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How to Install Update Sets for
ServiceNow Integration
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Download the Update Sets
1. Loginto the Barista App.
2. Click on More from the menu on the left
3. Click on Admin to be taken to the Barista Reference Catalog (default landing page).

Note: Only users with Admin privileges will see this menu item.
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4. At the Barista Reference Catalog page, go to the menu on the left and select Integrations.

‘ Barista Barista Reference Catalog

Search...

™ Storefront Designer
tj Bundles Categories -+ All ~

& Role Bundles Apple MacBook Pro 15-inch

Onboarding Activities =]

e

] ,
éaa Service Department More power. More performance. More pro.

B Service Teams

é Barista FAQs Logitech BLUETOOTH ILLUMINATED
KEYBOARD K810

[
1]
= e -

@ Integrations — Quick transition from typing on a PC to your tablet
or smartphone devices with the push of a single

— button...

& Authentication

Logitech MX SOUND

BN

A PREMIUM AUDIO EXPERIENCE AT YOUR DESK.

lill Reports
@ Locations

ﬁ}g Global Settings

5. Click on the ServiceNow logo.
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6. Click on the Latest Update Set tab to download the update set you need.

oo Integrations = ServiceNow
-
s Connection Settings Product Category Settings Incident Category Settings Latest Update Set
h ar r C urrent ServiceN p
o .
Initial Install
‘E This is the full update set that you will need when performing the initial installation.
This is the version of the latest update set for IT only deployments. Download
[ This is the version of the latest update set for IT and HR deployments. Download
aee
B Update Install
This is the update set that you will need when you have already installed the initial update set aboveand you want to upgrade to the latest
B version regardless of how many version you might have skipped. Download
b
Delta Install
L)
&

This is the update set that you will need when you known you are current with previous update setreleases and you just want to installed the
incremental changes from the latest relase. Download

= NITIAL INSTALL: This is the full update set that you will need to download when performing the initial installation.
Here you can download two types of sets for deployments: IT content only or IT and HR content.

= UPDATE INSTALL: Download this update set when you have already installed the initial update set and you want to
upgrade to the latest version, regardless of how many versions you may have skipped.

= DELTA INSTALL: Download this update set when you know you are current with the previous update set releases
and you just want to install the incremental changes from the latest release.

© 2023 Espressive, Inc. All rights reserved. Release Notes for Espressive Barista 4



PRODUCT DOCUMENTATION

Install the Update Set

The most important configurations made on ServiceNow within the update set install includes the following sections in the

Espressive Integration.

1. Loginto your ServiceNow account. From the Filter navigator on the left, enter UPDATE and select Retrieved Updated

Sets from the menu options.
SeI'VicenOw Service Management

UPDATE

® =+

= * C)
System Update Sets

Update Sources

Retrieved Update Sets

Update log

Local Update Sets

Merge Update Sets

Merge Completed Sets b,wq

Update Sets to Commit

System Administration

Guided Setup

Create and Deploy

Create

10dify and depl

Email

vi

tup tools to helf

Reporting and Analytics
Create visual

Q System Administrator ¥ O\ (=) @ @

System Administration

@

Home

pages
re homepages

User Administration

Manage

and the

groups

& C

Business Logic
M flow

Integration
Integrat

data source

2. At the bottom of the Retrieved Update Sets page, click the Import Update Set from XML link.

Servicenow ser
UPDATE

= *

System Update Sets
Update Sources
Retrieved Update Sets
Update log

Local Update Sets

Merge Update Sets

Merge Completed Sets

Update Sets to Commit
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3. Hereyou can upload the update set you downloaded from Barista in the previous section.

4. After uploading the corrected file, you will see the State set to Loaded. Click on it to open the configuration.

.
ServiCenNOw service Management Global 3 @ System Administrator > O, (37
UPDATE ® = Retrieved Update Sets  Search Loaded v | bea'ch 1 to3lof31
@ = Name = Application = State = Update source = Descriptior
WL (i)  ESPRESSIVE MAMMOTH Global Committed  (empty)
Update Sources
@ ESPRESSIVE _LOSTCOAST Global Committed  (empty)
Retrieved Update Sets
@ ESPRESSIVE IRONFIST Global Committed  (empty)
Update log
Local Update Sets ® ESPRESSIVE IRONFIST Global Loaded (empty)
Merge Update Sets (i)  ESPRESSIVE IRONFIST Global Committed  (empty)
Merge Completed Sets
@ ESPRESSIVE IRONFIST Global Backed Out  (empty)
Update Sets to Commit
® ESPRESSIVE IRONFIST Global Backed Out | ty)
(i)  ESPRESSIVE IRONFIST Global Loaded (empty)

5. Click on the Preview Update Set button to review. If there are errors in any attributes, select the check box next to
the attribute and choose Accept remote update as the Action on selected rows.

SErVICeNOW service Management @ semidminisaor -+ O P D) £
UPDATE () < = 223;?;3;’;‘.’;&%; & = oo Update  Delete  PreviewUpdateset |,
Name ESPRESSIVE_IRONFIST Committed
System Update Sets
Application  Global ® Inserted
Update Sources
Update source Deleted
Retrieved Update Sets
Parent Q

Update log

State Loaded

Local Update Sets
Loaded = 2019-06-20 11:07:07

Merge Update Sets
Description

Merge Completed Sets

Update Sets to Commit Applicationname  Global

Update Delete Preview Update Set —
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@ System Administrator ~ o @ @

Update Set Preview

Succeeded 100%
System Update Sets

Success! - Succeeded in 1 Second

Once reviewed, click the Commit Update Set button.

Servicennw Service Management Global 5 @ System Administrator ~ O\ Cﬂ @ @

UPDATE < = Egg&%?;yg‘g’:;:?w # = ocoo Update | Delete  RunPreviewAgain  CommitUpdateSet /N o,

*

Name  ESPRESSIVE_QUANTUM Committed
System Update Sets
Application  Global @ Inserted 1
Update Sources
Update source Updated 97
Retrieved Update Sets
Parent Q Deleted 0
Update log
State Previewed Collisions 4
Local Update Sets
Loaded 2019-12-12 16:19:05 Total 102

Merge Update Sets
Description New changes in QUANTUM release:

Merge Completed Sets 1. Modify Create Connect Support processor to capture changes to the state of chat_queue_entry record

Update Sets to Commit Application name Global

Update Delete Run Preview Again Commit Update Set —

servicenow senice Management @ System Administrator =

update ®

Update Set Commit

Succeeded 100%

Update set committed - Succeeded in 1 Second

Note: Skip the remote update if you have activated a Business Rule.
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Enter the Credentials

1. In ServiceNow, enter Espressive in the Filter navigator to access the newly added Espressive menu. Then select
Integration Settings.

2. Putin the username and password for the integration account used in Espressive. Use the full URL of your Espressive
tenant: <tenant>.espressive.com. Click the Save button.

serVicenow Service Management

ESPRESSIVE Espressive Integration Settings

= esp.api.password (2)

sensrene

Espressive

esp.api.username
Integration Settings PP @

Script Includes

esp.base_url (@
Business Rules
https://release.qa.espressive.com

Ul Actions

Processors

Default Workflow Map

Scripted REST APIs

Scripted REST APIs

Servicennw senice Management

3. Now enter User in the Filter navigator and locate System Security.

Click the Users and Groups drop-down menu and select Users. ®

= * O

System Logs
Transactions (All user)
System Security
W Users and Groups
Users

Groups
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4. Inthe Users dashboard, search for esp.integration in the search bar at the top. Click on esp.integration.

Servicenaw senice Management

<
3 Q = UseriD A

\

Search

(D esp.integration

= Usersm Search UseriD v Search <mm—

¥  All>UserID>= esp.integration

= Name
earch

Esp Integration

= Email

Search

= Active = Created

@ System Administrator ~

SN ORC

1 to200f419 P PP

= Updated
Search Search

2017-07-25 11:28:51 2019-12-12 10:54:57

5. Change the password and make sure to update Espressive as well. Once finished, click the Update button.

SerVicen OW. service Ma nagement

Subscription User S
System Logs
Transactions (All .
System Security
W Users and Groups
Users
Groups
Roles

Access Role Detail View

¥ Reports

Users

System User Guide
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User ID
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Title
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Password

Password needs reset

Locked out

Active
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only

Internal Integration
er

Update Delete

esp.integration
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Integration
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Change the Password

1. At the ServiceNow instance, search for and select Ul pages in the Filter navigator.

Servicenow senice Management
Ul PAGE

=

System Ul

Ul Pages

<
0

Ul Pages m Search Name v

All>Name contains hub

= Name A

*hub

(i)  esp_integration hub

@ hub_recent content

Actions on selected rows... ¥

Search ]
= Application = Category
Search Search
Global General
Global General

2. From here, search *hub in the search bar under Name. Locate esp_integration_hub.

Servicenow sewice Management
Ul PAGE

=

System Ul

Ul Pages
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<
D

&

All=Name contains hub

Q

A = Name A

*hub G —————

(i)  esp_integration hub

® hub_recent content

Actions on selected rows... ¥

Ul Pages m Search Name v

Global =

Search ]
= Application = Category
Search Search
Global General
Global General
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3. Inside this configuration click the Try It button This will redirect you to the Integration Hub.
SerVicen()w Service Management Q System Administrator ¥ O\ C’]j @ @

= Ul Page -—
UI PAGE | = esp_integration_hub , '\/" += ©°0° \Update | Trylt | Delete 4’
= \s
Name esp_integration_hub Application Global
System Ul
Category  General B Direct
Ul Pages
Description View the status/health of the integration connection to a target Espressive tenant specified within the System
Properties.
HTML | ® ¢ 3: 38| Q o & @ © H
1 <?xml version="1.0" encoding="utf-8" 7>

2 <j:jelly trim="false" xmlns:j="jelly:core" xmlns:g="glide" xmlns:j2="null"

4. From here, click on the Test/Refresh Connection button to test if your connection is successful.

UC Ejﬁpnmue/! INTEGRATION HUB

Espressive Connection Health for 'release.qa.espressive.com'

s Test/Refresh Connection &) Connection Successful!

Last Token Refresh: 2020-02-05 17:44:40
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Test the Connection Between Espressive and ServiceNow

1. In ServiceNow, go to the Espressive application by searching for Espressive in the Filter navigator. Select Business
Rules and search for push to esp when incident is created in the search bar at the top. Select it and set it to Active.

ServicCenow service Management @ System Administrator = Q, ] @
N = oo [ s rve [som | n ) maoets
= Name Sactive o = Table = application = Order = updal
- : 2019-11-2
Espressive (i)  pushtoesp when incident is created tr\ Incident [incident] Global 100,000 . 4208
Integration Settings - Default Workflow Map 2017-09-0
i Add variables and sets with catego true Global 100
(!) Bary [u_default_workflow_map] 11:35:23
ush to esp when request item 2018-01-1
@ Z}_MED equest item true Requested Item [sc_req_item] Global 100 15:13:07
2019-11-0.
@ copy attachment from req to all items  true Attachment [sys_attachment] Global 100 18:11:26
a t 2019-11-0.
@ copy.req item comment to other items  true Requested Item [sc_req_item] Global 100,000 18:14:20

2. To test bidirectional connectivity, open Barista and create an incident. Then open the incident in ServiceNow by

searching for the incident number using the Global Search on top of the dashboard to find it.

3. Change the Short Description and Assign to sections.

O, INcoo10006

Servicenow. senice Management @ System Administrator ~

Your history — ::CC'SST(;OOG ’ -\/k :—:0 ooo Follow ~ | Update  Resolve  TeachBarista

Self-service

Contact type

= ®© Number

INC0010006

State  New

Self-Service X Caller

«

ncidents Category Impact 3-Low

Watched Incidents Subcategory | --None - s Urgency | 3-Low s
Business service Q Priority 5-Planning
Configuration item Q Assignment group Q
Assignedto  David Dan QO
%k Short | Wifiisslow \ Q
description —

Description
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4. Click the menu icon next to the incident number to open the menu and Save the form. This will kick off the Business
Rule that pushes changes to Espressive and should update the card in Barista with the changes you made in
ServiceNow.

se I'Vicenow Service Management

= |nicident .
(= ~mmmmeee & W
Save —-<——— I
Add to Visual Task Board

= Copy Incident
Self-Service Create Problem I o, o
Create Request
Incidents Teach Barista B

Create Child Incident
Watched Incidents 5

ar

Create Normal Change
Espressive Busip  Create Standard Change o,
Create Emergency Change

Script Includes Configu  Refresh Impacted Services G

Metrics Timeline

Service Desk

Follow on Live Feed

Incidents Show Live Feed
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View the Status/Health of the Integration Connection

1. Go back to the Barista App and select More from the menu on the left. Select Admin.

>4 % 85{3%%&061 Q. Search my help requests...

Messages

Help Requests ~

Technical Writer

é Get Help Fulfillment task for Bren Mondragon 3 months ago
// Task 'Fulfillment task for Bren Mondragon' is creat

G‘\—] Homeé ed by Bren Mondragon for Bren Mondragon

Contacts

Q Messages
000 \ore E———————

Cases

My Profile
Approvals

My Requests
My Equipment
Shop

2. Select Integrations on the left menu and click the ServiceNow logo.

3. This time, go to the Connection Settings tab. Enter the ServiceNow credentials, same as you did in the Enter the
Credentials section of this document.

= INSTANCE URL (l.e., https://dev00000.service-now.com)
=  USERNAME (esp.integration)

= PASSWORD (Same as in ServiceNow configuration)
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4. Make a connection by clicking on the TEST button.

&

Integrations - ServiceNow

i |

Connection Settings Product Category Settings Incident Category Settings Latest Update Set

Change the credential information of your ServiceNow instance. Also you can test your saved connection settings here

— Connection Test
-+ ServiceNow Instance Credentials

Instance URL * +" Able to test connection

[11) . .
| https://dev0000} service-now.com/ «" Permissions sufficient
B Username * «" Espressive app found
esp.integration
=3 pimed TEST
Password *
L)
) cecsse
SAVE
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