringyourcompanyname,logo,and

WelcomePagecolorthemetoreflectyourcorporatebrand.

Configurethedefaultsystemsettingssuchas

atus: NotStarted thetimezoneandthedateandtimeformats.

ThefirsttasktocompleteisSystemConfiguration.  3. Readthesummarytext,forwhattoexpect,thenclicktheConfigurebutton:

SystemConfigurationskipAddNotes MarkasComplete a

Notstartedyet 4

Configuredefaultsettingsforthetimezoneandthedateandtimeformatsofthe

 

system.Uploadyourlogotoappearinthebanner,andcustomizethebannerand
browsertabtext.

Optionally,personalizethebackground,text,andseparatorcolorsoftheinstance.To

dothis,obtaintheapprovedbrandcolornames,RGB,orhexvaluesfromyour

marketinggroup.  4. Filloutthefieldsasfollows:

Pageheadercaption:CloudDimensions<YourFirstNameYourLastName>
 

NOTE:Replace<YourFirstNameYourLastName>withyourown name(forexample,
CloudDimensionsJoeEmployee).

 

Browsertabtitle:CloudDimensionsServiceNow
BannerimageforUI16:[CloudDimensions-CD-Logo.png]
Headerbackgroundcolor:#2b3a5a
Headerdividerstripecolor:#d84833
Navigationheader/footerandnavigationbackgroundexpandeditems:#486a93
Navigationselectedtabbackgroundcolor:#ffffff
Backgroundfornavigatorandsidebars:#536171
CurrentlyselectedNavigationtabiconcolorforUl16:#000000
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NOTE:Asyouentervalues,especiallyforcolorfields,changesmaydisplayinrealtime.
 

Whenfinished,clicktheSavebutton.

Refreshyourbrowserto ensurethechangestakefulleffect.

FromtheHelpsidebar,clickMarkasCompleteforthisGuidedSetuptask:

LABVERIFICATION
CloudDimensionsSystemTheme

2 setter

Makeyourlifeeasier,createadashboard!

â€˜SystemAdministration

StenSecoty

o==   
 
NOTE:Fordemonstrationpurposes,aswellasclarityofthesetrainingmaterials,screen

shotsinfuturelabswillusetheâ€œCloudDimensionsâ€•systemthemeasdefinedinthislab.
 

Congratulations,youhavecompletedtheBrandinglab!
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servicenuwModule1Recap
UserInterface&Navigation

    
Fortheseselectedtopics,discuss:

Whywouldyouusethesecapabilities?
Whenwouldyouusethesecapabilities?
Howoftenwouldyouusethesecapabilities?
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Â©2018ServiceNow,Inc.AllRightsReserved 



Â©2018ServiceNow,Inc.AllRightsReserved 



servicenow

[>Collaboration
 

3
 

 

4
 

 

5   

DatabaseAdministration
ServiceAutomation
IntrotoScripting&ApplicationTools
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Module2â€” 2.1TaskManagement servicenuw
 

Objectives
* WhatisaServiceNowTask?
* TaskAssignment

â€” AssignmentRules
â€” AgentIntelligence

* AccessingTasks:MyWork/MyGroupsWork
* Presence
* NotesTab
* ActivityStreamInlineEditing
* VisualTaskBoards

Collaboration
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Whatisa ServiceNowTask? servicenow
 

WithinServiceNow,allITILprocesses

Tasks Jâ€” (incident,problem,change,etc.)are

Ps ve handledthroughtasks
Ataskisanyrecordthatcanbeassignedor

completedbya userinServiceNow Task
[task]

 

   

Ataskrecordiscreatedfroma tablethat
extendstheTask[task]table

 

Incident
[incident]

Workisperformeduponataskitand
eventuallymovestoa closedstate

 

 

Problem
[problem]

 

 

ChangeRequest
[change_request]     Tasksarecreatedbyuserswhoare requestingthetaskto beperformed,andare thenupdatedas

thetaskmovesalongaworkflow.Taskscanbeassignedtospecificusersor usergroups.

TheTask[task]tableisone ofServiceNowâ€™scoretablesandprovidesaseriesofstandardfieldsused
on eachofthetablesthatextendit,suchastheIncident[incident]andProblem[problem]tables.In
addition,anytablewhichextendsTaskcantakeadvantageoftask-specificfunctionalityfordriving
tasks,including:

* Approvals:ApprovalscanbegeneratedtoalistofApprovers,eithermanuallyor

automatically,accordingtoApprovalRules.Approvalscanbeincorporatedintoworkflowsor
canstandalone.

Assignments:Assignmentrulescanautomaticallyassigntaskstousersor groups,ensuring
thattasksare handledbythemostappropriateteammembers.
ServiceLevels:Servicelevelagreementscantracktheamountoftimethata taskhasbeen
open,to ensurethattasksarecompletedwithinanallottedtime.

InactivityMonitors:Inactivitymonitorsensurethattasksdonotfallbythewaysideby
notifyinguserswhentaskshavebeenuntouchedfora predefinedperiodoftime.

Workflow:Anadministratorcanspecifyaspecificworkflowprocesstoapplyto tasksthat
meetcertainconditions.Aftera taskiscreatedthatmeetstheconditions,theworkflow
appliesanautomatedprocesstothetask.Theprocessisdefinedinthegraphicalworkflow
editor.
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TaskAssignment servicenuw
 

 

AddUserstoGroups ApplyRolestoGroups AssignTaskstoGroups
 

ServiceDesk

 
 

 

schedule_admin
itil

catalog

GroupRolesGrantUsersAccesstoTasks

           Typically,useradministrationhelpsto facilitatetaskassignmentinServiceNow.

Userscanbelongto morethanonegroupandgroupsidentifyasubsetofusersbasedonroles.
Usersingroupscanbeassignedpermissionstoapprove,change,or resolveincidentsandrequests,
providea referenceforalertsandnotifications,andreceiveemailnotifications.

Everyuserbelongingto agroupinheritsthatgroup'sroles,so thepreferredmethodofrole
managementis:

* adduserstogroup
* applyrolesontogroups

Whenremovinga userfromagroup,rolesinheritedbythatgroupare revokedforthatuser.

Similarly,agroupmaycontainothergroups,whereachildgroupinheritsallrolesownedbyits
parent.Usersaddedtochildgroupsgainrolesofthatchildgroupplusanyparentgroups.

NOTE:GroupnamesareuniqueinServiceNow.

Withgroupsdefined,taskscanbeassignedtothemandthentosingleusersbelongingtothat
group.Inotherwords,a taskrecordcanbeassignedtoanassignmentgroupandanassigneduser.
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TaskAssignment:AssignmentRules servicenuw
 

Assignmentrulescanautomaticallysetavalueintheassigned_toandassignment_groupfieldsofataskrecord

Conditionsdefinedintheassignmentruledeterminewhentherulewilltriggerandwhatvaluesitwillset

 

AppliesToAssignTo Script  

Table

Inedent(ncident

Conditions

â€˜AddFilterCondition|Ad6"OR"Clnuse sae

chooseHels . ConfigurationItem    HepesTo|AssignTo Location

â€˜AssignmentGroup

AssignedTo     
Createanassignmentrulebynavigatingto theSystemPolicy> Rules>Assignmentmodule.

Anassignmentrulemustalsomeettheseadditionalcriteriato run:

* Thetaskrecordhasbeencreatedor updated.Assignmentrulesdonotapplytounsaved
changeson a form.
Thetaskrecordmustbeunassigned.Therecordcannothaveanexistingvalueforeither
theassigned_toor assignment_groupfields.Assignmentrulescannotoverwriteexisting
assignments(includingassignmentssetbyadefaultvalueor a previouslyrunassignment
rule).
Theassignmentruleisthefirstrulethatmatchesthetableandconditions.Ifmore thanone

assignmentrulematchestheconditions,onlytherulewiththelowestordervalueruns

Additionally,assignmentrulescanbescripted,givingeven more flexibilityon thetriggerand
outcome.

AssignmentdatalookuprulescanbecreatedbynavigatingtotheSystemPolicy> Rules>
AssignmentLookupRulesmodule.Theserulesonlyapplyto incidentrecordsandhavelessoptions,
comparedtotheotherassignmentrules.
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TaskAssignment:AgentIntelligence servicenuw
 

AgentIntelligenceusesmachine-
learningalgorithmstosetfield

. . INTELLIGENTvaluesduringrecordcreation ACTION

Improveefficiencyandquality,and
reducecostby: izatic Assignment100,000's Categorizationssignment

Reque:
Reducingtaskresolutiontimes MadeWith

. . . ShortDescription
Reducingthenumberofinteractions
requiredtoresolvetasks

Prioritization

Reducetheerror ratesofcategorizing
andassigningwork

Userswiththeadminor ml_adminrolewillbeableto initiatethesetupofAgentIntelligence.

Thisfunctionalitydoesrequiremultiplepluginsâ€” more informationaboutsetupandinitial
configurationcanbefoundhere:

https://docs.servicenow.com/bundle/kingston-servicenow-platform/page/administer/agent-
intelligence/task/get-started-agent-intelligence.html

Onceactivatedanddefined,AgentIntelligenceistrulypersonalizedmachinelearningtailoredto
yourdata.

Forexample,whenan incidentiscreated,ServiceNowwillautomaticallyassigntherightcategory,
priorityandassignmentgroupbasedon therecordâ€™sshortdescription.Arequesterno longerhasto
scrolldownmultipleliststochoosethemostappropriatecategory,andtheincidentcreatedgetsthe
rightattentionandSLAitdeserves;thusincreasingtheoverallservicelevelsatisfaction
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AccessingTasks:MyWork/MyGroupsWork servicenuw
 

 

  MyWork
 TheServiceDeskapplicationmenu

allowsyouto locateallworkassigned Listofallactivetasksassignedtoyou,
toyourgroupor toyouinalist including:

ChangeRequest
GroupApprovalServiceDesk ;

Incident

KnowledgeBaseSubmission
Request
SecurityCase
VisualTaskBoardTask

Theitilroleisrequiredtoaccessthe MyGroupsWork
MyWorkandMyGroupsWorkmodules
intheServiceDeskapplication

 
Listofallactivetasksassignedtoyour
groupbutnotyettoan individual

Therearevariousfeaturesformanagingandclosingtaskrecords.

Youcanquicklylocateallworkassignedtoyourgroupor toyouspecificallyinServiceNow,usingthe
ServiceDeskapplication.

Whenanactivetask(whichmightincludeworksuchasincidents,problems,changes,andmore)is
routedtoyourgroup,itcanbelocatedundertheServiceDesk>MyGroupsWorkmodule.From
there,agroupmemberor managermayassignthetaskto an individualwithinthegroup.

Atthatpoint,locateanyactivetaskspecificallyassignedtoyouundertheServiceDesk>MyWork
module.
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Presence servicenuw
 

ThePresencefeaturefacilitatessynchronouscollaborationwithinone record.Youcanseewhois
online,viewtheircurrentstatus,andwhattheyareviewingor editing,allinreal-time

= Incident
= _INcooo0055 e@

@BethAnglinOpenConnectMini

6.muser OpenConnectFull
 

SystemAdministratorhasbeenadÃ©edtothegroup

YouarenowxX
following
1NC0000055inConnect.

Youwillbenotifiedofany
newcommentsorworknotesaccordingtoyournotificationsettings.   Imagineascenarioinwhichyouhaveacriticalissue,documentedina Priority1record.Multiple

stakeholdersmayneedtoviewandupdatetherecordsimultaneously.ThePresencefeature
facilitiesthatcollaboration,showingyouwhoisviewingtherecord,displayingtherecordactivity
stream,andevenallowingyoutocustomizenotificationsalertingyouto recordupdates.

Thenumberofactiveviewersislistedintheformtitlebar.Clickfora listofviewers.

NOTE:Ifyoudonotseethisicon,youare theonlyvieweron thisrecord.

ClicktheShowActivityStreamicontojumptotherecordActivitysection,whichincludesthe
recordhistoryandupdatesbyyouandotherviewers.

Followtherecordto receivenotificationswhentherecordisupdated.OpenConnecttocustomize
thesenotificationor starta real-timeconversationwithrecordviewersandotherstakeholders.
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Presence:Real-TimeEditing servicenuw
 

Editrecordsinreal-time,andseeeditssavedbyotherusers(justlikeGoogleDocs)which
improvescollaborativeefforts

 

< Went GQ2eve~Foliow+UpdateResolveDeleteAN

Number ContacttypePhone

Caller 4 fo State_InProgress

Bcaregory Impact 2-Medium

Urgency2 Medium

Businessservice PriorityÂ®

Configurationitem â€”*JEMPLOYEE.IBM 4 Â® â€˜GAssignment
group

@AssignedtodavidLoo

ITILUserhassetthisfieldtoBowRuggeri   

Real-timeeditingisanextensionofPresence.Itallowsyoutoworkwithotherson thesamerecord,
indicatingtheirstate(editingor viewing)aswellaswhattheireditsare (shownthroughtheblue
"pulse"iconsinthisscreencapture).

Connectenablesyoutoworkseamlesslywithothersusingentirelydifferentinterfacesor devicesto
performtasks.YoucanuseConnecton VisualTaskBoards(VTBs),ConnectChat,AppleWatch,and
more.

Connectisaboutworkingwithothersinreal-time;reducingrecordresolutionfromdaysto mere
minutes.

Collaboration
Â©2018ServiceNow,Inc.AllRightsReserved 



NotesTab:WorkNotesandAdditionalComments servicenow
 

UsetheNotestabina recordtocommunicatetostakeholders
anddocumenttaskactivitiesthroughoutthelifecycle

 

Notes RelatedRecordsResolutioninformation TheShowalljournalfields
icon(Â©) allowsyouto

Watchlist@) & Worknoteslist@| J displaymultiplefieldsunder
theNotestab,including

Worknotes E]WorknotesandAdditional
comments

Additional Onceenabled,youcanthen

camastanie clicktheShowonejournal
fieldicon(==)toonlydisplay
theWorknotesfield   

TheNotestaballowsyoutodocumenttaskactivitiesthroughoutitslifecycleforbothanexternal
andinternalaudience.Dependingon thetaskrecordtype,additionallyfieldsmaybeavailableto
accomplishsimilaroutcomesincluding,butnotlimitedto,theAdditionalcommentsfield.Inthe
exampleseenhere,an incidentrecordâ€™sNotestabisdisplayed.

1. TheWorknotesfieldprovidesa logtodocumentallthetechnicalandbehind-the-sceneswork
ona task.Uponsaving,WorknotesarestoredintherecordActivitysection,wheretheycanbe
viewedandaddeduponbyuserswithpermissionstoviewtherecord.FullydocumentingWork
notesisbeneficialforKnowledgeManagementandcriticalforcontinuityinthetask
managementprocess.WorknotesareonlyvisibletoFulfillersandare notavailabletoexternal
usersor customers.

UsetheAdditionalcomments(Customervisible)fieldtocommunicatebackandforthwiththe
requesterandotherstakeholdersdirectlyinServiceNow.Forexample,youmaywanttokeepthe
customerapprisedofprogresson theirrecordor requestadditionalinformation.Uponsaving,
theAdditionalcomments(includingtheupdatedinformationandcommentshistory)are

emaileddirectlytotherequester.Whentherequesterreceivesanemailnotificationcontaining
Additionalcomments,theycanresponddirectlyto theemailandtheirfeedbackwillbe
documentedintheActivitylogoftherecord,alongwithyourAdditionalcomments.

NOTE:Whenrespondingto anemailfromServiceNow,donotchangetheSubjectas itmaynot
besavedto thecorrectrecord.
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NotesTab:AddStakeholders servicenow
 

Sendusersadditionalnotificationswith
theWatchlistandWorknoteslistfields Additional

comments
UsersaddedtotheWatchlistwillreceive
anythingenteredasAdditionalcomments
(Customervisible)
UsersaddedtotheWorknoteslistwill
receiveanythingenteredasWorknotes ake F Worknotestist| ||&

  

      

NOTE:Oneor bothofthesefieldswillappearon therecord,undertheNotestab,dependingon the
recordtype.IncidentrecordscontainboththeWatchlistandWorknoteslistforuse.
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NotesTab:Activity servicenuw
 

 

TheActivitysection
locatedundertheNotes 1348 katabprovidesacomplete 2

historyofa record

 

   

rm

Aaationalcomments

â€˜Assignedto 

Itdetails:
Whomadeanupdate?
Whatwastheupdate?
Whenwastheupdate
made?

  Antachmnents
 

Configurationitem

impact

incidentstate

Openedby
Priority
RelationshipChanges

ResolutioncodeVV
ggoqcegs
Resolutionnotes

 Clickingthefiltericon(7)
allowsactivityinformation
tobefiltered        

Fromcreationthroughtoclosure,theentirehistoryoftheIncidentrecordisautomaticallytracked
andrecordedintheIncidentActivitysection,locatedintheNotestab.

TheActivitysection,whichisread-only,documentswhenachangewas madeandbywhom.These
changesincludeassignmentandreassignment,AdditionalcommentsandWorknotes,updatedfield
values,Statechanges,andmore.

Thefunneliconinthetop-rightoftheActivitysectionallowsyouto filteryourviewto seeonlyyour
desiredcategoriesofinformation.
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Presence:ActivityStreamInlineEditing servicenuw
 

Theactivitystreaminlineeditorenablesuserstocontributiontoactualworkwithina record
withoutopeningaforminterface

Number. @E}< :waees DbDP

Vi44a i eman>po[>*

  

 

Brom

> ActivityStream2016-0610 Unablewoaccesstearmowas

20160610Performanceproblemsshame
3S wthemall â€œ

20160810Performanceproblemsorss waht $-Pransing

2OUTOS04SAPSalesappnat Comamara) cessble

seas MPMeeralsrae
ann onagementinsiowerSMBS 1 cra

SIRT saa wmâ€”â€”OEE]porsche sinicines MaaaeiGers#1 Crical   pe JavaScripterroronhiringpageofcorporate2017as04free website
Meâ„¢ secouningaoptcationuichman Â©1-Ciiical

s0peerstobedown "esatarre  LE sii l 

Justlikereal-timeeditingon aform,inlinecommentingon theactivitystreammeansyoucan
annotateactiverecordsasupdatesare made,allowingmultipliedeffortsacrossseveralpiecesof
worksimultaneously.

Todoso,navigatetoalistofactivetaskrecords,then:
1. ClickShowactivitystreamina flyoutwindowfromthelistheader
2. Withthewindowopen,scrolldowntobrowsetherecordsrecentlyupdatedandhoverover

anupdateyouwishtocomment,thenclickComment
Enteryourcommentintothetextfield,thenclickthePostbutton

Abenefitofactivitystreaminlineeditingisthatyouareabletoupdatemultipleactiverecords
withouthavingtoopenasinglerecord.
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VisualTaskBoards
 

 

Transformyourlistsand 4| (2 ese 2 Â®@&Â¢ Â¥

formsintoaninteractiveCSSSoo oe ee
graphicalexperienceusing
VisualTaskBoards(VTB)
VisualTaskBoardsallowyouto:

Manageyourtasksthrougha

visual,drag-and-dropinterface
Identifyprocessbottlenecksat
aglance,inreal-time Managercan'taccessSAPControllingapplicationTrackembeddedactivityscreens

.

toviewupdatesallinoneplace

UseVisualTaskBoards(VTB)tocreateyourpersonalto-dolist,collaborateinreal-timewithgroup
memberson assignments,andmore. Displayedgraphicallyas lanesandcards,VTBsprovidea

landingpagetoviewandorganizeallyourworkinServiceNow.

Thereare threetypesofVTBs:
* Freeform:UseFreeformboardsasyourpersonalorganizer,creatingindividualtasksofany

kindandfreelyadding,removing,andmodifyingcardsandlanes
Guidedboards:Alternatively,use aGuidedboard,whichiscreatedfromalistandusesa field
value(e.g.IncidentStates)as lanes.Recordsinthatlist,whichappearascards,areactually
modifiedwhenyoueditcardsor changelanesinaGuidedboard.
Flexible:Flexibleboardsarealsocreatedfromalistbutlanechangesdonotupdate
underlyingtaskdata

TogetstartedwithVTB,navigatetoSelf-Service> VisualTaskBoardsandfollowtheinstructionsfor
creatingaboard.
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servicenuw

SectionSummary
Lab2.1WhatisaServiceNowTask? TaskManagementTaskAssignment

MyWork/MyGroupsWork Â©Presence
NotesTab Pages96~ 103 10- 15minutes

ActivityStreamInlineEditing
VisualTaskBoards

Lab2.1â€”- TaskManagement:

* BrowsetheServicePortal
* SubmitanincidentfromtheServicePortal
Â« Useworknotes,comments,andchattocooperativelymanagean incident
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LAB

TaskManagement 2.1
SS ) 10-15minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* BrowsetheServicePortal
* Submitan incidentfromtheServicePortal
* Useworknotes,comments,andchattocooperativelymanagean incident

Inadditionto internaltesting,CloudDimensionshasbegunallowingmajorpartnersto test

Infinitydevices.

Beforesubmittingan incidentto reporta problem,thesepartnerusershavebeeninstructedto
firstbrowsetheKnowledgeBaseinCloudDimensionsServicePortal.

Iftheuser isunabletofindasolutiontotheirproblem,submittingan incidentwillreceive
attentionbyasupportagentintheInfinityCustomerSupportgroup.

TheInfinityCustomerSupportgrouphasdefinedprocessesforincidentassignmentand
resolution,whichusesassignmentrulesandconnectchattoensurethebesthelpisofferedto
anend-user.

BrowsetheServicePortal
StartthislabbyloggingintotheCloudDimensionsServicePortalasa partneruserexperiencing
problemsduringInfinitytesting.
TIP:Openupanotherbrowsertocompletethesesteps.

1. Ifyouare notusingadifferentbrowser,logoutofyourinstance.

2. Add/sptotheendoftheURL:

https://instance-###.lab.service-now.com/sp
3. PressEnteronyourkeyboard.
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YoushouldbebroughttotheServicePortal:

service

Welcometothe
ServicePortal
Logintoorderthings,gethelporreport

4. Loginusingthefollowingusercredentials:

Username:jon.floyd
Password:floydpass

5. TypeinfinityholographbrokenintotheHowcanwe help?searchbaron thehome
page;thenpressenteron yourkeyboard.
NoResultswilldisplay:

Home > Search

pow NoResults

>KnowledgeBase Yoursearch-infinityhologrambroken-diidnotmatchanydocuments.

> QuestionsandAnswers Suggestions:
Â©Makesureallwordsarespelledcorrectly> ServiceCatalog Â©Trydifferent,moregeneral,or fewerkeywords

 

 

NOTE:Typingeitherinfinityor InfinitywillresultinNoResults.
 

Atthistime,wewillassumeJonFloydcontinuedbrowsingtheKnowledgeBase,but
wasunabletodiscoverasolutionfortheissueheisexperiencing.

Asestablishedbypartnerprocedure,hewillnow submitan incidentto receivehelp
fromCloudDimensions.
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6. ClicktheServiceNowlogointhetop-leftcorner toreturntothehomepage.
Submitan Incident

1. SelectGetHelp:
 

GetHelp
Contactsupporttomakea
request,or reportaproblem  

ScrolldownandselectCreateIncident. Fillouttheformasfollows:

Urgency:3â€”- Low
Pleasedescribeyourissuebelow:TheInfinityishavingtroubledisplayingclearly.
ClickSubmit.

Youmaybrieflyseea messageon thetopofthescreenindicatingyourincidentwas

createdandyourprofilebadgeshouldshowone Request.

LogoutoftheinstanceasJonFloyd.
 

NOTE:Ifyouoptedtouseanotherbrowserforthesesteps,returntotheoriginalsession
andmovetostep1oftheUpdatetheIncidentsectionbelow.Otherwise,continueon to
thenextstep.

 

6. FromyourinstanceURL,remove the/spsuffix(includingeverythingthatfollows).
7. PressEnteron yourkeyboardto returnto thenormalloginscreen.

B.UpdatetheIncident
1. LogintotheinstanceastheSystemAdministrator.

 

NOTE:Ifyouexperienceissueswiththeinterfacecaching,refreshthebrowserandclick
on theServiceNowlogo.

 

ImpersonateRitaCenter.
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NOTE:Ritais aCustomerSupportAgenton theInfinityCustomerSupportgroup
specializinginsoftware-relatedissues.

 

ServiceDesk>MyGroupsWork.
 

NOTE:Theincidentwas automaticallyassignedtoRitaâ€™sgroup(InfinityCustomer
Support)byan assignmentrulecreatedforthepurposeofthisexercise.

 

Opentheincidentrecordandupdateitasfollows:

State:InProgress
Assignedto:RitaCenter

Savetherecord,stayingontheform.

AssumeRitahasremotelyaccessedJonâ€™sdeviceandfoundnoapparentissues.

Updatetheincidentrecordto informJonthatitmustbeescalatedtoanotherteam:

a)FromtheNotestab,typeintotheWorknotesfield:HelloJon,|wasnâ€™tableto find
anythingon myendbutthisincidentwillbeescalatedappropriately.

b)ChecktheAdditionalcomments(Customervisible)checkbox
 

NOTE:ConfirmtheWorknotesfieldlabelchangedtoAdditionalcomments(Customer
visiblebeforeposting.

 

c)ClickthePostbutton
 

NotesRelatedRecords_ResolutionInformation
Watchlist 3 Worknoteslist & &

appropriately.
Worknotes

|
HelloJon,|wasn'tabletofindanythingon myendbutthisincidentwillbeescalated =]  
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8. Thecommentnow appearsundertheActivitysection:
 

Activity
RCRitaCenter

HelloJon,| wasn'tabletofindanythingon myendbutthisincidentwillbeescalatedappropriately.   

9. Updatetheincidentasfollows:

Category:Hardware
Assignedto:TreyTout

10.Save.

11.Fromtheformheader,clicktheFollowbutton:

Update

Ritawillnow receivenoticeswhenanynew commentsor worknotesare added.
Additionally,Ritacannow usechatto facilitatetheresolutionofthisincidentwith
peers.

12.OpentheConnectSidebarto locatetheconversationaroundtheincident:

RitaCenter+

13.Selecttheâ€œInfinityishavingtroubleâ€•conversationfromtheConnectSidebartoopen
achatwindow.
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14.AddTreyTouttotheconversation:

a)ClicktheAddUsericon

b)SearchforTreyTout

c)Selecthisname

@Â©Theinfinityishi a &OB &Â®&_ x

TravisBrockert

TreyTout~Â»Â¢
TriciaKruss

JonLloyd22mago|TrudyWorldsTheInfinityishavingtroub
RitaCenter8mago

â€˜@HelloJon,|wasn'tabletofindanythingonmyend
butthisincidentwillbeescalatedappropriately.  . WithTreyaddedtotheconversation,typethefollowingmessageintotheWorknote

textfieldatthebottomofthechatwindow:

HelloTrey,|thoughtyoucouldhelpwiththisastherearenosoftwareissues
detected.Thanks!

16.PressEnteron yourkeyboardtosendthemessage.

C.UpdatetheIncident
1. ImpersonateTreyTout.

 

NOTE:Treyisan Engineeron theInfinityCustomerSupportgroup.Ifyouare unableto
findhisnamewhileimpersonatingRita,switchbacktoSystemAdministratorbefore
impersonatingagain.
 

2. OpentheConnectSidebartoviewtheconversationfromRita:

@tet ~ QA
ad

ONE

@

&TheInfinityishavingtroubl...HelloTrey,|thoughtyoucouldh.
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ServiceDesk>MyWork.

Opentheincident.
 

NOTE:Youcouldalsoaccesstheincidentdirectlyfromthechatwindowbyclickingon

theViewDocumenticonon thechatwindowheader:

 

fopen,collapsethechatwindowandclosetheConnectSidebar.

Withtherecordopen,undertheNotestab,clicktheShowalljournalfieldsiconto
therightofWorknotes:

Worknotes

| |=|
Additionalcomments(Customervisible)Post

   Updatetherecordasfollows:

Worknotes:Notenoughinformationprovided,contactingthecustomertorequest
more.

Additionalcomments(Customervisible):HelloJon,Iâ€™vebeenaddedtohelpresolve
yourissue.Couldyoupleaseprovideadditionalinformationaboutwhatyouâ€™re
experiencing?Thankyou.

Yourfieldsshouldlooklikethis:
 

Worknotes] Notenoughinformationprovided,contactingthecustomertorequestmore.

Additional_HelloJon,I'vebeenaddedtohelpresolveyourissue.Couldyoupleaseprovideadditionalinformationaboutwhatyou're
â€˜comments(Customer__experiencing?Thankyou.

visible)

8. ClickthePostbuttontoaddthesecommentsto theincident.
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9. NoticetheConnectSidebariconhaschanged,indicatingtwonew messageshave
beenreceived:

10.Settherecordâ€™sStatetoOnHold.

11.SelectAwaitingCallerastheOnholdreason.

12.Savetherecord.
 

NOTE:Althoughtheincidentwasnotresolvedatthistime,Jonwillbeabletorespondto

Treyâ€™sinquiryandprovidemore informationto identifya solution.
 

LABVERIFICATION
Updatestoan Incident

Reviewtheupdatesmadeto theActivitysection,recognizinginternal(worknotes)and
external(additionalcomments)communication:

TT.TreyTout 2017-07-1913:17:59
Â°

HelloJon,I'vebeenaddedtohelpresolveyourissue.Couldyoupleaseprovideadditionalinformationaboutwhatyou'reexperiencing?
Thankyou.

TT_TreyTout
Â°

Notenoughinformationprovided,contactingthecustomertorequestmore.

RCRitaCenter

HelloTrey,|thoughtyoucouldhelpwiththisasthereareno softwareissuesdetected.Thanks!

RCRitaCenter

As to TreyToutwasRitaCenter
RCRitaCenter

HelloJon,|wasn'tableto findanythingon myendbutthisincidentwillbeescalatedappropriately.   

Congratulations,youhavecompletedtheTaskManagementlab!
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Module2â€” 2.2Communication servicenow
 

Objectives
* WhatisanEvent?
* Whatisa Notification?
* CreatingNotifications
* Dot-Walking
* Subscriptions
* ConnectChatandWorkspace
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EventsandNotifications servicenow
 

 

Events
Aneventisan indicationtotheServiceNowprocesses

Incidenthasbeenclosed. thatsomethinghasoccurred

PreviewEmail

Summarydetails Eventsaretriggeredby:
Closedby:Syst Aditrator . . : .sci ein alma * Useractions:Loggingin,approvingarequest,

renaminganattachment,etc.
* Scripts:BusinessRulesandWorkflows

Closednotes:Fixed

Youcan view allthedetailsoftheincidentbyfollowingthelinkbelow

Thankyou Notifications
NotificationscanbetriggeredbyeventsintheEos
platform,andrequirenoscriptingknowledge   Allbaselineeventshavebuiltinlogictorespondwhenaneventoccurs.Possibleresponsesinclude

makingachangeto a recordinthedatabase,creatinga new record,sendinga notification,or

loggingamessage.Theeventdefinitionsare intheEventRegistry[sysevent_register]table.The
EventLogdisplaysrecordsfromtheEvent[sysevent]table.Toseea logofeverygeneratedevent
navigatetoSystemPolicy> Events> EventLog.Byconvention,eventsare namedusingthesyntax
<tablename>.<uniqueeventname>.Forexample,incident.updated,or problem.closed.
NOTE:Useemailnotificationstosendselectedusersemailaboutspecificactivitiesintheplatform,
suchasupdatesto incidentsor changerequests.

ANotificationisa toolforalertingusersthateventsthatconcernthemhaveoccurred,includingthe
followingmethods:

* Email
* SMS
* MeetingInvitation

Notificationsarereceivedbyconfiguredusersandvoluntaryrecipients.

TheplatformenablesyoutosendNotificationstoemailaddressesofyourchoiceandtoanySMS
capabledevice(suchasa mobilephone).
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CreatingNotifications servicenuw
 

3
ChooseWhentoSend ChooseWhowillReceive ChooseWhatitSays

WhentowendWhomilrece What&wilcontin

  
 

ae
${mail_script:incident_has_been_closed}
${mail_script:incident_closed_incicent_detail
${mail_script:incident_take_me_to_the_incio}

en AG "ORClause      

  

 

eeFeature
Use

Cases - Anaccountexecutiveisnotifiedthata contractisexpiring

- HRmayusenotificationstocommunicateanofficeclosureduetoinclementweather
- Informcustomersofthelatestinformationon theiropenincident    

UseNotificationstonotifyusersaboutspecificactivitiesinServiceNow,suchasupdatesto incidents
or changerequests.Notificationsallowadministratorstospecify:

* WhentosendtheNotification
* WhoreceivestheNotification
* WhatcontentisintheNotification

Notificationscanbesentwhena recordisInsertedor Updated(orboth)intotheTablespecified
above,onlyifthespecifiedConditionsaremet.

NotificationscanbesenttospecificUsersandGroups.IfyouaddresstheNotificationtoa userwith
aninactiverecordintheUser[sys_user]table,thesystemdoesnotsendthenotificationtothat
user.

TIP:Considerlimitingtherecipientlistofanynotificationto 1000users.Bydefault,if aNotification
hasmorethan100intendedrecipients,thesystemcreatesmultiplenotificationmessageswithup
to 100recipientseach.Ifyouwanttochangetherecipientlimit,setthesystem
propertyglide.email.smtp.max_recipients.

IfusinganEmailTemplatethenSubjectandMessagewillbeusedfromthetemplateunless
overriddenwithaSubjectandMessageon thisform.
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Notifications:Dot-Walking servicenuw
 

Dot-Walkingcangetinformationfromaseriesofreferencedfieldsfromdifferenttables,
includingUsersandGroups

FromUsers/Groupsinfields,selectthe Whowillreceive

referencefieldyouwilldot-walkthrough uses [O12

ClicktheExpandItemicon(+) ee wx;Selectthefieldwhichholdsthevaluetobe
referenced
ClicktheAddItemicon(>) Category

â€˜Assignmentgroup(

StartingIncident[incident] yea,
User [sys_user]

Table CallerField:DavidLoo > ManagerField:BudRichman

WhoWillReceiveNotifications?

  

  

 

   
UsersandGroups- YoumightsendNotificationsofan incidentupdateto thepersonwhoopened
theincidentandthepersontowhomtheincidentwasassignedbyincludingtheOpenedbyand
Assignedto fields.YoumayalsowanttosendNotificationsto thegroupassignedto theincidentby
includingtheAssignmentgroupfield.

Iftheuseror groupfieldyouwantto referenceisnoton thecurrenttable(e.g.,Manager),addthe
fieldbydot-walkingto thetableitisfoundon.

Toachievethis,fromtheNotificationWhowillreceivetab,clicktheUnlockiconforUsers/Groups
infieldsandfindthereferencefieldundertheAvailablecolumn.ThenclicktheExpandItem(+)icon
todot-walkthroughthisfieldontothetableit isreferencing.Indoingso,allfieldson thisreferenced
tablewillbeaccessibletothetableit isfoundon viaa referencefield.

Intheexampleillustratedabove,theCallerfieldon an incidentisDavidLoo.Byusingdot-walking,
thisNotificationcanbesentto thecaller(DavidLoo)oftheincident,aswellasthecallerâ€™smanager
(BudRichman).Thesevaluesareautomaticallypopulatedbecauseoffieldsselectedâ€” not
hardcodedindividualsnames.Inotherwords,thisNotificationwillautomaticallyidentifythecaller
andthecallerâ€™smanager(ifapplicable)basedon theinformationprovidedintheincident.
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Notifications:Subscriptions servicenuw
 

 

Subscriptionsâ€”A (-â€” ie

Subscriptionsallowuserstobeinformedof Â®General

variousactivityoccurringintheplatform, EBtheme

whetheritdirectlyrelatesto themor not
AllowNotifications| so

S&HLists

Ã© CreateChannelInadditiontoemailnotifications,Short @kms Â®
. Ã© ri i aMessageService(SMS)issupported,also stb :

knownastextmessagesontelephones YEDeveloper ya Ls)

@)CreatePersonatNotification

Approval

Assessment

AssetManagement  AutomatedTestFramework 

TheNotificationspageoftheSettingsiswhereuserscandefineNotificationchannels(methodsof
receivingNotifications),aswellasmanagetheirsubscriptionstosystemNotifications.

SMS(ShortMessagingService)isthestandardprotocolusedtodelivershorttextmessagesto
mobilephones.
MostmobilephonessupportSMS,eveniftheydonotsupportmoresophisticatedmessaging,like
email.

AlertsandNotificationscanbesenttoSMSdevicesaswellasstandardemailnotifications.

NotificationstoSMSdevicesareparticularlyusefulwhencriticaleventsrequireimmediate
attention,andwaitingforanemailnotificationtobeaccessedandviewedistooslow.
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ConnectChatandWorkspace servicenuw
 

Chat
ConnectChatisamessaging
toolthatletsyouworkwith
othersinreal-time

Workspace
TheConnectWorkspace
providesafull-screenview
ofallyourConnectChat
conversationsinoneplace
ClicktheOpenConnect
standardinterfaceicon
(tÂ®)toopentheWorkspace

 

ServiceNowprovidesseveraltoolstohelpyoucommunicatewithyourteaminrealtime,basedon

informationwithintheplatform.ConnectChatisaccessiblefromtheCollaborate> ConnectChat
Module(opensfullviewinnewtab)or fromtheConnecticonintheBanner(opensasidebarwithin
ContentFrame).YoucancreatenewconversationswithindividualServiceNowusersor create
customchatgroups.Agreendotindicatesparticipantswhoarecurrentlyonline.Additionaloptions
allowyoutoaddattachmentstothechat,customizeyournotificationstostayintheloopon the
conversation,andeasilyviewandupdaterelatedrecords.

TheConnectWorkspaceprovidesafull-screenviewofallyourConnectChatandConnectSupport
conversationsinoneplace,plusadditionaltoolstohelpkeeptrackofimportantinformationin
conversations.ToopentheConnectWorkspace,navigatetoCollaborate> ConnectChator clickthe
OpenConnectstandaloneinterfaceiconfromtheConnectSidebar.Ifyoudonothaveanyrecent
conversations,a screenappearswithhelpfulinformationaboutConnect.

TheConnectWorkspaceinterfaceismadeupofthreemajorcomponents:
* ConnectSidebar:Providesaccesstoconversations.TheConnectSidebarbehavesthesame

wayintheWorkspaceasitdoesintheConnectoverlay.Theonlydifferenceisthatthesidebar
appearson theleftedgeoftheConnectWorkspace.
ConversationPane:Displaysthecurrentlyselectedconversation
ConversationTools:Providequickaccesstokeyinformation,conversationmembers,
attachments,andnotificationpreferencesforthecurrentlyselectedconversation.Someof
theconversationtoolsvarydependingon thetypeofconversation.
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SectionSummary
* WhatisanEvent? ee. 4
* Whatisa Notification?

CreatingNotifications
Dot-Walking
Subscriptions Pages111-117 10-15minutes

ConnectChatandWorkspace

Lab2.2â€” Notification:

* Developa newemailnotification
* Testthenotification
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LAB

Notification 2.2
SS ) 10-15minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* Developa newemailnotification
* Testthenotification

BusterWubbelâ€”

managerofInfinitySecurityâ€” hasrequestedthata notificationbecreatedto
alerthimandhisteamwheneveracriticalemployeeInfinityincidentisactive,andcategorized
withSecurity.

Additionally,thenotificationshouldalertanymanageroftheassignedgroup,seeingasthe
incidentasurgent.

A.Developa Notification
WewillassumeBusterWubbelhassharedthenotificationrequirementswiththesystem
administratorâ€” whomwhichyouwillimpersonatetocreatethenew notification.

1. ImpersonateSystemAdministrator.

SystemNotification>Email>Notifications.

New.

Afterthenew notificationrecordloads,opentheMoreoptionsmenufromtheform
header,thenselectToggleannotationson/ off:

@= 200|Submit=o

. 99ToggleTemplateBar

@Â®Toggleannotationson/off

NOTE:Annotationsappearon variousformsandcontainusefulinformation.It isalways
recommendedto readthembeforetogglingthemoff.
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5. SettheNametoP1InfinityIncident:
 

Name P1Infinityincident  
Thisnotificationwillbedefinedto informtheInfinitySecuritygroupandthe
assignmentgroupâ€™smanagerwheneveracritical(Priority1)employeeInfinity
securityincidentisactiveasa resultofbeingcreatedor updated.
UndertheWhentosendtab,setthefollowingvalues:

Inserted:[checked]
Updated:[checked]

Conditions:
Active| is|true
Priority|is|1â€”Critical
Category|is|Security
Shortdescription|contains|infinity
OR Shortdescription|contains|Infinity
YourWhento sendtabshouldlooklikethis:

 

Sendwhen Recordinsertedorupdated

Inserted9Â¥ vedee!

ConditionsAddFilterConditionAdd"OR"Clause

Alloftheseconditionsmustbemet

Active

Priority 1-Critical

Category
i

Security

Shortdescription contains $ | infinity

or ShortdescriptionÂ¥ contains $ Infinity   

NOTE:TheSecuritycategorychoicewaspreviouslydefinedforthisexercise.
 

7. SelecttheWhowillreceivetab.
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8. ClicktheUnlockicon(closedlock)forUsers/Groupsinfields:

Users/Groupsinfields

nsteadofselectinga userbyname,thushardcodingthatparticularuserto the
notification,selecta fieldthatcontainsthedataofa useraccount.Doingsowill
requiredot-walkingtables.

    
9. HighlighttheAssignmentgroup(+)field(formattedingreen)undertheAvailable

bucket:
 

Available

Number
Opened
Shortdescription
Caller(+)
Priority
State
Catego:

[rssemerear]group(+
ignedto

Undated     NOTE:The(+)iconindicatesafieldisa referencefield,whichcan thenbeusedtodot-

walkfromone tabletoanother.
 

10.WithAssignmentgroup(+)highlighted,clicktheExpandItemicon(+)betweenthe
AvailableandSelectedbuckets:
 

  +
 

 

NOTE:Doingsosuccessfullydot-walksfromtheIncidenttableintotheUsertable.
 

11.ScrolldownintheAvailablelisttofindandthenhighlightManager[+]:
 

Available

Groupemail
clude membe

Name    
Collaboration
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. ClicktheAddItemicon(>).

ThisaddsAssignmentgroup.Managerto theSelectedbucketor,inotherwords,the
notificationwillbesentto themanageroftheincidentâ€™sassignmentgroup.

. ClicktheEditGroupsicon(closedlock)on theGroupsfield:

Groups

. SearchforandselectInfinitySecurity.

    
. ClicktheWhatitwillcontaintab.

. TypethefollowingintotheSubjectfield:

IMPORTANT!P1InfinitySecurityIncidentCreated

. Addadynamicvalueplaceholdertothesubject:

a)FromSelectvariables,expandtheFieldslistbyclickingthe+ icon

b)ScrolldownandselecttheNumberfieldvariable
 

Selectvariables: Selectvariables:
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c)Highlight${number}fromtheMessageHTMLfield,thencopythetexttoyour
clipboard

d)ClickyourcursorintotheSubjectfieldattheendofthetext

e)Pressthespacebaron yourkeyboardonce

 

Subject|IMPORTANT!PIInfinitySecurityIncidentCreat

MessageHTML &Â®
B JU & @ FontFamily

A_ ~ Mr & 2 BBB
s- . it. OKA= i â„¢

Number:${number}rc]
Pastethe${number}textfromyourclipboard  

SubjectIMPORTANT!P1InfinitySecurityIncidentCreated${number}

NOTE:The${number}placeholderisaddedtotheendofthesubjecttextandisdynamic,
meaningit willautomaticallypopulatewiththeincidentnumbervalueoftherecordthat
triggersthenotification.Additionalplaceholderscan befoundandaddedfromtheSelect
variablessectiontothesubjectandMessageHTMLfields.   

 

. UpdatetheMessageHTMLfieldto includethefollowingtext,replacinganyexisting
text:

CriticalIncident${URI_REF}hasbeencreatedwithanInfinitySecuritycategory.
 

NOTE:TheS${URI_REF}placeholderincludesan upper-caseâ€œiâ€•aftertheâ€œURâ€•text.Check
toseehowthisplaceholderbehavesafterthenotificationisgenerated.

 

19.ClickSubmitto savethenotification.
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B.TestandVerifytheNotification
Createan incidenttotriggerthenotification,thenchecktoverifyitwassent.

 

NOTE:EmailisnotenabledfortheServiceNowLabInstance.
 

ImpersonateBusterWubbel.

Incident>CreateNew.

Fillouttherecordasfollows:

Caller:BusterWubbel
Category:Security
Impact:1- High
Urgency:1- High
Priority:1â€” Critical(autofills)
Assignmentgroup:ServiceDesk
Shortdescription:TestingP1InfinitySecurityNotification

Submittheincident.

Becauseemailisdisabledon theinstance,impersonateSystemAdministratorto
checktheinstanceâ€™semaillogs.

ImpersonateSystemAdministrator.

SystemMailboxes>Outbound>Outbox.

LocatetherecordwiththeSubjectIMPORTANT!P1InfinitySecurityIncident
CreatedINC#H##H#H#HH,thenclickon theCreatedtimestamptoopentherecord.

AfterreviewingtheRecipientslist,scrolldownfurther,thenfinallyclickthePreview
HTMLBodyrelatedlinktodisplaya previewofthemessagereceivedbythe
recipients:
 

PreviewEmail

CriticalIncidentINC0010008hasbeencreatedwithanInfinitySecuritycategory.   

 

NOTE:The${URI_REF}placeholderrendersasa directlinkto theincidentrecord.
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LABVERIFICATION
Outbox:InfinitySecurityP1Notification

Dim GotoCreatedÂ¥

â€˜Jne>inebox=Curbex>CreeedonTodey

& Q  BSCreated =Recipients

@ 200227170350 edisecurity@cloudd.com,winnie.reich@clov.IMPORTANT!P2InfinitySecurityIncidentCreatedINCO010008
 

RecipientList

SubjectIMPORTANT!P1InfinitySecurityIncidentCreatedINC0010008

Recipientsâ€”_cdisecuritv@cloudd.com.winnie.reich@cloudd.com  Greatwork!Youhavesuccessfullycreatedandtesteda newemailnotification.
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servicenuwModule2Recap
Collaboration

 

   
    Fortheseselectedtopics,discuss:

Whywouldyouusethesecapabilities?
Whenwouldyouusethesecapabilities?
Howoftenwouldyouusethesecapabilities?
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servicenow

E>DatabaseAdministration
4 | ServiceAutomation

 

 

 

s | IntrotoScripting&ApplicationTools   
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Module3â€” 3.1DataSchema servicenow
 

Objectives
* DatabaseStructureandHierarchy

â€” Tables
â€” Records
â€” Fields

* ReferenceFields
* TableRelationships
* TableTypes

â€” Base
â€” Core
â€” Custom

* SchemaMap
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ServiceNowDatabase servicenow
 

EverythinginServiceNowisbuilton aMariaDB
database,containingtables,whichyouaccessthrough
theServiceNowGraphicalUserInterface(GUI)

TheDatabasecontainsTables,TablescontainRecords,
RecordscontainFieldsâ€” aFieldisan individualpieceof
dataina record

DatainServiceNowisstoredandmanagedaccordingto a structurethatadministratorscanviewand
configure.Atableisacollectionofrecordsinthedatabase.Eachrow onatablelistcorrespondsto a

recordinatable,andeachcolumnonatablelistcorrespondstoafieldonthattable.

InstanceinformationisstoredindatabaseTables,whichcontainsRecords.ATableisadata
structureor databasecomponentanddataisstoredintables.Theindividualpiecesofdataina
recordarecalledFields.Whenlookingatdatainalistview,datainthesefieldscanbemodified
usingtherecordListEditorfunctionality.

Listsandformsprovideafriendlyuserinterface(UI)formanagingtablesandrecords.
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RecordHierarchy servicenow
 

 

CallerBethAngtinInformationisdocumented
andsavedinfields  

Manyfieldsmakeupa

record,whichcanbeviewed
andeditedusingaform

 
 

Oneor more recordsmake
upasearchable,sortablelist  

DatainServiceNowisenteredintoindividualfields,whicharedisplayedon a form.Oncesaved,
theseformsmakeuplists.Alisttypicallycomprisesformswithacommontheme,suchasa record
type,anassignmentgroup,orapriority.

Youcanthensortor searchintheseliststo locateaparticularform,whichcontainsdatainitsfields.

NOTE:ServiceNowoftenusesthetermrecordtodescribeallthedatasavedwithina particular
form.Theformissimplythewaythattheusercanviewandmodifythatrecord.
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TableComponents servicenuw
 

Atableisacollectionofrecordsinthedatabase
 

Records Users
Eachrecordcorresponds UserID NameEmail Location
toarow inatable  

abel.tuter AbelTuter abeltuter@Â®Brasilia
 

adela.cervantsz AdelaCervantsz
| adela.cervantsz@MiamiInthiscase,information

aboutasingleuser aileen.mottern AileenMottern aileen.mottern@
 

     T
alejandra.prenattAlejandraPrenat alejandra.prenattÂ®

â€”_â€”_â€”_â€”_â€”_â€”â€”â€”â€”â€”__JFields
Eachfieldcorrespondstoacolumn.Inthiscase,one elementsuchas

ina tableandrepresentsindividual theuserâ€™snameor emailaddress
piecesofdataina record

 

Recordsare identifiedbya32-character,globallyuniqueID,calledasys_id.

Recordnumbersareautomaticallyincremented,andthenumberformatpertableinthesystemcan
bechangedbyvisitingtheNumberMaintenanceapplication.

Forexample,changethedefaultincidentrecordnumberprefixfromâ€œINCâ€•toâ€œIN.â€•

Fieldsareavailableinavarietyofdifferenttypes,including:Choice,Date/Time,Journal,Reference,
andmore.Fieldtypesdefinehowafieldisinteractedwiththroughtheinterface,aswellasthetype
andformatofdataitcanstore.
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FieldAttributes servicenow
 

Eachfieldhasthreekeyattributes: FieldLabel
a label,aname,andavalue Thelabelisauser-friendlytermwhichallowspeopleto

identifythefieldintheuser interface

Example:UserID,Name,Location

FieldName
Thename isauniquetermthatthesystemusesto
identifythefieldinscriptsandautomatedbusiness
processes

abeltuter AbelTuter |Brasila
 

Gas, | soaccaea |wat

aileen.mottern

alejandra.prenattAlejandraPrenatt|Paris

aiejandro.mascall|AlejandroMascall|Frankfurt Example:user_name,name,location
  alene.rabeck AleneRabeck |London

Value
Thevaluesareactualdata

Eachfieldhasthreekeyattributes:a label,aname,andavalue.

ThefieldlabelinthisexampleincludesUserID,FullName,andLocation

Thename isa uniquetermthatthesystemusesto identifythefieldinscriptsandautomated
businessprocesses.Forexample,thenameattributeoftheLocationfieldontheUsertableis
sys_user.location.DonotconfusethenameattributewiththeNamefieldon theusertable,whichis
a label.ThenameattributeoftheNamefieldon theUsertableissys_user.name.

NOTE:TheNamefieldisacombinationoftheFirstnameandLastnamefieldsoftheuserrecord.

Valuesare theactualdata,suchasthisuserâ€™sname,AileenMottern,or herlocation,Rome.Insome

cases,thevaluemaybeempty,or null.
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ReferenceFields servicenow
 

SourceTable
Referencefieldsare identifiedwith Incident
thereferencelookupicon(Â©) NumberCallerCategory

INCO000015FredLuddySoftware
Thereferencelookupiconopensa INCO000016BowRuggeriHardware

dialogboxforlocatinga recordto /1NC0000017JoeEmployee
|

Inquiry/Helpreference,presentedasalistofthe A
referenced(target)table QReference

! TargetTablIfa recordisspecifiedinthe Lb =
e

referencefieldon thesourcetable,
youcanhoverover thereference
icon(@)topreviewthereferenced
record(onthetargettable)

Name UserID Department
BowRuggeribow.ruggeriDevelopment

|
FredLuddy|fred.luddy|Development
JoeEmployeeemployeeSales

Areferencefieldstoresa uniquesystemidentifier(knownasthesys_id)ofa recordon another
tablewhichiswhatestablishesthereferencerelationship.Forexample,theCallerfieldon the
Incidenttableisa referencetoarecordontheUsertable.

Whenyoudefinea referencefield,theplatformcreatesa relationshipbetweenthetwotables.
Addinga referencefieldtoa formmakestheotherfieldsinthereferencedtableavailableto the
form.

Administratorscancreatenew referencefieldsandconfigureseveraloptionsforreferencefields.

NOTE:Areferencefieldcanreferonlyto recordsfromoneothertable.Toaddafieldthatcanrefer
to recordson anytableintheplatform,regardlessofa sharedreference,usetheDocumentID
elementtype.

Additionally,wildcardsearchescanbeusedinreferencefields.
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TableRelationships servicenuw
 

Tablescanberelatedtoeachotherinvariousways
 

  One-to-Many Many-to-ManyDatabaseViews Extensions       

 

Requested IncidentTable
emule paces CMDB\ Uptime ExtendedTable
=

Requested cl MetricsItem2 TaskTable
ParentTable

RoleB - GroupB              
One-to-Many:Withina table,a fieldcanholda referenceto a recordon anothertable.Thereare

threeone-to-manyrelationshipfields:
1. ReferenceFields- Allowsa usertoselecta recordon a tabledefinedbythereference

field.Example:Callerfieldon theIncidenttableallowsa usertoselectanyrecordon
Usertable.
GlideList- Allowsa usertoselectmultiplerecordsonatabledefinedbytheglidelist.
Example:TheWatchlistfieldontheIncidenttableallowstheusertoselectanyrecordor
recordson theUsertable.
DocumentIDFields- Allowsa usertoselecta recordon anytableintheinstance.
Example:Documentfieldon theTranslatedTexttable.

Many-to-Many:Twoor moretablescanberelatedina bi-directionalrelationship,so thatthe
relatedrecordsarevisiblefrombothtablesina relatedlist.Example:softwarevendorscansell
multipleproductsandproductscanbesoldbymultiplevendors.

DatabaseViews:TwotablescanbejoinedvirtuallyusingtheDatabaseViewsPlugintoallowfor
reportingon datathatmightbestoredinmorethanone table.DatabaseViewsare read-only.Create
DatabaseViewsbynavigatingtoSystemDefinition> DatabaseViews.

Extensions:Atablecanextendanothertable.Theextendedtableincludesuniquefieldsplusallof
thefieldsandtheirpropertiesfromtheparenttable.
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TableRelationships:ExtendedTables servicenuw
 

Tablescanextend
othertables,creating ParentClass ChildClass

parentandchild Incident

tables NumberLocation NumberLocation

Atablethatextends
anothertableisa
childclass : ; : : ~

Achildtableinherits Achildtablemayalso
Thetableitextends thefieldsofitsparent containfieldsthatare

istheparentclass uniquetothatchildclass

InServiceNow,youcancreatea new tablethatstandsaloneor thatextendsanothertable.

TheTasktableandConfigurationtableareexamplesofparentclassesthatareextendedtochild
classes.

Forexample,childtablesextendedfromtheTasktableincludeChangeRequest,Incident,and
Problem.ChildtablesextendedfromtheConfigurationtableincludeDatabase,Hardware,and
Software.

Extendinga tableincorporatesallofthefieldsoftheoriginaltableandallowsforuniquefieldsto be
createdonthenewtable.Theinheritanceofthefieldsoftheoriginaltableisusedtocreate
subcategoriesofdata.ExamplesincludetheIncident,Problem,andChangeRequesttables,which
areallsubcategoriesoftheTask[task]table.

UsingtheDictionaryoverridesfeatureprovidestheabilitytodefinea fieldon anextendedtable
differentlyfromthefieldon theparenttable.Examplesincludeoverridingthedefaultvalues,field
dependencies,or read-onlystatusofa field.

DatabaseAdministration
Â©2018ServiceNow,Inc.AllRightsReserved 



TableTypes:BaseTables servicenuw
 

ChildrenClasses
Ifatableisextendedbutitselfisnot

|extendinganothertable,it iscalleda
basetable

 

       

Thetasktableissucha table,making
itbothaparentandabaseclass

Parent,BaseClass

Ifa fieldison a baseparenttablesuchastheTask[task]table,forexample,adifferentlabelcanbe
definedforeachextendedtable,suchas Incidentor Problem.Toadda differentlabelforan

extendedtable,navigatetoSystemDefinition>LanguageFile,thencreatea new entryforthe
extendedtable.

Everychildtableisaspecializationofthepreviousbasetableor previouschildtable.TheTask[task]
tableprovidesaseriesofstandardfieldsusedon everytablethatextendsit.

Toextendatable,selectthetabletoextendintheExtendsTablefieldon thetablerecord.

NOTE:Thisoptionisavailableonlywhenyouarecreatinga tablebutnotalltablesareextensible.
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TableTypes:Corevs.Custom servicenuw
 

Parent,Base,Core Custom
Task TeamBirthdays

Child,Core Tablesthat Tablesthatare Custom
existinthe createdanddo
basesystem notexistinthe
arecalled basesystemare it
coretables customtables

 

 

    

Custom  
Althoughcustomtablesare notinthebasesystem,theycanstillinteractwithexistingcoretables.

Forexample,a referencefieldon acustomtablecanaccessdatastoredonacoretable.Bydoingso,
a relationshipbetweenthetablesiscreatedwhichmakesthemrelatedtables.Thisrelationshipis
notexclusivebetweenjusta customtableanda coretable.Relatedtablescanbeacombinationof
multiplecore tablesand/ormultiplecustomtables.
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SchemaMap servicenow
 

 

TheSchemaMap
providesagraphical
representationof
othertablesrelated
toaspecifictable

G9Sow rerencedttieni GyShowreferencingtales@ShowenendedabiesMgShowenteringbes

Relationshipscanbe
filteredbyextension
or referenceclasses  Thistoolisavailable
toadminusersonly    

Inthisexamplemap,youwillseetheTasktableasthefocusofthemap(highlightedinyellow).

Tableswithbluebars,includingProblemandChangePhase,are tablesthatextendtheTasktable.

DemonstratedwiththeProblemtable,youcanusetheSchemaMapto identifywhatcolumns
(fields)originateonProblem,andwhichcolumnsareinheritedfromtheTasktable.Additionally,you
canseewhatfieldtypetheyare.

Tableswithredbars,includingLocationandUser,are tablesthatarereferencedbytheTasktable.

AseriesoffiltersatthetopoftheSchemaMapallowyoutoshow/hidetablesbasedon criteriasuch
aswhethertheyare referencedbytheTasktable,referencetheTasktable,areextendedbytheTask
table,or extendtheTasktable.

TheTableswindowon thefarrightofthescreenprovidesasummaryofallthetablespresentedand
theirrelationships.
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SectionSummary
* DatabaseStructureandHierarchy Lab3.1

H DataSchema* ReferenceFields
* TableRelationships CG)* TableTypes i=* SchemaMap Pages132-139 10- 20minutes

Lab3.1â€” DataSchema:

* Createa newtable
* Configurethetableformview
Â¢ Updatetheapplicationmenuandcreatenewmodules
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LAB

DataSchema 3.1
10-20 minutes
LabGoal

Thislabwillshowyouhowtodothefollowing:
* Createa new table
* Configurethetableformview
* Updatetheapplicationmenuandcreatenew modules

WithanactiveprocedureoftestingInfinitydevices,CloudDimensionsneedsa methodfor
managinginventory;trackinghowmanydeviceshavebeenissuedandtowhom.

ThevariousteamsinvolvedwithInfinitytestinghavecomeupwithasolutionbutwillneedthe
helpofthesystemadministratorto implementit.

Theirplanistohavethisinformationaccessedthroughanapplicationmenuwithaseriesof
modules.

TheprimarydatapointbeingtrackedwillbetheInfinitydevicesbutinformationabouttheusers,
suchasnameandemail,willalsobeavailable.

A.Createa NewTable
1. AsSystemAdministrator,navigatetoSystemDefinition>Tables&Columns.

TheTables&Columnsmoduleprovidesacleaninterfaceforbrowsingalistof
existingtablesinthedatabase.Selectinga tablenamewilldisplayitscontents:
columns(fields)andtheirattributes.

Thisinterfaceprovidesaneasywaytonavigatebetweenmultipletables,without
havingtoopenindividualrecordsto seeandcomparetablecontent.Pleasenote
thatalldatadisplayedon thispageisreadonlyâ€” itmaynotbeedited,unlessyou
selecta tableandclicktheEditTablebutton.

2. NavigatetoSystemDefinition> Tablestocreatea new table.
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3. Fromthelistheader,clicktheNewbutton:
 

Goto Name    
4. FilloutthetopoftheTableformwiththefollowingchanges:

Label:Infinity
Name:u_cmdb_ci_hardware_infinity(autofillswithu_infinity)
Extendstable:Hardware[cmdb_ci_hardware]
Newmenuname:Infinity(autofills)

 

NOTE:TheNamefieldautomaticallypopulateswithu_infinity.Thetablenamecanbe
changed,aslongasitstartswiththeu_prefixindicatingit isacustomtable.It isbest
practiceto rename thetableto indicateit is acustomCMDBCItable.
 

5. Submit.

B.AddFieldstotheInfinityForm

1. UsetheApplicationNavigatorfilterfieldtonavigateto Infinity> Infinities:

Infinity

Infinity

Infinities

 

NOTE:DuringthecreationoftheInfinitytable,theCreatemodulecheckboxwas

selected.Asa result,thisautomaticallycreatedthenewmoduleInfinitieswhichisa

pluralizedformofthetablename,Infinity.
 

AnemptyList(Norecordstodisplay)isdisplayedwithdefaultfields.
 

NOTE:Inafuturelab,youmodifytheInfinitieslistlayoutbeforeimportingdevice
recordsfromspreadsheets.

 

3. ClickNewtoopenaformdisplayingdefaultfields.
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OpentheFormContextMenu,selectConfigure> FormLayout.
RemovetheAssignedto,CategoryandFaultcountfields,keepingName,Assettag,
Installed,andStatusintheSelectedlist.

AddtheOwnedbyandSupportgroupfieldsto theSelectedlistfromtheAvailable
list.

Usingdot-walking,addOwnedby.Emailto theSelectedlist:

a)FromtheAvailablelist,locateandselectOwnedby

b)ClicktheExpandselectedreferencefieldicon
 

Available

Monitor
Mostrecentdiscovery
Operationalstatus
Orderreceived
Ordered
Ownedby [+

POnumber    c)FromtheAvailablelist,scrolldownandselectEmail

d)SelectAdd

Available6 0 Selected

Email Name
Employeenumber Assettag

<

 

 

Failedloginattempts Installed
Firstname Status   

Youshouldnow seeOwnedby.EmailundertheSelectedlist:
 

Selected

Name
Assettag
Installed
Status
Ownedby
Ownedby.Email
Supportgroup   
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NOTE:TheOwnedby.Emailfieldâ€™svaluerepresentstheemailofthedeviceâ€™sowner,and
willautomaticallypopulatewhenavalueisenteredintotheOwnedbyfield,as longas

theuserrecordincludesan emailaddress..
 

8. Next,intheCreatenew fieldsection,enter:

Name:DeviceNumber
Type:String(autofills)
Fieldlength:Small(40)(autofills)
ickAdd.

ddtwoadditionalfields:
 

Name Type FieldLength/Reference 

DeviceVersion String Small(40)
 

DeviceNotes Journal     

11.Afteraddingthenew fields,rearrangethefieldsundertheSelectedlistto looklike
this:
 

Selected

DeviceNumber
Name
Assettag
DeviceVersion
Supportgroup
Installed
Status
Ownedby
Ownedby.Email
DeviceNotes   

12.ClicktheSavebutton.

13.ClosetheSavingFormSectionwindow.
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14.TheInfinityNewrecordformdisplays:
 

<= Infinity= Newrecord

DeviceNumber

Name

Assettag

DeviceVersion

Supportgroup

installed

Status installed

Ownedby

Email

DeviceNotes    C.UpdatetheInfinityApplicationMenu

Thenew Infinityapplicationmenuanditsmoduleswillbeusedtocreatenew Infinitydevice
recordsfromtheformyouhavejustdesigned,aswellasdisplaya listofalldevices.

1. IntheApplicationNavigatorfilterfield,typeInfinity.
2. Hoveryourcurserover InfinityandclicktheEditApplicationicon(pencil):

Infinity

Infinities

ThisbringsuptheApplicationMenurecordforInfinity.
 

NOTE:YoucouldalternatelyaccessthisrecordbynavigatingtoSystemDefinition>

ApplicationMenusandsearchingforInfinityinthelist.
 

UpdatetheTitleto InfinityInventory.
Savetherecord.
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6. FromtheModulessection,opentheInfinitiesrecord:

= Modules|New|GotoOrder

Y Applicationmenu=InfinityInventory

 

& Q Brite  Zrable = Active

@ Infinity(u_cmdb_ci_hardware_infinity]true  Updatetherecordasfollows:

Title:AllDevices
Order:200

ClickUpdate.
Next,clickNewfromtheModulessection:

= nods falGoto Order v

 

4 Applicationmenu=InfinityInventory

bi] Q = Title =Table

@ AllDevicesInfinity[u_cmdb_ci_infinity]   . Fillouttheform:

Title:AddInventory
Order:100

. ClicktheLinkType*tabandfilloutthefieldsasshown:

Linktype:NewRecord
Table:Infinity[u_cmdb_ci_hardware_infinity]

 

NOTE:TheTablefieldappearstoberead-only(indicatedbygray),butclickingon the
tablenamewillopenthedrop-downmenu.
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12.Yourscreenshouldlooksimilartothis:
 

= Module= Newrecord

Title AddInventory

Applicationmenu InfinityInventory

Order

Hint

Displayname

Visibility|LinkType

Selectthetypeoflinkforthemoduleorselectseparatortocreateahorizontalline,

Linktype NewRecord

Table Infinity(u_cmdb_ci_hardware_infinity]

Viewname   

13.ClickSubmit.

KnowledgeCheck
BeforecreatinganytableinServiceNow,thequestiontoalwaysstartwithis:shouldthetable
becreatedfromscratchor byextendinganexistingtable?

WhydoyouthinktheConfigurationItemtableextendedinsteadofcreatinga new table?

LABVERIFICATION
NewTable- ApplicationMenuandModules

InfinityInventory

AddInventory
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AddInventoryModule(FormView)
 

| = Infinity== Newrecord

DeviceNumber

Name

Assettag

DeviceVersion
Supportgroup

Installed

Status_installed

Ownedby

Email    CloudDimensionsnowhasitsfirstcustomtable,thankstoyou!
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Module3â€” 3.2DataSecurity servicenuw
 

Objectives
* UserPermissionsSummary
* AccessControlRules

â€” WhatisanAccessControl?
â€” AccessControlList(ACL)
â€” RuleTypes
â€” Requirements
â€” UsingtheWildcard
â€” EvaluationWorkflows

DatabaseAdministration
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AccessOverview servicenow
 

 

User
AuthenticationUserInterface Database

/Login 

Pp Tables
Modules (RecordsandFields) GovernedbyRoles Governedby

GlobalSystem
Properties

Governedby
AccessControlRules 

ServiceNowprovidesseverallevelsofsecuritybeforean enduserhasthecapabilitytoperform
CRUD(Create,Read,Update,Delete)operationson a table:

* UserAuthentication/Login:Users,Groups,andRoles
Â¢ ApplicationandModulesAccess:ControlledbyrolesconfiguredattheApplicationand

Modulelevel
DatabaseAccess:Accesstotablesandtheirrecordsandfieldsarecontrolledviaglobally
definedsystempropertiesaswellastableandfieldlevelAccessControls.Ifa row levelrule
andafieldlevelruleare inconflict,bothrulesmustbetruebeforeanoperationisallowed.

Thereare threesecuritymodulestypicallyusedbytheSystemAdministrator:
* SystemProperties>Security
* SystemSecurity>AccessControl(ACL)
* SystemSecurity>HighSecuritySettings
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Whatisan AccessControl? servicenow
 

AccessControlâ€” 7 TheserulesrestrictServiceNow-specific
R

.

AnAccessControlisa securityruledefinedto ane.CRUDoperations
restrictthepermissionsofa userfromviewing
andinteractingwithdata Create
Itisexecutedwhenattemptingtoaccessany
ServiceNowtableandmaybesetatthe: ead
row-leveland/orcolumn-level

Update(write)
(accessto (accessto Deletetherecord) thefield) Mostsecuritysettingsare implementedusingAccessControls.

InadditiontorestrictingCRUDoperations,AccessControlrulescanrestrictServiceNow-specific
operationson tablesandfields.

ServiceNowoperationexamplesinclude:
* execute:usercannotexecutescriptson a recordor Ulpage
* Edit_ci_relations:usercannotdefinerelationshipsbetweenConfigurationItem[cmdb_ci]

tables

Save_as_template:controlsthefieldthatshouldbesavedwhenatemplateiscreated

Report_on:usercannotcreatereportson theobject
Personalize_choices:usercannotright-clickachoicelistfieldandselectConfigureChoices
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AccessControlList(ACL) servicenuw
 

TheAccessControlList(ACL)containsallofan instanceâ€™sAccessControlrules

Userswiththeappropriatepermissionscanmodifyrulesandtheirdefinitions
service

1 wmees b>

aoiserg9maiae  

Alluserswiththeadminrolehavespecialaccesstoallplatformfeatures,functions,anddata
becauseadminscanoverrideAccessControlsandpassallrolecheckssogranttheadminprivilege
carefully!Withthissaid,inorderfora usertocreateor updateAccessControlroles,theymusthave
thesecurity_adminrole.
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AccessControlDefinition:RuleTypes servicenuw
 

 

table.None table.field table.*

Nospecificfieldselected- this Thisruleappliestoonlyone field Wildcardâ€” thisruleappliesto
ruleappliestothewholetable ona recordandinthiscase,the everyfieldon a recordwithouta
includingitsrecords Callerfieldon an incidentrecord table.fieldrule

 

EachAccessControlspecifiesthetableor typeofrecord(includingfields),operationbeingsecured,
anduniqueobjectidentifier.AccessControlrulesaredefinedforandappliedtoaspecifictableso

thattheruleiswithinthecontextofthetableandthetypeofdatastored.
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AccessControlDefinition:Requirements servicenow
 

 

EachAccessControlrulespecifiesQa)aa
* Theobjectbeingsecured Ss
* Thepermissionsrequiredto x Ow

accesstheobject @commaeins machestan
dd FterCondiÃ©on|Addâ€œORClause

AccessControlrulesrequireusers hetve vile &| [ewe

topassa setofrequirementsin Â®@â„¢sw (@](Ol ele male] =] elelelells
ordertogainaccesstoparticular ver transaction= GLideTransaction.get():

data: Â° ((transaction.getRequestParaneter("sysparm_record_targetâ„¢)==
*

â€œsysapproval_approver")&&hasAccessToDocusent(current))| | (typeof
aapproval_form_request{= â€œundefinedâ€•bgapproval_form_request=

1. Roles trve)s

2. ConditionalExpressions
3. Scripts    

AccessControlRulescanbedefinedwiththefollowingthreecomponents,whichrelateto thesetof
requirementsa usermustpassinordertogainaccesstoparticulardata:

1. Roles:Ifyouputone or more rolesthere,thenonlyuserswithatleastoneofthoseroles
areallowedtoperformtherequestedoperation.

2. ConditionalExpressions:Youwillseeaconditionwidgetwhereyoucanaddconditional
expressionstoyourACL.Forexample,youmighthaveaconditionalexpressionthatsays
â€œActive= true"ifyouwantthisruletoevaluateto trueonlyfordatabaserecordsthat
meetaspecificcondition.

Scripts:IftheAdvancedcheckboxisselected,youthenhaveanopportunitytoapply
securitybasedon userdefinedscript.Yourscripthasaccessto thecurrentrecordand
hasresponsibilityforsettingaglobal"answer"variabletoallow,or deny,accessto the
requestedresource/operation.Ascriptisevaluatedinadditiontootherconditionsyou
setontherule.

Allmustevaluateto true.
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AccessControlExamples servicenow
 

 

RuleExample1 RuleExample2
RuleName:incident RuleName:incident
RuleOperation:read RuleOperation:read

Definition: Definition:
 

Script Requiresrole
Â° Current.opened_by== gs.getUserI0()||

current.caller_id== gs.getUserI0()||
current.watch_List.indexOf(gs.getUserID())> -1;     Description:

Youcanreadan incidentifyouopenedit,are Description:thecallerofrecord,or are on thewatchlist
Youcanreadan incidentifyouhavetheitilrole     Inthefirstruleexample,theaccesscontrolâ€™sdefinitionincludesonlyascriptrequirementwhich

roughlytranslatesto: istheuserthatopenedthisrecordthesameuserattemptingtoaccessit,or is
theuserthatislistedasthecallerthesameuserattemptingtoaccessit,or istheuserthatislisted
on therecordâ€™swatchlistthesameuserattemptingtoaccessit?

Iftheusermeetsanysingleone ofthesecriteria,theyareableto read(orview)theincidentrecord.
Iftheydonotmeetasingleoneofthesecriteria,thentheyarenotabletoreadtheincidentrecord.

Tofurtherillustratethis,thinkofthefollowingscenario:JoeEmployeecalledinto theServiceDesk
toreportan issue.ThesupportagentreceivingJoeâ€™scallcreatedan incidentandaddedJoeâ€™sname
totheCallerfield.Later,whenJoeattemptstoviewtherecordâ€” possiblytoseeanyprogressmade
withit â€” hewillhaveno problemdoingso,becauseofthisrule.

Now,whilestillthinkingofthisscenario,theagentthatopenedtheincidentrecordwould
technicallybeabletoviewJoeâ€™srecordbecauseofthatsamerule.However,whathappensifthey
reassigntheincidenttoanotherfulfilleruser?

Luckily,thesecondruleexamplewouldallowthatotherfulfillerthechancetoviewtherecord.This
rulestatesthatinorderto readan incident,youhavetohavetheitilrole.

Inthecaseofthesetworules,becausetheyareappliedon thesameobjectlevel(readingan
incidentrecord),passingeitherrulewillgrantaccesstotheuser.
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UsingtheWildcard servicenuw
 

Theselectionofthe
wildcard(*)symbol
fromtheNamedrop-
downliston the
AccessControlform
meansthattherulein
questionappliestoall
fieldson theselected
tableexceptforthose
withexplicitrule

change_request.NonereadAccessControlforitil_adminanditilroles
change_request.*readAccessControlforitil_adminrole
change_request.typereadAccessControlforitilrole

 

shenÃ©esctgion ramos wrtditeitil_adminz Changedentvieronunit oisesesorsog0

roleisable UpgraseOWA-SD-110MSWindowsServer2016aeuses-esorseso

tosee: srcrease6_blockbutetrom$000107500 . 2oises-esosze00  

 

EinumberÂ¥Shortdescription  itilroleis -

abletosee: ~~ -

 

Oneoftherealbenefitsofusingthewildcardtypeofruleisto reducetheamountofrulesrequired
tocontrolaccess,whichalsoresultsinlessrequiredmaintenance.

Forexample,takingthesameseriesofrulesaboveâ€” itcouldaccomplishthesameendresults
withoutawildcardrule.However,inordertodoso,itwouldrequiresixseparaterules.Thatisa

significantmoreamountofrulestomanage,shouldchangesbeneededinthefuture.
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AccessControlEvaluation
 

Oneofthemostpowerfulitemsbehind |ContextualSecurityisthatitcanapply 4 a 3 â€œ u *

eithertoaparticularfieldor anentirerow,
usingthisprocess:

â€˜FindfrstmatchingFIELDACLRutewe

 

      RecordACLrulesare processedinorderofmostspecifictomostgeneral:Matchtheobjectagainst
fieldACLrules.MatchtheobjectagainsttableACLrules.

Thisprocessingorderensuresthatusersgainaccessto morespecificobjectsbeforegainingaccess

to lessspecificones.AusermustpassbothfieldandtableACLrulesinordertoaccessa record
object.Ifa userfailsa fieldACLrulebutpassesa tableACLrule,theuserisdeniedaccesstothe
fielddescribedbythefieldACLrule.Ifa userfailsa tableACLrule,theuser isdeniedaccesstoall
fieldsinthetableeveniftheuserpreviouslypassedafieldACLrule.

InmostcasesthereisnotanindividualfieldACLruleforeveryfieldinthetabletheusersistryingto
access.Ifno fieldACLrulematchestherecordobject,theusermustpassthetableACLrule.Since
thebaseplatformincludeswildcardtableACLrulesthatmatcheverytable,theusermustalways
passatleastonetableACLrule.ThebaseplatformprovidesadditionaltableACLrulestocontrol
accesstospecifictables.

TableACLrulesareprocessedinthefollowingorder:Matchthetablename.Forexample,incident.
Matchtheparenttablename.Forexample,task.Matchanytablename(wildcard).Forexample,*.
JustlikewithfieldACLrules,theplatformgrantstheuseraccessto therecordobjectsecuredbythe
ACLruleandstopssearchingformatchingACLrulesthefirsttimea userpassesa tableACLrule's
permissions.AuserwhopassesthetableACLruleforIncidenthasaccesstoallfieldsintheIncident
table.AuserwhopassesthetableACLrulefortaskhasaccesstoallfieldsintheTasktableaswell
asthefieldsinextendedtables.AuserwhopassesthetableACLruleforanytablehasaccesstoall
fieldsinalltables.
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servicenuw

SectionSummary
Lab3.2UserPermissionsSummary aanKerriata SecurityWhatisan AccessControl?

AccessControlList(ACL)
RuleTypes
RuleDefinitionCriteria Pages150-156 15- 20minutes

EvaluationWorkflows

Lab3.2â€” DataSecurity:

* Updatea role
* Provideapplicationmenuandmoduleaccessforaspecifiedrole
* CreateanAccessControlruletograntdatapermission
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LAB

DataSecurity 3.2
SS 15 -20minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab3.1. 

Thislabwillshowyouhowtodothefollowing:
* Updatea role
* Provideapplicationmenuandmoduleaccessforaspecifiedrole
* CreateanAccessControlruletograntdatapermissions

Aftermuchdeliberation,CloudDimensionsmanagementhavedecidedto limitaccessto Infinity
devicedatatoonlythoseteamsactivelysupportingtheproduct.

Theresultisarequirementto restrictaccessto theInfinityInventoryapplicationmenuand
modules,aswellascontrollingwhichfieldstheuserscanupdate.
Asthesystemadministrator,youwillactupontherequirementsprovidedbyCloudDimensions
managementtosuccessfullysecureInfinitydevicedata.

A.ModifytheInfinityTableRole
1. SystemSecurity> UsersandGroups>Roles.

Searchforandopentheu_infinity_userrolerecord.
 

NOTE:ThisrolewasautomaticallycreatedwhentheInfinitytablewasaddedtothe
database,alongwiththecreationoffourtableAccessControlrules.Alloftheseare

optionalduringthetablecreationprocessandcanbeavoidedthroughsettings.
 

Changethenametou_infinity_support.

TypeintotheDescriptionfield:SupportrolefortheInfinity.
FromtheFormContextMenu,selectInsert.
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NOTE:Twoinfinityrolesnow existwhichwillallowformoregranularaccessprovisioning
inthefuture:
 

= Namea

u_infinitysupport

infin.   

 

B.ConfirmandModifyAccesstotheInfinityInventoryApplication
1. SystemDefinition>ApplicationMenus.

2. Useanymethodto findandopentheInfinityInventoryapplicationmenu.

3. Noticethevaluenextto theRolesfield,u_infinity_user:

TitleInfinityInventory

 

4. ClicktheEditUserRolesicon(pencil)nextto theRolesfield:
 

TitleInfinityInventory

_ uJoity_sser

5. Addtheu_infinity_supportrolefromAvailabletoSelected.   

6. ClicktheDonebutton.

7. UpdatetheApplicationMenurecord.

UpdatetheInfinitySupportGroup
1. UserAdministration>Groups.
2. LocateandopentheServiceDeskgrouprecord.
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SelecttheRolestab,ifneeded,thenclickEdit...

Addtheu_infinity_supportroletotheRolesList.

Save.

TheServiceDeskRoleslistshouldlooklikethis:
 

= |RolesMes Goto CreatedÂ¥

FYâ€™_Group=ServiceDesk

xr Q = Role

itil

filter_group

uwinfinitysupport

@__templateeditorgroup   

TesttheVisibilitySettings 1. ImpersonateRitaCenter.

2. ConfirmRitaCenterhasbeendeniedaccessto theInfinityInventoryapplication
andto themodulesitcontains.

3. ImpersonateKevinEdd.

4. ExpandtheInfinityInventoryapplicationmenutonoticeonlyonemoduledisplays:

InfinityInventory

inv

Amoduleismissingfromtheapplicationmenu.Whichone?

5. Clickon theAddInventorymodule.

AlthoughKevinEddhasinheritedtheu_infinity_supportrolebecauseheisa

memberoftheInfinitySupportgroup,whichhasaccessto theInfinityInventory
Application,theroledoesnotcurrentlyhavetherightsforcreatingnew data.
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Asa result,theInfinityNewrecordpageisblankwhenKevinattemptstoaccessit.

AccessControlrulescanbecreatedto allowuserswitha certainroleaccesstowork
witha tableâ€™sdata,butfirstletusupdateRitaandKevinâ€™sgrouppermissionsso

ServiceDeskandInfinityCustomerSupportgroupmembersaregrantedaccessto
theapplicationandallofitsmodules.

UpdateRolesandGroups
1. AsSystemAdministrator,UserAdministration>Roles.

Locateandopentheu_infinity_supportrecord.

UndertheContainsRolessection,clickEdit...

Addu_infinity_userto theContainsRolesList.

ClickSave.
 

NOTE:Youhaveaddedtheu_infinity_userroleanditspermissionsunderthe
u_infinity_supportrole.Thismeansalluserswiththeu_infinity_supportrolenow

automaticallyinheritthepermissionsfoundwithu_infinity_user.
 

UserAdministration> Groups.

OpenInfinityCustomerSupport.
UnderRoles,clickEdit...

Addtheu_infinity_userrole.

. Save.

. ImpersonateRitaCenter.

. ConfirmtheInfinityInventoryapplicationmenuisaccessibleanditstwomodules
display.

 

NOTE:BothRitaCenterandKevinEddcannow accessbothoftheInfinityInventory
modules.Additionally,theycannow createnewrecordsandupdateexistingones.
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C.CreateanAccessControlRule
Nowthatthegrouppermissionshavebeensetandonlytherightgroupsofuserscanaccessthe
application,createanAccessControlrulethatallowsonlytheSystemAdministratortoupdate
theAssettagfieldon theInfinityrecord,andno otherrole.

1. ImpersonatetheSystemAdministrator.

2. OpentheUsermenu.

3. Next,chooseElevateRoles:

r=)SystemAdministratorÂ»

Profile
impersonateUser

ElevateRoles

Logout
 

Selectthecheckboxnexttosecurity_admin:
 

security_admin   

ClickOK.

Noticethepagerefreshesandthereisnow an unlockedpadiconnexttoyourname
on theUsermenu:

a SystemAdministrator@+

SystemSecurity>AccessControl(ACL).
Filterthelistofrulesto findthefouru_cmdb_ci_hardware_infinityrules.

Opentherulewiththewriteoperation:
 

= Namea = Operation

u_cmdb_ci_hardwareinfinitywrite   
DatabaseAdministration
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. FromtheNamefield,selectthedropdownnexttothedropdownwiththevalue
Infinity[u_cmdb_ci_hardware_infinity]:
 

Name> Infinity(u_cmdb_ci_hardware_infinity]w  
. Fromthedropdown,selectAssettag.
. OpentheFormContextMenuandselectInsertandStay.

14.

15.

16.

17.

. FromtheVerifySecurityRuleswindow,clickContinue:
 

VerifySecurityRulesfor"u_cmdb_ci_hardware_infinity.asset_tag"

Rowlevelu_cmdb_ci_hardware_infinity
Fieldlevel u_cmdb_ci_hardware_infinity.asset_tag

Cancel  ScrolldowntotheRequiresrolesection.

DoubleclickonInserta newrow...

Typeadminandclickthesave icontoaddtherole.
 

Definition

Requiresrole

bos] = Role

x ladmin Update.
 

NOTE:Theu_cmdb_ci_hardware_infinity.asset_tagrulewas createdandaddedto the
AccessControlList.
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LABVERIFICATION
AccessControlListâ€” InfinityRules

= AccessControls|New|Goto Name

7 all>Namecontainsinfinity

= Namea = Operation

cmdbcihardwareinfinity create

hardwareinfini

u_cmdbci hardwareinfinity

u_cmdbci_hardwareinfinity  u_cmdbci hardwareinfinity.asset_tag  TestNewSecuritySettings
1. AsRitaCenter,InfinityInventory> AddInventory:

 
= Infinity<  & Newrecord

DeviceNumber

Name

Assettag

DeviceVersion     NOTE:AllfieldsbutAssettagandEmailshouldbeeditable.Thesesamefieldswould
alsobeuneditableforexistingrecords,forallusersinServiceDeskor InfinityCustomer
Supportgroups.Assystemadministrator,allfieldson theformare editable.
 

Withthislab,applicationandmoduleaccesswasadjusted,andanAccessControlrulewas

createdtolimitpermissionstotabledata.

Thisisnotan easytopicnor lab,so welldonecompletingit!
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Module3â€” 3.3ImportSets servicenuw
 

Objectives
* Whatare ImportSets?
* ImportSetTable
* TransformMaps
* CoalesceFields
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servicenuw
 

ImportSetsâ€”A
AnImportSetisatoolusedtoimport
datafromvariousdatasources,and
mapthatdataintoServiceNowtables

ge
- HRImplementersmayuseImportSetsto
copya largenumberofHRStoriesintothe
Developmentinstanceduring
implementation

 

- Securitydoesnotapprovean integration
witha datasourcevitaltoIToperations
anduseImportSetstoperiodicallyupdate
a significantnumberofrecords     

ImportSetsprovidea mechanismtopulldataintoServiceNow.ImportSetsstoredatainImportSet
tables.Anyuserloggedinwiththeadminor import_adminrolecanmanageallaspectsofImport
Sets.

DataSourcesare recordsinServiceNowthatcontaininformationregardingan ImportSetdata
source.Youcanimporta filefroma localsource(i.e.XML,CSV,Excel)or froma networkserverby
providingapathandauthenticationinformation.Adatasourcecancomefromafile,anLDAP
connection,or aJDBCconnection.

TheImportSetTableactsasastagingareaforrecordsimportedfromadatasource.

TransformMapsprovideaguideformovingdatafromImportSettablestoâ€œTargetâ€•tables;field
mappingprovidesdirectfield-to-fielddatamoves.

ATransformMapisa setoffieldmapsthatdeterminetherelationshipsbetweenfieldsinan Import
SetandfieldsinanexistingServiceNowtable(suchas Incidentsor Users).Oncedefined,existing
TransformMapscanbereusedformappingdatafroman ImportSettoaServiceNowtable.The
TransformMapModuleenablesanadministratortodefinedestinationsforimporteddataonany
ServiceNowtables.Transformmappingcanbeassimpleasdragginganddroppingtospecifylinking
betweensourcefieldson an ImportSettableanddestinationfieldson anyServiceNowtable.

TheTargetTableisanexistingtableinwherethedatawillbeplaced,post-transformation.
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ImportSetTable servicenuw
 

DataSources ImportSetTable
Theimportsettableisastagingareaforrecords
importedfroma datasource

Fieldson thesetablesaregeneratedautomatically
g basedon importeddata

QQ ImportingBestPractices
Understandwhatdatayouarebringinginandwhere

Qu itshouldbeplaced
Plantimebeforean importtoverifyyourdata:

* Removeobsoletedata
* Inaccuratedatatakestimetofixafteradataimport

Beforeimportinganydata,it isimportanttounderstandwhatdatayouarebringinginandwhere
thatdatashouldgo.

Youshouldverifythedatabeforeyouimportitsincebaddatawillcomplicatethingslaterinthe
importandtransformprocesses.Extratimespentplanningandexaminingdatabeforeimportwill
savetimeandpotentialproblemslater.

Datashouldnotbeimportedinextremelylargechunks.CreatinganextremelylargeImportSetcan
causeextensivedelays.TheimportedfilelabelisusedtodeterminethenamefortheImportSet
tablethatdatawillbeloadedinto.

NOTE:ItisalsopossibletochooseanexistingImportSettableto useforloadingdatafromthe
samesource,or datathathasthesamefield/columndesignations.WhenanexistingImportSet
tableischosen,thetablefieldsareaddedwhentheincomingsourceofdatacontains
fields/columnsthatdonotexist.
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TransformMaps servicenuw
 

Atransformmapisasetoffieldmapsthatdefinetherelationshipsbetween
fieldsinan importsettableandfieldson a targettable

TransformMap

TableFields !al TableFields
  

Username Firstname

[username] ~ [first_name]  

  

FirstName Ls Lastname

[first_name] [last_name]  

  

Surname UserID
{last_name} [user_name]      

Transformmappingisflexible;thespecificationcanbeassimpleashavingtheapplicationauto-
matchfieldnamesfromsourceanddestination,or mappingcanuseadvancedlogicandleverage
thefullpoweroftheServiceNowscriptingenvironment.AsingleImportSetfieldcanalsobe
mappedtomultiplefieldson aTargettable.Anytableisa potentialdestinationfortransformation
ofan ImportSet,andanyfieldwithina tablecanserveasa potentialdestinationfortransformation
froma fieldwithinanImportSet.

Selectthetablewhereyouwanttransformeddatato beplaced.Youcanselectonlytableswithin
thecurrentlyselectedapplicationscope,theglobalscope,or tablesthatgrantwriteaccesstoother
applications.NameandSourcetableare setbasedon thelabelwhichwasassignedto theImport
Set.It isnecessarytoassignatargettableintowhichthedatacanbetransferred.

AutomaticMappingUtility:Thesimplestmappingmethodiswhereallofthefieldnamesofthe
ImportSetmatchthenameofthefieldson theTargettablewherethedatawillbetransformed.In
thiscase,simplyclickAutoMapMatchingFieldsintherelatedlistintheTableTransformMapsform
andconfirmpropermatching.Ifthereareanydiscrepanciesintermsofhowfieldswere

automaticallymatched,thesecaneasilybecorrectedusingtheMappingAssistutility.Whenall
fieldsarematchedproperly,clickTransformintherelatedliststobegintransformingdataontothe
destinationtable.

MappingAssistUtility:TheMappingAssistutilityprovidesavisuallyintuitiveenvironmentfor
specifyingmappingbetweenImportSetfieldsandTargettablefields.WiththeMappingAssistutility
itispossibleto mapasinglesourcefield(fieldon an ImportSettable)tomultipledestinationfields
(fieldson aTargettable).
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CoalesceFields servicenow
 

Coalescingafield(orsetoffields)meansthefieldwillbeusedasauniquekey
duringimports

Y &)
Ifamatchisfoundusingthe Ifamatchisnotfoundusingthe
coalescefield(s),theexisting coalescefield(s),thenanew

recordwillbeupdatedwiththe recordwillbeinsertedintothe
informationbeingimported database

ThereareseveralpossibleconfigurationsyoucanusetocoalescedatainImportSets:
* Nocoalesce:Ifno coalesceisdefined,allimportedrows are treatedasnew records.No

existingrecordsareupdated.Iftheimportisexecutedagain,duplicaterecordswillbe
created.

Single-fieldcoalesce:Youcancoalesceonasinglefieldtoupdateanexistingrecord.Ifa
targettablerecordexistswiththesamevalueinthecoalescefieldasthestagingtablerecord,
thetargettablerecordisupdatedusingtheImportSetrecordvalues.

Multiple-fieldcoalesce:Youcancoalesceon multiplefieldstoupdateanexistingrecord.Ifa
targettablerecordexistswiththesamevaluesinallcoalescefieldsasthestagingtable
record,thetargettablerecordisupdatedusingthestagingtablerecordvalues.Allcoalesce
fieldvaluesbetweenthetargetandstagingtablesmustmatchtocoalescewithmultiple
fields.
Conditionalcoalesce:Youcanusea scripttodetermineifastagingtablerow shouldcoalesce
toa targetrecord.Mostconditionalcoalescescriptsaredefinedinthesourcescriptfieldofafieldmapforthesys_idfield.Toupdatea targetrecordusingthestagingtablerecordvalues,
thescriptmustreturnthesys_idofthetargettablerecord.
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SectionSummary
Lab3.3WhatareImportSets?

ImportSets
ImportSetTable
TransformMaps
CoalesceFields

Pages163-171 20- 25minutes

Lab3.3â€” ImportSets:

Modifyalistlayoutaspreparation
CreateanImportSetTableandTransformMap
Transformmultipleimports
Cleanupimportdata
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LAB

ImportSets 3.3
SS ) 20-25minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab3.1. 

Thislabwillshowyouhowtodothefollowing:
* Modifya listlayoutaspreparation
* Createan ImportSetTableandTransformMap
* Transformmultipleimports
* Cleanupimportdata

Inthislab,youwilluseImportSetsto loaddatathathasbeencollectedoutsideofServiceNow
intotheInfinitytable.

ThedatawillrepresentassetregistrationbyCloudDimensionsemployeesandpartners,and
includeinformationabouttheuserandtheirregisteredInfinitydevice.

Thislabhasthreeparts:
1. Aninitialload,withallofthefoundationalworkrequired.
2. Anincrementalload.
3. Adatacleanup.

Intheinitialload,youwill:
* GatherExceldatafiles
* OrganizealistlayoutfortheInfinitytable
* Createa new ImportSetbyimportingdatafroman Excelspreadsheettoastaging

table,thenvalidatethedata
CreateaTransformMapbasedon thestagingtable:useautomappingandmapping
assisttoestablishthemappingbetweenthesourceandthetargettables
Completethetransformandverifytheresultingdata

Intheincrementalload,youwill:
* UploadasecondExcelspreadsheet,reusingthestagingtableandTransformMap
* Identifyacoalesce(key)fieldtoensurethatexistingrecordsare updatedfromthe

new importeddataandnotduplicated
Inthecleanup,youwillcleanuptheImportSetTableâ€™sdata.
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A.Part1:InitialLoad

GatherExcel(.xlsx)DataforLab

Beforeyoubegin,downloadthetwoInfinityMSExcelKnowledgefiles:infinity-data.xlsxand
infinity-updates.xlsx,andsavethemtoyourdesktop.

Openboththeinfinity-data.xlsxandinfinity-updates.xlsxfilesto reviewtheircontents;
columns,fields,anddatatypes.

ModifytheInfinityAllDevicesListLayout
1. AstheSystemAdministrator,navigatetoInfinityInventory>AllDevices.

2. OpentheColumnContextMenufromanyfield,thenselectConfigure> ListLayout:

= |tnitesBJsoto name

YTa

QaER.-Sort(ato2)

 

Sort(ztoa)

@ w
GroupByName

ActionsonseyBarChartPieChart

Configure> ListLayout=[S.
import ListCalculations

Export> ListControl
 

Usingtheslushbucket,organizetheSelectedfieldlistto includethefollowingfields
intheorderseenhere:
 

Selected

DeviceNumber
DeviceVersion
Name
Ownedby
Location
Status
Supportgroup
Updated   

4. ClickSave.
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5. YourAllDeviceslistheadershouldlooklikethis:

 
Pell GotoName

=deviceVersion = Supportgroup
 

Createa NewImportSet

1. SystemImportSets> LoadData.
 

NOTE:Thefollowingsteps(process)canbecompletedbyanyuserwiththerole
import_adminor import_set_loaderandimport_transformer.
 

PopulatetheImportSetform:

Importsettable:Createtable(autoselected)
Label:InfinityImports
Name:u_infinity_imports(automaticallypopulates)
Sourceoftheimport:File(autoselected)
File:Choosefile,thenselectinfinity-data.xlsx

3. ClickSubmit.

4. ReviewtheProgressscreen,youshouldsee7inserts:
 

Progress
NameImportProcessor
State

Completioncode

MessageProcessed:7,inserts7,updates0,errors0,emptyandignored0,ignorederrors0(0:00:00.940)   

ValidateDatainImportSet

1. ToverifythedatainthenewImportSet,intheNextSteps...sectionoftheProgress
screen,clicktheLoadeddatalink:
 

Nextsteps...

ImportsetsGototheimportsets

||Loadeddata|Gotothenewlyimportedtable:u_infinity_imports|

CreatetransformmapAtransformmaplinkstheimporteddataandfields

ImportlogViewtheimportlog  DatabaseAdministration
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2. ConfirmthesevenInfinityImportsrecordsloadedcorrectly:

riniyinpatsJcow (se

 

Ut 2 = Setv =State

1SETOO10001Pending

1sT0010001Pending

1SETO010001Pending

1SETO010001Pending

ISETO010001Pending

1SET0010001PendingÂ©/O/0|/0/e/e/0|fISETO010001Pending    

NOTE:Youmaynoticeadifferentorder.
 

CreateTransformMap
1. SystemImportSets> CreateTransformMap.

Fillouttheformasshown:

Name:InfinityAssets
Sourcetable:InfinityImports[u_infinity_imports]
Targettable:Infinity[u_cmdb_ci_hardware_infinity]
Save.

ScrolltoRelatedLinks,thenclickAutoMapMatchingFields.
 

NOTE:Averificationmessagedisplaysat thetopofyourform.
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5. Verifythatfourfieldsautomapped:Name,DeviceNumber,DeviceVersion,and
SupportGroup:

 

FieldMaps(4) TransformScripts

= reldmans(EB da 1 tw4of4 PDPPE

eo = Sourcefield = Targetfield & Coalesce

u_device_version false

support_groupfalse

name false u_device_numberfalse   

 

NOTE:Yourfieldordermaybedifferent.
 

IntheRelatedLinkslist,clickMappingAssist.

FromtheSource:InfinityImportsstagingtable,moveDeviceOwnerandOwner
LocationintotheFieldMap.
FromtheTarget:Infinitytable,movetheOwnedby,andLocationintotheField
Map:
 

FieldMap
DeviceVersion DeviceVersion

SupportGroup Supportgroup
Name Name

DeviceNumber DeviceNumber
DeviceOwner Ownedby
â€˜OwnerLocation Location   

9. ClicktheSavebutton,thenverifythatthereare now sixmappedfields:Name,
DeviceNumber,DeviceVersion,SupportGroup,Ownedby,andLocation.

RuntheTransform

1. InRelatedLinks,clickTransform.

2. VerifytheInfinityAssetsâ€”- u_cmdb_ci_hardware_infinitymapisselected.

3. ClicktheTransformbutton.

DatabaseAdministration
Â©2018ServiceNow,Inc.AllRightsReserved 



4. TheProgressscreendisplaysthetransformationconfirmationmessages:
 

Progress
NameTransforming:ISET0010001

State

Completioncode

MessageTransformationcomplete   VerifyInfinityInventoryImport
1. InfinityInventory>AllDevices.

2. Yourscreenshouldshowseventotalrecords.

B.Part2:IncrementalLoad

ImportAdditionalDatausingan ExistingImportSetTable

Youwillnow workwiththesecondspreadsheetyoudownloadedatthestartofthislab:
infinity-updates.xlsx.Fortheincrementalload,youwillusethesameImportSetTable(Infinity
Imports)andTransformMapasthisspreadsheetisinthesameformatasthefirst.

UploadtheData

1. SystemImportSets> LoadData.

2. ForImportsettable,selecttheExistingtableradiobutton.

3. Fillouttheformasshown:

Importsettable:InfinityImports[u_infinity_imports]
Sourceoftheimport:File(autoselected)
File:Choosefile,thenselectinfinity-updates.xlsx
ClickSubmit.

Youshouldsee19inserts.

TheimportoftheInfinitydatato thestagingtableiscomplete,butyouare not

readyto run thetransformyetbecauseyouneedtoaddacoalesce.Rather,tellthe
systemwhatthekeyfieldisto ensurethatexistingrecordsare updatedratherthan
addingduplicaterecordsbytheimporteddata.
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DefinetheCoalesceField

1. SystemImportSets>Administration>TransformMaps.
2. OpentheInfinityAssetsTransformMap.
3. Scrollto theFieldMapsRelatedList.

Setthedevicenumber(u_device_number)fieldasthecoalesce,as itcontainsa

uniquevalue.Ifa matchisfoundforthisfield,therecordwillbeupdatedinsteadof
creatinga new record.

Intheu_device_numberrow,intheCoalescecolumn,double-clickthewordfalse,
thenselecttruefromthelist:

 

@woame name

@ udevicenumber u_device_number  Â©wdeviceownercowned_by
 

ClickSave(greencheckmark)toupdatethevalueto true.
 

NOTE:Asystemmessagedisplaysat thetopoftheform.
 

PrepareandRuntheTransform

1. UndertheRelatedListssection,clicktheTransformlink.

2. IntheSelectedmapsbox,verifyyouare usingthecorrectTransformMap:Infinity
Assetsâ€” u_cmdb_ci_hardware_infinity

3. ClicktheTransformbutton.

4. Verifythetransformationcompletemessage.

VerifyInfinityInventoryImportUpdates
1. InfinityInventory>AllDevices.

2. Thereare19totalrecordsthatshow.

Noticethatsomeoftherecordshavean updatedtimefromtheinitialupload
(infinity-data.xlsx)andsomehaveanupdatedtimefromtheincrementalupload
(infinity-updates.xlsx).
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Alsonoticethatintheinfinity-updates.xlsxspreadsheet,inrecordCDE0100102,
therewas no OwnerLocationinformation.Comparethistothesamerecordinthe
infinity-data.xlsxspreadsheet,whichhadOwnerLocationinformation.

IfyouhadCopyemptyfieldscheckedandactiveintheTransformMap,itwould
haveremovedthelocationdataforthisrecord.SinceCopyemptyfieldswas not
active,thedatafromtheoriginalimportstillremainsinthetable.

C.Part3:CleanUpImportSetTables
1. SystemImportSets> ImportSetTables>Cleanup.

AddtheInfinityImports[u_infinity_imports]tableto theDeletethesetablesbox.

ThecheckboxforDeleterelatedtransformmapsshouldbeunchecked.

ThecheckboxforDeletedataonly(preservetablestructure)shouldbeselected.
 

NOTE:ThiswillremovethedatacollectedintheInfinityImportsstagingtable.
 

ClicktheCleanupbuttonâ€” youshouldseeaCleanupcompletedverificationmessage
andactionstakendisplayedinan ImportLog.
 

NOTE:IfyouwantedtodeletetheImportSettableandanyreferencetoit,includingthe
InfinityAssetsTransformMap,youwouldhavecheckedtheDeleterelatedtransform
mapscheckbox.
 

LABVERIFICATION
TransformMap
 

 
FieldMaps(6) TransformScripts

= reidwops(EE << weols & PPS

& =Sourcefield = Targetfield = coalesce

1 deviceversion u.device_version false

suppor grou support.group false

) deviceowner ownedby false

uname name false

udevicenumber u_device_number true

ownerlocationlocation   
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ImportedInfinityInventoryData
 

InfinityAlpha
Prototype
InfinityAlpha
Prototype

InfinityTesting
Device

InfinityTesting
Device

IndinityTesting
Device

lefininyTesting
Device

InfinityTesting
Device6)

Â©

6)
Â©

6)
Â©Feo   

Congratulations,youhavecompletedtheImportSetslab!
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Module3â€” 3.4CMDB servicenow

Objectives
* Whatis aCMDB?
* WhatareConfigurationItems(Cls)?
* UsingtheCMDB

RelationshipEditor

 

DependencyView

ImplementationConsiderations
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TheCMDBandConfigurationItems servicenuw
 

CMDBâ€”â€”â€”â€”â€”-Sâ€”ConfigurationItems-@_==

TheConfigurationManagementDatabase ConfigurationItemscanbetangibleor intangible
(CMDB)isaseriesoftablesandfieldsthat devicesor applicationsintheCMDBsuchasfirewalls,
containalloftheConfigurationItems(CIs) computers,emailservices,andbusinessservices
controlledbyyourcompany,aswellastheir
attributesandrelationships Computers

qa
AccesstotheCMDBtablesandunderlying ClaOaadatarequirescertainpermissions,suchas: alle cmmDthefollowingroles:

Devicesonthenetwork

.

a ApplicationsBusinessservices+ iti
+ itil_admin - Gee  TheConfigurationApplicationprovidescorefunctionalityfortheConfigurationManagement

Database,includingmodulesforhardwareandconfigurationitems.Thisfunctionalityispartofthe
CMDBplugin,whichisactivatedina baseinstall.

ServiceNowprovidesa logicalmodelofyourcompanyinfrastructurebyidentifying,controlling,
maintaining,andverifyingtheClsthatexist.

ServiceNow'sCMDB,incontrasttoastaticlist,tracksnotonlytheClswithinyourplatform,butalso
therelationshipsbetweenthoseitems.

TwokeyCMDBtablesareConfigurationItem[cmdb_ci]whichcontainsCldata,andClRelationship
[cmdb_rel_ci]whichcontainsClrelationshipdata.

AConfigurationItemisanycomponentthatneedsto bemanagedinordertodeliverServices.Cls
typicallyincludebusinessservicesandtheirunderlyingcomponents,suchasbusinessapplications
andhardware.
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ConfigurationItemForm servicenuw
  

 

Configurationitem| Email Q & @ P VKZ oe [oasndoars|FormJupdate delet

Name Email Approvalgroup TogglebetweenCl
Ownedby JerrodBennett alo Supporprose HealthDashboardview

andFormview

   

Bosinesscticalty|1-mostortical : Managedby
Version su

, Usedfor Production : LocationClAttributes ee ~

OperationalstatusOperations! :

ServiceclssicationBusinessService
Comments

[esvsios| RelatedItemstoolbar
â€”]ApplicativeFlowFrom-Computers

Qs"Nal[Blackberry+}0002

Â©"12][Blackberry+]MacBookPro17Â°  Clickthereferenceiconto therightoftheConfigurationitemfieldtoberedirectedtotheselected
ClsrecordinServiceNow.

AClrecordcontainsalloftherelevantattributedataaboutan itemsuchas name,version,
descriptions,ownership,etc.,whicharedocumentedinfieldson theform.

TogglebetweentheClHealthDashboardviewandtheFormviewusingtheoptionsintheformtitle
bar.

TheformalsocontainsinformationabouttherelationshipsbetweenCls.SearchforCls,addnew

relationships,viewtheClMap,or adjusttherelationshipviewsettingsusingtheoptionsinthe
RelatedItemstoolbar.

ServiceNowrelationshiprulesuseseparatetablestodefinetherelationshipsbetweenspecificCl
baseclassesanddependentclasses.WhenyouextendatableintheCMDB,youmustcreateanew

relationshipruleinConfiguration>SuggestedRelationships.

YoucanviewrelationshipsbetweenthecurrentClandotherCls.AnadvancedfeatureistheRelated
ListinClrecordswhichdisplaysadditionalcomponentscontainedbythatparticularCl.
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ServiceProcesses:UsingtheCMDB servicenuw
 

 

ServiceProcesses Benefits

Es|Problem|ES Typicallyinbusinesses,ahigh
percentageofincidentsare
causedbyfailedchanges   

   
TheServiceNowDatabase Benefitsofhavinganaccurate

andup-to-dateCMDBinclude:
* Locatingfailedchangesand

associatedincidents
* Facilitatingquickanalysisof

impact,helpingreduceor

eliminatedowntime

 

Request

Change Servers

Problem NetworkDevices

Incident Hardware

 

TheConfigurationManagementDatabaseisa repositoryofinformationrelatedtoallofthe
componentsofan informationsystem.AlthoughrepositoriessimilartoCMDBshavebeenusedfor
yearsinIT,theoriginoftheCMDBstemsfromtheInformationTechnologyInfrastructureLibrary
(ITIL).CMDBshelpmonitoranddiscoverwhatsystemcomponentsare neededforeffectiveand
efficientbusinessprocessesandITservicemanagement.

AllservicemanagementprocessesrelatetoandinvolvetheCMDB.

Forexample:someonecallswithan issue,andyouwanttodoa rootcauseanalysis,theCMDBgives
youinsightstoeffectivelytroubleshoot.
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ClRelationshipEditor servicenuw
 

TheClrelationshipeditor
usesaconceptofsuggested
relationshipstohelpusers
seereasonablerelationships
betweenconfigurationitems

Examples:
* Adatabaserunsonaserver
* Arackprovidespowerfora

server

 

 
Use suggestedrelationshipsSupgertedrelationshiptypesâ€˜AppiicativeFlowFrom(Cha).
â€˜AppicativeFlowToParent
Backupdoneby(Parent
â€˜hoster(Ci)

ManctacturerLocation

LenoreASEStreetSanDiegn.c

LenevewhineballCourtLonden

HideCirtationshies

ride grouprelatonshion

DescriptionClass Updated

Computer2017-0816014629
 

UsetheConfigurationItemrelationshipeditortocreateClrelationships.UsetheClrelationship
editortocreateClrelationships.ItisaccessfromtheRelatedItemstoolbaron aConfigurationItem
form.

Whenyouusetherelationshipeditor,theClfromwhichtheeditorwas launchedisdesignatedas
thebaseCl.Youcanthenselectone or more ClsasasecondClfortherelationship.Dependingon

theselectedrelationshiptype,thebaseClcanbecometheparentClor thechildClinthenew

relationship
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ConfigurationItems:DependencyView servicenuw
 

DependencyViewsgraphicallydisplayan infrastructureviewforaconfiguration
itemandthebusinessservicesthatit ispartofandthatitsupports

DependencyViewsindicatethestatusofconfigurationitems,andallowaccesstotheCl's
relatedalerts,incidents,problems,changes,andbusinessservices

Aeae" 8===.
= 9: G  Ctuster:vBwa Fanyeoraclerace

ThemapsgeneratedbyDependencyViewsare basedon D3andAngulartechnology,providinga

moderninteractivegraphicalinterfacetovisualizeconfigurationitemsandtheirrelationships.

UsetheDependencyViewtoviewotherconfigurationitemsâ€œupstreamâ€•thatfeeddataintoan

emailservice,forexample,andthenâ€œdownstream,â€•whereyoucanviewalloftheotherClsthatthe
emailserviceisdependenton.
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DependencyView:MapIcons servicenuw
 

 

SWZ
2 BusinessServiceW

PeEmall ViewForm

Hoverover ViewMap

connectionline Icons:Viewlistsofactive ViewRelatedTasks
toview the

CEs problem,incident,or ViewAffectedCis
lependson:: y =

current changerecordsforthisCl ViewRelatedOutages
relationship AddRelationship

RunLayoutFromHere

LoadMore_|Right-clickon
Cliconto
viewmenu

options

EmailServerÂ¥ EmailServerÂ¥

IronMail-SD-02EXCHANGE-NY-02
aN 

Ina DependencyViewMap,iconsandglyphsindicatewhetheraClhasanactive,pendingissue.You
caninvestigatethetasksthatareconnectedto aCltogetmoredetails.Themapcollapsesand
expandsclusterstomakethemeasiertoview.

UnderstandingthedependenciesandotherrelationshipsamongtheClswillenhancethe
operationaldeliveryofincident,change,andproblemmanagementprocesses.
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CMDB:ImplementationConsiderations servicenuw
 

Questionstoconsiderbeforeimplementinga CMDB:
1. Howisdataenteredor importedthenmanaged?

Considerpeople,process,andtechnology

2. Whereisdatastored?
Identifyandextendtablesaccordingly

3. Whatdataisnecessary?
Storeonlythedatabeingusedandomitunuseddatafields

4. Whenshouldimportsor refreshesofCldatahappen?
Scheduleimportstomaintainup-to-datedata

AcorecomponentinITbestpractices,theCMDBservestomaximizethealignmentofhuman
capital,technology,andbusinessprocesses.SettingupaCMDBisacompanycommitmentwith
measurablefinancialbenefitsonceeverythingissetup.Youneedtokeepdatacurrentandplan
refreshes.

ReviewthebaseinstancetableswhenimplementingtheCMDB.Atableyouwanttocreatemay
alreadyexist.Also,prepareanddrawoutyourCMDBschemabeforehandsoyouknowwhattables
youaregoingto use,whichonesyouaregoingto turnoff,andwhatrelationshipsyouaregoingto
allow.

MethodsforpopulatingtheCMDBinclude:ImportSets,integratingwithexternalCMDBs,and
manualinput.

Additionally,toolsinServiceNowsuchasHelptheHelpDeskandDiscovery,a licensedoffering,are
efficientmethodsforgatheringconfigurationitemdata.
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servicenuw

SectionSummary
* WhatisaCMDB?
* Whatare ConfigurationItems?

UsingtheCMDB
RelationshipEditor
DependencyView Pages181-186 10-15minutes

ImplementationConsiderations

Lab3.4â€” CMDB:

* Createa newClclassintheCMDB
* DefineClrelationships
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LAB

CMDB 3.4
SS ) 10-15minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab3.1.
 

Thislabwillshowyouhowtodothefollowing:
* Createa new ClclassintheCMDB
* DefineClrelationships

AllInfinitydevicesrelyupona mediaserver,to processandstreamdata,whichwillrequire
trackingintheCMDB.

Themediaserver canbecategorizedundertheexistingClServerClass.

WithboththeInfinityandmediaserverbeingtrackedintheCMDB,a relationshipbetweenthe
twoClClasseswillbeestablishedâ€” thisrelationshipcouldbeusedbyCloudDimensionsto

potentiallyidentifyan impactofachangemangementrequestor outage.

ExploretheClClassManager
Tobegin,exploretheClClassManagerinterface.TheClClassManagerdisplaystheentireCl
Classhierarchyina tree-viewformat,consolidatingclassdefinitionsintoacentrallocation.It
enablesan easiermethodforviewing,modifying,or extendingClClasses.

AClClassrepresentsatypeofConfigurationItemor essentiallya tablecollectingcertaindata,
suchasApplications,Computers,Printers,Servers,etc.

Inthelastlab,anewClClasswas definedfortheInfinityâ€” categorizingitas aHardwareCl
becauseofthecmdb_ci_hardwaretableextension.

1. ImpersonateDarrelTork.
 

NOTE:ThisuseristheConfigurationManagerofCloudDimensions.Theywereprovided
theitilrole,inordertoaccesstheClClassManager.Ifyourcompanydoesnothavea
ConfigurationManager,thisresponsibilitycouldfallontothesystemadministrator.
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2. NavigatetoConfiguration>ClClassManager.
3. SelecttheHeiarchybutton:

ClClassManager

Configuration

ClClassManager
4. FromtheClClassesmenu,scrolldownto locateandexpandtheHardwaresection,

to findtheInfinityclass:
 

CIClassManager

CiClasses

Q

mt. &
> FibreChannelPort

 

Group

CiscoUCSChassis
CiscoUCSEquipment

D>Computer(852)

MassStorageDevice(3)
D>NetworkGear(9)   

 NOTE:ThisconfirmsthattheInfinitytableanditsconsequentialdatarecordsare tracked
intheCMDB,eventhoughtheyare accessedfromtheirown applicationmenuand
respectivemodules.

 
B.Adda NewInfinityDevicetotheCMDB

UnlikeexistingClClasses,theClRelationshipssectionisnotvisibleon thenew InfinityClClass.
Theformneedsto beconfiguredtodisplaythissection

1. Infinity>AddInventory.
2. FromtheFormContextMenuselectConfigure> FormLayout.
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3. ScrolldownthelistofAvailablefieldsto locateClRelations:
 

Available
 

Vendor[+]
Warrantyexpiration

- begin_split-

- split+

- end_split-|
*

Annotation
* Chart

CMDBBaselineDiff   

 

NOTE:Thisfielddisplaysafterthealphabeticallysortedlistofavailablefields,asit isa

formatterratherthanastandardfield.Itwillnotdisplayon theformlayoutuntilthe
recordhasbeensaved.

 

AddtheClRelationsfieldto thebottomoftheSelectedlist.

ClicktheSavebutton.

FillouttheInfinityNewRecordformasshown:

DeviceNumber:CDE0100100
Name:InfinityBetaPrototype
DeviceVersion:BPO1
SupportGroup:ServiceDesk
Installed:[todayâ€™scurrentdateandtime]
Ownedby:DarrelTork
Email:darrel.tork@cloudd.com(auto-fills)

7. Submit.

C.Createa NewSuggestedClRelationship
Switchingbacktosystemadministrator,youwillcreateanewsuggestedClrelationship
betweenInfinityandtheInfinityMediaServer,usingDarrelâ€™snew incident.

TheInfinityMediaServerisresponsibleforsendingcontenttoInfinitydevices.

WithaClrelationshipdefined,toolsliketheCldependencyviewcanbeusedbyInfinitySupport
agentstoidentifythelevelofimpactwhenissuesoccur.

1. ImpersonateSystemAdministrator.

2. Configuration>Relationships>SuggestedRelationships.
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ClickNew.

Fillouttheformasshown:

Baseclass:Infinity
Relationship:Receivesdatafrom(parent)
Dependentclass:Server

Submit.

Configuration>Servers> All.

New.

Name:InfinityMediaServer.

Save.

10.Scrolldownto theRelatedItemssection,thenclicktheAddClrelationshipicon:

RelatedItems ea)&

. IntheSuggestedrelationshiptypesfield,select* Sendsdatato (Child)...

RelationshipEditorInfinityMediaServer(Server) cancel

| Usesuggestedrelationships Â®

 

  

 

Suggestedrelationshiptypes
* Poweredby(Child)... HideClrelationships
*

Receivesdatafrom(Parent)... Hideuserrelationships* Runs(Child)...
nd Child Hidegrouprelationships

* Usedby(Child)...
ApplicativeFlowFrom(Child)...

   12.FromtheConfigurationItemssection,usetheUpdatedfieldtosorttherecordsby
lastupdated.

13.UsethecheckboxtoselecttheInfinityBetaPrototyperecord:
 

ConfigurationItems

BioQoName Manufacturerâ€”_Location DescriptionClass UpdatedÂ¥
InfinityBetaPrototype Infinity2018-02-2809:24:08   
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NOTE:WhileonlytheSendsdatato(Child)relationshipwascreated,suggested
relationshipsalsoaccountsfortheconverserelationship,Receivesdatafrom(Parent).

 

14.Scrolldownto theRelationshipssectionandaddInfinityMediaServerbyselecting
theCreatenew relationshipsicon(+):
 

Relationships WÂ®
Q. Type Parent Child

Receivesdatafrom::Sendsdatato InfinityBetaPrototype_infinityMediaServer  15.ClicktheSaveandExitbutton.

16.ASaveConfirmationpop-upmessagemaydisplay,clickOK:
 

SaveConfirmation
ThiswillchangedataintheCMDB,doyouwantto
continue?  Cancel pe |

LABVERIFICATION
NewInfinityMediaServerClandRelationships

 

1. InfinityInventory>AllDevices.

2. LocateandopentheInfinityBetaPrototyperecord;CDE0100100.

3. VerifytheRelatedItemssectionlookslikethis:
 

RelatedItems

=|Receivesdatafrom- Servers

@
Â£7

[LA]InfinityMediaServer
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OpentheDependencyViewbyclickingtheShowdependencyviewsiconfromthe
RelatedItemstoolbar:
 

RelatedItems

Receivesdatafrom- Servers

@71L1)InfinityMediaServer
 

5. TheInfinityTestingDeviceDependencyViewdisplaysinanew browsertab/window:
 

{obInfinityv

InfinityBetaPrototype

ServerÂ¥

InfinityMediaServer   

 

NOTE:Thisdisplaysan examplerelationshipbetweentheInfinitydeviceandInfinity
MediaServerClClasses.

 

ThatconcludestheCMDBlab.Excellentworksofar!
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Module3Recap
DatabaseAdministration

   Fortheseselectedtopics,discuss:

Whywouldyouusethesecapabilities?
Whenwouldyouusethesecapabilities?
Howoftenwouldyouusethesecapabilities?
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servicenow

E>ServiceAutomation
 

s | IntrotoScripting&ApplicationTools   
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Module4â€” 4.1ServiceCatalog servicenuw
 

Objectives
* WhatistheServiceCatalog?
* MajorComponents

â€” CatalogItems
â€” Variables/VariableSets
â€” RecordProducers
â€” OrderGuides
â€” Workflows

* ServiceCatalogItemRequestOutput
* ServiceCatalogSecurity:UserCriteria
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servicenuw
 

 

ServiceCatalogâ€”=-
TheServiceCatalogisa robustorderingsystemfor
servicesandproductsofferedbyvariousdepartments x C4forusers:

=

Categoriesorganizecatalogitems Qebectcctrasdone!Ca
i

â€œOnestopshoppingâ€•forusers

Accessto theServiceDesk
ad

HelpandTrainingPortal Em
bt

Multiplecatalogsaresupported  eo pe  TheITServiceCatalogletsusersseealistofthingstheymayneed(tocreatea requestfor),or would
liketo havefromIT.Administratorsanduserswiththecatalogadminrolecandefinecatalogitems,
includingformatteddescriptions,photos,andprices.

CategoriesdefinetheorganizationforServiceCatalogitems.Categoriesorganizeservicecatalog
itemsintologicalgroups.Categoriescanhavea parent-childrelationship,suchas ITandLaptops.A
childcategoryisasubcategoryofitsparentcategory.EachCatalogItem,OrderGuide,Record
Producer,ContentItem,andsubcategoryappearsasasingleitemwithinthecategory.

InServiceCatalog,EmployeeSelfService(ESS)userscanorderpre-defined,bundledgoodsand
servicesfromtheITorganization,or otherdepartments.ITILusersor Administratorsseeadditional
choices;AdministratorscanviewalltheServiceandItemcategories.TopRequestsisadynamic
categorydisplayingthefivemostordereditems.

TheServiceNowplatformsupportsmultipleServiceCatalogs.SystemAdministratorsandCatalog
AdministratorscanmanagemultipleServiceCatalogsandprovideservicestodifferentteamswithin
theorganization.Examplesinclude:ITServices,HumanResources,andFacilitiesManagement.
Viewscanbedefinedforgroupsthatviewa Catalog,andCatalogItemscanbesharedbymultiple
Catalogs
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ServiceCatalogMajorComponents servicenow
 

 

Items RecordProducers Wy- oe
Itemsare thebuildingblocksoftheServiceCatalog, RecordProducersare a formthatproducea taskrecord
including:

* Hardware OrderGuides
* Software

 

 . OrderGuidesassistcustomersinorderingacomplete* Services setofneededitemsandhelpusersidentifytheitem

Variables - [BO relationships

Variablesprovidequestionstohelptherequestor Workflows Sthâ€”

specifywhatitem,option,orservicetoorder
Workflowsrun behindthescenesandcommunicate

. thestagesoftheapprovalprocessto therequestor,asVariableSets-

Ss wellasdrivetherequestfulfillment
VariableSetsareamodularunitofvariablesthatcan
besharedbetweencatalogitems

  
Items:IntheServiceCatalog,userslocateacategoryforan itemor servicetheywanttoorder,and
thenclickthesubcategorylink.

Variables:Provideoptionsgatherspecificinformationrelatedto thecustomer'sneeds.Questions
thatdefineitemoptionscanbeaddedtoasktheenduserorderingthecatalogitem.Variablescan
affecttheorderprice.ServiceCatalogvariablesareflaggedas"Global"bydefaultandwilldisplayin
alltheexecutiontasksofa requesteditem.Avariableisdefinedonceandcanbeusedinmultiple
places.TheServiceCatalogallowsyoutoattachvariablesto acatalogitem.

VariableSets:Youattachvariableseithertoa CatalogItemor to an ExecutionPlan.

RecordProducer:Aninterfaceusedasanalternativeto listsandforms.EachRecordProducer
focuseson aspecificprocessor taskandcanbeusedanywhereintheServiceNowplatform.Inthe
ServiceCatalog,RecordProducersare presentedincategoriesalongwithcatalogitems.Userscan
useRecordProducerstocreatean incident,requestanemergencychange,andmore.Thisenables
theServiceCatalogtobeusedasacompletefront-endUI.

OrderGuides:OrderGuidesprovidetheabilitytoordermultiple,relateditemsasone request.
Questionscanbeusedtopresentitemoptions;presentuserswithonlyrelevantquestionsand
choicesattheappropriatetimeintheorderingprocess.

Workflows:Whenyoucreatea new servicecatalogitem,youcancreatea newcorresponding
workflowatthesametime.
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ServiceCatalogItemsandVariables servicenuw
 

Tocreatea new itemor modifyanexistingitem,navigate Variables
toServiceCatalog>CatalogDefinitions>MaintainItems Globalbydefault

= commenES~ mane Definethequestionstoask
Tarte theenduserorderingthe

catalogitem

Questionchoicescandefine
theavailableoptionsand
mayaffecttheorderprice

 

Examples:
* Whichmonitorsize?
* Whoisthehiringmanager?

Oncean itemispublishedtotheServiceCatalog,users * Whatisthebudgetcode?
willbeabletoorderit  

ServiceCatalogvariablesareglobalbydefaultandprovideoptionsto tailoracatalogitemto the
customer'sneeds.Forexample,acomputermaybeavailablewithdifferentoperatingsystems.

TheServiceCatalogletsyouattachvariableseithertoacatalogitemor to anexecutionplan.

CommonVariableTypes
* MultipleChoice:Createsradiobuttonsforuser-definedquestionchoices.
* SelectBox:Createsachoicelistofuser-definedquestionchoices.
* SingleLineText:Createsasingle-linetextinputfield.

Reference:Specifiesa recordinanothertable,similartoa referencefield.
Checkbox:Createsacheckboxthatmaybeselectedor cleared;listcheckboxesinorderunder
a labeltocreateanoptionsquestion.

Functionally,aVariableSetisjustacontainer,so ithasonlytwofields:NameandDescription.From
theApplicationNavigator,selectServiceCatalog>CatalogVariables>VariableSets,andcreatea
newvariableset.Afteryousavethevariableset,youwillgeta RelatedListatthebottomwhereyou
canaddasmanyvariablesasyouwant.

Usedbyitemsandvariables,theOrderfieldestablishesthesequencefordisplayinginformation.For
example,an itemwith100intheOrderfield,displaysfirstinthelist.Anitemwith200intheOrder
fieldwilldisplaysecond.
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RecordProducers servicenow
 

RecordProducersappearassimplifiedforms,allowinguserstoprovideinformationthatis
translatedintorecordsbeingaddedor modifiedinthedatabase

ge
- Whenemployeesuse theServiceCatalog
on theHRServicePortaltosubmita

requestforDirectDepositsetup,a record
producertransferstherequestintoan HR
case

   

 
 - Incidentmanagementmayuse a record

producerforuserswhoneedtoopenan

incidenteasilyviatheweb
- Facilitiesmanagementusesa record
producerforuserstoopenrequestsfor
printerservice    

 

ARecordProducerfocuseson aspecificprocessor taskandcanbeusedanywhereinthe
ServiceNowplatform.IntheServiceCatalog,RecordProducersarepresentedincategoriesalong
withcatalogitemswhereeachtablehasitsown record-identifyingdesignation.
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OrderGuides servicenow
 

 

DefineanOrderGuidetoassistcustomersin OrderGuideorderingacompletesetofneededitemsand
tohelpusersseeitemrelationships Whatdoyouneed?

Questionscan beusedtopresentitemoptions; [xX]Optiona

presentuserswithonlyrelevantquestionsand ix]Option2

choicesattheappropriatetimeintheordering OoOption3
process

 

      Itemsare thebuildingblocksoftheServiceCatalog.Onceyouhavebuiltacompleteitemwith
variablesandadeliveryworkflow,youcandoa numberofthingswithit,suchasaddittoanOrder
Guide.

OrderGuidesprovidetheabilitytoordermultiple,relateditemsasone request.Rememberthat
variablesare presentedbytheOrderfieldnumber.

UseanOrderGuidetoassistusersindeterminingwhatitemstheyneed.
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ServiceCatalogItemRequestOutput servicenuw
 

 

ServiceCatalog    
Summaryof order,RequestState

RITM#
g RITM# ItemOrdered,Quantity,St

pequestlen peesven

SCTASK#SCTASK#Whattodo,AssignmentGroup,CatalogTask CatalogTask Assignedto,TaskState,WorkNotes

SCTASK#
CatalogTask

ForCatalogItems,a request,an item,anda taskareallcreatedwhenanorderisplaced,eachona

correspondingtable:

    
REQ#Request[sc_request]table:Arequestnumbergeneratedtokeeptrackofanorder.

RITM#RequestedItem[sc_req_item]table:Withina requestgeneratedfromacatalogorder,each
discreteitemorderedisgivenaspecificâ€œRequestedItemNumberâ€•knownasan RITM(number).

SCTASK#CatalogTask[sc_task]table:IntheCatalogTaskssectionforanordereditem,thedifferent
tasksdisplayforwhathastobedonetogettheitemreadyfordeliverytotheuser,forexample;the
Assignmentgroup,theDuedate,Workstart,andWorkenddates.

Inthisexample,amanagerorderstwonewcomputersfortheteam.

Thefirstrequesteditemisadesktopcomputerwithtwocatalogtasksassociatedto it:order
equipmentandconfigureequipment.

Thesecondrequesteditemisa laptopcomputerwithtwocatalogtasksassociatedto it:order
equipmentandconfigureequipment.

Althoughtherequesteditemssharesimilarlynamedcatalogtasks,thesetasksare tieddirectlyto
theirrespectiveitembecausetherequiredstepsforcompletionmaybedifferentfromitemto item.
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ProgressStagesforaRequestedItem servicenuw
 

Whileviewingtherequesteditem,youcanexpandtheworkflowstageswhichprovide
summary-levelfeedbackabouttheprogressor stateofan iteminthedeliveryprocess

 
Requesteditems(i)Approvers()Groupapprevats(2)RecurringPrices(2)

HSPequesteditemsGotoNumber +

J requestÂ«negooioxa@ Q Shmtey Srsupedto= sage
7 = watingforApproval(stingfrApprovalprogresvot.HaasApproval?Days(Dept.HaveApproval?Days(Pending-hasnotstate

(20Approval-2Days(C10Approval2Onys(Pending.hasnotstarted

mmeconooeroiso1-z01%08%6 $1,10000 OnderFuttoent-4Days(OnderFilet 4 DaysPendinghasnt started

Bachorderes-4 Days(achordered-14Days(Pencing-hasnot started

Deployment:1Oay(Deployment:1Day (Pending:hasnetstarted

CompletedCompleted(Pendinghasnetstated   

Afteran requesthasbeensubmitted,usersareabletoeasilytrackitbynavigatingtoSelf-Service>

MyRequestsandopeningtherecordassociatedwiththerequest.

Workflowsattachedto an itemmayindicatetheprogressor stateofan iteminthedeliveryprocess
withone ofthefollowingstages:

* Waitingforapproval(InProgress)
* Approved
* Pending(hasnotstarted)

Fulfillment(InProgress)
Deployment/Delivery
Completed

Additionally,workflowscanhavemultipleroundsofapprovalactionsasitrelatestoServiceCatalog
requests.Eachapprovalactioncansharethesamestagevalueor theirown separatestages.

StagescanbegroupedintoaStageSetforconvenienceofapplyingrelatedstagevaluesfrom
workflowtoworkflow.
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ServiceCatalogSecurity:UserCriteria servicenuw

 

UserCriteriadefinesconditionsthatare evaluatedagainstuserstodetermine
whichuserscanaccessServiceCatalogitems

 UserCreriaUserswithAdo Role<

Youcanapplyseveraluser

criteriarecordstoasingle
catalogitemor category

UserCriteriaisappliedto
an itemor category   

Toapplyusercriteriato an itemor category,opentherespectiverecordandnavigateto the
AvailableForor NotAvailableForrelatedlists.

NOTE:Theserelatedlistsare noton theformbydefaultandmustbeaddedbyconfiguringtheform.

Next,clickEdittoaddanexistingusercriteriarecord,or clickNewtocreatea newone.

Savetherecordtoassociatetheusercriteriarecordwiththeitemor category.

NOTE:TheNotAvailableForsettingsoverridetheAvailableForsettings.Auseron theNot
AvailableForlistcannotaccessan itemor category,even ifthatuserisalsoon theAvailableForlist.
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servicenuw

SectionSummary
Lab4.1WhatistheServiceCatalog? :

ServiceCatalogCatalogItems
Variables/VariableSets Â©RecordProducers
OrderGuides Pages200- 206 10-15minutes

RequestOutput
ServiceCatalogSecurity

Lab4.1- ServiceCatalog:

* CreateanInfinityServiceCatalogitem
* Additemvariables
* Validateyourworkwithâ€œTryItâ€•
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LAB

ServiceCatalog 4.1
SS ) 10-15minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* Createan InfinityServiceCatalogitem
* Additemvariables
* Validateyourworkwithâ€œTryItâ€•

Upuntilnow,theemployeeorderingandfulfillmentprocessforan Infinityhasbeenentirely
â€œoffthebooksâ€•â€” unofficial,tosaytheveryleast.

WiththeavailabilityoftheServiceCatalog,CloudDimensionswouldliketo improvetheprocess
andensureeveryemployeehasa chanceto receivean Infinitydevice.Additionally,tracking
ordersandinventoryinone convenientlocationisappealing.

InfinityisofferedtoemployeesineitherCrimsonor Silver,withoptional,additional
specificationstochoosefrom.

RequiredResource:CloudDimensions-Infinity-Logo.png

A.CreateNewServiceCatalogItem

 

1. ImpersonateAssetManager.
 

NOTE:Thisuseraccountisprovidedthecatalog_adminrole,whichgrantsthemaccess

totheMaintainItemsmoduleinordertocompleteServiceCatalogadministrationtasks.
 

ServiceCatalog>CatalogDefinitions>MaintainItems.

ClickNew.

Filloutthetopoftheformasshown:

Name:Infinity
Price:$395.99USD
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5.

6.

Clickthelockicon(EditCatalogs)nexttoCatalogs:
 

AvailabilityDesktopOnly

IfyouwantuserstobeabletosearchforthisItem,addittoaCategory
 

StarttypingserthenselectServiceCatalog:
 

Catalogs@

a

Ci Â©

conegor@(Beneaaog__]
n theCategoryfield,selectHardware.    NOTE:CategoryisusedtodeterminewhereacatalogitemappearswithintheService
Catalog.Fromtheleftnavigationpane,underServiceCatalog> MaintainCategories,
additionalcategoriescanbecreatedandcategoriescanbecreatedhierarchically.

 

AddaShortDescriptionandDescriptionasshown:

Shortdescription:VR,butwithouttheglasses
Description:
TheInfinityisaportableholographicprojector(PHP)thatiscapableofprojecting
immersiveenvironmentsaroundyou.Whatareyouwaitingfor?GetInfinity!
n thePicturefield,selectClicktoadd...

 

Aeplication

Price

Anallabilty|DesktopOnly Â¢ Recumtingprice

CatalogsÂ®| ServiceCatalog Recurringpricefrequency
CategoryÂ®Hardware

Workflow ExecutionPlanÂ®â€”â€”_â€”OEFAULT
 

ServiceAutomation
Â©2018ServiceNow,Inc.AllRightsReserved  



10.ChooseFile:CloudDimensions-Infinity-Logo.png
11.ClickOK.

12.ClickUpdate.

VerifytheServiceCatalogItemCreation

1. Self-Service>ServiceCatalog.
2. ClicktheHardwarecategoryheader.

3. SelecttheInfinityitemfromthelisttoopentheorderscreen.

Adda MemoryVariabletotheServiceCatalogItem

Fromthisform,a usercouldorderan Infinity,buttheformdoesnotyetallowuserstospecify
optionsforthedevice.Letusfixthat!

1. ServiceCatalog>CatalogDefinitions> MaintainItems.

2. Filterthelistbyaddinga â€œNamecontainsInfinityâ€•condition:

= cataogitems(BBYsearchfort .

â€˜Y_>Typet=BundleÂ»class=Orderguide>Type= Package>Cass= Contenttem[Namecontainsinfty]weQ = Name = Shortdescription= Active = Roles = Catalogs

 

â€œinfinity

VR,butwithoutthe
glasses

|sctoteFesta|uc ee

SelecttheInfinityrecord:

[] @Â®Infinity

z

4. ClicktheDeactivatebutton.

Â®Infinity ServiceCatalog  

    

 

NOTE:Thisbuttondeactivatesthecatalogitem(s)selectedon thelist,makingthem
inaccessibletousersintheServiceCatalog.
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5. OpentheInfinityrecord.

6. FromtheVariablestab,selectNew:
 

VariablesVariableSets|ApprovedByGroup

= varoesGotoOrder Â¥

xyCatalogitem= Infinity

Bg Q Type   

7. Fillouttheformasshown:

Type:MultipleChoice
Mandatory:[selectcheckbox]

8. UndertheQuestion*tab,entertheMemoryquestionasshown:

Question:HowmuchmemorydoyouwantinyourInfinity?
Name:memory

 

NOTE:Thecorporate-approvedversionoftheInfinityisavailableinboth256GBand
512GBmodels.

 

9. ClicktheDefaultValue*tab.

10.EntertheDefaultvalue:256.

11.Savetheform,insteadofSubmit,todefinetheInfinitymemoryQuestionChoices.

12.Scrollto theQuestionChoicessectionthenclicktheNewbutton.

13.FillouttheQuestionChoicesformasshown:

Order:100
Text:256GB
Value:256

14.Submit.

15.IntheQuestionChoicessection,clickNew.
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16.Fillouttheformforthesecondmemorychoice:

Price:$100.00
Order:200
Text:512GB
Value:512

 

NOTE:ThePricefieldisutilizedbythe512GBchoice,as it adds$100to theoverallprice.
Additionally,theordervalueissetto200whichwillplacethe512GBmemoryoption
secondinthechoicelist.

 

17.Submit.

18.Youshouldnow seebothquestionchoicevalues:
 

Question= HowmuchmemorydoyouwantinyourInfinity?

Q = Text = value

@=25668 256   @=51268 512
 

19.ClickUpdatetoreturntotheInfinityitemrecord.

B.AddColorVariablestoServiceCatalogItem

Withthefirstvariabledefinedtoprovideenduserswithachoiceofmemoryoptions,youwill
now createasecondquestionforchoosingacolorchoicebyconfiguringasecondvariable.

1. IntheVariablesrelatedlist,clickNew.

2. Completetheformasshown:

Type:SelectBox

IntheQuestion*tab,
Question:WhatcolorInfinitywouldyoulike?
Name:color

IntheDefaultValuetab,
Defaultvalue:crimson

3. Save.
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ScrolltotheQuestionChoicessectionthenclicktheNewbutton.

Fillouttheformforthefirstcolorchoice:

Text:Crimson
Value:crimson

Save.

Changethefollowingfieldvaluesforthesecondcolorchoice:

Order:200
Text:Silver
Value:silver

OpentheFormContextMenu,thenselectInserttoreturntothecolorvariable
record.

 

NOTE:YouhavejustdefinedthevaluesfortheWhatcolorwouldyoulike?variable,
usingquestionchoices.

Anotheroptionforprovidingvaluechoicesisto usereferencetablesorfieldsfromthe
database.SeetheChoicetableandChoicefieldoptionsundertheTypeSpecifications
sectionon theVariableform.
docs.servicenow.comdefinesallofthepossiblevariabletypes.

 

9. ClickUpdateto returnto theInfinityitemrecord.

LABVERIFICATION
TesttheCatalogItem

1. FromthetopoftheInfinityCatalogItemform,clicktheTryItbuttontoviewthe
newvariableoptionsadded.

 

NOTE:TheTryItbuttonisonlyavailableiftheitemisactive.
 

2. ChangetheInfinitycolortoSilver.
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3. Choose512GBandnoticehowtheitemPricechanges:
 

ServiceCatalog> Hardware>Infinity @0 Q

VR,butwithouttheglasses
TheInfinityisa portableholographic. .

CloudDimensions7Â°."""2""..â€˜aroundyou.Whatareyouwaitingfor? Subtotal

INeEINITY
â€”_ =

AddtoCart
WhatcolorInfinitywouldyoulike?

Silver $ â€˜ShoppingCart

Empty
Howmuchmemorydoyouwantin yourInfinity?

25668[subtract$100.00]

@)51268    Congratulations!Withthislabssuccess,addingaworkflowtotheitemwillbenoproblem!
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Module4â€” 4.2FlowDesigner&Workflow servicenuw
 

Objectives
* WhatistheFlowDesigner?
* WhatisaWorkflow?

â€” UsingWorkflows
â€” WorkflowExecution

* WorkflowEditor
* WorkflowActivities,Transitions,Conditions,andStages
* WorkflowStates

â€” Versions
â€” Contexts
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WhatistheFlowDesigner? servicenuw
 

TheFlowDesignerisan
interfaceforbuildingand
enablingrichprocess
automationcapabilities,
knownasflows

Flowsautomatebusiness
logicforaparticular
applicationor process
suchasapprovals,tasks,
notifications,andrecord
operations
Flowsincludeatrigger
(anactivitythatinitiates
theflow)andactions
(operationsexecutedby
ServiceNow)    LaunchtheFlowDesignerbynavigatingtoFlowDesigner>DesignerintheApplicationNavigator.
ThefollowingrolesmayberequiredtoworkwiththeFlowDesignerinone capacityor another:
flow_designer,flow_operator,andaction_designer.

Exampleactionsavailableinclude:
* AskforApprovalâ€” createapprovalson anyrecord,includingrulesforanapproval,rejection,or

cancellation,andaduedate
CreateRecordâ€” createa recordon anytablewithconfigurablefieldsandfieldvalues
LookUpRecordâ€” lookupasinglerecordon anytable,confirmingwhetheror notitexistsand
usingthisinconjunctionwithotheractions

AddUsertoTaskConversationâ€” adda usertoa taskrecordconversation(accessibleviaConnect
Chat)
CreateFlexibleVTBâ€” createa datadrivenVisualTaskBoard(VTB),includingdefaultlanesand
otherconfigurationdetails

Inadditionto thesecoreactions,newapplication-specificcoreactionscanbecreatedbyactivating
theassociatedspoke.

Thenatural-languagedescriptionsofflowlogichelpsnon-technicalusersunderstandtriggers,
actions,inputsandoutputs,allowingallsubjectmatterexpertstheabilitytodevelopandshare
reusableactionswithflowdesigners.
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Whatisa Workflow? servicenow
 

Aworkflowisan automatedmulti-stepprocessoccurringacrosstheplatform
 

   

 

Thisisaworkflowmodelwhichrepresentstheentirestructureoftheworkflowandthe
definitionoftheprocessingaworkflowcanaccomplish   

Eachworkflowconsistsofasequenceofactivities,suchasgeneratingrecords,notifyingusersof
pendingapprovals,or runningscripts.

Theworkflowstartswhenatriggeringeventoccurs.Commontriggersincludea recordbeing
insertedintoaspecifictable,or a particularfieldina tablebeingsettoaspecifiedvalue.For
example,youmightcreateaworkflowthatrunswhenevera userrequestsapprovalforan itemthey
wanttoorderfromthecatalog.Whenanactivitycompletes,theworkflowtransitionsto next
activity.Anactivitymighthaveseveraldifferentpossibletransitionstovariousactivities,depending
on theoutcomeoftheactivity.Continuingtheexampleabove,iftheuser'srequestisapproved,the
activitymighttransitiontoanactivitythatnotifiessomeonetoordertheitem;iftheuser'srequest
isdenied,theactivitymighttransitiontonotifyingtheuserthattheirrequesthasbeendenied.

ThegraphicalWorkflowEditorprovidesadrag-and-dropinterfaceforcreatingworkflowsand
representsworkflowsvisuallyasatypeofflowchart.Itshowsactivitiesasboxeslabeledwith
informationaboutthatactivityandtransitionsfromone activitytothenextas linesconnectingthe
boxes.

Anactivityisprocessedforeachstepintheworkflow(theâ€œbehaviorâ€•isdeterminedwhenthe
activitybegins).

Whenthisactioncompletes,theworkflowcheckseachoftheactivity'sconditions.Foreach
matchingcondition,theworkflowfollowsthetransitiontothenextactivity.Whentheworkflow
runsoutofactivities,theworkflowiscomplete.
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WhentoUseaWorkflow servicenuw
 

Y
Use

Toautomatearepeatable
process

Whenastandardresponse
isneededforeveryrecord
insert,update,anddelete

Whenautomationis
neededintheplatform
(notlimitedtoService
CatalogandSLAs)

&)
DoNotUse

Whendoingasimple
discreterecordchange
Iftheprocessbeing
defineddoesnothavea
standardizedresponse
(newprocessesthatare

beingrefined)

 

ge
- Changemanagerestablishesa workflowthat
controlstheprogressionthrustatestoensure
thata stateisnotskippedbymanual
progressingthestates

- InconjunctionwithOrchestration,workflows
canbeusedtoautomaticallyresolveanissue
withaCl,forexamplerestarta serverwhen
theCPUutilizationhits95%
- Projectmanagerhastasksautomatically
assignedasprevioustasksarecompletedto
reducehumanerroranddelay,andincrease

accountability
- Afterbeingresolvedfor7days,theIncident
Managerhasresolvedrecordsautomatically
closed  YoucancreateaworkflowwiththeWorkflowEditortoautomatea multi-stepprocess.

NOTE:Youmusthavetheworkflow_adminorworkflow_creatorroletousetheWorkflowEditor.
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WorkflowExecution servicenow
 

Workflowsuseconditionsanda tableassociationtodeterminewhentostart,
execute,continue,andend

Scenarioswhenworkflowsare started:
* Scheduleor SLAlaunch
* Executeon tableinteraction(conditionsare met)
* InvokefromaScriptIncludeor BusinessRule
* AssociatewithaCatalogItemintheServiceCatalog

Callaworkflowfromaworkflow

Onlypublishedworkflowscanbeinstantiated.Unpublishedworkflowscannotbestarted.

Notesaboutworkflowexecution:
* Iftheprocessingconditionsaremet,aworkflowcanbeautomaticallystartedon atable

recordinsertor updateoperation.
Workflowsthatare builtfortheRequestedItem[sc_req_item]tablecanbemanually
associatedwithaServiceCatalogItem.Onceassociated,theworkflowwillstart
automatically.ThisisalsotrueforSLAWorkflows.

ThestartFlow(workflowid,current,operation,vars)methodisone methodthatcanbeused
tocallaworkflowfromaScriptIncludeor BusinessRule.

Workflowsthatarecalledfromotherworkflowsarecalledsubflowstothatworkflow.
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WhatistheWorkflowEditor? servicenow
 

 

   TheWorkflowEditorisan interfaceforcreatingandmodifyingworkflowsbyarrangingand
connectingactivitiesto processes.Activitiescanbeadded,removed,or rearranged.Transitionscan

bedrawnorchanged,andtheworkflowpowerstheprocessasdefinedvisually.Allworkflowsneed
to havea Beginandan End.

TheWorkflowEditoruserinterfaceisdividedintothefollowingareas:

* CanvasTabs:Containstabsforaccessingworkflowsbeingeditedor created
* TitleBar:Displaystheworkflownameandstatus.Providesa menuandcontrolsfor

configuring,testing,andvalidatingworkflows.
Canvas:Providestheworkingsurfaceforcreatingnewworkflowsor editingexistingones

PaletteTabs:Containsallavailableworkflowactivitiesandexistingworkflowsyoucanuseas

subflows,displayedinthePalette.Dragactivitiesandsubflowsto thecanvastocreatenew

workflowsor editexistingones.

Workflowsneedtobecheckedoutbeforetheycanbeedited.Whenaworkflowischeckedout,
changesonlyapplyto theuserwhohastheworkflowcheckedout.Otheruserscancontinueto use
thepublishedworkflow.Afterthechangesarecomplete,theworkflowcanbepublishedso thatitis
availabletoallusers.

Todesignaworkflowmodel,draganactivityintotheWorkflowEditorandconnectittoother
activitiesbydrawingtransitions.Youcanalsocopyanexistingworkflowtoadd,delete,andconnect
activities.IntheWorkflowEditor,scrollbarsareusedtoviewpartsoftheworkflowandtheExpand
Transitionscommandto redrawlines.
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WorkflowActivities,Transitions,Conditions,andStagesservicenow
 

 

Â¥Cacoreactnites

Calhoorovats

2ahoprovel-Group

 Activities

a ,
Anactivityisaworkflowblockthatorganizestheindividualactionstheworkflowperformsasit runs

, Aspro User

poprovalActiona : : ; .

|&roproutcowdsine| Activitiesareconnectedbytransitions(lines)thatestablishthepossibleprocessingpaths
DGenerate

1B,MarsalAoprovalsD potteckto
 

 

CadCoveActivitiesConditions } Stages
> _

<=ame Conditionsare an activitytype Workflowscanprovideasummaryofworkflowprogress
eu availableforaworkflow byupdatinganyfielddesignatedasa Stagefield
Â£zswitch  

Conditionsare usedto transition- vo

tomovefromactivitytoactivity,
youcanaddconditions

Gwaintorcondition RequestApproved(Approved)  CR,wateretent Â©futimensOnprogress
    

Activitiesare theorganizationalelementthatdefinestheindividualactionsaworkflowperformsas
itruns.Atransition,or line,establishestheprocessingpathsor orderinwhichactivitiesare

executed.

ThethreebasicworkflowactivitiesareApproval,Notification,andTask.Approvalsallowapprovals
to begeneratedandmanaged,whiledrivinga recordto fulfillment.Notificationsallowusersto be
notifiedofeventsthatoccurduringtheworkflow.Tasksallowtaskrecordsto becreatedand
modified.Theseactivitiesareonlyavailablewhentheworkflowisdefinedto run on a tablewhich
extendsTasks.OtheractivitiesincludeTimerswhichpausetheworkflowfora setperiodoftimeand
Utilitieswhichprovideusefulcontrolsoverthepathoftheworkflow.Pluginscanaddspecialized
activitiesto theCoreActivitieslistandcustomactivitiescanbecreated.

Conditionsarethestartofatransitiontothenextactivityintheworkflowmodel,andallactivities
(exceptEnd)useconditionstorouteprocessing.Addconditionstoactivitiesbyright-clickingthe
activityheader.Approved,Rejected,Always,SkipandErrorare commonconditions.

Stagesshowworkflowprogress,butworkalittlebitdifferentlyforworkflowsthatrunagainst
ServiceCatalogRequestItems[sc_req_item].Still,addadesignatedstagefieldtoanytable(for
example,Incident[incident])forprogresssummaries.
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WorkflowStates servicenow
 

 

CheckedOut Published Unpublished
TheWorkflowisavailableto run Workflowversionthatis Workflowversionthatisno

onlyfortheuserwhohasit availabletoallusersandthe longeravailablefornew

checkedout platformthatmeetthe contexts,butmayberequiredfor
conditionsoftheworkflow alreadyrunningcontexts

(Published= false)

 

Theworkflowversionisthecurrentlypublishedmodelthatisavailabletotheinstance

Aworkflowcontextistheinstantiationoftheversionthatisexecutingforagivenrecord,
showingtheprocessingpathexecuted   

Theversionisthepublishedmodeloftheworkflow.Thepublishedversionisavailabletothe
platformto useforcreatingnewworkflowcontexts.

Aworkflowversionmaintainstheseproperties:
* Theworkflowtableassociation
* Theconditions,publishedstatus,andpermissionsoftheworkflow
* Theworkflowmodel,whichistheworkflowinitsentiretyasthesetofworkflowactivities

andtheirtransitions(lines)

WhenaworkflowversionrecordisupdatedandtheStatechangestopublished,a tableinsert
actionoccursandaddstheversionrecordtotheplatformâ€™scurrentUpdateSet.Onlypublished
workflowsarecapturedinUpdateSets.

NOTE:Therecanonlybeone activepublishedversionofaworkflowata timeandpastversionsare

keptasunpublishedso thereisahistoricalrecord.Additionally,executingworkflowswillnotbe
affectedwhena newversionispublished.
Contextscanusedifferentversionsofthesameworkflow,andallofthesecontextscanberunning
atthesametime.
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servicenuw

SectionSummary
Lab4.2WhatistheFlowDesigner? ;

FlowDesigner&WorkflowsWhatisaWorkflow?
WorkflowEditor Â©WorkflowTerminology
WorkflowStates Pages216- 225 20- 25minutes

Lab4.2â€” FlowDesigner&Workflow:

Copyandeditanexistingworkflowtocreatea newworkflow
Validateandpublishtheworkflow
AssociatetheworkflowtoaServiceCatalogitem
Testtheworkflow
Viewtheworkflowhistory
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FlowDesigner& LAB

Workflows 4.2
SS ) 20-25minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab4.1.
 

Thislabwillshowyouhowtodothefollowing:
Copyandeditanexistingworkflowtocreatea newworkflow
Validateandpublishtheworkflow
Associatetheworkflowto aServiceCatalogitem
Testtheworkflow
Viewtheworkflowhistory

NowthatCloudDimensionshasopenedupenrollmentfortestingtheInfinityacrosstheentire
organizationandtheInfinityhasbeencreatedintheServiceCatalog,itistimeto implement
procurementautomationthroughaworkflow.

Thereisa baselineworkflow,ServiceCatalogItemRequest,thatthesystemadministratorwill
copyandmodifytofittheprocessesinplaceatCloudDimensions,as itrelatestoorder
fulfillmentanddeploymentofemployeeInfinitydevices.

A.CopyandModifytheServiceCatalogItemRequestWorkflow
1. AsSystemAdministrator,navigatetoWorkflow> WorkflowEditor.

 

NOTE:TheWorkflowEditoropensanddisplaysina separatetabor browserwindow.
 

2. FromtheWorkflowstabon theright,selectServiceCatalogItemRequest:
 

WorkflowsCore

Qservice

PublishedCheckedOutHelp =
name = able updatedby Updated Publisher

â€œ4PwdChange- LocalServiceNow

â€”
RequestedItem 2009-01-14

Catalogtem glidemaint5Â¢_r0q_jtem| om6s2
Request

â€œServiceTaskProcessing
Knowledge
instant
Pubiish Koowiedge,

2014-11-05
[ab_inomtedge! 01:5229    ServiceAutomation
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3. FromtheWorkflowActionsmenu,selectCopy:
WelcomeoffServiceCatalogItemRequ...

ServiceCatalogItemRequest- Published
â€˜NewWorkflow rt

OpenExisting

[on__â€”ene
Stage:Dept.HeadApproval(2

NameyourworkflowInfinityItemRequest.
ClickOK.

VerifytheworkflowtabdisplaysthetitleInfinityItemRequest:
WelcomeoffInfinityitemRequest

infinityitemRequest-Checkedoutbyme   

WorkflowOverview(WhattheCheckedOutWorkflowLooksLike):
 

 

    

SequentialApprovalTasks
SettheApprovalfieldtoApproved
AssignedtotheProcurementgrouptobackorderor procure
NotifytheRequestedforuser

Assignedto theProcurementgrouptocheckifbackorderwas received
SetApprovalfieldtoRejected
Assignedto theFieldServicesgrouptodeliver
Writesto theWorkflowLog
Automatedworkflowstop
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NOTE:AllnewServiceCatalogrequestshavean initialapprovalrulethatisevaluatedby
a separateWorkflow,ServiceCatalogRequest,shownhere:
 

    Iftherequestamountisunder1,000it isautomaticallyapproved.Thisautomatedapproval
theninstantiatesanyWorkflowassociatedtorequesteditemsoftherequest.
IntheServiceCatalogItemRequestWorkflow,whichyoucopiedandwillnow modifyinthis
lab,thereare twoUserApprovalActivities:DepartmentHeadandCIO.Theseareapprovaltasks
fortheitemtheWorkflowisassociatedwith(Infinityforexample).AsuccessfulDepartment
HeadapprovalthentriggerstheClOapprovalwhich,whensuccessful,triggersthenext
Workflowactivity,Markitemapproved,andso on.

Whentheitemismarkedapproved,thenthefirstCatalogTask,OrderFulfillment,triggers.You
willcustomizetheOrderFulfillmentactivityinthelab.IftheInfinityisinstock,a notificationis
sent.ThesecondCatalogTask,Deployment,willendtheWorkflowafterthetaskiscompleted
successfully.

CustomizetheWorkflow

BeginbycustomizingthetwoCatalogTasks:addadescriptionofthestepsinvolvedforOrder
FulfillmentandDeployment,definethegroupsresponsible,andcustomizethenamestoalign
withCloudDimensionsprocesses.

1. Double-clicktheCatalogTaskwiththeStage:OrderFulfillment(4Days)andthe
Name:AssetMgmt.FulfillsOrder:
 

Â®
Stage:OrderFulfillment(4
Days)
AssetMgmt.FulfillsOrder

Backorderedss
InStock sy   ModifytheNameto: InfinityOrderFulfillment.
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UnderthePopulatetaskvariablessection,changetheProcurementtoService
Desk.

ModifytheShortdescriptionfield,overwritingexistingvalueswiththefollowing
values:TaskstofulfillanInfinity
ClickUpdate.
Double-clicktheCatalogTaskwiththeStage:Deployment(1Day)andtheName:
DeployItemto User:

t
Sian]|?
stage:Deployment(1Day)
DeployItemtoUser

Always

 

   

ModifytheNameto:InfinityDelivery.

ChangetheFulfilmentgrouptoServiceDesk.

Modifytheformfields,overwritingexistingvalueswithInfinityvaluesshownbelow:

Shortdescription:DeliverInfinity
Instructions:DeliverInfinityto requesteror requesterâ€™smanager.

10.ClickUpdate.

ValidateandPublishtheInfinityItemRequestWorkflow

1. ValidatetheWorkflowbyclickingtheValidateicon(Checkmark):

Welcome|offInfinityItemRequest

= InfinitytemRequest-Checkedoutbyme
 

2. AWorkflowValidationReportdisplays.
3. CloseoutoftheWorkflowValidationReportwindow.

 

NOTE:Ifyouhavewarningsor criticalerrors,correctthembeforecontinuing.
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4. Next,publishtheWorkflowtomakeitavailableforotheruserstocheckout;from
theWorkflowActionsmenu(whichwas usedtocopyaWorkflowbefore),select
Publish:

WelcomeoffInfinityItemRequest

EpItemRequest- CheckedofjewWorkflow t

OpenExisting

Copy

5. TheworkflowstateupdatesintheheadertoPublished. 
B.AssociateWorkflowtoServiceCatalogItem

Inthisnextstep,associatetheInfinityItemRequestworkflowtotheInfinityServiceCatalog
itemcreatedinthelastlab.

1. ClosetheWorkflowEditortab(orwindow)to returnto themainServiceNow
interface.

ServiceCatalog>CatalogDefinitions> MaintainItems.

SearchforandopentheInfinitycatalogitem.

4. IntheWorkflowfield,selectInfinityItemRequest.
5. Update.

C.TestWorkflowâ€” Orderan Infinity
Inthisnextstep,youwillimpersonateJoeEmployeeandrequestan InfinityfromtheService
Catalog.

1. ImpersonateJoeEmployee.
2. Self-Service>ServiceCatalog.
3. ClicktheHardwareCategory,thenselectInfinity.
4. Youcanrequesteithercolor,and,ifdesired,additionalmemory.

 

NOTE:Ifyourorderamountisgreaterthan1,000,additionalapprovals(notdocumented
here)arerequired.
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ClicktheOrderNowbuttontomaketherequest,andinitiatetheworkflow.

Verificationthattherequestwassubmittedisdisplayedatthetopoftheform.

RecordtheRequestnumberhere:REQ :

ClicktheInfinityitemdescriptionandrecordtheRequestedItemnumberhere:
RITM

TesttheWorkflowâ€” UserApproval
Next,reviewtheprogressoftheInfinityItemRequestWorkflow,thenapprovetheDepartment
HeadandCIOUserApprovalactivitiesbyimpersonatingtheSystemAdministrator.Youcould
impersonatetheindividualusersbutthisisquicker.

1. ImpersonateSystemAdministrator.

ServiceCatalog>OpenRecords>Requests.

OpentheInfinityRequestcreatedwithJoeEmployeeâ€™saccount.
 

NOTE:TheREQrecordistheparentrecordoftherequest.
 

n theRequestedItemstab,clickon theRequestedItemNumber(RITMnnnnnnn):
 

RequestedItems(1) ApproversGroupapprovalsRecurringPrices
RequesteditemsGoto NumberÂ¥

â€˜JRequest= REQO010011

& NumberÂ¥ = Quantity= Catalog=Item

o az] a

Scrolldownto RelatedLinksandclickShowWorkflow.   

ThisopensupsummaryoftherunningworkflowcontextfortheInfinityrequest:

om Ute pero etBegin| StaneOopHeadAspro2 SuaadlGisasianaaays) C10Appeovan Dept.HeasApproval
=

Approved |

hee RejectedoHRejectedâ€”

 

   

Blueindicatesactivitiesthathavebeencompletedandgreenindicatestheactivity
thattheworkflowiscurrentlyat.
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6. Next,returntothemaininstancetab/windowandselecttheApproverstabon the
RITMform.

7. ClickRequestedfromtheStatecolumn:
 

CatalogTasksApprovers(1)|Groupapprovals

= ApproversB25 GotoState Â¥

7 Approvalfor= RITM0010001

bcs]Q =State = Approver

@ NellyJakuboski   8. ClicktheApprovebuttontoapprovetherequest.
 

NOTE:Youhaveapprovedthisrequestas thesystemadministrator,butforthis
workflow,youcouldalsohaveimpersonatedNellyJakuboskitoapprove.

 

Now,repeatsteps6-8tocompletethesecondapproval,ClOApproval,on Bow
Ruggeriâ€™sbehalf.

TIP:FromtheRITMApproverstab,youcanalsoright-clickon theRequestedrecord,
thenselectApprovefromthecontextmenuasopposedtoopeningtheapproval
record.

. ImpersonateJoeEmployee.
. Self-Service>MyRequests.
. OpenyourInfinityRequest.
. Scrolldownto theRequestedItemssectionandexpandtheStagefieldbyclickingon

theâ€œ>â€•icon:

ratingorApproral(ApprovesApproved)

Dept.HaasApproval-2Days(DeptHeadApprvel-2Days(Completed

D10Agpremat-200 C10Approvel-2ays(Completed
orrarasaiasae Â©onderFuttment4Days(OrderFulflment-4DayOnprogres

Backordered-14Day(Backordered-14Daa(Pendinghasnotrtd

Deployment1Day(Deployment-1DayPendinghaseestarted

Completed(Completed[Pending-hasntstarted)

NoticethecurrentStageissetatOrderFulfillment.
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TesttheWorkflowâ€” CompleteFulfillmentandDeploymentTasks

Next,impersonateKevinEddtoapprovetheOrderFulfillmenttasksincehebelongsto the
ServiceDeskgroupandisresponsibleforcompletingthenextphaseintheWorkflow.

1. ImpersonateKevinEdd.

2. ServiceDesk>MyGroupsWork.

LocateandopentheServiceCatalogTaskassociatedwiththeFulfillmentworkflow
activity.

HINT:SearchtheShortdescriptioncolumnforInfinity.
AsKevinEdd,assumethefouritemslistedintheDescriptionfieldarecompleteâ€”

clicktheCloseTaskbutton.

Challenge
ViewtheprogressoftheStagefieldforJoeEmployee'sInfinityrequest:

cust Approvedproved
ysOop cval-2Days(Completed

boys(10Approel-2Days(Complete
iment ays(OrdeFulfilment4Dos(Completed)

Â©oeployment-1Ory(Deployment-1DayOnprogress

Completed(Completed(Pending-hasnotstarted!
 

TesttheWorkflowâ€” CompletetheDeployment
ServiceDeskisalsoresponsiblefordeliveringtheInfinityonce it isreceivedso,asKevinEdd,
closethedeploymenttask.

1. Ifneeded,impersonateKevinEdd.

2. ServiceDesk>MyGroupsWork.

LocateandopentheServiceCatalogTaskassociatedwiththeDeploymentworkflow
activity.

HINT:SearchtheShortdescriptioncolumnforInfinity.
AssumetheInfinityhasbeendeliveredâ€” clicktheCloseTaskbutton.
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TesttheWorkflowâ€” VerifyRequestComplete
1. ServiceCatalog>OpenRecords>Requests.
2. ConfirmthattheREQisno longerinthelist.

LABVERIFICATION
FinalVerification:ViewWorkflowHistory
1. ImpersonateSystemAdministrator.

Workflow>LiveWorkflows>History.
ClicktheEndedcolumnheaderto datesortmostrecentatthetop.
 

NOTE:Thehistoryforallrequestsandtheirworkflowstepsaredisplayedinasinglelist
view.Thelistcanbepersonalizedtoaddotherfieldsor afiltercanbecreatedto view
onlystepsassociatedwithaparticularworkflowor workflowactivity.
 

ClicktheInfinityItemRequesttitleintheContextcolumnwheretheActivityisItem
Deployed:

 

WorkflowActivityHistoryGotoEnded Â¥

Y a

& = Started = state endedv = Context = Activity

2017-07-2021:46:42 Finished2017-07-2021:48:50 InfinityitemRequest InfinityDelivery

2027-07-2021:48:50Finished2017-07-2021:48:50

7-07-2021:48: Finished2017-07-2021:48:50   
 

NOTE:ThisworkflowcontextshowsalloftheworkflowstepscompletedfortheInfinity
request;ordered,approved,fulfilled,anddelivered.
 

5. SelecttheWorkflowActivityHistorytabandnoticethenineActivities.
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6. UnderRelatedLinks,clickShowWorkflowtoshowwhichpaththeworkflow
executedfortheInfinitycatalogitemrequest:

 

AseoteatonBycoostoormofacaorsamsSateSeaceBackordandPees
Has

a5
 

 

   Impressive!
Inthislabyoutookan existingworkflowandmodifiedit tofitwithinaServiceCatalogitem

fulfillmentanddeliveryprocess.
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Module4â€” 4.3ServiceLevelAgreements servicenuw
 

Objectives
* WhatisaServiceLevelAgreement?

â€” SLATypes
â€” DefinitionandConditions

* DefaultSLAWorkflow
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Whatisa ServiceLevelAgreement? servicenuw
 

SLA R
AServiceLevelAgreement(SLA)definesa set
amountoftimefora Taskto reachacertain
condition,thetable(s)toaccess,andwhattype
ofSLAisbeingevaluated

SLAsincludeactionsthatcanbetriggeredat
differenttimesduringitslifecycle

IftheTaskSLAdoesnotreachthecondition,
theTaskismarkedbreached

SLAsare representedbya recordstoredinthe
SLA[contract_sla]table

TypesofSLAs
1. ServiceLevelAgreement(SLA)
2. OperationalLevelAgreement(OLA)
3. UnderpinningContract(UC)

   ge
- Facilitiesmanagementdefinesfulfillment
timesofrequestformeetingrooms

- HRmayuseSLAsto trackaverageCase
resolutiontime

- Fieldserviceshascommitmentsforon time
arrivalwithdefineddiscountiflate   

SeveralmajorcomponentsworktogethertopowertheServiceLevelAgreementsplugin:

.

SLADefinition:TherecordwhichdefinestheconditionsthattriggertheSLA

TaskSLA:TheindividualinstancesoftheSLAsassociatedwithparticulartasks
SLAWorkflow:Workflowpowerseventsor actionsbasedon theSLAdefinitionandis
designedtobeusedover andover

SLAAutomation:TheBusinessRuleandScheduledJobthatautomatetheSLA

SLAConditionsandScriptInclude:AScriptIncludeandreferencerecordthatcanbeusedto
customizethetransitionsbetweendifferentSLAstates

TheTaskSLA[task_sla]tablestoreseachoftheindividualSLAsattachedtoparticulartasks.
UnlimitedSLAscanberunningagainsta recordbutSLAscanonlyrunagainstatablethatextends
theTasktable.

TypesofSLAs:WhileeachtypeofServiceLevelAgreementmayinvolvedifferentstakeholders,their
basicstructureinthetoolisthesame,theytrackthingsyouwanttracked.Theonlydifference
betweenSLAs,OLAs,andUnderpinningContractsistheTypefieldon theTaskSLAform.TheseSLA
typesbasicallyallbehavethesameway.

AnOperationalLevelAgreement(OLA)defineshowdepartmentsworktogethertomeetthe
servicelevelrequirementsdocumentedinanSLA
AnUnderpinningContract(UC)isatypeofSLAthatdefinesandmonitorstheguarantees
establishedwithanoutsidesupplier;itisatoolforsuppliermanagement
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SLADefinition servicenuw
 

= SUADefinition =

< Â©Priority2resolution(8hour) @VKFz eve updatedelete A J
Name Priority2resolution(8hour) ApplicationGlobal [0]

TypeSLA Durationtype@|Userspecifiedduration

TargetResolution DurationDays0

Table_incident(incident) v Hours 08

Workflow@Â® SLAnotificationandescalationworkfle Q.
A

> Schedulesource@â€”SLAdefinition

Active WY Schedule8-5weekdays

Enablelogging Timezonesource@â€”Thecaller'stimezone   

WhendefiningaServiceLevelAgreement,therearemanyimportantfieldsincluding:
* Durationtype:Youcanchooseaspecificdurationfromthelist,or youcandefineyourown.

TheSLAperformsthecalculationsandsetsadayandtimeasthedeadlinefortheSLA.
Typically,youwouldapplyUserspecifiedduration.
Duration:WhenUserspecifieddurationisselectedfromtheDurationTypelist,an
administratorcandefinethenumberofdaysandhoursofthetimerfortheSLA.

Schedule:Defineswhatiscalculatedashoursinaworkdayandnumberofdaysinawork
weektousefortheSLA.Beforeyoubegintolookathowtocalculateconditionsforthe
schedulingoftheSLAs,youcanchecktoseewhatplatformscheduleshavebeensetupfor
hoursperworkdayandthenumberofdaysintheworkweek.
Timezonesource:SpecifythetimezonefortheSLA.TheSLAdefinition'stimezoneisused
whencreatingTaskSLAsiftheUsethefollowingtimezoneforSLApropertyisselectedin
ServiceLevelManagement>Properties>SLAEngine.Thetimezonecanbedefinition,
schedule,location,or configurationitem
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SLADefinition:Conditions servicenuw
 

Start
Enablesyoutodefinethe
conditionsunderwhich
theSLAwillbeattached

Retroactivestart,when
activated,workswiththe
Setstarttofieldand
calculatestheSLAstart
time

Forexample,an incident
isreceivedsayingthat
emailisdown;anhour
latertheincidentis
updatedwiththeemail
serverbeingoffline,but
thestarttimeisthesame

forbothactions

Pause
Enablesyoutodefinethe
conditionsunderwhich
theSLAwillsuspend
increasingelapsedtime

UsetheWhentoresume

drop-downlisttochoose
theconditionunderwhich
theSLAwillresume

increasingelapsedtime

Stop
Enablesyoutodefinethe
conditionsunderwhich
theSLAcompletes

Ifallofthespecifiedstop
conditionsmatch,then
thetaskSLAwillcomplete
regardlessofwhetherit is
breached

Reset
Enablesyoutodefinethe
conditionsunderwhich
therunningSLAwillbe
completedandanew SLA
willbeattached

ForanewSLAtobe
attached,thestart
conditionmustmatch

 

Startcondition PauseconditionStopconditionResetcondition  

WhiledefininganSLA,youcansetupto fourSLAconditions:Start,Pause,Stop,andReset.

SLADefinitionEvaluation- Everytaskintheplatformisevaluatedinthefollowingorder:
* ProcessnewSLAstodetermineifa newSLArecordmustbeattachedtoatask
* ProcessexistingSLArecordsattachedtoa task

SLAConditionEvaluation:
* Attachifstartconditionmatchesandboththestopandcancelconditionsdon'tmatch
* Completeifthestopconditionmatches

Pauseifthepauseconditionmatches
Resumeifthepauseconditiondoesn'tmatchor resumeconditionmatches
Reattachifboththeresetandthestartconditionsmatch
Cancelifthestartconditiondoesn'tmatchor cancelconditionsmatches
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DefaultSLAWorkflow servicenow
 

 

   

Asyousawearlier,ServiceNowalsoprovidesWorkflowsforServiceCatalogRequests,Service
CatalogItemRequests,andothertypesofWorkflows,suchasRoutineChangeandEmergency
Change.
TheDefaultSLAWorkflowisdesignedto beusedwithmultipleservicelevelagreementsofany
types.Thisworkflowwillcreateeventsthatsendoutnotificationsautomaticallyafterataskreaches
50%,75%,and100%ofitsallottedSLAduration.

ThereisalsotheSLANotificationandEscalationWorkflowwhichwillcreateeventsthatsendout
notificationsautomatically.Whena taskreaches50%ofitsallottedSLAduration,forexample,the
workflowwilltriggera notificationto besentto theassigneeandtheuserlistedintheSupportedby
fieldontheconfigurationitem.At75%and100%,a notificationissentto theassigneeandthe
assigneeâ€™smanager.

SLAsallowan ITservicedeskto trackiftheirrepresentativesareprovidingaspecificlevelofservice,
andrun reportson thesuccessratesoftheSLAactions.

Forexample,notifythemanagerwhentheSLAreaches75%ofitsallottedtime.Mostcommonly
usedto ensureincidentsarebeingresolvedwithinacertainamountoftime.
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servicenuw

SectionSummary
Lab4.3* WhatisaServiceLevelAgreement? :

ServiceLevelAgreements* SLATypes
* SLADefinitionandConditions Â©* DefaultSLAWorkflow

Pages232-235 5-10minutes

Lab4.3â€” ServiceLevelAgreements:

* CreateanSLAforInfinitysecurityincidents
* TesttheSLA
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LAB

ServiceLevelAgreements4.3
LL LN Ct)5-10minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* CreateanSLAforsecurityincidents
* TesttheSLA

BusterWubbelandWinnieReichhaveagreedupona reasonabledurationforhowlongit
shouldtaketo resolveallsecurityincidents,includingInfinityincidents.

Theyhaveaskedthesystemadministratortocreatea new SLAthatmeetstheirrequirements.

A.DefineanSLAforSecurityIncidents
1. ServiceLevelManagement>SLA>SLADefinitions.

2. ClickNew.

3. Completetheformasshown:

Name:SecurityIncidentResolution
Table:Incident[incident]
Duration:Days00Hours08:00:00
Schedule:8-5weekdays
 a .

as o=-E
Name â€˜SecurityIncidentResolution: ApplicationGlobal

Type|SLA 2 Durationtype( | Userspecifiedduration
Target â€”None $ Days00

Table Incident[incident Hours08

Workflow@Â® DefaultSLAworkflow SLAdefinition

active [V7 8Sweekdays

Thecaller'stimezone   Enablelogging
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4. AddtheStartconditionsasshown:

Active| is|true
Category|is|Security
 

Startcondition|PauseconditionStopconditionResetcondition
SearconditionÂ®|AddFilterConditionAdd"OR"Clause

Alloftheseconditionsmustbemet  SelecttheRetroactivestartcheckbox.
 

NOTE:DoingsowilldisplaytheSetstarttofield.
 

ChooseCreatedfortheSetstarttofield.

ChangethevalueoftheWhentocancelfieldtoStartconditionsare notmet:
 

WhentocancelStartconditionsarenotmet   

SelecttheStopconditiontab.

AddthefollowingStopcondition:

State| is|Closed
State| is|Resolved
 

StartconditionPauseconditionStopconditionResetcondition
StopconditionAddFilterCondition|Add"OR"Clause

State v j is   

 

NOTE:ThisSLAwilltakeeffectforanyincidentsubmittedwitha categoryofSecurity,
anditwilltracktimeuntiltheincidentreachesthestateofClosedor Resolved.

 

10.ClickSubmit.
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B.TesttheServiceLevelAgreement
1. ImpersonateWinnieReich

Incident>CreateNew.

Fillouttheformasfollows:

Caller:WinnieReich
Category:Security
Assignmentgroup:ServiceDesk
Shortdescription:TestingSecurityINCSLA

Save.

Scrolldownto theTaskSLAssection.

NoticetheSecurityIncidentResolutionSLAhastriggered:
 

TaskSLAs(1)|AffectedCis ImpactedServices/CisChildincidents

TaskSLAsGoto SLAdefinition â€™

7 task=1nc0010013

& Q = Su definition B Target = stage = Businesstimeleft

Securityincident ein
THours59MinutesÂ®Resolution progress- â€”

Scrollbackto thetopoftheformandupdatetheStatefieldto Resolved.

Savetherecord.

FromtheTaskSLAssection,selectthePreviewicon(circlewithanâ€œiâ€•)forSecurity
ncidentResolution:

 

x Task= INCO010013

%=Q. BStAdefinition

[oO]Securityincident
QJResoiution

Next,clicktheOpenRecordbuttonon therecordpreviewwindow.   

. UnderRelatedLinksontheTaskSLArecord,clickShowWorkflow.
 

NOTE:ThisWorkflowcontextshowsthelifecycleoftheSLAfortheincident
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LABVERIFICATION
ServiceLevelAgreementDefinition

StADefinitionsJTSTB]GotoUpdatedÂ¥ yi aaa

TYa

ae Q
=

= Duration = Table

@ is
i

SHours Incident{incident}
 

Welldone,youhavecompletedtheServiceLevelAgreementlab!
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Module4â€” 4.4KnowledgeManagement servicenuw
 

Objectives
* WhatisKnowledgeManagement?
* KnowledgeBaseArchitecture
* KnowledgeBaseWorkflows
* KnowledgeArticleSecurity:UserCriteria
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WhatisKnowledgeManagement? servicenuw
 

KnowledgeManagementallowsusers
tocreate,edit,andviewKnowledge
articlestoshareinformationacrossthe
organizationinacentralizedlocation

Knowledgearticlesexistwithinasingle
KnowledgeBase,whichismanagedby
oneor moreKnowledgeManagers
Administratorsandthosewiththe
knowledge_adminrolecancreate
multipleKnowledgeBases

 

ae
- HRadministratorscanlimitaccessto
KnowledgearticleswithUserCriteria,for
exampleBenefitsforEMEAemployeesare

onlyvisibletoemployeeswhoresideinEMEA
- IncludeHRpolicies,calendars,anddetailed
instructionsforreportingviolationstoreduce
securitycases

- InconjunctionwithEventManagement,
KnowledgeBasearticlescontainingresolution
instructionscanbegeneratedfromEventsto
fixan issuewitha Cl   

WithKnowledgeManagement,eachorganizationcanhavetheirown KnowledgeBasewithflexible
controlsover whocanseetheinformationandwhocanhelpcontribute.

UserscanbrowseandsearchKnowledgeusinga KnowledgeHomepageor usecontextualsearch
fromotherServiceNowapplications,so userscanhelpthemselvestroubleshoottheirissue.

ToviewKnowledgecontent,navigatetoSelf-Service>Knowledgetodisplaysknowledgearticles
organizedbyKnowledgeBaseandCategory,aswellasFeaturedContent,andpopulararticles(Most
UsefulandMostViewed).

FromtheKnowledgehomepageyoucanbrowseandsearchforarticles,thensubmitfeedbackon

thosearticlesifdesired.

NOTE:YoumusthaveatleastoneServiceNowroletocontributecontent.
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KnowledgeBaseArchitecture servicenuw
 

TheKnowledgehomepagedisplaysknowledgearticlesandsocialquestions(Q&A)
organizedbyknowledgebaseandcategory

 

Applications

a anne tar10winso

FeaturedContent

SevenForceAutomatoniOOWNLEmatremainToreghtat11.80PMEastern      ITKnowledgeBase 

 

Fromthehomepage,userswiththecorrectpermissionscanimportaWorddocumenttoa

knowledgebaseusingtheImportArticlesbutton,createa newarticleusingtheCreateanArticle
button,or askaquestionusingthePostaQuestionbutton.

AdministratorscancreatemultipleKnowledgeBasesandassignthemto individualmanagers
responsibleforcontrollingthebehaviorandorganizationalschemeofeachknowledgebase.Each
KnowledgeBasescanhaveuniquelifecycleworkflows,usercriteria,categorystructures,and
managementassignments.

CategoryHierarchy:
* Knowledgearticleswithina KnowledgeBasearegroupedbycategory
* CategorygroupscanhelpyoudefinetheKnowledgeBasetaxonomy,andcanhelpusersfind

articleswithinaKnowledgeBase

KnowledgeManagerscandefineknowledgecategoriestopre-populatethelistofavailable
categories,andknowledgecontributorscanselectcategories,andaddor editcategories,if
enabled,foraKnowledgeBase
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KnowledgeBaseWorkflows servicenuw
 

ThepublishingandretirementprocessesforaKnowledgearticleare controlledbyworkflows
definedfortheKnowledgeBasethatthearticlebelongsto
 

ine Youcanassigndifferentworkflows

aos ( toeachKnowledgeBase

Youcanuseoneofthedefault
workflows,or createyourown

Approwal workflowtodefinecustom

Publish publishingandretirementprocesses
Workflow i fordifferenttypesofknowledge

 

      

TheKnowledgeBaseWorkflowsavailableintheServiceNowbaselineinstanceinclude:
* Knowledgeâ€”- ApprovalPublish:Requestsapprovalfroma manageroftheKnowledgeBase

beforemovingthearticletothepublishedstate.Theworkflowiscanceledandthearticle
remainsinthedraftstateifanymanagerrejectstherequest.
Knowledgeâ€” InstantPublish:Immediatelypublishesadraftarticlewithoutrequiringan

approval.
Knowledgeâ€” InstantRetire:Immediatelyretiresa publishedarticlewithoutrequiringan

approval.
Knowledgeâ€” RetireKnowledge:Movesa knowledgearticleto theretiredstate.

NOTE:Thisisonlyaselectionofthebaseinstanceworkflowstochoosefrom,asdesignedfor
KnowledgeBasemanagement.
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KnowledgeSecurity:UserCriteria servicenuw
 

UserCriteriadefinesconditionsthatareevaluatedagainstuserstodetermine
whichuserscancreate,read,write,andretireknowledgearticles

 
Youcanapplyseveral
usercriteriarecordsto
knowledgecontent

UserCriteriaisappliedat
theKnowledgeBaselevel  

KnowledgeBasesuseUserCriteriarecordstodeterminewhichsetsofuserscanreador contribute
knowledgewithinthatKnowledgeBase.If aknowledgebasehasno usercriteriaselected,articles
withinthatKnowledgeBaseareavailabletoallusers.

UserCriteriadefinitionsinclude:
* canRead:userswhocanreadallKnowledgeBasearticles
* cantRead:userswhocannotread,create,or modifyarticlesintheKnowledgeBase
* canContribute:userswhocanread,create,andmodifyarticlesintheKnowledgeBase
* cantContribute:userswhocannotcreateor modifyarticlesintheKnowledgeBase

ToimplementUserCriteria,navigatetoKnowledge> KnowledgeBasesandselectaKnowledge
Base.Next,accesstheCanreador Cancontributerelatedliststoselector createUserCriteria
records.

WhencreatingUserCriteria,theMatchAllcheckboxtodeterminewhetherallelementsfromeach
populatedcriteriafieldmustmatch.Ifselected,onlyuserswhomatchallcriteriaaregivenaccess.If
cleared,theusermustmeetone or moreofthesetcriteriatobegivenaccess.Bydefault,thischeck
boxisclearedso thatanyconditionmetprovidesa match.
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SectionSummary
Lab4.4WhatisKnowledgeManagement?KnowledgeManagementKnowledgeBaseArchitecture

KnowledgeBaseWorkflows CG)KnowledgeArticleSecurity
Pages242â€” 247 10â€” 15minutes

Lab4.4â€” KnowledgeManagement:

* CreateaKnowledgeBasearticlebyimportingaWorddocument
* Approvethearticleforpublishing
* Define,apply,andtestusercriteriaon theknowledgebase
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LAB

KnowledgeManagement4.4
SS ) 10-15minutes

LabGoal
Thislabwillshowyouhowtodothefollowing:

* Createa KnowledgeBasearticlebyimportingaWorddocument
* Approvethearticleforpublishing
* Define,apply,andtestusercriteriaon theknowledgebase

Aftera fewpositiveroundsofInfinitytesting,theproducthasbeengreatlyimprovedandthe
testingaudienceisreadyto beexpanded.
HumanResources(HR)hasvolunteeredto leadan initiativewithinCloudDimensionsto
advertiseopenenrollmentforInfinitytestingusingtheKnowledgeBase.

HRrepresentativeswillbegrantedtheappropriateauthoringpermissionsbythesystem
administratorso thattheymaycreate,review,andpublisharticles.

Thesystemadministratorwillalsoassistwithensuringthearticleremainssecureandaccessible
onlybyCloudDimensionsemployees.

 

RequiredResource:Infinity_Open_Enrollment.docx   

A.Createa NewITKnowledgeBaseArticle
1. ImpersonateJasminGum,amemberoftheHumanResourcesgroup.

2. Self-Service>Knowledge.
3. ClicktheImportArticlesbutton:
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4. Next,click+ToselectwordfilesandfindtheInfinity_Open_Enrollment.docxfile
youhavedownloaded,thenfillouttheformasshown:

a)Article1:Infinity_Open_Enrollment(autofills)

b)Knowledgebase:HumanResources

c)category:[leaveempty]

d)ClicktheImportbutton
 

Import

Dropwordfileshere-+-Toselectwordfiles

Filesto import

6 Article1|Infinity_Open_Enroliment

> Knowledgeâ€”HumanResourcesoebase     

NOTE:Youshouldreceivean â€œImportcompletedâ€•messageon thebottomofyourscreen.
 

5. Self-Service>MyKnowledgeArticles.

6. ClicktheknowledgearticleNumberforInfinity_Open_Enrollment:
 

= tooneieEJcoe moe fms
Â¥All>Workflowin(Draft,Review,Published,Pendingretirement,Retired)>Author= JasminGum

be]Q NumberÂ¥ ==Shortdescription= Author =Category= Workflow

@ Infinity_Open_EnrolimentJasminGum *>OO00O

7. UpdatetheShortdescriptionto InfinityTestingOpenEnrollment.  
8. ClickthePublishbuttonfromtheheader.
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NOTE:ThedefaultpublishworkflowfortheHumanResourcesKnowledgeBaseis
Knowledge- ApprovalPublish.Thismeans afteran authorclicksthePublishbuttonon

theirarticle,itgoesintoa reviewstate.Otheruseswiththecorrectpermissionscanview
thearticleanddetermineifanychangesare neededbeforeapprovingandpublishingthe
article.
 

B.ApprovetheArticleforPublishing
1. ImpersonateGracieEhn,managerofJasminGum.

 
NOTE:GracieEhnisalsoamemberofHumanResourcesandactsasthereviewboard
fornew contentsubmittedtobepublished.
 

ServiceDesk>MyApprovals.
LocateandopentherequestedapprovalrecordfortheInfinityTestingOpen
Enrollmentknowledgearticle:
 

= ApprovalsGoto State

all>Approver=GracieEhn
ae Q =State

@ Â©Requested    4. Scrolldowntoseeasummaryoftheitembeingapproved.
5. Assumethecontentlooksgood,thenclickApprovefromtheformheader:

 

6. Self-Service>Knowledge.
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7. OpentheHumanResourcesKnowledgeBasetoconfirmthearticleappears:
 

All ArticlesQuestions

HumanResources Sortby_Lastupdated

InfinityTestingOpenEnrollment
AuthoredbyJasminGume 3Viewse Lastupdated3magoe Rating
InfinityTestingOpenEnrollmentWhatis Infinity?Infinityis CloudDimensionslatest
productoffering,a portableholographicprojector(PHPforshort),whichiscapableof
projectingimmersiveenvironmentsaroundyousuchasa rainforest,grandma's...
KnowledgeBase:HumanResources    C.CreateandApplyUserCriteria

TheHumanResourcesKnowledgeBaseiscurrentlypublictoallusersthatlogintotheCloud
DimensionsinstanceandaccesstheSelf-Service> Knowledgemodule.

Thesystemadministratorwillcreateusercriteriaandapplyitto theKnowledgeBaseto
appropriatelycontrolwhocanviewthecontent.

1. ImpersonateSystemAdministrator.

Knowledge>Administration> UserCriteria.

New.

Fillouttheformasfollows:

Name:CloudDimensionsEmployees
Companies:CloudDimensions

Submit.

Knowledge>Administration>KnowledgeBases.

OpentheHumanResourcesrecord.

ScrolldownandclicktheCanReadtab:

Knowledge(1)|Questions CanContribute

t canreadEYEditGoto CanReadÂ¥

xyKnowledgeBase= HumanResources  9. ClickEdit...
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10.AddCloudDimensionsEmployeestotheCanReadList.

11.Save.

D.TestUserCriteria
1. ImpersonateJonFloyd.

 

NOTE:Remember,JonFloydworksforapartnercompanyofCloudDimensions.Wewill
usehisuser accounttoverifytheHumanResourcesKnowledgeBaseisunavailableto
accessbecauseoftheusercriteriaappliedto it.
 

Self-Service>Knowledge.
TheHumanResourcesKnowledgeBasedoesnotappear.

LABVERIFICATION
HumanResourceKnowledgeBaseArticle
 

<|te Home|General Fagor crteincdens ZB
InfinityTestingOpenEnrollment
KBo010002

Lviews

InfinityTestingOpenEnrollment

Whatis tafnity?
Infeitys CloudDimensionslatestproductofering,a portableholographicprojector(PHPforshor),whichiscapatieof

projectingimmersiveanveonmantsaroundyousuchasa rainforest,grancma'sNowe,arc evena lunaâ€™landscapebelonging'0

2planetmarryightyearsaway!Howcoo!isthat?t

Whatdoesthisopenenrollmentmean?

InfleitynasbeentestodmanytenesoverbytgamsPatarwClosesttoRâ€”thats,mitipleCloudDimensionstamethatsupport
Infeitynavehadthei hard cn i forafewmonthscom

BecauseofhowweitheInfritydevicesareshacingup,wwwartto extendthetestingaudiencetoallCloudDimensions
empces   

UserCriteriaâ€”- EmployeePerspective
 

KnowledgeBases

HumanResources   
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UserCriteria- Non-EmployeePerspective
 

KnowledgeBases

Knowledge
0Articles   

ThatdoesitfortheKnowledgeManagementLab!
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Module4â€” 4.5Reporting servicenuw
 
Objectives

* WhatisServiceNowReporting?
* ReportTypes
* CreatingandEditingReports
* ReportDesigner

â€” Actions
â€” Options
â€” Distribution

Metrics
PerformanceAnalytics
Dashboards
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WhatisServiceNowReporting? servicenuw
 

 

ee
- Managementneedstohavea report
automaticallygeneratedanddeliveredtoher
divisionforallP1incidentsthathappened
overnight

Reportsâ€”â€”â€”â€”adâ€”
UsetheReportsapplicationto runpredefined
reportsandcreatecustomreportsthatshow
results,preparedon an ad-hocbasis

UsetheReportDesignertocreatereportsby - Vendormanagementneedstoseea

modifyanexistingreport,or createa new quarterlyrollupofServicelevelcomplianceof
reportfromscratch theirthirdpartyserviceproviders

- HRmayusereportstomeasureaverage
BenefitsCaseloadbyassigneeduringopen
enrollment
- Anagentneedstohaveevidenceofhis
performancemanagingcasesover thelast
quarterinpreparationforhisquarterlyreview   

TheReportsapplicationallowsyoutographicallyviewandanalyzedatafromyourServiceNow
environment.Reportscantakemanyforms,includingbarcharts,piecharts,dials,lists,pivottables,
donuts,andmore.Reportscanberunmanuallyor scheduledtoberunautomatically.

ServiceNowreportsare interactive;youcandrilldownintothereportgaugestoviewand
manipulatetheunderlyingdata.

Thereare a rangeofpredefinedreportsthatpertaintoapplicationsandfeatureslikeIncident
ManagementandServiceCatalogrequests,includingKeyPerformanceIndicator(KPI)reports.If
noneofthepredefinedreportsmeetyourneeds,youcancreateyourown reportsbynavigatingto
theReports>View/Runmodule.Alternatively,youcansimplyclickmostcolumncontextmenusin
anylisttogeneratea reportdirectlyfromthedatainthatlist.

ServiceNowReportingcaneasilyanswersuchquestionsas:
* Did|meetanSLA?
* Howmanyincidentsdidmyteamcloseina month?
* MetricReporting:WhatwastheaveragetimefromIncidentopento Incidentclosedforeach

ServiceDeskteam?

Formore information,navigatetoReports>GettingStarted.
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ReportTypes servicenow
 

TheServiceNowbaseinstancecomeswithover 25standardreporttypes
 

Onereportvariation,a Paretochart,namedafterVilfredoPareto,isatypeofchartthatcontains
bothbarsandalinegraph,whereindividualvaluesare representedindescendingorderbybars,and
thecumulativetotalisrepresentedbytheline.ParetoChartsareusefultoshowthesignificanceof
factorsforagivenquestion/process.ParetoChartsusetherulethatabout20%ofinputproduces
almost80%oftheoutputs.

Otherreporttypesinclude:Speedometer,Dial,SingleScore,Pie,SemiDonut,Bubble,Multi-Level
PivotTable,Line,Column,Area,Spline,Bar,Histogram,HorizontalBar,List,Funnel,Calendar,
Pyramid,Box,Trend,Control,Trendbox,Map,PivotTable,andTextAnalytics.
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CreateandEditReports servicenuw
 

CreateaNewReportfromaList
1. Defineandrunafilter,displayingonlythedatatoreporton2. OpentheColumnContextMenu,

thenchooseBarChartor PieChart 

Yaad  

sate SCatesory
Sort(ato2) r

Son(203

ShowVisualTaskBoard
RickBerle3-Moderate

GroupByPriority

BowRussert5-Plannin Bertielubyâ€”$- Plannin

 

Createa NewReportor EditanExistingReport
NavigatetoReports>View/Runtocreatea new reportwiththeReportDesigner,or openanexistingreport

Youcanbuildreportsfromscratch,butit isofteneasiertostartwithafilteredlistor anexisting
report.Whenyoustartwithanexistingreport,reportingconfigurationchoiceswillbeprovidedfor
you.Bymodifyingtheprovidedoptions,youcanconfigurethereporttomeetyourneeds.Itisa
bestpracticetocopya basereportthenedityourcopy.

UsetheServiceNowReportDesignerto:
* Leveragereportingvisibilityandavailablereporttypes
* Usemulti-levelfilters,filteroperators,andsortorderto refinereports
* View,create,edit,andschedulereports
* Workwithreportingroles
* UseRelatedTables(dot-walkingandDatabaseViews)

Advantagestomodifyinganexistingreport:
* Youcanstartwithareportthatalreadyhasthebasicinformationandmakeminorchangesto

getwhatyouneed

Browsingexistingreportshelpsyoulearnwhichofthetablesare relevantto theworkyoudo

Helpsyoulearndifferentusesforthevariousreporttypes
YoucanleverageITILbestpracticesbyusingKeyPerformanceIndicator(KPI)reports
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Â©2018ServiceNow,Inc.AllRightsReserved 



ReportVisibility servicenuw
 

   

      Myreports Group Global All

Createdbyyouand Reportsthatare Availableto Listofallpersonal,
onlyvisibleto you visibletoeveryone everyone group,andglobal

inyourgroup(s) (allFulfillers) reports

     

 

Â°|Ee
Table Scheduled=Published

Foo Onth cr itp el

FollowOnTask(cert_follow_on_task]

Contract[ast_contract!    
TheReports>View/Runmodulecontainsa libraryofreportswhichyoucanrunandusetocreate
yourown customreports.Manyofthesereportscamewiththeplatformandotherswere created
byyourreportingadministratorsspecificallyforyourcompany.

TheReportspagecontainsdifferentsectionsforreportswhicharevisibletodifferentaudiences:
* Myreports:Visibleonlyto thereportcreator(Me)
* Group:Visibleto one or morespecificusersand/orgroups(GroupsandUsers)
* Global:Visibletoallusers(Everyone)
* All:AlistofallGlobal,Group,andpersonalreports
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ReportDesigner:Creatinga Report servicenuw
 

ReportDesignerisan interfaceusedforcreatingor modifyingServiceNowreports
Itfeaturesfoursectionswhichprovidereportingconfigurationoptions:Data,Type,Configure,andStyle

 

< Createa report

2 Reportname

> Datasource Useatableinstead
Nodatasourceselected    UserswiththeadminrolecanaccesstheReports>Administration>Propertiesmoduletoenable

theReportDesignerforalluserswiththepermissionstocreate/editReports.Alternatively,users
willbeabletorevertbacktotheclassicreportinginterfacebyclickingontheSwitchtoclassicUI
linktowardsthetop-rightoftheReportDesignerinterface.

EachsectionoftheReportDesignerprovidesdifferentconfigurationoptions:
* Data:Providea nameforthereport,aswellasselectthesourcefromwhereyourdatacomes

from.Youcanchooseadatasource,whichisa predefineddatasetusedforcreatingreports;
or aServiceNowtable.

* Type:Selectthevisualizationofyourreportbychoosinga reporttype.Thereare27different
typestochoosefrom!

Configure:Dothingslikegroupthedatabyaspecificfield(s)andruncalculationsagainstthe
data.

Style:Adjustthelookofyourreport,fromcoloringtotitles,aswellasmakingadjustmentsto
thereportlegend.

NOTE:Everytimeyoumakeanadjustmentthroughthesecontrols,remembertoclicktheRun
buttoninthetop-righttoredrawthereportwithyourchanges.
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ReportDesigner:ReportActionsandOptions servicenuw
 

 

Reportinfo   

 

Savereport;optionstoSave,
SharingMenu Insert,InsertandStay,and

Saveasdatasource   
 

  Deletereport 

 

SwitchtoclassicUI

 AllContractsbyType Insert

Â® 4 JV
Update

InsertandStay
Saveasdatasource   

TheReportactionsavailabletoyoudependon yourrole.ManyoftheReportactionsareeasily
understood;thereforeonlysomeofthemaredetailedhere:

Â¢ Update:Overwritereport,returntothereportlist
* Insert:Saveaduplicatecopyofthereport,returnto thereportlist
* InsertandStay:Saveaduplicatecopyofthereport,remainingon thereport

Saveasreportsource:Allowsyoutocreatea pre-defineddatasetthatcanbeusedfor
creatingreports
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ReportDesigner:ReportDistribution servicenow
 

Share Publish

Tomakea reportvisibletoa Stepstopublishandviewa report:
particulargrouporuser,use
theShareoptiontoselect () 1. Withdesiredreportdisplayedclickthe
Groupsand/orUsers Sharingmenuicon,thenclickPublish

Sharing. @2. ClicktheCopyreportlinkiconfromthe
=

reportheadertocopytheURLtoyour
Share clipboard
Schedule 3. OpenURLinbrowser

 

â€˜AddtoDashboard

ExporttoPOF

Publish   

FromtheSharingmenu,youhavethefollowingoptions:
* Share:Allowsyoutospecifywhocanseethereport.OptionsincludeMe,Everyone,and

GroupsandUsers.AdminroleisrequiredforEveryoneandGroupsharing.
Schedule:Createascheduledemailofthereport
AddtoDashboard:Adddirectlyto aDashboardon a homepageyouchoose,or withina
PerformanceAnalyticstab

ExporttoPDF:ConvertthereporttoaPDFwhichcanbegeneratedimmediatelyor sentasan
email
Publish:Createa publicURLforthisreport.Usersmayneedto logintoServiceNowtoview
thereportandhaveanappropriateroleinordertoviewallofthedata.

Whendistributingareport,sharinghastheabilitytomakethereportvisibletoauthenticatedusers
withinServiceNow.

Publishinga reportmakesitavailableto usersoutsideofServiceNowbutdoesnotnecessarilyshare
theunderlyingdata.AccessControlrulesrestrictvisibilityto theunderlyingdatabutnottoall
reports.Forthisreason,it isrecommendedtobecautiouswhenpublishingreportsforexternal
visibility.
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ReportsandMetrics servicenuw
 

Whenyoureporton a table(forexample,Incidentor Problem),information
aboutthecurrentstateofplatformdatadisplays
AmetricisusedtomeasureandevaluatetheeffectivenessofITservice
managementprocesses

â€” Metricsmeasuresdataover timetoshowpasthistory
â€” Metricscangatherdataasthedataisupdated

Systemtablesare,bydefault,restrictedfromthereportingmodule.Thesetablesinclude,butare
notlimitedto thefollowing:syslog,syslog_transaction,sys_attachment,andsys_email.

Comparedto reports,metricsare usedto measureandevaluatetheeffectivenessofITservice
managementprocesses.Ametriccouldmeasuretheeffectivenessoftheincidentresolutionprocess
bycalculatinghowlongittakesto resolvean incident.

Sometimesa metriccanbeeasilyobtainedfromthedata.Forexample,to findthenumberof
incidentsthatwere createdtoday,a reportwillcountthenumberofincidentrecordsintheIncident
tablewithacreateddateoftoday.Othertimes,metricsneedtobegatheredasdataisupdated.For
example,determininghowlonganincidentwasassignedtoa certaingrouprequirescollecting
informationaboutassignmentchangesandcalculatingthedurationofeachassignment.

TheMetricDefinitionpluginprovidesadeclarativewayofdefiningmetrics,and,oncedefined,the
dataforthemetricisgathered,andoccurrencesofthemetricarecalculatedandstored.

ServiceAutomation
Â©2018ServiceNow,Inc.AllRightsReserved 



PerformanceAnalytics servicenow
 

PerformanceAnalyticsenablesyoutotrackandaggregatedataover time
throughelementscalledscorecardsandindicators

          ListofavailableKPI(indicator)trends
= |

Detailedindicatortrendspresentedon a Dashboard   

PerformanceAnalyticsenablesyouto trackandaggregatedataover time,suchasto measurehow
manyticketsare resolvedeachweekperassignmentgroup.PerformanceAnalyticsisenabledfor
theIncidenttablebydefault.Totrackdataforothertablesandapplications,youmust
licensePerformanceAnalytics.
PerformanceAnalyticssamplessourcedataonadailybasistobuilda trendover time.

PerformanceAnalyticsforIncidentManagementcomeswithseveralpredefinedelementsthatyou
canuseto assessorganizationalperformance,including:

* Indicators:definethemetricsto trackbasedon an indicatorsource,andspecifiesan

aggregationsuchastocountthenumberofnew tickets
Datacollectionjobs:automaticallycollectscoresforautomatedindicatorsandbreakdowns
Scorecards:displayscoresforasingleindicatorandallowsyoutoperformdetailedanalysisof
themetric,suchascomparingscoresover time

Dashboards:containactionabledatavisualizationsthathelpyouimproveyourbusiness
processesandpractices

PerformanceAnalyticsforIncidentManagementisa limitedversionofPerformanceAnalyticsthatis
includedinthebasesystem,enablingyouto becomefamiliarwiththefunctionality.

PerformanceAnalyticspremiumallowyoutocreateindicatorsandotherconfigurationrecordssuch
asbreakdowns,andcollectdatafortablesotherthanIncident.
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DashboardsOverview servicenow
 

 

Dashboardsenable
youtodisplaymultiple
PerformanceAnalytics,
reporting,andother
widgetson asingle
screen

 
â€” Opennce

Usedashboardsto
createastorywithdata
thatcanbeshared   

Dashboardsmayberesponsiveor non-responsive,butare setasnon-responsivebydefault.
ResponsivedashboardsrequiretheactivationofthePerformanceAnalyticspluginon upgraded
instances.

Withdashboardsyouareableto:
* CreateandeditPerformanceAnalyticsreportsandotherwidgetsdirectlyfromthedashboard
* UsetheAddWidgetspanetoquicklyfindandpreviewwidgets,thenaddthemto the

dashboard

Easilysharedashboardswithotherusersfromtheintegratedsharingpane
Usequicklayoutstosnapwidgetsintoapredefinedlayout,thenadjustthelayoutasdesired
Setdashboardsasyourhomepagesoyoucanquicklyaccessinformationthatyouuse

frequently

NOTE:Thereisa lotyoucandowithdashboardsso itisencouragedthatyouto findmore

informationattheServiceNowproductdocumentationsite.
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SectionSummary
WhatisServiceNowReporting?â€” aeReportTypes
CreatingandEditingReports
ReportDesigner
Metrics Pages260- 264 10- 15minutes

PerformanceAnalytics
Dashboards

Lab4.5â€” Reporting:

* Createareportforagroup
* Sharethereporttoagroup

ServiceAutomation
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LAB

Reporting 4.5
SS ) 10-15minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab1.3.
 

Thislabwillshowyouhowtodothefollowing:
* Createa reportforagroup
* Sharethereportto agroup

MembersoftheServiceDeskwouldlikea reportbuiltwhichprovidesa high-levelsummaryof
allincidentsassignedto theirgroip,organizedbyincidentcategoryandpriority.

WinnieReichwillcreatea reportandthenhavethesystemadministratorshareitto herteam.

A.Createa Report
1. ImpersonateWinnieReich.

2. OpenthelistofReportsbynavigatingtoReports>View/Run.
 

NOTE:Althoughthefirstpartofthelabiscompletedas WinneReich,anyuser withthe
rightpermissionscanaccesstheReportsapplicationmenuandmodulestocreateand
sharerepots.

 

3. Clickon Allfromtheheaderoptions:

Reports Groupclot [at]
4. Usethesearchbaratthetop-righttosearchforreportscontainingincidentsby

priorityintheirtitle.
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5. Oncetheresultsdisplay,clickIncidentsbyPriorityandStatetoopenthereport:
 

ReportsMyreportsGroupGlobal[All| Titlecontains:incidentsbypriorityâ‚¬}

YYDeesTitle TableCreatedbyLastmodified

aw =: Incident[incident]admin 2015-11-1306:16:17
2 veME ing iorit Incident[incident]admin 2015-11-13.06:16:59  

6. TheReportDesignerloadswiththereportdisplayinginformation:

< eaten =a Â©4 (>)

Data > Type>Configure> Style G IncidentsbyPriorityandState

 

Datasource:incidentsOpen(incident)Datasourceconditions:Active= true

yu

State IncidentsbyPriorityandState

â€˜Aggregation
Count

Maxnumberofgroups
20  7. SelecttheDatabreadcrumbtitlefromthepanelon theleft,thenupdatethename

ofthereportto IncidentsbyPriorityandState(ServiceDesk):

[oe|> TypeÂ»Configure> Style

>kKReportname

IncidentsbyPriorityandState(ServiceDesk)
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8. Fromthemainreportingarea,wherethedataisdisplayed,clicktheOpencondition
buildericon(funnel)toapplya filteron thedata:
 

Â© IncidentsbyPriorityandState(ServiceDesk)

Datasource:incidents.Open(Incident)
Datasourceconditions:Active=true

fl
IncidentsbyPriorityandState   

9. Usethedropdownmenustosetasinglefiltercondition:

Assignmentgroup| is|ServiceDesk
 

â€˜VYCONDITIONS

Alloftheseconditionsmustbemet

Assignmentgroupw | is %||ServiceDeskXv
 

. FromtheReportDesignerheader,clicktheRunbutton:

emâ€”|. Noticethereportâ€™sdatahasupdated:

 

 

JA > Aasignmentgroup=ServiceDesk
IncidentsbyPriorityandState(ServiceDesk)

1 - Critical

3 - Moderate

5~Planning  ServiceAutomation
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12.OpentheSavemenubyclickingthedownward-facingarrow,thenselectInsertto
savea copyofthenew reportyoucreated:

o 1 Ll=m
InsertandStay

 

  

theReport
mpersonateSystemAdministrator.

Reports> Administration> All. LocateandopentherecordfortheIncidentsbyPriorityandState(ServiceDesk)
report.

ClicktheEditReportbutton:

=)SystemAdministrator~ OQ.Ci?@)x63
UpdateViewReportEditReportDelete*

FromtheReportDesigner,opentheSharingmenu:

Â©[a]w
SelectShare.

 

    

ChooseGroupsandUsers,thenaddtheServiceDeskto theGroupslist:
 

Sharingsettings x

Visibleto : Everyone(@)GroupsandUsers

Groups:  ServiceAutomation
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8. ClickOKtoclosetheSharingsettingswindow.

9. Savethereport.

LabVerification
AccessReportfromGroupCategory
1. ImpersonateKevinEdd.

2. Reports> View/ Run.

3. FromtheReportslist,selecttheGroupcategory:
 

Table Createdby
IncidentsbyPriorityandState(ServiceDesk)â€”_Incident[incident]_winnie.reich   

NOTE:TheInfinityreportisnow availabletoallusersintheServiceDeskgroup.
 

Wonderful!Inthislabyouhavelearnedhowtomodifyanexistingreportandshareit.
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servicenuwModule4Recap
ServiceAutomation

   Fortheseselectedtopics,discuss:

Whywouldyouusethesecapabilities?
Whenwouldyouusethesecapabilities?
Howoftenwouldyouusethesecapabilities?
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LapIntrotoScripting&ApplicationTools

IntrotoScripting&ApplicationTools
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Module5â€” 5.1Scripting servicenuw
 

Objectives
* WhatarePlugins?
* WhatisScriptinginServiceNow?

â€” Client/ServerSideScripting
* ScriptTypes

â€” UI/DataPolicy
â€” UlAction
â€” ClientScript
â€” BusinessRule

* ScriptingAreasinServiceNow

IntrotoScripting&ApplicationTools
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Whatare Plugins? servicenuw
 

 

Lemos mh

Beforeaddingscriptto
ServiceNow,administrators
shouldcheckthelistof
availableplugins

Pluginsprovideadditional
optionalfunctionalitywithin
aServiceNowinstance

castorAMBServices

AcangmavaConrestSuppers

  SystemDefinition>Plugins 

Systemadministratorshavecontroloverwhentoactivateplugins.

Somepluginsincludedemodata- samplerecordsthataredesignedto illustratepluginfeaturesfor
commonusecases.Loadingdemodataisagoodpolicywhenfirstinstallingthepluginona

developmentor testinstance.Demodatacan loadedafterthepluginisactivatedbyrepeatingthis
processandselectingthecheckbox.Iftheplugindependson otherplugins,thesepluginsandtheir
activationstatusarelisted.

Mostpluginsarepublished,andsystemadministratorscanactivateanypublishedplugin.But,some

pluginsareavailableonlybyrequestduetooperationalconsiderationsmakingthepluginonly
appropriateforcertaindeployments.Inthesecases,toactivatetheplugin,makeaServiceCatalog
requesttoServiceNowTechnicalSupportusingtheRequestPluginActivationformat
https://hi.service-now.com.

IntrotoScripting&ApplicationTools
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WhatisScriptinginServiceNow? servicenew
 

ScriptinginServiceNowor PlatformScriptingisthecustomizationofaninstanceand/or
applicationsbyusingJavaScript

Dependenton howthescriptisexecuted,JavaScriptmayexecuteon theclientor server
sideandfundamentallyalterhowthebaselineinstancefunctionsanduserexperience

Z

Request

â€”)> ca
: â€”_ â€”_===

WebBrowser(Client) ApplicationServiceNow
Server

Clientrefersto anapplicationor systemthataccessesa remoteserviceor anothercomputer
system,knownasa server.Aserver isthecomputerprogramrunningasaservice;a physical
computerdedicatedtorunningoneor moreservices,or asystemrunningadatabase.

ServiceNowusesaSoftwareasaService(SaaS)model;thewebbrowseristheclient.Theweb
browseristheonlythingthatisinstalledon theclient.Theapplicationserverandthedatabaselive
attheDataCenter.Clientscriptsrunontheclientbrowser.Serverscriptsrun ontheserver(which
includesthedatabase).

Clienttoserverround-tripstaketimeandmaketheend-userwaitfortheround-triptocomplete.
Request+ Response= Roundtrip.
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ScriptType:UIPolicyandDataPolicy servicenuw
 

AUserInterface(UI)Policyisarulethatis
appliedtoa formtodynamicallychange
forminformationor theformitself

OnceaUIPolicyissaved,UIPolicyActions
determinewhathappenson theform,

ADataPolicyisarulethatenforcesdata
consistencybysettingfieldsasmandatory
and/orread-only
DataPolicycontrolsare similartoUIPolicies
butUIPoliciesareonlyenforcedon data

including: enteredintoaform(passingthroughtheUl)
Settinga fieldasmandatoryâ€” requiringa DataPoliciesareappliedtoalldataentered
valueinordertosavetherecord intotheplatform;form(UI),ImportSets,or

Settinga fieldashiddenâ€” no longer WebServices
displayinga fieldon theform

ADataPolicyexecuteon theserversidebutSettingafieldasread-onlyâ€” preventinga t Ã©

canalsorun asaUIPolicyon theclientsideuserfromupdatingitsvalue
 

UIPoliciesexecuteon theclientside UseasUIPolicyon client Â¥   

Toimmediatelyimplementupdatesandchangestoformsandlists,youcanuseUIPolicieswhich
allowyoutoaddsophisticatedcontrolswithouthavingtowritescriptsanddefinecustomprocess
flowsfortasks.

Usea UIPolicytosetfieldson a formto:
* Mandatoryor Optional
* Hiddenor Visible
* Read-onlyor Editable

NOTE:Toapplya UIPolicytoallviews,settheGlobalsettingto true.

ADataPolicyenforcesrequirementson fieldandrecorddatawhenthedataisimportedinto
ServiceNowor whenthedatainan ImportSetissubmittedthroughanexternalsystem.Data
PoliciescanbeoptedoutforWebServicesandImportSets.ADataPolicyisusedtosetmandatory
andread-onlystateson formfields.DataPoliciescanbeusedon liststomakea fieldread-only;the
fieldwillappeartobeeditable,buttheupdatewillfail.

ThepurposeofaDataPolicyistostandardizethesamedataacrossServiceNowapplications.
NOTE:UIandDataPoliciesarenotaboutsecurity,theyareaboutmanagingtheuserexperience.
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ScriptType:UIAction servicenow
 

 

UserInterface(UI)Actionsaddbuttons, Formbutton

links,andcontextmenu itemson forms
andlists,makingtheUImoreinteractive,
customizable,andspecificto useractivities Fetatake

Formcontextmenu

Forexample:enablingaCreateProblem Formstyle

buttonon anexistingincidentform Ustbannerbutton
 

Listbottombutton

Listcontextmenu

Listchoice

Listlink

Uststyle    UIActionscancontainscriptsthatdefinecustomfunctionality.UlActionscanbeserveror client
sidedependingon the'client'checkboxselection.Thissettingdetermineswhena UIActioncan

appear.

UIActionsinclude:
* Formbuttons
* Formcontextmenuitems(right-clicktheheader)
* Formlinks(RelatedLinksinaform)
* Listbuttons

Listcontextmenuitems(right-clicka record)
Listchoices(atthebottomofalist)
Listlinks(RelatedLinksatthebottomofalist)

WhenOrder100isspecified,UIActionswithOrdernumbersgreaterthan100willdisplayafterthis
UIAction,whileUIActionswithOrdernumberslessthan100willdisplaybeforethisUIAction,in
theuserinterface.

NOTE:WhentheUIActionsActiveboxischecked,theUIActionisrunningandvisibleunlessthereis
aconditionmetthatspecifiesotherwise.

IntrotoScripting&ApplicationTools
Â©2018ServiceNow,Inc.AllRightsReserved 



ScriptType:ClientScript servicenuw
 

 

ClientScriptsmakeâ€œreal-timeâ€•changestothe
appearanceoftheuser interface,especially
forms

ClientScriptscanbecreatedtodothefollowing:
+ Automaticallyupdatethelocationfieldtoreflect

thevalue(user)enteredintothecallerfield
Disabletheattachmentlinkofaclosedrecord
whentheformisloadedsoa user isunableto toactioacaenaticnaielyobptobesSaiaddormodifyattachments reterns

Displayanoticeatthetopofthepageto
confirmacatalogrequestwassubmitted cuca

getReterence(caller_se",settecation);

ClientScriptsexecuteon theclientside
.form.setvatuet/â€˜tecationÂ®,catler.location:   

ClientScriptsallowforbrowser/formmanipulationandverificationsuchasmakingfieldsvisibleon a

condition.Anexampleofthiswouldbeanalertappearingwhena userchangesthepriorityofan

incident.ClientScriptsgetexecutedonthebrowser,butyoumayalsorunaClientScriptwhena
databaselookupisneeded;ifyouthinkyouneeddatabaseinfo,andyouneedtheinfofrequently
(suchaseveryformload)thenask:Isita fieldyoucanaddto theformbuthide?Isitsomethingyou
really,trulyneed?

Severaltypesofscriptsaresupported:
* onCellEdit():runswhenacellonalistchangesvaluethroughuseofthelisteditor
* onChange():runswhenaparticularfieldchangesvalue
* onLoad():runswhenaformisloaded
* onSubmit():runswhena formissubmitted

UnlikeonLoad()or onSubmit()scripts,onChange()scriptsapplyto a particularwidgeton aform,
ratherthantotheformitself.Theyare firedwhena particularvalueon screenchanges.AnonLoad()
scriptrunswhenaformisfirstdrawnandbeforecontrolisgiventotheusertobegintyping.
TypicallyyouuseanonLoad()scripttoperformsomeclientsidemanipulationofthedocumenton
screen.AnonSubmit()scriptrunswhena formissubmitted.TypicallyyouuseanonSubmit()script
tovalidatethingson theformtomakesurethesubmissionmakessense.Assuch,onSubmit()scripts
canpotentiallycancelasubmissionbyreturningfalse.
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ScriptType:BusinessRule servicenow
 

ABusinessRuleisconfiguredto runwhen BusinessRulescanbesettorun beforeorafter
a recordisdisplayed,inserted,updated, thedatabaseactionhasoccurred
deleted,orwhenatableisqueried

TheWhensettingdetermineswhenthe
BusinessRuleexecutesandhasthefollowing
choices:

* Beforea recordissavedtothedatabase
+ Aftera recordissavedto thedatabase
*  Async(queued);clientandserverwork

independentlysotheclientisnotwaiting
fortheserver

Displaybeforetherecordisdisplayed

 

 

   

 
BusinessRulesexecuteon theserverside

AlthoughtherearemultiplewaystocontrolbehaviorsintheServiceNowapplication,most
customizationofplatformbehaviorisdoneusingBusinessRules.BusinessRulesare loadedand
initializedatthebeginningofeachinteractionbetweena userandtheplatform.

EveryBusinessRuleincludeswhattableto runagainstandtiming(beforeor afterinsertandmore),
whatconditionstoevaluate,whatscripttorunbasedon theevaluation,andifit isclient-callable.

BusinessRulesareconsistentlyappliedto recordsregardlessofhowtheyareaccessed-through
forms,lists,or WebServices.Thisisone majordifferencebetweenBusinessRulesandClientScripts,
whichonlyapplywheneditingthroughtheform.

UnlikeUIPolicies,BusinessRulesare NOTreal-time:
* Theydonotmonitorfieldson a form
* Theymonitorrecordsastheyare insertedor updated

BusinessRulesrunon theserver,butcanbeclient-callable.IftheClientcallablesettingischecked,
theclientcanuseAJAXtocalltheBusinessRule.

TheprimaryobjectiveofdisplayBusinessRulesisto useasharedscratchpadobject,
"g_scratchpad",whichisalsosentto theclientaspartoftheform.Thisisusefulwhenyouneedto
buildclientscriptsthatrequireserverdatathatisnotpartoftherecordbeingdisplayed.
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ScriptingAreasinServiceNow

UlI/DataPolicies
UIActions BusinessRules ClientScripts

UIMacros
UIScripts

UIProperties
UlPages

ACLScripts

WorkflowScriptsAjaxTransformMaps ScriptIncludes

ServiceNowhasover 30placeswherecodecanbeinsertedtochangethebehavioroftheplatform.
JavaScriptisusedalmosteverywhereandit isaveryflexibleandpowerfullanguagecommonly
knownforitsinclusioninmostmodernwebbrowsers.Thishasmadeitalmostmandatoryforweb
developmentthesedays,withitssimplesyntaxallowingmanypeopletoquicklyaddsimplelogicto
webpageswithminimumeffort.Takingadvantageofthisfamiliarity,ServiceNowusesJavaScript
bothon theserverandon theclient.

Youcan learnmore abouttheScriptinginServiceNowcourseat
https://www.servicenow.com/services/training-and-certification/scripting-in-servicenow-
training.htmlandadditionalinformationon scriptingatour productdocumentationsite
(docs.servicenow.com).
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servicenuw

SectionSummary
Whatare Plugins? â€” pearWhatisServiceNowScripting?
UI/DataPolicy
UIAction
ClientScript
BusinessRule
ScriptingAreasinServiceNow

Pages277â€” 280 10- 15minutes

Lab5.1- Scripting:

* CreateaUIPolicywithaUIPolicyAction
* CreateaBusinessRule
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LAB

Scripting 5,1
SS ) 10-15minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab1.3. 

Thislabwillshowyouhowtodothefollowing:
* Createa UIPolicywitha UIPolicyAction
* Createa BusinessRule

CloudDimensionswouldliketocontinueconfiguringServiceNowasmuchaspossiblebyusing
baselinefunctionalityandavailablefeatures.

A.Createa UlPolicy
OnerequirementforCloudDimensionsâ€™processimprovementisto requireimportantInfinity
supportdata,withthegoaltospeedupresolutiontime.Toachievethis,createa UIPolicyand
UIPolicyActionto maketheAssignedto fieldrequiredforemployeeincidents.

1. Ensureyouare loggedintotheinstanceasSystemAdministrator.

2. Incident>CreateNew.

FromtheFormContextMenu,selectConfigure> UIPolicies.

ClickNew.

FillouttheUIPolicyforminformationasshown:

Table:Incident[incident](alreadyselected)
Shortdescription:MandatoryAssignedto ifEmployee= True

UndertheWhentoApplytab,
Conditions:
Employee| is|True

. Save.
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Youhavejustdefineda UIPolicyandsettheconditionson whichitwillbeenforced.
Next,indicatewhichfield(s)toaffectbytheUIPolicy.

Createa UIPolicyAction

1. Scrolldownto theUIPolicyActionssection,thenclickNew.

2. Enterthefollowinginformationon theUIPolicyActionform:

Fieldname:Assignedto

Mandatory:True

ClickSubmitto savetheUIPolicyAction.
 

NOTE:AmessagemaydisplayindicatingmultipleUIPolicieswiththesame orderforthis
fieldexist.Basically,thismeansthereareotherpoliciesthatmayrun at thesametimeas

thisone,andthattheend-resultmaynotbepredictable.Youcanviewtheotherpolicies
byselectingtheirnamesinthemessage

â€” adjustingeitherpoliciesaccordingly.
 

ConfirmNewUIPolicyisWorking
1. Incident>CreateNew.

MakesuretheEmployeefieldison theform.
 

NOTE:IfyoudonotseetheEmployeefield,switchtotheInfinityformview.
 

SelecttheEmployeefield.

NoticethattheAssignedto fieldisnow mandatory.
UnchecktheEmployeefieldandnoticethattheAssignedto fieldisno longer
mandatory.

B.Createa BusinessRule
Inthissectionofthelab,createa BusinessRuletodisplayanalert,â€œYourincidenthasbeen
successfullysubmittedâ€•toalluserswhosubmitan incident,improvingoveralluserexperience.

1. Onanincidentform,opentheFormContextMenu.

2. SelectConfigure>BusinessRules.

3. ClickNew.
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4. FillouttheBusinessRuleformasshown:

Name:Alert- IncidentSubmitted
Insert:[check]
Adda message:

a)ClicktheActionstab

b)CheckAddmessage

c)Addmessagetext:Yourincidenthasbeensuccessfullysubmitted.
 

| (2)Setfieldvalues| noosefield

wtmmw[2]
Message@)

B Uo& @| FonFamay
~ &Â§2 & 8

â€”
ry   

6. ClickSubmit.

TestYourBusinessRule

Incident>CreateNew.

Fillouttheincidentform,includingvaluesforallmandatoryfields.

ClickSubmit.

Thenew BusinessRuledisplaysyourmessageinblueon topofthelist:
 

Incidents(Infinityview]ew|GotoNumber Yaa

Â©Yourincidenthasbeensuccessfullysubmitted.
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Â©2018ServiceNow,Inc.AllRightsReserved

1 to200f39> PP

Xx 



LabVerification
IncidentUIPolicyâ€” MandatoryAssignedto ifEmployee= True

Priority@|5-Planning

Assignmentgroup

ont

BusinessRuleâ€” ConfirmationMessage
 
 = incidentstty view!IEGoto Number 1 to200f39D>PP

Â©Yourincidenthasbeensuccessfullysubmitted.  x

 
Goodjob,youhavelearnedhowtocreatea UIPolicyandBusinessinthislab!
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Module5â€” 5.2SystemUpdateSets servicenuw
 

Objectives
* WhatareUpdateSets?

â€” WhatisCapturedinanUpdateSet?
â€” Compare,Revert,andMerge
â€” BestPractices

* IntroductiontoIntegrations
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servicenuw
 

UpdateSetsâ€”Â®â€”
AnUpdateSetisagroupof
customizationsthatcanbemovedfrom
one instanceofServiceNowtoanother

UpdateSetsallowadministratorsto
groupaseriesofchangesintoa named
setandthenmovethemasaunit

EveryinstanceofServiceNowhasa
DefaultUpdateSet,butuserscan Development Production
createadditionalnamedsets

  

      

AnUpdateSetexample:
* Asetofenhancementsto IncidentManagementcanbegroupedinanUpdateSetcalled

IncidentManagement2.0.

WhileIncidentManagement2.0ismarkedasthecurrentUpdateSet,allprocesschanges
are trackedinit.
OncetheUpdateSetismarkedascomplete,itisreadytobemovedto a testor

productioninstance.

BasicallyanUpdateSetrecordisa â€œpointintimeâ€•XMLsnapshotofprocessrecords.AnUpdateSet
worksbywritingchangesfromtrackedtablesto theCustomerUpdate[sys_update_xml]table.

AnUpdateSetisusedtoapplychangesthathavebeencheckedandverifiedinanotherinstance.
WhenmergingmultipleUpdateSets,ifseveralUpdateSetshavemodifiedthesameobject,(for
example:theIncidentform),themostrecentchangewillbetheone movedto thenew,merged
UpdateSet.

AnUpdateSetisacontainerforconfigurationrecords.BynavigatingtoSystemUpdateSets> Local
UpdateSets,youcancreatea new UpdateSetor setanexistingone asyourcurrentUpdateSet.
UseanUpdateSettomigrateyourcode.WhenanUpdateSetiscompleted,youcantransferitto
anotherinstancetomovecustomizationsfromdevelopment,throughtesting,andintoproduction.
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WhatisCapturedinan UpdateSet? servicenuw
 

Y
ProcessRecords

BusinessRules
ClientScripts
Fields
FormsandFormSections

Reports
Tables
Views
Roles
PublishedWorkflows

&
Data

NewDataRecords
ModifiedDataRecords
Tasks
ModifiedCls
NewUsersandGroups
Schedules
ScheduledJobs
Homepages*

WhatiscapturedinanUpdateSetistypicallyacustomization,or achangemadetotables.

Homepagesare notcapturedinanUpdateSetbutcanbemanuallyaddedbynavigatingto
HomepageAdmin> Pages,right-clickingon ahomepagerecord,thenselectingUnloadPortalPage.

NOTE:DataisnotcapturedinanUpdateSet.Examples:a new incidentor newchangerecordwould
notbeinanUpdateSet.

Whencompletingwork,youmaywantto movedatarecordswithyourupdates.Theserecordscan

beusefulfortestingor training.Data(suchasuserrecords,Cls,or locations)canbemovedusingthe
ExportXMLfunction.
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Compare,Revert,andMergeUpdateSets servicenuw
 

ComparingObjects
Changesare trackedandyou
cancustomizeobjectsona
tablewiththeupdate_synch
attribute,including:

Tables
Forms
Fields
BusinessRules
ClientScripts
Views

RevertComparedVersions
Youcancompareversions
beforerevertingachange
Youcanonlyrevertbackto
themostrecentbase
version

MergeUpdateSets

UpdateSetscanbemerged
Iftwousersareworkingon

separateUpdateSetsthey
canbecombinedintoone

UpdateSetforeasytransfer

Youcancompareaversionto thecurrentversionforanycustomizableobjectthata userhas
modified,suchasa formlayoutor Businessrule.TheUpdateVersions[sys_update_version]table
supportsthisfeature.

NOTE:Administratorscansuppressversionsforspecifictables.

Torevertchanges:
1. Viewalistofversionsforanobject.
2. Right-clickaversionandselectReverttothisversion.
3. ClickOKtoconfirmtheaction.
4. Theselectedversionbecomesthecurrentversion.

IfbothUpdateSetshaveanupdateforthesameobject(forexample,bothUpdateSetsmodifythe
Incidentform),themostrecentchangewillbetheone movedto thenew mergedUpdateSet.The
otherupdatewillbeleftinitsoriginalUpdateSet.Oncea mergeisperformed,theotherUpdate
Setsremain,andiftherewere collisions,theduplicatesremainwheretheywere.

Thisprovidesa referenceforwhatgotmovedandwhatdidnot.Aftermergingandvalidating,it isa

goodideatodeleteor emptytheoriginalUpdateSets.Theplatformwillnotremoveanupdatefrom
anUpdateSetunlessitwastheone chosenforthemerge.

IntrotoScripting&ApplicationTools
Â©2018ServiceNow,Inc.AllRightsReserved 



PlanandManagetheUpdateSetsProcess servicenuw
 

ManageChangesandCommunicateEffectively
â€” Haveaplan&identifyacommonmigrationpath
â€” Knowwhatisbeingdeveloped&makesuretheAdministratorsareawareof
developments

Includemanychangesinoneset
â€”Not:â€œManychanges,manysetsâ€•BestPractices
â€” Grouplikeitemsinasmallmanageableset

ThetypicalprocessofretrievinganUpdateSetincludesverifyingtheUpdateSetisinaComplete
state,Retrieve,Preview,andCommit.

Checkthatbothinstancesare thesameversionsincecustomizationsmaynotworkiftheyrelyon

codethathaschangedbetweenversions.

DeterminethechangestomakeinasingleUpdateSetsinceServiceNowrecommendslimiting
UpdateSetsto a maximumof100recordsto reducethenumberofpotentialconflictsandmakeit
easierto identifyandreviewchanges.

Ensurethatallplatformrecordshavematchingsys_idfieldssincesomeplatformrecordsare
createdon an instanceafterprovisioninganddonotmatchbetweendifferentinstances,leadingto
problemswithUpdateSets.Thebestwaytoavoidthisissueistoprovisionproductionandsub-
productioninstances.Youcanclonetheproductioninstanceontothesub-productioninstance.

NOTE:Newestchangewillalwaysoverwriteolderchanges.
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IntroductiontoIntegrations servicenuw
 

TosharedatabetweenServiceNowandanexternalsystem,ServiceNow
integrateswithmanythird-partyapplicationsanddatasources

StandardintegrationsforServiceNowinclude:
â€” Login(SingleSign-On)
â€” LDAP
â€” Communications
â€” Monitoring
â€” Discovery&SystemsManagement

Themostcommonprocessesrequiredforintegrationare theCMDB,IncidentManagement,
ProblemManagement,ChangeManagement,UserAdministration,andSingleSign-On.

Avarietyoftechniquescanbeused,mostnotablyWebServices,LDAP,Excel,CSVandemail,aswell
asanyindustrystandardtechnologiesthatuseSOAPor RESTWSDLs.
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SectionSummary
Lab5.2* WhatareUpdateSets?

SystemUpdateSets* Integrations

Pages288â€” 291 10- 15minutes

Lab5.2â€” SystemUpdateSets:

* ReviewanUpdateSet
* CreateanotherUpdateSet
* Makeplatformchangesandcapturetheminthenew UpdateSet
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LAB

SystemUpdateSets 5.2
SS ) 10-15minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab1.2.
 

Thislabwillshowyouhowtodothefollowing:
* ReviewanUpdateSet
* CreateanotherUpdateSet
* Makeplatformchangesandcapturetheminthenew UpdateSet

UpdateSetsare a usefultoolfortransferringconfigurationsbetweenServiceNowinstances.

AsCloudDimensionssystemadministrator,reviewan UpdateSetto identifyconfiguration
changesthathavebeencapturedthroughoutclass.

Finally,createanotherUpdateSetandcaptureadditionalchangesthatwillbetransferedinthe
nextlab.

A.Reviewan UpdateSet

Youmayrememberthatwe createdanUpdateSetinLab1.2whichhasbeencollectingupdates
we havemadetothelabinstance.Wewillreviewsomeoftheseupdates.

1. LoggedintotheinstanceasSystemAdministrator,openSettingsfromthebanner
frame:

&SystemAdministratorÂ¥ Q [ony(Q)202
2. SelectDeveloper.
3. Next,toggleon theswitchforShowupdatesetpickerinheader:

Showupdatesetpickerinheader a)
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CloseoutoftheSystemSettingswindowandreturntoyourmaininstancescreen.

Youwillnow seeadropdownmenu inthebannerframe,nextto theusermenu:

D Ã©SystemAdministratorv Q o (Q)202|
ThisistheUpdateSetPickermenu. Itallowsyoutoquicklyselectan UpdateSetto
captureplatformconfigurationchanges.

 

NOTE:Ifit isnotdisplayingtheDefaultUpdateSet,itshouldbedisplayingthe
ServiceNowFundamentalsUpdateSet.

 

SystemUpdateSets> LocalUpdateSets.

LocateandopentheServiceNowFundamentalsUpdateSet.

NoticehowmanytotalCustomerUpdateshavebeencollected.

Howmanyupdatesare there?

Findtheupdatesforallofthescripttypescreatedina previouslab:UIPolicy,UI
PolicyAction,andBusinessRule.

Whatotheritemsare capturedintheUpdateSet?

Locatetheincidentrecordscreatedduringthemanylabsbefore.

Whatitemsare notcapturedintheUpdateSet,butwere createdinclass?

B.CreateanUpdateSet

NowthatyouhaveseenthetypesofconfigurationchangesUpdateSetscapture,createa new

UpdateSetandmakeadditionalconfigurationchanges.
1.

2.

3.

4.

SystemUpdateSets> LocalUpdateSets.

ClickNewtoopentheUpdateSetsform.

Enterthefollowingnameforthenew UpdateSet:ProblemFormChanges.
IntheDescriptionfield,enterthefollowingdescriptionofthisUpdateSet:
AddedUpdatedandUpdatedbyafterAssignedtoonProblemform.

ClicktheSubmitandMakeCurrentbutton.
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6. AbriefconfirmationmessagedisplaysandthecurrentUpdateSetisshown:
 

 @YourcurrentupdatesethasbeenchangedtoProblemFormChanges[Global]
 

7. ThecurrentUpdateSetisalsorepresentedintheUpdateSetpicker:

0DProblemForm

ModifytheProblemForm

1. Problem> CreateNew.

2. FromtheFormContextMenuintheProblemheader,selectConfigure> Form
Layout.
Makethefollowinglayoutchanges:

AddUpdatedafterAssignedto
AddUpdatedbyafterUpdated

4. ClickSave.

MarkUpdateSetComplete
1. ClicktheViewcurrentUpdateSeticon,nextto theupdatesetpicker,toopenthe

updatesetrecord:

ProblemForm

NOTE:YoucouldalsonavigatetoSystemUpdateSets> LocalUpdateSets,thenlocate
andopentherecord.

 

 

2. NoticeontheCustomerUpdatestabthata newrecordiscaptured:
 

CustomerUpdates(1) UpdateSetLogsChildUpdateSets
CustomerUpdatesGotoType â€™

â€˜YZ_Updateset= ProblemFormChanges

& Q = Created Z=Typea
=

= Targetname

@Â®2018-03-0)17:54:13 FormLayout Problem    IntrotoScripting&ApplicationTools
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ChangetheUpdateSetStatefromInprogresstoComplete.
ClickUpdate.
WiththestatusofComplete,thisUpdateSetisnow readyto beretrievedby
anotherServiceNowinstance.

LabVerification
ProblemFormChangesUpdateSet
 

CustomerUpdates(1) UpdateSetLogsChildUpdateSets
= CustomerUpdatesGotoType bd

â€˜J_Updateset=ProblemFormChanges

eoq = created = Typea = Targetname @ 2018-03-0117:54:13 FormLayout Problem
 

Wow!YounowknowyourwayaroundUpdateSets.
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Module5â€” 5.3Development servicenuw
 

Objectives
* ServiceNowStudio
* DelegatedDevelopers
* ApplicationAdministration
* ApplicationScopes
* DeveloperDocumentation
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ServiceNowStudio servicenow
 

ServiceNowStudioprovides
an IDE-likeinterfacefor
applicationdevelopersto
createcustomapplications  

Applicationdeveloperscan
alsoaccessStudioto import
or openapplications   ServiceNowStudioprovidesan IDE-likeinterface(integrateddevelopmentenvironment).Itoffersa
simplewayto identifyandinteractwithapplicationfiles,createfilesasyoudevelop,andmodify
existingapplicationfilesinatabbedenvironment.AccessingStudiorequiresanadminor a

delegateddeveloperrole.

WithStudio,applicationdeveloperscan:

* SeeexactlywhatfilescomprisetheirapplicationintheApplicationExplorer
* Addnew filesto theirapplicationusinga singleCreateApplicationFileinterface
* Navigateto filesusingfamiliarsearch-by-nameor by-typebehaviorwiththeGoTodialog

FindcodebothwithinandoutsideanapplicationusingtheCodeSearchtool

Operateonmultiplefilesatonceusingthetabbedinterface
Operateon multipleapplicationsatonceusingmultiplestudiowindows
Publishtheapplicationtocompanyinstancesor theServiceNowStore
ViewinformationaboutthecurrentapplicationfromtheStatusBar

NOTE:Studioisnotintendedforglobalapplicationsandcanbehaveunexpectedlywhenediting
them.
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DelegatedDevelopers servicenow
 

 

DelegateddevelopersManageDevelopers

arenon-administrator
usersandgroupswhich ;

areassignedone or FileTypeAccessÂ®

morepermissionsto
oy

developapplications

PermissionsforKevinEdd
 

Eachpermissiongrants
one or more delegated-
development-specific
rolestoretaincontrol
over thesystemwithout ProgrammingTootsÂ®

havingtheadminrole how scioting   

Delegateddeveloperscanbegrantedthefollowingpermissions:
* AllFileTypes:Grantsthedeveloperaccesstoallapplicationfiletypesincludingsomenot

grantedbytheotheroptions
Integrations:GrantsthedeveloperaccesstowebserviceAPIs,RESTAPIs,anddatasources

Reporting:Grantsthedeveloperaccessto reportsandscheduledreports
Workflow:GrantsthedeveloperaccesstotheWorkflowEditorandActivityCreator
ServiceCatalog:Grantsthedeveloperaccesstocatalogrelatedfiletypessuchascatalog
items,recordproducers,andvariables
FlowDesigner:GrantsthedeveloperaccesstotheFlowDesignerdesignenvironmentto
createflowsandactions.ScriptactionstepsrequiretheAllowScriptingpermission
ServicePortal:GrantsthedeveloperaccesstoServicePortaleditorsandtools
Tables&Forms:Grantsthedeveloperaccesstomodelandlayoutrelatedfiletypessuchas

tablecolumns,formlayout,andlistlayout
ManageACLs&Roles:Grantsthedeveloperaccesstosecurity-relatedfiletypessuchas
accesscontrolsanduserroles
AllowScripting:Grantsthedeveloperwriteaccesstoscriptfieldssuchasthoseinbusiness
rules,clientscripts,andFlowDesignerscriptactionsteps

Tomanagedelegateddevelopers,navigatetoSystemApplications>Applications,openthe
applicationrecord,thenclickon ManageDevelopers.
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ApplicationAdministration servicenuw
 

Applicationadministrationallowsorganizationstoprotectsensitiveapplicationdataby
restrictinghowusersacquireapplication-specificroles

Applicationdevelopersandadministratorscanuseapplicationadministrationto:
â€” Preventunauthorizedusersfromaccessingsensitivedatasuchasfinancialrecordsor personallyidentifiable

information

â€” Restrictwhocanassignapplicationroles

â€” Preventadminusersfromassigningthemselvesaccessor bypassingexistingaccesscontrolstoaprotected
application

Youcanenableapplicationadministrationfromtheapplicationrecordandrestricttheassignmentof
applicationrolesfromtheuserrolerecord.Applicationdevelopersshouldenableapplication
administrationaftercompletingapplicationdevelopmentandbeforeaddingapplicationrecords.

Theapplication'sadministrationroleonlyallowsusersaccessto theapplicationanddoesnot
includeanyotheradminrole.Someonemustassignanapplicationuseranadminrolebeforethat
usercanperformtypicaladministrationtaskssuchasconfiguringformandlistlayouts,making
changestoapplicationtablesandfields,andassigningtheapplicationadminroleto new users

Ifyoudonotwanttheapplicationadministratortohavetheadminrole,theapplication
administratorcanmakethemselvesadelegateddeveloper.Onceadelegateddeveloper,the
applicationadministratorcanperformasubsetofadministrativetaskswithouthavingtheadmin
role.

Additionally,adminuserscanbepreventedfrom:
* Assigningthemselvesa protectedapplicationroleor toagroupcontainingsaidrole
* Overridingor bypassingexistingaccesscontrolsto a protectedapplicationbycreatingnew

accesscontrols

Impersonatingor changingthepasswordofuserswhohaveaprotectedapplicationrole

Inheritingaprotectedapplicationrole

Runningscriptsthataccessprotectedapplicationrecords

IntrotoScripting&ApplicationTools
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ApplicationScopes servicenuw
 

Applicationscopingprotectsapplicationsbyidentifyingandrestrictingaccessto
availablefilesanddata

Applicationsdevelopedpriortoapplicationscopingare intheglobalscope

Allcustomapplicationshaveaprivatescopethatuniquelyidentifiesthemand
theirassociatedartifacts

 

AppA AppB
TableA TableB
UIPolicyA UIPolicyB
BusinessRuleA1 BusinessRuleB1
BusinessRuleA2 BusinessRuleB2   

Administratorscanspecifywhatpartsofanapplicationareaccessibletootherapplicationsfromthe
customapplicationrecordandeachapplicationtablerecord.

Forexample,supposethatyoucreateaconferenceroom bookingapplicationinitsown application
scope.Bydefault,theapplicationcanaccessandchangeitsown tablesandbusinesslogicbutother
notapplicationsunlessyougivethemexplicitpermission.

Theapplicationscopeensures:

* Theconferenceroom bookingapplicationdoesnotinterruptcorebusinessservices
* Otherapplicationsdonotinterferewithitsnormalfunctioning

Bydefault,allcustomapplicationshavea privatescopethatuniquelyidentifiesthemandtheir
associatedartifactswithanamespaceidentifier.Theapplicationscopepreventsnamingconflicts
andallowsthecontextualdevelopmentenvironmenttodeterminewhatchanges,ifany,are

permitted.Applicationdevelopersspecifyanapplicationscopewhentheycreateanapplication.

Theglobalscopeisaspecialapplicationscopethatidentifiesapplicationsdevelopedpriorto
applicationscopingor applicationsintendedto beaccessibletoallotherglobalapplications.

Thesystemaddsa namespaceidentifiertothefrontofapplicationartifactssuchastables,scripts,
andconfigurationrecords.
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Documentation:Developer servicenow
 

service:

BuildAppsFaster
Alloftheresources youneedtobuildapplications

more rapidlythanever before

DevelopEnterp:

 

developer.servicenow.comisagreatresourcefordevelopers,butalsoanyoneinterestedin
developingapplicationswithinServiceNow.

Therearegreatresourceshererelatedtodevelopment,including:scriptingAPIreferences,free
traininganddocumentation,andaccessto afree,personaldeveloperinstance.

IntrotoScripting&ApplicationTools
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servicenuw

SectionSummary
Lab5.3ServiceNowStudio

DevelopmentDelegatedDevelopers
ApplicationAdministration
ApplicationScopes
DeveloperDocumentation Pages299- 304 10- 15minutes

Lab5.3â€” Development:

* Signupforadeveloperinstance
* DefineanUpdateSource
Â¢ RetrieveanUpdateSet,committingplatformchangesto thedeveloperinstance

IntrotoScripting&ApplicationTools
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LAB

Development 5.3
SS ) 10-15minutes

LabGoal
 

LabDependency:RequiresthecompletionofLab1.2.
 

Thislabwillshowyouhowtodothefollowing:
* Signupforadeveloperinstance
* DefineanUpdateSource
* RetrieveanUpdateSet,committingplatformchangesto thedeveloperinstance

Toendclass,youwillbewalkedthroughthestepstosignupforadeveloperinstanceon the
ServiceNowDeveloperPortal.

Youwillalsopracticetheprocedureofretrievingcompletedupdatesetsfromone instanceof
ServiceNowtoanother.Thisemulatestheexperienceoftakingconfigurationchangesmadeto
theplatformofone instanceandpullingthemintoanotherâ€”justlikepullingworkfroma

developmentinstanceintoproduction.

A.RegisterfortheServiceNowDeveloperProgram
Evenifyouare notadeveloperor plantocreatecustomapplicationsinServiceNow,onceyou
haveaccessto adeveloperinstanceyouwillbeableto useitto revisitthetopicsdiscussedin
class,aswellashavefunwithinyourveryown instanceofServiceNow!

1. Gotohttps://developer.servicenow.com/
2. SelectRegisterfromtheupperright-handmenu,thenfillouttheform,thenfinally

readandagreeto termsofusebeforeclickingSubmit.

LookforandopenanemailfromServiceNow(signon@service-now.com).
Selectthelinkintheemailmessagetovalidateandactivateyouraccount.

Signinwithyourusernameandpasswordcreatedinstep2,thenreadandaccept
theServiceNowDeveloperAgreement.
Answera fewquestionsto maximizeyourexperience,thenclickSubmit.

IntrotoScripting&ApplicationTools
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7. UnderMyInstance,clickRequestInstance:

service pers recosack | (HB)rvies remcn~ |monesires ~

PROGRAMLEARN API MANAGECOMMUNITYEVENTSBLOG

DevelopersandArchitectsâ€” ComeoutandPlay!

MyLearningIn ProgressFinished MyInstance

LearningPlans
nt of

Â¢ willbe

LearningPlans.

Courses   JAKARTAL

 
 

NOTE:Ifthispagedoesnotdisplay,youcan clickon theServiceNowlogoor,fromthe
mainmenu,selectManage>Instance.
 

Completetheformto tellServiceNowhowyouwillusethepersonaldeveloper
instance,thenclick|understand.

YoumaychooseanyavailableversionofServiceNowyouwouldlike,butKingstonis
recommended:

 
WhichversionofServiceNowwouldyoulike?

= al
B HelsinkiReleaâ€™ B istanbulRelea BJakartaRelea

B

KingstonR

Ifyouaren'tsure whichversion to choose,startwithKingston.
It'sour latestavailablereleaseandwe havean instancereadyforyouto getstarted.   
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10.AfterselectingtheServiceNowversionofyourchoice,thecredentialstoyour
personaldeveloperinstancewillappearundertheMyInstancesection:
 

MyInstance

Thecredentialsto loginto
yourassigneddeveloper
instanceare:

Username:admin
Password:khlotiSNOJ8T

Youcan alsouse thislinkto
logintotheinstance.   

 

IMPORTANT:
Captureyourusernameandpasswordas itwillnotbeavailableafterthenextstep.

 

11.Undertheinstancelogincredentials,clickthelinktologintotheinstancedirectly:
 

Youcanalsousethislinkto logintotheinstancedirectly.

12.Usethecredentialsaboveon theloginscreen,thenchangethetemporarypassword
tosuccessfullysignintoyourinstanceassystemadministrator.

B.DefineanUpdateSource

1. Withinyourdeveloperinstance,navigatetoProblem>CreateNew.

2. ObservethattheUpdatedandUpdatedbyfieldsare notdisplayedon theproblem
formyet:
 

â€˜(|=Problem
Newrecord

Number

Businessservice

Configurationitem

Changerequest

Majorproblem Assignmentgroup

Knowledge Assignedto Shortdescription
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SystemUpdateSets> UpdateSources.

ClickNew.

Name:ImportedProblemFormEdits

Clickthepadlockto therightoftheURLfield.

InputyourcourselabinstanceURL:https://instance-###.lab.service-now.com/
Enterthisinstanceâ€™sadminusernameandpassword.

 

NOTE:Theseare thesystemadministratorcredentialsyourinstructorprovided,and
whichyouhavebeenusingduringclass.

 

Typeina briefdescriptionoftheUpdateSetintotheShortDescriptionfield:
ModifiedProblemformfields,addingUpdatedandUpdatedby.

. Yourformshouldlooklikethis:
 

<= RemoteinstanceNewrecord = Submit| TestConnection

importedProblemFormEdits URL â€”https://sfunjr-007lab.servicen@

Development Usernameadmin

Passwordâ€”seseowe

Active |v

Shortdescription|ModifiedProblemformfields,addingUpdatedandUpdatedby.  . ClicktheTestConnectionbutton.
 

NOTE:AbriefConnectionisOKmessagewilldisplay,whichmayalsoincludelanguage
aboutvaryingversionsnapshots.

 

. Save.

. ClickRetrieveCompletedUpdateSets.

. ClosetheRetrieveUpdateSetsprogresspop-uponce ithasreached100%.
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LocateRetrievedUpdateSets

1. FromtheRetrievedUpdateSetstab,opentheProblemFormChangesrecord:
 

RemoteBatchUpdateSetsRetrievedUpdateSets(2) UpdateSetLogs(8)

= RetrievedUpdateSetsGoto Name

'Yâ€™_Updatesource= importedProblemFormEdits

EcQ =nNamea = State

@Â® Previewed

AddedUpdatedandUpdatedbyPreviewedsterAssig.   Fromtheformheader,clicktheCommitUpdateSetbutton.
 

NOTE:Thisupdatesethasalreadybeenpreviewedâ€” checkedtomakesure itscontents
donotinterferewiththetargetinstance.Ifyourdeveloperinstanceisnotrunning
Kingston,youwillneedtoclickPreviewandwillgeta collisionerror. Youmayacceptthe
remoteupdateandCommittocontinuewiththelab.

 

ClosetheUpdateSetCommitpop-upwhenitssucceeded.

SystemUpdateSets> RetrievedUpdateSets.

YoushouldseethenewUpdateSetwithaCommittedstate:
 

RetrievedUpdateSetsGoto Name da< 1 to20f2 D>PP

7 All > Class=RetrievedUpdateSet
& Q =Namea ==Application=state = Updatesource =Description= Loaded = Committed

EnableReport 2017-07-21

@Â®DesignerPreviewed-

09:47:48

â€˜AddedUpdated
andUpdatedby
afterAssig...

(empty)

2017-07-212017-07-21

09:47:4809:52:18ProblemFormChanges  
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LabVerification
1. Problem> CreateNew.

2. Youshouldnow seetheUpdatedandUpdatedbyformfields:
 

Assignment Q
group

Assignedto

Updated

Updatedby   

Congratulations,youhavecompletedtheDevelopmentLab,andtheServiceNow
Fundamentalscourse!
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Module5Recap
IntrotoScriptingandApplicationTools

    Fortheseselectedtopics,discuss:

Whywouldyouusethesecapabilities?
Whenwouldyouusethesecapabilities?
Howoftenwouldyouusethesecapabilities?
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servicenow

CapstoneProject
Tohelpreinforcethevarioustopicspresented
inServiceNowFundamentals,we presentthe
finalcoursecomponent;atake-homeeighttask
CapstoneProject

 

TheCapstoneProjectisa multifacetedhomeworkassignment.

Specifically,eighttypicalimplementationtaskswhichserveasaculminatingprojectwhereyoucan

safelyapplyyournewfoundServiceNowFundamentalsknowledgeina lessguided,more

experiential,setoflabexercises.

Asa prerequisitestep,andaswaswithyourlastin-classlab,youwillneeda freeServiceNow
DeveloperInstance.

CapstoneProject
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Formats servicenuw

TheCapstoneProjectisavailableintwoformats:

 

Challenge Step-by-Step
* Includedinyourparticipantguide * Downloadablefromyourinstance
* Providesminimumassistanceto * Providesfullassistancetoachieve

achieveendresults;objectives endresults;detailedinstructions
aregivenbuthowyougetthereis aregiventowalkyouthroughthe
mostlyuptoyou completionofeachtask     

TheCapstoneProject:ChallengeFormatisincludedinyourparticipantguide.Westrongly
recommendthatyoutrytosolveeachCapstoneProjecttaskusingjusttheChallengeformat.Ifyou
havedifficultycompletinga task,youcan referbacktoslides,notes,andlabs.

Ifyoufindyourselfstillstruggling,or prefertocompletethetasksâ€œbythebookâ€•thenno worries!
Step-by-Steptasksolutionguidesareavailable.Locateanddownloadthesesolutionguidesfrom
yourclasslabinstance.Theyare locatedunderCapstoneProjectintheServiceNowFundamentals
ClassKnowledgeBase.

CapstoneProject
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ScenariofortheCapstoneProject servicenow

Olli,

CloudDimensionshasdevelopedandtesteda seriesofInfinitydevices,
usedasanexamplethroughoutthiscourse

Aftergreatsuccessdemonstratingsaiddevicesatvarioustradeshowsand
conferences,CloudDimensionshasofficiallybegunproductionon a new

product;theInfinityAlidade

CloudDimensionsneedsa softwaresolutiontosupportnew businessprocesses,whicharestill
beingdeveloped,andrequiresthatthesolutionbeabletoscaleappropriatelyinordertosupport
ongoing,rapidgrowth.

ServiceNowhasprovento bethebestsolutiontomeetCloudDimensionscurrentrequirementsand
supportplansforongoingexpansion.Therefore,CloudDimensionsisreadyto moveforwardwitha
ServiceNowimplementationfortheirlatestproduct,theInfinityAlidade.

AworldwideproductlaunchdateisalignedwiththeServiceNowGo-Livedate,so asaCloud
DimensionsSystemAdministrator,youhavebeentaskedwiththeresponsibilitytocustomizethe
CloudDimensionsinstanceinsupportoftechnicalneedsforemployeesandcustomersalike!

CapstoneProject
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=â„¢ 4
CompletingtheCapstoneProject

 

Workingwithinadeveloperinstanceof
ServiceNow,impersonateaSystem
Administratorandusetheknowledge
gainedfromthiscoursetocomplete
eightimplementationtasks.
Thesetasksincludetopicsdiscussed
hereindetailâ€” aswellasnew topics
givingyoutheopportunitytoexplore
ServiceNow.  

TheServiceNowFundamentalsCapstoneProjectismeantto becompletedon adeveloperinstance
ofServiceNow.RefertoLab5.3â€” Developmentinthecourseforregisteringinthedeveloper
program.

RememberonceyoustarttheCapstoneProject:thisissupposetobea funexercise!Itismeantto
testtheknowledgeyougainedinclassand,mostimportantly,giveyouachancetolookaroundin
theServiceNowplatform.

IfyoustartwiththeChallengeformatassuggested,rememberto usealloftheresourcesdiscussed
inclass,includingdocs.servicenow.com.

Enjoy!

CapstoneProject
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ServiceNowFundamentals
CapstoneProject:ChallengeFormat
CapstoneTasksOverview
TheCapstonehasbeendividedintoeighttaskcategoriestoguideyourdeployment:

Task1â€” CustomizeYourInstance
Module1:UserInterface&Navigation

Task2â€” UpdateIncidentManagement
Module1:UserInterface&Navigation

Task3â€” UserAdministration
Module1:UserInterface&Navigation
Module2:TaskManagement

Task4â€” UpdateServiceCatalog
Module4:ServiceAutomationPlatform
Module6:OngoingMaintenance

Task5â€” UpdateKnowledgeBase
Module4: ServiceAutomationPlatform

Task6â€” ConfiguretheMobileUI
Module1:ServiceNowUserInterface
Module4:ServiceAutomationPlatform

Task7â€” EnhanceTaskAssignmentandCommunication
Module5:CoreApplicationAdministration

Task8â€” Schedulea Report
Module3:DataManagementandReporting

ThesetaskscorrelatetotopicsfoundintheServiceNowFundamentalsmaterials;parent
modulesnoted.

TosuccessfullycompletetheCapstoneProject,youmustselecttheCapstoneProjectarticle
intheServiceNowFundamentalsClassKnowledgeBaseofyourlabinstance.

ThiswilldownloadazipfilecontainsfiletoyourlocalmachinetitledCapstoneProjectwhich
containsrelevanttaskfiles,aswellastheStep-by-StepSolutionguidesforeverytask.

CapstoneProject
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Task1:CustomizeYourInstance
 

CustomizetheinstancetofeatureCloudDimensionsbrandingstylesthatare familiarto
bothemployeesandcustomers.

Additionally,youwillcreateanorganizationcompanyrecordto includecontact
informationandnewwelcomepagecontent.

ConfigureCompanySettingsandWelcomePage
UsetheITSMGuidedSetuptoconfigurethefollowingsystemproperties:

e Pageheadercaption:InfinityServicePortal
e Bannertabtitle:InfinityServicePortal
e BannerimageforUI16:cd_sp.jpg
e Headerbackgroundcolor:#387bcec

Createnew WelcomePageContenttextforalluserson theloginpagetosay:

e Shortdescription:WelcometoCloudDimensions
e Text:WelcometothehomeofInfinity!Ifyouare an employeeofCloud

Dimensions,pleaseuseyourcompanylogincredentialstoenter.

CreateNewOrganizationCompanyRecord

UsetheOrganizationApplicationtocreatea companyrecordwiththefollowingcompany
information:

Â¢ Name:CloudDimensions
e Phone:800-555-5555

Street:3260JayStreet

City:SantaClara
State/Province:CA

Zip/ Postalcode:95054

CapstoneProject
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TASKVERIFICATION

& InfinityServicePortal

navigator

*
 

WelcometoCloudDimensions
WelcometothehomeofInfinity!IfyouareanemployeeofCloudDimensions,pleaseuseyourcompanylogincredentialstoenter.

 

 

Task2:UpdateIncidentManagement 

ModifytheIncidentformso thatitcansupporta new processfortroubleshooting
technicalissuesreportedbyInfinityusers.

ModifytheIncidentForm

1. Createa new fieldandaddittoboththeDefaultandMobileViewoftheIncident
formwiththefollowingproperties:
e Name:InfinityModel
e Type:String
e Fieldlength:Small(40)

ConfiguretheDefaultViewandplacetheInfinityModelfieldbeneaththe
Configurationitemfield

. ConfiguretheMobileViewandplacetheInfinityModelfieldbeneaththeCaller
field

ModifytheCategoryfieldon theIncidentformto includea new Infinitychoice.

CapstoneProject
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TASKVERIFICATION
 

a Incident== Newrecor[Mobileview]

NumberINCO010004

> Caller

Categoryâ€”Ini
CategoryInfinity

Priority@ 5-Planning

Numberâ€”INC0010004

Subcategory--None--

Businessservice Q State|New

Configuration > Caller
item

ee    

 

Task3:UserAdministration
 

Createa new usergroupthatisresponsiblefortroubleshootingInfinityincidentsand
fulfillingServiceCatalogInfinityrequests.

CreateUsers,Groups,andRoles

UndertheexistingServiceDeskgroup,createa new childgroupcalledInfinitySupportthat
includestheitilroleandhasFredLuddyasthegroupmanager.

Thencreateor addtheexistingusersto thegroup:

e BethAnglin
e BudRichman

DavidLoo

KaraPrince

WaldoEdberg

Additionally,setFredLuddyastheManagerunderKaraPrinceâ€™suserrecord.

CapstoneProject
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TASKVERIFICATION
 

< SS Group
= infinitySupport

Name| infinitySupport
ManagerFredLuddy

Description

UpdateDelete

Roles(1)GroupMembers(5)|Groups

cmpventerFIEEwe

â€˜Jâ€™Group=infinitySupport
& = User

KaraPrince
BudRichman

BethAnglin

DavidLoo

WaldoEdberg   

 

Task4:UpdateServiceCatalog 

Importan InfinityPrototypeitemintotheServiceCatalogtoberequested,anddevelop
aworkflowtosupportandcompletethefulfillmentprocess.

ImportServiceCatalogItem

Importan UpdateSet(cd_infinity_catalog_item.xml)containingtheInfinityPrototype
ServiceCatalogitemintotheinstance.Rememberto retrieve,preview,andthencommit!

Createa NewWorkflow

DevelopaworkflowtofulfillinternalInfinityServiceCatalogrequests.Itshouldfeaturethe
followingactivitiesinthisparticularsequence:

e Approvalbytherequesterâ€™smanager
o TheApprovedpathmarkstherequesteditemasapprovedwithanApproval

Action

CapstoneProject
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o TheRejectedpathmarkstherequesteditemasrejectedandthenendsthe
workflow

e ContinuingtheApprovedpathare threeCatalogTasks:
o CatalogTask1detailsthestepsfororderingtheInfinityitemandisassigned

totheInfinitySupportgroup
CatalogTask2detailsthestepsforconfiguringtheInfinityandisassignedto
theInfinitySupportgroup

o CatalogTask3detailsthestepsfordeliveringtheInfinityandisalsoassigned
to theInfinitySupportgroup

e Uponcompletionofallthreecatalogtasks,marktherequesteditemascomplete
withaSetValuesactivity

ValidateandtesttheWorkflowtosuccessfullyorder,fulfillanddeliveran Infinity.
NOTE:Testbysubmittinga requestfortheServiceCatalogitembya userwitha
managerandthenimpersonatingeverystakeholderinvolved,asdeterminedbythe
activitiescreatedabove,to ensureitwouldworkina real-lifesituation.

TASKVERIFICATION
 

< ServiceCatalog> Hardware 2Operpage$Q,Searchcatalog

CLHardware
Orderfromavarietyofhardwaretomeetyourbusinessneeds,includingphones,tabletsandlaptops.

Items

| InfinityPrototype
InfinityPrototype 

 

&AewrorttonRoquetCanceled
are ua ae Pac

Amoncn]L   CapstoneProject
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Task5:UpdateKnowledgeBase
 

PopulatetheKnowledgeBasewitha new categorythatwillcontaintwoarticlesto
supportinternalrequestersandfulfillers.Additionally,youmustabidebycompany
securityprotocolsandensuretheinformationisaccessiblebytheappropriateparties.
NOTE:Bydefault,allKnowledgeBasearticlesmustgothrougha ReviewProcessbefore
theyare published.Youwillenableautomaticpublishingon theKnowledgeBaselevel.

EnableAutomaticPublish

AdjustthesettingsfortheITKnowledgeBaseto allowforKnowledgeBasearticlesto
instantlypublishuponsubmissionâ€” usinga publishworkflowtobypassanyreviewperiod.
CreateaRequesterArticle

Createanarticlecontaininginstructionsforrequestingan InfinitythroughtheServiceNow
Catalog,beforeclickingthePublishbuttonon thearticleform.Thisarticlemustbeavailable
toallusersandlocatedintheITKnowledgeBaseundertheInfinitycategory.Itshould
containthefollowingproperties:

e Shortdescription:
Requestingan InfinityfromtheServiceCatalog

Text:
Torequestan Infinity,navigatetoSelf-Service> ServiceCatalog.Then,clickon the
HardwarecategoryandlocatetheInfinityitem.YoumayalsousetheServiceCatalog
searchfieldto locatetheitem.

Clickon theInfinityitemnametoopentheorderingscreenwhereyoucancustomize
yourrequest.Oncesatisfied,clicktheOrderNowbuttonon theright-handside.

Createa FulfillerArticle

CreateanarticlecontaininginstructionsforsupportinginquiriesaboutInfinityrequests
throughtheServiceNowCatalog,beforeclickingthePublishbuttonon thearticleform.This
articlemustbeavailabletoalluserswiththeitilroleandlocatedintheITKnowledgeBase
undertheInfinitycategory.Itshouldcontainthefollowingproperties:

e Shortdescription:
SupportingInfinityServiceCatalogRequests
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e Text:
IftherequesterhasaquestionaboutrequestinganInfinity,redirectthemtothe
otherKnowledgeBasearticle:RequestinganInfinityfromtheServiceCatalog.

Iftherequesterhasplacedanorderandwouldliketoknowabouttheirrequest,
pleasehavethemcontactinfinityorder@cloudd.com.

TASKVERIFICATION

1 to200f35D>PP

=Shortdescription

â€˜SupportingInfinityServiceCatalogKp0010002 Requ. SystemAdministratorInfinity 2018-03-0518:32:49

Requestinganinfinityfromthe SystemAdministratorInfinit 2)
2018-03-0518:31:39Service. cnn = its@___kBe010001

 

 

Task6:ConfiguretheMobileUI
 

ConfiguretheMobileUItoallowusersto requestan InfinityfromtheServiceCatalog
andcreatea customapplicationmenuwitha moduleto trackandmanageactiveInfinity
incidents.

Publisha ServiceCatalogItemtotheMobileInterface

UpdatetheInfinityServiceCatalogitemandsetitsavailabilitytodisplayinboththeDesktop
andMobileUserInterfaces.

DevelopanApplicationMenufortheMobileInterface

TheapplicationmenushouldbenamedInfinityIncidentsandlimitedinaccesstoonlythose
userswiththeitilrole.Itshouldcontainone modulenamedActivethatdisplaysallincident
recordsthatareactiveandassociatedwiththeInfinitycategory.
Createa testincidentbyKaraPrincewhichhastheInfinitycategoryandashortdescription
MyInfinitywillnotturnon.
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TASKVERIFICATION

< Hardware

yfHardware
Orderfromavarietyofhardwaretomeet
yourbusinessneeds,includingphones,
tabletsandlaptops.

DeveloperLaptopa (Mac)
$1,499+$100Annually

ini

e
$

INFINITYINCIDENTS  

    

 

Task7:EnhanceTaskAssignmentandCommunication 

DefineanassignmentrulethatautomaticallyassignsincidentstotheInfinitySupport
group,ifthecategoryisInfinity.
Then,developanemailnotificationrelatedto newcriticalInfinityincidentsassignedto
theInfinitySupportgroup.Afterwards,testto ensuretheemailsendscorrectly.

Definean AssignmentRule

Defineanassignmentrulewiththefollowingdetails:

e Name:InfinityIncidents
e Condition:Category| is|Infinity
e Assignmentgroup:InfinitySupport

Createan InfinityPriority1IncidentNotification

CreateanemailnotificationcontainingdetailsaboutnewlyopenedPriority1incidentsthat
haveInfinityasthecategory.Thisnotificationshouldgoto thecurrentInfinitySupport
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Manageronlywhena new Priority1InfinityincidentiscreatedandassignedtotheInfinity
Supportgroup.Thenotificationshouldcontainthefollowingproperties:

e Name:P1InfinityIncident
e Subject:AnewP1InfinityIncidenthasopened:${number}
e TheMessageHTMLtextshouldcontaina collectionofdynamicinformationlisting:

o whentheincidentwasopened
o whoopenedtheincident
othe descriptionoftheincident

Verifytheemailissendingto theInfinitySupportManagerbycreatinga new Priority1
nfinityincidentassignedto theInfinitySupportgroupandcheckingtheSystemOutbox.

TASKVERIFICATION

es ..eee

â€˜Jâ€™Alt Active= true>Namecontainsinfinity

 

eoQ Name BActive = table = Category= Emailtemplate= Conditions

PLinfinity4 Incident Unsubscribeand
n UncategorizedÂ©incident Preferences category=Infinity*priority=1*assignment,{incident wr ileal bd   

 

Task8:Schedulea Report 

WorkwiththeReportDesignertocreatea reportwhichdisplaysthenumberof
incidentsthatare activeandtiedto theInfinitycategory.Additionally,groupthedataby
priority.
SchedulethereportbysharingitwiththeInfinitySupportgroupeveryMondayto
coincidewiththeirincidentreviewmeeting.

CreateaReport
Setthefollowingpropertiesforthenew report:

Name:ActiveInfinityIncidentsbyPriority
Datasource:Incident[incident]Table
Type:Pie
Groupby:Priority

ScheduletheReport
ScheduletheReportto runweekly,everyMondayat8:30am,andsentto theInfinity
Supportgroup.
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Addthefollowingscheduledetailswhichwillappearwithintheemailcontainingacopyof
thereport:

e Subject:
CurrentInfinityActiveIncidentsCount

Introductorymessage:
PleasefindincludedthecurrentcountofallactiveInfinityincidentsgroupedby
priority.

Thisinformationwillbediscussedduringtheteamâ€™sincidentreviewmeetingtodayat
9:00am.

TASKVERIFICATION
 

WM1-Critical=1(50%)Ml5-Planning=1(50%)  
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