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Preface

Use Synchronize Salesforce Cases with ServiceNow Incidents based on Platform Events to learn how to
synchronize Salesforce cases with ServiceNow incidents. This guide assumes that you have an
understanding of the Salesforce connector and ServiceNow connector concepts.



CHAPTER 1

Introduction to Synchronize
Salesforce Cases with
ServiceNow Incidents recipe

The Synchronize Salesforce Cases with ServiceNow Incidents recipe is a platform event-based recipe.

When a case is created or updated in Salesforce, a Salesforce platform event triggers the process. The
process checks whether the case contact or case owner matches with the email of the user in ServiceNow. If
the user does not exist, the process creates a user in ServiceNow and assigns it as a caller to the ServiceNow
incident. The process then searches for a matching incident in ServiceNow by description and creates or
updates the incident based on the search results without manual intervention.

With this recipe, you can synchronize Salesforce cases with ServiceNow incidents without any manual
intervention.

Watch an interactive demo to know more about how to use this recipe.
Example

Consider that the customer support team in your organization uses Salesforce to manage and maintain
customer service cases. The IT team uses ServiceNow to manage and maintain incidents reported by
customers, partners, and employees. Every time the customer support team creates or updates a customer
case, they communicate the relevant case details manually to the IT team. The IT team then verifies whether
the case exists as an incident in their database. If the incident does not exist, the team creates an incident
manually.

To improve the case and incident management and team collaboration, both teams need immediate access
to critical customer data about product issues.


https://informatica.navattic.com/5h27037w

CHAPTER 2

Prerequisites for configuring a
Salesforce platform event

The Synchronize Salesforce Cases with ServiceNow Incidents recipe uses Salesforce platform events. To
configure a Salesforce platform event, the following prerequisites must be met:

e Create a Salesforce platform event in the Salesforce organization before setting up a Salesforce
connection and real-time process in Application Integration to consume the Salesforce event. For more
information about configuring a Salesforce platform event for the first time, see “Configuring a Salesforce
platform event to subscribe to Case object change” on page 7.

¢ |Install a Secure Agent on which you want to deploy the connections. For more information, see
Secure Agent installation in a local environment.

Configuring a Salesforce platform event to subscribe
to Case object change

Salesforce connections in Application Integration support the Salesforce Streaming API. You can configure
an event source in a Salesforce connection to subscribe to Salesforce platform events and PushTopic
queries. You can use the event source in a process to consume changes in real-time.

For more information about setting up Salesforce platform events, see the Informatica Knowledge Base
article 000181147.

To set up the Salesforce platform event, perform the following steps:
Step 1: Create a platform event

Step 2: Create a new connected app

Step 3: Set object permissions

Step 4: Create a trigger to generate an event

Create a platform event

To create a platform event in Salesforce, perform the following steps:

1. Login to the Salesforce organization.

2. Go to Setup > Develop > Platform Events, and then click New Platform Event.


https://docs.informatica.com/cloud-common-services/administrator/current-version/runtime-environments/secure-agent-installation-in-a-local-environment.html
https://knowledge.informatica.com/s/article/DOC-18224?language=en_US

The following image shows the New Platform Event button and the platform event name on the Platform
Events page:

Platform Events Help for this Page @

Use platform events to define the data to be delivered in custom notifications

Event Allocations i
ltem Usage Allocation
High-Volume Platform Event Hourly Publishing Allocation 0 50 000
High-Volume Platform Event and Change Event Daily Delivery Allocation 0 10 000
Custom Events New Platform Event
Action Deployed Description
Edit | Del v
Edit | Del v
Edit | Del Subscription to incident v
Edit | Del Test Case v
Edit| Del Test Inc v

3. Inthe Platform Event Information section, enter the details in the Label, Plural Label, and Object Name
fields, and select Publish Immediately in the Publish Behavior field as shown in the following image:

New Platform Event

‘ Q Permissions for this object are disabled for all profiles by default. You can enable object permissions in permission sets or by editing custom profiles. Don't show this message again

Platform Event Definition Edit Save | | Save & New | Cancel

Platform Event Information

Co | —
Cr |

Starts with vowel sound ]

The object name is used when referencing the event via the API.
Object Name |

Description

EventType  High Volume ;
Publish Behavior | Publish Immediately v |1

Deployment Status

() In Development
(@ Deployed

Save | | Save & New | Cancel

4. Click Save.

The Salesforce platform event is created successfully. Note the APl Name field value. You will need to
enter it in the Event Consumer field while configuring the Salesforce connection.

5. Open the Salesforce platform event that you just created.

Chapter 2: Prerequisites for configuring a Salesforce platform event



6. Inthe Custom Field & Relationships section, add custom fields named Case ID and Description with the
Text data type.

Note: You must create a custom field in Salesforce with the Text data type.

The following image shows the APl name and the fields that you created in the Salesforce platform
event:

Platiorm Event el for s Page @
Subscription to Case
Standard Frelds (s | Custom Fiels & Relstonsigs
Platform Event Definition Detail Edit | | Delete
Singular Label  Subscription o Case Description
Plural Label  Subscription to Case Deployment Status  Deployed
Object Name _ Subscription_to_Case
API Name  Subscription_to_Case__e
EventType  High volume |1
Publish Behavior  pybjih Immediately | i
Created By  Anatolii Tykhonko, 18.03 2024, 17:41 Modified By 18.03.2024, 17:41
Standard Fields
Action Field Label Fisld Name Data Type Controling Fisid Indexed
Created By CreatedBy Lookup(User)
Created Date CreatedDate Date/Time
Event UUID Eventuuid Text(35)
Replay ID Replayld External Lookup
Custom Fields & Relationships New
Action _Field Label APIName DataType  Indered Controliing Field Nodified By
Edit| Del Case_ID_c Text(100) L 180320241742
Edit| Del Description__c. Text(200) i 18.03.2024, 17:41
Triggers New
No triggers defined
Subscriptions i
Subsciber Last Processed1d Last Published 1d state

Create a new connected app

In the connected app, you provide the necessary permissions and consume the platform event. From this
connected app, you will get the consumer key and consumer secret that you will need while configuring the
Salesforce connection.

1. Go to Setup > Build > Create > Apps > Connected Apps, and then click New.

The following image shows the New button in the Connected Apps section on the Apps page:

n functonaly. U tch betw i atthe top-right comer of every page.
& " ;
) You can customizs exising apps to match the way you werk o buld new apps by grouping standard and custom abs.
Lightning Experience @ Custom apps work in conjunction with User Profie Tab Visibilty seftings. View User Profes now.
Transition Assistant
el [ = ot [oee] (oo aops el (2
m Acton  Appiabel Instaed Package Console CustomDescripion
e ATns
e naiics Studo Buid CRM Anaytis dashboards and apes
Salesforce Mobile Quick Start
ean san Launcher Aop Launcrer tts
ome. ean Communty Salesforce CRM Communies
e Content Salesforce CRM Cortent
Administer Ean Dl b, Guides Informatica Clous Real Tme orSalesorce v e :
i ea Matketng CARU Classic Track sles and marketing eforts wih CAM abjects
+ Manage Users ean Batom The fundamenta Lightring Platior
) Manage Apps e Sales The wori's st popuiar sales force automation (SFA) sauton
o Monein Teines 2 Sslosores Chater The Salestorce Chater scia network, incucing pofles and feeds
31 Company Profie
+) Dota Clssifcation = E 4
» Privacy Center eat Sorvee Manage customer senvice it accounts, contacs, cases, and more
1 security Controls e st com
+1 Domain Management
) Communication Tempiates TS e
+) Transation Workbench
51 Data Management Acton AppLabel Descrption
») Mobile Administration Eon  Erofie Others) The tabs displeyed when users view someone ese' pofée
+) Deskiop Administraion o erotie(san) e tabs cispayed when usrs view thelrown profle
+1 Outiook Integration and Sync
+) Gmail Integraton and Sync
- Z Connected Apps Conmectod s e
+) Email Adminisration SLN
1 Google Apps Comnecied App Name Oescrpion Version
) Anaivics 10
) Tavieau o
+1 Data.com Adminstration
10
10
Build T
+ Customize
O Create

2. Enter the details in the Connected App Name, APl Name, and Contact Email fields.
Select the Enable OAuth Settings option.
4. In the Callback URL field, enter the callback URL as shown in the following format:

https://<pod name>.informaticacloud.com/login/callback

Configuring a Salesforce platform event to subscribe to Case object change 9



5. Provide the necessary access in the Selected OAuth Scopes field. If you are not sure about the access,
select all the options from the Available OAuth Scopes section, and click Add.

The selected options are displayed in the Selected OAuth Scopes section.

The following image shows the Connected App Name page:

Connected App Name Help forthis Page @
AlPlatform
save] [Cancel
Basic Information
1= Requred Information

Connected App Neme [ AlPiatiorm

APIName | AlPlatiorm
Conactemail [TUEME ]
Conotphone | ]

Logo Image URL.

‘Unload logo image or Choose one of our sample 10905

leon URL

Info URL

]

J
GiotsE one of ut sampe 0065

J
Description ]

v API(Enable OAuth Settings)

)
ek URL |’M\Ps/r(nodswmnvmahnac\uudunm«ngm‘ca\mau( J |
Use oI
Selected Outh scopes
” Available OAuth Scopes Selected OAuth Scopes

(~None~ [Access Analytics REST APT Charts Geodata resources (eciair_api)
[Access Analytics REST API resources (wave_api)
Ad |Access Connect REST AP resources (chatter_api)

» | |Access Einstein GPT services (einstein_gpt_api)

< |Aceess Headless Forgot Password API forgot_password)

[Access Headless Passwordless Login API (pwdless_login_api)

[ Access Headless Registration AP (user_registration_api)
[Access Interaction AP resources (interaction_api)
[Access Lightning applications (ighting)
| Access Visualforce applications (visualforce) -

Remove}

Rocuire Prof Ky for Code Exchange (PKCE)

Extension for Supported Authorization Flows
Reauire Secret for Web Servr Flow
Requite Secret for Refesh Token Fow

Enable Client Credentils Flow

6. Click Save.

7. Go to the API (Enable OAuth Settings) section and click Manage Consumer Details as shown in the
following image:
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Connected App Name

AlPlatform

« Back to List: Custom Apps
Edit| | Delete | | Manage
Version 1.0
APIName  AlPlatform
Created Date  27.02.2024, 14:20

By S—
Contact Email ’ - za.com
Contact Phone
Last Modified Date  06.03.2024, 10:39
By, 0000
Description
Info URL

¥ APl (Enable OAuth Settings)

Consumer Key and Secret Manage Consumer Details

Selected OAuth Scopes  Access the identity URL service (id, profile, email, address, phone)
Manage user data via APls (api)
Manage user data via Web browsers (web)
Full access (full)
Access Connect REST APl resources (chatter_api)
Access Visualforce applications (visualforce)
Perform reguests at any fime (refresh_token, offline_access)
Access unique user identifiers (openid)
Access custom permissions (custom_permissions)
Access Analytics REST API resources (wave_api)
Access Analytics REST API Charts Geodata resources (eclair_api)
Manage Pardot services (pardot_api)
Access Lightning applications {lighining)
Access content resources (content)
Manage Data Cloud Ingestion APl data (cdp_ingest_api)
Manage Data Cloud profile data (cdp_profile_api)
Perform ANSI SQL queries on Data Cloud data (cdp_query_api)
Access chatbot services (chatbot_api)
Perform segmentation on Data Cloud data (cdp_segment_api)
Manage Data Cloud Identity Resolution (cdp_identityresolution_api)
Access Headless Forgot Password API (forgot_password)
Manage Data Cloud Calculated Insight data (cdp_calculated_insight_api)
Access Headless Registration API {user_registration_api)
Access the Salesforce API Platform (sfap_api)
Access Interaction APl resources (interaction_api)
Access all Data Cloud AP resources (cdp_api)
Access Einstein GPT services (einstein_gpt_api)
Access Headless Passwordless Login AP (pwdless_login_api)

Callback URL https:/iusw1-cai.dmr-us.informaticacloud.com/flogin/callback
The Consumer Key and Consumer Secret fields are displayed.
Save the consumer key and consumer secret values for your future use.
Click Manage > Edit policies > IP Relaxation.

The following image shows the IP Relaxation field in the Connected App Edit page:
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Connected App el for this Page @

AlPlatform

Connected App Edit

Version 1
Desoription

Basic Information 1 = Required Information

‘OAuth Policies

Permitted Users [ All users may self-authorize - I"’R*"""a“"" I Relax IP restrictions ]

Enable Single Logout 0OG Refresh Token Policy: @ Refresh token is valid until revoked
) Immediately expire refresh token

(OExpire refresh token ifnotusedfor[ |[Day(s) v
OFEwpirerefresntokenafter|  |[Day(s) v

Session Policies
TimeoutValue  [_Nope— v | C1+igh assurance session required

Custom Connected App Handler

T

User Provisioning Settings

() Enabie User Provisioning [

save | | Cancel

10. Select Relax IP restrictions in the IP Relaxation field.

11. Click Save.

Set object permissions

To set up the platform event with the necessary permissions, perform the following steps:

1. Go to Setup > Manage Users > Profiles, and then click Edit next to the profile name, or if you are not
sure, click Edit next to All Profiles.

The following image shows the list of profiles on the Profiles page:

[ Quick Fing Profiles e s page @
Lightning Experience e User License Custom Edt o.
Transition Assistant O Eoit| Clone Analyics Cloud Integr Anaiytics Cloud Integration v

Move to the new, more productive () Eqit| Cione Analylics C! yUser Analytics Cloud Integration
Seeskoea O Edit| Clor Authenticated Website
O Edit|Del... External Apps Login v
Salesforce Mobile Quick Start () Edi| Clone Chatter External User Chattr Extomal
([ Edit| Clone Contract Manager Salesforce
Administer O Edit ‘e Cross Org Data Proxy User  XOrg Proxy User
Release Updates. (u] Custom Marketng Profle ~ Salesforce v

9 Manage Users (m] Custom: Sales Pr Salesforce v
Users: O Edit| De. m. Support Profile Salesforce v
o [ Edit| Clone Customer Community Logi.. Customer Community Login
e ) E6t| Clone. Customer Communiy Pl .. Customer Commuriy Plus

2. Inthe Select Columns to Display section, select Object Permissions in the Search field.
In the Available Settings section, select the platform event that you just created.
4. Add all the required permissions.

The following image shows the settings in the Select Columns to Display section:
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Profiles

Edit View
Save | | Save As| Delete |Cancel

Step 1. Enter View Name

View Name  [[AJl Profiles

Created BY | 23.02.2024, 08:38
Step 2. Specify Filter Criteria

Clear All Rows
Setting Operator Value

R —

Add Row

Examples iodify All Data equals False
Contact: Modify All equals True

Step 3. Select Columns to Display

Specify the columns to show in the list view. To set the columns, yeu can add profile details, user permissions, and ebject-level permissions.

Search | Object Permissions v | [Subscription Find
Available Settings Selected Settings
Subscription to Case: Read . Profile Name -
Subscription to Case: Create User License
Subscription to Case: Edit Custom

=
=

Subscription to Case: Delste
Subscription to Case: View All
Subscription to Case: Modify All Add U
Subscription to incident: Read m

Subscription to incident: Create
Subscription to incident: Edit Remove
Subscription to incident: Delete
Subscription to incident: View All
Subscription to incident: Modify All

)

=

o
2
=
E

[

m
=8
=3
=

Save

Click Save.

You can use this platform event in the Salesforce connection in Application Integration, and the
Salesforce connection can be used in a real-time process to consume Salesforce events.

Configuring a Salesforce platform event to subscribe to Case object change

Save As| | Delete | |Cancel

13



14

Create a trigger to generate an event

To create a trigger to generate an event, perform the following steps:

Note: Informatica recommends that you use the Salesforce Lightning Experience as Salesforce plans to retire
Process Builder and recommends building automation in Flow Builder.

1. Go to Setup > Process Automation > Flows, and then click New Flow.

The following image shows the list of flows on the Flows page:

. Search etup Pes?2sa @

383 Setup  Home  ObjectMansger v

Q Quickinc servp New Fl
Flows

setup Home

Flow Definitions

AllFlows v ¥

Commerce Setup Assistant

\ultiFactor Authenticstion Assistant (o ][e)
38 items » Sorted by Flow Label « iltered by Al flow defintions « Updated a minute ago - j e
syperiorce Assistant =
e G Flow Label © | Process Type v | Active  Tempiste v | PackageState v | PackageNa.. v | LastModified By LustModified Date
ease Updites
sasic Approval Reauest Flow Orchestrtion for Cvis v 2 Mansged-nsalled ~
Lightning Experience Transition e o )
assistant Sock Appointment from Inviation Salesforce Schedler Flow v v Managed-instaled ®
Salesforce Mobile App v Managed-instaled ®
Ughtning Usage v Managed-nstalled ©
Optimizer v Managed-installed ®
Sales Cloud Everyuhere 5 v Manages-installed O]
v v Managed-nstaled =
somiNisTRATION g &
2 v Managed-nstalled -
5 s i 0
v v Mansged-nsalled ~
> Data o &
Sereen Fow v v Managed-installed ®
> emai
Sereen Fow v 2 Managed-installed ®
PLATFORM TOOLS Autolsunched Fow v Managed-nstalled ©
> Subsciption Management Autolsunched Fow v Mansged-nsalled ®
> Apps Salesfoce Schedler Flow v v Managed-nstalled &
> Feature Settings Actclaunched Fow Unmanaged } ososa0e 157 ®
> Slack ) Managed-installed &
> Mulesoft v Managed-installed 8]
> Einstein Individual-Object Linking Flow ) ) Managed-nstalled ®
S Unified Messanina Salactnrra Srhadlar Elnw 2 > Mananad-inctalled. =

2. Select Record-Triggered Flow.

The following image shows the Record-Triggered Flow on the New Flow dialog box:

New Flow
Core  All + Templates
Screen Flow Record-Triggered Flow
-
D Guides users through a business process B Launches when a record is created, updated,
- that's launched from Lightning pages, or deleted, This autolaunched flow runs in the
Experience Cloud sites, quick actions, and background.
Schedule-Triggered Flow Platform Event—Triggered Flow
® Launches at a specified time and frequency ﬁ‘ Launches when a platform event message is
for each record in a batch. This autolaunched received, This autolaunched flow runs in the
flow runs in the background. background.
Autolaunched Flow (No Trigger) Record-Triggered Orchestration
+.t 2
/.0 Launches when invoked by Apex, processes, f‘.:‘ Launches when a record is created or
REST AP, and more. This autelaunched flow updated. An orchestration lets you create a
runs in the background. multi-step, multi-user process.

Click Create.
4. Inthe Object field, select the object as Case.
In the Configure Trigger section, select the A record is created or updated option.

The following image shows the Flow Builder page:
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€ T FlowBuilder

(=]

o Auto-tayout v |

2

- x
/o\\ Select Object
) Selectthe object whose records tgger th flow when they re crested, updiated, or
& deleted
Start »
Record-Triggered Flow Ojeit
[ cose

+ Case

A record is created or updated
imize for: Actions and Related Records Configure Trigger

*Trigger the Flow When:

O Arecord s created
A record is updated
© Arecord s created or updated
O Arecord s deleted

Set Entry Conditions

Ifyou create a flo

Condition Requirements

None v

* Optimize the Flow for

Fast Field Updates

Update fields on the record that triggers the flow to run,
This high-performance flow runs before the record is
saved 10 the database.

wher
Only when a record is updated to meet the condition requirements o

Actions and Related Records
Update any record and perform actions,like send an
email. This more flexible flow runs after the record is

saved to the database.

11.

© v © N o

[ Include a Run Asynchronously path to access an external system after the original transaction for the triggering record is

BE
Add a new element in the flow builder space, Data > Create Records.
Enter values in the Label and APl Name fields.
In the How Many Records to Create field, select One.
In the How to Set the Record Fields field, select Use separate resources, and literal values.

In the Create a Record of This Object section, enter the name of the Salesforce platform event you
created in the Object field.

In the Set Field Values for the Subscription to Case field, map the fields in the Salesforce platform event

using the {!$Record} in the Value field.

= Z Flow Builder

IL] Select Elements |E

‘ Auto-Layout -‘

New Create Records

Record-Triggered Flow
Start
*Label * APl Name

‘ ‘ Create_event

L ‘ Create event
Run Immediately
I Description
Create event Y

Create Records

How Many Records to Create

One

(O multiple

How to Set the Record Fields

(O Use all values from a record

(®) Use separate resources, and literal valuas

Create a Record of This Object

"Object

[ Subscription to Case

Set Field Values for the Subscription to Case

Field Malue:

case.D_c | & [Aa srecora> case 0 x IE
Fizld Value
I Description_c | « |[Aq sRecard > Desription x| ‘ | & ‘

‘+;<_

[] manually assign variables

Configuring a Salesforce platform event to subscribe to Case object change
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12. Click Save and Activate.

After completing these steps, you have the event consumer, consumer key, and consumer secret values
for setting up the Salesforce connection in Application Integration.
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CHAPTER 3

Recipe contents

The recipe contains multiple assets such as process objects, app connections, and a process.

The following image shows the assets that the Synchronize Salesforce Cases with ServiceNow Incidents
based on Platform Events recipe package contains:

Explore v All Projects ¥ > Default > Salesforce Cases to ServiceNow Incidents Pull from Git.. Import..
Salesforce Cases o ServiceNow Incidents (7) Wy @ | find
O & ‘ Name Type ¥ Updated On Description Tags Status
m} @ Cosero Process Object  Jun 28,202...  Process object that prepares a ServiceNow incident from the Salesforce case Valid
) @) Coller_PO Process Object  Jun 28,202...  Process object that prepares a ServiceNow user account from the Salesforce contact Valid
O @) MopStare_PO Process Object  Jun 28,202...  Process object fo map the State field from fext fo number in ServiceNow Valid
O ) MapPrioriy_PO Process Object  Jun 28,202...  Process object to map the Priority field from fext to number in ServiceNow Valid
a 42 Synchronize Salesforce Cases with ServiceNow Process Jun 28, 202. When a case is created or updated in Salesforce, a Salesforce platform event triggers the process. The pr... Valid
O & SenviceNowConnecionCase App Connection  Jun 28,202...  ServiceNow connection based on the Table API Valid
[} ®; SaleforceConneciionCase App Connection  Jun 28,202...  Salesforce connection with the Case and Subscription_to_Case__e object flters Valid

Synchronize Salesforce Cases with ServiceNow
Incidents based on Platform Events recipe assets

The following table lists the assets that the Synchronize Salesforce Cases with ServiceNow Incidents based
on Platform Events recipe package contains:

Asset Name Asset Type Description

Caller_PO Process Prepares a ServiceNow user account from the Salesforce contact.
object

Case_PO Process Prepares a ServiceNow incident from the Salesforce case.
object

MapPriority_PO Process Maps the Priority field from the text data type to the number data
object type in ServiceNow.

MapState_PO Process Maps the State field from the text data type to the number data
object type in ServiceNow.

17



Asset Name Asset Type Description

SalesforceConnectionCase App Connects to the Salesforce platform event with the Case and
connection Subscription_to_Case__e object filters.

ServiceNowConnectionCase App Connects to ServiceNow based on the Table API.

connection
Synchronize Salesforce Cases Process When a case is created or updated in Salesforce, perform steps to
with ServiceNow Incidents synchronize data from Salesforce cases to ServiceNow incidents.

(using Platform Events)

Synchronize Salesforce Cases with ServiceNow
Incidents (using Platform Events)

When a case is created or updated in Salesforce, a Salesforce platform event triggers the process.

The process checks whether the case contact or case owner matches with the email of the user in
ServiceNow. If the user does not exist, the process creates a user in ServiceNow and assigns it as a caller to
the ServiceNow incident. The process then searches for a matching incident in ServiceNow by description
and creates or updates the incident based on the search results. If the description is modified in the
Salesforce case, a new incident is created in ServiceNow with the modified description.

The following image shows the steps that the Synchronize Salesforce Cases with ServiceNow Incidents
(using Platform Events) process contains:
Log an Log an

error if error if
case.. case...

Is
Is Subject Equals Description Equals
Start empty - empty

New/Update = = Assign Prepare Case
] Case trigger ~-| Salesforce Case Object

Otherwise Otherwise

The following table lists the steps that the Synchronize Salesforce Cases with ServiceNow Incidents (using
Platform Events) process contains:

Step Name Description

Start The event searches for the Salesforce platform event name, that is, the Salesforce
connection case.

New/Update Case trigger Assigns the event details to the case ID and description and triggers the event to
verify whether the case was created or updated.

Assign Salesforce Case Assigns the Salesforce case to a temporary case ID.
Prepare Case Object Parses the event and assigns values.
Is Subject empty Verifies whether the case subject is empty. If it is empty, an error occurs, and the

process ends. Otherwise, the process continues to the next step.
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Step Name

Description

Is Description empty

Verifies whether the case description is empty. If it is empty, an error occurs, and the
process ends. Otherwise, the process continues to the next step.

Get Access Token

Gets an access token to authorize all the connection requests.

Search User in ServiceNow
by Email

Searches for the user by email if it is specified in the Salesforce case.

Save User ID

Saves the user ID.

Is User ID missing in
ServiceNow

If the user ID is missing in ServiceNow, creates a user in ServiceNow and gets the user
ID. Otherwise, the process continues to the next step.

Is Contact in Case set

Searches for the user by email in ServiceNow and saves the owner ID. The process
then searches for the owner ID in ServiceNow. If the owner ID is missing in
ServiceNow, creates a user as an owner in ServiceNow and gets the owner ID.
Otherwise, saves the owner ID.

Search Incident in
ServiceNow by Description

Searches for the incident by description in ServiceNow.

Get Incident ID

Gets the incident ID.

Is Incident ID missing in
ServiceNow

Verifies whether the incident ID is missing in ServiceNow. If the incident ID exists,
updates the incident. Otherwise, creates a new incident.

End

Ends the process.

Synchronize Salesforce Cases with ServiceNow Incidents (using Platform Events) 19




CHAPTER 4

Using the Synchronize Salesforce
Cases with ServiceNow Incidents
recipe

To use the Synchronize Salesforce Cases with ServiceNow Incidents recipe, you must perform the following
steps manually:

Step 1: Copy and access the recipe

Step 2: Configure and publish the Salesforce connection
Step 3: Configure and publish the ServiceNow connection
Step 4: Configure and publish the process

Step 5: Test data synchronization from Salesforce cases to ServiceNow incidents

Copying and accessing the recipe

20

To copy and access the recipe content, perform the following steps:

1. Open the Synchronize Salesforce Cases with ServiceNow Incidents based on Platform Events recipe
and click Use.

2. Select the location where you want to copy the recipe, and then click Continue.
3. Inthe Copying the recipe dialog box, click OK.

It might take some time for the recipe to get copied. You will receive a notification when the recipe is
ready for use.

4. After the recipe is copied, click Explore to access the recipe content.



5. Navigate to the project or folder where you copied the recipe or enter the recipe name in the Find box.

All the assets in the recipe are displayed as shown in the following image:

Explore v All Projects v > Default > Salesforce Cases to ServiceNow Incidents Pull from Git... Import...
Salesforce Cases o ServiceNow Incidents (7) e ¢

o 0 Name Type w Updated On Description Tags Steh

[m} @ CesepO ProcessObject  Jun28,202...  Process object that prepares a ServicsNow incident from the Salesforce case Valid

[m] @ cerro | brocess Obj Jun28,202...  Process object that prepares a ServiceNow user a the Salesforce contact Val

[m] Process Object  Jun 28,202...  Process object fo map the Stafe field from fext fo number in ServiceNow Valid

[m] Process Object  Jun 28,202...  Process object fo map the Prioriy field from fext fo number in ServiceNow Volid

[m} th ServiceNow ... | Process 1un28,202..  When a case is created or updated in Salesforce, a Salesforce platform event triggers the process. The pr. Vali

m} % tio App Connecfion ~ Jun 28,202...  ServiceNow connection based on the Table API Valid

[m} Gy Salefor fion App Connection  Jun 28,202...  Salesforce connection with the Cose and Subscripfion_to_Case_e object fillers Volid

Configuring and
connection

To create a Salesforce connection that supports a Salesforce platform event, perform the following steps:

publishing the Salesforce

1. Open the SalesforceConnectionCase connection.

2. Inthe Run On field, select the Secure Agent.

3. Inthe Authentication Type field, select Password or OAuth as required.

Based on the authentication type selected, perform one of the following steps:

e For Password authentication:

1.

Enter values for the following properties:

eUser Name: Salesforce developer account user name.

ePassword: Salesforce developer account password.

eSecurity Token: Salesforce security token.

In the Event API Settings section, enter values in the Consumer Key and Customer Secret fields.
For information about generating the Consumer Key and Customer Secret values, see “Create a
new connected app” on page 9.

Configuring and publishing the Salesforce connection
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3. Inthe Connection Properties section, in the Object Filter field, enter the APl name of the
Salesforce platform event prefixed with Case. For example, Case,Subscription_to_Case__e.
The following image shows the APl name of the Salesforce platform event:

Fin

Expand Al | Colapse Al

e
A4 ’
Lightning Experience
Transition Assistant

Hove tothe new, more productive
Salesforce.

Get Started.

Salesforce Mobile Quick Start
Home

Administer
Release Updates

¥ Manage Users

) Manage Apps

) Manage Territories

) Company Profile

) Data Classification

) Privacy Center

%) Security Controls.

) Domain Management

) Communication Templates

) Translation Workbench

) Data Management

) Mobile Administration

») Desktop Administration

pitorm Event
Subscription to Case

Platform Event Definition Detail

Singuiar Label  Subscripton to Case

Subscription_to_Case
Subseription_to_Case_e.
~—APLName_Subscription o Case_e
High Volume 1

Publish Behavior  pypii Immediately |1
Created By Analoli Tykhonko, 16.03.2024, 17:41

et | Dekete

‘Standard Fiecs 4 | Custom Fieids & Relationshis 2

Description

Deployment Status  Deployed

Modified By Analoli Tykonko, 18.03.2024, 17:41

selp for s Page @

Standard Fields

Acton  Field Label Field Neme Data Type. Controling Field Indexcd
Created By Createdey Lookup(Usen)
Created Date GreatedDate DaterTime
EventuuD Eventuig L)
Reoiay 1D Replayld Extemal Lookp
Custom Fields & Relationships New
Acon  Field Label AP1Name. DsiaType  Indexed Controting Field Modited By,
Edit|Del  CaselD case_ID_c Text(100) &naloli Tyknonko, 18.03.2024, 17:42
Edt|Del  Deserifion Description_c Text200) natoli Tykhonko, 18.03.2024, 17:41
Triggers (hew)

No tiggers defined

The following image shows the SalesforceConnectionCase connection detail page with the
authentication type set to Password:

Authentication:

Authentication Type

Password v

Name

Value

Description

| User Name *
==

| Security Token *
Sarvice URL*
Event AP Settings

Canzumar Kay

Consumer Secr

hitps://login.solesforce com/sarvices/Saap,/2//56.0

Connection Properties:

Enter a Salesforce user name with APl access for password authentication

Enter ths password cassaiated vith the user aszount

Enter the sacuriy token associoted with the user accountfor APl access

Enter the Salesforce URL to use for login. Use the Soap//c form of the URL fthe Enterprise

of Seap/u

WSDL) instead

Enter the consumer kay associared with the Salasforce user account for APl access. Raquired only for

Enter the consumer secrat associaied with the Sclesforce user account for APl access. Requined only for

Name

Description

Object Flrer

Cose,Subscripfion_to_Case_e

Enter o comma-separated list of obiect names.

e For OAuth authentication, enter values for the following properties:

- Authentication URL: Endpoint used to make OAuth authorization requests to Salesforce.

- Token Request URL: Endpoint used to make OAuth token requests to Salesforce.

- Session Duration: Number of minutes after which the OAuth token expires.

- Authorize access: Click Authorize > enter Salesforce developer account credentials > click Allow.

The OAuth authentication process starts. You can check the current authorization status in the
Authorization Status property.

The following image shows the SalesforceConnectionCase connection detail page with the
authentication type set to OAuth:
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Authentication:

Authentication Type:

DAuth -

MName

Value Description

Authorization URL *

Token Request URL *

Session Duration

Authorization Status

Authorize Access

Enter the Solesfors ion URL. Defasl valus for production s

hitps://login.salestorce.com /services/cauth2/authorize hitps://login.scled s/ 0auth2 fautherize. For Sandbox, use

B

hitps:/ /test.salesforce.com/services/oauth2 /authorize.

Enter the Cuth token request URL. For production, use
htips:/ /login.salestorce com/services/oauth2 ficken hitps;// /login.salesforce.com//services/oauth2 /icken. For sandbox, use

/services/oauth2 /token

hitps:/ /test.salesforce.comy
60 Enter the numbar of minutas to wait befora refrashing the session. Default is 60 minutes.

Mot yet autharized Indicates the current siatus and the last fime that autharization was completed

Avthorize Click to initiate the autherization workflow using Oduth

Connection Properties:

Hame

Value Description

Object Filter

Case,Subscription_to_Case__e Enter a comma-saparated list of object names.

On the Event Sources tab, enter the APl name of the Salesforce platform event prefixed with /event/ in
the Event Consumer field. For example, /event/Subscription_to_Case__e.

When the Salesforce platform event is called, the event refers to the value specified in this field.

Note: Ensure that the value in the Event Consumer field is the same as the event consumer you created
for the platform event in the Salesforce organization.

Save and publish the connection.

Configuring and publishing the ServiceNow
connection

To configure and publish a ServiceNow connection, perform the following steps:

> wD

Open the ServiceNowConnectionCase connection.

In the Type field, select ServiceNow.

In the Run On field, select the Secure Agent.

In the Connection Properties section, enter values for the following properties:

Property

Description

Client ID

ServiceNow client ID to generate a valid access and refresh token. Enter the client ID that you
generated under System OAuth > Application Registry in ServiceNow.

Client Secret

ServiceNow client secret that you generated under System OAuth > Application Registry in
ServiceNow.

User Name ServiceNow user name with the security_admin role to generate client credentials in the
ServiceNow instance.
Password Password associated with the ServiceNow user account.

Configuring and publishing the ServiceNow connection
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5.

Property

Description

Service URL

URL to access the ServiceNow instance.

Grant type

Grant type that the ServiceNow instance uses to get an access token for third-party clients
authorization. Enter the value as password.

Save and publish the connection.

Configuring and publishing the process

> LD

Open the Synchronize Salesforce Cases with ServiceNow Incidents (using Platform Events) process.
On the Start tab of the Start step, select the Secure Agent in the Run On field.
Optionally, you can change the tracing level from Verbose to None on the Advanced tab.

Save and publish the process.

Test data synchronization from Salesforce cases to
ServiceNow incidents

After you publish the process, whenever a Salesforce case is created or updated, the Salesforce platform
event triggers the process, and the details are synchronized with the ServiceNow incident without manual
intervention.

The following table shows the fields that are synchronized between the Salesforce case and the ServiceNow

incident:

Salesforce - Case

ServiceNow - Incident

Number

Number

Contact or Case Owner if the contact is empty

Caller

Subject Short description
Description Description

Case Origin (Phone, Email) Channel
Urgency, Impact (Priority set automatically) Priority

Create Date

Create Date

Last modify Date

Last modify Date

Owner

Assigned To

24 Chapter 4:
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Rules and guidelines for using the Synchronize
Salesforce Cases with ServiceNow Incidents recipe

Consider the following rules and guidelines when working with the Synchronize Salesforce Cases with
ServiceNow Incidents recipe:

¢ You must use the same Secure Agent to configure the service connector, app connections, and process
that are packaged in the recipe.

e You must first configure the connections in the recipe and publish them before opening or updating the
process. Otherwise, the process will contain empty fields from the connections and will become invalid.

¢ Informatica recommends that you use the same names configured for the assets in the recipe. If you use
the same asset names, you can publish all the assets and synchronize the data from Salesforce cases
with ServiceNow incidents without any issue. However, if you change the names, you must ensure that
you update the names in the related fields in other assets.
For example, if you change the platform event name in Salesforce from Subscription_to_Case to a
different name, you must use the same name in the Event Consumer field in the
SalesforceConnectionCase connection, and in the event source name in the Start step of the process.

¢ [f the tenant already contains connections with the same name as the connections added from the
package, the process in the recipe becomes invalid. This is because the newly added connection name
contains the suffix -2. For example, <connection name>-2.
In this case, you must manually reselect the connections with the new name and the event values in the
next steps of the process wherever applicable.

Rules and guidelines for using the Synchronize Salesforce Cases with ServiceNow Incidents recipe 25
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