servicenow.

Brazil Financial Services
Operations

Last updated: 10/08/2026

© 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

Financial Services Operations (FSO) 5
EXPIOTE.ciiieieeeeeeeieiesisistsssssss st sstsssssssssssesessssssssssssssssssssssssssssssssssssssssssesesesesssesssssesssssssssessssssssssssssssssessseseseses 6
AL TN FSOeeeetrestetsts s tssss st ssas s ssssas s ss st ss s s s sas et e st ses e sassss s s s s et assesas s s e bassasasssessassnsassasantans 7
VVOTKSPACES.....cecuceriececiriectrieeisisieeisissssssastsss s asss sttt ss s st s sssss s ssssssssssssssassssssssssssssasssssassssssssssssssaes 18
USEI MANAGEMENL......uieieiiieriieeiriieeisteersistsessistses s sstss s st s ssasssssssssssssssssssssssssssassssssssssssssssssssssssess 21
DAta MOAEIS......ceeieerieeerieertsteetstseessastee st ss ettt s st as s st st asss st assssstssasssssasassssssassssnes 28
Customer Central FOr FSO....rinieeeinietesieeeeisistessastssssistssssstssssssassssssssssssssssssssssssssssssaes 63
CONMIGUI ...ttt sss sttt b et sttt st s e s st s s s bt as s et st as bbb sass st st assesatsssssasssassssasassnss 65
FINANCIAI ALA ...ttt st tss st s st s st s s s s ss s s s s s s ssnanns 66
BranCh OPEIaALIONS.......vieiirieceririecrieeisisteseststs s ssss st s ssasssssssssssssssssssssssssssssssssssssssssssssssssssassssnns 67
SEIVICE UEMANIIONS ...ttt st st sa s s st s st se s ssasessssasssnns 70
RECOII PrOTUCETS.....cccveeeieiirrreerentntsreesestssssssestssssssssessssssssssessstssssssssestssssssssessstssssessssssesssssssessssssssesssans 7
REQUESE LYPIES ..ottt ssssess s s s sssesasssessssssssssssssssssssssssssssssssssssesssessssssssssssssseses 74
FLOWS ...ttt seeassststessaseseasssaseseasasesasssesaassssassasssastsassseseasssastasssssessassntssasnssessnssssseasnsens 76
PlAYDOOKS......oueereecneerirennieeeeesetensasteaessestessasesesessataesssseseasssastacssssastassssstasssssastacssestacnsssestaessssessnessetassses 78
CRM WWOTKSPACE.....ccuirriinerriniensisisssessisisssasissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssans 81
ASSIGNIMENE TUIES.......oieeeieererteeiriseeststse ettt sstss e s sstsesssstsssssssssssssssassssssssssssssssssssssssssssssssssens 82
SLA AEANIEIONS....ceieerieiricireenieiresiseistse s issssssassssasssssssssssssssssssssssssssssssessssssssssssssssssssssssssssssesssssssssssses 84
GIOUPS...eititriririririetsistssssssssesesssssesssssssssssssssssssssssessssssssssssssssssssssesssssesssesssesssssssessssssssssessssssssssesssesesesssesesesess 86
ENabIE Al CApPabilitiES......ciuoiceereeeeeecsstec sttt sttt ss s tes st es s sss s ss s snanes 87
INEEGIALE. ...ttt sttt st sttt e et sttt e st st ae s st aeassestacns 96
SPOKES ...ttt sttt sttt et st b sttt b e R st Attt b e At a et en s teen 96
SOCUIE.ceiteeertreeststee sttt sttt s s st s st s st st s st sa s s s st s st st e st st st ssst st e st stssassstsssssssssassssstsansssns 97
JACK HENIY JXCNANGE.......iiierierieiricineiseseiseessesississss st sssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnsns 102
VIS@.iuiurineirieinensieisisisessissasissasssssssssssssstssssssssssssssssssasssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssessssnses 107
MASEEICAIU......cucureeeeereecereeeeesieeaeeseeessee e ssas et s et ess s et s e tassssstetasssastasassstssassssssasassesssasssssessnssssaen 120
FRISS. ..ottt tes st sttt et s b e et e s et as e st et as et e s s et s et sssesastesassssatanens 143
GUIEWITE.....o ettt sttt s s st st s s st s sssstss s st ssssssssssssssssssssssssssssssssasassssasassssssssssesans 147
Field Service ManaGemeENk........neeeininiesinieeeniseesssisesssisssessssssssssssssssssssssssssssssssssssssssssssss 152
DOCUMENL INEEIIIGENCE. ...ttt ssssssssassssssssssssssssssssssssssssasssssssosas 153
DOCUMENE PrOCESSON......eeeeeriieieeitearineeensiseeaesseseeasastsessssesesessastsssssssssssssastsssssssssssssssssassssssssnsssensas 154
SEIVICE® EXCRANGE ...ttt sttt st s st ssss st s st s s s st s s sesassssassssnans 165
VBIHfieeeeeete ettt et ettt as s st s et bbbt as b s b At et At s b et et e bR bas R s et s as s s e sastesantanans 166
Banking QP PliCAIONS........cccc ittt se st ss st ss s s ssssssssss s s ssssssassssssssssessssssens 178
Agentic Contact Center FOr BanKING........c.coeciurieeerinineeinineessisisesessisesessasssessssssssessssssssssssssssssssses 178
DiSPULE MANAGEMENL.......ccvirieiriierieirieiressisersessssssisssssssasssssssssssssssssssssssssssssssssssssssssssssssssssessssssesses 202
Card OPEIALIONS.. ...ttt te s rss st e st ss s s s sstesassssessssssasessssssatessssasesassssasassssasesassases 377
DEPOSIL OPEIALIONS.......ceeeerrecerreteerieees ettt ss st ssss s sessssssessssssssessssssasssssssssssssssasessssess 401
LOAN OPEIALIONS......ceureerreeirerienseessecestasesessesesseesseasisssstssssssssssasessssesessssssssnsssssssasssassssasesssstassssassssans 429

© 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.

PaymeEnt OPEIaliONS.........cccueeveurerereurererrieesessesessesssessessssessssasessssesessesssssssssssssssssassssssessssssssssssesssssaes 466
TrEASUNY OPEIALIONS.....cuiueieririeeceririseeesisesesststsesssissssssssssssssssssssssssssssssssssssssssssassssssssssssssssssssssssssssans 506
Intelligent Servicing for Fraud 523
INSUraNCE AP PIICALIONS.......cceieeeceeteeeeteereeteee ettt sttt st s e st sesas s s ses s s s sassssesesassasenn 539
Agentic Contact Center fOr INSUIANCE.........ccvririnenieisisineeisessessesssesssssssssssssssssssssssssssssssases 539
Property and Casualty INSUranCe SEIVICING........cocuveirerrrereerersenesiesssisssssssssssssssssssssssssssssssees 565
Life INSUIANCE SEIVICING.....c.ovuiveerieierierrieinisesessesessesssessesesses s assasessssessssessssessasssssnssssssssssssassssases 596
Exploring insurance claims appliCatiONS..........ccccveerninierinincsinineesisesessesssssssssesssssssssssssssns 626
COMMON APPHCALIONS......uceeeetetceretetete e ss sttt ettt et s st s s s s as e s sssasasasasasssetasasstssanes 765
Complaint Man@GEMENL........c.cciuverieirierieiresieinisesssiessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 765
Customer LifECYCIE OPEIatiONS....... et siesssessssssssessssesssssssesssssssssssssssessssssssessssess 782
KNOW YOUE CUSEOMEN....ouueiicerieeerneeeneiseeesnaeesssseseaessastessssasesssssstscssssssessssasesnssssssassssstsssessssessnses 810
Credil OPEIALiONS........coveereereerreeieesieiseeisesesessesesseessesstsessts st assasesssstassssastssssasesssasssassassssasssasassaes 813
DEVEIOPEI TESOUICES.......cvieeeriecerireesirisesstssssssesess s s sssstssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasns 818
Using case types and service definitions in FSO........nennincnnineeninesesenissesssssseenns 818
Remote Data Options for REMOLE Tables........ et ssans 840
Choosing an INtegration APPIrOACK........erienicnisiseseeseeisessisesssssisssssssassssssssssssassssssssssssans 841
Working with ServicENOW REST APIS......eieeeetseeesteesstsssssssssssssssssssssessssssssssssssssssssnns 843
INEEGIALION USE CASES.....ccovueerreeienieaeereaseeusesesseesseasessssessssassssasessssesssssusssessssssssassssssssssssasssassssses 843
FSO table deRNILIONS........cccciiieririicririccinisecniseesestsssasisssessssssssssssssssssssssssssssssssssssssssssssssssssssssans 857
PIAtFOIM ANAIYEICS. ...ttt sssesssstsssssssstsssssstsssssssssssssssassssssssssssssssssssssssssssssssssssses 944
Activate Platform ANalytics fOr FSO....nienieinesinesississsissssssssssssssssssssssssssssssssssssssses 944
Business DeposSil OPErationsS..........eeereeenieriessssssssssssssssssssssssssssssesssssssssssssssssssssesssssns 945
BUSINESS LOAN OPEIAtIONS.......cceeeereerieicetriecsisssststsseesisssssssesssassssssasssssssssssessssssssssssssessssssssens 948
BUSINESS LIfECYCIE OPEIaliONS.......cccuevuerereeerireeereerreeisessiesseesseasessssessssesssssssssessasssssassssssssssssases 950
ComPlaiNt MAnNAGEMENL.......c.cvieeeririceinieeeenisiessisisssssistesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssens 952
ComMmMETrCIal LINES ClAIMS.....cciiriecirineeiririeeirineessisesesssstssssssstsssssssssssssssssssssssssssssssssssssssssssssssssssess 954
ComMMErCIal LINES SEIVICING.....ciiirerireerieirisineeninssesisessssssesssssssssssssssssssssssssssssssssssssssssssssssssssssses 956
ClIENE LIFECY Tttt st sssss s st sss st es s st as st s st esss s st es s st sas s sasassasasanes 958
DIiSPULE MANAGEIMENL........cecueeericeeteteetrieecstetss sttt ssssssstess s st s s s sesssassssessssssasssassssssssssasans 960
GrOUP LiFE SEIVICING.....ciirecerietrineireinieisesisessesssstseseasesesseessesssssssssssssassssasessssesssssssessssesssssssssssssssses 962
INAIVIAUAI LiF® SEIVICING.....cciuriieeririeieeririeeiniseeestsesensesissessistssssssssssssssssssssssssssesssssssssssssssssssssssssssses 964
PaymeENnt OPEralioNS........cccveieeirinieerinieeiniseessisssesesisssessssssssesssssssssssssssssssssssssssssssssssssssssssssssssssssss 966
Personal Deposit OPEIalioNS..........ccceeceeiereeeirieieseeseeetetesssesesesssstesssssssessssssssssssssssssesessssssessaas 970
Personal LINES ClaiMS.......cienieinieineinieisisisessiesssessssssssssssessssssssssssssssssssssssssssssssssssssssssssssssssssss 973
Personal LINES SEIVICING......cieiiriceinieessisiestssesssssssssssssssssssssssssssssssssssssssssessssssssssssssssssssssssens 975
Personal LOan OPEralioNs...........ccrevcenerineunenersensesisesssseessessssessssssssssssssessssesssssssessssesesssssssssssssses 977
TrEASUNY OPEIALIONS ...ttt s ssssssssssstsssssssssssssssssssssssssssssssssssssssssssssssssssns 979
PrOCESS IMINING......iieiriiceiritcristeeisiseess sttt sessssass s sssss s ssssssssssssssssssssssssssssssssssssssssssssssssssssssssess 981

© 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.

Financial Services

The ServiceNow® Financial Services Operations (FSO) solution helps financial services

institutions to reduce costs through automation, improve customer satisfaction, and embed risk

and compliance controls across workfows.

Explore

Introduction to core
concepts and features.

Banking applications

AR

Manage and configure
banking solutions.

Configure

Plan and configure
your implementation.

Insurance applications

<

Manage and configure
insurance solutions.

Automate

Use Al to enhance
user productivity and
efficiency through
proactive experiences.

Integrate

(o Jo

+ J

Extend FSO capabilities
by integrating with
other applications.

Access preconfigured
dashboards with
actionable data
visualizations.

Additional resources

« Learn more about what's new and changed in this release at Financial Services Operations

release notes &.

« Log into your ServiceNow account and find additional information about implementing and
deploying Financial Services Operations features at Best Practices &.

« Work with an implementation specialist to streamline your Financial Services Operations setup

process. To learn more, see ServiceNow Impact @.
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« Access real-time courses, self-paced training, and career resources at ServiceNow
University . For example, there are suite certifications for FSO Insurance Professional & and
FSO Banking and Wealth Management Professional &.

« Connect with other Financial Services Operations users in the FSO community forum &.

Exploring Financial Services Operations

Use the ServiceNow® Financial Services Operations (FSO) application to help create a seamless
experience for your customers, agents, and managers while resolving issues and initiating and
fulfilling requests.

Financial Services Operations overview

This video provides an overview of how you can use Financial Services Operations to
automate core operations, allowing financial institutions to securely manage tasks with prebuilt
applications and workflows, making everyday tasks easier and faster.

https://playervimeo.com/video/958569390?
h=ec9a2e514d&badge=0&autopause=0&player_id=0&app_id=58479

Financial Services Operations features

FSO is designed to connect your front, middle, and back office agents using streamlined
workflows on a single, secure platform.

Key features of the FSO include:

« Digitize and automate your banking and insurance processes.

« Implement a centralized data model to ensure coordination across front, middle, and back
office functions.

» Connect seamlessly across departments.

« Leverage advanced case management and workflows to efficiently delegate and resolve
issues across departments.

« Offer a single platform for managing various financial operations including payments, loans,
and compliance.

Financial Services Operations users

For more information on user roles in FSO, see User roles and FSO Business rules.

Financial Services Operations workfow

The following example shows a sample Financial Services Operations end-to-end workflow
describing different roles and stages handled by these roles starting from creating the case and
related tasks through the completion of the case.
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Licensing

For more information on licensing, contact your ServiceNow account manager or sales
representative.

Al in Financial Services Operations

Financial Services Operations has Al skills and agentic Al to support front and back office tasks.
Users can summarize case and customer details, enhance disputes intake with Disputes intake
via Virtual Agent, and use agentic workflows and Al agents to automate dispute resolution.

Overview of Al capabilities in FSO

Use Al in FSO to do the following:
« Summarize the details of a case for an insurance claim or a card dispute.

« Use a Virtual Agent chatbot as part of the customer dispute intake flow. Card network and
issuer policies are integrated in the chatbot conversation. Information on the dispute is
gathered and inferred from the customer's responses and populated in case form fields.
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« Use agentic Al to assist dispute agents in handling transactions that are flagged as friendly
fraud. The Al agent leverages the results from a friendly fraud detection tool to generate
recommendations the appropriate action. If the transaction is rejected, it also helps draft a
rationale to explain the decision to the end user.

« Use Al agents to resolve ACH dispute cases.

« Use Al agents and Al skills to support customer front-office interactions, and to discover
customer insights.

For a full list of all Al skills, Al agents, and agentic workflows in FSO, see Al capabilities in
Financial Services Operations.

Other Al features and skills are also available in ServiceNow Otto and ServiceNow Otto for
Customer Service Management. For more information, see Enable Al Experiences & and
ServiceNow Otto for Customer Service Management (CSM) &.

() Note: Depending on your license, you will have access to certain application features,
generative Al skills, agentic workflows, and Al agents. For more information, see
ServiceNow product tiers &.

Sensitive data handling and masking

Personally identifiable information and other sensitive data can be masked so that it doesn't
appear in generative Al prompts. Placeholder text is sent with the prompt instead, and that
placeholder text is replaced with the original text after the response has been received. This two-
way masking ensures that your users see the correct values, but the LLM provider isn't exposed
to any sensitive information. For more information, see .

(7 ) Important: Exercise caution when using ServiceNow Otto with cases that contain
sensitive data or other regulated workloads, such as healthcare claims. ServiceNow
Otto should not be used for processing protected health information (PHI). When using
ServiceNow Otto in a protected industry, validate and test the generated results in
accordance with corresponding legislation and requirements. See Al limitations for more
information.

Federal exclusion notice

© Important:

» Not all model providers are available for customers with in-country SKUs, and some
Al products/features are currently unavailable for in-country customers. For more
information, see the KB1584492 & article in the Now Support Knowledge Base. Be sure to
check for model provider availability updates in future releases.

« Some Al products/features are currently unavailable for customers in the FeEdRAMP, NSC
DOD IL5, or Australia IRAP-Protected data centers, self-hosted customers, or in other
restricted environments. For more information, see the KB0743854 & article in the Now
Support Knowledge Base. Be sure to check for availability updates in future releases.

« Some Al products/features are currently available only for customers in some regions. Be
sure to check for availability updates in future releases.

« Some Al products and skills are not available in Regulated Markets. For more information,
see KB2593939: Regulated Markets Al Products/Skills Not Available &. Be sure to check
for availability updates in future releases.
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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 El, 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 is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled

per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.

Data collection

ServiceNow collects and uses the inputs, outputs, and edits to outputs of this application to develop and improve ServiceNow technologies including ServiceNow

models and Al products. Customers can opt out of future data collection at any time, as described in the Now Assist Opt-Out page a.

For more information, see the Now Assist documentation a.

Al capabilities in Financial Services Operations

Al capabilities available in Financial Services Operations, organized by area and application. Use
this reference to identify which Al skills, agentic workflows, and Al agents support banking and
insurance operations.

Banking Al capabilities in FSO

Application Name Description Type

Case management  Case summarization Generate a summary Al skill
from the defined fields
on the case record and
quickly understand the
case context.

Dispute Disputes intake via Create a dispute case Al skill
Management Virtual Agent by interacting with a
Virtual Agent, which
collects and infers
details from customer
responses.

Agentic Contact Banking customer Generate an overview Al skill
Center for Banking profile summarization of a banking customer's

status and information

in the Customer 360

page.
Agentic Contact Banking customer Generates a structured Al skill
Center for Banking interaction context summary of customer
summary service interactions,

helping banking service
representatives quickly
understand customer
context and interaction
history.
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Banking Al capabilities in FSO (continued)

Application

Dispute
Management

Dispute
Management (ACH)

Dispute
Management (ACH)

Dispute
Management (ACH)

Dispute
Management (ACH)

Name

Friendly fraud agentic
workflow

Merchant analysis for
disputes Al agent

Nacha operating
guidelines check Al
agent

ACH dispute return
recommendation Al
agent

Dispute communication
Al agent

Description

Helps dispute agents
resolve friendly fraud
cases by showing key
transaction details,
suggesting next steps,
and drafting clear
customer responses,
including reasons for
any rejection.

Includes the Friendly
fraud Al agent to carry
out these actions.

Assesses merchant
credibility in the
context of the disputed
transaction's reason,
using web intelligence
and internal dispute
history, eliminating
manual research.

Verifies chargeback
eligibility of
transactions against
Nacha operating
guidelines without
relying on complex
system rules.

Combines merchant
risk analysis and
Nacha eligibility
checks to provide
clear, consistent
recommendations,
whether to file a
return, deny the claim,
or request more
documentations.
Thus helping dispute
agents to make faster,
more accurate, and
conforming decisions.

Automates and
streamlines
communication with
customers and ODFls
(Originating Depository
Financial Institutions)
throughout the ACH
dispute life cycle. The

Type

Agentic workflow

Al agent

Al agent

Al agent

Al agent
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Banking Al capabilities in FSO (continued)

Application

Agentic Contact
Center for Banking

Agentic Contact
Center for Banking

Name

Banking CSR customer
insights Al agent

Banking CSR support Al
agent

Description Type

agent generates and
sends notifications for
all dispute outcomes:
returns, denials,

or documentation
requests.

Displays relevant
customer insights

in a clear, organized
format. This feature
helps you quickly
explore and access
meaningful customer
data to identify
opportunities and
determine appropriate
next steps.

Al agent

Acts as a copilot for
customer support
representatives (CSRs)
during customer
interactions to assist
with banking inquiries.

Al agent

Insurance Al capabilities in FSO

Application

Case management

Agentic Contact
Center for Insurance

Agentic Contact
Center for Insurance

Agentic Contact
Center for Insurance

© 2026 ServiceNow, Inc. All rights reserved.
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Name

Case summarization

Insurance customer
profile summarization

Insurance interaction
context summary

Insurance CSR
customer insights Al
agent

Description Type

Generate a summary Al skill
from the defined fields

on the case record and

quickly understand the

case context.

Generate an overview Al skill
of an insurance

customer's status

and information in the
Customer 360 page.

Generates a structured Al skill
summary of customer

service interactions,

helping insurance

service representatives

quickly understand

customer context and
interaction history.

Supports CSRs by
providing quick access
to comprehensive
insurance customer

Al agent

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Insurance Al capabilities in FSO (continued)

Application Name Description Type

data. It covers a

wide range of details
including policies,
claims, and servicing
cases. The agent
processes natural
language queries and
returns structured,
context-aware
responses with follow-

up options.
Agentic Contact Insurance CSR support Acts as a real-time Al agent
Center for Insurance Al agent copilot for insurance

CSRs during live calls,
supporting both typed
queries and transcript-
based question
inference. Responses
are scoped strictly

to insurance topics
and the customer
associated with the
active interaction.

There might be Al agents installed on your instance that are not used in agentic workfiows. To
learn how to see all agents that are available to you, see Find Al agents &.
Related topics

Case summarization in Financial Services Operations

Disputes intake via Virtual Agent

Al skills in Agentic Contact Center for Banking

Al skills in Agentic Contact Center for Insurance

ACH dispute Al agents overview

Help resolve friendly fraud disputes agentic workflow

Case summarization in Financial Services Operations

Case summarization generates Al-powered summaries of insurance claims and card dispute
cases, helping agents quickly understand case context and actions taken. Summaries can be
refreshed to include the latest updates and posted to case work notes.

The generated case summary displays in the following areas:
« Insurance: Next to the claim details panel.
o Claims processor: On the Claim Summary tab
o Claims adjuster: On the Claim Workspace and Claim Summary tabs

» Banking: Next to the case information panel.

The summary includes the information that the agent enters in the case record fields that are
listed in the following table.
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Case skill description and record fields

Industry Skill description Record fields
Insurance Provides a « Incident description
customized skill that P
is configured with « Incident location

a series of related
tables for claims

cases. The directions  * Nature of loss
address a wide range

« Incident date

« Stage

of claims cases for

all lines of business.  * Assigned to

Summarization is « Insurance policy

available at the base .

case level. « Total claim amount
Banking Provides a s

customized skill that * Short description

is configured with * Created

a series of related
tables for card dispute
cases. The directions ¢ Stage
coverarangeofcard Dispute amount
dispute cases across

various categories. » Card network

» Category

« Assigned to

* Reason code
« Consumer

« Account

« Service

e Product

Related topics

Configure case summarization in ServiceNow Otto for Financial Services Operations (FSO)

Use Al skills and agents in Financial Services Operations with ServiceNow Otto panel

Access Al-powered capabilities such as case summarization and dispute resolution assistance
in Financial Services Operations by using the ServiceNow Otto panel. The panel provides
conversational Al skills and agents to support case management workflows.

Before you begin
Make sure that Next Experience is enabled in the instance. For more information, see Next

Experience Ul &.

Role required: sn_bom_credit_card.dispute_agent, sn_bom_credit_card.dispute_manager,
sn_bom_credit_card.dispute_viewer, sn_bom_credit_card.contributor, sn_bom.b2c_agent,
sn_bom.b2b_agent, sn_bom.adjuster, sn_bom.fnol_representative

0 Note: These roles are the default list of roles that are defined for this task. Administrators
can modify the list of roles in the Al Admin Hub console.
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About this task
You can use the ServiceNow Otto panel in the Financial Services Workspace for scenarios such
as:

» Case summarization
« Conversational interaction for dispute resolution

« Interacting with Al agents during interactions or customer analysis

For more information about the ServiceNow Otto panel, see ServiceNow Otto panel &. For
information about activating the ServiceNow Otto panel, see Activate the ServiceNow Otto panel
standard chat &.

Procedure
1. Navigate to Workspaces > Financial ServicesWorkspace.

2, Request Al capabilities in FSO for a case by selecting the ServiceNow Otto icon +.

3. If you have enabled the Case summarization skill, you can use ServiceNow Otto panel to
summarize a case using generative Al.

N ™

a. Open the case.

b. From the header menu, select the Service

ummariz .
S arize a case Now Otto icon 0
c. In the ServiceNow Otto panel, select Sum
marize arecord.
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ServiceNow Otto Panel

Mow Assist

Hi Timothy! How can | help
° you with your work today?

To give you an idea of what |
do really well, try asking me

to:

= order a laptop

» Summarize a record

* Summarize conversation

Summarize a record

Here is a summary of
CDS0001009:

1m ago

The case relates to a
disagreement about one
transaction amounting to
$662.00 dated July 5th, 2024.
Brian Lara, the customer,
reported processing errors for
the transaction with merchant
Shoptree.

Actions Taken:

Mo actions have been taken.

4, If you have Al agents enabled, use ServiceNow Otto panel to converse with agents for
assistance with various tasks, such as ACH dispute resolution and generating customer
insights.

Related topics

Configure case summarization in ServiceNow Otto for Financial Services Operations (FSO)
Summarize a dispute or claims case with case summarization

Request Al agent support in the Interaction page

© 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.

15



servicenow.

Generate customer insights in the Customer 360 page
Request Al agent support in the Interaction page for Agentic Contact Center for Insurance

Generate customer insights in the Customer 360 page for Agentic Contact Center for
Insurance

Supporting information for ServiceNow Otto for Financial Services Operations
(FSO)

Get a quick overview of the important information that is related to the ServiceNow Otto for
Financial Services Operations (FSO) application.

Supported user interfaces

Al skills in FSO are supported in the following user interfaces.

Supported interfaces

Interface Skill

Financial Services Workspace s
« Case summarization

« Disputes intake via Virtual Agent

Core Ul Case summarization

Customer 360 page and Interaction page in

Agentic Contact Center for Banking » Customer profile summarization

» Customer interaction context summary

Customer 360 and Interaction page in Agentic

« Insurance customer profile summarization
Contact Center for Insurance

« Insurance interaction context summary

Portal Disputes intake via Virtual Agent

Financial Services Operations Al agent collection

The FSO Al agent collection (sn_fso_ai_agents) provides a shared library of Al agents for
Financial Services Operations. The agents understand user-defined goals, formulate strategic
plans, help human agents resolve cases, and autonomously execute tasks.

For a list of Al agents included in the collection, see Al capabilities in Financial Services
Operations.

Query Orchestrator

Query Orchestrator (sn_qry_oxrchstr) provides a shared, reusable orchestration layer for Al
agents across Financial Services Operations business domains. The Query Orchestrator breaks
down complex questions into smaller, targeted sub-queries; routes each sub-query to the most
appropriate data source; and aggregates the results into a single structured response for the Al
agent to use.

Query Orchestrator provides the following capabilities:

Query decomposition
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Analyzes complex questions and breaks it into sub-queries that can each be
answered independently.

Intent classification

Identifies each sub-query intent to determine how it should be handled and which
data source is most appropriate.

Source routing

Maps each sub-query to the most appropriate data source based on the classified
intent. Examples include Knowledge Base search for article lookups, or Knowledge
Graph for entity and relationship data.

Parallel execution

Dispatches sub-queries to their assigned sources concurrently to minimize overall
response latency.

Response aggregation

Collects results from all sources and merges them into a single structured payload
for the Al agent.

Structured output
Returns results in a consistent, schema-defined format that the Al agent uses to
generate a comprehensive answer in the ServiceNow Otto panel.
Related topics
Al capabilities in Financial Services Operations

Enable Al capabilities in Financial Services Operations

Domain separation and ServiceNow Otto for Financial Services Operations
(FSO)

Domain separation is supported for ServiceNow Otto for Financial Services Operations (FSO).
Domain separation enables you to separate data, processes, and administrative tasks into
logical groupings called domains. You can control several aspects of this separation, including
which users can see and access data.

Support level: Basic

 Business logic: Ensure that data goes into the proper domain for the application’s service
provider use cases.

» The application supports domain separation at run time. The domain separation includes
separation from the user interface, cache keys, reporting, rollups, and aggregations.

« The owner of the instance must set up the application to function across multiple tenants.

Sample use case: When a service provider (SP) uses chat to respond to a tenant-customer’s
message, the customer must be able to see the SP's response.

For more information on support levels, see Application support for domain separation @.

Domain separation overview

In ServiceNow Otto for FSO, generative Al capabilities are organized into skills. Each skill can be
configured differently for each domain.
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By default, all skills exist in the global domain. When you use Al in a domain-separated
environment, users are only able to access data in their domain. For example, if a user uses the
summarization skill, Al only uses material that exists in the user's domain when generating that
summary. Additionally, there is no co-mingling of data for domain-separated instances when
using generative Al skills. The data resides only on the instance, and the shared services used
for generative Al do not persist any requests (prompts) and responses. For more information, see
Domain separation in the Al Admin Hub console &. (Note that global domain is not the same as
global scope. For more information, see Exploring Next Experience pickers &.)

How domain separation works in ServiceNow Otto for FSO

You must enable domain separation on your instance first before you can use it for ServiceNow
Otto for Financial Services Operations (FSO) skills.

ServiceNow Otto for Financial Services Operations (FSO) works with domain separation. When
you use ServiceNow Otto for Financial Services Operations (FSO) in a domain-separated
environment, users are only able to access data within their domain. For example, when a user
uses the summarization skill, ServiceNow Otto for Financial Services Operations (FSO) only
uses material that exists within the user's domain when generating that summary. When a skill is
domain-separated, only users who are in that domain can use the skill that you have configured
for that scope.

If you're a service provider that hosts multiple clients in the same instance, you can set up
domain separation to separate tenant data, processes, and administrative tasks. However,
ServiceNow Otto for Financial Services Operations (FSO) consumption is tracked according to
the instance without differentiating between tenants. You can track your ServiceNow Otto for
Financial Services Operations (FSO) usage in the Subscription Management dashboard.

If you want a domain to have a different version of an existing skill, you can reconfigure and
activate the skill or create a variant in the preferred domain. See Domain separation in the Al
Admin Hub console &.

Use cases
You can configure the roles when you’re activating or editing a skill.

For example, you can grant certain roles access to the ServiceNow Otto panel in one domain,
while another domain has no role restrictions.

Related topics

Domain separation for service providers &

Workspaces in Financial Services Operations

The Financial Services Operations (FSO) workspace provides a single location for agents to
process cases and tasks. Agents can use it to respond to all task types, view the full context of an
issue, and get relevant recommendations to resolve issues.

FSO uses CRM Workspace that agents can use. To learn more about the features available in the
CRM Workspace, see CSM workspace features &@.

Workspace users

The following users can use the FSO workspace. The workspace is personalized for different
roles.
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Workspace users

Description

Contributor

Requester

Submits service requests, collects any
inbound documents, and checks the status of
cases.

Submits service requests from interaction
records and customer records.

(Branch worker in the front office or a call

center agent)
Processor
(Back-office agent)

Application admin

Works on cases and tasks.

Configures the workspace as per business
requirements.

For more information, see Configure CRM

Workspace.

Accessing the workspace

To open the workspace, navigate to All > Financial Services Operations>

Workspace.

Landing page

On the workspace landing page, get a quick overview of the cases and tasks that you and your
team are working on. The widgets help you and your team to monitor your workload, focus on
high-priority items, and easily navigate across your responsibilities.

@ Note: The widgets and the data that are displayed in the widgets depend on your role.

The following is an example of a workspace landing page.

Example of a

® Home +

My customers

Number «

CSMR0000401
CSMR0000402
CSMR0000403
CSMR0000404
CSMR0000405
CSMR0000406
CSMR0000407
CSMR0000408

Showing 1-8 of 47

Active cases and tasks

Customer cases

18

Customer cases @8

Last refreshed just now.
Number
CDS0000825

CDS0000818
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n FSO landing page

Name

AnuRaj

Brian Lara
Samuel John
Harding Asher
Silvester Erik
John Brown
Samantha Watson

Domnic Watson

Customer SLA breached cases

5

Mobile phone

(798) 053-4211

(415) 665-5401
(281) 567-8432
(321) 678-4312
(759) 836-0126
(212) 749-7332
(212) 745-3258

2 3 4 5 6 > o

My tasks

0

Consumer Account Short description
(empty) Avid Corporation Resolve card disputes
(empty) Avid Corporation Resolve card disputes

City

New York
New York
San Francisco
Plano
Orlando
Tampa

New York

New York

State
Work in Progress

Work in Progress

Quick Links

General
i Zip / Postal code
Create case

10012 Popular knowledge articles
Get help
10012
Customer Service
94105 Create a complaint case
75024 Crecit Card Operations
Create new credit card case
32805 Create an increase credit card limit case
33601
10009
10009

8+ rows per page

My SLA breached tasks

0

Assigned to Updated +
(empty) 2026-03-20 03:14:40
(empty) 2026-03-20 03:12:27

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

In the lists pane, you can quickly access cases and tasks by using the filtered lists under
different categories. The lists that are displayed depend on your role.

The following is an example of the workspace list view.

Example of the list view in FSO workspace

= List +
Default lists

v Customer Cases
==
My customers cases
\ Characteristics
Characteristics
v Template
All
\ Specifications
Specification Category
Product Specifications
Service Specifications
Resource Specifications
v Offerings
Product Offering Catalogs
Product Offerings
Product Offering Categories
« Customer
Accounts
Contacts
Consumers
+ Rules
Compatibility Rule
+ Interactions

My Interactions

Cases and tasks

My lists

Q|| s ifiter | v || TLSortby | | =Groupby

&  Number ™= Service

Dispute card
transactions

2 CDS0001015

Dispute card
transactions

2 CDS0001020

Showing 1-2 of 2

<! Customer Cases - My cases (2 Lstrefreshed just now.

Consumer Account
Brian Lara

Anu Raj

Sold Product
Cash Plus Credit
Card-9933

Freedom Credit
Card-3696

Short description

Resolve card

disputes

Resolve card

disputes

State Assigned to Updated
New 2026-03-18 04:52:35
New 2026-03-18 04:53:07

Records per page 20 v

In workspace, using the case playbook, you can review and work on your cases and tasks. You
can also use case and task forms to work on them.

« Contributors and requesters can submit service cases and view the case status.

« Agents can investigate, triage, and respond to cases and tasks that are assigned to them.

The following is an example of a case playbook for a card dispute in the Financial Services Card

Operations application.

Example of a card dispute case in the workspace

= List CDS0001020

Resolve card disputes ©

Playbook  Details ~ Task SLAs (1)

Initiate (1 of 4)

Tasks.

Card disputes transactions  Interactions  Emails

Closure (Pending)

© Select transaction
O Fill dispute questionnaire
O Document upload

O Submit dispute

+ Card Disputes Service Ca

+Sur

mmary by Now Assist

© Complete

Select transaction
~ Customer information

A Financial account

Financial account
Freedom Credit Card-3696

Case information

c
Anu Raj

Email Created date

SLAtime
@117 Days 11 Hours 12

State of transactions

Total dispute amount

v Currently in dispute 0

© 2026 ServiceNow, Inc. All rights reserved.

Contact number
(798) 053-4211

anuraj@example.com  2026-03-18 04:53:04

Document Verifications

8 AnuRaj

Update
By E]
Activity stream
(2]
Comments ~ Work notes Stacked view B
%
@ Everyc this comme Q
Activity @ vy a & .~ B
Tim Smith
B (. canges + 2026.03.18 045304
Impact  3-Low

Opened by Tim Smith
Priority 4 - Low

State New

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.
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FSO User management

Configure the internal and external users for Customer Service Management to provide the
right access to features, capabilities, and case data. Create relationships that facilitate case
management and fulfill support roles for specific accounts.

Setting up users, user groups, and customer relationships

Task Description

Configure users and groups &8 Configure the individual users and the user
groups who can access your instance.

User roles and FSO Business rules Assign roles to individual users and user
groups to control access to features,
capabilities, and data.

Roles and Personas The FSO application includes agent connector
and contributor roles. To set the right access
for your team, combine these roles with
different CSM Industry data model and
contributor user roles.

Create multiple consumer profiles for a user @ Individual consumers can have multiple
profiles for different needs. You can create
these profiles to identify and differentiate
profile-specific data.

Configure a unified user & Enable users to maintain multiple profiles
within the Customer Service Management
(CSM) application and other ServiceNow
applications with one login.

Create customer relationships & Establish different types of relationships
between partners, customers, and contacts,
to make case and account management easy
and flexible:

« Bi-directional account relationships
» Contact relationships

« Account hierarchies

Create account teams @ Create teams made up of employees and
customer contacts who fulfill the roles and
functions to support specific accounts.

Configure contributor users & Configure contributor users to engage middle
office teams in resolving customer issues and
requests.

Configuring customer access management @ Configure customer access management to
support multiple contacts and consumers on
cases and sold products, providing them with
varying levels of access to the case.

User roles and FSO Business rules

This section defines the various roles within Financial Services Operations Core and explains the
business rules that guide the system’s actions.
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Roles installed

Roles installed with the Financial Services Operations Core application

Role title [name]

FSO admin

[sn_bom.admin]

Financial services consumer
contributor

[sn_bom.consumer_contributor]

Financial services account contributor

[sn_bom.account_contributor]

© 2026 ServiceNow, Inc. All rights reserved.

Description

Application-specific system

administrator role for the Financial

Services Operations (FSO)
applications.

Users with this role have read,

write, and create access to the FSO

tables.

Universal role in the FSO Core
application for financial services
relationship contributor that

enables users to create cases for

any consumer. This role inherits
all other b2c contributor roles in
Financial Services Operations
applications and the Customer

service consumer contributor role.

Universal role in the FSO Core
application for financial services
relationship contributor that
enables users to create cases
for any account. This role inherits
all other b2b contributor roles in
Financial Services Operations
applications and the Customer
service account contributor role.

Contains roles

e sn_bom.document.admin
e sn_bom_credit_asmt.admin

» model_manager

« sn_bom.contributor

« sn_bom_payment.contributor
« sn_bom_credit_asmt.b2c_con
« sn_ins_indiv_life.contributor

« sn_ins_policy_b2c.contributor
* sn_customerservice.consume
« sn_bom_deposit_b2c.contribt
» sn_bom_loan.contributor

e sn_bom_compl.contributor

« sn_bom_clo_b2c.contributor

« sn_ins_group_life.contributor

e sn_bom_credit_card.contribut

» sn_bom.contributor

« sn_bom_payment.contributor
e sn_bom_treasury.contributor
« sn_ins_indiv_life.contributor

« sn_bom_deposit_b2b.contribt
« sn_ins_policy_b2b.contributor
« sn_bom_credit_asmt.b2b_con
« sn_bom_loan_b2b.contributol
« sn_bom_compl.contributor

« sn_ins_group_life.contributor
» sn_customerservice.account_
» sn_bom_clo_b2b.contributor

« sn_bom_credit_card.contribut
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Roles installed with the Financial Services Operations Core application (continued)

Role title [name] Description Contains roles

Universal role in the FSO Core
application for financial services
relationship contributor that
enables users to create cases
for customers or accounts with
whom they have established
relationships. This role inherits
all other contributor roles in
Financial Services Operations
applications and the Customer
service relationship contributor role.

Financial services relationship

. e sn_bom.contributor
contributor

« sn_bom_payment.contributor
[sn_bom.relationship_contributor] + sn_bom_treasury.contributor
« sn_customerservice.relationst
« sn_bom_credit_asmt.b2c_con
« sn_ins_indiv_life.contributor

« sn_ins_policy_b2c.contributor
« sn_bom_deposit_b2b.contribt
« sn_ins_policy_b2b.contributor
» sn_bom_credit_asmt.b2b_con
» sn_bom_loan.contributor

e sn_bom_compl.contributor

» sn_bom_clo_b2c.contributor

« sn_ins_group_life.contributor
» sn_bom_clo_b2b.contributor

« sn_bom_credit_card.contribut

Universal role for financial services
agent. All other agent roles in
Financial Services Operations
applications inherit this role.

Financial services agent .
e sn_bom.loan_account_viewer

[sn_bom.fs_agent] e sn_bom.credit_card_account_
» sn_bom.line_of_credit_viewer
« sn_bom.b2b_agent

« sn_bom.deposit_account_vie

e sn_bom.b2c_agent

Location manager contributor User role for managing branch
locations. This role can create a
[sn_bom.location_manager_contributor] case for an account or consumer.

Users with this role have read,

e sn_bom.contributor
e sn_customerservice.svc_local

« sn_bom_deposit_b2c.contribt

@ Note: The Business Location
plugin must additionally be
activated for this role to be

write, and create access to the
FSO tables for branches that they
manage.

« sn_bom_deposit_b2b.contribt

e sn_bom_loan.contributor

enabled. For more information,

see Activate business locations & « sn_bom_compl.contributor

e sn_bom_clo_b2c.contributor

e sn_bom_clo_b2b.contributor

Account viewer Consumer role for viewing and

. « sn_bom.loan_account_viewer
creating FSO Case Examples.

[sn_bom.account_viewer] « sn_bom.saving_account_view
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Roles installed with the Financial Services Operations Core application (continued)

Role title [name]

Auto loan viewer

[sn_bom.auto_loan_viewer]

Checking account viewer

[sn_bom.checking_account_viewer]

Credit card account viewer

[sn_bom.credit_card_account_viewer]

Customer data viewer
[sn_bom.customer_data_viewer]
Deposit account viewer

[sn_bom.deposit_account_viewer]

Loan account viewer

[sn_bom.loan_account_viewer]

Description

User role for viewing auto loan data.

This role has read access to the
Auto Loan [sh_bom_auto_loan]
table.

User role for viewing checking
account data.

This role has read access to the
following tables:

» Personal Checking Account
[sn_bom_checking_account]

» Business Checking Account
[sn_bom_b2b_checking_account]

User role for viewing credit card
data.

This role has read access to the
following tables:

« Credit Card
[sn_bom_credit_card]

« Card Transaction
[sn_bom_card_transaction]

User role for viewing customer data
from FSO applications.

User role for viewing deposit data.

This role has read access to the
following tables:

« Deposit Account
[sn_bom_deposit_account]

« Deposit Transaction
[sn_bom_deposit_transaction]

User role for viewing loan data.

This role has read access to the
following tables:

Contains roles

« sn_bom.credit_card_account_
« sn_bom.deposit_account_vie
e sn_bom.mortgage_viewer

« sn_bom.checking_account_vi

sn_bom.customer_data_viewer

sn_bom.customer_data_viewer

sn_bom.customer_data_viewer

sn_customerservice.customer_d

e sn_bom.saving_account_view
» sn_bom.checking_account_vi

e sn_bom.customer_data_viewe

e sn_bom.customer_data_viewe

e sn_bom.auto_loan_viewer
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Roles installed with the Financial Services Operations Core application (continued)

Role title [name]

Mortgage account viewer

[sn_bom.mortgage_viewer]

Personal loan viewer

[sn_bom.personal_loan_viewer]

Reference viewer

[sn_bom.ref_data_viewer]

Saving account viewer

[sn_bom.saving_account_viewer]

Investment account viewer

[sn_bom.investment_account_viewer]

Security viewer
[sn_bom.security_viewer]
FSO consumer

[sn_bom.consumer]

Description

» Loan Account
[sn_bom_loan_account]

« Loan Transaction
[sn_bom_loan_transaction]

User role for viewing mortgage data.

This role has read access to the
following tables: Mortgage Account
[sn_bom_mortgage_account]

User role for viewing personal loan
data.

This role has read access
to the Personal Loan
[sn_bom_personal_loan] table.

User role for viewing reference data
for financial institutions.

This role has read access

to the Financial Institution
[sn_bom_financial_institution]
table.

User role for viewing savings data.

This role has read access to the
following tables:

« Business Checking Account
[sn_bom_b2b_checking_account]

 Personal Saving Account
[sn_bom_saving_account]

This role gives read-only access to
investment data entities.

This role gives read-only access to
security data entities.

Consumer role for FSO customers.

Contains roles

« sn_bom.mortgage_viewer

« sn_bom.personal_loan_viewe

sn_bom.customer_data_viewer

sn_bom.customer_data_viewer

This role does not contain other

sn_bom.customer_data_viewer

e sn_bom.account_viewer

« sn_bom.security_viewer

This role does not contain other

This role does not contain other
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Business rules installed

Business rules installed with the Financial Services Operations Core application

Business rule |Table Description

Limit account Financial Account Business rule that prevents storing more than four
number to 4 characters in an Account number field to help
char [sn_bom_financial_account] with security.

Using agent connector and contributor roles in Financial Services Operations

Financial Services Operations (FSO) applications install agent connector and contributor roles to
manage and monitor user privileges effectively. To provide the right level of access, these roles
must be paired with roles in the CSM Industry data model and contributor user roles.

Corerolesin FSO

Agent Connector
Users with this role can create, update, and close cases and tasks.
Contributor
Users with this role can create and read cases and make limited updates during the
initial stages.
To enable these roles effectively:

« Combine Agent Connector with a suitable CSM role, such as Relationship Agent or Location
Agent.

« Pair Contributor with a CSM contributor role for accurate access.
Assigning access based on business needs

Based on your business needs, you can assign CSM industry data model roles or contributor
user roles to your users with FSO roles to get the desired level of access for a given user, such as
to control access to cases, case tasks, and other case-related information.

For more information, see Industry data model roles B and Contributor user roles &.

Visual overview

The following diagram shows examples how you can combine various FSO roles with the CSM
roles and assign them to appropriate FSO user groups.
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Example of FSO roles combined with roles in CSM industry data model and

Contributor users

Example: FSO roles + CSM roles

FSO Roles

Fulfiller

Loan Agent Connector

Card Agent Connector

CLO Agent Connector =88

Contributor

Loan Contributor

Card Contributor

CLO Contributor

Contains

Contains

Example Groups in FSO

Loan Agent - RM

Loan Agent - Location

CLO Agent - RM

Example Groups in FSO

Loan Contributor - RM

Loan Contributor -
Location

Card Contributor - RM

Contains
Contains

;

CSM Roles

Fulfiller

7 Relationship Agent

Location Agent

Service Org Agent

Requestor

Relationship
Contributor

- Location Contributor

Service Org

Contributor

Example role combinations in Financial Services Loan Operations

The following are a few examples of how you can assign roles to users in Loan Operations:

« A loan relationship manager must be assigned one of the following:

o Loan Contributor [sn_bom_loan_b2b.contributor] and CSM Relationship Contributor
[sn_customerservice.relationship_contributor] roles

o Financial services relationship contributor [sn_bom.relationship_contributor], which contains

both the Loan Contributor [sn_bom_loan.contributor] and CSM Relationship Contributor
[sn_customerservice.relationship_contributor] roles

« A branch worker for a business location must be assigned Loan Contributor
[sn_bom_loan_b2b.contributor] and CSM Service Organization Contributor
[sn_customerservice.service_organization_contributor] roles.

© 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.

« Aloan relationship agent must be assigned Loan Agent Connector
[sn_bom_loan_b2b.agent_connector] and CSM Relationship Agent
[sn_customerservice.relationship_agent] roles.

« Aloan location agent for a business location must be assigned Loan Agent
Connector [sn_bom_loan_b2b.agent_connector] and CSM Location Agent
[sn_customerservice.svc_location_agent] roles.

Examples of loan operations roles combined with CSM roles

Relationship manager Branch worker

e
b/

Loan Contributor + Loan Contributor +
CSM Relationship Contributor CSM Service Org Contributor

Location agent

/g
>/

Loan Agent Connector + Loan Agent Connector +
CSM Relationship Agent CSM Location Agent

Data Models

Create structured and fiexible data models to represent the need across various industries.

Financial Services Operations Core

The Financial Services Operations (FSO) Core application provides a framework to enable
financial institutions to organize and manage their data effectively to meet their business needs.
This section introduces FSO Core and explains its purpose and key data design components.

Introduction to FSO Core

The Financial Services Operations Core data model enhances and utilizes tables from the
ServiceNow Al Platform and the Customer Service Management (CSM) application to create a
streamlined data environment. It organizes information into two main categories:
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« Foundational Data: This includes tables that store essential customer information such as
financial accounts, product models, and transactions. These elements are crucial for handling

customer service requests.

» Operational Workflow Data: This records data generated during the execution of related
processes, such as creating tasks and cases.

High-level overview of the FSO Core

i Consumers Households Accounts Contacts

Business

A

Individual

Product & Services

Product Model

Financial Accounts

Financial Services

Bankers / Agents /
Relationship Managers

Ip| Sales and Onboarding

Work - FSO Case Types

Loan Servicing
Policy Servicing
Treasury Servicing

Client Onboarding
Product Onboarding

Servicing and Operations le

Fraud Investigations
Payment Disputes
Insurance Claims

Transactions

Policies

Coverage

JA000I

Key components in Financial Services Operations Core

The Financial Services Operations Core feature includes the following key data design

components or models.

FSO Core data design models

Model

Service organizations

Customer

© 2026 ServiceNow, Inc. All rights reserved.

Definition

A list of all branches

and agencies within an
organization. It includes the
internal and external entities
that belong to a service
organization.

A list of all customers served
by the organization.

Examples

« Financial service
organizations with multiple
branches

« Internal or external
insurance agents and
agencies

« Stores

» Branches
» Centers

« Franchises

« Dealerships

e Accounts
« Contacts
« Consumers

« Households

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.

29



servicenow.

FSO Core data design models (continued)
Model Definition Examples

Product/Sold product A list of all products offered
by the organization. Tracks
the products or services sold  » Chase Sapphire Credit Card
to an account or consumer,
linking them to financial
accounts, insurance policies,  * Life Insurance
and financial services.

« Chase Total Checking

¢ Auto Insurance

e Home Insurance

Financial Account Represents the financial
products owned by clients,
such as deposits, line of
credit, loans, cards, and « Home insurance policy
investments. It connects these  humber at your insurance
products to the account owner ~ company.
and supports integration with
core systems.

« Savings account number at
your bank

Financial Services Captures the treasury services . .
» Wired services
a customer has enabled for a
specific Financial Account. « Standing sweep services on

a financial account

Understanding FSO Core relationships
This section describes the key tables in FSO Core and their relationships. Understanding these
relationships helps you manage data effectively and enhances system functionality.

The Financial Services Operations Core application is automatically installed with any of the
#Financial Services Operations applications but can also be installed independently for a basic
configuration using only its data model.

The following table lists this application's dependencies:

Plugin dependencies for Financial Services Operations Core

Customer Service Management (CSM) com.sn_customerservice
Expanded Model and Asset Classes com.sn_ent
Install Base com.snc.install_base

© Important: Starting with the Vancouver release, the Financial Services Operations Core
model tables will use child tables of Expanded Model and Asset's base Service model
[cmdb_service_product_model] to classify different service models within the Configuration
Management Database (CMDB). For more information, see Expanded Model and Asset
Classes @

Financial Services Operations Core data model diagram

The following diagram shows the tables and their relationships that build the Financial Services
Operations Core data model.
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Financial Services Operations Core table relationship

Financial Services Operations Data Model

Using ServiceNow Al Platform, Customer Service Management (CSM) tables

The Financial Services Operations data model uses the following tables included within the
ServiceNow Al Platform, Customer Service Management (CSM), and Configuration Management
Database (CMDB) applications to store data.

ServiceNow Al Platform, CSM, and Configuration Management Database (CMDB) tables
used in the Financial Services Operations data model

Table Description Application
Business location Provides the business location CSM
[sn_csm_business_location] records.
Case [sn_customerservice_case] Provides the cases for patients CSM
associated with customer contact
records.
Characteristic Provides the attributes available fora CSM
[sn_prd_pm_characteristic] product.
Characteristic Option Provides the options for attributes CSM
[sn_prd_pm_characteristic_option] available for a product.
© 2026 ServiceNow, Inc. All rights reserved. 31
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ServiceNow Al Platform, CSM, and Configuration Management Database (CMDB) tables

used in the Financial Services Operations data model (continued)

Table Description Application

Consumer [csm_consumer] Provides patient records associated CSM
with consumer records.

Consumer profile Provides multiple consumer profiles.  CSM

[sn_csm_consumer_profile]

Household Member Provides records of the patient CSM

[csm_household_member] members who have been added to a
household.

Location [cmn_location] Provides addresses associated witha ServiceNow
patient. Al Platform

Product Specification Defines, at a functional level, a CSM

[sn_prd_pm_specification] product a service provider sells to the
customer.

Sold product Provides the product purchased ServiceNow

[sn_install_base_sold_product] by a patient as a customer and Al Platform
references the Product Model
[cmdb_model] table or Service Model
[cmdb_service_product_model] table
for a customer (customer account or
consumer).

Specification [sn_prd_pm_specification] Provides the base table for CSM
specifications included in the industry
vertical applications.

Specification Characteristic Provides the characteristics for CSM

[sn_prd_pm_specification_characteristic] product, service, and resource
specifications.

Task [task] Provides a series of standard fields ServiceNow
used on each of the tables that extend Al Platform
it.

FSO Core Banking tables

This section describes the banking tables in FSO Core and shows how they store and manage

banking information.

© 2026 ServiceNow, Inc. All rights reserved.
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Banking tables installed

Financial Services Operations Core tables

Label Table name Description

Auto Loan sn_bom_auto_loan Stores all auto loans
records. This table
extends the Loan Account
[sn_bom_loan_account] table.

Bond sn_bom_bond Stores all bond information.
Extends the Security
[sn_bom_security] table.

Business Certificate of sn_bom_b2b_certificate_of_dep&sdres all certificate of deposit

Deposit account records, a type of
financial account that allows
businesses to deposit money
for a fixed period and earn a
fixed interest on it.

Business Checking Account  sn_bom_b2b_checking_accounSStores all checking account
records for consumers.
Extends the Deposit Account
[sn_bom_deposit_account]
table.

Business Credit Card sn_bom_b2b_credit_card Stores all business credit
card records, a type of credit
card that is designed for
businesses to purchase
goods or services on credit
with benefits tailored to their
needs.

Business Line of Credit sn_bom_b2b_line_of_credit Stores all line of credit records
for business loan customers.
Extends the Line of Credit
table.

Business Saving Account sn_bom_b2b_saving_account Stores all saving account
(a type of deposit account)
records for business
customers. Extends
the Deposit Account
[sn_bom_deposit_account]
table.

Chargeback Reason Codes sn_bom_chargeback_reason_c&tesges all chargeback reason
code records. Chargeback
reason codes are numerical
codes used to categorize the
reasons why a cardholder
disputes a transaction. These
are provided by card networks
like Visa, Mastercard,
American Express.
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Financial Services Operations Core tables (continued)

Label

Commercial Real Estate Loan

Commercial Vehicle Loan

Covenant

Covenant

Covenant

Coverage Specification

Coverage Type

Coverage Type Option

Currency ISO Code
Association

Stores all location records for
customer property.

Data Fix Backup

Deposit Account

Table name

Description

sn_bom_commercial_real_estat&tbyen all commercial

real estate loan records.
Extends the Loan Account
[sn_bom_loan_account] table.

sn_bom_commercial_vehicle_loStores all commercial

sn_bom_b2b_covenant

sn_bom_covenant

sn_bom_covenant_base

vehicle loan records.
Extends the Loan Account
[sn_bom_loan_account] table.

Stores all covenant records for
business customers.

Stores all covenant records for
consumers.

Stores all covenant

base records. The
[sn_bom_b2b_covenant] and
[sn_bom_covenant_base]
tables extend the Covenant
Base table.

sn_bom_coverage_specificationStores all coverage

sn_bom_coverage_type

sn_bom_coverage_type_option

currency_iso_code_association

sn_bom_customer_property

sn_bom_data_fix_backup

sn_bom_deposit_account

specification records that
define the product coverage
types and their options.

Stores all coverage type
records across all products.

Stores all coverage type
option records for each
coverage type across all
products.

Stores all customer property
records with details of the
properties that a customer
has. For example, it stores
the vehicles and property
locations that a customer
holds.

Stores all backup records
during data migration from
one table to another.

Stores all deposit accounts -
Checking and Saving records.
Extends the Financial Account
[sn_bom_financial_account]
table.
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Financial Services Operations Core tables (continued)

Label Table name Description

Equipment Loan sn_bom_equipment_loan Stores all equipment
loan records. This table
extends the Loan Account
[sn_bom_loan_account] table.

ETF sn_bom_etf Stores all ETF information.
This table extends the
Security [sn_bom_security]
table.

Exchange sn_bom_exchange

Financial Account sn_bom_financial_account Stores all financial accounts
- deposit accounts, loan
accounts, credit card account,
line of credit accounts, and
insurance policy accounts.
Extends the Sold Product
[sn_install_base_sold_product]
table.

Financial Institution sn_bom_financial_institution  Stores all financial institution
records. Extends the
Company [core_company]
table.

Financial Service sn_bom_service Stores all financial
services — RDC service
and wire transfer service.
Extends the Sold Product
[sn_install_base_sold_product]
table.

Stores all RDC financial sn_bom_m2m_service_financialStmesuait financial accounts

account records. Links RDC - deposit accounts, loan

services to financial accounts. accounts, credit card account,
line of credit accounts, and
insurance policy accounts.
Extends the Sold Product
[sn_install_base_sold_product]
table

Financial Service User sn_bom_m2m_service_user Stores details of users for a
financial service account

Financial Services Base sn_bom_case Stores all financial services
base records and serves as
the parent table for all types
of financial case records
within a system. It acts as
a central repository that
provides a unified structure
for managing various financial
cases, such as disputes,
fraud investigations, loan
applications, insurance
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Financial Services Operations Core tables (continued)

Label Table name Description

servicing, claims and other
financial inquiries or issues.
Each record represents a
unique financial case, with
associated metadata that links
to more specific case details
stored in related child tables.

Financial Services Case sn_bom_financial_service Stores all financial services
cases. Extends the financial
services base Case
[sn_bom_case] table.

Financial Services Task sn_bom_financial_task Stores all financial services
tasks. Extends the Financial
Task [sn_bom_task] table.

Financial Task sn_bom_task Stores all financial tasks such
as inquiry tasks, claim tasks,
credit tasks and loan tasks.
Extends the Industry Task
[sn_ind_task] table.

Financial Transaction sn_bom_transaction Stores all financial
transactions for deposit, loan,
and credit card accounts.
Extends the Industry Data
Entity [sn_ind_data_entity]

table.
Financial Transaction sn_bom_transaction_authorizaliStores authorization-
Authorization related details for financial

transactions.

Group Member Info sn_bom_group_member_info  Stores all group member info
records and is an extension
of customer property table
which can contain the group
member details applicable
to a customer. For example,
in employer provided life
insurance policy scenario,
this table can hold the
group member details of the

employer.

Holding sn_bom_holding Stores all holding information
records.

Holding lot sn_bom_holding_lot Stores all holding lot

information records.

Insured Property sn_bom_insured_property Stores all insured property
records that reference
customer property and
contain the properties of a
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Financial Services Operations Core tables (continued)

Label

Investment account

Line

Line of Credit

Loan Account

Location

Merchant Category Code
Mortgage

Operating instruction

© 2026 ServiceNow, Inc. All rights reserved.
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Table name

sn_bom_investment_account

sn_bom_line

sn_bom_line_of_credit

sn_bom_loan_account

sn_bom_location

Description

customer which are covered
by an insurance policy.

Stores all investment
account records. Extends
the Financial Account
[sn_bom_financial_account]
table.

Stores all line records and is
a parent table which holds
the case lines of a case when
requests are made on the
line items belonging to a sold
product. For example, in an
insurance servicing case,
when a request is made to
change policy coverages,

the coverage line items for
the policy can be held in the
line tables extended from this
table in the servicing app.
This ensures that the changes
are not made directly on the
insurance policy coverage
records when the case is
being processed and the
updates are made only after
the case is approved and
closed.

Stores all line of credit
account records. Extends
the Financial Account
[sn_bom_financial_account]
table.

Stores all loan account
records. Extends the
Financial Account
[sn_bom_financial_account]
table.

Stores all vehicle records for
customer property.

sn_bom_merchant_category_code

sn_bom_mortgage

Stores all mortgage

account records. Extends

the Loan Account
[sn_bom_loan_account] table.

sn_bom_b2b_operating_instruc$bores all operating instruction

records on a business
account. For example, on a

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Financial Services Operations Core tables (continued)

Label Table name Description

business checking account

who are the signatories who
are allowed to sign and their
financial limits.

Operating instruction sn_bom_operating_instruction Stores all operating instruction
records on a personal
account. For example, on a
personal checking account
who are the signatories who
are allowed to sign or provide
instructions to operate the
account.

Option sn_bom_option Stores all options information.
Extends the Security
[sn_bom_security] table.

Payment Network sn_bom_payment_network Stores all payment network
records with information about
the payment processing
networks in the context of
cards. For example, Visa
interlink, Pulse.

Personal Certificate of Deposit sn_bom_certificate_of_deposit Stores all personal certificate
of deposit account records, a
type of financial account that
allows individuals to deposit
money for a fixed period and
earn a fixed interest on it.

Personal Checking Account sn_bom_checking_account Stores all checking account
records for consumers.
Extends the Deposit Account
[sn_bom_deposit_account]
table.

Personal Credit Card sn_bom_credit_card Stores all personal credit
card records, a type of credit
card that allows individuals to
purchase goods or services
on credit.

Personal Line of Credit sn_bom_b2c_line_of_credit Stores all line of credit records
for consumers.

Personal Loan sn_bom_personal_loan Stores all personal
loan account records.
Extends the Loan Account
[sn_bom_loan_account] table.

Personal Saving Account sn_bom_saving_account Stores all personal saving
account records, a type of
bank account that allows
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Financial Services Operations Core tables (continued)

Label

Policy Coverage

Policy Participant

Policy Participant Role

Product Coverage Type

Product Coverage Type
Option

RDC Financial Account

RDC Service

RDC User

Renters Policy

SBA Loan
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Table name

sn_bom_policy_coverage

sn_bom_policy_participant

Description

customers to deposit money
and earn interest on it.

Stores all policy coverage
records with the defined
coverages on the insurance

policy.
Stores all policy participant

records with the defined
participants on the insurance

policy.

sn_bom_policy_participant_insSextepralppdijcy participant

role records with the roles
played by the participants
who have been defined on the
insurance policy.

sn_bom_product_coverage_typé&tores all product coverage

type records with the product
coverage types defined for the
product.

sn_bom_product_coverage_typ&toptmall product coverage

type option records with the
product coverage type options
defined for a coverage type
within the product.

sn_bom_m2m_rdc_financial_ac&boras all wire transfer

sn_bom_rdc

sn_bom_m2m_rdc_user

sn_bom_renters_ins_policy

sn_bom_sba_loan

financial account records.
Links wire transfer services to
financial accounts.

Stores all RDC treasury
service records. Extends
the Financial Service
[sn_bom_service] table.

Stores details of users who
are authorized to request for
a remote deposit capture
facility on a business deposit
account

Stores all renters policy
records for insurance personal
renters policies. Extends the
insurance policy table.

Stores all SBA (Small
Business Administration)

loan account records.
Extends the Loan Account
[sn_bom_loan_account] table.

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Financial Services Operations Core tables (continued)

Label

Security

Security Exchange

Service Definition

Service Definition has Agent
Criteria

Service Definition has Entity
Criteria

Standing Order

Standing Order

Stock

Student Loan
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Table name

sn_bom_security

Description

Stores all security information.
Extends the Security
[sn_bom_security] table.

sn_bom_m2m_security_exchangiores all security exchange

sn_bom_service_definition

records with details of security
exchange (a marketplace
where securities, such

as stocks, bonds, and
derivatives, are bought and
sold). For example, NYSE- New
York Stock Exchange, Nasdaq.

Stores all service definitions
configured for all workflows
across Financial Services
Operations applications.

n_csm_case_types_service_useltoitmiall service definition

and agent criteria relationship
records. An m2m table
between Service Definition
and Agent Criteria
(user_criteria).

sn_csm_case_types_service_custmres atfiéerizice definition

sn_bom_b2b_standing_order

sn_bom_standing_order

sn_bom_stock

sn_bom_student_loan

and entity criteria relationship
records. An m2m table
between Service Definition
and Entity Criteria
(sn_req_criteria_customer_con

Stores all standing instruction
records which are pre-
authorized payment
instructions given by a
business customer to the
bank. For example, auto bill
payments.

Stores all standing instruction
records which are pre-
authorized payment
instructions given by a an
individual customer to the
bank. For example, auto bill
payments.

Stores all stock information.
Extends the Security
[sn_bom_security] table.

Stores all student loan
account records. Extends

the Loan Account
[sn_bom_loan_account] table.
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Financial Services Operations Core tables (continued)

Label

Term Loan

Trade

Transaction

Transaction

Transaction

Transaction

Transaction

Transaction

Vehicle

Wire Transfer Financial
Account

Wire Transfer Service

Wire Transfer User

Table name

sn_bom_term_loan

sn_bom_trad

sn_bom_card_transaction

sn_bom_deposit_transaction

Description

Stores all term loan
account records. Extends
the Loan Account

[sn_bom_loan_account] table.

Stores all trade records

with information related to
individual stock orders placed
by investors.

Stores all card transaction
records. Extends the
Financial Transaction
[sn_bom_transaction] table.

Stores all deposit transaction
records. Extends the
Financial Transaction
[sn_bom_transaction] table.

sn_bom_ins_policy_transaction Stores all policy transaction

records. Extends the
Financial Transaction
[sn_bom_transaction] table.

sn_bom_investment_transactiorstores all investment

transaction records. Extends
the Financial Transaction
[sn_bom_transaction] table.

sn_bom_line_of_credit_transactidiores all line of credit

sn_bom_loan_transaction

sn_bom_vehicle

transaction records. Extends
the Financial Transaction
[sn_bom_transaction] table.

Stores all loan transaction
records. Extends the
Financial Transaction
[sn_bom_transaction] table.

Customer Property

sn_bom_m2m_wire_transfer_findrcamicad Smratce Financial

sn_bom_wire_transfer

Account

Stores all wire transfer
treasury service records.
Extends the Financial Service
[sn_bom_service] table.

sn_bom_m2m_wire_transfer_usé&tores details of users who

are authorized to request for
a wire transfer facility on a
business deposit account

FSO Core Insurance tables

This section explains the insurance tables in FSO Core and how they handle insurance data.
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Insurance tables installed

Financial Services Operations Core tables

Label
Business Owners Policy

Claim Base

Commercial Auto Policy

Commercial Property Policy

Commercial Travel Policy

Commercial Umbrella Policy

Condo Policy

Farm Ranch Policy

General Liability Policy

Group Disability Insurance

Policy

Group Life Insurance Policy

Homeowner Policy
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Table name
sn_bom_bo_ins_policy

sn_bom_claim_base

sn_bom_ca_ins_policy

sn_bom_cp_ins_policy

sn_bom_ct_ins_policy

sn_bom_cu_ins_policy

sn_bom_condo_ins_policy

sn_bom_fr_ins_policy

sn_bom_gl_ins_policy

Description
Insurance Policy

Claim base is the table from
which all the insurance app
specific claim case types are
extended. This table contains
all the common attributes
which can be used across
insurance claims case types.

Insurance commercial auto
policy table extended from
insurance policy.

Insurance commercial
property policy table
extended from insurance
policy.

Stores information about
a commercial travel policy
issued to a policy holder.
Extends Insurance Policy
[sn_bom_ins_policyl].

Insurance commercial
umbrella policy table
extended from insurance
policy.

Insurance personal condo
policy table extended from
insurance policy.

Insurance commercial farm
ranch policy table extended
from insurance policy.

Insurance general liability
policy table extended from
insurance policy.

sn_bom_group_disability_ins_pdtisyrance group disability

policy table extended from
insurance policy.

sn_bom_group_life_ins_policy Insurance group life policy

table extended from insurance
policy.

sn_bom_homeowner_ins_policyinsurance homeowners policy

table extended from insurance
policy.

42



servicenow.

Financial Services Operations Core tables (continued)

Label

Individual Disability Policy

Individual Life Policy

Insurance Policy

Insured Property

Landlord Policy

Personal Auto Policy

Personal Travel Policy

Personal Umbrella Policy

Policy Coverage

Policy Participant

Policy Participant Role

Renters Policy
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Table name

sn_bom_indiv_disab_policy

sn_bom_indiv_life_policy

sn_bom_ins_policy

sn_bom_insured_property

sn_bom_landlord_ins_policy

sn_bom_auto_ins_policy

sn_bom_pt_ins_policy

sn_bom_pu_ins_policy

sn_bom_policy_coverage

sn_bom_policy_participant

Description

Insurance individual disability
policy table extended from
insurance policy.

Insurance individual life policy
table extended from insurance

policy.

Stores all insurance

policy account records.
Extends the Sold Product
[sn_install_base_sold_product]
table.

Insured property table
references customer property
and will contain the properties
of a customer which are
covered by an insurance

policy.

Insurance landlord policy
table extended from insurance

policy.

Insurance personal auto
policy table extended from
insurance policy.

Stores information about
a personal travel policy
issued to a policy holder.
Extends Insurance Policy
[sn_bom_ins_policy].

Insurance personal umbrella
policy table extended of
insurance policy.

Policy coverage table will
contain the defined coverages
on the insurance policy.

Policy participant table
will contain the defined
participants on the insurance

policy.

sn_bom_policy_participant_insWRPeticy papédipant role table

sn_bom_renters_ins_policy

will contain the roles played
by the participants who
have been defined on the
insurance policy.

Insurance personal renters
policy table extended from
insurance policy.

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Financial Services Operations Core tables (continued)

Table name

Transaction

Description

sn_bom_ins_policy_transaction Stores all policy transaction

records. Extends the
Financial Transaction
[sn_bom_transaction] table.

Card Disputes data model

This section outlines the card disputes data model and the tables installed with the disputes
application.

Card disputes data model

The following diagram shows the tables and their relationships within the card disputes data

model.

Disputes data model

Card Disputes Data Model

Platform/CMDB/CSM

Sold Products

sn_install_base_sold_product | < —

customer_account

customer_contact

sn_customerservice_case

sn_customerservice task

Product Model
‘cmdb_model

Service Model
‘cmdb_service_product_ model

Card Service Model
sn_ent_card_service_model

Deposit Model
sn_ent_deposit_account_

Financial Service Model
sn_ent_financial_services_model

| S S—

'
e

[SP—

Card disputes tables

Entity

Product

Consum

Account

Contact

Model

er
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Financial Services Operations Core

R}

Financial Task

Deposit Transaction
sn_bom_deposit_transaction

:
-

sn_bom_card_transaction

Financial Transaction

sn_bom task

Financial Services Card Operations

N
'
1
1
1
I
k-

sn_L ‘geback_reason_codes

sn_bom_transaction

Payment Network

sn_bom_payment_network

(

Dopostaccat ) [ persona CectCara

) Busiess CreatCara

e

sn_bom_credit_card

] Dot

:
'

:

| :
L Personal Ghecking ccaunt '
————————— :
oo checking aceaunt :

:

:

:

:

:

Business Checking Account

sn_bom_b2b_checking_account

Business Saving Account
' sn_bom_b2b_saving_account

]

e

)

Table name

cmdb_model

csm_consumer

customer_account

customer_contact

|| — e

What you can do

Configure product models for
services, hardware, software,
and consumables.

Store information for B2C
(individual) customers.

Store and manage customer
account records.

Maintain customer contact
information.

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

Card service model

Deposit model

Intake Form

Business Credit Card

Business Checking Account

Business Saving Account

Card Transaction

Financial Services Base

Chargeback Reason Codes

Personal Checking Account

Personal Credit Card

Visa Dispute Cardholder
Intake

Visa Dispute Intake

Card disputes related
transaction

Table name

Sn_ent_card_service_model

What you can do

Store card product
information.

sn_ent_deposit_account_modelDefine deposit product

sn_evt_ing_qgtn

sn_bom_b2b_credit_card

models like savings or
checking accounts.

Store request-related
questions and responses.

Store business credit card
details and usage data.

sn_bom_b2b_checking_accounStore checking account

sn_bom_b2b_saving_account

sn_bom_card_transaction

sn_bom_case

data for business
customers; extends
Deposit Account table
[sn_bom_deposit_account].

Store saving account data for
business customers; extends
Deposit Account table
[sn_bom_deposit_account].

Store card-based
transaction records; extends
Financial Transaction table
[sn_bom_transaction].

Manage all financial case
records, including disputes
and fraud investigations.

sn_bom_chargeback_reason_cdcktegorize and store

sn_bom_checking_account

sn_bom_credit_card

chargeback reasons per card
network.

Store checking account
data for individual
consumers; extends
Deposit Account table
[sn_bom_deposit_account].

Store individual credit card
details.

sn_bom_credit_card_cardholdeSthisp\ieaidiagate responses

from consumers; extends
Visa Dispute Intake table
[sn_bom_visa_cp_visa_dispute

sn_bom_credit_card_dispute_inG&pture Visa dispute

questionnaire questions and
responses; extends Intake
Form table [sn_evnt_ing_qtn].

sn_bom_credit_card_disputes_rSlatedramasscttbionassociated

with a card dispute.

| questionnaire].

Card dispute service case sn_bom_credit_card_disputes_s€remtesand track card dispute

cases initiated by agents.

© 2026 ServiceNow, Inc. All rights reserved.
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Entity

Dispute Task

Dispute Transaction

Deposit Account

Deposit Transaction

Financial Account

Line of Credit

Credit Transaction

Mastercard Chargeback
Reason Code Message

Merchant Category Code

Payment Network

Personal Saving Account

© 2026 ServiceNow, Inc. All rights reserved.
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Table name

What you can do

sn_bom_credit_card_disputes_taskck and manage dispute

tasks; extends the Financial
Task table [sn_bom_task].

sn_bom_credit_card_disputes_t&tosadicaredit card dispute

sn_bom_deposit_account

sn_bom_deposit_transaction

sn_bom_financial_account

sn_bom_line_of_credit

transactions.

Manage all checking

and saving account

records; extends

Financial Account table
[sn_bom_financial_account].

Store deposit transaction
records; extends Financial
Transaction table
[sn_bom_transaction].

Store deposit, loan, credit
card, line of credit, and
insurance policy accounts;
extends Sold Product table

[sn_install_base_sold_product].

Store line of credit

account records; extends
Financial Account table
[sn_bom_financial_account].

sn_bom_line_of_credit_transactistore line of credit

transactions; extends
Financial Transaction table
[sn_bom_transaction].

sn_bom_mcard_cp_mastercard Sthaeddbatkcorasoima igemdbesck

reason codes and messages.

sn_bom_merchant_category_co8&ore the ISO-certified

sn_bom_payment_network

sn_bom_saving_account

Merchant Category Code
(MCQ) list used to categorize
merchants on a transaction.

© Note: Atransaction
referencing an MCC that
isn't in this table can
cause a lookup subflow
to error; before treating
this as a product gap,
confirm whether the
transaction data is valid
production data.

Store payment processing
network info such as Visa
Interlink, Pulse.

Store individual saving
account data.

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

Service Definition

Financial Task

Financial Transaction

CRB Region Type
Service Definition

Case

Task

Sold Products

Task

Table name

sn_bom_service_definition

sn_bom_task

sn_bom_transaction

What you can do

Configure service
definitions used across
workflows; extends
Service Definition table
[sn_case_type_selection].

Manage financial tasks such
as inquiries, claims, credits,

and loans; extends Industry
Task table [sn_ind_task].

Track all financial transactions
across deposit, loan, and
credit card accounts.

sn_bom_visa_cp_crb_region_ty®tore Visa Card Recovery

sn_case_type_selection

sn_customerservice_case

sn_customerservice_task

sn_install_base_sold_product

Task

Bulletin (CRB) region details.

Link services to case types
and define request types.

Manage customer questions,
issues, and resolutions, such
as card dispute cases.

Centralize and manage
customer service-related
tasks.

Track products and
services sold to accounts or
consumers.

Track work progress related to
case management.

Dispute decision tables

Decision tables in Dispute Management provide decision logic for card dispute processing.

The following table lists the decision tables used in Dispute Management.

o Note: The rules shown here are provided as example rules. Review and configure to
reflect your own processing policy.

Dispute Management Decision Tables

Decision table

Card dispute rules for internal policy

© 2026 ServiceNow, Inc. All rights reserved.
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Description

Determines the appropriate financial action based

on the details of a dispute case. The results can be:

« Immediate provisional credit

« Immediate final credit

e Deny

« No credit

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Dispute Management Decision Tables (continued)

Decision table

Description

© Note: You can extend the predefined rules
based on your own policies.

Derive Dispute Category without Content Determines the chargeback dispute category

Pack

Derive Disputes Case Priority

Derive Intake Answers from Chargeback
Reason Code and Messages

Determine chargeback dispute reason
code

Determine Chargeback Subflow by
Network ID

Determine dispute category

Determine Dispute Category Options

Determine Dispute Reason Options

Determine Dispute Transaction Outcome

Determine Next Activity Status

© 2026 ServiceNow, Inc. All rights reserved.
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based on the dispute category and dispute reason
whenever a dispute content pack isn’t installed.

Triages a dispute case based on the dispute
category, transaction category, and SEC code (for
ACH disputes).

Determines answers to the following questions,
based on the reason code:

« What is this dispute due to?

« What is incorrect about this transaction?

The answer determines which questionnaire to
render in the playbook.

Determines the chargeback reason code for Visa
disputes based on the case categorization and the
responses to the following questions:

« What is incorrect about this transaction?

« This dispute is due to?

Determines which chargeback eligibility subflows
run based on the network ID of the disputed
transaction.

Determines the Dispute Case category based on the
responses to the following questions:

» Do you recognize the merchant and the purchase?
« Did you provide authorization for the transaction?

« What is the issue that you’re experiencing?

Determines the dispute category options that are
displayed in the dispute questionnaire (based on
the Network ID).

Determines the dispute reason options that are
displayed in the dispute questionnaire (based on
the selected dispute category).

Determines the outcome status of the transaction
based on the chargeback category, dispute service,
and representment/response/appeal status.

Determines the next activity in the card dispute
workfow.

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Dispute Management Decision Tables (continued)

Decision table Description

Determine questionnaire table and view Used to determine the Dispute Case questionnaire
based on persona, card network, and category.

Determine Mastercard chargeback Determines the chargeback reason code.
dispute reason code message

Determine Reason Code and Category  Determines the reason code and category subflow
Subflow by Network ID based on the network ID of the disputed transaction.

Dispute Document Rules Determines whether an ACH dispute requires a
Written Statement of Unauthorized Debit (WSUD).

Related topics

Decision Tables &

Payment card

The Payment card application stores details of payment cards, which can be used across the
entire card life-cycle, from issuance to servicing.

Overview of Payment card

The Payment card application is a data model that represents payment cards that are issued to
users. It supports multiple payment card types, including credit and debit cards.

It also supports storing tokenized values for sensitive data, such as the primary account number
(PAN).

Cards in Payment card can be associated with a Financial Account in Financial Services
Operations Core. This relationship can then be used in a Financial Services Operations (FSO)
workflow that involves a card account, such as selecting a credit or debit card containing a
disputed card transaction.

© 2026 ServiceNow, Inc. All rights reserved. 49
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Customer Service Install Base
Management

Install Base Item

Payment Card

. Payment Card

.................

Installed
Product

(sn_payment_card_credit)

' (sn_payment_card_base)

f
f }

Debit Card
(sn_payment_card_debit)

Credit Card

Financial Services Operations

Accessing Payment card

Core

Financial

account

Financial
transaction

Payment card is included with Financial Services Operations Core.

Payment card tables

This section describes the tables in the Payment card application and shows how they store and

manage physical payment card information.

Payment card tables installed

Payment card tables

Table Description

Payment Card [sn_payment_card_base]

Credit Card [sn_payment_card_credit]

Debit Card [sh_payment_card_debit]

Parent table that contains the details of
various payment cards. Extends the Install
Base Item [sn_install_base_item] table.

Contains the details of credit cards. Extends
the Payment Card [sn_payment_card_base]
table.

Contains the details of debit cards. Extends
the Payment Card [sn_payment_card_base]
table.

© 2026 ServiceNow, Inc. All rights reserved.
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Expanded Model and Asset Classes tables

The Expanded Model and Asset Classes Store application contains a Payment Card

Model [sn_ent_payment_card_model] table that extends System and Smart Card Model
[sn_ent_system_smart_card_model]. This table represents payment cards as a material, physical
good.

For more information, see Expanded Model and Asset Classes @.

Related topics

Expanded Model and Asset Classes &

Payment card roles

This section outlines the core roles involved in managing payment cards in the Payment card
application.

Payment card roles installed

Payment card roles

Role title [name] Description

Payment card admin [payment_card_admin] Create, read, write, and delete access to the
table.

Payment card reader [payment_card_reader] Read access to the Payment Card table.

Payment card writer [payment_card_writer] Create, read, and write access to the Payment
Card table.

Credit card reader [credit_card_reader] Read access to the Credit Card table.

Debit card reader [debit_card_reader] Read access to the Debit Card table.

Insurance Claims Core

The Insurance Claims Core application includes a framework that provides generic claims data
model components and approval engine that your organization can use to create flexible data
structures that meet your business needs.

Introduction to Insurance Claims Core

The Insurance Claims Core application includes all the required common entities in an insurance
claim process for your different lines of business. A financial institution can use these common
entities for all the other applications that relate to insurance claims. The main components in

the Insurance Claims Core application are the data model such as the claim property, claim
participant, claim coverage, claim reserve, and claim payment, approval engine and validations.

The claim reserve and claim payment components have a claims approval engine for approval
process. This approval engine consists of decision tables and flows along with ServiceNow

Al Platform sysapproval_approver table to ensure that the requests are accurate and
monitored as per your company guidelines.
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High-level overview of Insurance Claims Core

Global

Expanded Model and Asset Classes

Personal Li

(sn_ent_b2c.ins._policy_model)

‘ | (sn_ent_b2b_ins. policy.model) |

Group L Individual Life Product Model
(sn-ent_group.life_ins_policy_model) (sn-ent_indiv_life_ins_policy_model)

Financial Services Operations Core

Insurance Claims Core

Sold Products

=

Contact

Customer Service

|4-—

——
e

Related Party

Incident

Core Customer Service Install
Base Management

Sold Product
(sn_install_base_sold_product)

Sold Product Related Party
(sn_installbase._sold_product_|
related_party)

Participant

Claim Participant

Participants.

Policy Participant Role

om_policy_participant_insured_property)

Coverages

Specification
(sn_prd_pm_specification)

Spectfication A
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(sn_prd._pm_specification_
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(sn_prd_pm. il

Adjudicate Transactions

Policy Snapshot :

Task

Characteristic Option
ctenistic_ (<4
‘option)

Product Characteristics
(m.pm.pm.pwam.' <’—l

Insurance Claims Core tables

This section explains the insurance tables in Insurance Claims Core and how they handle

insurance data.

Tables installed

The following table lists the tables that are installed with Insurance Claims Core.

Insurance Claims Core tables

Table Description

Claim Coverage

[sn_ins_claim_coverage]

Claim Incident

[sn_ins_claim_property]

Claim Participant

[sn_ins_claim_profile]

© 2026 ServiceNow, Inc. All rights reserved.
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Stores coverage of an insurance policy for a
claim.

Stores details about the insured properties

or details about the other properties that are
involved in the loss incident that is reported in
the claim.

Stores details about all the participants
involved in the claim process. It can be a
person or company. For example, the insured
driver, the driver of another vehicle, or any
external experts involved in the evaluation
and so on. These details can be used as an
involved entity to make a claim against a
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Insurance Claims Core tables (continued)

Table Description

Participant Role

[sn_ins_claim_participant]

Claim Reserve
[sn_ins_claim_reserve]

Claim Payment

[sn_ins_claim_payment]

Injury Incident
[sn_ins_claim_injury]

Policy Snapshot
[sn_ins_claim_policy_snapshot]

Claim Incident Configuration
[sn_ins_claim_incident_config]

© 2026 ServiceNow, Inc. All rights reserved.
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coverage or as a payee to whom a payment is
made.

Stores information about a claim participant's
role, such as the injured party, the

insured, the reporting party, or another

role related to the claim. Extends the
Customer Service table Related Party
[sn_customerservice_related_party].

Stores the reserve amounts that are created
against a coverage and entity combination.

Stores details about the payment amount that
is created against a reserve for settling a claim.

Note: For both claim reserve and
payment, depending on the system
properties, the claims approval engine
for approval process might be invoked
for a reserve record or payment.

Stores participant injury details for a claim.

Stores policy information specific to the time
of an incident date, including Policy Number,
Effective Date, Expiry Date, and other details.

Defines the configuration for claim incidents
that can be created as part of the Insurance
claims application. Use this table to define the
following:

» Name and short description of the claim
incident

» Claim incident table name

» The icon that is shown

» Adjuster task service definition

« Parent service definition

* Whether the loss can be itemized

« Whether an adjuster task is created per
incident or per incident type (for example, a
single task for all baggage claim incidents)

« Display order of the service definitions in the
playbook

« Whether the service definition is shown in
the Ul or not

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Insurance Claims Core tables (continued)

Table Description

For more information, see Claim Incident
Configuration table.

Itemized Loss/Expense Stores information about the itemized losses
[sn_ins_claim_incident_item] and expenses for a claim.
Baggage Incident [sn_ins_claim_baggage] Stores information about a baggage loss

incident, such as a description of the baggage,
the associated flight details, and the claimant.

Trip Incident [sn_ins_claim_trip] Stores information about a trip loss incident,
such as a description of the incident,
reservation numbers, and other supporting
questions.

Insurance Claims Core roles and properties

This section outlines the core roles involved in managing insurance claims and highlights their
system properties.

Roles installed

The Insurance Claims Core includes access control lists (ACLs) and read-write user roles to
restrict access to different tables.

Roles installed with the Insurance Claims Core application

Role title [name] Description

Insurance Claims Core admin Create, read, write, and delete access to all tables
including the core data.

[sn_ins_claim.admin]

Insurance Claims Core reserve writer  Write access to the Claim Reserve table.

[sn_ins_claim.reserve_writer]

Insurance Claims Core reserve reader Read access to the Claim Reserve table.

[sn_ins_claim.reserve_reader]

Insurance Claims Core property writer  Write access to the Claim Incident table.

[sn_ins_claim.property_writer]

Insurance Claims Core property Read access to the Claim Incident table.
reader

[sn_ins_claim.property_reader]
Insurance Claims Core payment writer Write access to the Claim Payment table.

[sn_ins_claim.payment_writer]

© 2026 ServiceNow, Inc. All rights reserved.
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Roles installed with the Insurance Claims Core application (continued)

Role title [name]

Insurance Claims Core payment
reader

[sn_ins_claim.payment_readetr]

Insurance Claims Core participant
writer

[sn_ins_claim.participant_writer]

Insurance Claims Core participant
reader

[sn_ins_claim.participant_reader]
Insurance Claims Core coverage writer
[sn_ins_claim.coverage_writer]

Insurance Claims Core coverage
reader

[sn_ins_claim.coverage_reader]

Insurance Claims Core claim injury
writer

[sn_ins_claim.injury_reader]

Insurance Claims Core claim injury
reader

[sn_ins_claim.injury_writer]

Insurance Claims Core profile reader
[sn_ins_claim.profile_reader]
Insurance Claims Core profile writer
[sn_ins_claim.profile_writer]

Policy Snapshot reader
[sn_ins_claim.policy_snapshot_reader]
Policy Snapshot writer

[sn_ins_claim.policy_snapshot_writer]

Description

Read access to the Claim Payment table.

Write access to the Participant Role table.

Read access to the Participant Role table.

Write access to the Claim Coverage table.

Read access to the Claim Coverage table.

Write access to the Claim Injury table.

Read access to the Claim Injury table.

Read access to the Claim Participant (Profile) table.

Write access to the Claim Participant (Profile) table.

Read access to the Policy Snapshot table.

Write access to the Policy Snapshot table.
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Properties installed

To update the claims system properties, navigate to Insurance claim operations > Properties.

The following properties are available:

Claims system properties
Property Name

Approval sn_ins_claim.reserve_approval
process

required

for claim

reserves?

Hierarchical sn_ins_claim.reserve_approval_is_sequential
approval

required

for claim

reserves?

Approval sn_ins_claim.payment_approval
process

required

for claim

payments?

Hierarchical sn_ins_claim.payment_approval_is_sequential
approval

required

for claim

payments?

Description

Determines if you want an
approval process for claim
reserve.

When enabled, the manager
receives a notification that the
adjuster has submitted a claim
reserve request for review. Even
if the manager doesn’t have the
approval authority, the claim
reserve approval request will
always move a sequential order
to all the next level manager for
approval.

When disabled, the approval
request goes directly to a
manager who has the approval
authority for the amount.

Determines if you want an
approval process for claim
payment.

When enabled, the manager
receives a notification that the
adjuster has submitted a claim
payment request for review.
Even if the manager doesn’t
have the approval authority,
the claim payment approval
request will always move in a
sequential order to all the next
level manager for approval.

When disabled, the approval
request goes directly to a
manager who has the approval
authority for the amount.
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Approval Engine for Reserves and Payments

Insurance claims core includes a claim reserve and payment approval rules engine. It can be
found in the decision table Claim reserve and payment approval rules.

This decision table is executed by two subfows:
« Claim reserve approval flow

« Claim payment approval flow

You can review these subflows by navigating to All > Process Automation > Workflow Studio >
Subflows.

The inputs to the decision table are:

« Activity: Reserve/Payment

« Product: The insurance product model

« Amount: The amount being less then or greater than a set value
The output of the decision table is the title of the persona that can approve the amount.

Approval engine properties

The reserve and payment approval process is controlled by the properties located at All >
Insurance claim operations > Properties. For a detailed description of each property, see
Insurance Claims Core roles and properties.

Financial Services Remote Tables

Integrate your core systems using the ServiceNow Financial Services Remote Tables. This
feature streamlines development by eliminating the need to recreate the ServiceNow data model
for integrations.

About Financial Services Remote Tables

Financial institutions manage a large volume of account and transaction data through external
core applications. To address the challenge of synchronizing this data within the Financial
Services Operations application, the Financial Services Remote Tables application has been
introduced. This solution enables real-time record lookup into external financial applications
without the need to store the data permanently.

Remote tables are a ServiceNow Al Platform functionality that has been integrated with the
Financial Services Operations banking applications. For more details on working with remote
tables, see Remote tables @&.

Key features

« Incorporate Financial Services Remote Tables into the Financial Services Operations data
model, featuring financial account and transaction tables.

« Enable on-demand synchronization of lookup records with ServiceNow tables to maintain data
accuracy and timeliness.

Integration architecture

Using Financial Services Remote Tables, you can retrieve data from external sources or another
instance through REST or SOAP services. To retrieve data from external sources or another
instance, you must create and associate a script definition with a remote table. For more
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information on script definitions and an example of using a REST API call to look up financial
transaction details, see Lookup remote information in the system of record

ﬁ
- O

Admin Viewers

Financial Services Operations Core FSO Remote Tables and Lookup

Remote Credit Card

r—

Financial Account Rl —{
[_ sn_bom_financial_account t_ —_

sn_bom_remote_credit_card

Remote Saving Account

| sn_bom_remote_saving_account

l— el aleadal Remote Checking Account
| sn_bom_remote_checking_account
| ' N.. Remote tables

| R Remote Line of Credit

sn_bom_remote_line_of_credit

Financial Transaction q— — "
sn_bom_financial_transaction F

Ealale  Remote Deposit Transaction

sn_bom_remote_deposit_transaction

}— —_——_—— = Remote Loan Transaction
Customer Service | sn_bom_remote_loan_transaction

| A

| ; N.. Remote tables

L — _D Sold Product L —- Remote Card Transaction

_ sn_bom_remaote_card_transaction

Setting up FSO Lookup client action

The Lookup UXF Client action, included in the Financial Services Remote Tables plugin, is
essential for setting up the FSO Lookup Client action. This action integrates the Action Payload
Definition and is used within a field decorator as a UXF Client action. It is available as part of the
Remote table lookup application but requires integration with a field decorator or a declarative
action.

The remote tables integration use case includes a step that walks through setting up the FSO
Lookup client action. For more information, see Setting up a remote table integration.

© 2026 ServiceNow, Inc. All rights reserved. 58
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.

Developer resources

To learn more about remote data options for remote tables, choosing an integration approach, or
following a remote table integration walkthrough use case, refer to the following topics for more
information:

« Remote Data Options for Remote Tables
« Choosing an Integration Approach

« Setting up a remote table integration

Related topics
Create script definitions for a remote table &
Create a form action button &
FSO Look Up Client action

Create a field decorator action button &

FSO Look Up Client action

Look up a record from any table based on defined conditions.

Roles and availability

Role required: admin

Fields

When you select the Action Payload Definition in the field decorator, it activates a set of Action

Attributes that you can configure for the UXF Client. Following are the list of attributes available
for configuration in field decorators.

Field Description

popupTitle Sets the title for the pop-up modal.
remoteTable Identifies which remote table to query for the lookup.
remoteColumnsToShow Displays the columns on the list when queried.

setFieldNameOnRecordPageAssigns the selected value to a specified field after selection.
localTable Specifies where to copy the selected record.

localRemoteFieldMapping Maps fields between the remote and local tables for data copying.

searchField Enables you to search the remote table using specified fields in
the pop-up.
listTitle Titles the list within the pop-up modal.
Output Example
Description
popupTitle Select account
remoteTable sn_bom_remote_saving_account
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Field Description

localTable sn_bom_saving_account
remoteColumnsToShow name, product, consumer

setFieldNameOnRecordPagesold_product

localRemoteFieldMapping ["local":"product""remote":"product""unique":true,"local":"name","re

searchFields ['field":"consumer""name":"Consumer""filter":"LIKE","val":"""field":"n

listTitle Select an account

mote":"name","'u

ame""'name":"N

Action Attributes  Conditions  Confirmation Settings

Payload Map | o inTitle
remoteTable
lecalTable
remateColumns ToShow
setFieldMameOnRecordPage

lecalRemoteFieldMapping

Select account

Account Number

79796

Select an account |1

Account number ¥ Product

79796 Adv Plus Saving Account

Showing 1-1 of 1 1

* | Select account

* | sn_bom_checking

* | sn_bom_saving_a

* | account_number,

* | sold_product

*  [["local*:"product

Primary account holder

Anu Raj

Components installed with Financial Services Remote Tables

Several types of components are installed with the installation of the Financial Services Remote

Tables application, including tables and user roles.

Tables installed

Financial Services Remote Tables

Remote Personal Auto Policy

© 2026 ServiceNow, Inc. All rights reserved.
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Financial Services Remote Tables (continued)

Label Name

Remote Auto Loan

Remote Personal Line of Credit
Remote Business Owners Policy
Remote Business Certificate of Deposit
Remote Business Checking Account
Remote Business Line of Credit
Remote Business Saving Account
Remote Transaction

Remote Commercial Auto Insurance Policy
Remote Personal Certificate of Deposit
Remote Personal Checking Account
Remote Commercial Real Estate Loan
Remote Commercial Vehicle Loan
Remote Condo Insurance Policy
Remote Commercial Property Policy
Remote Credit Card

Remote Commercial Umbrella Policy
Remote Transaction

Remote Equipment Loan

Remote Farm Ranch Policy

Remote General Liability Policy
Remote Group Disability Insurance Policy
Remote Group Life Insurance Policy
Remote Homeowner Policy

Remote Individual Life Policy

Remote Transaction

Remote Investment Account

Remote Transaction

Remote Landlord Insurances Policy
Remote Transaction

Remote Transaction

Remote Mortgage

Remote Personal Loan

Remote Personal Umbrella Policy

sn_bom_remote_auto_loan
sn_bom_remote_b2c_line_of_credit

sn_bom_remote_bo_ins_policy

sn_bom_remote_business_certificate_of_deposi

sn_bom_remote_business_checking_account
sn_bom_remote_business_line_of_credit
sn_bom_remote_business_saving_account
sn_bom_remote_card_transaction
sn_bom_remote_ca_ins_policy
sn_bom_remote_certificate_of_deposit
sn_bom_remote_checking_account
sn_bom_remote_commercial_real_estate_loan
sn_bom_remote_commercial_vehicle_loan
sn_bom_remote_condo_ins_policy
sn_bom_remote_cp_ins_policy
sn_bom_remote_credit_card
sn_bom_remote_cu_ins_policy
sn_bom_remote_deposit_transaction
sn_bom_remote_equipment_loan
sn_bom_remote_fr_ins_policy
sn_bom_remote_gl_ins_policy
sn_bom_remote_group_disability_insurance_pq
sn_bom_remote_group_life_insurance_policy
sn_bom_remote_homeowner_insurance_policy
sn_bom_remote_indiv_life_policy
sn_bom_remote_ins_policy_transaction
sn_bom_remote_investment_account
sn_bom_remote_investment_transaction
sn_bom_remote_landlord_ins_policy
sn_bom_remote_line_of_credit_transaction
sn_bom_remote_loan_transaction
sn_bom_remote_mortgage
sn_bom_remote_personal_loan

sn_bom_remote_pu_ins_policy

=

licy
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Financial Services Remote Tables (continued)

Label

Name

Remote Renters Insurance Policy
Remote Personal Saving Account
Remote SBA Loan

Remote Student Loan

Remote Term Loan

sn_bom_remote_renters_ins_policy
sn_bom_remote_saving_account
sn_bom_remote_sba_loan
sn_bom_remote_student_loan

sn_bom_remote_term_loan

Roles installed

Roles installed with Financial Services Remote Tables

Label

Role

Auto Insurance Policy
Auto Loan

B2C Line of Credit

sn_bom_remote.auto_ins_policy_viewer
sn_bom_remote.auto_loan_viewer

sn_bom_remote.b2c_line_of_credit_viewer

Business Certificate of Deposit sn_bom_remote.b2b_certificate_of_deposit_viewer
Business Checking Account sn_bom_remote.b2b_checking_account_viewe
Business Line of Credit sn_bom_remote.b2b_line_of_credit_viewer

Business Saving Account sn_bom_remote.b2b_saving_account_viewer

Card Transaction sn_bom_remote.credit_card_account_viewer

CA Insurance Policy sn_bom_remote.ca_ins_policy_viewer

Certificate of Deposit sn_bom_remote.certificate_of_deposit_viewer
Checking Account sn_bom_remote.checking_account_viewer
Commercial Real Estate Loan sn_bom_remote.commercial_real_estate_loan_yiewer

Commercial Vehicle Loan
Condo Insurance Policy
CP Insurance Policy

Credit Card

CU Insurance Policy
Deposit Transaction
Equipment Loan

FR Insurance Policy

GL Insurance Policy

Group Disability Insurance Policy
Group Life Insurance Policy

Homeowner Insurance Policy

sn_bom_remote.commercial_vehicle_loan_view
sn_bom_remote.condo_ins_policy_viewer
sn_bom_remote.cp_ins_policy_viewer
sn_bom_remote.credit_card_account_viewer
sn_bom_remote.cu_ins_policy_viewer
sn_bom_remote.deposit_account_viewer
sn_bom_remote.equipment_loan_viewer
sn_bom_remote.fr_ins_policy_viewer
sn_bom_remote.gl_ins_policy_viewer
sn_bom_remote.group_disability_ins_policy_vig
sn_bom_remote.group_life_ins_policy_viewer

sn_bom_remote.homeowner_ins_policy_viewer

er

wer
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Roles installed with Financial Services Remote Tables (continued)

Label Role

Individual Life Policy sn_bom_remote.indiv_life_policy_viewer
Insurance Policy Transaction sn_bom_remote.ins_policy_viewer
Investment Account sn_bom_remote.investment_account_viewer
Investment Transaction sn_bom_remote.investment_account_viewer
Landlord Insurance Policy sn_bom_remote.landlord_ins_policy_viewer
Line of Credit Transaction sn_bom_remote.line_of_credit_viewer

Loan Transaction sn_bom_remote.loan_account_viewer
Mortgage sn_bom_remote.mortgage_viewer

Personal Loan sn_bom_remote.personal_loan_viewer

PU Insurance Policy sn_bom_remote.pu_ins_policy_viewer
Renters Insurance Policy sn_bom_remote.renters_ins_policy_viewer
Saving Account sn_bom_remote.saving_account_viewer
SBA Loan sn_bom_remote.sba_loan_viewer

Student Loan sn_bom_remote.student_loan_viewer

Term Loan sn_bom_remote.term_loan_viewer

Customer Central for FSO

Customer Central provides agents or contributors with all the information about the customer
in one central place. It enables them to focus on the customer issue and provide efficient and
supportive services to their customers.

As an agent or contributor, you can view Customer Central on customer records in the Financial
Services Operations (FSO) workspace on the Customer Information tab.

Activate Customer Central for FSO

To use Customer Central in FSO applications, activate the Customer Central plugin. For more
information, see Activate Customer Central &.

Agents or contributors can view Customer Central on the interaction, case, account, contact, or
consumer records in the FSO workspace on the Customer Information tab.

Customer Information tab

The Customer Information tab displays key information about the customer and a view of all
recent customer touchpoints with the service organization. It contains various predefined lists,
records, reports, and report groups that are highly configurable, or you can create your own. You
can also configure the number of days to display the data.
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Customer Information tab

J Details |

Rick Porter ©

Details

RP ' Rick Porter

Mobile phone
+1(773) 791-0598

State / Province
I

Insurance policies

| AP109876019

Premium

£674.2546

Policy number
109876019

Product
California auto insurance

Effective date
2022-01-08 18:21:02

Expiration date
2022-07-07 18:21:14

Premium frequency
Monthly

Cases overview

Open cases

3

Case overview

Customer Information

Customer Activity Financial Accounts

Business phone Email Street City

rick porter@example... 3263 University Drive  Chicago

Coverage type

Medical payments

Property damage liability

Bodily injury liability

Collision

Uninsured motorist & underinsured motorist

Comprehensive

Showing 1-6 of 6

Unassigned cases SLA breached cases

0 2

Closed
3

Closed Rejected

3
New
1

Insurance Policies (2)

ml Create Case l

[ Create Case ] [ Create Policy Request

Vehicles (1) Locations  Customer Documents
Policy overview

Yearly total premium

£31/.10

Type Coverage value
Limit $5000
Limit $100K/Person
Limit $250K/Person, $500K/Accident
Deductible $2000
Limit $50,000/$100,000
Deductible $1000
1

Recent phone calls [0
Last refreshed 13m ago.
Number Short description

Q records

Recent chat interactions [0
Last refreshed 13m ago.
Number Short description

0 records

10 Work in Progress
1
‘ l Cancelled

1
Awaiting Acceptance
1

Recent cases |3

Last refreshed 13m ago.

Number Short description Created » 7V

[r— szﬁ::St for updating the coverages on the 2022-05-02 20:44:36

HPCO000519 ::ﬁ:::st for updating the coverages on the 2022-03-02 20:44:10

APCO000504 Request for updating the coverages on the 2022-03-02 05:33:49

policy.

Showing 1-3 of 3

Configure Customer Central

For more information, see Configure Customer Central &.
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Cases (10)

Premium breakdown by policy

California auto insurance
26.5

GA homeowners insurance
£506

Premium amount
£70.4445
£201.2701
£301.905
£10.0635
£70.4445

£20.127

10~ rows per page

Created v v

Created v 7

64


https://www.servicenow.com/docs/access?context=configure-customer-central&version=brazil&pubname=brazil-customer-service-management&ft:locale=en-US
https://www.servicenow.com/docs/access?context=configure-customer-central&version=brazil&pubname=brazil-customer-service-management&ft:locale=en-US
https://www.servicenow.com/docs/access?context=configure-customer-central&version=brazil&pubname=brazil-customer-service-management&ft:locale=en-US

servicenow.

Access Customer Central
Access Customer Central to get a quick overview of key customer information. This information
helps you learn more about a customer who contacts support.

Before you begin
Roles required: sn_customerservice_agent, sn_bom.agent, and sn_bom.agent
sn_bom.contributor

About this task
Use Customer Central to get a quick insight into key customer information. You can filter the
customer information by financial accounts to access the information that you require.

Procedure
1. Navigate to All > Financial Services Operations>Workspace.

2. Select the lists icon (5E ).
3. On the Lists tab, select Customer or Interaction.

4. On the Interaction, Contact, Account, or Consumer record, select the Customer Information
tab to view key customer information.

Configuring Financial Services Operations

Set up your Financial Services Operations application by importing financial services data and
reviewing and configuring the components installed with the application. You can configure
record producers, Workflow Studio flows, assignment groups and rules, workspace, playbooks,
and service level agreement definitions for Financial Services Operations applications. These
settings enable creating and managing requests and tasks for banking operations.

1. Planning to import your financial data

Understand how to import your financial accounts, financial products, financial institutions,
and financial transactions into ServiceNow Financial Services Operations Core tables.

2. (Optional) Enabling branch operation features

Enable branch operations features to allow managers to view performance metrics and
manage cases for the branches they oversee, helping optimize operational performance
across locations.

3. Setting up roles and personas

Configure internal and external users in Customer Service Management and the FSO
application to ensure proper access. Combine Agent Connector and Contributor roles with
relevant CSM Industry data model and user roles to streamline case management and support
for specific accounts.

4, Setting up scriptincludes @
Create script includes to store JavaScript that runs on the server.
5. Setting up Data models

Create structured and fiexible data models to represent the need across various industries.

6. Creatingan ACL &8
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Create an access control rule (ACL) to prevent the Needs review field from being modified after
it has been set.

7. Setting up form views &

Form views refer to the user interfaces or screens that allow users to input, edit, and view data
related to tables.

8. Configuring service definitions

Configure and modify service definitions for Financial Services Operations applications,
including reviewing or adding new ones.

9. Creating a Ul action &
Create Ul actions.
10. Setting up CSM Configurable Workspace

Review the CSM Configurable Workspace in Financial Services Operations applications to
ensure it meets your business needs. Customize its components as needed and set it up for
agents to engage with customers, answer questions, create cases, and resolve issues.

11. Setting up decision tables &

Create decision tables.
12, Setting up approval engine &

Set up insurance claim core as per the business requirements.
13. Configuring assignment rules

Configure rules to automatically assign cases to specific agents or groups based on the rule
conditions. You can either modify predefined assignment rules or create new ones.

14. Configuring flows

Review the available flows in Financial Services Operations applications to ensure they align
with your business needs. Customize existing flows or create new ones as necessary.

Import your financial data using import sets

Import your financial accounts, financial products, financial institutions, and financial
transactions into ServiceNow Financial Services Operations Core tables. You need this
foundation data to make the Financial Services Operations applications work.

Before you begin
Ensure that the application scope is set to the Financial Services Operations Core. For more

information, see Application picker &.

Role required: sn_bom.admin

Procedure
1. Navigate to All > System Import Sets > Load Data.

2. Select Create table and enter a label for the new table in the Label field.
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3. In the Source of the import field, select a source so that you can upload data from an external
data source into an import set.

4, Click Submit.
The imported data is now available in the new Import Set table.

For more information, see Import sets key concepts @.

5. Create a transform map B to define the field mapping between columns of the import set and
columns of the target table.
For information on target tables, see the table topics in Financial Services Operations Core.

6. Transform the data from the import set table to the target table.
For more information, see Run an import &.

7. Optional: Verify that the data records are imported into the target tables by navigating to the
target tables.

o For financial accounts, navigate to Financial Services Operations > Financial
Accounts and click the account to which you imported the financial accounts. For example,
to view imported records for checking accounts, click Checking Accounts.

o For financial transactions, navigate to Financial Services Operations > Financial
Accounts and perform the following steps:

a. Click the account for which you imported the financial transactions, for example, Checking
Account.

b. Open an account from the list and click the Transactions related list.

o For financial products, navigate to Financial Services Operations > Financial
Products and click the product to which you imported the financial products. For example, to
view imported records for deposit model, click Deposit Model.

o For financial institutions, navigate to Financial Services Operations > Financial
Institutions.

Enable branch operations

You can enable a set of branch operations features so that managers can gain views into
operational performance and cases across the branches they manage.

Branch banking enables banks to provide banking services through a wide network of branch
offices, and provides customers the option to conveniently bank with a branch in their vicinity.
Using branch operations features for FSO, Location managers responsible for managing
operations can view performance metrics, and view and create cases, for the branches that they
manage.

Branch operations for FSO includes these components:

« Location manager contributor role (sn_bom.location_manager_contributor)

« Branch location support

« Branch location field on case tables and records

« Location manager workspace with landing page, case list, and metrics dashboard

« Demo data

FSO Applications that support branch operations

These FSO applications support branch operations by installing the branch location field and
demo data components.
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« Financial Services Card Operations

« Financial Services Complaint Management

« Financial Services Credit Operations

« Financial Services Business Lifecycle

« Financial Services Client Lifecycle

« Financial Services Business Deposit Operations
« Financial Services Personal Deposit Operations
« Financial Services Business Loan Operations

« Financial Services Personal Loan Operations

« Financial Services Payment Operations

« Financial Services Treasury Operations
The following additional plugins must be installed to fully enable branch operations.

Required plugins to enable branch operations

The following plugins install the Location manager contributor role and workspace, location table
field, branch location support, and demo data components that comprise branch operations.

« Financial Services Operations (FSO) application plugin - Applicable FSO application plugins
install branch operations demo data and add the branch location field on case tables and
records.

« Financial Services Operations Core application plugin - The Financial Services Operations
Core application plugin (sn_bom) is automatically installed when you install an applicable
FSO application. The sn_bom plugin installs the Location manager contributor role
(sn_bom.location_manager_contributor). The Location manager contributor role enables a
personalized Workspace with dashboard for viewing metrics and managing cases. The role
can collect and submit case documents, and add staff members to a branch location.

Note: The Business Location plugin must be activated for the
sn_bom.location_manager_contributor role to be enabled. For more information, see
Activate the Business Location plugin &

« Business Location plugin (com.snc.business_location) - The com.snc.business_location
plugin enables support for banks that interact with customers through branches. The
com.snc.business_location plugin automatically activates the Service Organization plugin
(com.snc.service_organization), which enables support for internal branches. For information
on activating the Business Location plugin, see Activate the Business Location plugin &.

Location manager contributor workspace

The Location manager contributor workspace contains these pages.

« Customized landing page under the business location associated with the role. The landing
page shows an overview of open cases, breakdown of open cases by application, and quick
links to each installed application that enable Location managers to initiate creating cases for
customers.

« List view of cases assigned to branches managed by the role. The Location manager
contributor role can open a case form record to edit the branch location field. The branch
location field is editable until a case is closed.

« Branch Performance Metrics dashboard page
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The Location manager contributor role can select metric numbers from the landing or Branch
Performance Metrics dashboard pages to drill down to a breakdown list or KPI Details
performance analytics view.

For more information about analytics and reporting for Financial Services Operations, see
Implementing Platform Analytics solutions and KPI Details &.

For more information on workspaces in Financial Services Operations, see Workspaces.
Branch Performance Metrics dashboard
The Branch Performance Metrics dashboard enables Location managers to get a operational

and trend insights into how their team and businesses are performing across branches they
manage. The dashboard shows the following metrics.

Branch Performance Metrics dashboard indicators - Overall metrics for the last 30 days

Indicator Description

Closed cases Number of cases closed in the last 30 days
for the branch. The number and percentage
change in the current period appears under
the total percentage.

SLA met Number and percentage of SLAs met across
all FSO cases in the last 30 days for the
branch location. The number and percentage
change in the current period appears under
the total percentage.

SLA breached Number of SLAs breached across all FSO
cases in the last 30 days for the branch
location.

CSAT score Percentage average customer satisfaction

across all FSO cases based on surveys
completed for the branch location in the last
30 days. The number and percentage change
in the current period appears under the total
percentage. For more information about CSAT,
see Customer service satisfaction surveys &.

Trend of SLA met and breached closed cases Trend of closed cases with SLAs breached vs
closed cases with SLAs not breached in last
30 days for the branch, trended weekly.

Trend of closed, open and created cases Trend of closed cases, open cases, and cases
created in the last 30 days for the branch
location, trended weekly.

Branch Performance Metrics dashboard indicators - Application metrics for the last 30 days

Indicator Description

Customers onboarded Number of customers onboarded in last 30
days for the branch location, trended by week.
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Branch Performance Metrics dashboard indicators - Application metrics for the last 30 days
(continued)

Indicator Description

Closed cases Number of closed cases with SLAs breached
vs. closed cases with SLAs not breached in
last 30 days for the branch location, trended
by week.

SLA met Percentage of SLAs met across all FSO cases
in the last 30 days for the branch location.

SLA breached Percentage of SLAs breached across all
FSO cases in the last 30 days for the branch
location.

Average time to close Average time to close cases in the last 30 days
for the branch location.

Trend of [application] cases created Trend of application cases created in the last
30 days for the branch location, trended by
week.

Initial deposit received Initial deposit amount received from checking
and savings deposit accounts opened in the
last 30 days for the branch location.

Write offs Number of write-offs from cases closed in the
last 30 days for the branch location.

Configure service definitions

Configure service definitions for the services in Financial Services Operations applications. You
can review and modify the predefined service definitions that the application installs or add new
ones.

Before you begin
Ensure that the scope is selected for the application that you're configuring a service definition
for. For more information, see Application picker @.

Roles required: When you enable application administration for a scoped application, the system
automatically applies that application's ACL rules (which control user access and permissions).
For example, in Financial Services Payment Operations, the sn_bom_payment.admin and admin
roles are needed and applied automatically.

About this task

Service definitions are configured for both cases and tasks for each service in the application
and enable a unique flow and view for each service. You can add new case types and configure
service definitions for each type.
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Procedure

1. In the application navigation filter, navigate to [<Application name>]> Administration >
Service Definitions list, where <Application namesisthe name of the application that
you are configuring.

Example
For example for Financial Services Payment Operations application, the navigation sequence
is Payment Operations > Administration > Service Definitions.

2. Create a service definition or modify an existing one.
o To create a service definition, click New.

© To modify a predefined one, select the service definition that you want to modify, from the
application. Use the link on the top of the modal to edit the record.

3. Fill the fields in the Service Definition form to create or modify a service definition.
The details you enter in this form are used to configure a service definition and store the
details about a service that you provide to customers.
For more information about the form fields, see Service Definition form &.

4. Click Submit (for new service definitions) or Update(for modified service definitions).

5. Define who can view this service definition by navigating to the appropriate visibility
configuration.
Choose the configuration based on the user type you want to control:

o For Agent visibility: Navigate to All > sn_csm_case_types_service_user_criteria.list

o For Customer visibility: Navigate to All >
sn_csm_case_types_service_customer_criteria.list

6. Configure the visibility properties for the service definition by setting the appropriate user
criteria values.
Use the following values to control visibility for both agents and customers:

o To hide the service definition: Set the value to No User.

o To show the service definition: Set the valuetoUsexr with
sn_bom_service_definition_read.

Create or modify record producers

Review the record producers that are installed with Financial Services Operations applications.
You can modify the predefined record producers or add new ones to define how the request
forms appear in the Banking Service catalog or Consumer Service portal, or both.

Before you begin

Ensure that the scope is selected for the application for which you are creating a record
producer. For more information, see Application picker &.

Role required: Based on the application that you are configuring, you need the following roles:

« For Financial Services Payment Operations: sn_bom_payment.admin and admin

« For Financial Services Card Operations: sn_bom_card.admin and admin

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2c_admin and admin
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About this task

A record producer enables users to submit banking requests from the Banking Service catalog
and Consumer Service portal and stores the requested information as a record in the associated
table.

For information on record producers that are available with Financial Services Operations, see
Record producers for Financial Services Operations applications.

Procedure
1. Navigate to All > Service Catalog > Catalog Definition > Record Producers.
2, Create a record producer or modify an existing one.

o To create a record producer, click New.

o To customize a predefined record producer, open the record producer that you want to
customize.

For information about the record producer form fields, see Create a record producer &.

3. On the form, fill in the fields.

Record producer form

Field Description

Name Name of the record producer.

Table name Table that the record producer is associated
with. These tables store the request form
data.

o Select Credit Card Service
[sn_bom_credit_card_service] table for
credit card requests.

o Select Payment Inquiry Case
[sn_bom_payment_inquiry] table for
payment inquiry requests.

o Select Claim [sn_bom_payment_claim]
table for payment claim requests.

o Select Loan Service Case
[sn_bom_loan_b2b_service] table for
business loan requests.

o Select Loan Service Case
[sn_bom_loan_service] table for personal
loan requests.

o Select Complaint Case
[sn_bom_compl_service] table for
complaint service requests.

Application Application to which the record producer
form belongs. This field is automatically set
when you select the application scope in
which the record producer should be created.

Active Option to activate the record producer for
use.
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Field Description

What it will contain tab

Short description Brief description of the record producer.
Description Full description of the record producer.
Script Script that dynamically assigns values to

specific fields on the created record.

Accessibility tab

Catalogs Name of the catalog to which the record
producer belongs. Select Banking Services
or Consumer Service.

Category Name of the catalog category in which the
record producer should appear.

4, Click Submit or Update.

5. In the Variables or Variable Sets related lists, configure variables as appropriate.
Variables collect information from the user when the user submits a request through the
record producer. Variables also map predefined answers to the fields. You can add as many
variables as you need to the record producer. For more information, see Create a service
catalog variable @.

6. In the Available For and Not Available For related lists, configure the user criteria to grant or
deny users access to the record producer.
For more information, see Set up the user criteria @.

7. Click Update.

Record producers for Financial Services Operations applications

A record producer enables your users to submit banking requests from the Banking Service
catalog and Consumer Service portal and stores the requested information as a record in the
associated table.

The following table lists the record producers that are available with Financial Services
Operations applications. The record producers are available in the Record Producer
[sc_cat_item_producer] table.

Application Record producer Associated Table name
Financial Services Payment Beneficiary Claim Non-Receipt Payment Inquiry Case
Operations
[sn_bom_payment_inquiry]
Payment made In Error Payment Inquiry Case
[sn_bom_payment_inquiry]
Internal Claim Claim
[sn_bom_payment_claim]
Create Claim Case Claim
[sn_bom_payment_claim]
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Application Record producer Associated Table name
Financial Services Card Apply for a new credit card Credit Card Service
Operations

() Note: This record [sn_bom_credit_card_service]

producer is available
with the demo data.
However, as an admin,
you can use it to create
credit card record
producers for each of
your credit card product
models.

Increase Credit Limit Request Credit Card Service
[sn_bom_credit_card_service]
Temporary Increase Credit Credit Card Service
Limit Request
[sn_bom_credit_card_service]
Decrease Credit Limit Request Credit Card Service
[sn_bom_credit_card_service]
Block Credit Card Request Credit Card Service
[sn_bom_credit_card_service]
Unblock Credit Card Request  Credit Card Service
[sn_bom_credit_card_service]

Close Credit Card Request Credit Card Service

[sn_bom_credit_card_service]

Configure request types

You can review the available request types and configure the ones that you need so that your
agents can create cases for these request types from both the Platform and Workspace Ul.

When an agent creates a case for a request type, the Financial Services Operations applications
use:

« Interceptors for creating a case from the Platform Ul.

The Platform Ul includes interceptors for creating a case. These interceptors offer various
request types that agents can choose from when creating a case. Once an agent selects a
request type, the interceptor automatically opens the corresponding form view. The agent's
selection is then displayed in the request type field on the form. For instance, if an agent
selects a payment inquiry case, their choice will be reflected in the Inquiry type field.

« Product Service select version of the case type selector for creating a case from the
Workspace Ul.
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In the Workspace Ul, agents can use the Product Service select version of the case type
selector to choose the suitable case type or service when creating a case. By selecting from a
list of available case types or services, agents can efficiently create the appropriate case for a
contact or consumer. For more information on how the case type selector empowers customer
service agents, see Product Service select version of the case type selector &.

Modify a request type for the Platform Ul

Review and modify the case interceptors that are available with Financial Services Operations
applications as needed. These interceptors enable your agents to create cases for various
request types from the Platform UL.

Before you begin
Ensure that the scope is selected for the application for which you are configuring an interceptor.

Role required: Based on the application that you are configuring, you need the following roles:
« For Financial Services Payment Operations: sn_bom_payment.admin and admin

« For Financial Services Card Operations: sn_bom_card.admin and admin

About this task
Note: If you create additional request types for an application, make sure that you add
them to both the case interceptor and Workspace record type selector so that the request
type selections are available in both the Platform and Workspace Uls.

Procedure
1. Navigate to All > System Definition > Interceptors.

2. Filter the list to show the interceptors for the application and then select an interceptor.

The following interceptors are installed with Financial Services Operations applications:

Interceptors installed with Financial Services Operations applications

Application Interceptor

Financial Services Payment Operations o Payment Inquiry Case

o Claim

Financial Services Card Operations Credit Card Service

The Answers related list specifies what choices are presented and where the agent is
redirected after a choice is selected.

3. Modify the Answers related list.
For example, to add a new request type to an interceptor, follow these steps:
a. Click New in the Answers related list.
b. On the form, fill in the required fields.
c. Click Submit.
4, Test the interceptor by clicking Try It.
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Result

The interceptor is updated with the configured request types. When an agent clicks the New
button on a case list in Platform Ul, it launches the interceptor with these request types. The
agent can select one of the request types to create the case.

Configure Aows

Review the flows that are available with Financial Services Operations applications to see if
these Aows meet your business needs. You might need to customize these flows or design new
ones as needed.

Before you begin
Ensure that the scope is selected for the application for which you are configuring a flow. For

more information, see Application picker @.

Role required: Based on the application that you are configuring, you need the following roles:
« Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« Financial Services Card Operations: sn_bom_card.admin and admin

« Financial Services Complaint Management: sn_bom_compl.admin and admin

« Financial Services Payment Operations: sn_bom_payment.admin and admin

« Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« Financial Services Personal Loan Operations: sn_bom_loan.b2¢c_admin and admin

« Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« Individual Life Claims: sn_ins_claim_indl.admin and admin

« Insurance claims: sn_ins_gen_claim.admin and admin

About this task
The Aows are built using ServiceNow Workflow Studio, so make sure you’re familiar with Flow

Designer & basics.

For information on flows that are installed with Financial Services Operations applications, see
Designer flows for Financial Services Operations applications.

Procedure
1. Navigate to All > Process Automation > Flow Designer.
2, Create a new flow or modify an existing one.
© To create a flow, click New.
© To modify a predefined flow, filter the list to show the flows for the required application and
open the desired fow.

For information on how to create or modify Alows, see Create a flow &.

3. Click Save.

4, Test your flow and click Activate.

For more information, see Test a flow &.
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Designer Hows for Financial Services Operations applications

Several flows are installed with Financial Services Operations applications that you can use to

automate requests.

By using Workflow Studio &, you can review and configure these predefined flows for your own

business needs.

The following table lists the predefined flows that are available with Financial Services

Operations applications.

Predefined Aows available with Financial Services Operations applications

Application Flow

Insurance Claims Core

Individual Life Claims

Insurance claims

Commercial Lines Claims
Personal Lines Claims

Financial Services Payment Operations

Financial Services Card Operations
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« Claim work notes - updates for payment

« Claim work notes - updates for reserve

 Create or update claim participant for
related claims

« Related claim closed complete
» Create related death claim
« Update participant role for related claims

« Create participant role for related claims

« Claim adjuster task closed
» Gen Claim Work Notes - Copy on Settlement

» Generate Policy Snapshot for Claim Case

Claim work notes - updates for settlement

Claim work notes - updates for settlement

« Beneficiary Claim Non-Receipt - Inquiry task
 Claim Flow - External Refund

« Claim Follow-up

« Update Inquiry case via Reply

» Update Debit Approval via Reply

« New Credit Card

« Increase Credit Limit
» Decrease Credit Limit
« Close Credit Card

« Block Credit Card

« Unblock Credit Card

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

77


https://www.servicenow.com/docs/access?context=workflow-studio&version=brazil&pubname=brazil-build-workflows&ft:locale=en-US
https://www.servicenow.com/docs/access?context=workflow-studio&version=brazil&pubname=brazil-build-workflows&ft:locale=en-US
https://www.servicenow.com/docs/access?context=workflow-studio&version=brazil&pubname=brazil-build-workflows&ft:locale=en-US

servicenow.

Predefined Aows available with Financial Services Operations applications (continued)

Application Flow
Financial Services Complaint Management Complaint Service Flow

Financial Services Business Deposit

. « Create Deposit Service Case
Operations

e Deposit Instructions List
» Deposit Operation Business — PB Activity

o Update Deposit Case

These flows are available as subflows.

Financial Services Personal Deposit

. « Create Deposit Service Case
Operations

« Deposit Operation Personal — PB Activity
e Document List Automation Plan

o Update Deposit Case

These flows are available as subflows.

Financial Services Loan Operations « Loan Deferment

» Loan Forgiveness

e Loan Missed Installment Repayment
« Loan Restructure

» Loan Write Off

« Partial Prepayment

Financial Services Treasury Operations .
« Treasury service case form

« Treasury Service List Automation Plan

These flows are available as subflows.

Insurance Special Investigations Claim work notes - updates for SIU task

Configure playbooks

Review the playbooks that are available with Financial Services Operations applications to check
they align to your business processes. You may need to customize them or design new ones as
needed. You can still use the playbook activity definitions.

Before you begin

Ensure that the scope is selected for the application for which you are configuring a playbook.
For more information, see Application picker &.

Role required: Based on the application that you are configuring, you need the following roles:
« For Financial Services Card Operations: sn_bom_credit_card.admin and admin

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Lifecycle: sn_bom_clo_b2b.admin and admin
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« For Financial Services Client Lifecycle: sn_bom_clo_b2c.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« For Commercial Lines Claims: sn_ins_claim_cml.admin and admin

« For Individual Life Servicing: sn_ins_policy_b2c.admin and admin

« For Group Life Servicing: sn_ins_policy_b2b.admin and admin

« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2c_admin and admin

« For Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« Individual Life Claims: sn_ins_claim_indl.admin and admin

« Insurance claims: sn_ins_gen_claim.admin and admin

About this task
The playbooks are built using ServiceNow Playbooks, so make sure you’re familiar with Process

Automation Designer & basics.

For information on playbooks that are installed with Financial Services Operations applications,
see Playbooks for Financial Services Operations applications.

Note: The playbooks in Financial Services Operations applications use the CSM
Configurable Workspace Playbook playbook experience.

Procedure
1. Navigate to All > Process Automation > Process Automation Designer.
2. Create or modify a playbook.

o To create a playbook, click New.

o To modify a predefined playbook, open the playbook from the list.
For information on how to create or modify playbooks, see Create a process definition &.

3. Click Save.
4, Test your playbook and click Activate.

For more information, see Test a process &.

Playbooks for Financial Services Operations applications

Several playbooks are installed with Financial Services Operations applications that you can use
to run your digitized business process.

By using Process Automation Designer B, you can review and configure these predefined
playbooks for your own business needs.

The following table lists the predefined playbooks that are available with Financial Services
Operations applications.
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Predefined playbooks available with Financial Services Operations applications

Application Playbook
Financial Services Card Operations Dispute card transactions
Financial Services Complaint Management Complaint service

Financial Services Business Lifecycle « Account Onboarding

» Contact Onboarding

Financial Services Client Lifecycle Customer Onboarding

Financial Services Business Deposit

Operations « Add standing order

» Modify standing order

» Cancel standing orders

« Failed standing order

« Originate deposit account
« Close deposit account

« Manage financial relationship

Financial Services Personal Deposit

Operations « Add standing order

« Modify standing order

» Cancel standing orders

« Failed standing order

» Deposit account origination

« Close deposit account

o Add relationship

» Modify financial account relationship

« Remove financial account relationship
Commercial Lines Claims « Commercial auto claim

o Commercial auto adjuster

Commercial Lines Servicing and Commercial

Lines Underwriting » Change coverage

» Underwriter review for coverage changes

Individual Life Servicing and Individual Life

Underwriting « Add/Change beneficiary for individual

« Increase cove rage

« Decrease coverage

o Convert term to perm
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Predefined playbooks available with Financial Services Operations applications (continued)

Application

Group Life Servicing and Group Life
Underwriting

Financial Services Business Loan Operations
Financial Services Personal Loan Operations

Financial Services Treasury Operations

Individual Life Claims

Insurance claims

Playbook

« Cancel Policy

o Underwriter review for increase coverage

» Group life Change member info

e Group Life underwriter

Loan Forgiveness

Loan Deferment

« RDC Service

« Wire Transfer Service

Individual death claim

First notice of loss

Configure CRM Workspace

Review the CRM Workspace available with Financial Services Operations applications to see if it
meets your business needs. You can customize its components, if needed.

Before you begin

Ensure that the scope is selected for the application that you are configuring for. For more

information, see Application picker &.

Role required: Based on the application that you are configuring, you need the following roles:

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Lifecycle: sn_bom_clo_b2b.admin and admin

« For Financial Services Client Lifecycle: sn_bom_clo_b2c.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin

« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin

« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2c_admin and admin

« For Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« Individual Life Claims: sn_ins_claim_indl.admin and admin

« Insurance claims: sn_ins_gen_claim.admin and admin

Procedure

Configure the CRM Workspace as per your requirements.

For more information on what you can configure, see Set up CSM Configurable Workspace B&.
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Configure assignment rules

Configure rules to automatically assign cases to specific agents or groups based on the rule
conditions. You can either modify predefined assignment rules or create new ones.

Before you begin

Role required: Based on the application that you are configuring, you need the following roles:
« For Financial Services Payment Operations: sn_bom_payment.admin and admin

« For Financial Services Card Operations: sn_bom_card.admin and admin

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2¢c_admin and admin

« For Financial Services Business Lifecycle: sn_bom_clo_b2b.admin and admin

« For Financial Services Client Lifecycle: sn_bom_clo_b2c.admin and admin

« For Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« For Commercial Lines Claims: sn_ins_claim_cml.admin and admin

() Note: Insurance Special Investigations is installed with Commercial Lines Claims, and
additionally requires the following roles: sn_ins_siu.admin and admin

« For Individual Life Servicing and Individual Life Underwriting: sn_ins_policy_b2c.admin and
admin

« For Group Life Servicing and Group Life Underwriting: sn_ins_policy_b2b.admin and admin
« Individual Life Claims: sn_ins_claim_indl.admin and admin
« Insurance claims: sn_ins_gen_claim.admin and admin
About this task
When you create an assignment rule, you select the following:
« The table for the task type and the conditions that must be met before the task is assigned.

« The user or the group that the task is assigned to.

Alternately, you can create a script to further customize the assignment rule.

Review the assignment rules that are installed with the Financial Services Operations
applications.

Assignment rules installed with Financial Services Operations applications

Application Assignment rule Table
-

Financial Services Payment Payment Inquiry Assignment  sn_bom_payment_inquiry
Operations Rule
Inquiry Task sn_bom_payment_inquiry
_task
Claim sn_bom_payment_claim
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Assignment rules installed with Financial Services Operations applications (continued)

Application

Financial Services Card
Operations

Financial Services Business
Loan Operations

Financial Services Personal
Loan Operations

Financial Services Business
Lifecycle

Financial Services Client
Lifecycle

Financial Services Treasury
Operations

Individual Life Claims

Insurance claims

Assignment rule
- [ |

Debit Approval

Credit Card Service
Credit Card Task

Credit Task

Document Service

Loan Service - Business
Loan Task — Business
Credit Service - Business
Credit Task — Business
Document Service - Business
Loan Service

Loan Task

Credit Service

Credit Task

Document Service
Account Lifecycle Service
Contact Lifecycle Service

Account Lifecycle Service
Task

Contact Lifecycle Service Task
Customer Lifecycle Service
Customer Lifecycle Task

RDC Service

Wire Service

Treasury Task

Individual life claim service
Individual life claim task

Related death policy claim
service

Travel claim case

Travel claim baggage adjuster
task

Travel claim trip adjuster task

Table

sn_bom_payment_service
sn_bom_credit_card_service
sn_bom_credit_card_task
sn_bom_credit_asmt_task
sn_bom_document_task
sn_bom_loan_b2b_service
sn_bom_loan_b2b_task
sn_bom_credit_asmt_loan_b2H
sn_bom_credit_asmt_b2b_task
sn_bom_document_b2b_task
sn_bom_loan_service
sn_bom_loan_task
sn_bom_credit_asmt_loan_ser
sn_bom_credit_asmt_task
sn_bom_document_task
sn_bom_clo_b2b_account_sery
sn_bom_clo_b2b_contact_serv

sn_bom_clo_b2b_account_task

sn_bom_clo_b2b_contact_task
sn_bom_clo_b2c_service
sn_bom_clo_b2c_task
sn_bom_treasury_rdc_service
sn_bom_treasury_wire_service
sn_bom_treasury_task
sn_ins_claim_indl_death_case

sn_ins_claim_indl_death_task

_service

ice

ice

ce

sn_ins_claim_indl_rel_death_case

sn_ins_gen_claim_case

sn_ins_gen_claim_adj_task

sn_ins_gen_claim_adj_task
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For advanced assignment rules, you can also use the ServiceNow Advanced Work Assignment
(AWA) feature to automatically assign work items to agents, based on their availability, capacity,
and optionally, skills. For more information, see Advanced Work Assignment &.

Procedure
1. Navigate to All > Routing and Assignment > Assignment Rule.
2, Create an assignment rule or modify an existing rule.

o To create a rule, click New.

o To review an existing rule, filter the list to show the rules for the application tables and then
open arule.

3. On the form, fill in the fields.
For information about the Assignment Rule form fields, see Create an assignment rule @.

4. Click Submit or Update.

Configure SLA definitions

Review the service level agreement (SLA) definitions that are installed with Financial Services
Operations applications. You can update existing SLAs or add new SLAs to configure start,
pause, and stop conditions on any case attributes.

Before you begin
Role required: Based on the application that you are configuring, you need the following roles:

« For Financial Services Payment Operations: sn_bom_payment.admin and admin

« For Financial Services Card Operations: sn_bom_card.admin and admin

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2¢c_admin and admin

« For Financial Services Business Lifecycle: sn_bom_clo_b2b.admin and admin

« For Financial Services Client Lifecycle: sn_bom_clo_b2c.admin and admin

« For Financial Services Know Your Customer: sn_bom_kyc.admin and admin

« For Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« Individual Life Claims: sn_ins_claim_indl.admin and admin

« Insurance claims: sn_ins_gen_claim.admin and admin

About this task
An SLA is a record that specifies the time within which a service must be provided. The Financial

Services Operations applications use SLAs with cases such as payment inquiry, claim, and credit
card.

Procedure
1. Navigate to All > Service Level Management > SLA > SLA Definitions.

2. Create an SLA definition or modify an existing SLA definition.
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o To create an SLA definition, click New.

© To review an existing SLA definition, filter the list to show the SLAs for the application tables
and open an SLA definition.

Application tables to view SLA definitions

Application Table

Financial Services Payment Operations = Payment Inquiry Case

[sn_bom_payment_inquiry]
» Claim [sn_bom_payment_claim]
Financial Services Card Operations

» Credit Card Service
[sn_bom_credit_card_service]

* Credit Card Task
[sn_bom_credit_card_task]

= Card Disputes Task
[sn_bom_credit_card_disputes_task]

= Card Disputes Service Case
[sn_bom_credit_card_disputes_service]

Financial Services Business Loan

. = Loan Service Case
Operations

[sn_bom_loan_b2b_service]
* Loan Task [sn_bom_loan_b2b_task]

» Credit Service Case
[sn_bom_credit_asmt_loan_b2b_service]

Financial Services Personal Loan

. = Loan Service Case
Operations

[sn_bom_loan_service]
* Loan Task [sn_bom_loan_task]

= Credit Service Case
[sn_bom_credit_asmt_loan_service]
Financial Services Business Lifecycle = Account Lifecycle Service Case
[sn_bom_clo_b2b_account_service]

= Account Lifecycle Task
[sn_bom_clo_b2b_account_task]

= Contact Lifecycle Service Case
[sn_bom_clo_b2b_contact_service]
Financial Services Client Lifecycle = Client Lifecycle Service Case
[sn_bom_clo_b2c_service]

= Client Lifecycle Task
[sn_bom_clo_b2c_task]
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Application Table

Financial Services Know Your Customer

KYC Account Task
[sn_bom_kyc_account_task]

KYC Contact Task
[sn_bom_kyc_contact_task]

KYC Customer Task
[sn_bom_kyc_customer_task]

Financial Services Complaint Management | Complaint Case [sn_bom_compl_service]

» Complaint Service Task
[sn_bom_compl_task]

= Quality Control Task
[sn_bom_compl_qgc_task]
Financial Services Treasury Operations « RDC Service Case
[sn_bom_treasury_rdc_service]

* Wire Service Case
[sn_bom_treasury_wire_service]

» Treasury Task [sn_bom_treasury_task]

Intelligent Servicing for Fraud « Fraud Case [sn_bom_fraud_case]

* Fraud Task [sn_bom_fraud_task]

* Fraud Transaction
[sn_bom_fraud_transaction]

Individual Life Claims Individual Death Claim
[sn_ins_claim_indl_death_case]

Insurance claims . . .
» Claim Case [sn_ins_gen_claim_case]

= Claim Adjuster Task
[sn_ins_gen_claim_adj_task]

3. On the form, fill in the fields.
For detailed instructions and field descriptions, see Create an SLA definition &.

4. Click Submit or Update.

Resulit
The SLA definition is created for the table that you specified.

What to do next
In Workspace, you can track the SLA for a case from the Task SLAs tab on the case form.

Configure groups

Configure user groups for Financial Services Operations applications for assignment of cases
and tasks. You can assign roles to groups to provide access to all group members or assign roles
to individual users.

Before you begin
Role required: Based on the application that you are configuring, you need the following roles:
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« For Financial Services Payment Operations: sn_bom_payment.admin and admin

« For Financial Services Card Operations: sn_bom_card.admin and admin

« For Financial Services Complaint Management: sn_bom_compl.admin and admin

« For Financial Services Business Deposit Operations: sn_bom_deposit_b2b.admin and admin
« For Financial Services Personal Deposit Operations: sn_bom_deposit_b2c.admin and admin
« For Financial Services Business Loan Operations: sn_bom_loan_b2b.admin and admin

« For Financial Services Personal Loan Operations: sn_bom_loan.b2c_admin and admin

« For Financial Services Business Lifecycle: sn_bom_clo_b2b.admin and admin

« For Financial Services Client Lifecycle: sn_bom_clo_b2c.admin and admin

« For Financial Services Know Your Customer: sn_bom_kyc.admin and admin

« For Financial Services Treasury Operations: sn_bom_treasury.admin and admin

« Individual Life Claims: sn_ins_claim_indl.admin and admin

« Insurance claims: sn_ins_gen_claim.admin and admin

About this task
User groups are used across most processes in the ServiceNow Al Platform for assigning work to

teams and requesting approvals.

Any rule that is applied to a group is automatically assigned to group members. For example,
roles and assignment rules are automatically assigned to group members.

Procedure
1. Navigate to All > User Administration > Groups.
2, Create a group or modify an existing group.
o To create a group, click New.
o To configure an existing group, open the group that you want to configure.

3. On the form, fill in the fields.
For detailed instructions and field descriptions, see Create a user group .

4. Click Submit or Update.

What to do next
« Assign roles to the group. For more information, see Assign a role to a group @.

Configure agent connector and contributor roles for the group, if required.

o Important: For the agent connector or contributor role to work, they must be combined
with one of the roles in CSM industry data model or Contributor users. For more
information, see Roles and Personas.

» Add users to the group.

« Associate groups with assignment rules.

Enable Al capabilities in Financial Services Operations
Plan and configure your implementation of Al skills and agents in Financial Services Operations.
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Choosing a language model service provider

Different models can provide different performance and responses. You can choose which
service provider to use for your ServiceNow Otto skills and agentic Al.

You can use Now LLM Service, Azure OpenAl, Google Gemini or Anthropic Claude on AWS as

the Al model provider for all generative Al skills and Al agents. Use the Configuration Controls in

Al Control Tower & to define which options are available, then set the skill-level preferences in the
Al Admin Hub console BE. For more information, see Large language models on the ServiceNow Al
Platform &.

When activating a new or inactive FSO skill, Anthropic Claude on AWS is set as the default model
provider.

@ Note: See Federal exclusion notice for more information.

Configuring ACLs

You can enable security implementation on Al skills, Al agents, and agentic workflows through
access control lists (ACLs) and user identities. These ACLs determine which users have
permissions to discover and invoke these features.

Configure and manage ACLs for agentic workflows and Al agents in the Al Agent Studio. See
Implement access control in Al agents B for more details.

Predefined ACLs exist for the following:

» Case summarization skills

« Disputes intake via Virtual Agent

« Al agents and agentic workflows in Help Resolve Friendly Fraud

» Subflows used in Disputes intake via Virtual Agent

» Subflows and subflow actions used in the Help Resolve Friendly Fraud agentic workfow
See Configure an ACL & for more information on configuring ACLs.

Role masking

Required roles: sn_bom_credit_card.dispute_agent,
sn_bom_credit_card.dispute_agent_connector.

Agentic workflows and their Al agents use role masking B to determine which users can access
them. Ones installed with your applications have specific roles that come included with the
application. If you select Users with specific roles foruseraccess, you must
configure the security controls to include these roles. For the instructions to change the security
controls, see Define security controls for an agentic workflow &.

In the data access settings, you must also add the necessary roles to any activated FSO Al
agents.

Related topics
Configure Financial Services Operations Al skills
Configure agentic workflows in Financial Services Operations
Configure Financial Services Operations Al agents

Skill inputs for ServiceNow Otto for Financial Services Operations (FSO)
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Configure Financial Services Operations Al skills

Configure Al skills for Financial Services Operations to enable capabilities such as case
summarization, disputes intake, and customer profile summarization. Use this overview to
identify and complete the configuration tasks for your deployment.

Al skills configuration overview

« Configure case summarization in ServiceNow Otto for Financial Services Operations (FSO)

Configure case summarization skills for your agents in Financial Services Workspace and Core
ul.

« Configure Disputes intake via Virtual Agent in ServiceNow Otto for Financial Services
Operations (FSO)

Set up Disputes intake via Virtual Agent to provide a conversational chatbot experience for
your customers to submit card disputes.

« Configure banking customer profile summarization in ServiceNow Otto for FSO

Configure and activate the Customer Profile Summarization skill for the Customer 360 page in
Agentic Contact Center for Banking.

» Configure banking customer interaction context summary skill in ServiceNow Otto for FSO

Configure and activate the Customer Interaction Context Summary skill for the Interaction
page in Agentic Contact Center for Banking.

» Configure insurance customer profile summarization in ServiceNow Otto for FSO

Configure and activate the Insurance Customer Profile Summarization skill for the Customer
360 page in Agentic Contact Center for Insurance.

« Configure insurance customer interaction context summary skill in ServiceNow Otto for FSO

Configure and activate the Insurance interaction context summary skill for the Interaction page
in Agentic Contact Center for Insurance.

Related topics

Al capabilities in Financial Services Operations

Configure case summarization in ServiceNow Otto for Financial Services Operations (FSO)

If you have the admin role, you can configure the ServiceNow Otto for Financial Services
Operations (FSO) application so that your agents can use case summarization skills in Financial
Services Workspace and Core UL.

Before you begin
Verify the ServiceNow Otto for Financial Services Operations (FSO) plugin (sn_fso_gen_ai) is
installed.

« For information about the installation process, see Install plugins for ServiceNow Otto &.
« For general information about configuring Al skills in FSO, see Configure Financial Services
Operations Al skills.

Role required: admin
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About this task

Use the Al Admin Hub console to configure ServiceNow Otto for FSO. This console contains what
you need to install the plugins and configure the generative Al skills. For additional information,
see Overview tab in Al Admin Hub @.

The following table lists the FSO case summarization skills that you can access from the Al
Admin Hub console.

FSO case summarization features and skills in the Al Admin Hub console

Banking Dispute case summarization
Insurance Claim case summarization
Procedure

1. Navigate to Admin > > Al Skills.
2, Select the Customer > FSO workflow group.
3. On thet tile for your skill, select Activate skill.

4. Review the inputs for the selected skill.
The input table fields are read-only.

For information about the inputs for each skill, see Skill inputs for ServiceNow Otto for
Financial Services Operations (FSO).

5. After you review the inputs for the selected skill, select Save and continue to go to the next
step.
You can return to a previous step by using the Back button.

6. Select where you would like to display the skill.

o In-product: When selected, the Al skills are displayed on forms and workspaces. For the
skills that appear in-product, select the down arrow to define the roles that can use the skill.

o ServiceNow Ottopanel: When selected, the ServiceNow Otto for FSO skills are
available in the ServiceNow Otto panel. If you don't see this option, you must activate the
ServiceNow Otto panel. For more information, see Activate the ServiceNow Otto panel
standard chat @.

For the skills that appear in the ServiceNow Otto panel, select the down arrow to define the
roles that can use the skill.

7. After you configure the display for the selected skill, select Save and continue to go to the next
step.

8. Review your choices and select Activate to complete the configuration.

Resulit
A message appears confirming the summarization skill has been successfully activated. Select
Return to Banking to return to the Banking skills screen.

() Note: If a skill isn't active, the corresponding summarization component doesn't appear
on the case record.
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What to do next
You can choose which service provider to use for this skill in ServiceNow Otto Admin. For more
information, see Manage Al models &.

Configure agentic workflows in Financial Services Operations

Agentic workflows in FSO automate dispute resolution tasks by orchestrating Al agents that
analyze transactions and generate recommendations. Activate workflows in Al Agent Studio to
enable automated assistance for human agents handling friendly fraud cases.

The following table shows the available agentic workflows in FSO:

Available agentic workflows in FSO

Agentic workflow name Description Available Al agents
Help resolve friendly fraud Assists human dispute agents
disputes with handling transactions Friendly fraud Al agent

flagged as friendly fraud. It
leverages the results from a
friendly fraud detection tool to
generate recommendations
for the appropriate action. If
the transaction is rejected, the
Al agent also helps draft an
explanation for the end user.

Activating agentic workfows

Agentic workflows in FSO are inactive by default. To activate a workflow:
1. Navigate to All > AT Agent Studio> Create and manage.

2. Select the agentic workfiow.

3. In the guided setup, select Define trigger.

4, Select the agentic workflow trigger in the list.

5. In the Edit trigger form, set Active to true.

6. Select Save.

Modifying agentic workflows

@ Important: By default, all agentic workflows and Al agent records are read only.
To modify an agentic workfiow, you must first duplicate the agentic workflow &, and then proceed
with the following steps:

o Activate the agentic workflow.

« Activate the agent within the agentic workflow.

« Activate the trigger to invoke the agentic workflow automatically.

© Important: When you modify an agentic workfow, Al agent, or tool, make sure that you
update all instructions accordingly.

For more information on activating agentic workflows, triggers, and agents, see Activate an
agentic workflow template @ and Modify an Al agent &.
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Choosing a language model service provider

You can choose which service provider to use for Al agents and agentic workflows in the Al
Admin Hub console. For more information, see Manage model providers &.

Related topics
Help resolve friendly fraud disputes agentic workflow

Detect friendly fraud

Configure Financial Services Operations Al agents

Configure Financial Services Operations Al agents to define their tools, access controls, triggers,
and active status. You can also review Knowledge Graph tag records that supply structured and
unstructured data to improve Al agent performance.

For a list of all Al agents in FSO, see Al capabilities in Financial Services Operations.

Access the Al agent configuration

To access the agent configuration:
1. Navigate to All > Al Agent Studio > Overview.

2, Select Al Agents and then select the agent to configure.
The Define the specialty screen is displayed.

3. In the Add tools and information step, review the Al agent's capabilities, scripts, and subflows.

4. In the Define user access and Define data access steps, review which roles can access the Al
agent and the Al agent's user identity.

5. In the Add triggers step, perform the following for the Al agent you're configuring:

Agent Configuration

ACH dispute Al agents Define triggers for the Al agent. By default,
the trigger is deactivated and must be
enabled.

Banking CSR customer insights Al agent This step is not required.

Banking CSR support Al agent Define triggers for the Al agent. By default,
the trigger is deactivated and must be
enabled.

Insurance CSR customer insights Al agent This step is not required.

Insurance CSR support Al agent Define triggers for the Al agent. By default,
the trigger is deactivated and must be
enabled.

To enable the trigger:

a. Select the trigger name.
b. Enable Trigger is ON.
c. Select Save.

6. In the Select channels and status step, make sure that the This Al agent is active field is
enabled to activate the Al agent.
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Modifying Al agents

To modify an Al agent in ServiceNow Otto for Financial Services Operations, duplicate the Al
agent and make changes to the duplicate. For more information, see Duplicate an Al agent & and
Modify an Al agent &.

Access Knowledge Graph Tags configuration

Knowledge Graphs enhance the performance of Al agents using the structured and unstructured
data from ServiceNow records, knowledge bases, and external sources.

The following shows each FSO application's knowledge graph tag records that list the tables
referenced in the Knowledge Graph:

Agentic Contact Center for Banking

¢ FSO Core Personal

¢ FSO Core Business

Agentic Contact Center for Insurance

« FSO Insurance Policies

» FSO Insurance Product Catalog

The following graphs are added if the respective insurance claims or servicing
application is installed:

» FSO Insurance Personal Lines Claims

» FSO Insurance Commercial Lines Claims

« FSO Insurance Individual Life Claims

» FSO Insurance Generic Claims

» FSO Insurance Personal Lines Servicing

» FSO Insurance Commercial Lines Servicing
 FSO Insurance Individual Life Servicing

« FSO Insurance Group Life Servicing

Related topics
Knowledge Graph &
Tagging in Knowledge Graph Designer @

Skill inputs for ServiceNow Otto for Financial Services Operations (FSO)

Review the inputs for each skill to see how a skill is used.

Overview of skill inputs

You can review the inputs for the available skills in ServiceNow Otto for FSO. These settings
describe how a skill is used. An input identifies the data that is used for a skill, such as the table
and fields that are used to generate a case summary.
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Insurance claim summarization skill

The insurance claim summarization skill includes the inputs that identify the table and fields that
are used to generate a case summary.

The data source contains the tables and fields that the skill relies on.

The following table lists the inputs for the insurance claim summarization skill.

Inputs for the insurance claim summarization skill

Input Description

Input table « Claim Base [sn_bom_claim_base]
¢ Claim Participant->Case
» Claim Incident->Case
« Participant Role->Case

Input fields

Claim Base

« Incident description
« Incident location

« Incident date

» Nature of loss

« Stage

« Assigned to

« Insurance policy

« Total claim amount

Claim Participant->Case
« Name

* Type

Claim Incident->Case

« Involved entity

» Description

Participant Role->Case
* Role
o Claim participant

« Claim incident
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Banking dispute summarization skill

The banking dispute summarization skill includes the inputs that identify the table and fields that

are used to generate a case summary.

The data source contains the tables and fields that the skill relies on.

The following table lists the inputs for the banking dispute summarization skill.

Inputs for the banking dispute summarization skill

Input Description

Input table

Input fields
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« Card Disputes Service Case
[sn_bom_credit_card_disputes_service]

o Card Disputes Transaction->Parent

« Card Disputes Task->Parent

Card Disputes Service Case

e Short description
« Created

« Assigned to

» Stage

« Dispute amount
« Card network

« Category

« Reason code

« Consumer

» Account

« Service

e Product

Card Disputes Transaction->Parent

» Outcome

« Financial transaction
* Merchant name

» Chargeback eligibility
o Activity status

» Payment status

Card Disputes Task->Parent

« Pursue chargeback

« Dispute service

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Inputs for the banking dispute summarization skill (continued)

Input Description

« State
« Created

« Merchant response

Integrate applications

Financial Services Operations (FSO) integrations provide seamless client experiences with
automated verification and acceptance.

This section provides information about our FSO integration with spokes and applications built
using these integrations.

Integrating with spokes

By integrating spokes with the Financial Services Operations (FSO) applications, flow designers
can provide the actions within Workfow Studio for specific applications.

A spoke is a scoped application containing Workflow Studio content dedicated to a particular
application or record type. You can integrate a ServiceNow application with a FSO banking
application spoke such as Financial Services Operations Integration with Jack Henry jXchange
Socure, or FRISS.

FSO banking application spoke details

Plugin name What you can do Plugin directory

Equifax Spoke & Access customer credit [com.sn_equifax_spoke]
history, fraud alerts, digital
identity verification, and
transaction screening to
enhance risk checks and
onboarding workflows.

Ethoca spoke & View merchant details, control [com.sn_ethoca_spoke]
subscriptions, and manage
disputes with access to digital
receipts and transaction data.

Jack Henry jXchange Spoke @ Automate account [com.sn.jha.spoke]
management, transaction
processing, and fraud
detection by adding financial
process actions to flows.

Socure Spoke @ Improve onboarding and [com.sn_socure_spoke]
authentication by validating
user identity, performing risk
assessments, and detecting
fraud.

Mastercard Spoke & Search transactions, [com.sn_mastercard_spoke]
create claims, and process

© 2026 ServiceNow, Inc. All rights reserved. 96
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=equifax-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=equifax-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=equifax-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=ethoca-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=ethoca-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=ethoca-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=jha-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=jha-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=jha-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=socure-fso&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=socure-fso&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=socure-fso&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=mastercard-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=mastercard-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US
https://www.servicenow.com/docs/access?context=mastercard-spoke&version=brazil&pubname=brazil-integrate-applications&ft:locale=en-US

servicenow.

FSO banking application spoke details (continued)

Plugin name What you can do Plugin directory

chargebacks as part of the
Mastercard dispute handling
process.

Visa Spoke & Automate Visa card dispute [com.sn_visa_spoke]
processes by invoking Visa
APIs for end-to-end case
management.

Verifi Spoke & Resolve pre-disputes, prevent [com.sn_verifi_spoke]
chargebacks, and manage the
dispute resolution process
efficiently.

FSO insurance application spoke details

Spoke What you can do Plugin

FRISS Spoke & Detect fraud and assess risk [com.sn_friss_spoke]
by analyzing customer data,
identifying suspicious activity,
and triggering fraud alerts.
Integrate these actions into
your workflows to enhance
fraud prevention.

Guidewire Spoke @ Manage insurance operations [com.sn_guidewire_spoke]
by creating policies, updating
claims, and retrieving billing
information directly within
Aows.

Financial Services Operations integration with Socure

The ServiceNow® Financial Services Operations integration with Socure enables you to onboard
more accounts, reduce risk, and lower client acquisition costs.

With the ServiceNow® Financial Services Operations Integration with Socure application, you
can do the following tasks:
« Streamline your customer's onboarding journey.

« Verify an applicant's identity and eligibility by using a plugin that uses the Financial Services
Know Your Customer (KYC) application.

« Improve a customer's risk determination by executing subflows that look up a customer's fraud
scores.

« Enable your clients to embed Socure APIs in workflows that are developed with the Financial
Services Operations Integration with Socure.

« Streamline your risk analysis and document verification processes.
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Get started

Explore

Learn about the benefits provided
by integrating Financial Services
Operations Integration with Socure.

Use

(o]0

+ J

Work on integrating FSO
with the Socure application.

Configure

Plan and configure your integration.

Reference

Get details about components
like fields, tables, and properties.

Exploring Financial Services Operations Integration with Socure

Financial Services integration with Socure enables you to embed the Socure APIs in workflows
and streamline your risk analysis processes.

Architectural Overview

The following diagram provides a high-level overview where you can see the design of the
Socure integration and the role that each layer plays in Financial Services Operations (FSO).

Financial Services Operations Integration with Socure overview

Socure Score

Address Score J&_. Email Score

Watch List Customer Score

Sanctions Phone Score
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Reason Code
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00 00
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Layers in the Socure integration

Layer Description

Spoke Layer

Adapter/Middle Layer

FSO Layer

Layer that contains the Socure spoke plugin.
This layer provides actions that use REST APIs
to interact with Socure.

Layer that contains the Financial Services
Operations application. This layer provides:

« Subflows that consume the actions in
the Socure spoke. Each action has both
individual subflows and combined subfows
to call all the actions together.

« A scheduled flow that obtains the latest
Reason Codes and descriptions from
Socure.

@ Note: When you are using Socure
for the first time, you must activate the
scheduled flow and set the desired
frequency.

Layer that contains the existing Financial
Services Know Your Customer service.
Additional tables and service definitions are
added to this service to store customer-related
identity verification data that is returned by
Socure.

The service definitions are as follows:
e Socure-CDD-Customer
e Socure-CDD-Contact

Setting up Financial Services Operations Integration with Socure

Integrate your Socure account with your ServiceNow

® instance so that you can perform the

required activities for onboarding new customers.

You can set up and configure the Socure integration in your flows for multiple use cases. For
example, let's say that you want to obtain information from the Financial Services Know Your
Customer (KYC) application when you're onboarding new customer accounts or while you're
periodically updating KYC information for an existing customer.

Application setup

To set up your integration, do the following actions:

1. Request an Integration Hub subscription. To learn how, see Request Integration Hub &

2, Activate Financial Services Operations integration with Socure application from ServiceNow
Store which automatically activates the Socure spoke.

3. Set up the Socure spoke. To learn how, see Set up the Socure spoke &.
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Activate the Financial Services Operations Integration with Socure application

Activate the Financial Services Operations Integration with Socure (com.sn_fso_intg_socure)
application so that you can embed the Socure APIs in workflows that are developed with
Financial Services Operations.

Before you begin
Role required: admin

Procedure
1. Navigate to System Application > All Available Applications > All.
2, Inthe search field, enter Integration with Socure.
You can search for the application by its name or ID. If you can't find an application, you may

have to request it from the ServiceNow® store. Visit the ServiceNow Store B website to view all
the available apps and for information about submitting requests to the store.

3. Select Install.

Activate the Socure spoke from Integration Hub

Activate the Socure spoke plugin (com.sn_socure_spoke) from Integration Hub. Activating

this plugin enables you to enhance your Workflow Studio experience with integration-specific
content. You can use pre-built fows and actions to automate your integrations or create your own
integration automation.

Before you begin
Role required: admin

Procedure

To set up the Socure spoke, follow the instructions in Set up the Socure spoke &.

Configuring Financial Services Know Your Customer

Financial Services Know Your Customer (KYC) is automatically installed when you install the
Financial Services integration with Socure application. By using this service, you can verify an
applicant's identity and evaluate their eligibility.

For more information about KYC, see Financial Services Know Your Customer.

Configure Financial Services Operations Integration with Socure
Configure the Financial Services Operations Integration with Socure application to verify a
customer's identity and improve the customer's risk determination.

Before you begin
Role required: admin

Procedure

1. Navigate to All > Process Automation > Flow Designer.

2. In the Search field, search for Sync Reason Codes Flow.

3. To set the conditions and frequency for the flow, select the Trigger field.

4, Locate the flow you want to activate from the list of saved flows and openit.
5. Click Activate.
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(] Note: When you are using the Financial Services Operations Integration with Socure for
the first time, you must activate the scheduled flow and set the desired frequency.

6. Configure the KYC service definitions, Socure - CDD - Customer and Socure - CDD - Contact.
For information on configuring flows and service definitions, see Configure flows and Configure
service definitions for Financial Services Operations applications.

Components installed with Financial Services Operations Integration with
Socure

Several types of components are installed with activation of the Financial Services Operations
Integration with Socure (com.sn_fso_intg_socure) plugin, including tables.

Plugins installed

These plugins are installed with the Financial Services Operations Integration with Socure
application (com.sn_fso_intg_socure) plugin:

Plugins for Financial Services Operations Integration with Socure

Plugin Description

Financial Services This application is automatically installed when you install any of the
Know Your Customer following Financial Services Know Your Customer (KYC) applications.
(com.sn_bom_kyc) Financial Services Know Your Customer manages the KYC tasks
that are used in workflows across Financial Services Operations
applications.
Socure Spoke This application provides a list of actions to help companies perform
(com.sn_socure_spoke) required due diligent activities for onboarding new customers.

Roles

There are multiple roles installed for the KYC process to complete. The roles installed with
Financial Services Business Lifecycle, Financial Services Client Lifecycle, and Financial Services
Know Your Customer applications work asynchronously to complete all KYC tasks.

« For a business client: sn_bom_clo_b2b.admin, sn_bom_clo_b2b.agent_connector,
sn_bom_clo_b2b.contact_lifecycle_agent, sn_bom_clo_b2b.manager,
sn_bom_kyc.b2b_account_agent, sn_bom_kyc.b2b_contact_agent.

« For a personal client: sn_bom_clo_b2c.admin, sn_bom_clo_b2c.manager or
sn_bom_clo_b2c.agent, sn_bom_kyc.admin, sn_bom_kyc.b2c_account_agent, or
sn_bom_kyc.b2c_contact_agent

Tables installed

Description

Socure Score Stores Financial Services Know Your Customer Socure

scores.
[sn_bom_kyc_socure]
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Table Description

Address Risk Stores Financial Services Know Your Customer
address risk scores. This table extends the [Socure

[sn_bom_kyc_socure_address_risk] Score] table.

Email Risk Stores Financial Services Know Your Customer email
risk scores. This table extends the [Socure Score]

[sn_bom_kyc_socure_email_risk] table.

Customer Score Stores Financial Services Know Your Customer
customer scores. This table extends the [Socure

[sn_bom_kyc_socure_kyc] Score] table.

Phone Risk Stores Financial Services Know Your Customer phone
risk scores. This table extends the [Socure Score]

[sn_bom_kyc_socure_phone_risk] table.

Reason Code Stores Financial Services Know Your Customer reason
codes.

[sn_bom_kyc_socure_reason_code]

Sanction Stores Financial Services Know Your Customer

sanctions list.
[sn_bom_kyc_socure_sanction]

Watchlist Stores Financial Services Know Your Customer watch

list.
[sn_bom_kyc_socure_watch_list]

Fraud Scores Stores Financial Services Know Your Customer fraud

scores.
(sn_bom_kyc_socure_fraud_response)

Financial Services Operations Integration with Jack Henry
jXchange

The ServiceNow® Financial Services Operations Integration with Jack Henry jXchange
enables your agents to use the lookup functionality of the Jack Henry jXchange SilverLake core
banking application. By integrating the Jack Henry jXchange spoke with the Financial Services
Operations, your agents can look up the information about your customers and financial
accounts.

© Important: Starting with the Utah release, the Financial Services Operations Integration
with Jack Henry Associates (JHA) jXchange application has been renamed to Financial
Services Operations Integration with Jack Henry jXchange.

Overview of the application

The Financial Services Operations Integration with Jack Henry jXchange enables your agents to
use all the FSO banking applications to look up and verify the information about your customers
and financial accounts quickly.

Key features of the integration

With the Financial Services Operations Integration with Jack Henry jXchange, your agents can
do the following tasks:
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« Integrate your customer's information and financial account data from savings, checking, and
loan accounts to enable your fulfillers to create and manage cases easier.

« Provide better and faster service for your customers, which can lead to increased customer
satisfaction.

« Enables your organization to convert your end-to-end digital financial service processes.

Learn about this integration

Explore Configure

Learn about the benefits that are provided Plan and configure your integration.
by integrating Financial Services
Operations with Jack Henry jXchange.

Use Reference
(0] o)
Integrate FSO with the Jack Get details about the components
Henry jXchange application. like fields, tables, and properties.

Exploring the Financial Services Operations Integration with Jack Henry
jXchange

The Financial Services Operations Integration with Jack Henry jXchange application enables
your agents to access the required system of record information so they can look up and verify
your customer's financial and account information quickly. This integration also enables your
organization to convert your end-to-end digital financial service processes.

Architectural overview

The following diagram is a high-level overview of the design of the Jack Henry jXchange
integration and the role that each layer plays in Financial Services Operations (FSO). The table
that follows the diagram describes the different layers.

© 2026 ServiceNow, Inc. All rights reserved. 103
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.

Financial Services Operations Integration with Jack Henry jXchange

Integration
App

Embedded Spoke

Layers in the Jack Henry jXchange integration

Layer Description

Industry Workflow/FSO Layer Layer that includes the Financial Services
Operations application.

Integration Layer Layer that helps to integrate with the Financial
Services Operations application and stores
information to the data model. This layer
provides the following components:

» End-to-end integration of the FSO layer and
spoke layer.

« Subflows that consume the actions in the
Jack Henry jXchange spoke. Each action
has both individual subflows and combined
subfows to call all the actions together. The
combined subflows are as follows:

© Look up customer data adpr
o Look up customer info adpr

o Look up financial accounts for a customer
adpr

o Look up financial transactions adpr

* Subflow that can be called from the Aow by
passing the financial account and account
type as an input to look up the customer's
details and financial account details.

Spoke Layer Layer that includes the Jack Henry jXchange
spoke plugin. This layer provides the actions
that use REST Web Services to interact with
the Jack Henry jXchange APIs. The Jack Henry
jXchange spoke actions are as follows:

e Look up Customers Information Stream

o Look up Customer Information by ID

¢ Look up Financial Accounts Stream
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Layers in the Jack Henry jXchange integration (continued)

Description

» Look up Financial Account by Account
Details

e Look up Financial Transactions Stream

Setting up the Financial Services Operations Integration with Jack Henry
jXchange spoke

You can integrate a ServiceNow instance with your Jack Henry jXchange account so that you can
access and verify customer and account information quickly.

You can set up and configure the Jack Henry jXchange integration in your lows for multiple use
cases. For example, let's say you want to raise a complaint about a bank's excessive charge or
fee. With this integration, you can use the complaint flow to file a complaint.

Application setup

To set up your integration, do the following actions:
1. Request an Integration Hub subscription. To learn how, see Request Integration Hub @.

2. Install the Financial Services Operations Integration with Jack Henry jXchange application
from the ServiceNow Store, which automatically activates the Jack Henry jXchange spoke. For
more information on how to integrate and set up a ServiceNow instance with your Jack Henry
jXchange account, see Jack Henry jXchange Spoke 8.

Configure Financial Services Operations Integration with Jack Henry
jXchange
Configure the Financial Services Operations Integration with Jack Henry jXchange application

by using the Jack Henry jXchange connection and credential record to authenticate ServiceNow
requests.

Before you begin
Role required: admin

Procedure
1. Navigate to All > Process Automation > Flow Designer.

2. To customize the connection configuration, access the connection settings in Flow Designer >
Connections and select JHA.
For more information on how to update the connection configuration, see Set up Jack Henry

jXchange Spoke @.

3. To update other attributes, navigate to Integration Hub > Connection & Credential Aliases
and edit the required information.

4. Navigate to Flow Designer > Designer > Actions tab and select the Look up Financial
Accounts Stream action that you want to test.

5. Click Test.
The system displays the Test Action dialog box.

6. Fill in the fields for the action.
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@ Note: Complete all required fields in the Test Action dialog box.

7. Click Run Test.

(] Note: Select the Run test in background option to test an action asynchronously in the
background.

If you select the Run test in background option, the execution details are displayed only
after the execution is completed asynchronously in the background.

What to do next
To view the action execution details, click Your test has finished running. View the Action
execution details.

Components installed with Financial Services Operations Integration with
Jack Henry jXchange

Several types of components are installed with the activation of the Financial Services
Operations Integration with Jack Henry jXchange spoke (com.sn.jha.spoke), including plugins
and tables.

Plugins installed

The following table contains the plugins that are installed with the Financial Services Operations
Integration with Jack Henry jXchange application (com.sn_fso_intg_jha) plugin.

Plugins installed with the Financial Services Operations Integration with Jack Henry
jXchange application

Plugin Description

Jack Henry Connector to the Jack Henry jXchange core system.
jXchange Spoke

(com.sn.jha.spoke)

Financial Services Application that is automatically installed when you install any of the
Operations Core Financial Services Operations banking applications.

(com.sn_bom)

Tables installed

No new tables were created for storing the data, however, five mapping tables were created for
the Jack Henry jXchange integration. The following table describes the mapping table details.

Tables installed with the Financial Services Operations Integration with Jack Henry
jXchange application

Description
Account Mapping Table that stores the unique identification
) ) _ value inits ID field. This value as generated in
[sn_fso_intg_jha_account_mapping] the account record was created.
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Tables installed with the Financial Services Operations Integration with Jack Henry
jXchange application (continued)

Table Description

Consumer Mapping Table that stores the unique identification

) ) ) value in its ID field. This value was generated
[sn_fso_intg_jha_consumer_mapping] when the consumer record s created.
Contact Mapping Table that stores the unique identification

) ) ) value in its ID field. This value was generated
[sn_fso_intg_jha_contact_mapping] when the contact record was created.
Financial Account Mapping Table that stores the unique identification

) ) ] ) ) value in its ID field. This value was generated
[sn_fso_intg_jha_financial_account_mapping] hen the financial account record was created.

Product Model Mapping Table that stores the unique identification
_ ) ) value inits ID field. This value is generated
[sn_fso_intg_jha_product_model_mapping]  when the product model record was created.

Financial Services Operations Integration with Visa

The ServiceNow® Financial Services Operations Integration with Visa allows you to seamlessly
integrate with Visa Resolve Online (VROL) APIs using the Visa Spoke actions to manage various
dispute lifecycle events.

© Note:
Get started
Explore Configure
Learn about the benefits provided by Plan and configure your integration.

integrating Financial Services Operations
Integration with Visa application.

Integrate Reference
(0] o)
Work on integrating Financial Get details about the components
Services Operations Integration like fields, tables, and properties.

with Visa application
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Request Financial Services Operations Integration with Visa 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 &.

Before you can use Financial Services Operations Integration with Visa, you must first download
it from the ServiceNow Store. When you have completed the download, you may need to clear
your local cache before it appears on your instance.

Troubleshoot and get help

« Search the Known Error Portal for known error articles @
« Learn more about how to create your own apps on the developer site. @

« Contact Customer Service and Support &

Exploring Financial Services Operations Integration with Visa

Learn how you can use the Financial Services Operations Integration with Visa application to
seamlessly connect with dispute workflows and manage dispute resolution.

Overview on the application

Financial Services Operations Integration with Visa allows financial institutions to integrate
with VROL APIs using Visa Spoke actions. This integration enables the management of various
dispute lifecycle events, such as performing transaction searches, creating dispute cases,
submitting dispute questionnaires, and reporting fraud.
You can use the following subflows to the Visa spoke actions:

« Create case from transaction

« Initiate dispute from transaction or case

« Submit dispute questionnaire

For more information on setting up the integration to invoke Visa APIs for the Visa card dispute
processs, see Set up Visa Spoke &.

WorkAow

Integrating Financial Services Operations card dispute flow with the Visa spoke in the VROL
system, you perform the following actions:

1. Create a dispute case.
2, Initiate a dispute.

3. Submit a Visa questionnaire.

Key benefits to Issuers
« Improved end user experience.
« Faster time to value and streamlined maintenance.

« Manage the dispute lifecycle by using events such as case creation and questionnaire
submission.

« Utilize the necessary information used in sub-flows by leveraging data model elements.
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Related topics
Visa Spoke &

Configuring Financial Services Operations Integration with Visa

Plan and configure your Financial Services Operations Integration with Visa implementation.

(7 ) Important: Setthe sn_bom_credit_card.is_visa_integration_enabled
property to True to enable Financial Services Operations Integration with Visa. By default,

this property is set to False, so you need to update it manually. Financial Services
Operations Integration with Visa will not function until this property is enabled.

Configuration overview

To configure Financial Services Operations Integration with Visa on your ServiceNow instance,
you nheed to set up a sequence of tasks.

1. Request Integration Hub subscription &.
Use the Integration Hub to integrate a Visa account with your ServiceNow instance.
2, Install Financial Services Operations Integration with Visa.

You can install the Financial Services Operations Integration with Visa (com.sn_fso_intg_visa)
application from the ServiceNow Store. The application installs related applications and
plugins if they are not already installed.

3. Set up Visa Spoke.

IntegrationHub enables execution of third-party APIs as a part of a low when a specific event
occurs in ServiceNow. These integrations, referred to as spokes, are easy to configure and
enable you to quickly add powerful actions without the need to write a script.

4. Set up instance credentials.

Configure the Financial Services Operations Integration with Visa application by using the Visa
connection and credential record to authenticate ServiceNow requests.

5. Configure properties.

Customize properties that control settings for features in the Financial Services Operations
Integration with Visa application, such as integration with specific APIs.

Install Financial Services Operations Integration with Visa

If you have the admin role, you can install the Financial Services Operations Integration with Visa
application.

Before you begin
Role required: admin

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

2. Find the Financial Services Operations Integration with Visa application (sn_fso_intg_visa)
using the filter criteria and search bar.

You can search for the application by its name or ID. If you can't find the application, you might
have to request it from the ServiceNow Store.
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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 &.

3. In the Application installation dialog box, review the application dependencies.

Dependent plugins and applications appear if they will be installed, are currently installed,
or must be installed. If any plugins or applications require installation, you must install them
before you can install Financial Services Operations Integration with Visa.

4. Optional: If demo data is available and you want to install it, select the Load demo data check
box.
Demo data are the sample records that describe application features for common use cases.
Load the demo data when you first install the application on a development or test instance.

5. Select Install.

Set up Visa Spoke

Activate the Visa spoke in IntegrationHub from the ServiceNow Store, and enable the quick
access to payment and security data. You can use the spoke to search for transactions,
collaborate with merchants, manage disputes and perform other functions with enhanced
security

Before you begin
Role required: admin

Procedure
1. Navigate to All > Process Automation > Flow Designer.

2. To customize the connection configuration, access the connection settings in Flow Designer >
Connections and select Visa.
For more information on how to update the connection configuration, see Visa Spoke &.

Configure the Visa Queue Scheduler Flow

Use the Visa Queue Scheduler Flow to control the frequency at which Visa batch queues are
processed. This Alow runs as a scheduled job at a predefined time interval, triggering the subfAow
that processes incoming batch queues.

Before you begin
Role required: admin

Procedure
1. Navigate to All > Process Automation > Flow Designer.
2. In the Search field, search for Visa Queue Scheduler Flow.

3. To set the conditions and frequency for the flow, select the Trigger field.
Locate the Aow you want to activate from the list of saved flows and open it.

4. Select Activate.

O Note: When using Financial Services Operations Integration with Visa for the first time,
you must activate the Visa Queue Scheduler Flow and set the desired frequency. For
more information, see Batch queue APIs processing and scheduling.
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Set up Financial Services Operations Integration with Visa
Configure the Financial Services Operations Integration with Visa application by using the Visa
connection and credential record to authenticate ServiceNow requests.

Before you begin
Role required: admin

Procedure

1. Navigate to Integration Hub > Connections & Credentials > Connection & Credential Aliases
and edit the required information.

2. Navigate to Flow Designer > Designer > Subfows tab and select the subflows that you want to
test.

3. Click Test.
The system displays the Test Action dialog box.

4. Fill in the fields for the action.

@ Note: Complete all required fields in the Test Action dialog box.

5. Click Run Test.

© Note: Select the Run test in background option to test an action asynchronously in the
background.

If you select the Run test in background option, the execution details are displayed only
after the execution is completed asynchronously in the background.

What to do next
To view the action execution details, click Your test has finished running. View the Action
execution details.

Financial Services Operations Integration with Visa reference

Reference topics provide additional information on the installed components, including
plugins,subflows, and system properties, that you use to configure and administer Financial
Services Operations Integration with Visa application.

Components installed with Financial Services Operations Integration with Visa

Reference topics provide additional information on the installed components and subflows
that you use to configure and administer Financial Services Operations Integration with Visa
application.

© Important: Setthe sn_bom_credit_card.is_visa_integration_enabled
property to True to enable Financial Services Operations Integration with Visa. By default,
this property is set to False, so it needs to be updated manually. Financial Services
Operations Integration with Visa will not function until this property is enabled.

Plugins installed

These plugins are installed with the Financial Services Operations Integration with Visa
application (com.sn_fso_intg_visa):
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Plugins for Financial Services Operations Integration with Visa

Plugin Description

Visa Spoke This application provides a list of actions to help users search for
[com.sn_visa_spoke] transactions, collaborate with merchants, manage disputes and
perform other functions with enhanced security.

Dispute Rules This applications provides questionnaire for intake of dispute related
Content Pack for Visa  information under various dispute categories as per Visa guidelines.
[com.sn_bom_visa_cp]

Financial Services Operations Integration with Visa subAows

You can use the following Financial Services Operations Integration with Visa application
subflows to handle the card dispute management process.

Financial Services Operations Integration with Visa subfows

© Note:

» Use the decision table and Visa Token Service template to integrate your chosen Token
Provider with Visa Integration subfows. This integration enables you to access Visa APIs,
which might contain sensitive information. Make sure to use the subflow template for your
Token Provider. This confirms that you detokenize data before sending requests to Visa
and tokenize data after receiving responses, for a smooth integration with ServiceNow.

« All VROL RTSI REST operations use HTTP POST. Subflows in Stage 1 (Pre-Dispute) that
use Transaction Inquiry use the Tl service URL base (/rsrv_rolti/); all others use the SI
service URL base (/rsrv_rolsi/). Production base: https://vrolgateway.visa.com | MTE2
base: https://mte-vrolgateway.visa.com Definitive per-operation HTTP methods and exact
paths are specified in the WADL files available via MTE2.

Dispute

SubfAow Name | Description RTSI Operation Name
Stage

Stage Submit Enables you SISubmitTranInquiryRequest

1: Pre- Transaction to search for

Dispute Inquiry transactions
using specific
criteria. Requires
a tokenization
solution (Refer
to the note on
Token Provider in
the beginning of
this section).

Stage Look Up Retrievesasync SIGetTransInquiryResultsRequest
1: Pre- Transaction Tl results using
Dispute Inquiry the TIEventID
Results generated
by Submit
Transaction
Inquiry.
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Dispute SubfAow Name | Description RTSI Operation Name
Stage
Stage Look Up Enables you to SIGetTransDetailsRequest
1: Pre- Transaction retrieve detailed
Dispute Details transaction
data using
RolTransactionld.
Stage Look up Enables you to SIGetAssociatedTransactionListRequest
1: Pre- Associated retrieve a list

Dispute Transactions of associated
transactions for
the disputed
transaction in
the Dispute
stage.

Stage Select Enables you to SIAssociatedTranSelectionRequest
1: Pre- Associated associate related
Dispute Transactions transactions to

the disputed

transaction.

Stage Cardholder Enables you SISubmitPurchaseInquiryRequest

1: Pre- Purchase to request

Dispute Inquiry purchase
information
and additional
merchant
information
regarding a
transaction
by supplying
TransactionlD.

Stage Create Enables you SICreateCaseFromTransactionRequest
2: Case Case from to create a
Creation  Transaction case in Visa

Resolve Online

(VROL) from a

transaction.

Stage 3: Initiate Enables you to SIInitiateDisputeFromTransactionOrCaseReques
Dispute Dispute from initiate a dispute
Transaction or in VROL from a

Case transaction or
from an existing
Visa case.
Stage 3: Submit Enables you SISubmitDisputeQuestionnaireRequest
Dispute Dispute to submit or

Questionnaire save the dispute
questionnaire in

VROL.
Stage 3: Look up Enables you SIGetDisputeResponseDetailsRequest
Dispute Dispute to retrieve the
Response details of a
Details submitted or
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Dispute SubfAow Name | Description RTSI Operation Name
Stage
received dispute
response.
Stage 3:  Accept Accepts the STIAcceptDisputeRequest
Dispute Dispute dispute liability
or the other
side's decision,
and removes
the dispute
transaction from
the queue.
Stage 3:  Change Enables you SIChangeDisputeStatusRequest
Dispute Dispute to recall a
Status submitted
dispute item or
delete a saved
dispute item.
Stage Create Enables you to SICreateDisputePreArbRequest
4: Pre- Dispute Pre create a pre-
Arbitration Arbitration arbitration in
VROL.
Stage Create Enables you SICreateDisputePreArbResponseRequest
4: Pre- Dispute Pre to create a
Arbitration Arbitration pre-arbitration
Response response in
allocation for the
pre-arbitration
initiated by the
acquirer.
Stage Look up Enables you SIGetDisputePreArbDetailsRequest
4: Pre- Dispute Pre to retrieve the
Arbitration Arbitration pre-arbitration
Details details.
Stage Look up Enables you to SIGetDisputePreArbResponseDetailsRequest
4: Pre- Dispute Pre retrieve details
Arbitration Arbitration of a submitted
Response or received
Details pre-arbitration
response.
Stage Submit Enables you to SISubmitDisputeFilingRequest
5: Case Dispute Filing submit a dispute
Filing for arbitration,
or to appeal, or
withdrawal of
arbitration in
VROL.
Stage Look up Enables you SIGetDisputeFilingDetailsRequest
5: Case Dispute Filing to retrieve the
Filing Details details of a

dispute case
filing request,
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Dispute SubfAow Name | Description RTSI Operation Name
Stage
appeal, or
withdrawal
request.
Batch Batch Queues Adapter that SIGetBatchQueueRequest

Queues Flows Adapter includes all
batch queue
processes. See
the following
Batch Queue
APIs section for
the individual
queue types.

Batch Mark Batch Marks SIMarkBatchQueueItemAsReadRequest
Queues Queue Item transactions as
as Read read, removing
them from
the real-time
Systems
Interface (RTSI)
Batch Queue.

Batch queue APIs processing and scheduling

Financial Services Operations Integration with Visa subflows use batch queue APIs to process
the dispute data on a set schedule that run at predefined time intervals, not based on user
actions. You can set up and manage when batch queue API subflows run with theVisa Queue
Scheduler Flow. By default, the Visa Queue Scheduler Flow is turned off. To start using it,
activate the flow and choose how often you want the batch queue API subfows to run.

Four of the following batch queue subflows are dispatched by the Batch Queues Flows Adapter;
the fifth, Process Incoming Acceptance Batch Queue, is polled as a separate subflow. All five call
the same RTSI operation (SIGetBatchQueueRequest). The BatchQueueType parameter in the
request body determines which queue is polled, and SIMarkBatchQueueltemAsReadRequest
(/rsrv_rolsi/api/SIMarkBatchQueueltemAsRead) is called afterward to remove items from the
queue.

Batch Queue

SubHow Description BatchQueueType Parameter API Endpoint
Process The acquirer AWAITING_ACTION_BQ_DISPUTE /rsrv_xolsi/
Awaiting provides api/
Action a dispute SIGetBatchQueue
Disputes response,
Batch which places
Queue the Visa case
in this queue.
Processing
this batch
queue alerts the
FSO case with
the received
response.
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Batch Queue

SubHow Description BatchQueueType Parameter API Endpoint
Process The acquirer INCOMING_BQ_PREARBITRATIONS /rsrv_xolsi/
Incoming submits a pre- api/
Pre- arbitration SIGetBatchQueue
Arbitration  request or
Batch response,
Queue which places

the Visa case

in this queue.

Processing

this batch

queue alerts the
FSO case with
the received

response.
Process The acquirer INCOMING_BQ_ARBITRATIONS /rsrv_rolsi/
Incoming initiates an api/
Arbitration  arbitration SIGetBatchQueue
Batch request, or the
Queue issuer submits

an arbitration
and receives an
acknowledgment
or decision from

Visa, which

places the case

in this queue.
Processes The acquirer INCOMING_BQ_RECALLS /rsrv_rolsi/
Incoming processes api/
Recall recalls at various SIGetBatchQueue
Batch stages, including
Queue dispute

response, pre-
arbitration, and
pre-arbitration
response,
which places
the Visa case

in this queue.
Processing

this batch
queue alerts the
FSO case with
the received

response.
Process The acquirer INCOMING_BQ_ACCEPTANCES_RECEIVED /rsrv_rolsi/
Incoming accepits full api/
Acceptance liability on SIGetBatchQueue
Batch an issuer's
Queue chargeback

(at the Initiate

Chargeback

task) orona
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Batch Queue
SubfAow

Description

BatchQueueType Parameter

API Endpoint

pre-arbitration
filed by the
issuer (at the
Pre-Arbitration
Response
task). These
scenarios place
the Visa case
in this queue.
Processing
this batch
queue plugs
the acceptance
into the
corresponding
task. This
subflow is not
orchestrated
by the Batch
Queues Flows
Adapter; it

is polled as

a separate
subflow.

Visa batch queue processing and scheduling

Financial Services Operations Integration with Visa subflows use VROL RTSI batch queue APIs
to process incoming dispute data on a scheduled basis. Unlike real-time subfows that execute in
response to user actions, batch queue processing runs on a predefined schedule to poll VROL

for new incoming items across the dispute lifecycle.

Visa RTSI batch queue process
Implementation partners and developers must understand the end-to-end flow of Visa
RTSI batch queue to configure or extend the FSO Disputes batch queue integration.
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The process involves three layers of orchestration as shown in the following workfow

Daily trigger (midnight)
Configurable schedule

Separate Dispatch

Visa queue scheduler flow ot vi Adapter

All>Workflow Studio>Flows - Active by default: No

|

Batch queues flow adapter
Subflow - orchestrates all queues in parallel

Paralel P’vcessmg

o

Incoming acceptances
INCOMING_BQ_ACCEPTANCES_RECEIVED

Incoming pre-arbitrations
INCOMING_BQ_PREARBITRATIONS

Incoming arbitrations

AWAITING_ACTION_BQ_DISPUTE INCOMING_BQ_ARBITRATIONS INCOMING_BQ_RECALLS

‘ Incoming recalls. ’

Awaiting action disputes ’

SIGetBatchQueueRequest - VROL
Upto 400 items/page - paginate until all pages are read

[ Match to ServiceNow case by Visa Case Number ]

Look up Card Dispute Task Record and update case number

No (still

nding)

If not marked:
Mark batch queue items as read VROL purges after 10 days
SIMarkBatchQueueltemAsReadRequest - removes from VROL queue (tetried next cycle if marking
failed)
Cycle Complete

1. Visa queue scheduler flow is initiated:
o Location: All > Workflow Studio > Flows > Visa Queue Scheduler Flow
o The Visa Queue Scheduler Flow is the entry point for all batch queue processing. Itis a
scheduled Flow that triggers the entire batch queue pipeline.

@ Note: The Visa Queue Scheduler Flow is set to Inactive by default. Clients must
activate it before batch queue processing begins. Until activated, no VROL batch
queue data will be ingested into ServiceNow.

o Configuration details:
» Default schedule: Daily at midnight (00:00:00)

= Configurable: Clients can change the run time or increase the polling frequency based on
dispute volumes and operational requirements.

= Single action: The flow contains one action — it calls the Batch Queues Flows Adapter
subflow and waits for completion. If the adapter fails, the Aow logs an error.

2. Subflow for the batch queue flows executes:
o Location: All > Workflow Studio>Flows >Batch Queues Flows Adapter

© The Batch Queues Flows Adapter is an orchestration subflow that manages the parallel
execution of the individual batch queue subflows it orchestrates. The following actions are
invoked by the Visa Queue Scheduler Flow:
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» Sequentially processes queues that must run in order (for example, Arbitrations and
Recalls are processed first).

= Executes the remaining queue subflows in parallel using a parallel branch, so that multiple
VROL queues are polled simultaneously within the same run cycle.

= Collects error outputs from each subflow and consolidates them.
= Evaluates whether any queue processing failed and assigns subflow outputs accordingly.

© The BatchQueueType parameter determines which VROL queue each subflow
polls through the RTSI API. All subflows use the same underlying RTSI operation:
SlIGetBatchQueueRequest (/rsrv_rolsi/api/SIGetBatchQueue).

3. Individual batch queue subflows executes the following actions related to polling and case
matching:

© Builds the queue request: The subflow calls the Lookup Batch Queue Request Builder to
construct the SIGetBatchQueueRequest payload with the appropriate BatchQueueType and
page number (starting at page 1).

o Executes the RTSI API: It calls the Execute Visa Spoke Action Using Token Service action to
submit the request to VROL via the configured Visa integration spoke.

o Parses the response: The Lookup Batch Queue Response Parser processes the returned
FormatDQueueltem or FormatSQueueltem elements (depending on the queue format).

o Matches to the ServiceNow case: For each item in the queue response, the subflow looks
up the matching Card Disputes Task Record in ServiceNow ServiceNow using the Visa Case
Number returned in the queue item. It checks that the dispute service is Initiate chargeback,
the case is active, and not already represented by a merchant.

o Updates the case: If a matching case is found, the subflow updates the Card Disputes Task
Record and the Card Dispute Transaction Record in ServiceNow to reflect the new state —
advancing the case in the dispute lifecycle (e.g., marking that a dispute response has been
received, a pre-arbitration has been filed, or an arbitration ruling has been issued).

o Marks items as read: After processing all items on all pages, the subflow calls the Mark Batch
Queue Items as Read Adapter subflow (see Step 4 below).

e Note: The queue data reflects the state of the case at the time it was added to the
VROL batch queue — not necessarily the current real-time state. Fields such as User
and Last Action Date may have changed since the item was queued. If a case has
advanced further in VROL before the item is processed in ServiceNow, the batch queue
item may be stale. Use Hypersearch (SIHypersearchRequest) to retrieve the current
state of a case when needed.

4. Executes Mark Batch Queue Items as Read Adapter subfAow: Once all items from a queue
are retrieved and processed, the subflow calls the Mark Batch Queue Items as Read Adapter
subflow, which in turn calls the Mark Batch Queue Item as Read subflow to invoke the RTSI API
SIMarkBatchQueueltemAsReadRequest (/rsrv_rolsi/api/SIMarkBatchQueueltemAsRead). See
the following four actions executed by this subflow:

© Prevents reprocessing: Once marked as read, an item is removed from the RTSI Batch
Queue and will not be returned in the next polling cycle.

o Executes automated purge: If an item is not marked as read, VROL will automatically purge
it from the batch queue after 10 days. After purging, the item can only be recovered using
VROL RTSI Queues or Hypersearch — it will no longer appear in batch queue responses.

o Recovers from marking failures: If the Mark Batch Queue Item as Read call fails for an item
(for example, due to a transient error), the item is not removed from the RTSI Batch Queue.
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The same item is returned again on the next scheduled polling cycle, where it is reprocessed
and marked as read at that time.

o Marks items in bulk: Items can be marked by individual BatchQueueltemSID or
by entire BatchQueueType. A maximum of 400 items can be marked in a single
SIMarkBatchQueueltemAsReadRequest (configurable in VROL).

o Resolves duplication of items in multiple batch queues: An item may appear in multiple
batch queues. Marking it as read in one queue removes it from all batch queues for that
VROL organization.

() Note: Four of the batch queue subflows — Process Awaiting Action Disputes Batch
Queue, Process Incoming Pre-Arbitration Batch Queue, Process Incoming Arbitration Batch
Queue, and Process Incoming Recall Batch Queue — are dispatched by the Batch Queues
Flows Adapter described in Step 2. The fifth, Process Incoming Acceptance Batch Queue,
is not orchestrated by the Adapter; it is polled as a separate subflow. All five call the same
RTSI operation (SIGetBatchQueueRequest). The BatchQueueType parameter in the request
body determines which queue is polled, and SIMarkBatchQueueltemAsReadRequest (/
rsrv_rolsi/api/SIMarkBatchQueueltemAsRead) is called afterward to remove items from the
queue.

Properties installed with Financial Services Operations Integration with Visa
Customize the properties that are available with the Financial Services Operations Integration
with Visa application.

@ Note: To open the System Properties [sys_properties] table, enter
sys_properties.list inthe navigation filter.

You can submit your changes by selecting Save.

System properties for Financial Services Operations Integration with Visa

Properties Description

Enable cardholder purchase inquiry Enables or disables integration with the
Cardholder Purchase Inquiry APl in the Visa
card dispute playbook.

« Type: true | false
« Default value: False

« Location: All > Financial Services
Operations Integration with Visa >
Administration > Properties

« Role required: sn_bom_credit_card.admin

Financial Services Operations Integration with Mastercard

The ServiceNow® Financial Services Operations Integration with Mastercard streamlines and
simplifies how financial institutions manage Mastercard disputes.

© Important: The Financial Services Operations Integration with Mastercard provides
predefined subflows. However, these subflows are not yet integrated with the Workspace.
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Get started

Explore Configure

Learn about how to use Plan and configure your integration.
Integration with Mastercard.

Activate Reference
(0] o)
Learn how to seamlessly Get details about components
integrate with Mastercard Spoke. that are installed.

Request Financial Services Operations Integration with Mastercard 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 &.

Before you can use Financial Services Operations Integration with Mastercard, you must first
download it from the ServiceNow Store. When you have completed the download, you may need
to clear your local cache before it appears on your instance.

Exploring Financial Services Operations Integration with Mastercard

Use the Financial Services Operations Integration with Mastercard to automate and simplify how
financial institutions manage Mastercard disputes. This integration leverages Mastercard Spoke

actions and Mastercom APIs to support a range of dispute lifecycle events and ensure alignment
with Mastercard specific business rules.

Overview of Financial Services Operations Integration with Mastercard

Financial Services Operations Integration with Mastercard helps manage disputes easily and
efficiently within ServiceNow. It uses Mastercard Spoke actions to support key steps in the
dispute process, such as searching transactions, creating claims and chargebacks, handling
pre-arbitration and arbitration, and reporting fraud.

You can find more information about the Mastercard Spoke actions and setup details in the
Mastercard Spoke @ documentation.

The application includes predefined subflows for common use cases, and you can extend them
to meet custom requirements. Its adapter layer simplifies the connection to dispute workflows,
helping you resolve cases faster and more accurately.
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© Important: The Financial Services Operations Integration with Mastercard provides
predefined subflows. However, these subflows are not yet integrated with the Workspace.

Use Mastercard Spoke actions and APIs

Overview of Mastercard and Mastercom API

Cardholder Collaboration
{Ethoca) Merchant

. G —— 1=

MastercomAPI|
Issuer

Acquirer
@ -—

— " : | — I
Sends Receives
= First chargebacks -

FrR * First chargebacks

. mmwon cases + Pre-arbitration cases
. itration cases + Arbitration cases
Receives Sends
= Second presentments + Second presentments,
Sends and receives Eﬂ Receives and sends
e - Compliance cases
- i + Compliance

Fae collections Global Clearing e collaciong

Management System

The Mastercard Spoke includes actions that use Mastercom APIs to automate key dispute
events, such as:

« Collaboration

« First chargebacks

» Second presentments
« Arbitration

« Pre-arbitration

Financial Services Operations Integration with Mastercard benefits

Financial Services Operations Integration with Mastercard benefits

Benefit Feature Users
Automatically connects workflows with Enables seamless Administrator
Mastercom and shows real-time updates to integration with

track cases easily. Mastercard’s

Mastercom API Suite
and Mastercom
Extended APIs &

Uses predefined subfAows with built-in Financial Services Administrator
error handling and retry logic to reduce Operations
development time and errors. Integration with

Mastercard subflows
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What to explore next

To learn more about configuring Financial Services Operations Integration with Mastercard, see:
» Mastercard Spoke &
» Configuring Financial Services Operations Integration with Mastercard

« Components installed with the Financial Services Operations Integration with Mastercard

Configuring Financial Services Operations Integration with Mastercard
Plan and configure your implementation of Financial Services Operations Integration with
Mastercard.

Configuration overview

To configure Financial Services Operations Integration with Mastercard on your ServiceNow
instance, you need to set up a sequence of tasks.

1. Set up Mastercard spoke @
Use the Integration Hub to integrate Mastercard Spoke with your ServiceNow instance.
2, Install Financial Services Operations Integration with Mastercard

You can install the Financial Services Operations Integration with Mastercard
(com.sn_fso_intg_mc) application from the ServiceNow Store. The application installs related
applications and plugins if they are not already installed.

3. Set up instance credentials.

Configure the Financial Services Operations Integration with Mastercard application by using
the Mastercard connection and credential record to authenticate ServiceNow requests.

Install Financial Services Operations Integration with Mastercard
If you have the admin role, you can install the Financial Services Operations Integration with
Mastercard application.

Before you begin
Role required: admin

Procedure

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

2, Find the Financial Services Operations Integration with Mastercard application
(sn_fso_intg_mc) using the filter criteria and search bar.

You can search for the application by its name or ID. If you can't find the application, you might
have to request it from the ServiceNow 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 &.

3. In the Application installation dialog box, review the application dependencies.
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Dependent plugins and applications appear if they will be installed, are currently installed,
or must be installed. If any plugins or applications require installation, you must install them
before you can install Financial Services Operations Integration with Mastercard.

4. Select Install.

Activate Mastercard Spoke

Activate the Mastercard Spoke in Integration Hub from the ServiceNow Store, enabling
organizations to manage the full card dispute life-cycle. You can then use the spoke to efficiently
search transactions, create claims, and process chargebacks, pre-arbitration, and arbitration
case filings.

Before you begin
Role required: admin

Procedure
1. Navigate to All > Process Automation > Flow Designer.

2. To customize the connection configuration, access the connection settings in Flow Designer >
Connections and select Mastercard.
For more information on how to update the connection configuration, see Mastercard Spoke &.

Set up Financial Services Operations Integration with Mastercard
Configure the Financial Services Operations Integration with Mastercard application by using the
Mastercard connection and credential record to authenticate ServiceNow requests.

Before you begin
Role required: admin

Procedure

1. Navigate to Integration Hub > Connections & Credentials > Connection & Credential Aliases
and edit the required information.

2. Navigate to Flow Designer > Designer > SubAows tab and select the subflows that you want to
test.

3. Click Test.
The system displays the Test Action dialog box.

4. Fill in the fields for the action.

@ Note: Complete all required fields in the Test Action dialog box.

5. Click Run Test.

O Note: Select the Run test in background option to test an action asynchronously in the
background.

If you select the Run test in background option, the execution details are displayed only
after the execution is completed asynchronously in the background.

What to do next
To view the action execution details, click Your test has finished running. View the Action
execution details.
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Financial Services Operations Integration with Mastercard reference

Reference topics provide additional information on the installed components, including
plugins,subflows, and system propetrties, that you use to configure and administer Financial
Services Operations Integration with Mastercard application.

Components installed with the Financial Services Operations Integration with Mastercard

Reference topics provide additional information on the installed components and subflows that
you use to configure and administer Financial Services Operations Integration with Mastercard
application.

Plugins installed

These plugins are installed with the Financial Services Operations Integration with Mastercard
application (com.sn_fso_intg_mc):

Plugins for integration with Mastercard

Plugin Description

Mastercard Spoke Enables you to search transactions, create claims, and process

[com.sn_mc_spoke] chargebacks, pre-arbitration, and arbitration case filings
efficiently.

Dispute Rules Content Enables your agents to use guided questionnaires to intake

Pack for Mastercard dispute-related information across various categories, in

[com.sn_bom_mcard_cp] alignment with Mastercard guidelines.

Financial Services Operations Integration with Mastercard subflows

You can use the following Financial Services Operations Integration with Mastercard application
subflows to handle the Mastercard dispute management process.

Financial Services Operations Integration with Mastercard subfAows

When an agent works on a dispute case, some actions automatically trigger related Mastercom
subflows. These subflows connect to their APIs at specific touch points where the agent
performs these actions in the dispute process.

Subfow Description API Endpoint Touch point

Mastercom Searches for details POST/v6/transactions/
- Look up of an original search
Transaction transaction using the © The agent
Details AcquirerReferenceNumber, creates a
TransStartDate, and dispute case
TransEndDate. for the initial
transaction.

« Initiate stage:

°o The agent
Creates a
dispute case
for more
transactions
in the
Add more
transactions
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Description

Retrieves authorization
details for a transaction
linked to a claim.

Mastercom

- Look up
Authorization
Transaction

Details

Mastercom Retrieves clearing details

- Look up for the original transaction
Clearing involved in a claim,
Transaction whether you're an issuer or
Details an acquirer.
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API Endpoint

GET/vé6/claims/{claim-
id}/transactions/
authorization/
{transaction-id}

GET /vé6/claims/{claim-
id}/transactions/
clearing/{transaction-
id}
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Touch point

activity and
selects
Continue.

« Review stage:

The agent
adds more
transactions
to a dispute
case that the
cardholder or
the contributor
created

and selects
Continue.

« Initiate stage:

o The agent
Creates a
dispute case
for the initial
transaction.

o The agent
creates a
dispute case
for more
transactions
in the
Add more
transactions
activity and
selects
Continue.

« Review stage:

The agent
adds more
transactions
to a dispute
case that the
cardholder or
the contributor
created

and selects
Continue.

« Initiate stage:

°o The agent
creates a
dispute case
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Mastercom

- Look up
Fraud Related
Information

Description

Enables you to obtain
fraud-related information
that is associated with a
claim before creating a
fraud item for the claim.
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API Endpoint

GET /vé/claims/
{claim-id}/fraud/
loaddataforfraud

Touch point

for the initial
transaction.

o The agent
Creates a
dispute case
for more
transactions
in the
Add more
transactions
activity and
selects
Continue.

 Review stage:

The agent
adds more
transactions
to a dispute
case that the
cardholder or
the contributor
created

and selects
Continue.

Investigate
stage:

The agent
works on

a Report
fraud for card
network task
that displays
only the claim
ID without
other claim
details.

Initiate stage:

» The agent
creates a
dispute case
for a single
transaction
and completes
the Fill dispute
questionnaire
activity.

» The agent
creates a
dispute case
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Subfow

Mastercom -
Create Fraud
Report

Mastercom -
Create Claim

Description

Creates a fraud report
when identifying a

transaction as fraudulent.

Creates a new claim
before submitting a
retrieval request or a first
chargeback.
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API Endpoint

POST /vé6/claims/
{claim-id}/fraud/
mastercard

POST /vé6/claims

Touch point

for multiple
transactions
and completes
the Fill
additional
dispute
questionnaire
activity.

Investigate
stage:

The agent works
on a Report
fraud for card
network task.

« Initiate stage:

o The agent
Creates a
dispute case
for the initial
transaction.

o The agent
creates a
dispute case
for more
transactions
in the
Add more
transactions
activity and
selects
Continue.

« Review stage:

The agent
adds more
transactions
to a dispute
case that the
cardholder or
the contributor
created

and selects
Continue.

« Investigate
stage:

The agent
works on
a Report
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Mastercom
- Look up
Chargeback

Details

Mastercom
- Look up

Second

Presentment

Details

Description

Enables you to retrieve
chargeback details using
the Get Claims API.

Enables you to fetch
second presentment
details from the Get Claims
API.
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API Endpoint

GET /vé6/claims/{claim-
id}

GET /vé6/claims/{claim-
id}
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Touch point

fraud for card
network task
that displays
the claim ID.

Chargeback
stage:

This subflow
runs when

the queue API
confirms that
aresponse is
available after:

» The agent
submits a
chargeback
request.

e The agent
escalates the
transaction
chargeback
through a pre-
arbitration
or arbitration
request.

Chargeback
stage:

This subflow
runs when

the queue API
confirms that
aresponse is
available after:

» The agent
submits a
chargeback
request.

» The agent
escalates the
transaction
chargeback
through a pre-
arbitration
or arbitration
request.
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Subfow Description API Endpoint Touch point
Mastercom - Enables you to fetch pre-  GET /vé/claims/{claim- Chargeback
Look up Case arbitration or arbitration id} stage:
Filing Details  case filing details from the
Get Claims API. This subfiow
runs when
the queue API

confirms that
aresponse is
available after:

e The agent
submits a
chargeback
request.

» The agent
escalates the
transaction
chargeback
through a pre-
arbitration
or arbitration
request.

Mastercom - Enables you to validate GET /vé6/claims/{claim- Chargeback

Validate Claim that claim response details id}/ stage:

Response are up to date following a

Details queue update. This subflow
runs when
the queue API

confirms that
aresponse is
available after:

» The agent
submits a
chargeback
request.

e The agent
escalates the
transaction
chargeback
through a pre-
arbitration
or arbitration
request.

Mastercom -  Enables you to act on an PUT /vé6/claims/{claim- The agent

Take Action on existing claim, such as id} reopens a

Existing Claim  reopen or close it. claim that was
previously
closed in the
following stages:
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Description API Endpoint Touch point

« Investigate
stage:

The agent
submits a
fraud report
by selecting
the Submit
fraud button
in the Report
fraud for card
network task.

Chargeback
stage:

The agent
submits a
chargeback
request by
selecting
the Initiate
chargeback
button in
the Initiate
chargeback
and recover
funds from
merchant task.

Mastercom - Enables you to retrieve GET /vé6/claims/{claim- The agent

Look up Claim  details of an existing claim. id/ reopens a

Details claim that was
previously

closed in the
following stages:

« Investigate
stage:

The agent
submits a
fraud report
by selecting
the Submit
fraud button
in the Report
fraud for card
network task.

Chargeback
stage:

The agent
submits a
chargeback
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Subfow Description API Endpoint Touch point

request by
selecting

the Initiate
chargeback
button in

the Initiate
chargeback
and recover
funds from
merchant task.

Mastercom Enables you to create a POST /vé/claims/ Chargeback
- Create chargeback and optionally fclaim-idj}/chargebacks stage:
Chargeback upload supporting
documents. The agent starts
a chargeback
request by
selecting
the Initiate
chargeback
button in
the Initiate
chargeback and
recover funds
from merchant
task.
Mastercom Enables you to reverse POST /vé6/claims/ Chargeback
- Reverse an existing chargeback {claim-id}/ stage:
Chargeback in cases where the chargebacks/
chargeback was created in {chargeback-id}/ The agent
error. reversal reverses a
chargeback

request after
submitting it by
selecting the
Reverse button
in the Initiate

chargeback and
recover funds
from merchant
task.
Mastercom - Enables you to PUT /vé6/chargebacks/
Acknowledge acknowledge a acknowledge This subfiow
Chargeback chargeback or second does not have
presentment, moving the a direct user
claim from the Unworked to interface or
the Worked queue. trigger point.
The system
processes

this through
queues to clear
the second
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Subfow Description API Endpoint

Mastercom Enables you to update PUT /vé6/claims/{claim-
- Update an existing chargeback id}/chargebacks/
Chargeback by adding memos or {chargeback-id}

documents if omitted
during initial creation.

Mastercom Enables you to check PUT vé6/chargebacks/
- Look up the status of documents status

Chargeback for specific claim and

Documents chargeback IDs.

Status
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Touch point

presentment
queue. It
identifies
whether

the process
has already
progressed
beyond

the second
presentment
stage by
checking if
the second
presentment
details have
been retrieved.

Chargeback
stage:

The agent
receives an
error message
when uploading
supporting
documents in
any of these
tasks: Initiate
chargeback and
recover funds
from merchant,
Review and
respond to
collaboration,
or Review
chargeback
response and
decide on pre-
arbitration or
arbitration.

Chargeback
stage:

This subflow
works with the
Mastercom

- Look up
Chargeback
Documents
subfow when
a merchant
submits

a second
presentment
request.
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Description API Endpoint

Mastercom Enables you to retrieve GET /vé6/claims/{claim-
- Look up documentsrelatedtoany idj}/chargebacks/
Chargeback chargeback in your desired {chargeback-id}/
Documents format. documents
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Touch point

During the
Review
chargeback
response and
decide on pre-
arbitration

or arbitration
task, the
system fetches
the second
presentment
details and this
subfow runs to
verify the status
of attached
supporting
documents.

If the document
status shows
as Complete,
the Mastercom
- Look up
Chargeback
Documents
subflow runs

to retrieve the
document.

When an

issuer uploads
supporting
documents, this
subflow also
runs to retrieve
the document
status.

Chargeback
stage:

This subflow
works with the
Mastercom

- Look up
Chargeback
Documents
Status subflow
when a merchant
submits

a second
presentment
request.

During the
Review
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Subfow Description API Endpoint Touch point

chargeback
response and
decide on pre-
arbitration

or arbitration
task, the
system fetches
the second
presentment
details. The
Mastercom

- Look up
Chargeback
Documents
Status subfow
then runs to
verify the status
of attached
supporting
documents.

If the document
status shows as
Complete, this
subflow runs

to retrieve the

document.
Mastercom Enables you to obtain POST /vé6/claims/ Dispute Intake
- Look up information about a {claim-id}/ stage:
Chargebacks  potential first chargeback  chargebacks/
Related before creating the loaddatarforchargebacks This subflow
Information chargeback. runs when the
dispute intake
form loads.
Mastercom Enables you to track POST /vé6/queues
- Process the document status This subflow
Pending for chargebacks in the does not have
Documentation pending documentation a direct user
Queue queue. interface or
trigger point.
It runs in the
back-end as
a scheduled
job to monitor
activities from
the Mastercard
server.
Mastercom - Enables you to confirm that POST /vé6/queues
Process Issuer chargeback documents This subflow
Worked Queue were successfully does not have
processed and the a direct user

claim advanced from the
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Subfow Description API Endpoint Touch point

PendingDocumentation interface or
queue. trigger point.

It runsin the
back-end as

a scheduled
job to monitor
activities from
the Mastercard
server.

Mastercom - Enables you to monitor POST /vé6/queues )
Process Reject rejections that occurred This subflow
Queue during the initial does not have

chargeback creation a direct user
process. interface or

trigger point.

It runs in the
back-end as

a scheduled
job to monitor
activities from
the Mastercard
server.

Mastercom Enables you to retrieve POST /vé6/queues

- Process claims where an This subflow
Issuer Re- acquirer submitted a does not have
presentment representment in response a direct user
Unworked to a chargeback. interface or
Queue trigger point.

It runsin the
back-end as

a scheduled
job to monitor
activities from
the Mastercard
server.

Mastercom Enables you to track POST /vé6/queues .
- Process dispute updates from pre- This subflow
Sender Case  arbitration through the full does not have

Filing Queue  case lifecycle. adirect user
interface or

trigger point.

It runsin the
backend as

a scheduled
job to monitor
activities from
the Mastercard
server.
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Mastercom
- Process
Pending
Queue

Mastercom -
Create Case
Filing

Mastercom -
Take Action on
Case

API Endpoint
POST /vé6/queues

Description

Enables you to track
second presentment
reversals in the pending
queue.

Enables you to file a pre- POST /vé6/cases
arbitration or arbitration
case and optionally upload

supporting documents.

PUT /vé6/cases/{case-
id)}

Enables you to take action
on pre-compliance, pre-
arbitration, or arbitration
cases.
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Touch point

This subflow
does not have
a direct user
interface or
trigger point.

It runs in the
backend as

a scheduled
job to monitor
activities from
the Mastercard
server.

Chargeback
stage:

The agent files
a dispute case
by selecting
either the Create
pre arbitration
button or

the Create
arbitration
button in

the Review
chargeback
response and
decide on pre-
arbitration or
arbitration task.

Chargeback
stage:

» The agent
escalates the
pre-arbitration
request to
arbitration by
selecting the
Escalate to
arbitration
button in the
Review pre-
arbitration
response and
escalate to
arbitration
task.

The agent
withdraws a
pre-arbitration
or arbitration
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Description API Endpoint Touch point

case by
selecting the
Withdraw
case button
in either

the Review
chargeback
response and
decide on pre-
arbitration or
arbitration
task or the
Review pre-
arbitration
response and
escalate to
arbitration
task.

The agent
reuploads the
supporting
documents for
a dispute case
by selecting
the Upload
document
button in
either the
Review pre-
arbitration
response and
escalate to
arbitration
task or the
Review
arbitration
response task.

Mastercom - Enables you to retrieve all GET /vé/cases/{case- Chargeback
Look up Case case-related documentsin idj}/documents stage:

Documents the format you need.
This subfiow

works with the
Mastercom -
Look up Case
Documents
Status subflow
when the agent
submits a pre-
arbitration

or arbitration
request.
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Mastercom -
Look up Case
Documents

Status

Description

Enables you to check the
document status for a
specific list of cases.
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Touch point

During the
Review pre-
arbitration
response and
escalate to
arbitration
and Review
arbitration
response tasks,
the system
fetches the
pre-arbitration
or arbitration
details. The
Mastercom -
Look up Case
Documents
Status subflow
then runs to
verify the status
of the pre-
arbitration

or arbitration
response
document.

If the document
status shows as
Complete, this
subflow runs

to retrieve the
document.

Chargeback
stage:

This subflow
works with the
Mastercom -
Look up Case
Documents
subflow when
the agent
submits a pre-
arbitration

or arbitration
request.

During the
Review pre-
arbitration
response and
escalate to
arbitration
and Review
arbitration
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Subfow Description API Endpoint Touch point

response tasks,
the system
fetches the
pre-arbitration
or arbitration
details and runs
this subflow

to verify the
status of the
pre-arbitration
or arbitration
response
document.

If the document
status shows
as Complete,
the Mastercom
- Look up Case
Documents
subflow runs

to retrieve the
document.

Mastercom - Enables you to retrieve PUT /vé6/cases/ Chargeback
Look up List of claim IDs using existing retrieve/claims stage:

Claims case IDs related to a )
dispute task. This subfiow

runs directly
after the
Mastercom -
Create Case
Filing subflow
runs when the
agent files a
dispute case
by selecting
either the Create
pre arbitration
button or

the Create
arbitration
button in

the Review
chargeback
response and
decide on pre-
arbitration or
arbitration task.

Validate and A non Mastercom subfow Chargeback

Process that enables you to stage:

Attachments of validate if uploaded

Card Disputes  attachments meet The agent

Task Mastercard attachments uploads
criteria. This subfow also supporting
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Subflow Description

look up for zip attachment
and extract its base64

encoded content.

API Endpoint

Touch point

documents in
any of these
tasks: Initiate
chargeback and
recover funds
from merchant,
Review
chargeback
response and
decide on pre-
arbitration or
arbitration, or
Review pre-
arbitration
response and
escalate to
arbitration.

Mastercom queues

Mastercom queues help gather related dispute events all in one place, based on their lifecycle.
Claims are grouped into standard queues by their common details, making them easier to find

and manage.

Mastercom claim queues

Description

Queues

Acquirer Collaboration Unworked

Acquirer First CB Unworked

Acquirer Worked

Issuer Collaboration Unworked

Issuer Re-presentment Unworked

Issuer Worked

Pending

Pending Documentation

Claims with No Activity

Rejects
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Contains claims with collaboration requests
for the acquirer.

Contains first chargeback initiated by an
issuer, and any follow-up chargebacks due to
rejection by First-Party Trust evidence.

Contains all claims worked by an acquirer.

Contains claims for which the acquirer has
provided a collaboration response.

Contains claims for which the acquirer has
provided representments as a response.

Contains all claims worked by an issuer.

Contains all claims created by an issuer with
no action taken.

Contains all claims that need supporting
documents.

Contains all claims that have no associated
dispute events.

Contains all rejected claims or claims with
rejected dispute events, either due to
collaboration-related or first-party trust-related
rejections.
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Mastercom claim queues (continued)

Description
Closed Contains all closed claims.
Claims List Contains all open claims.

Mastercard document requirements

Learn about Mastercard requirements for dispute supporting documents and images.

Document requirements and acceptance criteria

« Mastercom supports . jpeg, . tiff, and . pdf files only.
« Document names must not exceed 16 characters.
« The total size of all documents for one transaction must not exceed 18MB or 18000000 bytes.

() Note: Mastercom recommends keeping the total size of all documents for one
transaction under 14.5MB or 14500000 bytes to improve performance.

« Document names must use only English characters or numbers. They must not contain special
characters or spaces within the zip file name (when attaching multiple images for a single
transaction) or in file names within the zip.

« Documents must not contain extensive graphics or color elements.

» Document or image resolution must not exceed 300 X 300 DPI, and the pixel count must be
less than 30000000.

Valid image format

Mastercom supports the following image formats:
« TIFF_UNCOMPRESSED
 TIFF_HUFFMAN

« TIFF_G3_FAX

« TIFF_LZQ

« TIFF_G4_FAX

« JPEG

« TIFF_PACK

e TIFF_LZW

« TIFF_2D

o« CCITT_G3

« CCITT_G4

« TIFF_JPEG

« TIFF_ABIC

« TIFF_ABIC_BW

« TIFF_G4_FAX_FO
«CCITT_G4_FO
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« CCITT_G3_FO

« TIFF_JBIG

e TIFF_G4_FAX_STRIP
« JPEG2000

» TIFF_JPEG7 with single strip
« PDF

« PDF_15

« PDF_LZW

« PDF_16

e TIFF_LZWWINFAX
*NCR

Financial Services Operations Integration with FRISS

The ServiceNow® Financial Services Operations Integration with FRISS application enables
Property and casualty (also known as P&C) insurers to build trust automation into their solutions.
This application offers a solution that can be effortlessly integrated into any insurance workflow.

Get started

Explore

Learn about the benefits for your
organization by integrating Financial
Services Operations with FRISS.

Configure

\t

Configure

Financial Services Operations
Integration with FRISS

Setup

(o Jo

 J

Plan and configure your integration.

Reference

Get details about components
like fields, tables, and properties.
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Exploring Financial Services Operations Integration with FRISS

With Financial Services Operations Integration with FRISS, your insurance company can embed
the FRISS API for Claims in workflows, detect and prevent fraud, and improve your underwriting
and claims processes.

Overview of the application

By using FRISS, you can detect fraud, assess your risks, and perform compliance management.
You can also improve your profitability, customer satisfaction, and operational efficiency.

You can use the Financial Services Operations Integration with FRISS application to do the
following tasks:

« Integrate with the FRISS API for Claims to save the scores returned by FRISS into the relevant
claim data object.

« Detect fraud as you manage your claims cases.
« Gel real-time scores of your claims data at different stages of the claims process.

« Use the user interface for portfolio monitoring.

FRISS workfAow

The following diagram is a workflow of the FRISS integration. The diagram shows the role that
each layer plays in the Financial Services Operations application.

WorkHow of Financial Services Operations integration with FRISS

Integration
App

Embedded Spoke

Layers in FRISS integration workflow

Layer Description

Workflow Layer Layer that contains the Commercial
Lines Claims and Personal Lines Claims
applications for triggering and storing fraud
scores.

Adapter/Integration Layer Layer that contains the Financial Services
Operations Integration with FRISS subflow
to execute the FRISS spoke actions and to
provide a fraud score. Additional tables are
added to this service to store the fraud score.

Spoke Layer Layer that contains the FRISS spoke actions
that use REST APIs to interact with FRISS. For
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Layers in FRISS integration workflow (continued)

Description

more information on the FRISS spoke actions,
seeFRISS Spoke &@.

Financial Services Operations Integration with FRISS benefits

FRISS can help you solve the fraudulent activity that occurs in the insurance industry, such as
false reporting of claims, staged accidents, and inflation of claims. Currently, investigations into
these activities are often carried out manually, which results in a slow and inefficient claims
process. This inefficient process increases the risk of human error and allows fraudulent activity
to go undetected.

FRISS provides real-time, data-driven scores and insights that can help you to assess the
inherent risks of your customers and interactions quickly. Because your services are primarily
focused on Auto, Property, and General Liability claims, by using FRISS, you can build automated
fraud detection into your claims processes. By scoring the claims in real time, Financial Services
Operations Integration with FRISS helps your company to reduce the number of false positives,
increase the number of avoided claims, and process the genuine claims immediately.

Configure Financial Services Operations Integration with FRISS
Select and configure the Financial Services Operations Integration with FRISS subflows to obtain
the fraud score for your organization.

Before you begin
Role required: admin

About this task
In this procedure, you can select either the Look up Claim Fraud Score via Spoke selector or
Look up Claim Fraud Score subflow option.

Q Tip: The Look up Claim Fraud Score via Spoke selector option requires minimal
configuration and enables you to configure multiple third-party adapter systems.

Procedure
1. Navigate to All > Process Automation > Flow Designer.
2. Select the Subfows tab.

3. Depending on which subflow option you select, complete the following actions.

opton e

a. In the Application search field, search for
Financial Services Operations Integration
with FRISS.

b. From the list of saved subflows, look for
the Look up Claim Fraud Score option and
open it.

Look up Claim Fraud Score
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N " S

a. In the Application search field, search for

Look up Claim Fraud Score via Spoke selec Financial Services Operations Core.

tor b. In the Name Search field, search for the
Look up Claim Fraud Score via Spoke se
lector option and openiit.

4, Select Test.
The Test Subflow dialog opens.
Define the input values for the subflow to use in its actions. The values that you define are
automatically filled in on future test runs.

5. Select Run Test.

(] Note: Select the Run test in background option to test a subfow asynchronously in the
background. If you select the option, the execution details are displayed only after the
execution completes asynchronously in the background. Also, the execution details are
associated with the subflow only after execution completes.

6. After the flow executes, select Subflow has been executed. To view the subHow, click here.
The Execution Details open.
Setting up Financial Services Operations Integration with FRISS

Integrate your FRISS account with your ServiceNow® instance so that you determine whether the
claim is legitimate or fraudulent.

Application setup

Set up your integration:
1. Request an Integration Hub subscription. To learn how, see Request Integration Hub &.

2, Activate Financial Services Operations Integration with FRISS from ServiceNow Store, which
automatically activates the FRISS spoke.

3. Set up the FRISS spoke. To learn how, see Set up the FRISS spoke &.

Components installed with Financial Services Operations Integration with
FRISS

Several types of components are installed with activation of the Financial Services Operations
Integration with FRISS (com.sn_fso_intg_friss) plugin, including tables.

Roles installed

Roles installed with the Financial Services Operations Integration with FRISS plugin

Role title [name] Description

FRISS integration admin  Administrator role for managing the Aows for FRISS integration.

[sn_fso_intg_friss.admin]

FRISS integration viewer Viewer role that provides read access to the Claim Fraud Indicator
table.
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Roles installed with the Financial Services Operations Integration with FRISS plugin
(continued)

Role title [name] Description

[sn_fso_intg_friss.viewer]

Plugins installed

The ServiceNow Integration Hub Starter Pack Installer [com.glide.hub.integrations] plugin is
required to support Financial Services Operations Integration with FRISS.

Plugins installed with the Financial Services Operations Integration with FRISS plugin

Plugin Description

FRISS Spoke Provides a list of the actions to solve the fraudulent activity in the

(com.sn_friss_spoke) insurance industry. The actions include reducing the number of false
reporting of claims, increasing the number of avoided claims, and
processing the genuine claims immediately.

Financial Services Stores the customer data that is needed to make claim requests. For
Operations Core more information, see Financial Services Operations Core.
(sn_bom)

Tables installed
Financial Services Operations Integration with FRISS references information from the following
tables to store data:

« Financial Services Operations tables that are installed when Commercial Lines Claims and
Personal Lines Claims applications are installed.

« Tables from Customer Service Management (CSM) application.

e The ServiceNow Al Platform tables.

Tables installed with the Financial Services Operations Integration with FRISS plugin

Description

Claim Fraud Indicator Stores details on the indicators that contribute to the fraud score.

[sn_fso_intg_friss_indicator]

Financial Services Operations Integration with Guidewire

The Financial Services Operations Integration with Guidewire application enables insurers to
integrate with the cloud version of the Guidewire InsuranceSuite, in order to support different
business use cases with respect to policy servicing, claim servicing, or billing.
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Overview of the application

By seamlessly integrating with Guidewire, the Financial Services Operations Integration with
Guidewire application enables your agents to use FSO applications to manage insurance related
cases and tasks.

Key features of the integration

With the Financial Services Operations Integration with Guidewire, you can do the following:

« Integrate your Guidewire Cloud account to enable capabilities for claims, policy servicing, and
underwriting onto the ServiceNow Al Platform.

« Enable your fulfillers to create and manage cases easier.

« Provide better and faster service for your customers, which can lead to increased customer
satisfaction.

« Enable your organization to enhance the end-to-end digital insurance processes.

Learn about this integration

Explore Set up
Learn about the benefits that are Plan and configure your integration.

provided by integrating Financial
Services Operations with Guidewire.

Configure Integrate
(o Jo
Plan your configuration. Work on integrating Financial Services

Operations with the Guidewire application

Exploring Financial Services Operations Integration with Guidewire

With the Financial Services Operations Integration with Guidewire application, insurers can
embed the Guidewire Cloud based APIs in the FSO workflows to handle the day to day business
operations for policy services, claims services, and billing services.

Layers in the Guidewire integration

The following table describes the different layers in the Guidewire integration.
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Layer Description

Industry Workflow/FSO Layer Layer that includes the Financial Services
Operations application.

Integration Layer Layer that helps to integrate with the Financial
Services Operations application and stores
information to the data model. This layer
provides the following components:

« End-to-end integration of the FSO layer and
spoke layer.

« Subflows that consume the actions in the
Guidewire spoke. Each action has both
individual subflows and combined subfows
to call all the actions together. The combined
subflows are as follows:

o Get Personal Auto Claim

o Get Commercial Auto Claim

Spoke Layer Layer that includes the Guidewire spoke
plugin. This layer provides the actions that
use REST Web Services to interact with the
Guidewire APls. To view Guidewire spoke
actions, see Guidewire Spoke B actions.

Set upFinancial Services Operations Integration with Guidewire
You can integrate a ServiceNow instance with your Guidewire account so that you can access
policy and claims information in the insurance core system.

Before you begin
Role required: admin

To set up your integration, complete the following application setup actions.

Procedure

1. Install the Personal Lines Claims or Commercial Lines Claims plugins as needed.
For more information about installing Personal Lines Claims, see Install Personal Lines Claims.

For more information about installing Commercial Lines Claims, see Install Commercial Lines
Claims.

2, Request an Integration Hub subscription.
To learn how, see Request Integration Hub @.

3. Install the Financial Services Operations Integration with Guidewire application from the
ServiceNow Store, which automatically activates the Guidewire spoke.
For more information on how to integrate and set up a ServiceNow instance with your
Guidewire account, see Guidewire Spoke B&.

Configure Financial Services Operations Integration with Guidewire

Use this procedure to select and configure the Financial Services Operations Integration with
Guidewire application.
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Before you begin
Role required: admin

Procedure
1. Navigate to All > Process Automation > Flow Designer.

2. To customize the connection configuration, navigate to Flow Designer > Connections.
There are three connections for Guidewire:

o Guidewire ClaimCenter
© Guidewire PolicyCenter
© Guidewire ContactManager
Select one of these connections and follow the instructions described in Set up the Guidewire
spoke & to update the connection configuration.
3. Select the SubfAows tab.
4, If you have installed:
o Personal Lines Claims, search for Get Personal Auto Claim in the Name field.
o Commercial Lines Claims, search for Get Commercial Auto Claim in the Name field.

5. Locate the flow from the list and openit.
For information about subflows, see Financial Services Operations Integration with Guidewire
subflows.

6. Select Test.
The Test Subflow dialog opens.
Define the input values for the subflow to use in its actions. The values that you define are
automatically filled in on future test runs.

7. Select Run Test.

() Note: Select the Run test in background option to test a subfow asynchronously in the
background. If you select the option, the execution details are displayed only after the
execution completes asynchronously in the background. Also, the execution details are
associated with the subfAow only after execution completes.

8. After the Alow executes, select Your test has finished running. View the subflow execution
details..
The Execution Details open.

Financial Services Operations Integration with Guidewire subflows

The Financial Services Operations Integration with Guidewire provides these subfows to
automate Guidewire tasks. These subflows can be customized as per business needs.

Subfows

A sample list of subAows is given below:

Policy Create Insured Creates an insured vehicle for the policy snapshot.
Snapshot Vehicle for Policy
for Claim  Snapshot
Case
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Send
Claim

Get Claim

Create Policy
Coverage for Policy
Snapshot

Create Policy
Participant for
Policy Snapshot

Create Policy
Participants for
Policy Snapshot

Create Policy
Scoped Coverages
for Policy Snapshot

Create Policy
Snapshot

Create Vehicles and
Vehicle Coverages
for Policy Snapshot

Match Consumer
or Account for
Participant

Match Consumer
or Account for
Participant by ID

Create Minimal
Draft Claim

Create Claim
Coverages

Create Claim
Documents

Create Claim
Participant for
Claim

Create Claim
Participants for
Claim

Create Commercial
Auto Claim Case

Create Injury
Incidents for Claim

Creates policy and vehicle coverage for a policy.

Creates policy participants for insured contacts on a policy.

Iterate through the Input Claim Contacts IDs list, look up the
contact details from Guidewire, and create policy participant
records.

Iterate through the coverages of the policy for this claim and
create policy coverage records for each participant.

Creates Policy Snapshot header record and routes to relevant
granular subflows for creating the following:

« Insurance policy related coverage
« Insurance properties
« Policy participants

« Associated tables

Iterate through the vehicles covered by the policy for this
claim and create customer property, insured property and
policy coverages for each vehicle.

Search for an existing consumer or account by Guidewire
Policy System ID.

Search for an existing consumer or account by Guidewire
Policy System ID.

Creates a new draft claim in Guidewire using the Incident
Date and Policy Number from the Claim Case.

Retrieves all the exposures from Guidewire and maps them to
the Claim Coverages table.

Download claim documents and attach them to the case
record.

Creates a Claim Participant for a specific claim contact.

Creates new claim participant records for a given claim.

Used to create a Commercial Auto Claim Case.

Creates injury incidents and claim participants.
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Create Other
Property Incidents
for Commercial
Auto

Create Other
Property Incidents
for Personal Auto

Create Personal
Auto Claim Case

Create Role for
Claim Participant

Create Vehicle
Property Incidents
for Commercial
Auto

Create Vehicle
Property Incidents
for Personal Auto

Create Work Notes
for Claim

Extract Name from

Retrieves all the fixed properties incident associated with
the claim case. It creates the auto property record for the
commercial auto case for each of the fixed property incidents.

Retrieves all the fixed property incidents associated with the
claim case and creates the relevant auto property record.

Helps create a Personal Auto Claim Case.

Creates a Participant Role record by associating a Role to a
Claim Participant on a Case.

Retrieves all the vehicle incidents from a given claim case and
creates corresponding commercial auto property incidents.

Retrieves all the vehicle incidents from a given claim case and
creates corresponding personal auto property incidents.

Retrieves all notes from claim and adds them as work notes to
the case.

Extracts the First Name, Last Name for Person, or Company

Claim Contact Name for Company.

Based on the Claim ID, this subflow retrieves a specific
commercial claim from Guidewire.

Get Commercial
Auto Claim

Get Personal Auto
Claim

Based on the Claim ID, this subfow retrieves a specific
personal claim from Guidewire.

Integrating with Field Service Management

Integrating Financial Services Operations with Field Service Management enables you to create
and view all work orders and appointments related to your case, depending on your business
needs.

Field Service Management users can view account and contact information on work orders and
work order tasks in the Field Service Management application.

Product use rights included with this application

If you have purchased a subscription for both the#Financial Services Operations (FSO)

# application and theField Service Management (FSM) application, FSO agents can create

and view all work orders and appointments related to their FSO cases, while FSM field agents
can view relevant FSO data from Work Orders. External users with the snc_external and other
relevant FSO and CSM roles can view all case-related work orders and appointments related to
their accounts.

Configuring integration with Field Service Management

The recommended implementation of Financial Services Operations application integration with
Field Service Management is to complete these initial configuration steps.
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« Activate the Customer Service with Field Service Management plugin
(com.snc.csm_fsm_integration)

« Add Ul actions to FSO case type tables where needed. Depending on your desired
experience, you can also add actions to relevant playbooks.

« Add the Work orders related list to FSO case type tables for all relevant views, such as a
workspace.

« If FSM field agents need to access core FSO data model objects, such as Insurance Policies,
add the sold_product reference field to the work order [wm_order] table.

« Assign FSO viewer roles to FSM field agents for both the sold_product extension tables and
FSO case type tables.

() Note: Financial Services Operations applications have read-only roles, such as
sn_bom.auto_ins_policy_viewer and sn_bom.b2b_credit_card_account_viewer, for all
objects.

To learn more, see Integration with Industry products &.

Integrating with Document Intelligence

Integration with Document Intelligence enables machine learning (ML) to assist in quickly
automating document processing and accurately extracting information from documents to the
ServiceNow Al Platform.

When a document type is created, Document Intelligence can extract specified fields from each
type of document. Document Intelligence then notifies you when the data has been extracted
and is available for review.

If you have Document Intelligence integrated, once a document verification task is created, a
Document Intelligence task is also created.

For information on activating Document Intelligence, see Install Document Intelligence.

For information on how to upload and extract data from documents, and information on how
to use the Document Intelligence workspace and dashboard, see Process documents using
Document Intelligence

Enable Document Intelligence for FSO
Enable Document Intelligence for FSO Document Processor by installing and activating the
required plugins.

Before you begin
Role required: admin

About this task
Enabling Document Intelligence for FSO requires the following plugins:
« Financial Services Operations Core (sn_bom): Financial Services Operations Core

« Financial Services Document Processor (sn_doc_processor): Integrating with Document
Processor

« Document Intelligence (sn_docintel): Install Document Intelligence

» Document Intelligence UIB Component (com.sn_docintel_iframe)
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Procedure
1. Navigate to All > System Applications > All Available Applications > All.
2. Install the required applications and plugins.

Q Note: Applications and plugins may require additional licenses or need to be
purchased from the ServiceNow Store.

Synchronize types and categories to Document Intelligence
If Document Intelligence is installed after document types and categories were set up in
Document Processor, run this script to synchronize these values between the two applications.

Before you begin
Role required: admin

About this task

Follow this procedure if Document Intelligence is installed after document types and categories
were set up in Document Processor. Running the script is required to enable optical character
recognition (OCR) processing on Document List Items.

Procedure
1. In the navigation filter, enter sysauto_script.list.

2, On the Scheduled Script Executions screen, open the record Sync document processor type
and attributes to Doclintel.

3. Select Execute Now.

Result

Document Categories and Document Types created in Document Processor before Document
Intelligence was installed are also created in Document Intelligence. This enables OCR
processing on Document List Items.

Related topics

Using Document Processor

Create document list item definitions for a document list definition

Integrating with Document Processor

ServiceNow® Financial Services Document Processor enables other Financial Services
Operations applications to collect and verify documents that are used in workflows across these
applications. You can submit documents for verification, and request deferment or exception.
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Get started
Explore Configure
Learn more about Document Processor Setup Document Processor
Use Reference
Submit and manage Get details about components installed

document related requests

Exploring Document Processor

You can use the ServiceNow® Document Processor application to generate standard letters or
documents.

This application is automatically installed when you install any Financial Services Operations
application or Financial Services Operations Core.

An admin can use Document Templates to create HTML and PDF document templates, which
can be used to generate standard letters or documents. The templates can be used to automate
and simplify the process of filling out, signing, and reviewing documents online. For more
information, see Document Templates &.

Admins can also integrate documents with 3rd party e-signature providers like DocuSign and
Adobe Sign. For more information, see Document Template integration with Docusign & or
Document Template integration with AdobeSign &.

Features

« Financial Services Operations Integration with Document Intelligence

» Configuring Financial Services Document Processor

Configuring Financial Services Operations Document Processor

An admin can configure and manage the metadata of documents, such as categories, types, list
definitions, and list item definitions. These configurations determine the documents required in
Financial Services Operations applications workfAows for document verification tasks.

e Note: You can use Ul Builder components for Document Processor to enhance the look
and feel of document processing tasks in your workflow. See Ul Builder components for
more information.
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Define a document category

Define document categories to categorize the different document types that are used across
Financial Services Operations applications. An example of a document category could be Proof

of Identity.

Before you begin
Role required: sn_doc_processor.admin

Procedure
1. Navigate to Document Processor > Administration > Document Categories.

2. In the list, click New.

3. On the form, fill in the fields.

Document category form fields to complete

Description
Name Name of the category.
Active Option to activate this category.

4. Select Submit.

What to do next
Associate document types to a document category

Associate document types to a document category

Associate the relevant document types to a document category. For example, for the Proof of
Identity document category, the types of documents could be Driver's License and Passport.

Before you begin
Role required: sn_doc_processor.admin

You can associate one or more document types with a document category.

Procedure
1. Navigate to Document Processor > Administration > Document Categories.

2, In the list, click the document category that you want to add a document type to.
3. In the Document type related list, click New.

4. On the form, fill in the fields.

Document category form fields to complete

Field Description

Name Name of the document type that is displayed
in document service tasks. An example is
Passport.

Active Option to activate this document type to be
used in document service tasks.

5. Select Submit.
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What to do next
Create a document list definition

Create a document list definition

Create a document list definition to later associate document list items to. For example, create a
Contact onboarding document list definition.

Before you begin
Role required: sn_doc_processor.admin

Procedure
1. Navigate to Document Processor > Administration > Document list definitions.

2. In the list, click the document list that you want to define a document list item for.
3. In the Document List Item Definitions related list, click New.

4, On the form, fill in the fields.

Document List Item Definitions form Fields

Description
Name Name of the document list definition.
Active Option to activate this document list
definition.
Description Description of the document list definition.

5. Select Submit.

What to do next
Create document list item definitions for a document list definition

Create document list item definitions for a document list definition
Create document list item definitions for a document list definition. For example, for the Proof of
Name Change document category, the document list item could be Name change of customer.

Before you begin
Role required: sn_doc_processor.admin

You can associate one or more document list item definitions with a document list definition.

Procedure
1. Navigate to Document Processor > Administration > Document list definitions.

2. In the list, click the document list that you want to add a document list item to.
3. In the Document List Item Definitions related list, click New.

4. On the form, fill in the fields.
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Document List Item Definitions form fields

Field Description

Document list

Document category

Use existing document

Can request exception

Can request deferment

Has fillable document

No of documents

Mandatory

OCR processing needed

Name of the document type that is displayed
in document service tasks. An example is
Passport.

Option to activate this document type to be
used in document service tasks.

Option to enable to request for use of a
previously submitted document that currently
exists in the system.

Option to enable request for exemption from
submission of this document list item.

Option to enable to request for deferral of this
document list item for submission at a future
date.

Option to include a Document template with
the task.

The number of documents required for each
category.

Set the document list item as mandatory, if
required.

© Note: Ifa document list item is set as
mandatory, the document verification
task in a workflow can't be closed
without verifying the documents of this
category.

Option to require text or data to be
automatically extracted from the document
list item definition using optical character
recognition. For more information, see
Integrating with Document Intelligence.

5. Select Submit.

Using Document Processor

Learn how document collectors and document agents use the Financial Services Document
Processor application to submit and approve or reject documents for verification.

Document collectors and document agents use a personalized Workspace to work on the

following aspects of document processing.

e Collect documents and submit for verification

« Use Document Intelligence to quickly and accurately extract and process document

information

» Approve and reject documents needing verification
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For more information, see Workspaces.

Workspace users for document processing

User Description

Document collector Collects and submits a document for
verification. then creates a document
verification task.

Document agent Approves or rejects a document for
verification.

WorkAows

Several predefined workflows for Document Processor are available with the application.

When a customer requests a financial service, a service case is created and assigned to an
agent. After the agent updates the case details, a workflow is triggered. The flow triggers various
tasks from the case and route these tasks to document service.

For more information, see Document Processor workflows.

Document Processor workHows

The Financial Services Document Processor application installs automated workflows for
enabling document collection and verification.

WorkfAows available with the application

The following predefined workflows for Document Processor are available with the application.

Predefined workfows for Document Processor

Document Processor workflows

Deferred Document Followup
Exception Document Approval
Generate Doclntel Field

Generate Doclntel Document task

Generate Doclntel Use case

These workflows are built using Flow Designer B. The application admin can review and
customize these predefined flows that are based on the business needs of an organization.

General workAow for Document Processor

Document Processor determines the documents that are required in a workflow in a Financial
Services Operations (FSO) application. If any documents must be verified, a document
verification task is automatically generated for a document agent.

The following is a typical loan workflow in the Financial Services Loan Operations application.

() Note: Depending on the request type, individual workAows might have additional or fewer
tasks.
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1. The document processor determines the documents that are required. If any documents must
be verified, a document verification task is generated for the document collector or agent.

2. The document processor looks up existing documents that have already been verified.

3. A document collector collects the required customer documents and submits the documents
for verification, or requests an exception or deferral for specified documents.

4. A document verification task is generated.
5. A document agent manually verifies or rejects the document, or approves or rejects an
exception or deferral request.

() Note: For documents specified to required OCR processing, Document Intelligence
can automatically extract data and verify a document if the extracted data attributes are
sufficiently provided. For more information, see Integrating with Document Intelligence.

Submit a document for verification

A document collector can collect and submit a document for verification.

Before you begin
Role required: sn_doc_processor.collector

Procedure

1. Navigate to Financial Services Operations>Workspace.

2. Select the lists icon ::' ).
3. In the Lists tab, under Document verification, open the task list.
o For your assigned tasks, select Assigned to me.
o For all document verification tasks, select All.

4, In the list, select the document verification task that you want to work on.
To work on a verification task that is not assigned to you yet, assign it to yourself by selecting
Assign to me.

5. On the form under Document Information, fill in the fields as required.

Document Information form

Field Description

Document category The document category assigned to this
document, such as Proof of Identity.

Document type The document type assigned to this
document, such as Passport.

Valid through The date up to which the document is valid.

File name Name of the file.

File format The file format of the document.

File size The size of the file.

6. On the form under Process Information, fill in the fields as required.

For a description of the field values, see Create document list item definitions for a document
list definition.
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7. Attach any documents to be submitted for verification.
8. Optional: In the Work notes field, enter any comments.

9. Select Submit document.

Result
A document verification task is created.

If Document Intelligence is integrated, once a document verification task is created, a record is
also created on a Document Intelligence task if the following criteria are met:

» The OCR processing needed checkbox is selected.
« The document verification task has a document attached.

« The document verification task shows a current stated of Submitted.

What to do next
A document agent can Work on a document verification task.

Work on a document verification task

A document agent can review and approve or reject a document submitted for verification.

Before you begin
() Note: An OCR-processed document can be automatically reviewed and approved. For
information on OCR-processed documents, see Integrating with Document Intelligence.

Role required: sn_doc_processor.agent

Procedure

1. Navigate to Financial Services Operations>Workspace.

2. Select the lists icon (‘=).

3. In the Lists tab, under Document verification, open the task list.
o For your assigned tasks, select Assigned to me.
o For all document verification tasks, select All.

4, In the list, select the document verification task that you want to work on.
To work on a verification task that is not assigned to you yet, assign it to yourself by selecting
Assign to me.

5. Verify the completeness of all documents that are submitted.
If a document has been processed through OCR, you can select Open in DoclIntel to review
the document and update document field values, or check the Field values tab to review
extracted document field values. For more information, see Integrating with Document
Intelligence.

6. Optional: From the Notes and Activity tab in the Work notes field, enter any comments.

Select Verify if the document details are suffi

7. Select one of the following options.

Verify cient.
Rei You can reject a document verification task if
eject the details are insufficient.
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S I S

a. From the Rejection reason field, select the
reason from the following options.

= |nformation mismatch

Incorrect document
= Expired document
= Scanning issues

= Fraudulent document

b. Select Reject.

Result
If the task is verified, the document verification task state shows as Verified. If the task is
rejected for verification, the document verification task state shows as Not Submitted.

Financial Services Operations Document Processor reference

Learn about the components and properties that are installed with the Financial Services
OperationsDocument Processor application.
Components installed with Financial Services Document Processor

Several types of components are installed with installation of the Document Processor
application, including tables and user roles.

Roles installed

Roles installed with Financial Services Document Processor

Role title [name] Description Contains roles

This role gives access to sn_doc_processor.agent
Document Processor admin  3|| document entities and
grants admin privileges. This
application-specific system
administrator role can:

[sn_doc_processor.admin]

« Grant document processor
roles

« Delete document verification

tasks
Document processor agent  * Car_1.vie\{v docume_nt e canvas_user
verification tasks if they have docintel.extracti ¢
[sn_doc_processor.asent] access to parent record e Sn_docintel.extraction_agen
document verification tasks. « sn_docintel.creation_agent

» Can submit, verify, and reject
document verification tasks.
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Roles installed with Financial Services Document Processor (continued)
Role title [name] Description Contains roles
. canvas_user
« Can view document -
verification tasks if they have
access to parent record
[sn_doc_processor.collector  gocument verification tasks.

]

Document processor
collector

¢ Can submit document
verification tasks.

« Can request deferment of
and exception for document
verification tasks.

Can view document verification

[sn_doc_processorviewer]  to parent record document
verification tasks.

Tables installed

Tables installed with Financial Services Document Processor

Table Description

Stores all document categories that are configured
Document Category for all workHows across Financial Services

Operations applications.
[sn_doc_processor_category]

Stores all defined document types.
Document Type

[sn_doc_processor_type]

Stores all defined document category types.
Category Type

[sn_doc_processor_m2m_category_type]

Stores all defined document attributes.
Attribute

[sn_doc_processor_attribute]

Stores all document lists.
Document List Definition

[sn_doc_processor_list]

Stores all defined document list items.
Document List Item Definition

[sn_doc_processor_list_item]

Stores all tasks for document verification requests

Document Verification for all Financial Services Operations applications.
[sn_doc_processor_verification_task] This table extends the Task [task] table.
Stores all extracted values for documents
Extracted Value processed through OCR.
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Tables installed with Financial Services Document Processor (continued)

Description

[sn_doc_processor_extracted_value]

Stores all documents.
Document

[sn_doc_processor_document]

Ul Builder components

The following Ul Builder components are available to enhance the workflow experience for
documentation tasks.

Ul Builder components for Document Processor

Component name Scope Description

CRM Workspace Document This Ul Builder page displays the list of required
Playbook - Document Processor documents defined in the document list definition
Verification as a playbook activity. If the document list item

indicates that the document can be deferred or have
an exception, these options appear in this page. See
Create document list item definitions for a document
list definition for more information.

© Note: This component requires CSM
workspace to be installed.

Domain separation and Financial Services Document Processor

Domain separation is supported for Financial Services Document Processor. Domain separation
enables you to separate data, processes, and administrative tasks into logical groupings called
domains. You can control several aspects of this separation, including which users can see and
access data.

Support level: Basic

« Business logic: Ensure that data goes into the proper domain for the application’s service
provider use cases.

« The application supports domain separation at run time. The domain separation includes
separation from the user interface, cache keys, reporting, rollups, and aggregations.

« The owner of the instance must set up the application to function across multiple tenants.

Sample use case: When a service provider (SP) uses chat to respond to a tenant-customer’s
message, the customer must be able to see the SP's response.

For more information on support levels, see Application support for domain separation &.

© 2026 ServiceNow, Inc. All rights reserved. 164
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=domain-separated-apps&version=brazil&pubname=brazil-platform-security&ft:locale=en-US
https://www.servicenow.com/docs/access?context=domain-separated-apps&version=brazil&pubname=brazil-platform-security&ft:locale=en-US
https://www.servicenow.com/docs/access?context=domain-separated-apps&version=brazil&pubname=brazil-platform-security&ft:locale=en-US

servicenow.

How domain separation works in Financial Services Document Processor

All Financial Services Operations (FSO) applications are built on top of Customer Service
Management (CSM) and use many CSM tables. The key reference tables are the customer tables
such as Consumer, Account, and Contact, and these tables are domain-separated.

Tables

All new tables added in Document Processor are domain-separated:
» sn_doc_processor_category

» sn_doc_processor_type

» sn_doc_processor_m2m_category_type

« sn_doc_processor_attribute

« sn_doc_processor_list

« sn_doc_processor_list_item

« sn_doc_processor_verification_task

» sn_doc_processor_extracted_value

e sn_doc_processor_document

Use cases

« Ability to use in any workflow in Financial Services Operations applications to collect and
validate customer documents

« Ability to request deferment or exception of a document.

» When integrated with Document Intelligence, ability to extract and store document data
attributes.

Related topics

Domain separation for service providers @

Integrating with Service Exchange

Integrating Financial Services Operations (FSO) with Service Exchange enables you to connect
ServiceNow instances to provide seamless support and service experiences.

Service Exchange integration is available as an add-on in FSO Professional and FSO Enterprise.

Benefits of integration with Service Exchange

The following list of examples shows how Service Exchange can enhance your workflow and
business processes:
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Service Exchange Use Cases

Use case Solution

Connect the
insurance carrier
claims management
ServiceNow FSO
platform with the TPA

Claims processing
involves coordination
between third party
admini