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ServiceNow Case Management:

Fulfiller Core Skills

Practice Exercises

These exercises are meant to support your learning after
completing the ServiceNow Case Management: Fulfiller
Core Skills training module. Complete these exercises in
the TEST environment, where you can safely practice your
workflow using the platform.

Please note: Some fields may not refresh in real time when
moving quickly through the steps. Refresh your browser
window if you don't see immediate updates.

At the end of the exercises, there is space for you to take
notes and record questions. Please address questions with
your Partner Liaison or refer to the referenced Knowledge
articles for more information.



PRE-WORK: Initiating a Mock Case

Goal: Act as a customer (requester) to submit an intake form. This will create the case
you'll use for the practice exercises.

[

Complete the AquaFlow Support Request form (in the TEST environment)

as if you are an AquaFlow customer.

[1 Take note of the case number that is created.

EXERCISE 1: Opening, Reviewing, and Assigning the Case

Goal: As the agent (fulfiller), move the unassigned case into your personal workload.

[

[

[

Log in to the TEST Environment.

Locate the Unassigned Cases widget on your Configurable Workspace
landing page.

Find and open the mock case that was created from the requester’s
intake form. Hint: Recall your case number.

Review the General Case Details, including the Service Offering,
Service Organization, and Assignment Group.

Review the requester’s intake form details in the Request Form section.

Take ownership by clicking the Assign to me button. Note that the
Case state automatically advances from New to Open.

Return to the Configurable Workspace landing page. Confirm that the case
appears under My active cases.

Related Knowledge Article: KB0010020: Open, Review and Assign a Case Record
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https://servicenow-test.cmu.edu/go?aquaflow-support
http://servicenow-test.cmu.edu
https://cmu2.service-now.com/kb/en/case-management-how-to-open-review-and-assign-a-case-record?id=kb_article&sysparm_article=KB0010020

EXERCISE 2: Proposing a Solution

Goal: After reviewing the case information and determining how to solve the
requester’'s problem, propose a solution to the case.

[] Return to the case record if not there already.
Hint: Use the case tabs along the top of your workspace.

[] Navigate to the Closure Information section on the Details tab.
[] Enter closure data: Select a Resolution Code and type your Resolution Notes.

[1 Share with the customer: Check the Add resolution notes to comments box
to ensure the requester can see how you solved their issue.

[] Finish the job: Click Propose Solution. Observe the state update to Resolved.

Related Knowledge Article: KB0O010024: Propose a Solution for a Case Record

EXERCISE 3: Confirming the Resolved Case

Goal: Access resolved cases in your workspace.
[ Return to the Configurable Workspace landing page.

[J Using the List icon in the left-hand navigation menu, confirm that the case
now appears on the Resolved list.
Note: A case remains in the Resolved state for 10 days of inactivity
before the system automatically advances it to Closed, unless the
requester accepts the solution sooner. Resolved cases remain on the My active

cases list until closed.

Related Knowledge Article: KBO010025: Close a Case Record
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https://cmu2.service-now.com/kb/en/propose-a-solution-for-a-case-record?id=kb_article&sysparm_article=KB0010024
https://cmu2.service-now.com/kb/en/close-a-case-record?id=kb_article&sysparm_article=KB0010025

NOTES/QUESTIONS
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ServiceNow Case Management:

Fulfiller Advanced Skills

Practice Exercises

These exercises are meant to support your learning after
completing the ServiceNow Case Management: Fulfiller
Advanced Skills training module. Complete these exercises
in the TEST environment, where you can safely practice
your workflow using the platform.

Please note: Some fields may not refresh in real time when
moving quickly through the steps. Refresh your browser
window if you don't see immediate updates.

At the end of the exercises, there is space for you to take
notes and record questions. Please address questions with
your Partner Liaison or refer to the referenced Knowledge
articles for more information.



PRE-WORK: Initiating a Mock Case

Note: During training, you worked on a case that was reopened after a rejected solution.
However, for these practice exercises, you'll simply create a new case.

Goal: Act as a customer (requester) to submit an intake form. This will create the
case you'll use for the practice exercises.

[1 Complete the AquaFlow Support Request form (in the TEST environment) as

if you are an AquaFlow customer.

[1 Take note of the case number that is created.

EXERCISE 1: Locating, Reviewing, and Assigning the Case

Goal: As the agent (fulfiller), move the unassigned case into your personal workload.

[

[

[

Log in to the TEST Environment.

Locate the Unassigned Cases widget on your Configurable Workspace
landing page.

Find and open the mock case that was created from the requester’s
intake form. Hint: Recall your case number.

Review the General Case Details, including the Service Offering,
Service Organization, and Assignment Group.

Review the requester’s intake form details in the Request Form section.

Take ownership by clicking the Assign to me button. Note that the
Case state automatically advances from New to Open.

Return to the Configurable Workspace landing page. Confirm that the case
appears under My active cases.

Related Knowledge Article: KBO010020: Open, Review and Assign a Case Record
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https://servicenow-test.cmu.edu/go?aquaflow-support
http://servicenow-test.cmu.edu
https://cmu2.service-now.com/kb/en/case-management-how-to-open-review-and-assign-a-case-record?id=kb_article&sysparm_article=KB0010020

EXERCISE 2: Requesting Information - Comments

Goal: After reviewing the case, gather more information from the customer
(requester).

[] Return to the case record if not there already.

[1 Type a question for the requester in the Comments field of the
Compose section.

[ Click the Request Info button. Observe that the state changes to Awaiting
Info, and the Blocked by Customer Action Status turns ON.
Note: If you click Post Comments, your comment will post to the requester but
not formally trigger a request for information or block the case.

[J Resume work: To simulate a customer reply, click the Open Case button to
return the state to Open.
Note: The case state would automatically revert to Open if the customer had
actually replied. The Needs Attention action status would also turn ON.
You would manually uncheck the Needs Attention status on the Details tab
after reviewing the update.

Related Knowledge Article:
KB0010023: Add Comments or Work Notes (Private) to a Case Record
KB0010044: Case States and Action Statuses
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https://cmu2.service-now.com/kb/en/add-comments-or-work-notes-private-to-a-case-record?id=kb_article&sysparm_article=KB0010023
https://cmu2.service-now.com/kb_view.do?sysparm_article=KB0010044

EXERCISE 3: Internal Collaboration - Work Notes

Goal: Consult with a teammate privately.

[ Add a teammate to the Work notes list so they're notified of all Work notes
going forward.
Note: Updates to the Work notes list will be lost if the case record is not saved.

[1 Type a message in the yellow Work notes (Private) field. These are not visible
to the requester.

[1 @Mention a teammate (using @AndrewID) who is in your same Service
Organization to notify them of the specific note.

[] Click Post Work notes (Private).
Note: This posts the message to the Activity Log and triggers an automatic
email notification to the Work notes list and anyone @mentioned. The individual
you mentioned does not need to be on the Work notes list to receive the
notification.

Related Knowledge Article:
KB0010023: Add Comments or Work Notes (Private) to a Case Record

EXERCISE 4: Delegating Work - Case Tasks

Goal: Assign a specific piece of the work to another internal group.
[] Navigate to the Tasks tab on the Case record and click New.

[1 Define the task: Select an Assignment Group within your Service
Organization, add a subject and description, and click Save.

[] Return to the parent case and note that the Blocked Internally Action Status
is now ON, signaling that pending internal work must be finished before
resolution.

Note: Once all associated Case Tasks are closed or deleted, the Blocked
Internally flag automatically turns OFF.

Related Knowledge Articles:
KB0010026: Create and Assign Case Tasks
KB0010027: Process Case Tasks
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https://cmu2.service-now.com/kb/en/add-comments-or-work-notes-private-to-a-case-record?id=kb_article&sysparm_article=KB0010023
https://cmu2.service-now.com/kb/en/create-and-assign-case-tasks?id=kb_article&sysparm_article=KB0010026
https://cmu2.service-now.com/kb/en/process-case-tasks?id=kb_article&sysparm_article=KB0010027

EXERCISE 5: External Communication (Email Client)
Goal: Contact a vendor or partner who does not use ServiceNow.

[] Open the Email Client by clicking the More Actions (...) menu and selecting
Compose Email.

[ Compose your message: Enter an external email address and draft your content.
Note: Any email address will work; emails will not actually be sent from the TEST

environment,

[1 Send the email and then verify it appears in the Emails tab and the Activity Log
(in the Details tab). Emails sent via the email client are not visible to the requester.

Related Knowledge Articles: KB0O010011: Use the Email Client

EXERCISE 6: Proposing a Solution
Goal: After reviewing the case information, collaborating with stakeholders, and
determining how to solve the requester’s problem, propose a solution to the case.

[] Navigate to the Closure Information section on the Details tab.

[ Enter closure data: Select a Resolution Code and type your Resolution Notes.

[ Share with the customer via Comment. You have two options based on your

team'’s process:

« Check the Add resolution notes to comments box to share the Resolution Note
directly with the customer, OR

« Leave the box unchecked to keep Resolution Notes internal, and type a manual
update in the Comments field.

[1 Finish the job: Click Propose Solution. Observe the state update to Resolved.

Related Knowledge Article: KB0010024: Propose a Solution for a Case Record
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https://cmu2.service-now.com/kb/en/use-the-email-client?id=kb_article&sysparm_article=KB0010011
https://cmu2.service-now.com/kb/en/propose-a-solution-for-a-case-record?id=kb_article&sysparm_article=KB0010024

EXERCISE 7: Reviewing the Case History

Goal: Use the Activity Log and the Emails tab to see everything that happened.

[1 Scroll through the Activity Log to see the chronological “heartbeat” of
your case.

[] Use the Filter (funnel icon) to toggle between seeing field changes and only
viewing the conversation history. Hint: Use the Filter sets dropdown.

[] Visit the Emails tab to review all automated email notifications that were sent.

Related Knowledge Article: KBO010017: Understanding Case Email Notifications

Exercise 8: Confirming the Resolved Case
Goal: Access resolved cases in your workspace.

[] Return to the Configurable Workspace landing page.

[] Using the List icon in the left-hand navigation menu, confirm that the case
now appears on the Resolved list.
Note: A case remains in the Resolved state for 10 days of inactivity
before the system automatically advances it to Closed, unless the
requester accepts the solution sooner. Resolved cases remain on the My active
cases list until closed.

Related Knowledge Article: KB0010025: Close a Case Record
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https://cmu2.service-now.com/kb/en/understanding-case-email-notifications?id=kb_article&sysparm_article=KB0010017
https://cmu2.service-now.com/kb/en/close-a-case-record?id=kb_article&sysparm_article=KB0010025
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