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Conversational Interfaces

Enable users to engage with live agents, virtual agents, or both using ServiceNow®
Conversational Interfaces. You can also use generative Al skills in your conversational
experiences. These interfaces provide tools for creating and managing optimal conversational
experiences for users in the chat channels that they prefer.

Get started with Conversational Interfaces

Select a tile to get started with one of Conversational Interfaces products.

Conversational
Interfaces Admin console

3

Explore, implement,
and maintain your
Conversational Interfaces
using a home-page or
console experience.

Agent Chat

Streamline the agent and
requester chat experience
and enable managers to
monitor and assist agents.

Virtual Agent and
ServiceNow Otto
for Virtual Agent

Use large language models
(LLMs) to create a natural-
language conversational
experience that can
improve the success of

your self-service workfows.

Sidebar

Aol

Enable agents to
collaborate with others
on Workspace records.

Conversational
integrations

Bring ServiceNow
Otto for Virtual Agent
conversations to popular
messaging applications.

Advanced Work
Assignment

A,

Automatically assign
work items to your
agents, based on their
availability, capacity,
and optionally, skills.
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Additional Resources

Manage and enhance
your Conversational
Interfaces experience

Conversational Interfaces Console

Explore, implement, and maintain your Conversational Interfaces using a home-page or console
experience. All the settings and configurations you need to set up and launch your interfaces,
such as Virtual Agent and Agent Chat, are consolidated in the ServiceNow® Conversational
Interfaces console.

Get started
Explore Install
Learn about the Conversational Interfaces Install Virtual Agent and
Console concepts and features. pre-built conversations.
Configure Reference
Select conversation settings for Virtual Gel technical information about records
Agent, Agent Chat, and Sidebar in the Interactions table and data

management in Conversational Interfaces.

Exploring Conversational Interfaces Console

The Conversational Interfaces applications enable your users to engage with live agents, virtual
agents, or both. These interfaces provide tools for creating and managing optimal conversational
experiences for your users, in the chat channels that they prefer.
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If you are new to Conversational Interfaces and haven't implemented or used Virtual Agent
yet, you can access the Conversational Interfaces Console application to explore all available
features.

For existing users, you can access the Conversational Interfaces console application to discover
added enhancements or advanced-level features.

Conversational Interfaces console advantages

Implement Conversational Interfaces to support your users with virtual and live agents through
the chat channels they prefer. Increase the productivity of your IT organization by deflecting

the more common, easier to resolve user issues, to a 24/7-available Virtual Agent bot. The
Conversational Interfaces console makes it easy for you to quickly get started and work towards
achieving positive outcomes with your implementation.

Navigate through an intelligent experience that is uniquely tailored to where you are as a
Conversational Interfaces user. The Conversational Interfaces console is ideal for first-time users
who have never installed or configured Conversational Interfaces, to the most experienced user
looking to expand full capabilities and maintain existing implementations.

Conversational Interfaces console provides the following features:

« Guided experience modules that walk you through essential tasks, such as adding your bot to
a portal, branding and customizing your bot, setting up bot greetings, collecting metrics, and
more.

« Access to helpful resources and videos to help you plan your virtual or human agent
conversational experience.

« General settings for both Virtual Agent and Agent Chat, as well as settings specific to each
application.

« Bot performance metrics for recent conversations.

« Progress panel that shows you what has been configured on your instance.
Navigate to All > Conversational Interfaces > Home to start exploring its features.

o Note: The Conversational Interfaces console is also available in the Omni-Experience
Standard Feature Set app from the ServiceNow Store. Existing customers don't need to
install it from the store. However, subsequent updates will be available there. Visit the
ServiceNow Store B website for more information. For cumulative release notes information
for all released apps, see the ServiceNow Store version history release notes @.

Channels in Conversational Interfaces

The various ways in which your end users engage with virtual and live agents are called
channels. In Conversational Interfaces, users and agents converse through channels that have
specific communication modes: chat mode for real-time conversations and messaging mode for
long-running conversations.

Conversation channels provide your end users and agents with different options for interacting.
These options are based on when your users and agents are available to connect, and the chat
applications used in your business environment. There are two types of channels: chat channels
and messaging channels.

Chat channels

Chat channels support two-way conversations in real time. These conversations may involve a
user and a live agent or a user and a virtual agent. This mode of conversation is synchronous,
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and the user is guaranteed a response. Supported chat channels let your end users and agents
interact based on the chat applications (clients) that they’re using and when they’re available to
connect.

The following channels are supported for synchronous chat:

« Service Portal (mweb) chat widget

« Mobile web (mweb) client

« (Legacy) Conversational Integration with Alexa

« Conversational Integration with Apple Messages for Business
« Conversational Integration with Google Chat

» Conversational Integration with LINE

« Conversational Integration with Microsoft Teams

» Conversational Integration with Slack

» Conversational SMS Integration with AWS End User Messaging
« Conversational Integration with WhatsApp (powered by Twilio)

« Conversational Integration with WhatsApp (WhatsApp Cloud API)

Messaging channels

Messaging channels let end users and agents communicate over longer periods of time,
especially when one party isn’t online. This mode of chat is asynchronous and happens at the
parties' convenience.

When your end users and agents must communicate over longer periods without being online
concurrently, pre-built messaging channels let them chat asynchronously, at their convenience.
The following channels are available for asynchronous chat:

» Mobile web (mweb) client: Configure this channel for iOS, Android, and desktop devices for
asynchronous chat

» ServiceNow Otto panel &: Used by ServiceNow Otto panel &.

« SMS channel: Used by Conversational SMS Integration with Twilio

Messaging Channels table

Messaging channels are defined in the Messaging Channels table [sys_cs_channell. If you're
using the custom chat integration framework to create custom chat integrations, you can specify
the channel mode for those integrations—either chat or messaging. For channels such as the
mweb channel, you can choose either chat or messaging as well.
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Configured channels for an instance

Y &I Messaging Channels | Name = | Search {@ | Actions on selec

(D You can use the channels that are preconfigured in your instance or add a new one

All
[] 2 Name = Type Opted in all topics by default Secure
Al Agent Chat true false
Al Agent A2A Channel Chat true false
Al Agent Background Chat true false
Al Voice Agent Phone false false
Alexa Chat false false
Amazon Connect Phone false false
Bot to Bot Chat true false
CC Voice Phone false false
Contact Center Phone false false
Facebook Messenger Messaging true false
Google Assistant Chat false false
mweb Chat true true
MNASS Chat true true
MNow Assist Panel Chat true false
Slack Chat true false
SMS Messaging false false
Teams Chat true false
Teamns Copilot Chat true false
Workplace Chat true false

Live agent support by channel

Not all channels may be suitable for live agent support. For example, you may want to disable
support for the Bot-to-Bot and voice channels. Live agent support is enabled by default, but
admins can change this setting in the Messaging Channels [sys_cs_channel] table. For details,
see Disable live agent support for a channel.

Agent Chat messaging features

The Conversational Interfaces channels offer basic features that make it easy for your users and
agents to stay connected:

» Message indicators that inform your users of new and unread messages received when they're
away from chat or when they’ve been offline.

« Typing indicators that show a chat participant is responding.

« System messages, displayed to users and agents that provide information about the
conversation state.

« Secure handling of sensitive data, such as passwords or account numbers. This data is
masked when users enter the information, and it cannot be viewed by others.

« Automatic closing of idle chat or messaging conversations.
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New and unread message indicators for Agent Chat

End users receive new message indicators on chat and messaging channels when they're
offline. Users can be anonymous (guests) or known (authenticated). The unread message count
is displayed on the chat widget.

In asynchronous chat, the unread message count reflects the number of any offline messages
sent by a live agent and any simple notifications received.

Message indicators are displayed as follows:

« There is no limit on the number of unread messages. Up to 50 unread messages can be
viewed at a given time. Messages can span multiple conversations, either open (current) or
closed (past) conversations.

« When users open the chat client, they’re shown the last message received. They can scroll up
or down to read the unread messages, as directed by the New messages above button or New
messages below button.

« A new messages separator line is displayed between the read and unread messages.

» When a user closes and reopens the chat window, the messages displayed are considered as
"read" even though the user might not have reviewed them.

Agent Chat system messages

During active conversations with live agents, certain system messages inform users and
agents about the conversation state. For example, if a user is engaged in live chat, but doesn’t
respond within a certain amount of time, a conversation timeout message is displayed: The
conversation is timing out, are you still there?

You can change base system messages by editing their related system properties in Chat
Settings in the Conversational Interfaces console.

Using Asynchronous Chat in messaging channels

Enable your organization or brand to maintain constant engagement with end users. With
Asynchronous Chat, your agents and end users can participate in long-running conversations
without being online concurrently. Agents can also proactively contact users whenever there is
useful information to share, such as important alerts or updates.

With Asynchronous Chat, end users and agents can engage in conversations that might span
several hours or even days. These conversations run on messaging channels that allow your
users and agents to communicate at different times and to resume conversations where they left
off. Users can respond at their convenience and are no longer limited to working with agents only
during customer support hours.

Long-running conversations are supported on channels that are designated as messaging
channels in the Messaging Channel [sys_cs_channel] table. Messaging channels provided with
your base system include the SMS channel, which is used by the ServiceNow Conversational
SMS Integration with Twilio app and the ServiceNow Conversational SMS service channel app.

Starting with the Rome release, you can also configure the web (mweb) channel, which includes
the iOS, Android, and desktop devices, as a messaging channel instead of a chat channel. For
configuration details, see Configure asynchronous chat for the web channel.
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o Note: The web chat and mweb channels are the only channels that support both chat and
messaging mode, depending on your need. Web chat can only be set up in one mode on
any given instance. The Asynchronous Chat feature specifically refers to the mweb channel
in messaging mode.

Requirements

Asynchronous chat requires certain plugins and ServiceNow applications from the ServiceNow
Store.

Plugins and ServiceNow apps required for asynchronous chat

Plugin or ServiceNow app Description

Glide Conversation Server Enables Virtual Agent functionality handled by the Conversation
) Server, including conversation settings and the Virtual Agent chat
[com.glide.cs] widget plugin (com.glide.cs.sn-va-web-client-app).

The Conversation Server is included with Virtual Agent Lite,

which is provided with your base system. For full Virtual Agent
functionality, see Activate Glide Virtual Agent, which is available by
subscription.

Conversational Messaging
Enables features for conversational messaging, such as

[com.glide.messaging.awa] messaging actions in Workspace.

For details, see Activate Conversational Messaging.

Now Mobile app
Enables users to submit incidents and requests, manage tasks,

(Version 12.2) and request help from Agent Chat (and Virtual Agent if using
Virtual Agent).

End users install the Now Mobile app for iOS or Android systems
from the Apple App Store or the Google Play store, respectively.

Agent-initiated Messaging

Interface Supports agent-initiated conversations in messaging
channels. This ServiceNow app, available from the ServiceNow
(Version 3.0) Store @, also installs the Conversational Messaging plugin

(com.glide.messaging.awa).

How Asynchronous Chat works
Asynchronous Chat provides various features to help you improve the conversational experience
for your users and agents, such as:

« Message indicators that inform users of new and unread messages received when they're
away from the chat window or when they've been offline.

« System messages, displayed to users and agents, that are tailored to either messaging or chat
channels.

« Idle conversation timeout period that admins can adjust for messaging channels, as needed.

« Proactive messaging capability that enables agents to initiate communication with users
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The following sections explain how these features work for Asynchronous Chat.

New and unread message indicators

End users can receive messages on a messaging channel, even when they're offline. Users can
be anonymous (guests) or known (authenticated). The unread message count is displayed on
the chat widget. The unread message count reflects the number of any offline messages that
were sent by a live agent and any simple notifications received.

Unread message count and new message indicators

« There is no limit on the number of unread messages. Up to 50 unread messages can be
viewed at a given time. Messages can span multiple conversations, either open (current) or
closed (past) conversations.

« When users open the chat client, they land on the very last message received. They can scroll
up or down to read the unread messages, as directed by a New messages above button or
New messages below button.

« A new messages separator line displays between the read and unread messages.

« When users close and re-open the chat window, the messages displayed are considered as
"read" even though users might not have reviewed them.

System messages

Certain system messages that are displayed to users and agents in chat mode are not applicable
in messaging mode, and are suppressed as needed. The following table identifies system
messages that are displayed or suppressed, depending on the mode.

System messages displayed in messaging and chat modes

Messaging mode (web and

mobile) Chat mode

System message

X has closed the support session. Displayed Displayed

[Displayed when either the agent or user
closes the chat session]

The support session was closed. Suppressed Displayed

[Displayed when the chat session was not
closed by the agent or user]

X has entered the chat. Suppressed Displayed

Thank you for contacting support. | am Displayed Displayed
looking into your question and will be with
you shortly.

The conversation is timing out, are you still Suppressed Displayed
there?

[ Controlling idle live chat

sessions controlled by the
com.glide.cs.idle_chat_reminder_message
system property]
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Idle conversations and messaging actions in messaging channels

In chat channels, the default idle conversation timeout period for Virtual Agent and Live

Agent conversations is two hours (7200 seconds). However, for Live Agent conversations in
messaging channels, certain messaging actions are automatically applied, which affects how
idle conversations are handled. In messaging channels, when a requester hasn't responded to
an agent message within two days, the conversation state changes to Closed Abandoned and
the message is closed. For more information on messaging actions, see Configure messaging
actions.

As admins, you can override the conversation idle timeout period per channel by setting the
value in the Conversation Idle Timeout field in the Messaging Channels [sys_cs_channel] table.
For details, see Override the conversation timeout period by channel.

Proactive messaging

Using the Agent-initiated messaging interface, agents can proactively communicate with end
users to share relevant or helpful information. When agents initiate messaging from the mweb
channel in Asynchronous Chat, your users have the option to respond immediately and engage
in a two-way conversational experience. Proactive messaging with the mweb channel has the
following capabilities:

« Compose Message feature that agents use to create and send messages to selected users.
Messages can contain links and file attachments.

« When a user replies to a message, the ongoing interaction context is retained, providing the
agent with the information needed to maintain the conversation.

Agent-initiated message on mweb channel

a4 heliofrom agent

Agent has closed the support session

a  hello from agent

For more information on agent-intiated messages, see Install agent-initiated messaging interface.

End user experience in live agent conversations

When a user starts the chat widget after having received offline messages from a specific agent,
for example Agent A, the conversation is in Live Agent mode:
© 2026 ServiceNow, Inc. All rights reserved. 13
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« If Agent A is available, the user can resume the conversation with Agent A.

« IF Agent A is not available, but Agent B is, depending on the agent reassignment settings, the
chat window displays Agent B's name and avatar and the conversation resumes.

« If no agents are available, the conversation is routed to an agent based on the Queue Max Wait
Time. If there isn't a wait time, the conversation waits until an agent becomes available.

Configure asynchronous chat for the web channel

Set the chat widget as a messaging channel for asynchronous chat.

Before you begin
Role required: virtual_agent_admin or admin

About this task
The base system web channel, mweb, is automatically configured as a chat channel for web and

mobile clients. To use the web channel as a messaging channel, change the channel Type in the
Messaging Channel [sys_cs_channel] table.

Procedure

1. Navigate to All and in the Navigation filter, enter sys_cs_channel.list.

2, In the Messaging Channel form, select the mweb record and double click the Type field.
3. Change the Type to Messaging.

4. Save the value.

Resulit
The mweb channel is set to messaging mode. To help manage long-running conversations, the
system automatically performs certain messaging actions in messaging mode:

» Requester message without agent response (agent experience): If an agent hasn't responded
to a requester within 30 minutes, the agent receives a reminder that a message from an end
user needs a response.

« Agent message without requester response: If a requester hasn't responded to an agent
message after two days, the conversation state in the Interaction record is automatically set to
closed abandoned.

For more information on messaging actions, see Configure messaging actions. For details on
Virtual Agent and Live Agent idle conversation timeouts and conversation states, see Closing
Virtual Agent and Agent Chat conversations and Virtual Agent interaction records.

Configuring Conversational Interfaces

You can use the Conversational Interfaces console and the Chat Settings option in the Home
page to explore and configure general chat functionality and set up Virtual Agent and Agent Chat
features.

Configuring Conversational Interfaces

Use the cards on the Conversational Interfaces console to set up features for Virtual Agent and
Agent Chat. The cards automatically sort each time you visit and unaddressed features appear
first.

For more information, select the question mark at the top right. This opens a contextual help
panel.

© 2026 ServiceNow, Inc. All rights reserved. 14
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Chat configuration cards

Card

Create a Virtual Agent with Now Assist, using
an LLM model and generative Al skills.

N Create a Virtual Agent with LLM

Build a Virtual Agent using Now Assist, which uses an LLM model and generative Al skills.  Leam more. Get started

Monitor your Now Assist in Virtual Agent

Monitor your Now Assist in Virtual Agent

d [ tomee ssstas |
+ Manage the performance of existing LLM Virtual Agent that were created with Now Assistor | View performance

create anew one.

Automate »

Set up Al Search

Define your bot's search experience so users can easily find answers
to their questions in your knowledge and catalog content.

Status -

|. 7 Set up Al Search

© 2026 ServiceNow, Inc. All rights reserved.
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Feature

To create a virtual agent
using Now Assist, select
Get started to display the
Assistants screen. For
more information, see
Assistants overview.

To view Virtual Agent
analytics for existing LLM
virtual agents, select View
performance. For more
information, see (Legacy)
Conversational Analytics
dashboard in Platform
Analytics experience.

To manage existing LLM
virtual agents, select
Manage assistants to
display the Assistants
screen. For more
information, see
Assistants overview.

Set up Al Search

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.

Description

Give your users
the power to
search for answers
to their questions
or solutions to
their requests by
adding Al Search
to your Virtual
Agent bot.
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Chat configuration cards (continued)

Card Feature Description

Brand your Virtual Agent ~ Customize your
Virtual Agent bot
by selecting the
colors and icons,

o and add a logo

&) that reflects your
company’s portal.

Customize X

Brand your Virtual Agent

Make your Virtual Agent (VA) your own by editing the
chat window logo, VA avatar, company colors, and more.

View brand settings

Integrating Virtual Agent  Add your Virtual
with messaging apps Agent bot to other
channels, such as
a Conversational
- I‘"I . Integration with
Slack or Microsoft

a4
n @ Teams.
S

Integrate 4
Add your VA to other channels

Connect your Virtual Agent (VA) to other channels -
Microsoft Teams, Slack, Workplace, and more-to give
your users even more ways to chat.

' View channel settings

Set up Agent Chat Connect users to
live chat support
in the chat client
they are using.

Escalate w
Set up Agent Chat

=
10

You can configure the Agent Chat settings to connect
users to live chat support in the chat client.

View Agent Chat settings

® QO >
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Chat configuration cards (continued)

Card Feature Description
Setting up Sidebar Provide live agents
Caollaborate N . . pod Wlth a Way to
Boost agent productivity with Sidebar collaborate with
others while

they work on a
Workspace record.

“ o

With Sidebar, your agents can collaborate in real-time to
resolve user's issues faster and more thoroughly than

ever before.
View Sidebar Settings
Language detection Enable a
Customize _ _ % and dynamic machine combination
SetUp Dynamic Translation for VA translation in Virtual Agent = of language
in enhanced chat detection

d hi
'y gt
- Virtual Agent to

m ' H a improve the chat
experience for

diverse users.
Dhwnamic Translation boosts Virtual Agent (VA) support
by translating chats using the machine translation service
provider of your choice.

Assistants

The Assistants screen appears when you select the Assistants tab on the Conversational
Interfaces home screen.

Chat settings

The Chat Settings tab opens with the General tab selected. This tab contains general settings
that apply to all Conversational Interfaces applications. The currently installed plugins and
available plugins that you can activate are listed as links. Select a link for more information or to
start an activation process.

The Virtual Agent, Agent Chat, and Sidebar tabs in the left navigation pane open configuration
settings pages for each application.

© 2026 ServiceNow, Inc. All rights reserved.
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Home Assistants Settings Analytics

I General
Virtual Agent Manage features that apply to both Virtual Agent and Agent Chat
Agent Chat Display options
Sidebar Branding Branding profiles (8)
Determine how you want the chat client and chat experience to look depending on where it View all
shows up. —

Message preview & OFF
Show previews of unread chat message text, links, cases, knowledge cards, images, and more. A

Public Access © OFF
Enable public access to the Virtual Agent web client in portals. WL

For more information about these settings, see the following topics:
» General settings

« Virtual Agent settings

« Agent Chat settings

« Sidebar settings

General chat settings
Use the Conversational Interfaces Console to set up the basic chat features shared by Virtual
Agent and Agent Chat.
General chat settings
Display options
Branding Branding your chat client
Message preview Enable message preview on the chat widget
Public access Enable public access to the chat widget

Channels and routing

Channels Integrating Virtual Agent with messaging apps.
Context variables Configure context variables for storing chat-related
information

System actions

System messages Change Virtual Agent and Agent Chat system
messages

Branding your chat client

Customize your chat interface with your own brand, including company logo and bot avatar, Ul
color schemes, fonts, and the chat support menu displayed to your users.

() Note: The chat widget is only accessible to authenticated users by default. To enable
unauthenticated users to access the chat widget, enable Public access in Conversational
Interfaces > Settings > General. For more information, see Enable public access to the chat
widget.
© 2026 ServiceNow, Inc. All rights reserved. 18
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Multiple branding configurations

You can create any number of branding configurations for an instance. These branding
configurations apply to the web chat and mobile clients and don't apply to the Conversational
Integrations for Slack, Microsoft Teams, Workplace by Facebook, and Facebook Messenger.

Note: Branding for bots in the Conversational Integration with Microsoft Teams is
available through the Microsoft Teams app customization feature. For details, see MS
Teams branding for the conversational integration @ in Now Community. For information
about branding bots in Slack, see Configure branding for your Virtual Agent bot in Slack.

The default branding configuration includes the Virtual Agent bot, which has a ServiceNow
avatar. If you want additional branded bots, create a user profile for each bot in the User
[sys_user] table. Give your bot a unique user ID, name (for example, Acme), upload the photo
(image) for your bot avatar, and make your bot active. For details on adding users to your
instance, see Create a user @.

Once created, you then select the bot to be used in a configuration. A branded bot can be used
in a single configuration or in multiple branding configurations.

Supported branding items

Conversational Interfaces provides a default branding configuration that you can customize.
To change the default configuration, create other branding configurations, or modify the chat
(support) menu, gather and prepare the following files and information:

Organization images

Images of company logos to be used in your chat windows. If you're using Virtual
Agent, the images of avatars to be used for branded bots.

Images must be in .jpg, .png, .bmp, .gif, .jpeg, .ico, or .svg file format. The images can
be high resolution, but the image display is scaled based on the aspect ratio. Keep
in mind that if chat is run in its own browser window, a thumbnail of the branding
logo displays automatically in the browser tab.

Colors and fonts

Colors and fonts used for the various user interface items, such as chat bubbles,
buttons, and notifications displayed.

If you want to change the color of interface items, determine the Hex number or
RGBA color for those items. When you specify the Hex or RBGA colors during
configuration, you can immediately see your changes in the example chat window.
To learn more about Hex numbers and RGB color specifications, see HTML Color
Names (W3CSchools) &.
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Ul items in the chat window

1 0 Now Support ! 2

Hi, I'm your Virtual Agent. Let me
know how | can help you today.

What's your issue or request? Or
take a look at what | can help " 4

3 ._)® with.

5 m— help €«—— 6

7 P Just now

Here are the results you may find g 8
helpful

@ ———> Change Password
Password Reset «— 10

I need more help...

@ Ask something else...

M —>

1. Logo and chat header
2, Menu icon
3. Avatar
4. Bot bubble
5. Chat background
6. User bubble
7. Timestamp
8. Category background
9. Link text
10. Button background
11. Input background

Chat menu items

Contact information for your support organization, such as support call hours, call
center support phone number, and support email address. You can customize
information in the support menu by adding or changing menu items, including the
text and icons displayed. You can also control the visibility of the menu items (show
or hide menu options).

You can also change the default menu icons or add icons for new menu items. The
icons must be in .svg file format. For better resolution, use a single-color icon.

© 2026 ServiceNow, Inc. All rights reserved.
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1 -—LComact Support

Call Support (Daily 5AM &— 3
2= k - 11 PM)

Send Email to Customer

Support
"I Disable audio notifications - 4
Motifications 5
h
1. Menu title

2, Menu icon

3. Menu label

4. Audible alert enabled for Virtual Agent chats
5. Notifications turned off for chats

6. (not shown) Wait time display if a live agent is available

Related topics

Customizing a Virtual Agent chat experience

Create a user for a branded bot

The default branding configuration includes the Virtual Agent bot, which has a ServiceNow
avatar. To create a new bot with your own branding, create an active user profile for the bot and
link it to a Live Profile.

Before you begin
Role required: admin

About this task
If you want to create branded bot, create an active user profile for each bot in the User [sys_user]

table. Then create a bot profile record by adding this user to the Live Profile [live_profile] table.

Procedure

1. Create a user @ for the bot.
Include an image (avatar) for your bot when you create the user. Also ensure that the user is

active.
2, Navigate to All, and then enter 1live_profile.list inthefilter.
3. Select New.
4, On the form, fill in the fields.
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Field Description

Name Unique name for the bot profile.
Type Type of live profile. Select User.

Document Table associated with the profile.

a. Select the Search icon &.
b. In the Select the document dialog box, specify the following information:
* Table name: Select User [sys_user].
= Document: Select the name of the user you created for the bot.
c. Select OK.
Photo Image (avatar) for the bot profile.

Description Text that describes the live profile.

5. Select Submit.

Resulit
You can associate the bot profile with a new branding configuration. For details, see Set up your

Virtual Agent bot's branding.

Set up your Virtual Agent bot's branding

Create different Virtual Agent branding configurations for the various organizations that use your
instance. These configurations apply to the web-based chat and mobile clients only.

Before you begin
Check for updates and improvements to the Omni-Experience Standard Feature Set application

on the ServiceNow Store.

() Note: Branding for bots in the Conversational Integration with Microsoft Teams is
available through the Microsoft Teams app customization feature. For details, see MS
Teams branding for the conversational integration B in Now Community. Branding for bots
in Slack is available as well. For details, see Configure branding for your Virtual Agent bot in
Slack.

Role required: virtual_agent_admin or admin

Procedure
1. Navigate to All > Conversational Interfaces > Settings.
2. Under the Display Options section, select View All next to Branding.

3. Select New to create a branding configuration or select the branding configuration record to
be updated.

4. On the form, fill in the fields.

Label Description
Branding name Name of the branding configuration.
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Label Description

Create a new branding configuration or select one of the
available choices. For the Brazil release, the choices include:

o Coral Light
o Polaris-Dark
o Polaris-Light

Chat Header Text string that identifies your company or organization in the
chat window header. For example: Acme Support.

Minimum delay between bot  Minimum delay, in milliseconds (ms), that occurs between

messages (ms) bot responses. The default delay is 500 ms.

Minimum delay before Minimum delay, in milliseconds (ms), that occurs before

displaying typing animation  showing the animation ellipsis indicating the bot is

(ms) processing user input.

Menu Title Name of the support menu. The default title is Contact
Support.

Branding key Read-only sys_id of the configuration, which reflects the

Branding name you entered. The key is in lower case letters
with spaces replaced by underscore characters.

Button Selection Text Font color of the New messages above or New messages
below buttons.

Bot Profile List that opens the Live Profile form to select or create a new
bot user profile, which includes the bot picture (avatar). This
bot picture appears in the chat messages.

o To review and edit the Virtual Agent or ServiceNow Otto bot
profile, select the information icon.

» To change the bot picture or description, select Edit
record in the message at the top of the page.

= In the Live Profile form, modify the fields and select
Update.

o To choose or change the bot for the configuration, select
the search icon and select the Bot Profile field. Choose the
bot profile that you created in a previous step.

Chat Header Logo Logo image that displays in the chat header. If live chat is run
in a browser window, the logo also displays in the browser
tab. The chat header logo is set to 42x42 pixels, and the chat
message logo is set to 24x24 pixels. An uploaded image that
is smaller than these dimensions will appear stretched. A
larger image will be scaled down.

o To add a logo, select Attach Image and use the file finder
to choose the image.

o To change the logo, select View image. From the file finder,
select the new logo file and select OK. The updated logo
displays below this field.

o To remove the logo, select the trash icon. The file is
immediately deleted.

© 2026 ServiceNow, Inc. All rights reserved. 23
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.

Description

Enable showing the 'New
Messages Below' or 'New
Messages Above' notification

Select this option to display notifications for new messages
below or above your current view of the chat.

General > Branding Settings > Default Branding

Default Branding

Edit the chat diient color and logo so that it reflects a branded experience that is customized to your company.
Branding name
Default Branding

Chat Header «

Now Support

Baanding key

default_branding

Bat Profile

Virtual Agent

Save

Minimum delay between bot messages (ms)

Minimum delay before displaying typing animation (ms)

Menu Title »

Contact Support

Chat Header Logo

E3 View image

You can adjust the color, icans, and fonts of the chat client to create an experience that matches your brand.

Colors lcons Fonts
Item Color (hex) @ Now Support ]
Chat Window
Hi, I'm your Virtual Agent. Let me
Chat Header Background W #032D42 e Sy
Chat Background #FFFFFF
Maaru loon SFFFFFF What's your issue or request? Or
take a look al what | can help
Chat Header Font #FFFFFF e with.
Input Background #FFFFFF 16 minctea aga
tes aga
Chat messages
help
User Bubble Background #BDDEE7
Agent Bubble Background #FSFEF7 Just now
Bot Bubble Background #FSF6F7 Hare are the resuits you may find
ful
Link m #113A82 releld
Butten Background #FFFFFF o
Motification Background #efeffd
Menu ltems m
lcon Label Type Value

Send Email to Customer Support Email support@example.com

Contact Live Agent Chat

Call Support (Daily 5AM - 11 PM) Phone 1-800-555-5555

5. Select Save.

From here, you can adjust the color, icons, and font type and size of the chat client to match

your brand. For example, you can:
o Change the color of items
© Customize the icons

o Customize the fonts used in the chat

6. To change the color of items in the chat window, select the Colors tab.
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Colors lcons Fonts

Item Color (hex)

Chat Window
Chat Header Background [ | ‘ #032D42 ‘
Chat Background ‘ #FFFFFF ‘
Menu Icon | #FFFFFF \
Chat Header Font | #FFFFFF \
Input Background ‘ #FFFFFF ‘

Chat messages
User Bubble Background ‘ #BDDEEV ‘
Agent Bubble Background ‘ #FS5F&F7 ‘
Bot Bubble Background ‘ #F5F6&F7 ‘
Link m | #113A82 \
Button Background ‘ #FFFFFF ‘
Motification Background ‘ H#HESF2Fé ‘

o s o m | sana7aa |

Select an item and specify the Hex or red blue green alpha (RGBA) colors you want to use for
that item. When you do so, the example chat window shows a preview of your changes.

Customize color for each item

Label Description

Chat window
Chat Header Background
Chat Background

Menu Icon

Chat Header Font

Input Background

Chat messages

User Bubble Background
Agent Bubble Background
Bot Bubble Background
Link

Button Background

Notification Background

User Bubble Font

© 2026 ServiceNow, Inc. All rights reserved.
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Background color of the chat header.
Background color of the chat window.

Color of the menu icon, which provides user options to end a
conversation or contact customer support.

Font color of text in the chat header.

Background color of the user input bar.

Background color of the user chat bubble.
Background color of the live agent chat bubble.
Background color of the bot chat bubble.

Color of links presented in the conversation.
Background color of buttons used in the conversation.

Background color of Virtual Agent notifications delivered in
the web chat client.

Font color of text in the user chat bubble.
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Label Description

Agent Bubble Font Font color of text in the live agent chat bubble.

Bot Bubble Font Font color of text in the bot chat bubble.

Link disabled Color of links turned off in the conversation.

Notification Text Font color of Virtual Agent notifications delivered in the web
chat client.

Others

System message Color of general system messages displayed in the
conversation.

Category background Background color of the heading above a list of topics.

Separator Color of the dashed line that separates each conversation in
the Preview window.

Time Stamp Color of the timestamp displayed when significant activity
occurs during a conversation, such as a record being
created.

Category font Font color of text in the category heading.

Loading Animation Color of the animated dots that indicate the system is

processing information.

7. To customize the chat icons in the chat window, select the Icons tab.

Colors lcons Fonts

Item Default Custom

Main chat window

Start conversation - Add
End conversation = Add
Support options — Add
Emaiji icon = Add
Send icon

Attachment lcon

Masked Input lcon

SRR AORRRORO
|
£

Unmasked Input lcon
All topics window

Back arrow icon

OA
|
3

Search icon

Support menu

You can customize the icons on four different chat screens: the main chat screen, the all topics
screen, the support menu, and the end conversation screen. Use this tab to do the following:

© 2026 ServiceNow, Inc. All rights reserved.
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o Add a custom icon: Select Add for the icon, and then select Attach image. After choosing
the image file, select Apply.

o Replace a custom icon: Select Replace for the icon. Select the trash can icon to delete the
current image, and then upload a new one.

o Revert to the system default icon: Select Remove for the icon.

@ Note: You can't remove system default icons.

When you specify the icons during configuration, the example chat window shows a preview of
your changes.

(] Note: Unlike other settings on the branding page, icon changes take effect on the chat
widget as soon as you select Apply. Other changes don't take effect until you select Save
at the top of the page.

Valid file formats are .jpg, .png, .bmp, .gif, .jpeg, .ico, and .svg.

8. Optional: Customize the font type and font size.

(Optional) The available branding configurations (for example, Coral Light) are located here.

0 Note: This feature is only available after you've installed and updated the Omnl-
Experience Standard Feature Set to the latest version through the ServiceNow® Store.

To customize the fonts shown in the chat, select the Fonts tab.

To change the font type, choose one of the following methods:

a. Select the fonts you want to use.
From the chat header text drop-down list, select the font you want to use for the header.

Do the same for the chat body text.

You will see an example of the new font.

b. Download the fonts from a URL.
From the Add custom font drop-down list, select From URL, specify the URL, and apply the
changes.

c. Upload the fonts you want to add from an attached file.
From the Add custom font drop-down list, select Upload font, specify the path to the file you
want to attach, and apply the changes.

(Optional) To change the font size for the chat header and the chat body, do the following:
a. From the Font body size dropdown, choose the Regular, Large, or Extra Large font size.

b. From the Font header size dropdown, choose the Regular, Large, or Extra Large font size.

e Note: These changes do not apply to custom controls you have added to the chat
widget. Custom controls must be updated separately.

c. Preview the changes in your chat window on your portal or website.

9. To update the Contact support menu, scroll down to the Menu Items section.
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Menu ltems m
Icon Label Type Value
Contact Live Agent Chat
Send Email to Customer Support Email support@example.com
Call Support (Daily 5AM - 11 PM) Phone 1-800-555-5555

You can change the icons, labels, visibility, and display order of the Email, Chat, and Phone
menu items. You can also add custom options to the menu.

a. In the Menu Items section, do any of the following:
= To edit a menu item, select the record icon.
= To add a new menu item, select New.
= To delete a menu item, select the record icon. In the record, select the More Actions icon

"/, and then select Delete.

For each menu entry; fill in the fields.

Field Description

Label Text string that describes the menu type.
The labels for the default menu types in the Global
application scope are:

= Email - Option that opens the default email. Default label:
Send Email to Customer Support

= Chat - Option for chatting with a live agent. Default label:
Contact Live Agent for Chat type

* Phone - Option that indicates when phone support is
available. Default label: Call Support—(Daily 5AM -
11PM)

The label text can be up to 75 characters in length.

Type Type of menu item. For example, if you're adding a menu
item that is a link to specific information such as a help
page, select the Link Type.

The menu item types are:

= Email: Option for contacting support through email.

= Link: Option for a link to a web page

= Chat: Option for contacting a live agent through chat.
= Text: Option for setting a text string

= Phone: Option for contacting support by phone

Value The menu type value. For example, the Value for Email is
the email address of the support group.

The values for the default menu types are:
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Field Description

= Email: Email address of the support group. For example:
support@example.com.

= Phone: Phone number of your call support organization.

= Email: Email address of your support organization.

@ Note: The chat menu type doesn't have a value.
Visible

Option that makes the item visible in the Contact support

menu.

Clear this option to hide the menu item.

Display default icon Option that indicates the default icon for the item is visible
in the menu.

Clear this option to add, change, or delete a menu icon.

* To add an icon for a new menu item, select View image.
From the file finder, choose your icon file and select OK.
The uploaded icon displays below the Icon field.

= To change anicon, in the Icon field select Update. From
the file finder, select the new logo file and select OK. The
updated Icon displays below this field.

= To remove the icon, select trash icon. The file is
immediately deleted.

Order Number that identifies the sequence in which the item
appears in the Contact support menu. The number 1
indicates that the item is the first option listed in the menu.

Application Global.

b. When you complete the Menu Item section for a menu type, select Save.

10. Optional: Navigate to the Branding table [sys_cs_branding_setup.list], and select the Branding
Name you created.

Note: This step is only applicable if you're configuring an assistant using ServiceNow
Otto for Virtual Agent enhanced chat or enhanced chalt's full-page experience.

a. Select Configure > Form Layout from the Additional Actions icon ( =).

b. Move the following Available fields to the Selected fields, and then Save:
= Search Toggle Button Label
= Enable Unread Conversation Count Display

= | eft Panel Header Label

c. Configure the newly added fields.
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Option to relabel enhanced chat's full-page
Search Toggle Button Label experience from the defaulted Search tab la
bel to this label.

Option to show the unread number of conver

Enable Unread Conversation Count Display sations on the Chats icon

Option to relabel enhanced chat and en
Left Panel Header Label hanced chat's full-page experience from the
defaulted Chats header to this label.

11. Do one of the following to apply the branding configuration:

o Apply the branding configuration to a Service Portal Agent Chat Configuration. In the server
script that passes page and widget data to an Agent Chat (Virtual Agent or Live Agent)
conversation, specify the branding key to be used. Items passed in this script are available
to all pages in the portal. For details on setting up Service Portal Agent Chat, see Add your
bot to a portal.

For example, the following Service Portal Agent Chat Configuration for the Knowledge Portal
uses the chat branding key custom_1.

_  Service Portal Agent Chat Configuration @ = - m
~ Newrecord -
Active B Application @ Global @
* Name @ | KB chat | Public @
Portall(s) @ #* Order | ‘
Server script @ ®@ ID | = |a>“|$§”o§| v | had H @‘@)HD ‘%‘

(funetion($sp) {
return {
live_agent_queue: $sp.getDisplayValue('sp.chat_gueune'),
branding key: 'custom 1°
bi
) ($sp);

() Note: There are other Service Portal Agent Chalt features that you can configure,
such as customizing the Agent Chat button & in your portal. For more information on
customizing the Agent Chat widget in Service Portal, see Configure Agent Chatin
Service Portal &.

o Apply the branding configuration to a destination page. Enter the system parameter
sysparm_branding_key with the branding key in the chat widget URL. For example:

https://<your-instance-name>service-now.com/$sn-va-web-client-
app.do?sysparm_branding_key=acme

In this example, acme is the key of the branding configuration to be used.

o Apply the branding configuration to an embedded chat widget. Enter the system parameter

sysparm_branding_key with the branding key in the URL for the embedded chat
widget. For example:
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https://<your-instance-name>service-now.com/$sn-va-web-client-
app_embed.do?sysparm_branding_key=acme

In this example, acme is the key of the branding configuration to be used.

12. Optional: If you're using Conversation Autopilot with your branded bot, specify the branded
bot name displayed in the chat window during Autopilot sessions by changing system
properties as follows.

a. Navigate to All > Conversational Interfaces > Settings.
b. Under the System actions section, select View All next to System messages.

c. Change the Value field of the
com.glide.cs.autopilot.client_initiated_header system property to
specify the branded bot name instead of the Virtual Agent bot name displayed in the header
of the chat window.

Autopilot header in chat window

@ It seems you have left the conversation

e Hi, I'm your Virtual Agent. Let me know how | can help you today.

@ What's your issue or request? Or take a look at what | can help with,

O Please stand by while | connect you to a live agent
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d. Update the com. glide.cs.autopilot.client_initiated_message
system property to specify the branded bot name displayed to the requester during the
conversation.

Autopilot message during the conversation

Agent has entered the chat.

Thank you for contacting support. | am looking
into your question now and will be with you
A Shﬂl'tl'_l‘f.

Agent has enabled Virtual Agent to help complete this

a  Enteryour full name

Enable message preview on the chat widget

Admins can allow their end users to see a preview of any new or unread messages waiting for
them when the chat window is minimized.

Before you begin
This feature is only available after you've installed and updated the Omni-Experience Standard
Feature Set to the latest version through the ServiceNow Store @.

Set the com.glide.cs.advanced-chat-popover system property to True. This system property
activates the smart chat component on the Service Portal. By default, the property is set to False.
This system property is only applicable to the requester persona.

Role required: admin

Procedure
1. Navigate to All > Conversational Interfaces > Settings > General.

2. Under Display options, activate Message preview.
A message displays confirming that the setting has been saved.

Resulit
When message preview is activated, and the chat window is minimized, the end user sees a

o
message preview badge icon in the minimized chat window. The message preview badge
icon lets the user know that there are new or unread messages, and how many. In this example,
the end user has one new or unread message.

A message preview pane shows the first new or unread message next to the badge icon. The
message is based the conversation. For example, if the user needed help with using the laptop,
the message preview pane could be similar to the following image.
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Did you try turning your computer
off? Shutting down may help.

The end user can either:
« Click the message preview pane to continue the conversation in the chat, or

« Close the message preview pane.

The badge icon appears only when there are new or unread messages. The badge icon is
updated every 10 seconds, and displays the first new or unread message.

Enable public access to the chat widget
Enable public access to the standard chat Virtual Agent chat widget for portals.

Before you begin
Role required: admin

About this task
Public access to the standard chat Virtual Agent chat widget defaults to off. Use the following

steps to allow public access to the chat widget for only portals.

Procedure

1. In the unified navigation bar, select the globe icon (@).

2. Select Application Scope, then choose the Virtual Agent Web Client scope.

Q Tip: Youmustbeinthe Virtual Agent Web Clientscope toenable public
access.

3. Navigate to All > Conversational Interfaces > Settings > General.

4. Under Display options, enable Public access.

Example of public access
Servicen OOW Al Favorites  History Workspaces  Admin 1 Admin Experience ¢

Home Settings

General
Virtual Agent Manage features that apply to both Virtual Agent and Agent Chat
Agent Chat Display options
Wiewe all

Sickebar Branding

chat chert and chat experience to look depending on where it shows. up.

Message preview 0N

Shorw previews of unread chat message texd, links, cases, knowledge cards, images. and more.

Public Access [EEGH]
Enable public acoess to the Virtual Agent web client in portals.

Channels and routing

Fhannale lnskllad shanaslc 1

A message displays confirming that the setting has been saved.
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Configure context variables for storing chat-related information

Specify chat context variables, also called Live Agent chat variables, for storing chat-related
information, such as pre-chat survey responses. These variables contain contextual information
that can be used to determine topic intent or control how chats are routed to live agents. You can
also define variables to capture contextual information passed in Virtual Agent topic scripts to
share with live agents.

Before you begin
Virtual Agent provides pre-built context variables. Before you add a variable, review the list of

available Live Agent context variables.

Role required: virtual_agent_admin or admin

About this task

You can use context variables in scripts or with the condition builder. For example, you can
reference context variables in the Live agent area in the topic Properties tab when creating a
topic. When a condition is applied to a topic, it must return as true to display to the user.

For details about using context variables in topic scripts, see Virtual Agent scripts. For
information about learning to use context variables, see Tutorial: Route interactions by context.
For descriptions of Live Agent context variables, see Live agent chat context variables.

Procedure

1. Navigate to All > Conversational Interfaces > Settings.

2. Under Context variables, select View All.

3. On the Context Variables page, select New to add a variable.

4. On the form, fill in the fields.

Field Description

Name Name of the context variable to be created.

Script Variable Name
Live Agent variable name, which is

automatically created from the Name. The
variable name begins with LiveAgent.

Table
Name of the ServiceNow table associated

with the context variable. Select a table from
the list.

Record Option to associate the context variable to a
record in the specified table. If you selected a
table, this option is automatically selected.

Value Script that determines the information stored
in the context variable.

5. Select Save.
The context variable is now available for use.
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Live agent chat context variables

Use chat context variables to pass certain information from the topic to share with a live agent or
to control how bot conversations are routed to live agents. Virtual Agent includes some default
variables, and you can define new ones.

Note: The Interaction table is part of the interaction management framework, which

is activated through the Interactions Management plugin (com.glide.interaction). This
plugin is included with the Agent Chat (com.glide.interaction.awa) and Connect Support
(com.glide.connect.support) plugins.

Live Agent variables included with Virtual Agent

application Application scope of the chat. For example, GI1obal, HR, CSH,
or ITSM.
case

Case ID (from the [sn_customerservice_case] table) that is used
with the Customer Service Management application when a
case is related to the chat.

csp_category
Category defined in the Consumer Service portal in the CSM

application (requires the com.glide.service-portal.consumer-
portal plugin).

For more information, see Using the Consumer Service Portal @&.

devicetype Type of device being used for the chat. For example, mweb (chat
widget), android, or ios.

hr_topic_id
ID of the current topic. Used in Advanced Work Assignment to
determine which HR queue to transfer the user for live agent
chat.

interaction_account
Used with CSM chats that are initiated by B2B users who are

tracked as contacts for a particular account. Corresponds with
the Accountfield on the Interaction [interaction] table, which
references the Accounts [customer_account] table.

interaction_consumer
Used with CSM chats that are initiated by B2C users who are

tracked as consumers. Matches the interaction.consumer field
referencing the csm_consumer table. Corresponds with the
Consumer field on the Interaction [interaction] table, which
references the Consumers [csm_consumet] table.

interaction_contact
Used with CSM chats that are initiated by B2B users who are

tracked as contacts for a particular account. Corresponds with
the Contactfield on the Interaction [interaction] table, which
references the Contacts [customer_contact] table.

interaction_id Sys_id of the interaction record associated with the chat
session.
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Live Agent variables included with Virtual Agent (continued)

Variable

language

mandatory_skills

optional_skills

page

portal

search_text

short_description

sys_id

table

Description
For more information, see Virtual Agent interaction records.
Two-letter language code for the requester's chat.

() Note: Language values use ISO standard two-character
language codes. For more information, see ISO 6391
language codes @.

Required skills and skill level for an agent.

For example, German language proficiency with an associated
high skill level may be required for German-speaking
requesters. You can define mandatory skills and activate skill
levels in Advanced Work Assignment. For more information, see
Configure agent assignment rules.

Skills and skill levels that would be useful for a given chat
scenario.

You can define optional skills in Advanced Work Assignment.
For more information, see Configure agent assignment rules.

The specific page (within a portal) that the chat was accessed
from.

Name of the portal that the chat was accessed from.

Search terms entered by the requester. Used to search Virtual
Agent topics.

Used to set the short description in the interaction record
associated with the chat.

Sys_id of a record that relates to the interaction. Typically,
this is the record being viewed in the portal when the chat is
requested.

Table containing the record that relates to the interaction.
Typically, this is the record being viewed in the portal when the
chat is requested.

Additional resources

« How to transfer a chat to a specific queue using context variables &

« Virtual Agent and Natural Language Understanding (NLU) community forum &

« Conversational Interfaces Academy &

Change Virtual Agent and Agent Chat system messages

Customize the default system messages displayed during Virtual Agent conversations and Agent

Chat.
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Before you begin
Role required: virtual_agent_admin or admin

About this task

Use System messages in Chat Settings to change the properties that control standard chat
messages displayed in your instance. If you're using Virtual Agent and Agent Chat, the System
Messages list displays properties for both Virtual Agent and Agent Chat messages. If you're
using Agent Chat only, the System Messages list displays only the properties relevant to Agent
Chat.

() Note: While the chat widget uses the Messages table [sys_ui_message] to configure
the greeting and closing messages, third-party Conversational Integrations (such as
Microsoft Teams) use system messages. To change them, modify these messages in
System Messages as follows:

« For greetings that call vaSystem. getTopicSelectionMessage (), modify the
value of com.glide.cs. topic_picker_msg.

« For closings that call vaSystem. endConversation (), modify the value of
com.glide.cs.conversation_ended_msg.

Procedure

1. Navigate to All > Conversational Interfaces > Settings.

2. Under System messages, select View All.

3. In the System Messages list, select the property record for the message you want to change.

4, In the Value field, enter the new message text and select Save.
Any changes are immediately applied to the system messages displayed in your instance.

Conversational Interfaces reference

Conversational Interfaces reference topics provide shared technical descriptions of features that
apply to Virtual Agent and Agent Chat, such as the Interactions table.

Interaction Insights table

User sentiment analysis prepares agents for the tone of incoming conversations. Business
rules can be created based on this value and agents can take appropriate actions on the chat,
whether it comes from Virtual Agent, another live agent, or from a queue.

Both synchronous and asynchronous channels support sentiment analysis. Use Task
Intelligence @ to set up sentiment analysis.

When configured, sentiment analysis is performed at the end of a Virtual Agent or live agent
conversation. The user sentiment is stored in the Interaction Insights [sys_cs_interaction_insight]
table.

Interaction Insights table

Field Description

Interaction The sys ID for the conversation in the Interactions [interaction] table.

Sentiment Shows the sentiment level of the interaction, if sentiment analysis is enabled
on the instance. This value can be shown to agents in the Agent Chat interface.
Business rules can be created based on this value at handoff (Virtual Agent to live
agent, live agent to live agent, or live agent to queue). Valid values are as follows:
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Interaction Insights table (continued)

Field Description

« Positive
¢ Neutral
» Negative

« null (no value assessed)

Sentiment Sentiment score between -0.5 (negative sentiment) and 0.5 (positive sentiment).
Normalized
You can modify these values by adjusting the

com.glide.cs.neutral_sentiment_max_valueand
com.glide.cs.neutral_sentiment_min_value system parameters.

Type Type of analysis performed. For example, Sentiment.
User Name of the agent or Virtual Agent.

User Type Type of user. For example, Agent.

Virtual Agent
Unlock your enterprise productivity with ServiceNow® Virtual Agent. Increase deflections by

empowering your employees and customers to serve themselves using a friendly messaging
interface, featuring prebuilt conversations powered by artificial intelligence.

https://playervimeo.com/video/988245428?
badge=0&autopause=0&player_id=0&app_id=58479

Get started with Virtual Agent

Select a tile to get started.

Explore Configure Create assistants
Learn how employees, Configure Virtual Agent. Create and edit LLM
customers, and agents assistants that make
use Virtual Agent. up the chat experience.
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Build conversations Analyze and optimize Use Virtual Agent
performance

— |
1

Design and build Use Virtual Agent and
automated conversations Analyze and improve escalate to a human.
and reusable topic assistant performance
components. using insights into

conversational data.

Translate conversations Reference
Use Dynamic Translation Gel Assistant Designer
in your Virtual Agent interface descriptions
conversations. and Virtual Agent

technical details and
system properties.

The ServiceNow Al Platform now brings you a new Al experience with three licensing tiers
available:

» Foundation: Al basics to deliver insights
« Advanced: Al to boost productivity across relevant use cases

» Prime: Act autonomously with all Al assets, and create your own

For more information, see ServiceNow product tiers &.

Note: We improve performance and the user experience by tracking aggregate in-app
activity, including interaction with our app. This tracking is focused on aggregated technical
information rather than personal information.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy m, which may be updated by ServiceNow.

Data processing
This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located
in a different data center region from the one where your instance 