servicenow.

Australia IT Operations
Management

Last updated: 04/07/2026

© 2026 ServiceNow, Inc. All rights reserved.
ServiceNow, the ServiceNow logo, Now, 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.



servicenow.

Some examples and graphics depicted herein are provided for illustration only.
No real association or connection to ServiceNow products or services is intended or
should be inferred.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks
are trademarks and/or registered trademarks of ServiceNow, Inc., in
the United States and/or other countries. Other company and
product names may be trademarks of the respective companies

with which they are associated.

Please read the ServiceNow Website Terms of Use at
www.servicenow.com/terms-of-use.html

Company Headquarters
2225 Lawson Lane
Santa Clara, CA 95054
United States

(408) 501-8550

© 2026 ServiceNow, Inc. All rights reserved.
ServiceNow, the ServiceNow logo, Now, 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.


http://www.servicenow.com/terms-of-use.html
http://www.servicenow.com/terms-of-use.html

servicenow.

Table of Contents

IT Operations Management 5
ITOM/OT SU Licensing and SUDSCHPLIONS..........oceeeeeecrieeseeeestesssesesesssssesssssssssssesasssssssssssssssesans 8
EXPIOriNG ITOM/OT SU LICENSING......cvuviriririnrireireireissiseisensesestesessessesssssssssssssssssssssssssssssssssssssessssssas 9
Configuring ITOM/OT SU LICENSING......orrrrmrrrrrrrsrssessesssssssssessssssssssssssssssssssssssssassassassassassssssses 18
USING ITOM/OT SU LICENSING....ccovrrrreirrrnsinstrstnsinsiesensessesssssssssssssssssssssssssssssssssssesssssessessssssssssssssssssses 19
ITOM/OT SU LIiCENSING REFEIENCE......eeerreereerrrrnisrsisisissississssssssssssssssssssssssssssssssssssssssesssssens 23
ITOM SEOIE UPGIaES.......coveueeeeuerrieeueinieenniseesssitessasesessssastessssssssssssssssssssssssssssssssssssssssssssstsnsssssssssssssssns 29
NOW ASSiSt FOr SELUP (ITOM)......uoeverererrerernesieesessessessessessessessessssassassssssssassassssessessessessessessessessssassassassassans 30
Now Assist fOr SELUP (ITOM AIOPS).....courrerereensenressssssesssssssssssssssssssssssssssssssssssssssssssssssssssssssans 31
Now Assist for Setup (ITOM ViSIDIliLy).....c.ccccoeeeeenerneinensnsinsensnssssssssssss s sssssssssessessessessessssanses 35
ITOM ClOUA ACCEIEIALE.......cvieeereeeerireeetriseestsiseersisesssesessssstssssssstssssssssssssssssssssstsssssssssssssssssssssssssssssns 39
Cloud ACCOUNE MANAGEMENL........ccvurieeerireeeerieerteeesesiseeastseeasssesssesssstssssssasssssssssssssssssssssssssssssns 40
CloUd SErVICES CalalOgG.......cocrieerenrireirieinisinssiesisisesissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 131
Cloud MigGration ASSESSMENL.........cieerireeeirieeesteeeeetstsststsss s ssssss s tssssssssssssssssessssssessssssssessssases 195
Cloud Provisioning and GOVEINANCE..........cceuveurerineneneunesesesesessesessessssesssssssesssssssssssessssessssssssssnns 195
Cloud ConfiGuration GOVEINANCE............oeceurieeenririneserinsessisisssssissssssssssssssssssssssssssssssssssssssssssssesns 638
ClOUA ACEION LIDIATY ..uiiecirieeerisiecisiseensiseeeisissesssstsssssssssssssssssssssssssssssssssssssssassssssssssssssssssssssssaes 712
ITOM Cloud AccCelerate refErENCe........ ettt stsesessssasessssssssssssssssssssssssens 741
ITOM OPLIMIZALION. ...ttt s st ses st s st besssasse b sassssesssassesesassssesassssasasassssans 745
ITOM OPULMIZAtiON FEFEIENCE........cuceeeeeeeeeecriees ettt ssss s sss s ssssssssesssassessanes 746
ITOM ViSIDIIIY ....ovveereeeireireireirisisisestsisisisissssessississsssssesssssesssssessssssssssssssssssssssssssssssssssssssssessessessesssssssssssses 747
DISCOVEIY ...ttt stsassssssess s sssstssssstss s s st s s st ss s sssssassssssssssssssssssssssssssssssssssssssssssssssss 751
Firewall AUdits and REPOIEING.......cccvriiirinieririeenineesiseeeesistesssssssssssssssssssssssssssssssssssssssssssons 1403
Certificate Inventory and ManagemeENL............cvrnerinerineeneeinesiseissssissssssssssssssssssssssssssssses 1416
SEIVICE MAPPING....oiiurirrrieireirineinieisesisesisesstssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 1496
Discovery patterns used by ITOM ViSibility......c.cccocoerrerernrrersriersessinesssseesessssessssssssssssseens 1918

Al AGent TOPOIOGY MAPPING......cccrurirrurirrreeesiserisreserseessessessssssssseassssasessssessssessssessssssssssssssssssasesess 2590
ITOM CONEENE SEIVICE......cieiieceriiecirieseisitesestse et sssssss st ssssssssssssssssssssssssssssassssssssssssssssssssons 2611
TAG GOVEINANCE.......ceeerieeeririeeeriseeasesissessastsess st ssssstsssssstssassssstsssssssssasssssssssssssssssssssssssssssassssssans 2619
Cloud DiSCOVEIY WOIKSPACE ......oueeririrenrireereseesessissssisssssssssssssssssssssssssssssssssssssssssssoses 2643
Cloud LiCENSE ESHMALON......cieiririeriesicinecineisineisesisessissassssisssssssssssessssesssssssssssssssssssssssssssssssses 2653
ITOM ViSiDility r€FEIENCE......cceeeestreeerteeeetrteee ettt ssss s sssesssassssssassnnes 2658
ITOM AIOPS...uuriririririnsinsisisissessessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssass 2988
ITOM AIOPS USE CASE....coovieeririenreriiensisissssssissessssssssssssssssssssssssssssssssssssssssssssssssssssses 2989
Service Operations Workspace for ITOM..........eeeeeeeeeeenneeeeresreseesssssesesens 2990
EVENE MANAGEMENL.......iiiiiecerieerieteesitee sttt tsssessssts s ssssssessssasssssssstssssssssssssssssssssns 3212
HEAIth LOG ANAIYEICS......cieriericerecineniseisieisesisessesssesssssssessssesssssssssssssssssssssssssssssssssssssssssssssssssses 3751
Service Reliability ManagemENL..........creieeeeeeesetee st ssssssssssssssessssssssssssssssssssssens 4083
Service Level Objective ManagemeENL............ccveeererereneerereeneneesessessssessssssessssessessssessssesses 4161

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, 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.



servicenow.

SErVICE ODSEIVADIIILY.....ccveeeereueireurieirieiesiereerseeesesesesseesses e assseesseasesessesessesssssassssssssssssasssaes 4185
SYNENEEIC MONIEOTING.....oieiiierrirecrtrecrrerrese sttt st s ssss s ssssssssssssssssssssssns 4262
Applying the CSDM guidelines tO ITOM ALOPS.......ccvrrrninerinineernisssensisissessisssesssssssssssaes 4294
AGENL CHENE COIIECLON ...ttt ssssassssasssssssssssssssssssssssssssssssessssssssssssssssssssssssssssns 4302
EXPloring AGENt CHENE COIIECEON......crierieiriciriciesieiseeisesisessiessssssssssssssssssssssssssssssessssssees 4303
Configuring AGENt ClIENE COlIECEON ...ttt sess s ssssssssssssssssssssasssssaes 4322
Agent Client Collector MONIEOMNG........ccceereveererrerirerernereineeesensesessessseasessssessssesssssssssssssssssassnas 4505
Agent Client ColleCtor LOG ANAIYLICS.......ooecerieierineeririeeisinieseisissessissssssssssssssssssssssssssssssssns 4507
View live Cl data with Agent Client COllECON..........irieecrireerriecrtneseesiseeseseeseseseenns 4524
Agent Client ColleCtOr FEFEIENCE..........cerieirerirerie st issssssssssssssssssssassssssans 4526
MELIC INEEIIGENCE. ...ttt st sess st sss s st s bssssssssssassssassassssasssssssssssssssssas 4849
EXPIOriNG MeLriC INLEIIGENCE.........cceeeeeeeeerteeetr ettt sssss s sesss st ssassssesssassesans 4850
Configuring MetriC INLEIIIGENCE........o et sesesessesessesesseasssesseassseassssasessases 4871
Optimizing MEetrC INEEIIIGENCE........ ettt s se s ssssasssssssssns 4877
Metric INtEllIGENCE FEFEIENCE..........occeerieeerirteetriseessteessee sttt sssssssessssssssssssssssans 4898
NOW ASSISE FOI ITOM.....oierieirerireerinerresisesississsissssssesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssess 4899
EXPIOIE ettt ssstsssess s se s e e sessss st st s st sss st ssssssssssssesssasesasesssesesesssesssesssesssasanans 4901
CONFIGUIE....eeteeetrteceietss ettt st s st sttt st e st as st st s s e s et s assasesasasse st assssesasassasesassasesssassasasann 4902
USE GENETALIVE Al.u.ueeeeeerecireeieeeeiseciseseesseesseessessts st st assssesssstsssssssessssesssssasssssssssssassssasesees 4912
USE QGENEIC Alueceiiceeriecerieecinineeisiseeeesessessssssssssstss s sstssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 4922
REFEIENCE. ...ttt st et s s st et st ssasens 4938
AlOps Learning Enhanced Automation Platform (LEAP)............ccoeerrereeerensesisssnsesssensennes 4940
Access to cloud environments for ITOM Products............eeeceenerensssessssesessesesssesesesanes 4964
Install and configure MID Servers to access cloud environments...........ccccoeeeeereeerrerenes 4964
Set UP @ CloUd SEIVICE QCCOUNL........ccureuriereeiiciieeeaseessesesseassssssesssseassssasassasesessenssssasssssssassesas 4969

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, 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.

iv



servicenow.

IT Operations Management

Get better visibility into your infrastructure and service% prevent service outages, and expand
your organization's operational agility with ServiceNow ™ IT Operations Management.

See more and do more with IT Operations Management

View and download the full infocard & for a highlight of IT Operations Management features.

Get visibility into your infrastructure and services

Take charge of your infrastructure and services from one source. Improve
service quality, strengthen change processes, reduce risk, optimize your
infrastructure spend, and minimize software compliance issues.

q_P Avoid and solve service issues effectively

Free up your IT staff from time-consuming, error-prone tasks and drive down
service outages with AlOps. Accelerate issue resolution with relevant and
contextual change, problem, and incident data.
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Get visibility into your infrastructure and services

Get visibility into your infrastructure and services
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Instantly see the service impact of your infrastructure issues and changes, simplify root-cause
analysis, and reduce mean time to repair (MTTR). End-to-end discovery and service mapping
gives you an accurate, up-to-date CMDB view of your IT infrastructure and services. The resulting
complete and reliable record is used by other ServiceNow applications, such as ITOM AlOps,
ITOM Optimization, and Software Asset Management. In this way, you can improve service
quality, strengthen change processes, reduce risk, optimize infrastructure spend, and minimize
software compliance issues. For more information, see ITOM Visibility.

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries. 6
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.



servicenow.

Avoid and solve service issues effectively

Service Operations Workspace 17
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ITOM AlOps uses the power of AlOps to turn events into actionable alerts. Pinpoint service
issues and rapidly identify and remediate the root cause. Unlike legacy event management
systems, which are static and rule based, ITOM AlOps applies machine learning and advanced
analytics to correlate events, adapting automatically to rapidly evolving virtualized and cloud
environments. For more information, see ITOM Health &.

Accelerate cloud strategy and reduce costs

Accelerate your cloud strategy with ITOM Cloud Accelerate. Improve your organization's cloud
utilization, drive down costs, automate requests, and aid in approvals and governance of the
infrastructure that supports native cloud environments.

IT Operations Management products licensing

The ServiceNow Al Platform® uses a licensing method where your organization is billed for using
the following IT Operations Management products: ServiceNow ™~ ITOM Visibility, ServiceNow
ITOM Discovery, ServiceNow® ITOM AlOps, ServiceNow® Health Log Analytics, ServiceNow®
ITOM Optimization, ServiceNow® ITOM Cloud Accelerate, ServiceNow ™ Service Reliability
Management, ServiceNow~ SLO Management, ServiceNow® Service Observability, and
ServiceNow ™ synthetic monitoring.

The ServiceNow Product Documentation doesn't provide information on prices, packaging, or
other details determined by your organization customer contract. For general information about
licensing and subscriptions, see ITOM/OT SU Licensing and subscriptions.
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Get started

« Work with an implementation specialist to achieve your desired business outcomes. To learn
more, visit the Customer Success Center @&,

« Choose the training that’s best for you at the ServiceNow University center &,

Learn

« What is AlOps? &

« What is a configuration management database (CMDB)? &
« What is IT operations (ITOps)? &

« What is a network operations center (NOC)? @

« What is a common service data model (CSDM)? &

« What is cloud computing? &

» What is cloud orchestration? @

« What is IT operations management (ITOM)? &

* What is network discovery? &

« What is observability? &

Applications and features

« ITOM licensing and subscriptions
« ITOM Cloud Accelerate

» ITOM Visibility

« Visibility: Discovery

« Visibility: Service Mapping

« ITOM AIOps

 Health: Event Management
 Health: Health Log Analytics

« Health: Agent Client Collector

¢ ITOM Optimization

» Optimization: Cloud Provisioning and Governance
« Service Reliability Management

* SLO Management

« Service Observability

« Synthetic monitoring

ITOM/OT SU Licensing and subscriptions

ServiceNow® IT Operations Management (ITOM) licensing calculates and displays the usage of
ITOM subscriptions based on subscription units.
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UniFfied statistics for all ITOM products

Use the ITOM licensing module to view subscription-related information for all ITOM products:
ServiceNow® ITOM Visibility, ServiceNow® ITOM Discovery, ServiceNow® ITOM AlOps,
ServiceNow® Health Log Analytics, ServiceNow® ITOM Optimization, ServiceNow ™~ ITOM
Cloud Accelerate, ServiceNow— Digital End-User Experience (DEX), and ServiceNow® Service
Observability.

The ServiceNow Product Documentation doesn't provide information on prices, packaging, or
other details determined by your organization customer contract.

Consumption level

Easily see how many subscriptions for IT Operations Management applications your
organization purchased and consumed.

Explore Install References
AR
Explore ITOM/ Learn how to install Learn about schedule
OT SU Licensing ITOM/OT SU Licensing jobs, tables, subscription
and subscriptions form and dashboard

To know about Operational Technology Management (OTM) licensing and subscriptions, see
Subscriptions form for the OTM products &.

Exploring ITOM/OT SU Licensing

Learn more about ServiceNow® ITOM/OT SU Licensing, the different ITOM subscriptions it
includes, and its benefit.

ITOM/OT SU Licensing overview

The ITOM/OT SU Licensing application calculates and displays how many subscriptions for
IT Operations Management (ITOM) applications your organization purchases and consumes.
Subscriptions for the following ITOM applications are available: ServiceNow® ITOM Visibility,
ServiceNow® ITOM Discovery, Servic:eNow® ITOM AlOps, ServiceNow® Health Log Analytics,
ServiceNow® ITOM Optimization, ServiceNow® ITOM Cloud Accelerate, ServiceNow ™ Digital
End-User Experience (DEX), and ServiceNow® Service Observability. You can purchase
subscriptions for each ITOM application separately (a la carte) or together (in a bundle).

ITOM/OT SU Licensing benefits

Benefit Feature
Viewing the usage of ITOM applications to Review resource sn_itom_license.reade
make informed decisions about your ITOM usage against

subscriptions. You can use it to confirm your allocated subscription
expectation of their license consumption, and units
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Benefit Feature Users

if the measurement is higher than planned,
either alter your usage of ITOM or increase
your subscription.

Analyzing resource usage and status in ITOM/OT SU admin
comparison to your purchased subscriptions  Licensing dashboard

is facilitated by dashboard reports. These

reports visually present both the daily usage

count and the average consumption of

subscription units over a 90-day period and

let you see which resources are being counted

for each ITOM application.

Subscriptions for IT Operations Management

The ServiceNow Al Platform® uses a licensing method where your organization is billed for using
the following IT Operations Management products: ServiceNow® ITOM Visibility, ServiceNow
ITOM Discovery, ServiceNow® ITOM AlOps, ServiceNow® Health Log Analytics, ServiceNow®
ITOM Optimization, ServiceNow® ITOM Cloud Accelerate, ServiceNow ™~ Service Reliability
Management, ServiceNow®SLO Management, ServiceNow® Service Observability, and
ServiceNow ™~ synthetic monitoring.

For licensing purposes, licensable resources are assigned to Cl categories. License usage is
measured using subscription units, which may cover a different number of resources, depending
on the resource Cl category. The customer contract for your organization determines the ClI
categories from the available options, and also the ratios of Cl allocation for subscription units in
each ClI category. Information from the customer contract is synchronized with the ServiceNow
platform. The latest version of ServiceNow® ITOM/OT SU Licensing supports the following Cl
categories:

» Containers

» PaaS

« FaaS

« Servers

« Unresolved Monitored Object
» Unclassed category

« End User Devices

e loT

« Customer Prem Devices

You have the option to buy subscriptions for individual ITOM products separately (a la carte) or
as part of a bundle with multiple products. You can also purchase both—a bundle subscription
that covers most required applications and an a la carte subscription for applications that
consume more subscription units. For more information, see ITOM/OT SU Licensing subscription
types.

ServiceNow® charges for the following IT Operations Management products:
ITOM Visibility

The ServiceNow® ITOM Visibility product consists of ServiceNow® Discovery,
ServiceNow® Service Mapping, Certificate Inventory and Management, Service
Graph Connectors, CMDB 360, and Firewall Audits and Reporting. Discovery and
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Service Mapping give you a unified, connected view of your entire IT network and
the services that it supports.

In addition, Service Graph Connectors populate the CMDB by bringing in data from
third-party monitoring and management systems. CMDB 360 enables you to track
how the CMDB contains various discovery sources at the Cl attribute level. Use
Certificate Inventory and Management to avoid service outages due to expired TLS
certificates. Firewall Audits and Reporting helps you to discover and manage your
firewall security policies to heighten the security awareness for firewall audits.

For licensing purposes, ITOM Visibility provides the Cl count it discovers, both
during horizontal and top-down discovery. It also reports Cls that the Service Graph
Connectors populate the CMDB with.

You can also use limited Tag Governance functionality under the ITOM Visibility
subscription. You can identify on-premises resources that are inconsistent and
don't comply with the tag policies of your organization.

ITOM Discovery

ServiceNow® ITOM Discovery is an entry-level package alternative where
customers can build a healthy data platform. This package measures licensed
usage of the Discovery feature and Service Graph Connectors. Discovery is a
"subset" of ITOM Visibility that is also based on subscription units. ITOM Discovery
includes the following basic features: ServiceNow® Discovery, Service Graph
Connectors, and CMDB 360. ServiceNow® Discovery finds applications and
devices on your network, and then updates the CMDB. Service Graph Connectors
supplement the population of the CMDB, while CMDB 360 retains the complete
history of discovery sources and proposed values.

ITOM Discovery provides the count of Cls found by ServiceNow® Discovery and
brought in by Service Graph Connectors.

ITOM AlOps

The ServiceNow® ITOM AIOps®product includes the ServiceNow® Event
Management and ServiceNow ™ Metric Intelligence applications, which help you
track and maintain the health of services in your organization.

ITOM AlOps reports the number of Cls, where it captures alerts, events, and metric
data. ITOM AlOps reports the Cl count for all Cl categories.

Health Log Analytics

Health Log Analytics Cl count is based on log data received from licensable
resource types. The consumption is reflected in ITOM AlOps as well as in Health
Log Analytics. For that reason, you need the ITOM AlOps subscription in addition to
the Health Log Analytics subscription.

ITOM Cloud Accelerate

The ITOM Cloud Accelerate product consists of the following workflow applications:
Tag Governance, Cloud Migration Assessment, Cloud Configuration Governance,
and Cloud Action Library. In Tag Governance, you can update ClI tags in the cloud
environment, in addition to updating them in the CMDB.

For licensing purposes, the ITOM Cloud Accelerate license provides the ClI
count for Cls managed and monitored by Cloud Migration Assessment, Cloud
Configuration Governance, or Cloud Action Library. If different ITOM Cloud
Accelerate features report the same Cls as their resources, the Cl count is
manipulated to remove the duplication.
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ITOM Optimization

The ServiceNow® ITOM Optimization application provides automation for the cloud

workflows used to manage the cloud resources throughout their life cycle. It enables
certified and enterprise-compliant cloud deployment, cost visibility, and other cloud
management processes.

Service Observability

The ITOM Service Observability feature creates actionable dashboards and
observability tabs that centralize data from existing third-party monitoring tools. It
allows you to track the performance of business-critical services, enables faster
root cause analysis, and reduces mean time to resolution (MTTR). Application and
platform telemetry insights from multiple observability tools are combined into a
centralized workfiow.

Related topics

Subscription Management &

Data collection and aggregation for licensing process

ITOM/OT SU Licensing application counts Cls for ITOM applications and uses a daily average
count for the last 90 days to produce license statistics for purchased subscription units.

ServiceNow charges for various ITOM applications, including ITOM Visibility, ITOM Discovery,
ITOM AlOps, Health Log Analytics, ITOM Cloud Accelerate, and ITOM Optimization. For specific
information about the products and features covered by ITOM subscriptions, see Subscriptions
for IT Operations Management.

The process of collecting and aggregating information for licensing purposes involves the
following steps:

1. The ITOM licensing mechanism counts the Configuration Items (Cls) managed by each
ITOM product daily, categorizing them into licensable Cl categories. For more details, see
KB0O748149: ITOM Subscription Unit license calculation logic &.

2. If the same Cls are managed by different features within the same ITOM products, the Cl count
is adjusted to eliminate the duplication. For example, if both Discovery and Service Mapping
discover the same Cls, these Cls appear only once in the Cl count.

3. The licensing module aggregates Cl counts from ITOM applications to determine the average
daily CI count for the last 90 days.

4, The licensing module then compares the daily average Cl counts for the last 90 days from

ITOM applications with the licensing information in the customer contract to generate license
statistics.

As a result, you can view the statistics on how your organization uses purchased subscription
units.

© 2026 ServiceNow, Inc. All rights reserved. 12
ServiceNow, the ServiceNow logo, Now, 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.


https://www.servicenow.com/docs/access?context=subscription-management-landing-page-v2&version=australia&pubname=australia-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=subscription-management-landing-page-v2&version=australia&pubname=australia-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=subscription-management-landing-page-v2&version=australia&pubname=australia-platform-administration&ft:locale=en-US
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0748149
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0748149
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0748149

servicenow.

ITOM application license Aow

Cl Count €l Count ;
et stomer contracts
ITOM applications Cl Category Cl Category .

ITOM/OT SU Licensing subscription types

Purchase licensing subscriptions for ITOM products individually (a la carte), bundle several
products together, or opt for both individual and bundled subscriptions.

You have the option to buy subscriptions for individual ITOM products separately (a la carte) or
as part of a bundle with multiple products. You can also purchase both—a bundle subscription
that covers most required applications and an a la carte subscription for applications that
consume more subscription units.

If your organization uses more subscriptions than estimated, you have the option to buy
additional subscription units as needed. These units can be purchased for either a bundle or
individual products (a la carte). However, if your organization uses ITOM applications in a bundle
at various levels, you can choose to buy both — a bundle subscription covering most required
applications and an a la carte subscription for those that require more subscription units.

o Note: ITOM bundles also provide entitlement to Integration Hub to select spokes and
protocols. ITOM Cloud Accelerate requires the additional Integration Hub Enterprise bundle
entitlement.

ITOM bundles also provide entitlement to Workflow Data Fabric to select spokes and
protocols. ITOM Cloud Accelerate requires the additional Workflow Data Fabric Enterprise
bundle entitlement for uses of Cloud Action Library from anything other than the

ITOM Cloud Accelerate applications. Cloud Account Management requires the Cloud
Governance Suite SKU.

ITOM/OT SU Licensing Bundle subscription

You can purchase subscriptions for several ITOM products together as part of a bundle.

The ITOM/OT SU Licensing application calculates and displays subscription consumption for
bundle subscriptions. When your organization purchases subscriptions in a bundle, you get

the same number of subscription units for all ITOM applications covered by the bundle. You
cannot use bundle subscriptions for other applications, even if these other applications are part
of the same bundle. The consumption level of the bundle is defined by the highest number of
consumptions by one of the products in the bundle.

When you purchase subscriptions in a bundle, you receive an equal number of subscription
units for all ITOM applications covered by that bundle. For instance, if you buy a bundle of 500
units covering ITOM Visibility and ITOM AlOps, your organization receives 500 units for each
application.

@ Note: You can only purchase one bundle at a time.
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Subscriptions window displaying subscriptions purchased by bundle

= SUb“fiWW‘!m Search Name v | Bearch Wt 1 todof4

(1) Not all subscription services are maonitored and not all of your purchased subscriptions may appear in the list. More Info )(
\';'; All > Narme starts with ITOM
Q = Mame a = Type = Category = Start date = End date = Display only = Purchased = Allocated
Y
l-i_:: ITOM Pro Capacity ServiceMow 2015-03-26 2015-05-31 false 500 300

Bundle subscriptions are specific to certain applications. You cannot utilize bundle subscriptions
for other applications, even if those applications are part of the same bundle. For instance, if
you've purchased a bundle of 500 units covering ITOM Visibility and ITOM AlOps, and you've
used all 500 ITOM Visibility subscription units, you cannot utilize the remaining ITOM AlOps
subscription units for ITOM Visibility.

The consumption level of the bundle is determined by the highest usage among the products
included in the bundle.

Automatic adjustment of bundle to actual consumption level

100 SUs
Bundle 500
ITOM
Visibility
ITOM
Health

Purchased: Bundle 500 SUs

The Subscriptions window displays the actual number of consumed subscriptions under
Allocated. The red color code indicates that the bundle is overdrawn.
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Subscriptions window showing overdraft on subscriptions purchased by bundle

= Subscriptions m Search MName v | Search J* 1 todofs

{i) Not all subscription services are monitored and not all of your purchased subscriptions may appear in the list. More Info ><
? All> Name starts with ITOM
ot Q. = Name & = Type = Category = Start date = End date = Display only = Purchased = Mllocated
(,': ITOM Pro Capacity ServiceMow 2019-03-26 2015-05-31 false 500 ®E00

ITOM/OT SU Licensing Individual (ala carte) subscription

You can purchase subscriptions for individual ITOM applications (ala carte).

The ITOM/OT SU Licensing application calculates and displays subscription consumption for
ITOM applications purchased individually (ala carte). If your organization exceeds the number
of subscription units, the Subscriptions window shows the relevant a la carte subscription as
overdrawn. You cannot use unconsumed subscriptions for overdrawn subscriptions of another
application.

The Subscriptions window displays information about the purchased and allocated
subscriptions for ITOM applications.

Subscriptions window displaying subscriptions purchased a la carte

‘OOnsormorecfvourcustcmaDDW(aﬁunsisnotmappedtoasubscr' fon. Go to Custom Table Inventory.to map your applicati v iptions. X

‘ @ Not all subscription servi itored and not all of your iptions may appesr in the list. More Info

Al > Sys ID = 77d9€0a687042d10557dc809cebb3541
[] @ Name Start date End date Purchased Allocated

perational Technology Visibility - Subs 2021-11-30 2024-11-29 25840 460

If your organization surpasses the number of purchased subscriptions for an ITOM application,
you cannot utilize the remaining subscriptions for another application.

Calculation of the a la carte subscriptions

ITOM oM
Visibility
273 SUs 300 SUs
Purchased: 500 SUs Purchased: 300 SUs
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If your organization exceeds the total number of subscription units purchased, the Subscriptions
window indicates the relevant a la carte subscription as overdrawn. In the following illustration,
ITOM AlOps consumed more subscriptions than the amount purchased for it.

A la carte subscriptions in an overdraft

= Subscriptions m Search MName ¥ Search -v'k 1 todofd
(i) Not all subscription services are monitored and not all of your purchased subscriptions may appear in the list. Morg Info )(
\;J All > Name starts with ITOM
u O\ = Name & = Type = Category = Start date = End date = Display only = Purchased = Allocated
Ci) ITOM Health Capacity ServiceNow 2019-03-01 2015-06-28 false 300 @ 440
(i) ITOM Visibility Capacity ServiceNow 2019-03-01 2019-06-28 false 500 273

ITOM/OT SU Licensing Bundle and Individual (ala carte) subscription

You can purchase subscriptions for individual ITOM applications (a la carte) or as a bundle
covering multiple ITOM applications.

The ITOM/OT SU Licensing application calculates and displays the subscription usage for
ITOM products. It displays the ITOM products individually or as part of a bundle, based on your
subscription. In cases where your organization has purchased ITOM subscriptions both as a
bundle and individually (a la carte), the licensing module deducts the consumed subscriptions
from the bundle first, before deducting from the individually purchased subscriptions.

If your organization surpasses the allocated number of subscription units, the Subscriptions
window indicates the corresponding subscriptions as overdrawn. If the combined number of
subscriptions from both bundle and a la carte options exceeds the allocation, the licensing
module identifies the surplus as taken from the a la carte subscription. Furthermore, if the

total subscriptions for an application covered solely by the bundle surpass the allocation, the
Subscriptions window displays the bundle as overdrawn without listing the individual application
separately.

Subscription deduction process: Bundle usage and a la carte scenario

If you purchased ITOM subscriptions as a bundle and also acquired a la carte subscriptions
for an application included in the bundle, the licensing module deducts the consumed
subscriptions from the bundle before subtracting from the separately purchased subscriptions.

In the following example, an organization utilized all subscriptions allocated by the ITOM Pro
bundle for ITOM AlOps. Subsequently, the licensing module deducted from the a la carte
subscriptions for ITOM AlOps.

Subscription consumption by bundles

= Subscriptions u Search Name v Search W 1 todofd
\_’= All> End date == 2019-05-16 > Start date == 2019-05- 1
Q, = Name & = Type = Category = Start date = End date = Display only = Purchased = Allocated
(i ITOM Health Capacity ServiceNow 2019-03-01 2019-06-28 false 250 ]
(i "'. ITOM Visibility Capacity ServiceNow 2019-03-01 2019-06-28 false 250 o
G ITOM Pro Capacity ServicéNow 2019-03-26 2019-05-31 false 500 250
© 2026 ServiceNow, Inc. All rights reserved. 16

ServiceNow, the ServiceNow logo, Now, 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.



servicenow.

Subscription display: Application covered by bundle and a la carte
subscriptions

If your organization surpasses the total number of subscriptions in both the bundle and a la
carte subscriptions, the licensing module regards it as overdrawn on the a la carte subscription.
However, if your organization exceeds the subscriptions specifically for an application covered
solely by the bundle, it is considered overdrawn on the bundle.

Licensing module calculates bundle and a la carte subscriptions for the same

ITOM applications
Bundle 500 Ala carte
ITOM ITOM m
Visibility Health
ITOM ITOM
Visibility Health
500 SUs 500 SUs 250 SUs 250 SUs
Purchased: Bundle 500 SUs Purchased: 250 SUs a |la carte

Subscription calculation illustration: Bundle and a la carte allocation

The diagram illustrates how the licensing module calculates subscriptions through bundle and a
la carte methods for specific applications covered by the bundle.

Overdrafts on the bundle and a la carte subscriptions
= Subscriptions m Search Namé ¥  Search Vﬂ' 1 todofd

All > End date &> Start date <= 2019-05-16

= Name & = Type = Category = Start date = End date = Display only = Purchased = Allocated
::," ITOM Health Capacity ServiceMow 2015-03-01 2019-06-28 false 250 & 310
ITOM Pro Capacity ServiceNow 2019-03-26 2019-05-31 false 500 & 550

In this scenario, the Subscriptions window indicates the a la carte subscriptions for this
application as overdrawn. If your organization exceeds the total subscriptions for an application
covered solely by the bundle, the Subscriptions window displays the bundle as overdrawn.

In the provided figure, ITOM AlOps consumed 810 subscriptions, surpassing the subscriptions
provided by the bundle (500) and a la carte (250). Consequently, the Subscriptions window
indicates the ITOM AlOps a la carte subscription as overdrawn.

For ITOM Visibility, which consumed 550 subscriptions, and with no a la carte subscriptions
purchased, the ITOM Pro bundle covering ITOM Visibility appears as overdrawn.
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Subscriptions for Operational Technology Management

The ServiceNow platform uses Operational Technology Management (OTM) to manage licenses
for the manufacturing industry. OTM contains the licenses that are included in IT Operations
Management, as well as licenses unique to OTM.

Monitor OTM licenses in the same way as IT Operations Management licenses. The ServiceNow
instance indicates OTM license types on the ITOM Licensing Category MetaData (OTM
License > Licenses by Cl types) page, where the SKU Type column contains a value of otm. By
default, the license filter is set to SKU Type contains otm.

The same license options available for IT Operations Management are also available for OTM,
under the OTM License menu item in a ServiceNow instance.

For details on subscriptions for OTM, see Subscriptions for IT Operations Management.

Configuring ITOM/OT SU Licensing

Gain the capability to efficiently manage and optimize ITOM subscriptions within the ServiceNow
framework for streamlined operations.

Configuration overview

Begin by installing ServiceNow® ITOM/OT SU Licensing, setting the groundwork for a
comprehensive understanding of managing ITOM subscriptions.

Update ServiceNow® ITOM/OT SU Licensing

Update the ServiceNow® ITOM/OT SU Licensing [com.snc.itom.license] application to ensure
you use the latest licensing functionality. Updating the application installs related ServiceNow
Store applications and plugins if they are not already installed.

Before you begin

 Ensure you have an ITOM product installed on your ServiceNow instance for the ITOM/OT SU
Licensing application to work. Installing the ITOM/OT SU Licensing application is not required,
as the system automatically installs the application alongside any ITOM product.

« Ensure that the application and all of its associated ServiceNow Store applications have valid
ServiceNow entitlements. For more information, see Get entitlement for a ServiceNow product
or application &.

» Review the ITOM/OT SU Licensing & application listing in the ServiceNow Store for information
on dependencies, licensing or subscription requirements, and release compatibility.

Role required: admin

About this task
You receive notifications when updates for ITOM/OT SU Licensing application are available on
ServiceNow Store.
The following items are installed with ITOM/OT SU Licensing:
» Scheduled jobs

e Tables

For more information, see Components installed with ITOM/OT SU Licensing.
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Procedure

1. Navigate to All > System Applications > All Available Applications > All.

2. Find the ServiceNow ITOM/OT SU Licensing application (sn_itom_licensing) using the filter
criteria and search bar.

You can search for the application by its name or ID.

3. In the Updates tab, select the ServiceNow ITOM/OT SU Licensing application.
4, Select Proceed to update.

In the Install dialog that is displayed, any dependencies that are installed when the application
is updated are listed.

5. If you're prompted, follow the links to the ServiceNow Store to get any additional entitlements
for dependencies.

6. Select the version you want to upgrade to and select Install.

Using ITOM/OT SU Licensing

Ensure optimal utilization of your organization's ITOM subscriptions by analyzing the resource
usage of your ITOM products.

Using ITOM/OT SU Licensing overview

Explore how to view and track subscriptions for ITOM applications, analyzing resource

usage against allocated subscription units to ensure optimal utilization. Verify the count of
Configuration Items (Cls) used for ITOM subscriptions and identify which CI types specifically
require ITOM subscription units. Finally, generate lists showcasing the current countable Cls for
each ITOM application, allowing you to visualize their consumption of subscription units.

View subscription statistics for ITOM

View how many subscriptions for IT Operations Management applications your organization
purchased and consumed.

Before you begin
Ensure that your organization has purchased ITOM subscriptions. You cannot view the
information in the ITOM License module without subscriptions.

Ensure that you installed the latest available version of the ITOM/OT SU Licensing from
ServiceNow Store.

Role required: sn_itom_license.reader

About this task
Review the configuration item (CI) allocation and allocation level to see how your organization
uses IT Operations Management subscriptions and plan upcoming subscription needs.

Procedure

1. To view subscription information for IT Operations Management subscriptions purchased a la
carte and in bundles, navigate to ITOM License > License Summary.
Use subscription names to differentiate between subscriptions bought in bundies and a la
carte.

2, Review the information on the form as covered in Subscriptions form for the ITOM products.
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Related topics
KBO748149: ITOM Subscription Unit license calculation logic &

Subscriptions for IT Operations Management

Review resource usage against allocated subscription units

Review statistics for the resources that can be managed by ITOM products. Compare this data to
the average number of allocated subscription units.

Before you begin
Role required: sn_itom_license.reader

See ITOM detailed licensing data over time with the ITOM Licensing Dashboard. View daily Cl
counts or average of the last 90 daily counts. Domain-specific information and specific Cl listings
for each daily count enable you to monitor and analyze resource usage. You can generate a list
of currently countable Cls for each of the ITOM applications as described in View Cls consuming
ITOM subscription units.

Procedure

1. Navigate to All > ITOM License > ITOM Licensing Dashboard.

2. Select the relevant tab to display the dashboard for the ITOM product.
For example, select Visibility.

ITOM Visibility dashboard

Visiblity  Health LA Cloudsccelerste  Discovery  Optimizaion  DEX  Osersablity

Resgmrce counts

Conty o e sonsmt

‘MI

Subscription units

iy conmemption by resberte e

N N
. . . . . . . B
b 39 - Bt Fea1 R o) Febd
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3. Point to a bar to view the number of Cls in each category.
4, Select the bar to view a list of the counted Cls.

5. Review the dashboard described in ITOM/OT SU Licensing dashboard.

Check Cl count used for ITOM subscriptions

View daily ClI counts or the average of the last 90 daily counts.

Before you begin

Ensure that your organization has purchased ITOM subscriptions. You cannot view the
information in the ITOM License module without subscriptions.

Role required: sn_itom_license.reader

About this task

ITOM applications, such as ITOM Visibility, ITOM Discovery, ITOM AlOps, Health Log Analytics,
ITOM Cloud Accelerate, and ITOM Optimization provide information on the resources they
handle. These resources, called configuration items (Cls), are what ITOM applications find,
monitor, and store in the CMDB. The ITOM/OT SU Licensing module combines this Cl data with
the subscription information of your organization to produce statistics on the subscription usage
and consumption of the ITOM applications. For more information about the licensing workfow
process, see Data collection and aggregation for licensing process.

This information does not include any statistics on subscriptions purchased in bundles.

For complete information on subscriptions, view subscription statistics for IT Operations
Management.

Procedure

1. Navigate to ITOM License > License Report.

All » Aggregated = true > Total Count > 0 > SKU = itom 1 total ITOM Licensing €1 Counts |

- €l Category = Domain Total Count Subscription Unit Ratio Total Subscription Units Consumed

Search Search Search

= Application: Visibility (1)

global 5 11 5

To know more about the fields in the Licence Report window, see License Report form.
2. In the Total Count column, view the average daily Cl counts for the last 90 days.
3. View the daily Cl count in one of the following ways.

o Set the Aggregated filter condition to [Aggregated] [is] [false] and select Run.

o Navigate to ITOM License > License Daily Usage Count.

Check which ClI types require an ITOM subscription

View the list of configuration item (CI) types that require IT Operations Management subscription
units.

Before you begin
Ensure that your organization has purchased ITOM subscriptions. You cannot view the
information in the ITOM License module without subscriptions.

Role required: sn_itom_license.reader

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries. 21
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.



servicenow.

About this task

For licensing purposes, licensable resources are assigned to Cl categories. License usage is
measured using subscription units, which may cover a different number of resources, depending
on the resource Cl category. The customer contract for your organization determines the ClI
categories from the available options, and also the ratios of Cl allocation for subscription units in
each ClI category. Information from the customer contract is synchronized with the ServiceNow

platform. The latest version of ServiceNow® ITOM/OT SU Licensing supports the following ClI
categories:

» Containers

» PaaS

« FaaS

« Servers

« Unresolved Monitored Object
« Unclassed category

« End User Devices

e loT

« Customer Prem Devices

The system stores information about CI categories and Cl types that belong to them in the

ITOM Licensing MetaData [itom_lu_metadata] table. This table includes information only about
parent Cl types. All Cl types that are created by extending these parent Cl types are included by
default. For example, the Apache Web Server Cl type is included in the Cl count, because it is an
extension of the Web Server Cl type.

Procedure

1. Check which CI category is licensable:
a. Navigate to All > ITOM License > License Summary.

b. Select the relevant ITOM subscription.
For example, ITOM Visibility.

c. Scroll down and select the ITOM Cl subscription unit ratio tab.

The tab lists licensable Cl categories generated from the customer contract. These are the
licensable CI categories.

d. Make a note of the licensable CI categories provided for this ITOM subscription.

e. Optional: Return to the License Summary list and check Cl categories generated for other
ITOM subscriptions.

2. Navigate to All > ITOM License > Licenses by Cl Type.

© Important: The ITOM Licensing MetaData [itom_lu_metadata] table contains all Cl
categories, including categories of Cls that do not require ITOM subscription units.

3. Review the list to identify licensable Cl categories that appear on the ITOM Cl subscription
unit ratio tab of the License Summary list.
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4, Select the arrow adjacent to the licensable Cl category to expand it and access the associated
Cl types.

The Cl types listed under Cl categories require ITOM subscription units for access.

View Cls consuming ITOM subscription units
Generate a list of currently countable Cls for each of the ITOM applications: ITOM Visibility,
Discovery, ITOM AlOps, Health Log Analytics, ITOM Cloud Accelerate, and ITOM Optimization.

Before you begin
Ensure that your organization has purchased ITOM subscriptions. You cannot view the
information in the ITOM License module without subscriptions.

Role required: sn_itom_license.reader

About this task

The generated Cl list is closely correlated to the latest daily Cl count. At the same time, the
number of Cls on the generated Cl list may be slightly different from the latest daily CI count, if
changes occurred since the last daily count.

Procedure

1. Navigate to All > ITOM License > Report ITOM Licensable Cls.
The Report ITOM Licensable Cls page appears.

2, Select the application for which you want to view licensed Cls:
o Discovery
o Optimization

Visibility

o HLA

O

o Governance
o Health
3. To create a report for the selected application, select Populate licensable Cls.

4, To accept the confirmation message and generate the report, select Yes.

The new report replaces the data in the previously generated report. You can cancel the report
by selecting the application and then selecting Cancel Job.

5. Wait for several minutes and then refresh the page.
The Status of the application appears Completed when the report is complete.

6. Select the application and then select Show licensable Cls.
The ITOM Licensable Cls page displays the list of Cls with a license.

ITOM/OT SU Licensing Reference

Reference topics provide additional information about scheduled jobs, tables, subscriptions
form and dashboard that you use to configure and administer ITOM/OT SU Licensing.

Components installed with ITOM/OT SU Licensing

Several types of components are installed with activation of the ITOM/OT SU Licensing plugin,
including tables and scheduled jobs.
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Scheduled jobs installed

Scheduled job Description

ITOM Exclusion Tables Update Store Updates the exclusion list.

ITOM Licensing Aggregator Store Calculates the average of daily Cl counts
for the last 90 days.

ITOM Licensing Cloud Accelerate Cl Listing Store Creates the list of licensable Cls for
ITOM Cloud Accelerate.

ITOM Cloud Accelerate Licensing Usage Count Calculates the daily Cl counts for ITOM

Store Cloud Accelerate.

Event Management - Node Count Store Calculates the node count used in Event
Management.

ITOMHealthCIReporterWithOTOMCountITOMStore = Compiles the list of licensable Cls for
ITOM.

ITOMHealthCIReporterWithOTOMCountOTOMStore Compiles the list of licensable Cls for
Operational Technology Management
(OTM).

ITOM Health Licensing Usage Count Store Calculates the daily Cl count for ITOM
AlOps.

ITOM Optimization Licensing Usage Count Store Calculates the daily CI count for ITOM
Optimization.

ITOM Licensing Optimization CI Listing Store Compiles the list of licensable Cls for
ITOM Optimization.

OTOM Licensing Visibility CI Listing Store Compiles the list of licensable Cls for
ITOM Visibility (OTM).

ITOM Licensing Discovery ClI Listing Store Compiles the list of licensable Cls for
Discovery.

ITOM Licensing Visibility Cl Listing Store Compiles the list of licensable Cls for
ITOM Visibility.

ITOM Visibility Licensing Usage Count Store Calculates the daily Cl count for ITOM
Visibility.

OTOM Licensing Discovery Cl Listing Store Compiles the list of licensable Cls for
Discovery (OTM).

ITOM DEX Licensing Usage Count Store Calculates the daily CI counts for ITOM
DEX.

ITOM Licensing DEX CI Listing Store Creates the list of licensable Cls for
ITOM DEX.

ITOM Licensing Service Observability Cl Listing Creates the list of licensable Cls for

Store ITOMService Observability.

ITOMService Observability Licensing Usage Count  Calculates the Cl counts for

Store ITOMService Observability.

ITOM Licensing Historical Table Update Store Creates a table to store all the licensable
Cls daily
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Tables installed

For information on how ITOM/OT SU Licensing counts licensable Cls for different ITOM products,
refer to ITOM Subscription Unit license calculation logic (KB0748149) &.

Table Description

ITOM LU Discovery Source Mapping Contains the list of licensable discovery source for

each category.
[itom_lu_discovery_source_mapping]

ITOM LU Governance App Mapping List of records that contain the mapping of
_ ) governance applications to their respective
[itom_lu_governance_app_mapping] licensable Cls.

ITOM LU Governance Cls Contains the list of Cls counted under the

Governance license.
[itom_lu_governance_ci]

ITOM License Exclusion Metadata Contains the list of exclusion rules applicable to

different license.
[itom_license_exclusion_metadata]

License Exclusions Contains the list of Cls that need to be excluded

from the license count based on the exclusion rule.
[license_exclusion_list]

Visibility LU Temporary Contains the list of Cls counted under the
Discovery license.

[visibility_lu_temp]

ITOM Licensing Category MetaData Contains licensing metadata.

[itom_lu_category_metadatal

ITOM Licensing Discovery Sources Contains the categories for all discovery sources.

[itom_lu_discovery_sources]

ITOM LU DEX Cls Contains the list of Cls counted under the DEX
license.

[sn_itom_licensing_itom_lu_dex_ci]

Historical Licensable Cls Contains the list of Historical Licensable Cls.

[sn_itom_licensing_itom_lu_historical_cis]

Subscriptions form for the ITOM products

Description of the fields on the Subscriptions form for the ITOM products.

ITOM products subscription form fields

Description

Name Name of either subscription bundle or ITOM application, if your
organization purchased subscriptions per application separately
(ala carte).
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ITOM products subscription form fields (continued)

Field Description

Start date Date the subscription was activated.

End date Date till when the subscription is valid.

Purchased Number of purchased subscriptions per bundle or application (a
la carte).

Allocated

Number of consumed subscription units from a bundle or
application (a la carte). For bundles, this field shows the highest
number of consumed subscription units by applications that are
part of the bundle. For example, if ITOM Visibility consumed 300
subscription units and ITOM AlOps consumed 200 subscription
units, this field shows 300 for the bundle covering these
applications.

The color code indicates the percentage of the subscription
units that your organization consumed. By default, the color code
threshold is 90%.

« Green: Your organization has used less than 10% of purchased
subscriptions.

« Yellow: Your organization has used more than 90%, but less
than 100% of purchased subscriptions.

« Red: Your organization has used 100% or more and exceeded
the number of purchased subscriptions. Purchased
subscriptions are overdrawn.

ITOM/OT SU Licensing dashboard

Use the ITOM Licensing dashboard to review the statistics of the resource consumption
and status against your purchased subscriptions. This dashboard contains reports for each
ITOM application. The reports offer visualization of the daily usage count and of the average
consumption of subscription units for 90 days.

The ITOM Licensing dashboard is a part of ITOM Licensing application. See also OTM Licensing
Dashboard at All > OTM > > OTM License > OTM Licensing Dashboard.

Role required: sn_itom_license.reader

Access the Assessment dashboard

Ensure that you have an sn_itom_license.reader role to access the ITOM Licensing Dashboard
located at All > ITOM License > ITOM Licensing Dashboard.
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ITOM Licensing dashboard

Visiblity  Health  HUA  Cloud sccelerste  Discovery  Optimization  DEX  Obwerwability

REREEND
."IJ.‘I
."‘/ - . !
Use cases

As an example of how people in your organization would use this dashboard, see the following
use case.

Dashboard use

sn_itom_license.reader Validate the resource usage for different ITOM products.
Report the cases where the organization exceeded the
number of purchased subscription units for specific
resources.

() Note: ServiceNow applications refer to devices and applications that comprise a service
instance as configuration items (Cls).

Data visualization

The dashboard includes the following visualization:

Source table Description
- § ITOM Licensing
« ITOM Visibility Cl Counts The first area displays
« ITOM AlOps [itom_lu_ci_counts] the daily raw resource
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Usage Type Source table Description

« Health Log Analytics and UsageAnalytics counts that include

Counts for Tables all the detected
« ITOM Cloud [usageanalytics_count] resources before
Accelerate sorting them into

specific Cls. Hover

« ITOM Discover
y over the bars to see

* ITOM Optimization the table of resource
« ITOM Digital End- types. Each type
User Experience is shown with an
(DEX) absolute number of
. resources and a share
* ITOM Setrvice that it takes among

The second area
displays bars

that represent
Subscription units
counts for different
licensable categories
for the last 120 days
per ITOM application.

The dashboard also
displays the brown
line that represents
the Usage Analytics
counts table. This
count is based on
average consumption
of subscription units
for the last 90 days
using SU ratios where
one server, three
PaaS resources, three
containers, or one
unresolved monitored
object equal 1 SU.

Hover over the
vertical bar in the
Subscription units
area for the desired
day to open the
Available Cls list.
The table shows
each Cl category
included in the daily
Cl count, along with
the absolute number
of resources and the
share that it takes
among others.

The third area shows
which version of the
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Usage Type Source table Description

ITOM Licensing is
used on the instance
each day. It helps
explain spikes in
count every time

the new version is
installed.

License Report form

Description of the fields on the License Report form.

License Report form fields

Cl Category Grouping of Configuration Items (Cls) in each application
based on shared characteristics or attributes.

Domain Domain to which the ClI belongs.

Total Count

Average of 90 daily counts of Cls categorized by Cl types,
within each ITOM application.

@ Note: The total count adheres to the above
definition only if the Aggregated condition in the
filter is set as true. When the Aggregated condition
is set as false, the total count represents the daily
count for a specific application and category on that
day.

Subscription Unit Ratio Number of Cls in a specific category that need a
subscription.

Total Subscription Units Consumed
Total number of subscription units consumed by ITOM

applications within a specific timeframe.

The licensing module calculates this number by using the
subscription units ratio with the count of Cls in each ClI
category.

Total consumption of subscription units by the
application and all ITOM applications.

Appears highlighted under Total Subscription Units
Consumed.

ITOM Store upgrades

To be able to use ITOM at its full capacity, you can deploy the latest out-of-band upgrades from
the ServiceNow Store. Learn about features and enhancements available out-of-band.
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What are store upgrades

The ServiceNow Store regularly releases new applications and updates to applications that

are created by ServiceNow. Each application may be on a different release schedule and may
be out-of-band, meaning that the application is not specifically tied to a family release. If you
already have a particular Store application, you can download the latest version to enhance your
existing experience with ServiceNow Store products. Since different features are available or
enhanced each time an application is released in the Store, the content and features available in
a particular release are indicated by version number in the documentation.

Request apps on the Store

Visit the ServiceNow Store & to view all the available apps, and for information about submitting
requests to the store. For cumulative release notes information for all released apps, see the
ServiceNow Store version history release notes &.

List of store upgrades

« Agent Client Collector

« Certificate Inventory and Management

« Discovery patterns

« Firewall Audit and Reporting

« CMDB CI Class Models &

« Health Log Analytics

« Performance Analytics Content Pack for Cloud Resources

« Application service readiness dashboard in configurable workspace

¢ ITOM Cloud Accelerate

Now Assist for Setup (ITOM)

The Admin Home page provides a centralized workspace for managing, monitoring, and
configuring your ServiceNow instance. From a single view, administrators can access product
setup, track operational health, and stay informed about instance status and Al readiness.

The Manage your products section organizes your licensed ServiceNow products into dedicated
spaces for focused setup and configuration. Select any product family — such as Core Business
Suite, IT Operations Management, Customer Service Management, or Now Assist — to access
tailored administrative tools and overviews.

SErviCeNOW Al Favorites  History Workspaces  Admin ( ) Q search

Welcome to Admin Home!

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

Manage your products
Spaces for each product family for focused setup and management. Learn more
() N . 'y . e Customer Service .
¢ Core Business Suite IT Operations Management Now Assist
. Management
Create service desks for HR, Finance, Legal, Automate and streamline the operational Centralize interactions, automate workflows, Speeds up user workflows powerful Al
Procurement, Facilities, and other core teams. management of IT infrastructure, application... and deliver seamless customer support capabilities with in-context answers and...
((View product overview ((View product overview | ((View product overview | ((View product overview
Seemore (1) v
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The shared admin dashboard surfaces real-time operational metrics so you can monitor the
health of your instance at a glance. Key indicators include open incidents, request items,
problems, pending approvals, change activity, and your hardening compliance score.

Track what’s important to you

Shared admin dashboard - B

Open incidents O Open request items O Problems Hardening compliance score

® &) 0 91%

No data available.
No data available.

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

There is no data for the selected criteria. Update the configuration or wait for data to become available for the current selection.
become available for the current selection.
Changes i Customer Actions @ i
Open P1 incidents o) 3 Aging incidents over () i Reque