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1. Detailed Use Cases

In the Detailed Use Case section, each use case is explained in detail. Please refer to the respective
sections below.

1.1 Request Time off

For the Request Time Off use case, employees can submit time-off requests using both the Virtual
Agent and the Employee Center catalog item.

1.1.1 Configuration required to Fetch Time Off Request Data

To enable the Time Off functionality, required data is fetched from Workday and populated into
ServiceNow tables. This is achieved by using the available import buttons on respective tables, which
trigger actions and subflows.

When these buttons are clicked, predefined Workday integration actions are executed to retrieve and
store the necessary data in the corresponding tables

Configuration Overview
The following tables are used to store and manage time-off related data:

Absence Tables

Absence Table Tiers
Absence Table Reasons
Time Offs

Time Off Types

Time Off Plans

Time Off Reasons
Holiday Calendars

Work Schedule Calendars

1.1.1.1 Time Off Setup Data Load
To load time-off related data:

1. Navigate to the Time Off Types table.
2. Click on the Import Time Off Setup Data button.
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= VY Bl TimeOff Types | Time off type * | Search |
& | Actions on selected rows... V-| m
All
[[] @ Timeofftype & Time off type ID -
|. Search | | Search |
Anniversary Time (Hours) Anniversary_Time_Hours
Anniversary Time (Hours)1 Anniversary_Time_Hours1
Annual Leave (Days) Annual_Leave_Days
Annual Leave (Statutory) CHMN_Annual_Leave_Statutory
BEL Maternity (returned to work at end o... BEL_Maternity_Leave
BEL Paternity Leave BEL_Paternity_Leave
Birth Control Leave TIME_OFF_TYPE-16-80
Childcare Leave (Days) Childcare_Leave_Days
Compassionate Compassionate
Compensatory Time Off COMPENSATORY_TIMEOFF
Compensatory Time Off (Days) TIME_OFF_TYPE-16-82
Compliance Leave (Days) COMPLIANCE_LEAVE_DAYS .

Background Process:
o Clicking this button triggers the “Look Up Customer Reports” action.
e This action uses the Workday report configuration already set up in ServiceNow.
o |t fetches and populates data into the required tables.

n Workdlow Stuclo e )
Flow exacution +

EXECUTION DETAILS Look up Custom Reports C Completed ® | Open Action | | Open context record
State Start time ®
A
ACTION STATISTICS Run as: System  Open action logs (7 Completed 2026-04-15 23:41:19 227ms
@ Triggered From Script
Session Information
VARIABLE NAME VALUE
) Scheduled Data Import: Absence Ta
Calling Source o
ble Tiers (D
ACTION
@ Look up Custom Reports Open Action Completed 2026-04-15 23:41:19 227ms

2026 ServiceNo nc. All rights reserved

Inc. in the United States and/or other countries. Other comps
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Note:

When the Import Time Off Setup Data button is clicked, in the table Time off types, data is
automatically populated in the following tables:

Absence Tables
Absence Table Tiers
Absence Table Reasons
Time Offs

Time Off Plans

Time Off Reasons

1.1.1.2 Work Schedule Calendar Data Load:
To import work schedule calendar data:

1. Navigate to the Work Schedule Calendars table.
2. Click on the Get Work Schedule Calendars button.

= ¥V B WorkSchedule Calendars | Work schedule caler - | Search |
@ | Actions on selected rows... v | m Get Work Schedule Calendars
(@ Subflow "Get Work Schedule Calendars” was executed. Please check the flow execution for status of execution. b e
All
[ S Workschedule calendar Work schedule calendar ID Pattern start date Work schedule calendar WID Work we: *
Search l l Search l l Search l l Search l [ Search
Standard 40 Hour Week [VORKSCHEDULE CALENDAR™  2009-01-01 e4bfd43f36844921bcB545ce9accBa47  Monday
Standard 40 Hour Week ‘;MORK‘SCHEDU LELCATENDAR 2009-01-01 ed4bfd43f36844921bc8545ce%accBad7 Monday
Standard 40 Hour Week {VORKSCHEDULE CALENDAR 2009-01-01 eAbfd43f36844921bcB545ce9accBa47  Monday
ta - Mo/ Tu/\We/Th -8 -
Standard - Mo/Tu/We/Th-8h - WORK SCHEDULE CALENDAR- 144501 07051e1ec7c510d050a0de1cf5d3b61d  Monday
(@am - &pm) ... 16-30
Hourly PT 5 Hours ﬁ%ﬁK‘SCHEDU LE_CALENDAR- 2009-01-01 e002de05784910123710c246531f037d  Monday
Test1 YK SCHEDULE CALENDAR” 20990704 ec17459f06£10019428785d577d0000  Sunday
My test work Schedule Z\_‘EFK-SCHEDU LE_ CALENDAR- 2022-07-04 ec17459ff06f1001%5abb3caf3570000 Sunday
My test work Schedule ZME‘RK‘SCHEDU LECATENDAR 2022-07-04 ec17459ff06f100195abb3caf3570000 Sunday ¥
« (e »

Background Process:
e This triggers the “Get Work Schedule Calendars” subflow.
e The subflow executes the “Look Up Work Schedule Calendar” action.
o Datais then fetched and stored in the Work Schedule Calendars table.

;,' = C NC rg eSE =le s s t s Ce . g and O = = s 2 Sare ademarks and/or reg
nc. in the United States and/or other countries. Other company names, product names, and logos m:
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Get Work Schedule Calendars ¢ Comple=d @ | Open flow | | Open context record

Show Action Details State Start time o]

SUBFLOW STATISTICS Run as: System Administrator  Open subflow logs Completed 2026-04-15 23:50:54 2127ms

INPUTS & QUTPUTS

|
\

) Subflow Inputs & Outputs

(11)

ACTIONS

1 @ Look Up Records Core Action Completed 2026-04-15 23:50:54 4ms
N . ~ ) R -
2 '\D*/' For Each Itemin ( » Work Schedule Calendar R... ) Flow Logic Completed 2026-04-15 23:50:54 S56ms
1 of 86 (Showing only first and last)
3 @ Delete Record Core Action Completed 2026-04-15 23:50:54 84ms
4 () For Each Item in Look up Work Schedule Flow Logic Completed 2026-04-15 23:50:55 1567ms
Calendars

This configuration ensures that all required time-off data from Workday is available in ServiceNow for a
seamless employee request experience.

1.1.2 Virtual Agent Configuration for Request time off
Follow the below steps to configure the Request Time Off use case in the Virtual Agent:

1. Navigate to All = Conversational Interfaces —> Virtual Agent —> Designer.
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servicenow

Favorites History Shared admin dashboard ® @ K 3 Q
Y virtual agent
Welcome to Admin Home, System!
No Results Manage monitor. and discover all vour dav to day administrative act
ALL RESULTS
v Conversational interface
i S Track what's important to you
Shared admin dashboard - Edit
Open incidents
2)
No data available.
There is no data for the selected eria. Update the config vait
2. Inthe Virtual Agent Designer, click on the LLM section.
LLM  NLU/keyword Select assistant v m <
Topics [1° (8 Al ) (A JEEER (L Subflows | (G Actions | (3¢ Customskils | - Q search (o) [
Last refreshed Just now
Name v Type Status Active Last modifi... « Description
This topic will be used for
Request TimeOff Topic Published Active

2024-08-29 09:53:57
Showing 1-1 of 1

requesting time off for the
current user. We will ta...

Records per page

20~

1. Search for Request Time Off
2. Open the corresponding topic.

3. Click on the Publish button to activate the configuration.
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) Virtual Agent Designer £, Request TimeOff x @
opic
Flow  Properties  Languages Table View Active = Test  Publish &
Components Variables < ‘ Q 829% v |+ | = S KO] | @
LLM-enabled user input (D va
o O
Input Text Static
Collector Choice
Dynamic Baolean Date
Choice Time
. . ?28 Integration gateway
arouse
LLM-enabled bot response (I} ~
Text
Lol
User input (0} ~ Itegration
gateway
@ © O
Secure Grouped File
Text Choice Picker
Bot response (D' ~
Towt imana Vit

1.1.4 Use case of Request Time Off — Catalog ltem

The Time Off Request use case allows employees to submit time-off requests directly through the
ServiceNow Employee Center. These requests are seamlessly integrated and updated in Workday,
ensuring synchronization between both systems.

Time Off Request - Employee Navigation

1. Navigate to: All - Employee Center

SerViCEnﬂw \ ES ° = Tlours

Techno

How can we help?

4 Ask Now Assist for help or search

Popular topics My active items
@ & Tasks 0>
[# Requests 0>
ITforIT

Surveys 0>
©

ks of Service
ervice ks of Service

q ist
nc. in the United States and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies ey a
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2. In the Employee Center, use the search bar and search for “Time Off”.
3. You will see the following options:

a. Time Off Request

b. Time Off Balances

c. Time Off Request - Link to Workday

servicenow My Tasks

Human resources v Technology services » Org chart News center

How can we help?

[ time off ® Q

Recentl

y Viewed
), time off

Suggested

- Time Off Request
= Catalog item
- Time Off Balances
—  (Catalog ltem
- Time Off Request - Link to Workday
= (Catalog item

lepl
anu Now can 1 avola ey vvorkaay uInice) o

rash

Note:
Employees can also request time off using the Pay and Time Topic, which provides quick access to
the time-off request functionality.

By selecting Pay and Time, users can directly initiate a time-off request without navigating through
multiple steps in the Employee Center.

Please refer to the Advanced Integration, Installation, and Config guide, Employee experience
taxonomy Configuratio,n to understand the Topics and the steps to enable it.
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Recommended for you

& Request L & Request
Payroll Discrepancy - Time Off Request
Workday Subemit 2 fime aff

Popular topics

\/ .
=3 =8 W | @)
Eis - )
Email accounts Accessories Computers Pay and time
<> (e5)] -
Software Developer services Technaology Phone and mability
services

Submitting a Time Off Request

1. Select Time Off Request.
2. Provide the required details:
e Time Off Start Date
o Type of Time Off
e Number of Days
o Time Off Per Day
e Unitof Time
e Comments
3. (Optional) Add any supporting documents using the attachment option.
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Time Off Request Save as Dral
Submit a time off reguest based on your available balance “

* Indicates required
Required information
*Time off start date (7]

Unit of time

Comment

4. Click on Submit to complete the request.

This process allows employees to easily submit time-off requests, which are then processed and
updated in Workday.

Time Off Request Confirmation

Once the request is submitted, the user is presented with a confirmation window to review the
selected details.

The confirmation screen displays:
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Confirm Dates

A prompt to review the selected dates before final submission

Confirm dates

Review these dates before you submit your request.

Dates covered by time off balance
Thursday, Apr 16 2026

1.

HR Case Creation: Once the Time Off request is successfully submitted, an HR Case is

automatically created in ServiceNow.

servicenow

£ Back

Number

HRCO001069

Request Time Off case for kioshaa sinha

# =, Opened for ™, Subject person
[ K . . [ ks ) . +
\_# kioshaa sinha \_® kioshaa sinha

Description

The following fields have been provided:
Time off start date: 2026-04-16

Type of time off: PTOPAYOUTHOURLY
How many days do you want to take off?: 1

Time off per day: 7

Unit of time: Hours

Created Updated State
9mago  9mago  Ready

Q

12

© 2026 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow,

Inc. in the United States and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are

associated.
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2. The HR Case captures all the details of the submitted request, including:
o Employee information
o Time off dates
o Type of time off
e Additional inputs such as comments and attachments

Workday Request Synchronization:

Once the Time Off request is submitted through the ServiceNow Employee Center, the same request
is successfully created and reflected in Workday.

This ensures real-time synchronization between ServiceNow and Workday, allowing the request to be
processed further within Workday.

Inc. in the United States and/or oth

asso Qq

I Lation Preview - boone_gen ]
Om bwhalf of: kinshaa sinhs
-~
w Q1 Search In} é a
-
m Time Off Balance Time Off and Leave Requests Leave Balance
“ kioshaa sinha
Zanfigusatios /Chief Engineer e ™
| FRequestbsence | | Manage Absence |
a “hetian ) - - -~
Fenmens =) Time Off Requests AE=kA.S EB
&b Fma -
T Time Off Dare Type Uninn of Tiene: Commen
Sumimary 04/ 10/2028 pad Time OFf Adjustment (3curs Testing purpese 18-04-2020
Job
Q 0106/ 2026 Daim
Contact
Q 1T 1t for 0
Personal
Compensation Q 12162028 Taat_dame
Benefits Q 1200 R o
)
Pay a 209205 S D
Performance
Q 12002/ P0T5 'meatian (H: -t
u L
Career
-
Feedback
Time Off
© 2026 ServiceNow, Inc. All rights rks and/or registered trademarks of ServiceNow,

espective companies with which
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To view the request, navigate to the manager’s Inbox where the same request is available for review.

On behalf of: WDUser50 WDUser50

~~

w

w

Home

&

Personal

&b

Team

Saved

&l

«©

v

All Items

Q  Search: All Items

$4% Advanced Search
Due: 04/19/2026

Effective: 04/27/2026

Absence Request: kioshaa sinha
Due: 04/19/2026
Effective: 04/16/2026

Q Ssearch

212 items

i

04/16/2026 Yy

Absence Request: Adams Carltons 04/16/2026 i}

(On Leave)
Due: 04/18/2026
Effective: 12/01/2025

Absence Request: Amy Frost

04/15/2026 Yy

=

L-l Created: 04/16/2026 | Due: 04/19/2026 | Effective: 04/16/2026

Review  Absence Request: kioshaa sinha

Instructional Text
This Time Off Request includes 'Sick' time. Make sure you check the Time Off Policy to ensure the
employee is covered (and should not be requesting another type of time off and/or leave instead).

For kioshaa sinha
Overall Process  Absence Request: kioshaa sinha
Overall Status In Progress

Due Date 04/19/2026

«< O

a

~

w

w

Home

a

Personal

i

Team

H

Saved

&

+

&

All ltems

Q  Search: All Items

i  Advanced Search

Due: 04/19/2026

Effective: 04/27/2026

Absence Request: kioshaa sinha
Due: 04/19/2026
Effective: 04/16/2026

Q search

04/16/2026 Yy

Absence Request: Adams Carltons 04/16/2026 {g

(On Leave)
Due: 04/18/2026
Effective: 12/01/2025

Absence Request: Amy Frost

04/15/2026 Yy

=

Details to Review
First Day of Time Off  04/16/2026

Last Day of Time Off 04/16/2026

Total 8 hours - Sick (Hours)
Request Details 1item TH.SE
a
Day of the Unit of
Date Week Type Requested Time Comment
04/16/2026 Thursday Sick (Hours) 8 Hours 16-4-2026
v
4 >

View Balances

> Previous Time Off Requests

0On behalf of: WDUser50 WDUser50

a

1.1.5 Use case of Request Time Off through Virtual Agent
The Reqguest Time Off use case allows users to submit time-off requests via the Virtual Agent within the
Employee Center.

© 2026 Servic ! 3
nc. in the United States and/or other countries.

|
a

SS

ne. Al r

and/or registered trademarks o

14

rviceNow,
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Procedure
1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.

servicenow

Technology services »

How can we help?

Search

Popular topics

48

IT for IT

My Tasks My Requests My Favorites e « Tours

Get support

My active items

& Tasks 0>

(# Requests 0> O
Surveys y

3. Click on the “Show all my options” button.

servicenow

Employee Center - Home

ge

©

Purchases and expenses

How can we help?

Search

Popular topics

Purchase requests

a3

IT for IT

| ° Now Assist

Fetching your holiday calendar with a smile! §=

Thanks for chatting! I'll go ahead and close this
conversation now. I'm here if you need anything
else.

Answers generated by Al. Review for accuracy.

¥
Hi kioshaa, how can | help you?

I'm an Al-powered virtual assistant that can handle
work-related questions and requests.

[ Show all my options |

wurvuya v -

B Contracts 9+ > °

4. The list of all available topics will be displayed.
5. Select “Request Time Off” to initiate the request.
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servicenow .
All Topics

Employee Center - Home  pyrchases and expenses «
Page

Check Ticket & Support Status
7 Get Holiday Calendar
How can we help?

Get Time Off Balance
Search Get Total Rewards
Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent

Popular topics Request TimeOff

Update Address

Update Blood Type .
8 &8

@ Purchase requests IT for IT

(# Requests 0>

servicenow © Now assist

Technology services « Purchases and expenses =

+

HOW can we help? When would you like your leave to start? Please

provide the date and time.

May 2026 w

Popular topics 10 11 12 13 14 15 16

17 18 19 20 21 22 23

24 25 26 27 28 29 30
48 ‘]

[ 2026-05-01 05:49 pr| © B
Purchase requests IT for IT
Surveys 0>
= Contracts 9+ >
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servicenaw MyTasks My Requests My Favorites () = Tours

Technology services Purchases and expenses «

© nowassist

How can we help?

¥
Search

provide the date and time.

May 2026% <O
u woTF
Popular topics My active iten
3 4 5 6 1 8
o Tasks 10 11 12 13 14 15
E:
‘& 17 18 19 20 21 22
# Requests
Purchase requests IT for IT 24 25 26 271 28 29
Surveys 3L

Get support

+

When would you like the leave to end? Please

= Contracts [ 2026-05-01 05:51 prr|

Supplier Products 0>

Shipments 0>

Workday Request Synchronization:

w Q Kiosha sinha ® J:P @ R

-

A
Q B _ Time Off Balance Time Off and Leave Requests More
Home |f/ \| G%\l
AN AN
Phone Email Team
onfiguration R + Ab M Ab
eques! sence anage sence
Summary 4 g
More JOb r —_— -1
Time Off Requests 10 items 1':] = ﬂl]ﬂ E L 2
Contact
Day of the
Personal Time Off Date Week Type
Compensation Q 05/11/2026 Monday Paid Time Off Adjustment (Hours)
m Benefits Q 04/23/2026 Thursday Vacation (Hours)
Saved Pay
Q 04/23/2026 Thursday Vacation (Hours)

and/or other countries. Other company names, product names, and logos may be trac
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Review Absence Request: kioshaa sinha

For kioshaa sinha
Overall Process  Absence Request: kioshaa sinha
Overall Status In Progress

Due Date 05/12/2026

Details to Review

Last Day of Work 05/10/2026
First Day of Absence * 05/11/2026
Estimated Last Day of Absence * 05/11/2026

Type * Personal > Emergency Leave
v Leave Impact

Payroll Effect

Absence Accrual Effect

Technical Details:
Primary Use Case Component Type: Action, Subflow
Spoke Actions Used: Request Time Off — This action is used to submit a time-off request from
ServiceNow to Workday, ensuring the request is created and processed in Workday.
Subflow: Workday HR — Request Time Off This subflow is used by the Virtual Agent to request
time off in a conversational manner.

1.2 Time off balance

Employees can check their Time Off balance within ServiceNow through the Time Off Widget in the
Employee Center, which provides a quick and visual summary. In addition, employees can also
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retrieve their Time Off balance through the Employee center Virtual Agent, enabling a conversational
and interactive way to access the same information.

1.2.1 Configuration required to view Time off balance Through widget

Please refer to Installation & Configuration Guide Document (Employee Center Configuration) for more
details on how to set up the widget.

The following steps outline how to check the Time Off balance using the Time Off Widget.

To view the Time Off Balance:

Navigate to the Employee Center.

Open your profile.

4. Locate the section “Your Time Off Balance”.

Your time off balance

w N

USAVacation Plan (Hourly) Vacation (Hours) 31.4 Hours
USA Sick Plan (Hourly) Sick (Hours) 180 Hours
RRASAV Earned Leave - IN 19.5 Days
a2
RRASAV Sick Leave 30 Days E
-
@
o
-
o
T =
yd \ . . 5}
/ X kioshaa sinha ®

. | Title /Chief Engineer
\ - |
/ Department Sales Operations
\\\_ ,/ Location ABG - New York

Upload Picture

Bio (Empty)

© About & Team
My Manager

Email —

kiosha@wd.com (n) Nisha Sharma -~
L

@ My Coworkers o

./-_-\.
() SVMAR16 SVMAR1E AV
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This allows employees to check their available time-off balance for a specific period.

Background Process:

This triggers the “Look Up Time Off Balance” Action.

ke Look up Time Off Balance G Complet=d @ | Open Action | ‘ Open context record
State Start time ®
. = af
C£) Look up Time OFf Balance Open Action I Completed 2006-04-30 223749 1397ms

Configuration Details

WARIABLE NAME RUNTIME VALUL CONFIGURATION TYPL

Additional Fields Response FilterAs Of E¥ecrive Date=2026-05-07 Lo TE
Template

Emplaye 1D 40080 String

Organization Reference D Dynamic Chiaica

Time OFF Plan Reference ID Dynamic Choice

Warker Type employee Choice

Output Data

VARIABLE NAME T

Action Status Chbject

Don't Treat as Error TrueiFalse

Errar Message String

Status Chaice

Time Off Plan Balance List

Array.Object

No Logs

» Steps

1.2.1.1 Virtual Agent Configuration for Time Off Balance
Below is the configuration required for Time Off Balance use case in the Virtual Agent:

Follow the steps below to configure the Time Off Balance use case in the Virtual Agent:

1. Navigate to All = Conversational Interfaces — Virtual Agent — Designer.

20
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servicenow

Favorites History

Shared admin dashboard Qa (@) 2 & @ o @
Y virtual ageny

Welcome to Admin Home, System!

No Results Manage. monitor. and diccover a " - 2 dav adhinictrative et

ALL RESULTS
v Conversational Interface

i S Track what's important to you

Shared admin dashboard -

Open incidents

2

No data available.

There is no data for the selected criteria. Update the conf

2. Inthe Virtual Agent Designer, click on the LLM section.
3. Search for Get Time off Balance

4. Open the corresponding topic.

O Virtual Agent Designer g Off Balance

X

LLM  NLU/keyword Select assistant v m <
. 4 1
Topics 10 (@ Al (o JCHE (t Subfiows [ Q search IRtk
Last refreshed 10m ago
Name v Type Status Active Last modified Description
Assist employee in
o e R published PRE 2024-06-27 05:41:02  2ccessing their personal
Balance time off or leave balance.
This topi...
Showing 1-1 of 1 1

Records per page 20+

5. Click on the Publish button to activate the configuration.

21
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I (-
Topic

Flow Properties Languages

Table View Active * Test  Publish 2
Components Variables < ‘ Q ‘ 78% ~ I+ = I Ne] C
LLM-enabled user input (1) Vd

82 O ©
Input Text Static
Collector Choice
Dynamic Boolean Date
Choice Time s ~
@
@ Fetching leave
balance
Carousel
LLM-enabled bot response () ~
Text g Integration gateway
userinput @ ~
— . .

1.2.1.2 Use case of Time off Balance through Virtual Agent

The Get Time Off Balance use case allows users to view their time off balance through the Al-powered
virtual assistant in the Employee Center.

Procedure

1. Navigate to the Employee Center.
2. Click on the virtual assistant

SerVicenOW My Tasks My Requests My Favorites e « Tours

Technology services » Get support

How can we help?

Search

Popular topics My active items

& Tasks 0>
48

(# Requests 0>
o IT for IT
Surveys

3. Click on the “Show all my options” button.

22
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servicenow

Fetching your holiday calendar with a smile! §

How can we help?

&

Hi kioshaa, how can | help you?

Popular topics My
m an Al-po
work-related
— T~ W~ Show all my options
= )
- ) « \
Purchase requests IT for IT [ > |

o = Contracts 94 °

4. The list of all available topics will be displayed.
5. Select “Get Time Off Balance” to initiate the request.

All Topics

Purchases and expenses

Ql

Check Ticket & Support Status
? Get Holiday Calendar
How can we help?
Get Time Off Balance
Search Get Total Rewards
Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent

Popular topics Request TimeOff

Update Address

E Update Blood Type .

(&' Requests 0>
G) Purchase requests IT forIT

6. Upon clicking “Get Time Off Balance,” the time-off balance details will be displayed

nc. in the United States and/or other countries. Other company names, product names, and logos may be trademarks of the respec
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servicenow © Now assist

Employee Center - Home  pyrchases and expenses v
Page

Get Time Off Balance

How can we help? -

Fetching your leave balance.
Here's your leave balance.

USA Vacation Adjustment (Hourly)
Balance: 19

USA Vacation Time Off (Hourly)

Balance: 19

Popular topics USA Sick Time Off (Hourly)

Balance: 160
new messages

Purchase requests IT for IT

Surveys 0> °

Background Process:

This triggers the “Workday HR - Get Time Off Balance” subflow.

Usage dashboard Last refreshed just now
¥ Monitoring
Created v V Name State Runtime Created by
All Executions
Today's executions 2026-05-02 05:55:14 send_notifications i Complete 148 admin
Active flows
2026-05-02 05:55:14 send_notifications Complete 65 admin
Event queue
Inbound email flows 2026-05-02 05:50:14 send_notifications Complete 258 admin
v Setup
Content filtering rules 2026-05-02 05:50:14 send_notifications Complete 59 admin
Content definitions
2026-05-02 05:45:28 Workday HR - Get Time Off Balance Complete 1,278 kioshaa.sinha
Settings
Properties 2026-05-02 05:45:25 Integration Gateway Complete 4,024 kioshaa.sinha
Feature access list
» Administration 2026-05-02 05:45:13 send_notifications Complete 381 admin

Technical Details:

o Use Case Component Type: Action, Subflow

e Spoke Actions Used: Look Up Time Off Balance - Used by the widget to retrieve an
employee’s available time-off balance from Workday and display it in ServiceNow.

o  Subflow: Workday HR - Get Time Off Balance
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1.3 Total Rewards

For the Total Rewards use case, employees can view their total rewards using both the Employee

Center widget and the Virtual Agent.

1.3.1 Configuration required for Total rewards

The Total Rewards templates can be configured by selecting the appropriate plans Sections based on
this configuration customized Total Rewards widget is made available to employees within the Service

Portal.

1.3.1.1 Set up plans for Total Rewards:

Complete the one time set up of pulling plans, such as employee benefits plan, compensation plan,

insurance plan, from Workday into the ServiceNow application.

1. Navigate to All > Workday Advanced Use Cases > Total Rewards > Plans Available.
2. Click Get Reference IDs to pull the plans from Workday into ServiceNow tables.

= V¥V B Workday Reference D I_ists| Created -

Search |

3 | Actions on selected rows...

(D Data source "Workday Reference |1Ds" is executed. Please check import set logs or tranform history.

Spending Account Plan 1D, Health Savings Account Plan 1D. Additional Benefits Plan 1D

Fetch all Descriptors & IDs related to respective

“Reference id types”.

All = Reference ID type in Compensation Plan D, Health Care Coverage Plan ID, Defined Contribution Plan 1D, Insurance Coverage Plan 1D,

v| Get Reference IDs m

WD - Performance

WD BIG Education

ALLOWANCE_PERCENT_PLAN-6-34  eedeel81a5f61000b7b18ff80f1c0000

Bonus
WD - Salary SALARY_PLAN-6-130 eedeel51a5f8 100006707 44cPeafe0000
RRASAV BaseSalary  SALARY_PLAN-6-140 75817d47a23110014f 804539920000

Allowance SALARY_PLAN-6-128 c054d2d4f0eal000b1c793c7 390000
RKS Base Salary SALARY_PLAN-6-150 43bdadfd55241001925067b1%9cc00000
WD Big Salary Plan SALARY_PLAN-6-129 c054d2d4f0eal000b1e2fb 7844790000

[[] < Descriptor Descriptor ID Workday ID Reference ID type
| Search | | Search | | Search | Search
WD - Fuel Allowance ALLOWANCE_UNIT_PLAN-4-32 eedea181a5f81000b7d1c746d3d70000  Compensation_Plan_ID

Compensation_Plan_ID

Compensation_Plan_ID

Compensation_Plan_ID

Compensation_Plan_ID

Compensation_Plan_ID

Compensation_Plan_ID

1.3.1.2 Set up sections for Total Rewards templates:

Create sections and associate plans to it. Add those sections to Total Rewards Template.

1. Navigate to All > Workday Advanced Use Cases > Total Rewards > Plans Available.

2. Click New.
3. Onthe form, fill in the fields:
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— Total Rewards Section Setup = e ‘ H |
|i‘ ~  zAllowances ¢ = w E N2
Section name | ZAllowances Plans ‘ fa) |
Allowance - Car, Allowance - Holiday,
Allowance - House, Allowance -
Mobile, Allowance - Seniority (FRA),
Allowance - Uniform
| Update || Delete ‘
0]

Total Rewards Section Setup form

Field Description
Section Name of the section. For example: Allowances.
name
Plans that you want to include in the section. For example, Allowance - Car, Allowance
Plans , )
- Mobile, and Allowance - Housing

4. Click Submit.

All

[] @ sectionname

= ¥ EJ Total Rewards Section Setups | Section name ~ | Search |

Search

zAllowances
Commission
Incentives
Base Pay

Benefits

& ‘ Actions on selected rows...

Plans
Search

Allowance - Car, Allowance - Holiday, Al
Commission - Field Sales, Commission - |
Bonus - Executive (Deferred Compensation
FRA Apprentice Salary, Hourly - Exceptio

Basic Group Life - AXA Ireland (Employee
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1.3.1.3 Set up a template for Total Rewards:
Set up a template by adding sections to it. Templates enable you to display a customized Total
Rewards view to employees in the configured Service Portal.

1. Navigate to All > Workday Advanced Use Cases > Total Rewards > Template Set up.
2. Click New.
3. Onthe form, fill in the fields:

= W EJ  Total Rewards Template Setups| Order * | Search |
© | Actions on selected rows... v | m
All
|:| 2, Template name Sections Order = Applies to
. Search . Search . Search | | Search |
Templatel zAllowances, Commission, Incentives, Bas FTE (HR Criteria)

Total Rewards Template Setup form

Field Description
Template .
Suitable name of the template.
name
) Sections that you want to include in the template, for example, Base Pay,
Sections . .
Allowances, Incentive Pay, and Commission.
. Template applies only to the selected user criteria. For example, the template is
Applies to . :
applicable only to employees whose Employment Type Is Full Time.
If more than one template is applied to an employee, only the template with a lesser
Order o ! ) .
order is displayed to the employee in the configured Service Portal.
Domain Reference to domain.

4. Click Submit.
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1.3.2 Virtual Agent Configuration for Total Rewards
Follow the below steps to configure the Total Rewards use case in the Virtual Agent:

1. Navigate to All = Conversational Interfaces —> Virtual Agent —> Designer.

servicenow Al

¥ virtual ageny ®

FAVORITES

No Results

ALL RESULTS

v Conversational Interface

v Virtual Agent

ndations

2. Inthe Virtual Agent Designet, click on the LLM section.

O Virtual Agent Designer

Favorites History Shared admin dashboard

Welcome to Admin Home, S

Manage, monitor, and discover d

all your cay ay st

Track what's important to you

Shared admin dashboard -

Open incidents

®

No data available.

There is no data for the selected criteria. Update the configuration or wait for data to

ystem!

®

&

’V
{
9

Edit

LLM  NLU/keyword

Topics =1 (@ Al

Last refreshed just now

O Name v

Showing 1-1 of 1

Select assistant v

Get Total Rewards

‘_}m L Subflows G Actions |7| Q Search

Type Status Active Last mo... «
- - 2024-06-27
Topic Published Active 05:39-14
1

o JE

(V] (2] ()

Description

This topic is tailored to
retrieve details regarding
the user's rewards, benefit...

Records per page 20~

3. Search for Get Total Rewards
4. Open the corresponding topic.

5. Click on the Publish button to activate the configuration.
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O Virtual Agent Designer Get Total Rewards x @
% Topic

Flow  Properties  Languages Table View Active ¥ Test  Publish §
Components Variables < Q 99 % v - ‘ @ ‘ @
LLM-enabled userinput (D v
Q@ ©
Input Text Static
Collector Choice
Dynamic Boolean Date -
Ehaice Time ( \
C) v
Carousel B Fetching total rewards
LLM-enabled bot response (D) v
Text
Userinput (i) v _
g Integration Gateway
@) @
Secure Grouped File
Text Choice Picker

1.3.3 Use case of Total Rewards Widget

Total Rewards is a comprehensive view of compensation and perks an employee receives from an
organization.

It typically includes:

Compensation — Base pay, bonuses, incentives, commissions

Benefits - Health insurance, retirement plans, paid time off

Allowances & Perks — Travel allowance, meal benefits, wellness programs

Recognition & Growth - Career development, learning opportunities, rewards programs

The Total Rewards Widget allows employees to view a consolidated summary of their total
compensation and benefits.

1. Navigate to: All = Employee Center = User Profile
2. Inthe profile, locate the My Total Rewards widget.
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P My Total Rewards Show values
zhllowances

Allowance - Car X000 USD
Allowance - Mobile X000 USD
Commission

Commission - Inside Sales M XMH XX USD
Incentives

Merit - Salaried X XXX XX USD
Stock - Team Member XN KK USD
Base Pay

Salary XX, XXK. XX USD

B :2iowancas=x0000x o) ([ commission=x0000000 p0c0es) [ Incentives= X000 tos) ([l Base Pay=x000000¢ (XX 30t36)

Total XXX XXX XX USD

Background Process:

e Inthe background, the “Look Up Total Rewards using Report” action is triggered to retrieve
Total Rewards data when accessed through the widget.

30
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) Workflow Studio

Flow execution

Look up Total Rewards

*

Configuration Details
WARIABLE NAME
Currency 1D
Employee ID
Report Name
Report Owner Username

Qutput Data
WARIABLE NAME
Action Status
Don't Treat as Error
Error Message

Status

Total Rewards

Look up Total Rewards using Report

) Look up Total Rewards using Report

RUNTIME VALUE
UsD

40060
RPT_total_rewards

betty@liut

RUNTIME VALUE

¢ completed ®

Open Action | | Open context record

State

Open Action O Completed

CONFIGURATION

CONFIGURATION

true
(_ error_message )

( status )

Start time @

2026-05-01 02:04:00 88ems

TYPE

String
String
string

string

Object

1.3.4 Use case of Total Rewards through Virtual Agent
The Total Rewards use case allows users to check their rewards through Virtual Agent in Employee

Center.

Procedure

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.

servicenow

Technology services »

How can we help?

Search

Popular topics

£3

IT for IT
O]

My Tasks My Requests My Favorites e « Tours

My active items

& Tasks

[# Requests

Surveys

Get support
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3. Click on the “Show all my options” button.

0

Technology services »

Purchases and expenses «

How can we help?

Search

Popular topics
B
@ Purchase requests IT for IT

° Now Assist

conversation now. I'm here if you need anything
else.

Hi Alex, how can | help you?

‘m an Al-powered virtual assistant that can handle
work-related questions and requests.

"
' Show all my options

A\l

[# Requests

i °

4. The list of all available topics will be displayed.
5. Select “Get Total Rewards” to view the details.

Employes Purchases and expenses «

How can we help?

Popular topics

© = 2

All Topics

Check Ticket & Support Status
Get Holiday Calendar

Get Time Off Balance

Get Total Rewards

Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent

Request TimeOff

¥ Tasks

6. The employee’s Total Rewards information will be displayed

nc. in the United States and/or other countries. Other company names, product names, and logos m:
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servicenow

Technology services « Purchases and expenses

How can we help?

Search

Popular topics

“a e

Purchase requests IT for IT

o Now Assist

Get Total Rewards

+

Please wait a moment while we fetch the total
rewards.

We have successfully fetched the rewards.

Health Savings Account - OptumHealth Bank
Company Contribution: -
Your Contribution: -

Dental - Aetna DMO

Companv Contribution: -

(# Requests

servicenow

Employee Center - Home
Page

Purchases and expenses v

How can we help?

Search

Popular topics

a2

Purchase requests IT for IT

° Now Assist

Your Contribution: -

Long Term Disability - Liberty Mutual Enhanced (Employee)
Company Contribution: -

Your Contribution: -

Long Term Disability - Standard Life Basic (Employee)
Company Contribution: -

Your Contribution: -

Medical - NTUC Foreigner
Company Contribution: -

Your Contribution: -
Show 10 more...

+

Thanks for chatting! I'll go ahead and close this

ranvarcatinan naw I'm hara if uaii naad anmvthinag

(# Requests

Background Process:

e The “Workday HR — Get Total Rewards” subflow is triggered in the background to fetch Total

Rewards data from Workday
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) Workflow Studio

y HR - Get Total
n

X +

Usage dashboard

* Monitaring
i Created » V
All Executions

Today's executions 2026-05-01 02:45:56

Active flows
2026-05-01 02:45:13
Event queue

Inbound email flows 2026-05-01 02:45:13

¥ Setup

Content filtering rules 2026050208002

Content definitions

2026-05-01 02:44:05
Settings
Properties 2026-05-01 02:43:46

Feature access list

+ Administration 2026-05-01 02:41:05

Lastrej N
Sorted in descending order by Created

Name

Run SC Notifications

send_notifications

send_notifications

Integration Gateway

Workday HR - Get Total Rewards

Run SC Notifications

Workday HR - Get Total Rewards

State Runtime Created by
Complete 128 system
Complete 163 admin
Complete 155 admin
Complete 648 kioshaa.sinha
Complete 885 kioshaa.sinha
Complete 73 system
Complete 916 kioshaa.sinha

Technical details:

Primary Use Case Component Type: Action, Subflow
Application Name: HR Service Delivery Advanced Integration with Workday

Spoke Actions Used: Look up Total Rewards using Report- this action is used by the widget to
retrieve and display Total Rewards information

Subflow: Workday HR - Get Total Rewards - This subflow is used by the Virtual Agent to fetch

and present Total Rewards details in a conversational format.

1.4 Legal Name Change

1.4.1 Configuration required for Legal Name Change

Legal hame change configuration allows employees to change their legal name through virtual agent

conversation in Employee Center.

Below is the configuration required for the Legal Name Change use case:

1. Navigate to All > Workday Advanced Use Cases > Legal Name Change > Document
Categories.

SErviCenOW Al Favorites  History Workspaces  Admin

v Total Rewards

| v e, System!

ative actions and

Configuration
Document Categories
Logs

v Workday Reference IDs

} Workday Reference ID List

v Workday Report Configura.

} Workday Report Configura.

There is no data for the selected criteria. Update the configuration or wait for data to
become available for the current selection.

s across the platform.

Open request items

( Shared admin dashboard

No data available.

(o) @] [ Edt J[+]

Problems Hardening compliance score

0 91%
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2. To pull the legal name change document categories from Workday into
a ServiceNow application, click Get Reference IDs.

= ¥ @ Workday Reference D Lists Descriptor [ search ] @ | actions on selected rows v\m
21l > Reference ID type contains Document Category_ID
[ o Descriptor Descriptor ID Workday ID Reference ID type
| search | | search | | search | | *Document_Category 1D
comp Be40190b34d24ce68592b9C3 6973201 Document Category 1D
PROMOTION 91180181a3ce46e0939¢c251629bd311 Document_Category D
ADDR-VERIFY 014333cthi334b 08328817 ok6 e Dacument_Catagory_ID
NDA dB01ebd46feca11e8chcred20ec3ath Document_Category_ID
MEAL-WAIVER 74979258128b10450418124ba7eS016¢ Document_Category_ID
2 TERM 5198d4b523ed4 241966 132390562303 Document Category 1D
Education Reimbursement ED-REMB d6812c098a741c1374c322842697dR0 Document_Category. D
Marital Status Change MARITAL 768803972576410499537201h85aBc b Document_Category_ID
c CW-CONTRACT Cic03611723945e9942da0dfSSecaf74 Document_Category_ID
e OTHER b277C2566330441fbbB4R6A2720330 Document_Category D
Legal Name Change NAME-CHANGE 24ce183923504797besb1c18e384cLed Document_Category_ID
Offer Letter OFFER-LETTER 21e8Be955be541348537cAd 124812304 Document_Category_ID
License LICENSE 652093d8031141949840cbed50862739 Document Category ID
fest1 testt 5567631077 13010135404 1698212cb0% Document_Category 1D
ID-VERIFY sbedfa26fea94a3do5c4b00d 2820 Document_Category D
TRANSFER 20700255801747628201cB4901052a¢ Document_Category_ID
HIRE B4e2ablbe3941359176MeF 74166008 Document_Category_ID
TAX-FORM 3b106160403F1007b0a4<03f0c270d8F Document Category_ID
ormation Verification PIM-VERIFY 12471bd7a2c5474bb0c0S 1 ddeechéte Document Category 1D
Employment Elgibity EMPLELIC da3deacTe9aTA54064193539753274fa Document_Category 1D

3. A data source with a predefined script imports document categories into the Workday
Reference ID List Staging [sn_hr_workday_adv_reference_id_list_staging] table and from
staging table into the Workday Reference ID List [sn_hr_workday_adv_reference_id_list] table.
Navigate to Workday Advanced Use Cases > Legal Name Change > Configuration.

On the Legal Name Change Configurations form, click New.

To allow an employee to upload the hame change document in Virtual Agent conversation

in Employee Center, click the Enable document upload option and select a relevant
document category.

ISANICLEE S

— Legal Name Change Configuration = .
< | = Newrecord ¢ = Submit
Enable document * Document Q

upload category
Submit
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Legal Name Change Configuration

)= New record

Enable document
upload

Submit

Start

@ =
* Document Q.
category
Workday Reference ID Lists | ServiceNow - Work - Microsoft Edge = o x
) https://rdzpd.service-now.com/sn_hr workday adv_reference id list listdo?sysparm target=sn_hr workday adv .. @& A}

All

W Workday Reference ID Lists Descriptor

Descriptor

Contract
Other

Legal Name
Change

Offer Letter
License
testl

ID Verification

- | Search

Descriptor ID

OTHER

NAME-CHANGE

OFFER-LETTER
LICENSE
testl

ID-VERIFY

Reference ID type

Document_Category_ID
Document_Category_ID

Document_Category_ID
Document_Category_ID
Document_Category_ID

Document_Category_ID

Domain Workday ID

global b277¢256b330441f
global adcel839235f479fL
global aleB8e955be54134
global 652c93d8031f419d
global 5567eaf0771a01b1
global abedf326fe994a3d9

v

1 to 20 of 20

o]

Submit

7. Click Submit.

1.4.2 Virtual Agent Configuration for Legal Name Change
Below is the configuration required for the Legal Name Change use case in the Virtual Agent:

Follow the below steps to configure the Legal Name Change use case in the Virtual Agent:

1. Navigate to All - Conversational Interfaces — Virtual Agent — Designer.

ctive compa
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SerVicen"*W All Favorites  History @ Shared admin dashboard Q ®) a9 ®R ® Q @

Y virtual agent| ® )

Welcome to Admin Home, System!

NoResuits Manage, monitor, and discover all your day to day administrative actions and tools across the platform.

ALL RESULTS
v Conversational Interfaces

p b Agent Track what's important to you

Topic Recommendations Shared adm|n dashboard v SO Edit

Categories

Small Talk Definitions

Custom Control Definitions Open incidents ®

®

No data available.

Live Agent Connections

There is no data for the selected criteria. Update the configuration or wait for datato  +

2. Inthe Virtual Agent Designer, click on the NLU/Keyword section.

©) Virtual Agent Designer

LM NLUkeyword | Test active topics | Create

Topics | 1 [ search | (2] ()

Last refreshed just now

O Name 7 Type Status Active Last modified ~ Description
Workday Legal Name .
O Change (Template) Published Active 2021-06-18 11:08:28
Showing 1-1 of 1 1 Records per page 20+

3. Search for Workday Legal Name Change.
4. Open the corresponding topic.
5. Click on the Publish button to activate the configuration.
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Table View Active - Test Publish %
‘ ariables <[ Q s v [+[=][5]®  Properties = |=
User it ‘a
o Instructions
e saw Groupes
G T

ect an item from the canvas to view its

(]
i0
0

= =
W ToComeizhe W T Contmueies
st
'
et 2
@ s rame

e
et
e

Applcation: Wiorkciay MR Spoke:

<

1.4.3 Use Case of Legal Name change

The Legal Name Change use case allows users to update their legal name through the Virtual Agent |

the Employee Center.

Procedure
1. Navigate to the Employee Center.
2. Click on the Virtual Agent.
3. Enter a query (for example, “name change”).

n
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servicenow

0]

Hurnan resaurces «

Search

Technology services «

How can we help?

Org chart

Recommended for you

(# Request

Payroll Discrepanc
Workday
Repart an issue with

Popular topics

i

3

Email accounts

¥ -

(# Request

EDe

Accessories

News center

Time Off Request

W |

t 3

Computers

@

Pay and time

My Taske My Requests My Fan

Your exlsting name s :
First name - Nikhil

@ Last name - Desal

Do you wish to continue for legal name

@ change in workday

Please enter your first name.

Do you want te previde last name

Wes

Hikhils

®

) Give feedback

4. The system displays the current first name and last name.
5. To proceed with the legal hame change in Workday, click Yes.

6. Enter the updated details:

= First Name

=  Middle Name

= Last Name
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servicenow

Human resources «

How can we help?

Search

Recommended for you

# Request &

Payroll Discrepancy -
Workday

Repart an issue with your paycheck

Popular topics

3

Email accounts

0]

Technology services =

Org chart Mews center

& Request &
Time Off Request
P .

4

t 1

Ee

Accessories Computers

Q@

Pay and time

My Tasks My Requests My Favorites Tours

My a
@ now Support

=
E I @ Please enter ,‘DIJI'Hﬂ name
. |
TestUser
I Do you want to provide middle name
Mo

Do you want your legal name to be updated
Immediately?

O

7. Upload the supporting legal hame change document.

servicenow

Human resources = Technology services «

How can we help?

Search

Recommended for you

# Request

Payroll Discrepancy -
Workday

Repart an issue with your paycheck

Popular topics

O]

Org chart News center

# Request

Time Off Request

~3 E=e W
o .
Email accounts Accessories Computers

Pay and time

My Requests

Q Now Support

€
© Give feedback

Please enter description for uploaded

&= | Q document

Demo purpese

Here i your updated info for legal name
change :

First name - Nikhils

Last name - TestUser

Attached supported document nam
ChatGPT Image Mar 20, 2026, 03_42,

Q Shaw more

Do you want te review the changes and create an
HE case?
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8. Provide a description for the uploaded document.

9. Review the updated hame details and supporting document, then click Yes to confirm.

servicenow

Human resources «

How can we help?

Search

Recommended for you

& Request

Payroll Discrepancy -
Workday

Repart an issue with your paycheck

Popular topics

3

Email accounts

O]

Technology services =

Org chart News center

& Request
Time Off Request
an
=n Cd @
——— 5
Accessories Computers Pay and time

My Tasks

My Requests My Favorites Tours

(©) Give feedback

Please enter description for uploaded
document

Demo purpese

Here is your updated info for legal name
change :

First name - Nikhils

Last name - TestLiser

Attached supported document name -
ChatGPT Image Mar 20, 2026,03_42

Shaw more

Do you want to review the changes and create an
HE case?

servicenow

Human resources + Tec!

How can we help?

Search

Recommended for you

(# Request

Payroll Discrepancy -
Workday
Repart an issue with your paychec

Popular topics

=3

Email accounts

0]

Org chart News center

(# Request

Time Off Request

== LA @

Accessories Computers Pay and time

EI@

— ]

=

0Ok, 've spened a case for you. Vou will be
updated soon.

HR Warkforce
Administration Case

HRC0001070

Hikhill Desai
4-Low

Emplayee
stior Workd:

al Name Change
Nikhil Desa

Converzation has ended, Thankyou!

Thank you for using cur support chat.

4
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1.4.3.1HR Case Creation:

Once the Legal hame change reqguest is successfully submitted, an HR Case is automatically created
in ServiceNow.

HR Case is created with the submitted details.

servicenow

My Tasks My Requests My Favorites e * Tours

Human resources = Technology services = Org chart News center

Home » My Request - HRCOO01070

Nusmber Created  Updited  State 9|
HRC0O001070 imago 1mago Closed Complete
e . &)
Employee Legal Name Change - Workday case for Nikhil Desai
Show more

- Opened far - Subject
\_# Niknil Desai \_w Niknil

lds have been provided:
Your upda

i first name: Nikhils (original value: Nikhil)
Your updated last name: TestUser (original value: Desai)

Provided description for uploaded file: Demo purpose
Provided additional comments for your case: Test
Open

chat
window.

2 unread

Activity Attachments messages

| Type your message here_.

The Virtual Agent conversation is completed.

42
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1.4.3.2 Workday Request Synchronization
The legal name is successfully updated in Workday.

~

w Q 42301 ® oo £ ;|

implified Search is Disabled a»

o

Homa [l Saved Categories v Nikhils TestUser v

‘/ NT Employee
3 Java developer | bhbhbhbhb Company | Atlanta
Configuration

People o

E Tasks and Reports 0 ;
Employee ID Local Time
Lestning 42301 Wednesday 1:35 AM
Management
Articles 0
.o Length of Service Work Email
s Learning . 0 year(s), 10 month(s), 3 day(s) nikhildesai999@gmail.com
T s o em m TN
| Give Feedback |
Nz ,/
oS , 9
% Configure Search
H C=
Saved
(®  View Search Tips Need Help?

Rrawea raeniirrae and nnmman nnactinne tn nat what van naad

w Q 42301 ® 09 § 3

m Professional Profile Job Details Jobs Job History Worker History More v
Home
% Nikhils TestUser
Configuration Java developer X -
View Worker History by Category
= ((Actions )
Learning y é \ ( a;b\‘ Worker History 18 items x:] =@, B
Management \ / ) R
Email Team
8 Business Process Effective Date  Initiated On Due Date Completed On  Status
Personal Summary Legal Name Change: Nikhils 04/16/2026 04/16/2026 04/20/2026 04/16/2026 Successfully Completed
TestUser 05:55:59 AM 05:55:59 AM
Job
More Legal Name Change: Nikhils 11/26/2025 11/26/2025 11/30/2025 11/26/2025 Successfully Completed
Contact TestUser 02:40:27 AM 02:40:27 AM
Personal Assign Organizations: Nikhils 06/28/2025 05/28/2025 05/30/2025 In Progress
TestUser 08:18:37 PM

Compensation

Technical Details:

Use Case Component Type: Flow, Action

Flow Name: Legal Name Change

Subflow Name: Run Workday Legal Name Change

Application Name: HR Service Delivery Advanced Integration with Workday
Spoke Actions Used: Change Legal Name
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1.5 Holiday Calendar

For the Holiday Calendar use case, employees can view their holiday calendar through both the
Employee Center widget and the Virtual Agent.

1.5.1 Configuration required for Holiday Calendar
Holiday Calendar Data Load

To import holiday calendar data:

1. Navigate to the Holiday Calendars table.
2. Click on the Get Holiday Calendar button

= ¥ @ HolidayCalendars Startdate - | Search |
@ | Actions on selected rows... v l m Get Holiday Calendars
‘ (@ Subflow "Get Holiday Calendars” was executed from 2026-01-01 till 2027-12-31. Please check the flow execution for status of execution. X
Al
[] ©  Holiday calendar name Holiday calendar ID Calendar event name Startdate ~ End date Start time Emi*
| Search Search Search | | Search ‘ I Search | | Search Se
Holiday Calendar 2024 s CCALENDAR - cnvistmas Day 2025-12-25 2025-12-25
Holiday Calendar 2024 HO YCALENDAR:  11srksgiving 20251128 2025-11-28
Holiday Calendar 2024 HOMw -ALENDAR"  veterans Day 20251111 2025-11-11
Holiday Calendar 2024 HOM Y CALENDAR o Day 2025-09-02 2025-09-02
Holiday Calendar 2024 :_?;LDAY‘CME NDAR- Independence Day 2025-07-04 2025-07-04
Holiday Calendar 2024 i?;mv_ounmn- Juneteenth 2025-06-19 2025-06-19
Holiday Calendar 2024 :_?IQ'LDAY‘ NDAR- Memorial Day 2025-05-26 2025-05-26
Holiday Calendar 2024 T?,I; LDAY‘ s Washington's Birthday 2025-02-19 2025-02-19 i
L] »
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Background Process:

This triggers the “Get Holiday Calendar” subflow.
The subflow executes the “Look Up Holiday Calendar” action.

Flow execution
EXECUTION DETAILS [ ef=1d H°|iday Calendars ¢, Completed ® | Open flow | | Open context record
Show Action Details State Start time @
d
SUBFLOW STATISTICS Run as: System Administator  Open subflow logs i) Completed 2026-04-15 23:47:22 11427ms
INPUTS & OUTPUTS
(&) subflow Inputs & Outputs
ACTIONS
1 @ Look Up Records Core Action Completed 2026-04-15 23:47:22 2ms
2 @@ For Each Item in Look up Holiday Calendars Flow Logic Completed 2026-04-15 23:47:22 11425ms
1 of 104 (Showing only first and last)
-3 (,) ForEachItemin Flow Logic Completed 2026-04-15 23:47:26 287ms
~ .
l,\ . » . » Holiday Calendar Even... /_.
1 of 89 (Showing only first and last)

Data is then fetched and stored in the Holiday Calendars table.

1.5.2 Virtual Agent Configuration for Holiday Calendar
Below is the configuration required for the Holiday Calendar use case in the Virtual Agent:

Follow the steps below to configure the Holiday Calendar use case in the Virtual Agent:

1. Navigate to All = Conversational Interfaces — Virtual Agent — Designer.
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servicenow Al

Favorites History Shared admin dashboard

¥ virtual ageny ®

FAVORITES

No Results Manage, monitor, and discos

ALL RESULTS
v Conversational Interfaces

e S Track what's important to you

Topic Recomme

Shared admin dashboard ~

Open incidents

Agent Connection:

ver all your day to day administrative actio

No data available.

There is no data for the selected criteria. Update the configuration or wait for data to

Welcome to Admin Home, System!

ions and tools acros

ss the platform

Edit

>

2. Inthe Virtual Agent Designer, click on the LLM section.

LLM  NLU/keyword Select assistant v \

Topics = 1. (& Al

Am L Subflows |« |

| Q Search
Last refreshed just now
[ Name v Type Status Active Last m... »
= Get Holiday " 2024-06-27
] CeErRET Topic Published Active 05:40:21
Showing 1-1 of 1 1

Description

This topic will be used
for fetching & showing
holiday calendar of the
employee.

Records per page 20w

3. Search for Workday Get Holiday Calendar
4. Open the corresponding topic.

5. Click on the Publish button to activate the configuration.
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Virtual Agent Designer o Get Holiday Calendar
“ 5 : @

Flow  Properties  Languages Table View Active Test  Publish §
Components Variables < Q 68 % v [+ | = 2o @
LLM-enabled user input (© v
QO ©
Input Text Static
Collector Choice
Q @ @ [&) Holiday Calendar..
Dynamic Boolean Date 1input added
Choice Time ®
@ v
Carousel
LLM-enabled bot response (D v
o v
Text Fetching holiday
calendar.
Userinput (@) v
- - -

1.5.3 Use Case of Holiday Calendar Widget
The Holiday Calendar Widget allows employees to view their holiday calendar directly within the
Employee Center. Holiday calendar data is fetched from Workday and displayed in ServiceNow.

1. Navigate to All > Employee Center — Profile, where you can view the Holiday Calendar
widget.

servicenow

How can we help? My active items -

Recommended for you

What are phishing scams and  Automati Replies (Out OF Create An Email Signaturs
how can | avoid them? Office)

Popular topics

| “"" Gy E28 7
Email accounts Saltwar ssies Herassors Computars
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Home ¥ My Profile

Holidays

RRASAV India Holiday Calendar

Republic Day - 2026 Mon Jan 2¢

Hol Wed Mar 04

Background Process:

In the background, the “Look Up Holiday Calendars Reference WID of an Employee” action is
triggered to retrieve holiday details when accessed through the widget

o Workﬂow StUdio 88 \;:.Dk = na:{ S -

SIS Look up Holiday Calendars Reference WID Of An Employee ¢ rees | OpenAction || Oper
State Start time ®
Configuration Details
VARIABLE NAME RUNTIME VALUE CONFIGURATION TYPE
Employee ID 40060 String
Report Name CRPT_holiday_calendar String
Report Owner Username betty@liut String
Qutput Data
VARIABLE NAME RUNTIME VALUE CONFIGURATION TYPE
Action Status {"Action Status":{"code":0,"message":"Success 1} Object
Don't Treat as Error true true True/False
Employee Data Array.Object
Error Message error_message : String
Status Success 'Z: status :Z' Choice

1.5.4 Use Case of Holiday Calendar through Virtual Agent

The Holiday Calendar use case allows users to check their holiday calendar through the Virtual Agent
in the Employee Center.

Procedure

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
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SerVicenOw My Tasks My Requests My Favorites e « Tours

Technology services « Get support

How can we help?

Search

Popular topics My active items

& Tasks 0>
48

(# Requests 0>
O IT for IT
Surveys y

3. Click on the “Show all my options” button.

(o] :
9 Now Assist
Technology services v Purchases and expenses v conversation now. I'm here if you need anything
else.

Answers generated by Al. Review for accuracy.

How can we help?

Search &
Hi Alex, how can | help you?

I'm an Al-powered virtual assistant that can handle
work-related questions and requests.

Show all my options

Popular topics

e 2

[# Requests 0>
@ Purchase requests IT for IT

4. The list of all available topics will be displayed.
5. Select “Get Holiday Calendar” to view the holiday details.

nc. in the United States and/or other countries. Other company names, product names, and logos may be trademarks of the respec
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(o]

All Topics

Employee Center - Home ' pyrchases and expenses

Page Q |

Check Ticket & Support Status
? Get Holiday Calendar
How can we help?
Get Time Off Balance
Search Get Total Rewards
Get User Paychecks
Lookup Worker Profile

Now Assist Live Agent

Popular topics Request TimeOff

@ & Tasks
= 2

6. The available years will be displayed—click on the desired year to view the Holiday
Calendar

o) Hi Alex, how can I help you?

I'm an Al-powered virtual assistant that can
Technology services Purchases and expenses « handle work-related questions and requests.

Just now

Get Holiday Calendar

How can we help?
+
Search

Which year should I use for the holiday calendar?

- N\ ~
(2026 ) ( 2027 )
. N\ /

& Tasks

© g

. [ | o > ]
Popular topics

2026 Service A eservel e e Service er Se

Inc. in the United States and/or other countries. Other company names, product names, and logos ma
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o Now Assist

Fetching your holiday calendar with a joyful tone!

new messages

2024-01-01
Holiday: New Year's Day

2024-01-15
Holiday: Martin Luther King Jr. Day

2024-02-19
Holiday: Washington's Birthday

2024-05-27
Holiday: Memarial Day

2024-06-19
Holiday: Juneteenth

2024-07-04

Holiday: Independence Day

Background Process:

In the background, the “Workday HR — Get Employee Holiday Calendar” subflow is triggered
to fetch holiday details when accessed via the Virtual Agent.

) Workflow Studio

ay HR - GetEmpl: ,,  [ES

Subflow

. Workday HR - Get Employee Holiday Calendar view: | 75 83 Test | - @

a

INPUTS & OUTPUTS Data Collapse Al

e f * Flow Variabl
— Subflow Inputs & Outputs low Variables

Is Year Correct TruefFalse
ACTIONS  Select multiple
Report Configuration string
- Set Flow Variables N
1 ¥ Employee ID String

- Subflow Inputs

2 - IfEmployee ID is not empty & Is Year C

Payload JSON
C

3 then (@) Look up Holiday Calendars Of An Employee @

» 1 - Set Flow Variables

4 =4 If Action is Successful

»2-1f
¥ 3 - Look up Holiday Calendars Of An Emp...
5 then Assign Subflow Qutputs
» | Holiday Calendars Detalls Array.Object
Status Choice
6 Else Error Message String
» Action Status 0\}]9[[
7 =) Assign subflow Outputs
»4-If

8 m Log @ v

» 5 Assiop Subflow Quoun
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Technical Details

Use Case Component Type: Action, SubFlow
Application Name: HR Service Delivery Advanced Integration with Workday

Subflow Name - Workday HR — Get Employee Holiday Calendar — Used by the Virtual Agent
to fetch and present holiday details in a conversational format

Spoke Actions Used: Look Up Holiday Calendars Reference WID of an Employee - This
action is used to retrieve holiday details from Workday and display them in ServiceNow when
accessed through the widget.

1.6 Payroll Discrepancy

For the Payroll Discrepancy use case, employees can report payroll discrepancies through the
Employee Catalog Item.

1.6.1 Configuration required for Payroll Discrepancy

The configuration for Payroll Discrepancy is limited to enabling the “View Workday Payslip” widget.
Detailed steps for configuring this widget are provided in the Advanced Integration, Installation, and
Config Guide, Employee experience taxonomy Configuration.

1.6.2 Use Case of Payroll Discrepancy

The Payroll Discrepancy use case allows users to view payroll balance and report issues related to
their payslip directly from the Employee Center. Users cannot report a payslip discrepancy if their HR
profile does not have a valid employee humber and employment start date.

Procedure

1. Open the Employee Center.
2. Navigate to: Catalog — Pay and Time — Payroll Discrepancy
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Recommended for you

[F) Asticle

What are phishing scams
and how can | avoid them?
Prhishis Phishiny i

Popular topics

|

Y

Email accounts

[F) Asticle

Automatic Replies (Out OF
Office)

Byage

[F) Asticle

Create An Email Signature
Em

3y ago

Y
ey e LA
Software issues Accessories Computers
Y <> <
=® 2 ped
Software Developer services Technology
services

[# Reguests 94 3
B surveys 0>

servicenow

Employee Center - Home

Page whnology servic

Home ¥ Humanresources ¥

Q

Support resources

Pay and

Filter by
All v
[# Request

t an issue with your paycheck

Payroll Discrepancy - Workday

Org chart News center

Pay and time

time

Managing compensation and time on the clock

v [# Request

Time Off Request

Sort by

My Requests My

(L) Give feedback

Popular

v| | Search resources

|q| i =

3. Provide the

required details:

53



servicenow.

Payroll Year — Select the year in which the payslip was generated
Payroll Month — Select the month in which the payslip was generated
Payment Date — Select the date on which the payslip was generated

Description — Specify the discrepancy identified in the payslip

Report an issue with your paycheck

* Indicates required

* Payroll year @

2020

Your payroll balance

Company
Global Modern Services, Inc.
{usa)

» Eamings

Gross pay
Net pay

* How can we help you with this payslip?

Payroll Discrepancy - Workday

* Payroll month @

December

* Payment date @

2020-12-01 - 2020-12-31

2020-12-31
Deed

» Pre Tax Deductions

> Employes Taxe:

> fits

> Taxable Wages

100000
00K XK

HOHLHK

X, XKKXK
X XHHLXK

s

=l Sawve as Draft

Required information

How can we b

4. Inthe “How can we help you with this payslip” section, enter the details of the discrepancy
identified in the payroll.

5. Click on Submit.

2026 Se e nc. All rights reserved

Inc. in the United States and/or other countries. Other company names, product names, and Ic
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Outcome:

An HR Case is created in the Ready state for further processing.

HRC0001072

Technical Details

Primary Use Case Component Type: Action
Application Name: HR Service Delivery Advanced Integration with Workday
Spoke Actions Used: Look up Payslip

1.7 Get Users Paychecks

1.7.1 Virtual Agent Configuration for Get Users Pay checks
Below is the configuration required for Get User Paychecks use case in the Virtual Agent:

Follow the steps below to configure the Get User Paychecks use case in the Virtual Agent:

1. Navigate to All = Conversational Interfaces — Virtual Agent — Designer.
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servicenow Favorites  History i Shared admin dashboard o e o '8 ® O Q

Y virtual agent

No Results

Welcome to Admin Home, System!
ALL RESULTS

v Conversational Interface

i S Track what's important to you

Shared admin dashboard - Edit

Open incidents
)
No data available.
There is no data for the selected criteria. Update the configurat r wait for data t

2. Inthe Virtual Agent Designer, click on the LLM section.

) Virtual Agent Designer @

LM NLU/keyword Select assistant v m ol

Topics 11 (8 Al ) (A ESP (L Subflows | (G Actions | (% Customskills | [ | Aesaarch ‘f o) (w)
ast refreshed 6m ago
] Name v Type Status Active Last modifi... « Description
H Get User Paychecks Topic Published Active 2024-06-27 05:43:17 Help users to get their paychecks
Showing 1-1 of 1 1 Records per page 20+

3. Search for Get User Paychecks Topic
4. Open the corresponding topic.
5. Click on the Publish button to activate the configuration.
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) Virtual Agent Designer a 'Ge'UserPayiheikS x @
apic

Flow  Properties  Languages Table View Active * Test  Publish &
Components Variables < Q | 62% - | + | - o | ® ‘ @
LLM-enabled user input (D) v a

o ©

Input Text Static

Collector Choice

Dynamic Boolean Date

Choice Time v

Gettimeperiodol..
Zinputs ke
@ © s
Carousel
End date
LLM-enabled bot response (1) ~ @

9

Text

L

Acknowledgement
Userinput (D ~ mesage
Secure Grouped File
Text Choice Ficker
Bot response (1) v

W
@) seiectieqslemploper

1.7.2 Use Case of Get Users Pay checks
The Get User Paychecks use case enables users to view their paychecks through the Virtual Agent in
the Employee Center

Procedure:

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.

Sel’VicenOW My Tasks My Requests My Favorites ° « Tours

Technology services « Get support

How can we help?

Search

Popular topics My active items

& Tasks 0>
48

(# Requests 0>
@ IT for IT
Surveys y

3. Click on the “Show all my options” button.
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(o]

° Now Assist

conversation now. I'm here if you need an ything

Technology services « Purchases and expenses

else

How can we help?

Search o
+

Hi Alex, how can | help you?

m an Al-powered virtual assistant that can handle
work-related questions and req

ests

. Show all my options \/I
Popular topics

v

= £
B ai

(# Requests :
@ Purchase requests ITforIT

4. The list of all available topics will be displayed.
5. Select “Get User Paychecks” to view the details.

servicenow _
All Topics

Purchases and expenses

Ql

Check Ticket & Support Status

Get Holiday Calendar

How can we help?

Get Time Off Balance

Search Get Total Rewards

Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent
Popular topics Request TimeOff

Update Address

™ Update Blood Type
Update Date of Birth

Purchase requests IT for IT L v

Surveys 0>
(O]

6. Then, specify the start and end dates for which the paychecks should be retrieved.

58

nc. in the United States and/or other countries. Other company names, product names, and logos may be tradema



servicenow.

servicenow

Employee Center - Home  pyrchases and expenses work-related questions and requests.

Page
Get User Paychecks

Please tell me the start date from which you’d like
to retrieve your paycheck(s). It should be a date in
the past.

+

How can we help?

Saturday, July 4 2020

) Please provide the end date up to which the
Popular topics paycheck(s) should be retrieved.

.
%)
: &8

Purchase requests IT forIT

+

Surveys 0>

servicenow o Now Assist

Employee Center - Home  pPurchases and expenses Tuesday, August 4 2020
Page 3

HOW can we hel p? Does the information look good, or would you like

to make changes?

Search

Looks good

+

Please wait while we retrieve paychecks from July

Popular topics 4,2020 to August 4, 2020.

&

[ o

7. Upon completion, the requested paychecks will be displayed




servicenow.

servicenow

Technology services »

How can we help?

Search

Popular topics

3

IT for IT

+’ Now Support

My Tas

U0ES It I0OK 8003 L0 you?

Please bear with us as we retrieve paychecks
from July 1, 2020 to August 31, 2020. Thank

© o loryourpatience
o ®

Summary of paychecks

Payperiod Grosspay Deductions Netpay

4949.1
My active items

Would you like a detailed breakdown of
deductions? Just let me know!

& Tasks | Yes
No

@ Requests

Surveys U

If no payslips are available for the given dates, the following response will be displayed: “No
Payslip Details Exist for Provided Inputs.

9. The same paycheck details can also be viewed in Workday for the employee.

] Payslip Information 1 item b =[] :t
Home
Check
y\ Name Address Employee ID Pay Period Begin Pay Period End Check Date Number
Configuration Betty Liiut y 21020 07/01/2020 07/31/2020
Learning — _
Management Current and YTD Totals 2 items b = o B0 ;t
a Balance Period Gross Pay Pre Tax Deductions Employee Taxes Post Tax Deductions Net Pay
Personal
Current 0,422.10 709.55 2,939.36 25.00 5748.19
Team YTD 65,954.70 4,966.8! 20,575.50 175.00 40,237.35
Eamnings 4 iten EE= 0., B Employee Taxes 6 ter i = o (@ ;t
Description Dates Hours Rate Description Amount YTD
Holiday Pay 07/01/2020 - 07/31/2020 8.00 54.36 OASDI 582.31 4,076.17
N Salary Base Pay 07/01/2020 - 07/31/2020 0.00 0.00 Medicare 136.1 953.30
Saved Taxable Gym Membership 07/01/2020 - 07/31/2020 0.00 Federal Withholding 1,526.44 10,685.08
Total: State Tax - CA 600.20 4,201.40

Background Process:

o "Workday HR - Get Employee Paycheck” subflow is triggered in the background to fetch
paychecks data from Workday.
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Playbooks Flows
v Dashboards ) () (o) (o
Today's executions [[145 lo)le) eV
Usage dashboard Last refreshed just now
¥ Monitoring - R
[ ] Created vV Name ¥ State Runtime Created by
All Executions
Today's executions 2026-05-01 06:17:18 Integration Gateway Complete 755 kioshaa.sinha
Active flows
2026-05-01 06:17:18 \F’,VDr';daﬁHR Gedbmplovee Complete 615 kioshaa.sinha
Event queue aychec
Inbound email flows 2026-05-01 06:15:40 Workday HR - Get Employee RS 539 Kioshaa.sinha
Paycheck
v Setup
Content filtering rules 2026-05-01 06:15:37 Integration Gateway Complete 3,385 kioshaa.sinha
Content definitions
2026-05-01 05:56:46 Run SC Notifications Complete 100 system
Settings
Properties 2026-05-01 05:48:45 Integration Gateway Complete 122 alex.chua
Feature access list
v Administration 2026-05-01 05:48:26 Run SC Notifications Complete 72 system
Pre-compiled actions X . .
2026-05-01 05:47:38 Integration Gateway Complete 121 kioshaa.sinha
) Workflow Studio gg Workday HR-GetEmpl. I KS,|
Flow execution =)
Return home
EXECUTION DETAILS Workday HR - Get Emp|oyee Paycheck G TestRun-Completed ® Open flow \ Open context record|
Show Action Details State Start time ©
SUBFLOW STATISTICS Run as: kioshaa sinha  Open subflow logs = Completed 2026-05-02 03:03:07 781ms
INPUTS & OUTPUTS
o Subflow Inputs & Outputs
ACTIONS
1 =) setFlow variables Flow Logic Completed 2026-05-02 03:03:07 8ms
~2 < f Employee is not empty Flow Logic Evaluated - 2026-05-02 03:03:07 773ms
True
*3 ¢ If start And End Date is valid Flow Evaluated - 2026-05-02 03:03:.07 773ms
True
4 CA Look up Payslip Completed 2026-05-02 03:03:07 764ms
5 45: If Action is successful and error message is empty Flow Logic Evaluated - 2026-05-02 03:03:08 oms
False
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1.8 Update Personal Details
Under the Update Personal Details use case, employees can perform various updates through the
Virtual Agent in the Employee Center within ServiceNow.

The following updates can be performed:

Update Email Address
Update Date of Birth
Update Blood Type
Update Address
Update Phone Number

1.8.1 Virtual Agent Configuration for Update Personal Details
Below is the configuration required for Update Personal Details use case in the Virtual Agent:

Follow the steps below to configure the Update Personal Details use case in the Virtual Agent:

1. Navigate to All > Conversational Interfaces —> Virtual Agent —> Designer.

servicenow Al Favorites  History : Shared admin dashboard o

Welcome to Admin Home, System!

No Results

ALL RESULTS

Conversational

SR Track what's important to you

Shared admin dashboard -

)

No data available

(1)
'V

{
0

2. Inthe Virtual Agent Designer, click on the LLM section.
3. Search for the following topics: Update Email Address, Update Date of Birth, Update Blood
Type, Update Address, and Update Phone Number.
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O Virtual Agent Designer @

Select assistant v |

:.E.m L  Subflows

LLM  NLU/keyword

Topics © 5 & Al

Last refreshed 6m ago

O Name v Type
[] Update Email Address Topic
[ Update Date of Birth Topic
] Update Blood Type Topic
] Update Address Topic
[ Update Phone Number  Topic

Showing 1-5 of 5

(&  Actions

Status

Published

Published

Published

Published

Published

Active

Active

Active

Active

Active

Active

(e 18

Q search

Last mo... =
2024-09-18
16:21:38
2024-10-11
14:11:52

2024-10-11
14:11:59

2024-10-15
11:39:25

2024-10-18
18:02:25

& —
AARRSEEN )

Description

This topic is used to update
a user's email address.

This Topic is used to change
the user's Date of Birth.

This topic helps users in
updating their blood type
details.

This topic will be used by the
users to update their
address

This topic will be used by the
users to update their phone
number.

Records per page 20+

4. Open the corresponding topic.

5. Click on the Publish button to activate the configuration.

6. Below is a sample for the Update Email Address use case; the same steps can be followed

for the other use cases.

©) Virtual Agent Designer

Update Email Address

Topic
Flow  Properties  Languages
Components Variables < Q
LLM-enabled user input @ ~ s
o ©
Input Text Static
Collector Choice
Dynamic Boolean Date
Choice Time
© ’
Carousel
LLM-enabled bot response () v
Text
Userinput (O ~
. - -

Integration gateway
1o retrieve worker

&S

Integration

X_|

Table view

Active ¥ Test  Publish §

75% vil+ | =3O @
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1.8.2 Use Case of Update Personal Details

Under the Update Personal Details use case, employees can update their personal information
through the Virtual Agent in the Employee Center, including email address, date of birth, blood type,
address, and phone number.

1.8.2.1 Use Case of Update Email Address
The Update Email Address use case enables users to update their email address through the Virtual
Agent in the Employee Center.

Procedure:

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
3. Click on the “Show all my options” button.

0

Technology services = Purchases and expenses

How can we help?

| Show all my options
\ . A—

Popular topics

v

[0
;) F Y

£ Requests
@ Purchase requests ITfor IT

4. The list of all available topics will be displayed.
5. Select "Update Email Address" to update the details.
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servicenow ,
All Topics

Employee Center - Home  pyrchases and expenses v

Page Q '
Get Total Rewards

Get User Paychecks

How can we help?

Lookup Worker Profile

Now Assist Live Agent

Request TimeOff

Update Address

Update Blood Type

Popular topics Update Date of Birth

Update Email Address

N Update Phone Number
5 23 '

[# Requests 0>
O Purchase requests IT for IT

Supyienie o

6. After selecting Update Email Address, enter a new email address that is different from the
existing one

servicenow

Technology services v | can help with updating your Email

Which email would you like to update?
Please note that the new email must be
different from the current one.

adaline.snow@gmail.com - HOME

» ©

Search

| see you'd like to update your email address
for the HOME profile. Please provide the new
email addres;ﬁut first, let's double-check:
Popular topics My al the current entail address is
adaline.snow@gmail.com. Is that correct?

4

48
O [# Requests 0> °
IT for IT

Surveys 0>

7. Once you reply “Yes” to the confirmation prompt “Does it look good to you?”, the email
address will be updated in Workday.
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servicenow

Enter New Email
Technology services - adaline.snowll@gmail.com

Does it look good to you?

Your Email has been successfully updated.

Thank you for using our support chat.

Popular topics My ai

&
0 (# Requests 0> °
IT for IT

Surveys 0>

Workday Request synchronization:

United States of America
v
A . .
Home
F Phones 1 item x# = @ @
a Adeline Snow &l
Personal Executive
—_—— Phone Number Device Usage
ﬁnﬁ (_Actions )
. —~ ~ & +91(099776) 65532 Mobile H b
‘eam / ) =) ome (Primary)
N N
Phone Email
L) »
Summary
Email Addresses 1 item ’D = E L = HE
Job .
Email Address Usage Visi
Contact g
B4 adaline.snow11@gmail.co Priv:
m Personal m Home (Primary)
Saved Compensation
4 »
{§} More (6)

Background Process:

o “Workday HR - Update Personal Details” subflow is triggered in the background to update the
Email address.
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(mHomepage & Operations & Integrations
Playbooks
* Dashboards N . ~ B B o
Today's executions (172 C |8 eV
Usage dashboard Lsst refreshed 1m ago
* Monitoring
Created ~ ¥ Name ¥ State Runtime Created by

All Executions
Workday HR - Update Personal

I Today's executions 2026-05-01 095256 Details Complete 571 kioshaa.sinha
Active flows i ) ) )
20; Integration Gateway Complete 435 kioshaa.sinha
Event queue
Inbound email flows 2026-05-01 09:52:06 Wiarkelay HR - Look up Worker I 745 kioshaa_sinha
Profile
* Setup
Content filtering rules 2026-05-01 09:52:06 Integration Gateway Complete 632 kioshaa.sinha
Content definitions -
2026-05-01 09:48:29 "Sr‘jtrk:j"y HR - Update Personal Complete 959 kioshaa.sinha
Settings etalls

1.8.2.2 Use Case of Update Date of Birth
The Update Date of Birth use case enables users to update their date of birth through the Virtual Agent
in the Employee Center.

Procedure:
1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
3. Click on the “Show all my options” button.
4. The list of all available topics will be displayed.
5. Select "Update Date of Birth" to update the details.

0

° Now Assist

Technology services v Purchases and expenses v Hikioshas, homcanl helnyou?

I'm an Al-powered virtual assistant that can handle
work-related questions and requests.

How can we help?

Update Date of Birth

Search
¥

Sure, | can help with that

Your current date of birth on record is: N/A
Popular topics =

Please provide your date of birth.

Purchase requests IT for IT

Surveys 0>
O]
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o]

° Now Assist

Technology services « Purchases and expenses

Wednesday, May 2 1990

How can we help? -

Does everything look good, or would you like to
make changes?

+

Popular topics

Your Date of Birth has been successfully updated.

new messages
\
=" t ¥

Purchase requests IT for IT

Surveys 0>
o

Workday Request synchronization:

Once the Date of Birth is submitted through the ServiceNow Employee Center, the same
reflected in Workday.

w Q 40060 ® J:P =4 a

® Personal Information IDs Documents Personal Notes
Home —
by kioshaa sinha
Configuration /Chief Engineer -
= (Actions )
Learning N
Management (&) (& Personal
Email Team
8 Gender (empty)
P |
e Summary Date of Birth 05/02/1990
Job Age 35 years, 11 months, 29 days
Mare
Contact Marital Status (empty)
Personal Hispanic or Latino
Compensation Race/Ethnicity (empty)
—

d/or register

espective companies
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Background Process:

“Workday HR - Lookup Worker Profile” subflow is triggered in the background to update the
Date of Birth.

(Homepage ka4 Operations & Integrations

Playbooks  Flows

~ Dashboard ) -
ashboards All Executions |21 | s ‘ ‘ @ | | e ‘ ‘ ¥ ‘ | Export ‘
Usage dashboard Last refreshed just now
¥ Monitoring )
Name 7 State Runtime Created by v Created ~ Sys ID

All Executions

Today's executions e Complte 1,259 kioshaa.sinha 2026-05-04 01:24:33 Bead0bofq
Active flows Norl i ’
V’,O'ﬁday HR - Look up Worker Complete 690 kioshaa.sinha 2026-05-04 00:43:10 €854838f1
Event queue Profile e0
Inbound email flows \F’;Vz';ﬁg‘) HR - Look up Worker (e A 1,522 kioshaa.sinha 2026-05-04 00:38:47 gg@afofs
¥ Setup
Workday HR - Look up Worker . . . c5612e83°
Content filtering rules Profile Complete 1,805 kioshaa.sinha 2026-05-03 22:10:35 06
Content definitions Worl , q W .
Workday HR - Look up Worker Complete 1,773 kioshaa.sinha 2026-05-03 22:08:41 1002683z
Profile 1c
Settings
Properties g‘g‘;hg“ R ciunlWotkey Complete 1,015 kioshaa.sinha 2026-05-03 22:07:53 Ef;ozm[

1.8.2.3 Use Case of Update Blood Type
The Update Blood Type use case allows users to update their blood type via the Virtual Agent within
the Employee Center.

Procedure:
1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
3. Click on the “Show all my options” button.
4. The list of all available topics will be displayed.
5. Select “Update Blood Type” to view the details.
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(o]
All Topics

Technology services « Purchases and expenses =

Get Time Off Balance

HOW Can We help? Get Total Rewards

Get User Paychecks
Search
Lookup Worker Profile
Now Assist Live Agent

Request TimeOff

Update Address

Popular topics

Update Blood Type

Update Date of Birth

N E
! &-8 Update Email Address
Update Phone Number

Purchase requests IT for IT v

Surveys 0>
0]

6. Upon selecting “Update Blood Type,” a list of available blood groups will be displayed,
allowing you to choose the appropriate option.

0

Technology services » Purchases and expenses Update Blood Type

HOW can we help? Sure, | can help with that

s

Search
Could you tell me your blood type?

Selectone
o-
0+

A

Popular topics

A+
B

; & [ | - h:|

Purchase requests IT for IT

Surveys 0>
O]

2026 ServiceNc e rights reserved. Se
!
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(o] ! ° Now Assist

Technology services « Purchases and expenses
¥

Could you tell me your blood type?

How can we help?

+

Does everything look good, or would you like to
make changes?

Looks good
Popular topics My
e
4 Your Blood Type has been successfully updated.
@
Purchase requests ITfor IT >
surveys v -
0] = Contracts 9+ ¥
Supplier Products 0>

Workday Request synchronization:

m Personal Information IDs Documents
Home
%® kioshaa sinha
Configuration /Chief Engineer
a ("Actions )
Personal E:xw (=) Personal
Phone Email Gender (empty)
Date of Birth 05/02/1990
Summary
Age 36 years, 0 months, 2 days
Job
Marital Status (empty)
Contact
Hispanic or Latino
Personal
Race/Ethnicity (empty)
Compensation
Religion (empty)
Benefits
Citizenship Status  (empty)
Pay
Blood Type A+
Performance
Sexual Orientation  (empty)
Career
n| Gender Identity (empty)
saved Feedback Pronoun (empty)
{§} More (1)
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Background Process:

“Workday HR - Lookup Worker Profile” subflow is triggered in the background to update the

Blood type.

Playbooks  Flows

¥ Dashboards
Usage dashboard
¥ Monitoring
All Executions
Today's executions
Active flows.
Event queue
Inbound email flows
¥ Setup
Content filtering rules
Content definitions

Settings

Properties

All Executions |21

Last refreshed just now

Name 7

Workday HR -

Profile

Workday HR -

Profile

Workday HR -

Profile

Workday HR -

Profile

Workday HR
Profile

Workday HR -

Profile

(Homepage

Loak up Worker

Look up Worker

Look up Worker

Look up Worker

Look up Worker

Look up Worker

la% Operations

State

Complete

Complete

Complete

Complete

Complete

Complete

& Integrations

Runtime

1,259

690

1,522

1,805

1,773

1,015

Created by v

kioshaa.sinha

kioshaa.sinha

kioshaa.sinha

kioshaa.sinha

kioshaa.sinha

kioshaa.sinha

4
[c]|@]||e]|| V]| Export |

Created ~ SysID
2026-05-04 01:24:33 E;Cdob@fﬁ
2026-05-04 00:43:10 25054338“
2026-05-04 00:38:47 2243““6
2026-05-03 22:10:35 825*23835
2026-05-03 22:08:41 15'025832
2026-05-03 22:07:53 53502283[

1.8.2.4 Use Case of Update Address

The Update Address use case enables users to update their Address through the Virtual Agent in the

Employee Center.

Procedure:

GIFNEAENIES

Navigate to the Employee Center in ServiceNow.
Click on the Chat window to open the Virtual Agent.
Click on the “Show all my options” button.

The list of all available topics will be displayed.
Select "Update Address" to update the details.
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0 .
All Topics

Employee Center - Home  Pyrchases and expenses =
Page

Get Holiday Calendar

How can we help? Get Time OffBalance
H

Get Total Rewards

Search

Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent

Request TimeOff

Popular topics

Update Address

Update Blood Type

N
= Update Date of Birth
Update Email Address

Purchase requests IT for IT v

Surveys 0> °

6. After selecting Update Address, the system displays a list of address types (Home and Work).
Choose the required address type and proceed with the update.

servicenow

Technology services «

| can assist you with updating your address.

B ®
Which address would you like to update?
Please select one from the list.

HOME - test 123, Main street, Los Angels,
California, USA. Postal Code: 90001
Search WORK - AB 1 main street, 70 Main street
OAKLAND, California, USA. Postal Code:
94613
WORK - Testing 123 main street, 123 Main
street, Los Angeles, California, USA. Postal
Code: 90063
HOME - Pearl Street, AB Mall Street,
Pomongifalifornia, USA. Postal Code:
91768

Popular topics My a

@ (4

28
@ (# Requests ™ °
IT for IT

Surveys D >

7. Once the Home or Work address is selected, select the field that heeds to be updated from
the available options.
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servicenow

HOME - Pearl Street, AB Mall Street, Pomona,

Technology services « California, USA. Postal Code: 91768

0 2
Which field would you like to update? Please
note that the new value should not be the
same as the current one. If you wish to leave
it blank, please enter '-'.

Address line 1: Pearl Street
Address line 2: AB Mall Street
Address line 3:
Address line 4:

City: Pomona

Popular topics My ai

C

inty:

State: California

R

£3

(0] ITfor IT

(# Requests 0>

Surveys 0>

8. After entering the required changes, the address will be successfully updated.

servicenow My Ta

other fields? Answer yes or no,

Technology services

Your address will be:

Search
HOME - Pearl Street, AB 12 Mall Street,

Pomona, California, USA. Postal Code: 91768

° o 2

Popular topics My ai Does the final address sLown look correct to
you?

Q]
O

&k

(0] ITfor IT

(# Requests 0>

Surveys 0>
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servicenc

W

Technology services «

Search

Popular topics

&2

IT for IT

Does the final address shown look correct to
you?

Your addiess has been successfully updated.

Thank you for using our support chat.

My ai
(# Requests 0>
Surveys 0>

Workday Request synchronization:

~
w
Q@
Home
a Adeline Snow
Personal Executive
ﬁqﬁ wfiActIons /»
Team " é \ g \
Phone Email
Summary
Job
Contact
H
saved Personal
{‘C’} More (7)

behalf of: Adeline Snow

Q search Q

= A

Contact Emergency Contacts Support Roles

Home Contact Information

E = /L E

-

Addresses 1item

Shared

Address Usage Visibility With

Home- Pearl Stret ,AB 12 Mall Private
Street,

Pomona, CA 91768
United States of America

Home (Primary)

< »

Work Contact Information

P
©2

Inc. inthe U
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Background Process:

“Workday HR - Update Personal Details” subflow is triggered in the background to update the

Address.

Playbooks

v Dashboard , )
asnboaras Today's executions (172

Usage dashboard Last refreshed 1m ago
* Monitoring
Created » ¥ MName 7
All Executions
B e Workday HR - Update Personal
I Today's executions &026-Ua-U1 Unodob Datalls

Active flows

Integration Gateway
Event queue

Inbound email flows Waorkday HR - Look up Worker

5-01 09:52:06

Profile
* Setup
Content filtering rules 2026-05-01 09:52:06 Integration Gateway
Corttent definitions 5026-05-01 09:48:39 Workday HR - Update Personal
2026-05-C B:2 N
Details

Settings

@ Homepage kb Operations & Integrations

State Runtime
Complete 571
Complete 435
Complete 745
Complete 632
Complete 959

o lalle ¥
Created by
kioshaa.sinha
kioshaa.sinha
kioshaa_sinha
kioshaa.sinha

kioshaa_sinha

1.8.2.5 Use Case of Update Phone Number

The Update Phone Number use case enables users to update their Update Phone Number through the

Virtual Agent in the Employee Center.
Procedure:

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
servicenow

Technology services «

How can we help?

Search

Popular topics

£3

IT for IT

My Tasks My Requests My Favorites ° « Tours

My active items

& Tasks

(# Requests

Surveys

Get support

3. Click on the “Show all my options” button.
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4. The list of all available topics will be displayed.
5. Select "Update Phone Number " to update the details.

All Topics

Purchases and expenses »

Get Time Off Balance

How can we help? GetToal Rewarcs
Get User Paychecks
Search
Lookup Warker Profile
Now Assist Live Agent
Request TimeOff
Update Address
Popular topics

Update Blood Type

Update Date of Birth

Update Email Address

Purchase requests IT forIT

Update Phone Number

Surveys 0>

serviceno

direction. I'm still learning, so | might make
mistakes sometimes. Check my answers for

accuracy.
Update Phone Number

Technology services

| will assist you in updating your phone
number.

Which contact number would you like to
update?

Popular topics My a 39887

@ 7
a8
(0] ITfor IT

# Requests

Surveys
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servicenow

Technology services »

Which country code would you like to
update for the selected phone number?
Enter - if you want to remove the country

code.

Understood, you'd like to update the
country code to IND. Can you please provide
the area code you'd like to update as well? If

servicenow

Technology services

Search

Popular topics

&3

0] ITfor IT

you want to remove the area code, just enter
Popular topics My ai
Skip
4 P I
(# Requests 0>
(0] IT for IT
Surveys 0>

We've collected the following information
from you:

Enter Country Code
IND

Enter Area Code
91

Enter Phone Number
9977665532

Does it look good to you?

My al Ii@ Yes
No
~
[# Requests 0>
Surveys 0>
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servicenow

Technology services

Popular topics

Enter Phone Number
9977665532

Does it look good to you?

My a

) .
Your phape number has been successfully

updated:

Thank you for using ¢ | lipport chat.

—

& ok hee fo start :
@J L
(# Requests 0>
(0] IT for IT
Surveys )
Workday Request synchronization:
Home Home Contact Information
H Addresses 1item
a Adeline Snow -
Personal Executive
e - Address Usage Visi
ﬁqﬂ (_Actions )
Home- Pear| Stret ,AB 12 Mall . Priv.
Team Street, Home (Primary)
Pomona, CA 91768
Email United States of America
4 >
Summary
Phones 1 item = ﬁ o E .
Job “
Contact Phone Number Device Usage
+91 (099776) 65532 Mobil
Q Personal = ( ) oot Home (Primary)
Saved Compensation
& More (6) J R
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Background Process:
“Workday HR - Update Personal Details” subflow is triggered in the background to update the
phone number.

(m Homepage & Operation & Integrations
Playbooks
* D ards . i x 2
Dashboard Today's executions (172 S& B
Usage dashboard Last refreshed 1m ago
* Monitoring .
Created ~ 7 Name 7 State Runtime Created by
All Executions
I Today's executions 2026-05-01 09:52:56 \[')V:tral?;:lsay HR=Upcate Person| Complete 571 kioshaa.sinha
Active flows
026-05-01 09:52:56 Integration Gateway Complete 435 kioshaa.sinha
Event queue
Inbound email flows 2026-05-01 03:52:06 Workday HR - Look up Worker T 745 kioshaa_sinha
Profile
* Setup
Content filtering rules 2026-05-01 09:52:06 Integration Gateway Complete 632 kioshaa.sinha
Content defintions 2026-05-01 09:48:29 Work.day HR - Update Personal Complete 959 kioshaa_sinha
Settings Detalls
1.9 Look Up Worker Profile
1.9.1 Virtual Agent Configuration for Look Up Worker Profile
Below is the configuration required for Look Up Worker Profile use case in the Virtual Agent:
Follow the steps below to configure the Look Up Worker Profile use case in the Virtual Agent:
1. Navigate to All > Conversational Interfaces —> Virtual Agent —> Designer.
servicenow Favorites  History : Shared admin dashboard Q e o '8 ® O Q

YV virtual agent ®

Welcome to Admin Home, System!
No Results Vanase monitor and dicc . dans > e —

ALL RESULTS
Track what's important to you

Shared admin dashboard - Edit

Open incident

Q)

No data available.

2. Inthe Virtual Agent Designer, click on the LLM section.
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3. Search for Look up worker profile Topic
4. Open the corresponding topic.

) Virtual Agent Designer %

LLM  NLU/keyword Select assistant v |

Topics = 1 B Al ﬁm L. |Subflows | [ (3 Actions

:

Q Search (Y] <] e
Last refreshed about an hour ago -
L Name 7 Type Status Active Last mo... ~ Description
Helps the user to fetch the
Lookup Worker Profile Topic Published Active fgiﬁa%ﬂ details of the co-worker's

for the input given. This...
Showing 1-1 of 1

Records per page 20+

5. Click on the Publish button to activate the configuration.

Flow  Properties  Languages

Table View Active v Test  Publish §
Components Variables < Q | 4% v | + |- O @
LLM-enabled userinput (D) e

@ ©
Input Text Static
Collector Choice
Dynamic Boolean Date g N
Choice ime %l’
@ @ Worker Name
Carousel
LLM-enabled bot response (1) ~

B & Maintain Worker List
Text

Userinput @ v
)
Secure Grouped File

Text Choice Picker

P<t

1.9.2 Use Case of Look Up Worker Profile

The Look Up Worker Profile use case enables users to view their profile through the Virtual Agent in the
Employee Center.

Procedure:

1. Navigate to the Employee Center in ServiceNow.
2. Click on the Chat window to open the Virtual Agent.
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servicenow

Technology services »

How can we help?

Search

Popular topics

£3

IT for IT

My Tasks My Requests My Favorites e « Tours

Get support

My active items

& Tasks 0>

[# Requests

Surveys

3. Click on the “Show all my options” button.

0

Technology services = Purchases and expenses

How can we help?

Search

Popular topics

=) 5]
0 Purchase requests ITfor IT

° Now Assist

| Show 2l my options |

v

# Requests

4. The list of all available topics will be displayed.

5. Select “Look Up Worker Profile” to view the details.
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servicenow _
All Topics

Employee Center - Home  pyrchases and expenses v
Page

Check Ticket & Support Status
7 Get Holiday Calendar
How can we help?
Get Time Off Balance
Get Total Rewards
Get User Paychecks

Lookup Worker Profile

Now Assist Live Agent

Popular topics Request TimeOff
Update Address
Update Blood Type J

@ Purchase requests IT for IT

(& Requests 0>

6. Upon selecting “Look Up Worker Profile,” the user’s profile details will be displayed.
servicenow © MNow Assist

Employee Center - Home  pyrchases and expenses
Page

+

Here are the details
How can we help?
Name

Value: kioshaa sinha

Department
Value: Sales Operations

Popular topics My Value: /Chief Engineer

Phone

g .
2%

Purchase requests IT for IT

© = Contracts 9+ > °
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Background Process:

“Workday HR - Look up Worker Profile” subflow is triggered in the background to view the

details.

) Workflow Studio +
Homepage a4 Operations

Playbooks Flows

v Dashboards .
All Executions [12
Usage dashboard Last refreshed just now
¥ Monitoring —
[ Name ¥
All Executions

Workday HR - Look up Worker
Today's executions Profile

Active flows Workday HR - Look up Worker

Event queue Profile

Inbound email flows Workday HR - Look up Worker

Profile
¥ Setup

Workday HR - Look up Worker

Content filtering rules Profile

Content definitions Workday HR - Look up Worker

Settings Profile

Properties Wcr};day HR - Look up Worker
Profile

& Integrations

State

Complete

Complete

Complete

Complete

Complete

Complete

Runtime

1,452

2,429

1,212

631

1,456

1416

(o] la)e
Created by ¥
kioshaa.sinha
kioshaa.sinha
kioshaa.sinha
kioshaa.sinha
kioshaa.sinha

kioshaa.sinha

4

E Export ‘
Created ~
2026-05-02 02:36:2
2026-05-02 02:36:2
2026-05-01 10:27:2
2026-05-01 10:26:
2026-05-01 10:26:1

2026-05-01 10:19:2

2. Other Documents in the Series

Integration, Installation and Configuration Guide
Architecture and Design Overview
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