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Enable Al experiences

Take advantage of artificial intelligence-based tools to prioritize and automate routine tasks,
# detect major incidents, and surface insights.

Get started

Choose one of these files to geft started.

Now Assist

Use a personalized
generative Al assistant
and skills to enhance
your work on the

ServiceNow Al Platform.

Now Assist Skill Kit

7

—-—
-—

Create custom skills
and prompts for your
Now Assist experience.

Natural Language Query

\WQ
A

Get data from your

instance using plain

language requests
with this service on the

ServiceNow Al Platform.

© 2025 ServiceNow, Inc. All rights reserved.
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Now Assist Al Agents
h

[z

Build and assemble
use cases that drive
business outcomes

Al Control Tower

AR

Monitor, manage, and
govern Al assets on the
ServiceNow Al Platform.

Predictive Intelligence

Develop ML-based
solutions using Predictive
Intelligence to
create improved
work experiences
in your instance.

Now Assist Data Kit

Add datasets to
a data catalog.

Natural Language
Understanding

Use Natural Language
Understanding (NLU) to
help your system work
with natural human
expression and intent.

Document Intelligence

&

Ny

Automate the data
extraction process
for your documents
and speed up your

workflow with a powerful

Al-based solution.

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Now Assist in Task Intelligence Additional Resources
Document Intelligence

Create ML solutions with Upgrade your
Use generative Al this Al tool, and frack their Al experience
impact on your business fo the next level

to analyze and
extract information
from documents

demands and outcomes.

Now Assist

Enable generative Al features on the ServiceNow Al Platform using Now Assist applications.
Generative Al can help your agents and developers work faster and be more productive.

Now Assist framework

Now Assist products

|
v

‘ ® customers Industry

A Technology

o
P Creator Workflows
Workflows @ oandOthers

t f t

Activate plugins, configure skills, and analyze GenAl performance

Employee

eee Workflows Workflows

6 Now Assist Admin console

Now Assist Al Agents

ServiceNow Al agents can solve essential business challenges autonomously, accelerating
outcomes and empowering people with a skilled digital workforce without limits, so they can
focus on their best work.

Use Al Agent Studio to create, manage, and test Al agents and use cases all in one place.
The main Overview page has three sections that give you what you need to understand,
begin, and continue developing Al agents and use cases.
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ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

Al Agents Real time

Triggers Agentic workflow execution Output

One or more Al agents execute
the plan with the help of

Primary Interface

Output of issue resolution

on the Now Assist panel

@ Secondary Interface Orchesirator to accomplish the task

Now Assist Data Kit

If the base system Now Assist skills don't fit your needs, you can use Now Assist Data Kit to
create custom datasets and data collections that can be used in Now Assist Skill Kit for
evaluation.

User journey for Now Assist Data Kit

@ Creates a skill in Skill Kit ]
( Adding evaluation data ]
//_ Adds table data to catalog as dataset

a
__ Filters dataset to shortlist required records (Optional)

Manually adds
Ground Truth to

each dataset record

y

Al Practitioner/
Administrator

\ Ij « Collaborates with analyst to add Ground Truth (Optional)
ﬁ « Review Ground Truth (Optional)

Analyst

4
« Creates a data collection
« Adds dataset to Data Collection
« Apply Random Sampling Technique (Optional)
e

Publishes the Data collection

@

Returns to Skill Kit and selects data collection

Now Assist Skill Kit

Use Now Assist Skill Kit fo create custom skills. These custom skills give you greater flexibility in

the Now Assist environment.

User journey for Now Assist Skill Kit

@

Develop your skill by
configuring the:

Select which LLM to
utilize:

Use data from your
instance to test the
prompt

43

Expose your skills via
Ul Action (Core Ul and
Workspace)

Generic Now LLM

Custom LLM

Spokes e.g. Azure

© 2025 ServiceNow, Inc. All rights reserved.
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Prompt

Prompt Setting
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Al Control Tower

Al Control Tower can help organizations monitor, manage, and govern Al assets on the
ServiceNow Al Platform. An Al Control Tower framework is a set of principles, practices, and
protocols that guide the development, use, and deployment of Al systems. The Al Control
Tower framework helps organizations deliver Al consistent with their own responsible Al
principles.

Natural Language Understanding

Help users communicate with your system in naturally-expressed language, using Natural
Language Understanding. NLU enables your system to perform intelligent actions in response
to human language input in 17 supported languages. Start from the provided pre-built
models and expand them further, or build your own models from scratch.

QT T
User input NLU model System action or
(natural language) response

Natural Language Query

Transform natural-language questions into formal database queries with Natural Language
Query (NLQ). Get data from your instance by using plain language requests in the supported
languages American English, French, French Canadian, German, Japanese, and Spanish.
NLQ is consumed by several other applications and features, including Analytics, Reporting,
and CMDB (English is the only supported language for CMDB).

Examples:

@ Natural Language o W

Query i“xmm =

weight & 20

Predictive Intelligence

Train your system to resolve requests swiftly with the Predictive Inteligence Workbench. There
are four separate machine-learning frameworks that support all NLQ languages along with
Dutch, Italian, and Brazilian Portuguese. These frameworks help your Al to handle a range of
business challenges. Reduce task-handling times and interaction or error counts, solve issues
shared between similar records, discover patterns and address records collectively, predict
numeric outputs based on regression analysis, and train several other ML solutions.
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Predictive
(T I T \ Intelligence ¢~~~ ~~"""°"""""Tommmm oo '
\ REQUESTER | g . INTELLIGENT ACTION :
[ ' J ) ! I Decreases
1
\ | I[# II@ | | time to
! | == | I resolution
2% '
i 1 1 |
| 1 1 i
| | | ) . 1
! Makes100,000+ | resolves |  Catogorizes oodes |
! requests using the | requests | I Reduces
| Short Description | faster | : error rates
! ! ! B ! and cost
riortizes
: i |§::>> i requests :
. ) |§:>> ' ;

=

Document Intelligence

Get clear, concise data from your records quickly, and integrate it where you need it most.
Document Intelligence can process single or multiple-page documents in various popular
formats. This tool uses optical character recognition (OCR) and a confinual-learning Al

to identify and extract text and data. Document Intelligence works on a no-code basis,
allowing for easy setup, use, and integrafion of data into workflows.

PC Invoice 8323A inProgress Allchanges saved m
DegasFromagerielnvoice99PDF_1jpeg 1 of1 B 0D X B QA Q s o @8 mo v
Rotown, CA basss
P 5217
(COMMENTS OR SPECIAL INSTRUCTIONS: Tables ~
Thankyo rdo. Pl remi paymant immediatoly,
Invoice items 7 7 @13 ko
SALESPERSON  PO.NUMBER  REQUISTIONER  SHPPEDVIA | F.OS.PONT  TERMS
annl7F Invoiceitems (Vhiszz s o Fodex 6] cxractio ]
1
Unit Price: Total
GG
< 549 >
G Fis0
501 (&)
J
susToraL | ana0
SALES TAX o
SHPPING & HANDLING | 2500
ToTALOUE | 3sado0
Make i checks payabe o Dogas Fromagera
I
v
Invoiceitems Srows  All(20) Toreview(7) Reviewed (13) More ~ Actions on selected rows
B © Id Quantty Description Unit Price Total Actions
Mark as unreviewed
B Goz/ 121.80 Clear values
9 1 © Stilton Blue round, 1
] % g ® Stiltos ue round, 16 o © L7 ° uq
Delete rows
(m] ° Bue B 12 5.49 32.94
2 Ge © Bue Brie, 12 oz G 5.49 © Laros

You can use Now Assist in Document Intelligence skills to extract information and find answers
to questions about documents.

Task Intelligence

Achieve faster response and task-solving times for your Agents, by using Task Infelligence. This
tool lets you engineer ML solutions that handle data and track the efficacy of those solutions.
Build, train, edit, and retrain machine-learning models in the Admin Console, and export
them for use across the ServiceNow Al Platform. Follow up with the Analytics dashboard,
where you can track your models' performance and effects on your business, and determine
which predictions are best for future reuse.
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now Al

Favorites  History  Workspaces Task Intelligence Admin Console 5%

Improve task creation with machine learning

Task Intelligence uses machine learning models built from your data to enhance aspects of task creation.

Track your model’s performance live

Choose a model to preview key metrics.

Number of cases with predictions in the last 7 days

49

Case sentiment v l View all metrics

based on 170 new cases

Models

Name

Priority Model|

Case sentiment

Demo withRA

Model type

Categorization

Sentiment

Categorization

General Case Prediction Categorization

Number of predictions in the last 7 days

111

based on 170 new cases

Tags State Date created

Without Attachment Training Error 06/24/2022

Deployed 06/22/2022 | Viewmetrics |
AllCases | Without Attachment  Deployed 06/15/2022
AllCases  Without Attachment ~ Deployed Today

1 to4of8 P »i

Applications and features

¢ Natfural Language Understanding (NLU)

* Natural Language Query (NLQ)

* Predictive Intelligence

¢ Task Intelligence

¢ Document Intelligence

Now Assist

ServiceNow® Now Assist uses generative Al that is designed to enhance user productivity and

efficiency through conversation and proactive experiences.

Get started

Q. search

~

9:; Let's go over afew things about
b machine learning models

+

Allmodels are statistical models.

+

Models predict future data by using past data.

.

¥ Welll help you create amodel to fit your goals.

+

¥ We don't require coding or calculations.

Preview agent workspace

See what an agent will see with
these models

D

Who can use Task Intelligence? v

Any team that wants to i business ou
machine learning can use Task Intelligence.

We'll ask you questions that require knowledge about your
team's informati business pr and
service operations.

Explore Configure
Learn more about Explore, configure, use,
Now Assist on the and analyze generative
ServiceNow Al Platform. Al features and skills.

© 2025 ServiceNow, Inc. All rights reserved.
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Now LLM Service Generative Al Controller Reference

model updates

9
Customize your gen Learn about user
Learn about the Now Al experience on roles, data usage
LLM Service models. the ServiceNow Al policy, and domain
Platform with the separatfion in Now Assist.

Generative Al Conftroller.

© Important:

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

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

Now Assist products and skills

The Now Assist framework is supported across the ServiceNow Al Platform. To use Now Assist
skills, activate one or more of the following Now Assist products.

Now Assist products
Workflow Business areas Available products

Technology The Technology workflow includes
IT applications, such as IT services
and operations, managing your
strategy to deliver products and
services, and platform security. * Now Assist for Enterprise

Architecture (EA) @

* Now Assist for Configuration
Management Database
(CMDB) &

¢ Now Assist for Infegrated Risk
Management (IRM) @

¢ Now Assist for IT Operations
Management (ITOM) &

* Now Assist for IT Service
Management (ITSM) &

* Now Assist for Security Incident
Response &

* Now Assist for Software Asset
Management (SAM) @
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Now Assist products (continued)

Workflow

Customer

Employee

Creator

© 2025 ServiceNow, Inc. All rights reserved.
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Business areas

The Customer workflow includes
applications that support
customer service, including

field service, financial services,
tfelecommunications and media,
and the public service sector.

The Employee workflow supports
HR Service Delivery and Employee
Experience features.

The Creator workflow supports
a variety of Platform tools and
builders, including the following:

* App Engine Studio

e ServiceNow Al Platform scripting
¢ Platform Analytics

* Service Catalog

* Workflow Studio

* RPA Hub

* Process Mining

Available products

Now Assist for Creator @

Now Assist for Strategic Portfolio
Management (SPM) &

Now Assist for Vulnerability
Response &

Now Assist for Customer Service
Management (CSM) &

Now Assist for Field Service
Management (FSM) &

Now Assist for Financial Services
Operations (FSO) &

Now Assist for Public Sector
Digital Services (PSDS) &

Now Assist for
Telecommunications, Media and
Technology (TMT) &

Now Assist for Employee
Experience &

Now Assist for Health and Safety &

Now Assist for HR Service Delivery
(HRSD) &

Now Assist for Legal Service
Delivery (LSD) &

Now Assist for Workplace Service
Delivery (WSD) &

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Now Assist products (continued)

Workflow Business areas Available products
?L?Onlceci(oin wsrlglgc\l??j &srlfr?pgrfhhoiz ¢ Now Assist for Accounts Payable
PRY L pports B Operations (APO) &
requisitions, sourcing requests, and
request for products or services. e Now Assist for Supplier Lifecycle

Operations (SLO) &

¢ Now Assist for Sourcing and
Procurement Operations (SPO) &

For a complete list of Now Assist skills and their workflows, see Now Assist skills.

Al limitations

This application uses arfificial 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 fo test and evaluate your use of this application
for accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs

for decision-making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare,
finance, legal, employment, security, or infrastructure. You agree to abide by ServiceNow's Al Acceptable Use Policy m, which may be updated by

ServiceNow.

Data processing
This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be
located in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This

datais 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.

Exploring Now Assist

Learn how Now Assist brings generative Al capabilities to the ServiceNow Al Platform. With
Now Assist, you can improve the productivity and efficiency in your organization, deliver
better self-service, recommend actions and provide answers, and empower your users to
search more effectively.

Now Assist overview

Now Assist is a growing cross-platform family of generative Al features, which are tasks that
a large language model (LLM) can perform. Generative Al features are based on the initial
training and architecture.

A skill delivers a feature plus the use case to the user. An example of a skill is chat
summarization within a customer workspace. Now Assist products provide features that are
tailored to meet the needs of users in different workflows.

Now Assist framework

The Now Assist framework is supported across the ServiceNow Al Platform. To use Now Assist
skills, activate one or more of the following Now Assist products.
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Now Assist products

Workflow Business areas Available products

Technology The Technology workflow includes
IT applications, such as IT services
and operations, managing your
strategy to deliver products and
services, and platform security. ¢ Now Assist for Enterprise

Architecture (EA) &

* Now Assist for Configuration
Management Database
(CMDB) &

* Now Assist for Integrated Risk
Management (IRM) &

¢ Now Assist for IT Operations
Management (ITOM) &

* Now Assist for IT Service
Management (ITSM) &

* Now Assist for Security Incident
Response @

¢ Now Assist for Software Asset
Management (SAM) @

* Now Assist for Strategic Portfolio
Management (SPM) &

¢ Now Assist for Vulnerability
Response @

Customer The Customer workflow includes
applications that support
customer service, including
field service, financial services, ¢ Now Assist for Field Service
telecommunications and media, Management (FSM) &
and the public service sector.

* Now Assist for Customer Service
Management (CSM) &

* Now Assist for Financial Services
Operations (FSO) @

* Now Assist for Public Sector
Digital Services (PSDS) @

* Now Assist for
Telecommunications, Media and
Technology (TMT) @

Employee The Employee workflow supports
HR Service Delivery and Employee
Experience features.

¢ Now Assist for Employee
Experience &

* Now Assist for Health and Safety &

¢ Now Assist for HR Service Delivery
(HRSD) &

¢ Now Assist for Legal Service
Delivery (LSD) &

¢ Now Assist for Workplace Service
Delivery (WSD) &
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Now Assist products (continued)

Workflow Business areas Available products

Creator The Creator workflow supports Now Assist for Creator &
a variety of Platform tools and
builders, including the following:

* App Engine Studio

* ServiceNow Al Platform scripting
* Platform Analytics

* Service Catalog

* Workflow Studio

* RPA Hub

* Process Mining

Elncnlcecﬁom wc?rlglrc])cx]sce &sﬁfplﬁghhoig ¢ Now Assist for Accounts Payable
upPly o uPP . Py Operations (APO) &
requisitions, sourcing requests, and
request for products or services. * Now Assist for Supplier Lifecycle

Operations (SLO) &

¢ Now Assist for Sourcing and
Procurement Operations (SPO) &

Now Assist products include some or all of the following foundational platform tools for Now
Assist. For more information, see Now Assist skills in the Platform workflow.

* Administrators install plugins, manage skills, and analyze usage and performance with the
Now Assist Admin console.

* Users can take advantage of Now Assist skills by using the Now Assist panel on the instance.
* Use Now Assist in Al Search & to generate answers for Al Search.
* Use Now Assist for Mobile & to run generative Al skills in a mobile environment.

¢ Use Now Assist in Virfual Agent B to create conversational catalog experiences and author
topics that use LLM topic discovery.

* Developers can use the Generative Al Conftroller to integrate generative Al features in

custom flows and conversations by using your own third-party large language model (LLM)
licenses.

The following diagram shows what's available in the Now Assist framework.
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Now Assist framework

. " Now Assist framework

Now Assist products "
|

7

)

A Technology

° :. Creator Workflows

o Employee
Y  Workflows Workflows ® andOthers

‘ ® Customer& Industry

L
Platform

eee Workflows

t t t t

Activate plugins, configure skills, and analyze GenAl performance

6 Now Assist Admin console

Now Assist benefits

Benefit Feature Users
Leverage the power of search with the Now Assist in Al Everyone
Now LLM generative Al model to answer Search &

questions in user searches with actionable
Al-generated summaries of relevant
knowledge articles.

Install and configure Now Assist applications  Now Assist Admin Administrators
and the skills they provide. console
Choose which skills to turn on, and which Now Assist Admin Administrators
users can access them. console
Monitor the usage and performance of Now Assist Analytics  Administrators

generative Al features and capabilities
offered under Now Assist.

Access generative Al skills in context through Now Assist panel Everyone

a user-friendly interface.

Use Now Assist skills on mobile devices. Now Assist for Everyone
Mobile &

Customize your workflows and use your own  Generatfive Al Administrators or

third-party LLM license. Controller developers

Use Now Assist in other platform features. Now Assist skills in the ~ Administrators or
Platform workflow developers

Monitor Now Assist consumption on your Monitoring Now Assist -~ Administrators

instance. usage in Subscription

Management @
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Now Assist Admin console

The Now Assist Admin console provides quick and effortless access to the important
information that you need to set up, configure, and monitor Now Assist applications and
features.

Intfroduction to the Now Assist Admin console.

Now Assist Admin overview

Begin your exploratfion of the Now Assist skills in the Now Assist Admin console. This console
contains everything that you need to install, configure, and learn about the different
generative Al features on the ServiceNow Al Platform.

The following example shows the Now Assist Admin Overview page.

Now Assist Admin Overview page

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Welcome back, System !

Here's a snapshot of Now Assist.

Now Assist Summary R Needs Attention

Plugin status H Skills status H 7 6

Installed 4
’ 90 . .
Total skills Plugins not installed (21) v
ap Skills inactive (19) v

Not installed 21~ Not started [f Draft Inactive Active Skills in draft state (2) v
34 2 19 35

Skills not started (34) v

You have 21 plugins not installed. Review now

“= Now Assist Journey Checklist

Now Assist journey checklist
Install product plugins

Now Assist Admin workflow

Take five steps to begin using the Now Assist Admin console.

1. Install plugins.

On the Available for you tab of the Settings page, you can review the available

plugins and install the ones that are relevant to your business needs. Each plugin

contains the skills that you can activate to enable generative Al features on your
instance. The following diagram shows the Available for you tab.
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Available for you tab on the Now Assist Admin Settings > Plugins
page

Settings > Plugins

Plugins

List of all Now Assist Al plugins available per product. You'll need to install all available plugins to unlock all Assist Features and their skills.

Available for you Installed
All available plugins (11) {Workflow: Al -
Now Assist for Now Assist for HR = Now Assist for
Security Operations Service Delivery —+ Creator
(Secops) (H RS D) Helping creators build with the
power of Generative Al

GenAl related features for Security GenAl related features for HR
Operations that are powered by Service Delivery that are powered
Now Assist. by Now Assist.

[ (7 Get plugins ] [ 7 Get plugins ] [ 7 Get plugins ]

M i Accick fnn M ... Accick fnv Ciald M i Accick fnn

2. (Optional) Turn on the Now Assist panel.

The Now Assist panel integrates the Now Assist skills into the Next Experience UL.
By turning on the Now Assist panel directly from the Now Assist Admin console,
you enable agents to access skills from anywhere on the ServiceNow Al Platform.

For more information about the Now Assist panel, see Now Assist panel overview.

This step is optional because the skills can also display in-product in the Core Ul
and in Workspaces.

You can fturn the Now Assist panel on from the Now Assist Experiences page of
the Admin console.

Now Assist Experiences page with Now Assist panel

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Now Assist panel > Now Assist panel

Now Assist context menu )
Now Assist panel included in license

Product Touchpoint: Next Experience Unified Navigation | Business Impact: Productivity | LLM Service: Now LLM, Azure OpenAl @

Summary

Manage
Chat with Al-powered Now Assist to get help with your work—summarize, draft, and create what you need.
Now Assist panel is globally accessible to all users in your org based on their designated permissions.

Now Assist lis turned
Now Assist panel can be used for both Agents and Creators. oW Assist panel s tumed on

for your users.

Manage settings for Now Assist panel across Agents and creators, along with all other assistants from the CI

Admin console. Turn off

3. Activate skills.

Skills are features that are created for a specific use case in a Now Assist
application. Use the Now Assist Skills page to explore the skills that are available
with your installed plugins. The following diagram shows the available features
and skills in the Technology workflow.
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Explore the skills in either list or grid view using the toggle icon. This feature allows
you to view detailed information about each skill and activate them without
navigating away from the current page. Previously, skills were presented as
cards, and this update aims to improve the way you interact with them.

Available Now Assist skills in the Technology workflow

Overview Now Assist Skills Now Assist Experiences Analytics Settings

v Technology
IRM Now Assist skills for ITSM

I ITSM

CMDB All 13 Search using keywords

Security Operations
ITOM
WM Notstarted Out-of-Box Now LLM Notstarted  Out-of-Box  Now LLM

Chat reply recommendation

SPM Use genAl to provide contextual relevant recommended response in real time so agent
can resolve issues more quickk

OTsM auieKy

Last updated: admin, Jun 26, 2024

Sidebar discussion summarization

matter experts.

Last updated: admin, Jun 7, 2024
EA

SAM

< @ EE

Uses genAl to summarize Sidebar discussions between agents, requesters, and subject

Activate skill ] [ Activate skill

> Customer

> Employee
Creator

Notstarted Out-of-Box  Now LLM Active  Out-of-Box

Platform
Resolution notes generation

Uses gen Al to create more streamlined resolutions for customers and employees alike.
Other Last updated: maint, Jan 12, 2024

Suggested steps generation

Finance & Supply Chain
resolution.

Last updated: admin, Apr 7, 2025

Use Now Assist to analyze clusters of similar closed incidents to suggest next steps for

Activate skill ]
[ Deactivate skill

It

After deciding which skills best fit your business needs, you can activate them
from the console. Some skills require configuration so that you can customize
the skill to your needs, such as determining the skill inputs and friggers. You can
select the skills that you want to configure in the Now Assist Admin Skills page.

The following example shows a step in the guided setup of the skill activation
process, which is choosing where to display the skill. Skills can be displayed in-
product, including the Core Ul and Workspaces, or in the Now Assist panel. You
can choose either or both locations. The following diagram shows the process for
chat summarization activation in Now Assist Admin.

Chat summarization activation in Now Assist Admin
Chat summarization csm
‘ Define trigger

Choose Input

Select displa
play Choose when and how the skill will be triggered. Explain this

©
© Define your trigger
©

Review and activate ©

Virtual Agent to Live Agent handoff
A chat summary will be created when the conversation moves from a virtual agent to a live agent

Live Agent to Live Agent handoff

A chat summary will be created when the conversation moves from a live agent to a live agent

Quick action
Agents can use the summarize quick action to summarize the chat

Chat wrap-up
The chat summary field will auto-populate after the conversation ends
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4. Review your Now Assist account settings.

The Now Assist Admin console Setftings page enables you fo set up language
support, if you have Dynamic Translation enabled on your instance, and review
your account details. Get up-to-date information about what plugins are
available to you and the status of data sharing on your instance.

Now Assist Admin console account settings

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Plugins Settings > Account

Language and region
Account

> Data sharing and process...
View your account license information and manage data sharing.

> Now Assist Guardian

Manage LLMs

Account details
Account

Version 10.0.3

Your license includes: Allincluded in license

@ Now Assist panel

Empower users with a personal generative Al assistant that can help generate, draft, and summarize content. Requires a product plugin to install.

@ Now Assist skills

Unlock Now Assist skills you can configure to improve user productivity. Requires product plugins to install.

5. Monitor and analyze skill performance.

Use the metrics available on the Overview page to review the summairies,
performance information, and issues that need your attention. The following
example shows the current plugin status, as well as the number of active skills.

Plugin and Skills status on the Now Assist Admin Overview page

Now Assist Summary

Plugin status Skills status

Installed 2 , ;
. = 128

Total skills

Not installed 11 B Not started Draft Inactive Active
2 3 27

You have 11 plugins not installed. Review now

The Now Assist Admin console contains the Now Assist journey checklist with additionall
instructions for implementing Now Assist on your instance.
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Now Assist journey checklist

You can consult the following checklist from the Now Assist Admin console
Overview page at any time to guide your implementation of Now Assist
applications, features, and skills.

Now Assist checklist X

The following steps make up your Now Assist journey and will allow you to get the most out of generative Al skills.

@ Install Now Assist plugins

Visit the store to install the plugin specific to the product workflows. Browse all available plugins.

Turn on Now Assist panel

After a plugin is installed, return to this console to turn on the Now Assist panel which will allow the skills associated with
those plugins to work.

Activate Now Assist skills
Once the panel is turned on, configure and customize information sources that define how the skills work.

Review account settings
Review account information and manage data sharing.

Analyze Now Assist skills
Track and monitor the progress of your Now Assist skills.

® ©® © ©

Learn more about the Now Assist journey

* Get an overview of the Now Assist framework.

* Discover the Now Assist panel.

* Explore the Now Assist skills available.

» Activate and configure a Now Assist skill using the Now Assist Admin console.

¢ Analyze and monitor Now Assist skill usage and performance.

Now Assist panel

With the Now Assist panel, you can get assistance from generative Al experiences to solve
customer issues faster. Use this conversational interface to summarize a chat, case, or
incident, get help, or generate resolution notes so that you can get the context of this
information more quickly.

o Note: Next Experience must be enabled to use the Now Assist panel. For more
information, see Considerations for activating Next Experience &.

Now Assist panel overview

Agents can use the Now Assist panel to inferact with and get assistance from generative
Al. On the Now Assist panel, you can increase your productivity and efficiency by using the
generative Al experience to summarize a chat, case, incident, or generate resolution notes.

Conversational aspects of the Now Assist panel, such as skill detection, are powered by Now
LLM Service.
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6 Note: Now Assist skills must be enabled to appear on the Now Assist panel. For more
information, see Now Assist skills.

Let's get started by selecting the Now Assist icon + to display the Now Assist panel.

Now Assist panel

MNow Assist 3

B

Answers generated by Al. Review

—~~ for accuracy.
++

Hi! How can | help you with your
wiork today?

To give you an idea of what | do
reallty well, try asking me to:
Explain change risk
Get Help
Get a Temporary Badge
Order a Laptop
Summarize conversation

Explain change risk J

[ Get Temporary Badge Order Laptop J

Summarize conversation Get Help J

Ask Now Assist to... [ ]
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Mow Assist

can you generate resolution notes

can you summarize a record

Closed chats .

list of unassigned incidents

list of incidents with low priority
summarize a record

summarize

The Now Assist panel includes:

Item number Description

-4

&)

2 -

;-H

4 - Now Assist message

5 - Option buttons
6 - Ask Now Assist to... field

7 - Voice Input

© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.

Displays the Now Assist panel.

If a number in a square appears, it indicates
how many messages you missed when the

Now Assist panel was closed.

Displays the conversation list. If a
number appears, it indicates how many
conversations have unread messages.

Positions, or pins, the Now Assist panel to the
screen.
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ltem number Description

to use your voice to interact with the Now
Assist panel. After you speak, there's a
pause while the system transcribes the text
and then displays it on the screen. See
Enable voice input for Now Assist panel for
information on enabling Voice Input. See
Next Experience keyboard shortcuts @ for
the Now Assist menu (Voice Input mode)
shortcuts for Microsoft and macQOS.

8 - Active chats All active chats display in the Active chats
section. in the Active chats section of the
Now Assist. You can create additional chats
by selecting the + icon in the heading.

9 - Closed chats Displays all closed chats. If you select one
of the closed chats, you can see that chat's
history.

Now Assist is available in both Next Experience and Core Ul. The following screenshots show
the Now Assist panel on Next Experience and Core Ul screens.

Now Assist panel

Next Experience Core Ul

SErVICeNOW Al Favorites History  Workspaces

Servicenow Al Favorites History  Admin

SAP Sales app is not accessible ©

Navigating from the Now Assist panel

Navigate from the Now Assist panel without leaving the current conversation by entering
a navigation request in the Ask Now Assist to... field. If you enter "navigate me to active
incidents," Now Assist displays a button that enables you to view the active incidents.

Chat summarization

Quickly learn the details of a chat by reading a chat summarization. The chat summarization
gives you enough details about the chat so that your requester doesn't have to repeat the
same information to you.
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To generate a chat summarization from the Now Assist panel, select Chat Summarization or
enter summarize chat in the Ask Now Assist to field.

() Note: You can also generate a chat summarization by using the /summarize quick
action in Agent Chat.

For more information about the chat summarization, see Chat summarization.

Case or incident summarization

Quickly learn the details of a case or incident by reading a case summarization. The
summarization gives you enough details about the interaction so that your requester doesn't
have to repeat the same information to you.

You can generate a case or incident summarization from the Now Assist panel for Now Assist
for CSM, Now Assist for HRSD, or Now Assist for ITSM:

¢ For Now Assist for CSM, select Summarize record or enter summarize a record in the Ask
Now Assist to field.

¢ For Now Assist for HRSD, select Summarize record or enter summarize a record in the Ask
Now Assist to field.

e For Now Assist for ITSM, select Summarize incident or enter summarize an incident in the
Ask Now Assist to field.

For more information about the case or incident summarization, see Record summarization.

Conversation Help

Get specific and accurate answers to your queries by using the Get Help skill option on the
Now Assist panel. This skill is available to everyone entitled to Now Assist capabilities.

For more information about the Now Assist Conversational Help skill which represents as Get
Help on the Now Assist panel, see Now Assist Conversational Help.

Resolution notes generation

Quickly learn the details of how an interaction was resolved by generating and reading
resolution notes.

To generate resolution notes from the Now Assist panel, select Generate resolutions notes or
enter generate resolutions notes in the Ask Now Assist to field.

For more information about generating resolution notes, see Resolufion notes generation.

Streaming responses

After you enter a question or request on the Now Assist panel, Now Assist gathers information
from Knowledge Base articles, external content, product documentation, catalog items,
and workflows and combines them into a synthesized, comprehensive answer. Instead of
waiting for the entire message to render, the synthesized response streams in real time and

stops streaming after the entire message has been delivered. An animated sparkle icon (++)
appears while the response is generated and changes to the static sparkle icon after the
response has fully loaded.
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Now Assist context menu
The Now Assist context menu uses generative Al to help agents summarize, create, and edit
written content, thus streamlining their writing tasks.

Agents produce various types of content, including emails and chat replies. The Now Assist
context menu uses generative Al to assist agents in summarizing, creating, and editing
emails and chat replies. Agents can preview Al generated content, scroll through previously
created content, and refine the text using the Al. The Now Assist context menu can be
triggered from any application or field in a ServiceNow workspace where the Now Assist
context menu is enabled.

The Now Assist context menu unlocks the power of generative Al and is available in Next
Experience for:

* Customer Service Management (CSM)
* Human Resources (HR)

* IT Service Management (ITSM)

* Strategic Portfolio Management (SPM)
¢ |T Operations Management (ITOM)

The Now Assist context menu isn't available with Core Ul.

Using the Now Assist context menu

The Now Assist context menu is available on any field where the floating Now Assist button

(ﬂ) appears. If you start typing in the field, a menu appears with the available Now Assist
context menu actions. The Now Assist context menu helps you summarize, create or modify
existing documentation.

Chat window using the Now Assist context menu

You can use the Now Assist context menu when communicating with users in
Agent Chat:

If it takes too long to generate text or the Now LLM Service isn't available, an
error message appears.

i Public Chat & Private Chat

Message visible to everyone

* —3 B

Change request risk explanation using the Now Assist context menu

The Now Assist context menu makes the change request risk explanation
available on the workspace and on Ul1é after assessment and calculation.

When the risk is assessed and calculated, you'll see the Explain risk button with

the Now Assist ﬂ icon on the workspace showing the risk explanation in a
dialog box in the Record information section.
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@ @ @ Record information

Implement Review Closed Canceled Last updated by ITIL User
2024-10-06 22:53:27

g ~ Risk
+ Now Assist a x g
Impact Probability of s
% Change risk explanation 3-Low Low
1. Potential Business Impact: The change request involves rebooting the Change success score
ApplicationServerPeopleSoft, which could potentially disrupt business Medium 500+

operations if not executed correctly. The complexity of the change, as

indicated by the survey, is high due to the number of impacted Cls, tasks,

and teams involved. Additionally, the change affects a critical Cl or Business

service. Last evaluated 2024-10-06 22:5

2. Potential Practical Risk: The risk assessment survey indicates a high risk

due to the complexity of the change and the difficulty in verifying its Assigned to
success. The lack of a redundancy plan and the complexity of backing out or
reverting the change also contribute to the high risk. However, the pre- AG Assignment grou
defined risk scenario has a low score, indicating no expected risk issues ITSM Engineering
found.

[ Reassign

3. Potential Risk Identified in Similar Change Requests: None of the similar
change requests caused any incidents. However, one of the requests had

Zeas O Requested by
) System Administ:
Check Al-generated content for accuracy. o B %) System Administrator -

o~

When the risk is assessed and calculated, you'll see the Now Assist icon
against the Risk field on Ul16, showing the risk explanation in a dialog box.

Risk [ High V@Tv Now Assist o x

Impact [ 3-Low i

o % Change risk explanation &

scription [ Please reboot ApplicationServerPeopleSoft
s L i P — 1. Potential Business Impact: The change request involves rebooting the

ApplicationServerPeopleSoft, which could potentially disrupt business

scription
operations if not executed correctly. The complexity of the change, as
indicated by the survey, is high due to the number of impacted Cls, tasks, and
~ teams involved. Additionally, the change affects a critical Cl or Business 1
service.
5 | Notes | Closure Information 2. Potential Practical Risk: The risk assessment survey indicates a high risk
due to the complexity of the change and the difficulty in verifying its success.
ifcation The lack of a redundancy plan and the complexity of backing out or reverting
' the change also contribute to the high risk. However, the pre-defined risk
scenario has a low score, indicating no expected risk issues found.
tion plan 3. Potential Risk Identified in Similar Change Requests: None of the similar
change requests caused any incidents, However, one of the requests had
"successful issues" as the close code. indicatine that there were issues during |
analysis o
~ Check Al-generated content for accuracy. B -
-
out plan |

@ Note: The risk explanation that is presented in the dialog box is assessed
and calculated on the change request form.

For more information about risk assessment and calculation, see Risk
assessment &@.

Content editing in Knowledge Base artficles using the Now Assist content menu
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The Now Assist context menu enables generative Al assisted content editing
capabilities for Knowledge Base authoring and fo provide resolution notes in
workspaces and UlTé.

When you open a knowledge article and select the content in it, you'll see the
Now Assist ﬂ icon pop-up and float along with your mouse device.

When you hover over the Now Assist icon, you'll see the following menu options
to help you edit the content:

* Elaborate: Generative Al details the selected text.

¢ Shorten: Generative Al shortens the selected text.

Zoom crashed in MacOS

MacO5 wsers can expect Zoom bebow &0 version to erash frequently for some wusers, In osder b
have smaoth running of Zoom application in MacOS, please reinstall the zoom app after you
have upgraded your software and MacOS accordingly.

Issue
& If you purge or remove iterms from your Deleted [tems folder they will be moved to the
Dumpster where they are still recoverable,
+ The Dumpster only holds email message for 14 days once they've been rermoved from
Deleted berms,

& L Hoey fizsist bo

Shorten

Dedeted Items folder or the Dumpster. Once it has
pater [t can not be recoverad.

tourage, Apple Mall) may be configured to use a local
armnall from the Deleted kems folder more quickly tham

Elaborate

Drebeted Email Recovery is only svailable in OWA or Cartlook, Dedete email when you are ready
to dedete email from your Inbox, select the email by chicking on it once and then either;
o galact the Delete icon on the OWA Toolbar OR
= right-click and select Delete Result: The email is meved to Deleted ltems. Permanently
Delete Emall from Deleted ltams

Cause
[Creleted Email Recovery is only available in OWA or Cutlock. Dedete email when yvou are ready
to delete email from your Inbowx. select the email by dlicking on it once and then either;

* select the Delete icon on the OWA Toolbar OR

You can insert the generative Al elaborated or shortened content into the
Knowledge Base articles, using the Insert button and update or publish them.
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Agent Assist

Zoom crashed in MacOS

MacOS5 users can expect Zoom below 6,0 version to crash frequently for some users. In order to
have smooth running of Zoom application in MacO5, please reinstall the zoom app after you
have upgraded your software and MacO5 accordingly.

Issue
« [f vou purge or remave items from your T
Dumpster where they are still recoverab # Mow Aatist o o=
o The Dumpster only holds emall message
Deleted Items.
Deleted email can be recovered from the De
heen permanenthy deleted from the dumpst » When items are purged from the Deleted [tems folder, they move to the

% Sharten

Mote: Desktop clients (e.g., Outlook, Entour Dumpster, where they are recoverable for 14 days,

trash system or be configured to purge ema  * After 14 days in the Dumpster, items cannot be recoverad,

14 days. s Desktop clients (e.g., Qutlook, Entourage, Apple Mail) might use a local trash
system or purge Deleted Items faster than 14 days.

Environment ... n

Deleted Email Recovery is only available in € M o

to delete email from your Inbox, select the ¢

+ select the Delete icon on the OWA Tooll  check a -penerated content for accuracy. L=

- ﬁEht'C”Ck and select Delete.Result: The cinam iz mwvou v Leoiciow e, ronsns oy
Delete Email from Deleted Iltems

For more information about generating Knowledge Base articles using the Now
Assist context menu, see Edit an arficle using the Now Assist context menu &.

Change Tone using Now Assist context menu

The Now Assist context menu enables users to change the tone of their content.
Users can choose between casual, formal, and sympathetic tone to enhance
their content further, using the generative Al capabilities.

When you hover over the Now Assist icon or select Refine menu, you see Change
Tone menu opfion.

You can further choose a preferred tone and select Formal, Casual, and
Sympathetic. Review the changes and select Insert fo finalize the new text.

+ Now Assist O oo

% Preview

2 Refine v

Change Tone > Formal
Shorten Casual B
Elaborate Sympathetic

@ Note: If you do not see the change tone option for your application or
product, reach out to ServiceNow.

Limit the number of content refinement calls using the Now Assist context menu

Configure and limit the number of content refinements to the skill per session
using the Now Assist context menu. By default, the maximum number of
refinements isn’'t set and you can configure to limit it.
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You can configure the refinement calls limitation at the Recommendations
Dialog Props field in the Limit refinements record using the ref7necount

property.

() Note: The Limit refinements record is available in the Now Assist config var
set record in the Now Assist Skill context menu application.

Now Assist Skill Config Var Set

‘ < = Limit refinements

This record is in the Now Assist context menu application, but UXC Generative Al is the current application. To edit this record click here. [SN Utils] Switch to Now Assist context mer
SKkillLonng  Lhat reply recommendation Urder 1

Config Type Write With Now Assist Params Parent

Variables

Variables
Is Active @ [~]
WWNA Component ID @  limit_refine
Table @ Interaction [interaction]
Preset Actions () Test Preset Action, Test Common custom action
Default Preset Action @
Refine Actions (D Test Rich Text Menu

Button Props @ hideButtonOnDialog false

@

Recommendation Dialog Props @) refineCount 2k

You can set the refineCount as follows:

¢ The default value of the property is -1. If the value is less than O, then the
number of refinements to the skill are unlimited.

* |f you provide 0 as the value, then the refine button will be disabled and the
You reached the limit for refining content. message is displayed.

4+ Now Assist @ =

Here is the rich text response

You reached the limit for refining content

et
X}
£
=
L

Check Al-generated content for accuracyl'You reached the limit for refining content rh 0D

W
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* |f you configure it with a value greater than O, you'll be able to refine the
content according to the set value. For example, if you set the refineCount to
2, then you will be able to refine the content only twice.

+ Mow Assist

Preset Test Response

= Refine v o m

Check Al-generated content for acoura '3,-'\"-:-.| can refine it 2 mare tirmes, I [

W

Email recommendations using the Now Assist context menu

Use the Now Assist context menu to compose or respond to emails with recommendations
from Now Assist with generative Al template suggestions. The Now Assist context menu
enables users to generate email response recommendations in new, forward, reply, or reply
all scenarios.

Compose email

While you compose a new email, you see the Now Assist context menu

icon (ﬂ) that displays the message Use Now Assist to generate a
message. When you select the icon, generative Al generates a message
recommendation.

© 2025 ServiceNow, Inc. All rights reserved. 3]
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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.

Compose Stacked view

s Comments & Work notes (Private) Email

*To
Cc Bec

Subject

Escalating Your MS Office Update Issue

Use Now Assist to generate a message o
npose your email here
- = = y | .
] & Draft saved [ (L Z ¢ Send email

+ Now Assist

% Generate a message

Hello,

| understand that you are facing issues with the router upgrade. | would like
to confirm if you are having trouble accessing the web-based configuration
utility of the broadband router. If so, you can try opening an Internet
browser and entering the broadband router's IP address, which is the default
IP address of the broadband router: http:/192.168.123.254. Once
connected, you will see the Web User Interface. If you are unable to log in,
the default password is admin.

If vou are exneriencine anv nther issues. nlease let me know and | i

= Refine v

Elaborate
h

Shorten

onfent for accuracy. ™ L)

You can refine the generated text either by selecting the Elaborate or Shorten
context menu options on the Now Assist Admin model. You can also copy the
new text or Insert the generated text into the email body.

Complete draft emails

You can use the Now Assist context menu to finish your drafted emails. You can
enter some text and use generative Al to help you with complete your drafts by

selecting the Now Assist context menu icon (ﬂ) that displays the message Use
Now Assist to generate a message. When you select the icon, you see that
generative Al is generafing the message for you.
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Cgmpose Stacked view

#sComments & Work notes (Private) & Email

*To

Cc  Bex

Subject

Escalating Your MS Office Update Issue

B I U §

Use Now Assist t

.
I understand that you are facing issues with the router upgradet—=—

5 Draft saved ; "I Send email

+ Now Assist

% Generate a message

Hello,

I understand that you are facing issues with the router upgrade. | would like
to confirm if you are having trouble accessing the web-based configuration
utility of your broadband router. If so, you can try accessing it by entering
the default IP address http:/192.168.123.254 in your internet browser. If
you are already logged in, please let me know the current status of the WAN
port and modem status. This information will help me understand the issue
better.

Best

Elaborate

Shorten

You can further refine the generated text by selecting Elaborate or Shorten
context menu options on the Now Assist admin model. You can also copy the
new fext or select Replace to replace the generated text into the email body.

Summairrize records with the Now Assist context menu

Use the Now Assist context menu to generate a record summary for the page, using
Generative Al application assisted summarization capabilities in workspaces and Ul16. The
Now Assist context menu can generate a new summary, expand or collapse the summary
card, share the summary to work notes, regenerate, or copy the summary.

Go to any record page to access the Now Assist context menu icon () with the message
Incident Summary by Now Assist.Select Summarize to use generative Al to generate a
record summary.
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Q_ Search

buildtools1- .| Incident ¥

Al Favorites  History

Incident

4 ks by ot
Number State Open
Requested By I | Q ‘ Assignment group  App - AppStore - WW
v] Assigned to

>k Category [ Store/Out of Band

Watch list

Subcategory ‘ Reports VJ
Priority 5-Planning

Urgency [ 3-Low V‘

* Short description | Active customer installs |

Description | Hello Team, ‘

You can use the Share to work notes button to share the summary to work
notes. You can also expand or collapse the summary card as required.

Sharetoworknotes | A

4 Incident summarized by Now Assist @

Issue:
3rd Party Dependencies for Legal Review Tickets stuck in Not Yet Requested state
Share towork notes

[GILe) 9} Updated 2025-01-21 10:14:48
Be sure to check the Al-generated summary for accuracy. Iy Verdana v ospt v

Aveavy === EEO0

10sue:

31d Pary Dependencie for Legal Review Tickets stuck n Not Yt Requested state

p> strong .

To provide feedback, use the feedback icons (U@) or (UG)) If you're not satisfied with the
provided summary, use the regenerate icon () to regenerate the summary. You can also

copy the summary to the clipboard using the copy icon | )

Now Assist Context Menu usage dashboard

Use the Now Assist Context Menu dashboard to monitor the use of Now Assist Context Menu
across the different applications.

The Now Assist context menu usage dashboard provides insights info usage patterns,
frequency, and effectiveness of the context menu actions for the users and helps you refine
the functionalities accordingly. The dashboard contains indicators that reveal:

* Usage metrics

* Usage based on application

Usage based on skills
Capacity distribution
* Responses by feedback

34
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ServiCeNnOW Al Favorites  History Workspaces ~ Admin Platform Analytics ¢ Q search
Now Assist context menu usage highlights - (c)(e] ait | [+ ]

T 264 since previous period Jul 29, 2024 - Oct 31, 2024 6

Sum for Nov 1, 2024 - Feb 3 I Closed

Context menu usage trend by Skill E H

' |
1 1 h ]
2 Sep el Oct t 2024 Nov 4 Dec 1 De 0:
o tion [ Chat rep
P 1 o
Capability Distribution Vo Responses by feedback Vi
14 A
W NowAs e Wt dation -Test [J§ NACM Demo - RFA
BAccepted 9 @Rejected 3 [@ignored 2

The Now Assist context menu usage dashboard enables you fo filter the data based on the
usage date. You can choose from the standard options or provide a custom range and
select apply to filter the data.

Now Assist context menu usage highlights -

Date

@ Last 6 months v

Custom range < Marv 2025w N =
8¢ B
Standard s M T o w T F s
Last 3 months 23 24 25 26 27 28 1
+ Last 6 months 2 3 4 5 6 7 8
9 10 11 12 13 14 15
Last 7 days
16 17 18 19 20 21 22
Last month

23 24 25 26 27 28 29

Last year
30 1 2 3 4 5

YTD
Start date

2024-09-01

End date .
[ 2025-03-31 \

-

You have an option to refresh, duplicate, edit, create, and export a dashboard.
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You can also select the info icon () to view the dashboard-related information.

[ Insights ][ Edit ][]

®
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[ insights | [ Edit ]m

Details

Name % ©

Now Assist ¢

Description ©

+ Create new
Duplicate

o Share

& Export

&% Schedule

& Printer friendly
S Clear all filters

[1 Add to bookmarks

Dashboard visibility

/ Open record

Platform Analytics

Details

Name % ®

Now Assist context menu usage high...

Description ©

Dashboard visibility >

Platform Analytics

Dashboard category

Owner

Usage

Shared with
Not shared yet.
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Key features

Usage matrix: The count or number of times, Now Assist context menu has been used during
the selected duration. You have the option to refresh this matrix, view insights, or suggestion
available and filter this data further based on the date.

Implicit feedback duration: The breakdown of feedback based on whether the response
is inserted and closed during the selected time range. You have the option to refresh this
mafrix, view insights, or suggestion available and filter this data further based on the date.

Usage frend by skill: The total usage distribution based on the skills that use the Now Assist
context menu. You have the option to refresh this matrix, view insights, or suggestion
available and filter this data further based on the date.

Capacity Distribution: The capacity distribution based on the different applications that
use the Now Assist context menu. You have the option to refresh this matrix, view insights, or
suggestion available and filter this data further based on the date.

Response by feedback: The feedback field based on the Generative Al logs. The options are
accepted, rejected, orignored. You can also refresh this matrix, view insights, or suggestion
available and filter this data further based on the date.

Insights: View insights and suggestions for Now Assist usage.

Use Now Assist context menu for custom skill deployment
Use the Now Assist context menu to deploy the custom skills created using Now Assist skill kit.

Al practitioners can use Now Assist skill kit to create a custom skill to provide custom solutions,
with Now Assist's generative Al capabilities.

Now Assist allows the administrators to choose the custom skills for deployment. Use Now
Assist context menu as a preferred channel to deploy a custom skill, when you configure
deployment setting in Now Assist skill kit. For more information, see Configure skill deployment
setftings.

You must also select Now Assist context menu as a display option when you activate the skill
in Now Assist Admin. For more information, see Activate a Now Assist skill.

To complete the activation process, create a new Now Assist context menu configuration.
For more information, see Create Now Assist context Menu configuratfion

Create Now Assist context Menu configuration

Create a new Now Assist context Menu configuration to deploy and activate a custom skill.

Before you begin
To configure custom skills in action, ensure that the skill is activated in Now Assist.

Role required: sn_skill_builder.admin

Procedure

1. Navigate to All > Now Assist Admin > Now Assist Experiences > Now Assist Context Menu.
2. Select Configurations tab in the Now Assist context menu home page.

3. Select Create New.

4. Enter values for the following fields on the Configure Now Assist context menu form.
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> Workflow
> Product
> Name
5. Select Start Configuration.
6. Provide the following details in the General settings tab, on the configuration form:
o Name
o Descriptfion
> Table name

7. Select a location where you want to add the trigger for the Now Assist context menu.
The options are:

> Record form field: Select this option to add the trigger on Ul16 form
o Custom location: Select this option to add the frigger on any other desired location.

8. If you select Record form fields, add the form fields where you want the Now Assist context
menu icon.

9. If you select Custom location, choose the context menu display type.
Choose between the following options of display:

o Modeless window: A draggable and resizable dialog box.

o Embedded card: A fixed window displayed on the page.

If you select Custom location, ensure that you have completed the UIB Now

Assist context menu component configurations. For setup information see https://
developer.servicenow.com/dev.do#!/reference/next-experience/yokohama/now-
components/sn-now-assist-context-menu/uib-setup @.

10. Select Save and continve.
You will land on the Configure experience tab.
11. Select options for the following fields on the Configure experience tab:
> Actions
> Refinement actions
o Turn on to prevent access refinement action
o Maximum refinements
o Actions for generated content

> Enable users to provide feedback on the recommendations

Provide the same information for each of the form fields you have selected.

If you proceed without providing the required values for each form field, system will promt
you to provide configuration.

12. Opftional: When prompted, select Yes, apply on the Apply Configurations prompt if you
want to apply the same configurations.

13. Select Save and continue once you review and edit the values, if required.
You will land on the Review and activate tab.

14. Select an option from the Select a record to test the configurations drop-down menu.

15. Select Preview aond Done.
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Now Assist skills

Now Assist products provide generative Al skills that are tailored to meet the needs of users in

different workflows.

The following sections describe the available Now Assist skills.

Available skills by workflow

Workflow Product

Technology  Now Assist for Configuration
Management Database (CMDB) &

Technology  Now Assist for Collaborative Work
Management (CWM) &

Technology  Now Assist for Enterprise Architecture
(EA) &

Technology  Now Assist for Infegrated Risk
Management (IRM) &

Technology  Now Assist for IT Operations
Management (ITOM) &

Technology  Now Assist for IT Service Management

(ITSM) @
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Available skills

» Configuration item (Cl)
summarization

* Manage duplicate configuration
items (Cls)

¢ Docs summarization in
Collaborative Work Management

* Task generation in Collaborative
Work Management

ADR Doc Summarization and Actions

¢ Recommendation for similar
conftrol objectives @

¢ Risk assessment summarization @
e Regulatory alert summarization &

e Regulatory alert impacted confrol
objectives &

e Regulatory alert impacted
citatfions &@

* [ssue summarization

e Alert analysis

* Alert investigation

* Change request risk explanation
* Change request summarization
* Chat recommendation

* Chat summarization

* Email recommendation

* Incident assist

* Incident summarization

* KB generation

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Available skills by workflow (continued)

Workflow Product Available skills

¢ Resolution notes generation

¢ Sidebar summarization

Technology  Now Assist for Security Incident

¢ Post incident analysis
Response @ 4

e Security incident recommended
actions

* Security incident summarization
¢ Resolution notes generation

» Correlation insights &

Technology Enable a Now Assist for Service Graph  Service Graph Connector diagnosis
Connectors (SGC) skill @

Technology  Now Assist for Software Asset Publisher compliance summarization
Management (SAM) @

Technology  Now Assist for Strategic Portfolio

* EAP teams Gen Al docs
Management (SPM) & °

* Email project summary

* Feedback summarization

* Multi feedback summarization
* Project Gen Al docs

¢ Planning item Gen Al docs

* Agile story generation

Customer Now Assist for Customer Service

e Case summarization
Management (CSM) &

* Chat recommendation

* Chat summarization

* Email recommendation

* KB generation

* Resolution notes generation

¢ Sidebar summarization

Customer Now Assist for Field Service

* KB ti
Management (FSM) & generation

¢ Sidebar summarization

e Work order task closure
summarization
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Available skills by workflow (continued)

Workflow Product Available skills

Customer Now Assist for Financial Services

. ¢ Claim case summarization
Operations (FSO) &

¢ Dispute case summarization

Customer Now Assist for Public Sector Digital

e Chat izafti
Services (PSDS) @ Chat summarization

e Government case summarization

¢ Resolution notes generation

Customer Now Assist for Telecommunications,

. e A t onboardi
Media and Technology (TMT) @ cecountonbodrding case

summarization
* Engagement summarization
* KB generation
¢ Resolution notes generation

* Service problem case
summarization

e Test summarization
e Transform Mapping Assist

e Touchpoint summarization

Employee Now Assist for Health and Safety @ Health and Safety incident

summarization
Employee Now Assist for HR Service Delivery L
e Chat summarization
(HRSD) @ v A
e Sidebar summarization
* Chat recommendation
* KB generation
¢ Email recommendation
e Case summarization
¢ Resolution notes generation
Employee Now Assist for Legal Service Delivery « Legal matter summarization
(LSD) &
* Legal request summarization
Employee Now Assist in Contract

¢ Contract analysis
Management @ v

¢ Contfract metadata extraction

Employee Now Assist for Workplace Service Reserve space LLM topic in Now
Delivery (WSD) & Assist in Virtual Agent @
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Available skills by workflow (continued)
Workflow Product

Creator Now Assist for Creator @

Platform Now Assist skills in the Platform
workflow

Finance & Now Assist for Accounts Payable
Supply Chain  Operations (APO) &

Finance & Now Assist for Supplier Lifecycle
Supply Chain  Operations (SLO) &

© 2025 ServiceNow, Inc. All rights reserved.
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Available skills

* App generation

e Catalog item generation

¢ Intelligent code recommendations

e Data visualization generation

* Flow generation
* Flow recommendations
* Playbook generation

¢ Refine content

* Roboftic Process Automation (RPA)

bot generation
* Spoke generation
* Ul generation

* Work Notes Analysis

Now Assist conversational
experience

¢ Now Assist Q&A
Genius Results

¢ Now Assist Multi-Turn
Catalog Ordering

* Now Assist Topics

* Subflows and actions

Knowledge

Knowledge content
recommendation

ServiceNow Lens skill
ServiceNow Lens &
Platform skills

Dashboard and
visualization export skill

Navigation
Now Assist Q&A

Invoice case summarization

Supplier case summarization

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.
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Available skills by workflow (continued)

Workflow Product Available skills
Finance & Now Assist for Sourcing and Fulfiller summarization for Sourcing
Supply Chain  Procurement Operations (SPO) @ and Procurement Operations

Now Assist analysis skills

These skills provide generative Al capabilities for analyzing data on the ServiceNow Al
Platform, including security incident analysis, sentiment analysis, alerts in Event Management,
and legal contracts.

Alert analysis
Use this skill fo provide simplified generative Al alert analyses for the ServiceNow Event
Management application.

Alert analyses include a human-readable brief of the alert, as well as technical information
to help you investigate the alert more effectively. In Event Management, alert analysis is a
crucial feature that completely fransforms the alert friage process and can help achieve
faster, seamless alert management. This skill uses a large language model (LLM) to generate
human-readable alert titles and detailed descriptions based on enriched and actionable
alert data. The Al-generated alert information facilitates quick alert friage and effective
analysis for your team, which can lead to a substantial reduction in resolution fime.

For more information, see Using Now Assist for IT Operations Management (ITOM) &.
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Operations Management (ITOM) &

Alert investigation
This skill enables Now Assist to investigate past related incidents.

Now Assist queries historical records to find past incidents on the same or related Cls, and
analyzes their frequency, criticality, work notes, and resolution. It presents a summary of the
most relevant related incidents in the Now Assist panel. The summary includes resolution
strategies used, as well as contact details for individuals or teams who resolved the incidents
and could assist with the current alert. The information provided helps you better understand
the context and significance of the current alert and work more efficiently toward resolving
it.

For more information, see Generate a Now Assist summary of past related incidents @.
Availability

This skill is available in the workflow and product listed below.
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Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Operations Management (ITOM) &

Contract analysis

This skill uses generative Al to analyze contracts and identify nonstandard and missing
clauses.

Analyze a contract using the Now Assist side panel

£) Home LROOO 800 - ~
Dwtaby CAREO00 100¢
Third party paper contract request - CMRO001006 Pregare. for signature =
&-Low Woeln progress  LRDOCLO0S  Wors in progress EDECRADni: Sigratuee
Dot Appeceery. Bavirws Contract decuments {1} Supporting docsments (1) Rgnatories. Diocurmant access (33
¥ Lbut Al-pawered Now AssHE 10r Contracts rvalibe in the comextual 508 Dantl 63 CHECH Ihe SICUMENts K 1Hn-StandaiT of mising claimes, . ey contracts with Mow Assist
i Contract request
CMEDOD 1006 FAE-10-24 230044 [
R L Now Assist contextual : g
- e side panal
Wk i gregress 4 Low . m-'

Thirdl party paper yabam, Aomnatratn:

Legal Consracts Support

_—
Systerm Adminairatos

Once generated, a fulfiller can review the Now Assist recommendations and make a revision.

Generating a contract analysis
You can generate a contract analysis in the following product.

Contract analysis using Now Assist in Contract Management &
Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Employee Now Assist in Contract Management & is available in the following products:
* Now Assist for Legal Service Delivery (LSD) @

¢ Now Assist for Sourcing and Procurement Operations (SPO) @

Post incident analysis

Generate a post-incident analysis that includes a root cause analysis, impact assessment,
and lessons learned within the workflow of closing a security incident.

Security managers and analysts can generate post-incident analysis data from within the
security incident workflow from the following locations:
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* The Security Incident Response Workspace.

 Security incident records in Ul16.

Close the security incident

° ®

Review active items Conduct post-inci...

Post-incident analysis

Post-incident analysis in the Close the security incident modal

+ Now Assist

% Elaborate

The root cause of the incident is a malware infection on the user's
workstation, specifically identified as a Trojan. This malware was able
to bvpass initial antivirus detection due to its advanced nature.

° o

o B

+  Post incident analysis added by Now Assist. Be sure to check it for accuracy %

B I Y Times v 12pt

Root Cause Analysis:

‘The root cause of the incident is a malware infection on the user's workstation. The malware,
identified as a Trojan, was able to evade initial antivirus detection and cause unusual system
behavior, network traffic, and file modifications. The malware's ability to run with elevated

permissions prevented manual termination of its processes.

Tmpact Assessment:

P

Post-incident review

For more information, see Generate a post-incident analysis for a security incident with Now

Assist for Security Incident Response &.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow

Product

Technology

Now Assist for Security Incident Response @

Sentiment Analysis

Apply Now Assist Sentiment Analysis to each customer interaction to assess user satisfaction
and facilitate informed decision-making. The customer communications can be related to
cases, records, or problems. Use this skill to prioritise this data based on the overall sentiment
and reasoning, by providing generative Al analysis to the fulfillers and enabling them identify

cases that require urgent attention.

Now Assist Sentiment Analysis uses large language model (LLM) to produce sentiment
evaluations for new or active case/problem records, and it also illustrates sentiment trends
over time. Fulfillers are provided with a summary to comprehend the reasons behind the
sentiments without reading all the notes and comments. This enables them to prioritize and
focus on urgent cases and issues based on the severity of the senfiments, and improve the

overall customer experience.
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Now Assist Sentiment Analysis refresh

The skill saves the analysis, frends and reasoning on the record and doesn't refresh with page
refreshes. LLM calls are made for sentiment refresh when there is a relevant change on that
specific record or updates to the input fields defined in the input prompt. The input fields are
defined in Now Assist Admin, as parameters for analysing the customer interaction. Now Assist
Sentiment Analysis will apply only to records that meet the filter conditions specified in the
input femplates, as well as those defined in the availability section of Now Assist Admin.

Now Assist Sentiment Analysis in list view

The saved values for sentiment, senfiment frends and the underlying reasonings will also be
available in the list view.

While you're in a list view, if any underlying records have been updated and a new LLM call
is triggered, you will receive a notification prompting you to refresh the page. This helps you
to stay informed and engaged with the latest information. Although the list can be long, the
visual notification will focus only on the records currently visible on your page, which helps
you maintain relevance as you work through the sentiment evaluations.

Generating Now Assist Sentiment Analysis

You can generate sentiment analysis for the following products.
* Analyze sentiments in Now Assist for Customer Service Management (CSM) @

* Analyze sentiments in Now Assist for IT Service Management (ITSM) &

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product
Technology

Now Assist for IT Service Management (ITSM) &
Customer

Now Assist for Customer Service Management (CSM) &

Now Assist conversational solutions skills

Conversational skills use Now Assist in Virtual Agent to help users accomplish tasks in a natural
language chat.

Agile story generation

Breakdown epics and features into stories using Now Assist in the Enterprise Agile Planning
(EAP) workspace. Product managers or scrum leads can save time and reduce functional
gaps in stories, thereby improving overall quality and productivity.

https://player.vimeo.com/video/1062571498%2
h=68874331c2&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Product managers and scrum leaders typically spend time and effort in creating detailed
stores for their epics and features. More often than not, stories that are created manually
tend not be detailed enough, lacking context and complete information. This lack of
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information impacts the understanding of the requirements by the scrum teams, thereby
affecting the quality of the product. Also, manually creating detailed individual stories for
each epic takes a significant amount of time.

The Now Assist for Strategic Portfolio Management (SPM) application includes the skills of
generative Al that enable product managers and scrum leads automatically generate
context-based stories for their work items. Through the Agile story generation skill, Now Assist
provides story recommendations for an epic or a feature using the name, description, Docs
content, and any existing stories. Based on the recommendations, you can ask Now Assist to
perform one of the following:

¢ Split a story recommendation info mulfiple stories.

¢ Combine multiple story recommendations into one story.

e Generate stories according to its original recommendations.
e Remove any story recommendation.

¢ Suggest modification of details within the recommendation such as story title, persona, and
description.

e Suggest generating a new story recommendation.

Now Assist L 3 Now Assist Now Assist

Create stories features and functionality, making entry and errors.
their first experience engaging and

+ memorable. <4
Story 5 - Develop Progress Tracking

Based on the epic details, here are a 4 for Onboarding Task
or Onboarding Tasks

few recommendations.

. Story 3 - Implement Compliance
4+ Checklists for Regulated Industries As a user, we want to have a clear

progress tracking system for

Story 1 - Create Onboarding Flow
for New Employees

As a company, we want to create a
personalized onboarding flow for
new employees to help them
understand our culture, values, and
processes, ensuring a smooth
transition into their roles.

+

Story 2 - Design Interactive Tutorial
for App Users

As a product team, we want to
design an interactive tutorial for app
users to guide them through the

faatiirac and fiinctinnalihy malkine

Ask Now Assist to...

As a compliance officer, we want to
implement customizable compliance
checklists for regulated industries to
ensure users adhere to industry-
specific regulations during the
onboarding process.

+

Story 4 - Integrate Onboarding Data
with HR Systems

As an HR manager, we want to
integrate onboarding data with HR
systems to automate the collection
and storage of employee
information, reducing manual data
entry and errors.

Ask Now Assist to...

onboarding tasks to help us stay
organized, motivated, and on track
during the onboarding process.

<4

B B

Would you like to confirm & save
these stories or modify them?

Confirm & save
Combine
Split
Remove

Others

Thus, using Now Assist to help generate stories for epics and features, product managers can
reduce time spent in creating high-quality stories, while improving the productivity of the
overall scrum team.

For information on how to use this skill, see Generate stories from work items in EAP using Now
Assist for SPM &.

Availability

This skill is available in the workflow and product listed below.
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Now Assist product and workflow

Workflow Product

Technology * Now Assist for Strategic Portfolio Management (SPM) @

* Enterprise Agile Planning in Strategic Planning @

The Agile story generation skill is supported starting with the Yokohama patch 3 release and
with Strategic Planning v4.5.0. If you are on earlier versions of the Yokohama release, you can
activate the Story generation skill, which generates stories from Epics only.

Incident assist

Use this conversational skill to obtain common incident-related information within the incident
record by asking questions in the Now Assist panel.

You can ask questions about an incident by using the Now Assist panel in Core Ul and Service
Operations Workspace for ITSM.

Mow Assist

Answers generated by Al Review for
accuracy.

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

To give you an idea of what | do
really well, try asking me to:
= Answer questions about an
incident
# Explain change risk
* Summarize a record
° « Summarize conversation

Explan change nik | S THTABNLIE & PG
Sasmimarire conwerLation

| Arewaeer guestions about an ncedent

Axk Now Assist to.

For more information, see Ask questions about an incident by using the Now Assist panel &.
Availability

This skill is available in the workflows and products listed below.
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Now Assist products and workflows

Workflow Product

Technology
Now Assist for IT Service Management (ITSM) &

Manage duplicate configuration items (Cls)

Use Now Assist o review de-duplication tasks, create de-duplication templates, assign tasks
to templates, and run the templates. In every step and choice that you make, the manage
duplication Cls skill directs you to the next step according to your selection.

In CMDB Workspace you can open the Now Assist panel, and then select Manage
duplicates. Confinue to review responses on the Now Assist panel and to select next actions
to manage and remediate duplicate Cls.

As you interact with the skill, it guides you to the next step according to your selection.

You can review the root cause analysis for the de-duplication tasks. Root cause analysis
groups the de-duplication tasks by IRE identification rules (including criterion afttributes) and
discovery sources. Use that information to prevent further generation of duplicate Cls.

For more information, see Using Now Assist for CMDB &.
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The Manage duplicate Cls skill in the Now Assist panel

Mow Assist

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

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

+« Manage duplicate Cls

Manage duplicate Cls

Analyzed the data and found
&5 unresolved de-duplication
tasks grouped by class.

Which class would you like to
remediate? Here are the
available classes associated
with the tasks.

| Computer (53 tasks) |

| Linux Server (37 tasks) |

Windows Server (10 ‘
tasks)

Printer (2 tasks) |
| |Ask Now Assist to...

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for Configuration Management Database (CMDB) @

Service Graph Connector diagnosis

Use this skill fo diagnose a failed import set that is associated with a Service Graph

Connector. Now Assist returns a summary of the errors with the recommendations to resolve
the issues.
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The Service Graph Connector diagnosis skill enables you to identify and resolve issues faster,
reducing manual effort and debugging time.

Open the Now Assist panel in CMDB Workspace

Mow Assist

Answers generated by Al. Review
for accuracy.

+

-+

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

To give you an idea of what | do
really well, try asking me to:
» Diagnose a Service Graph

Connector
Explain change risk
Get a Temporary Badge
Order a Laptop
Summarize conversation

Diagnose a Service Graph Connector
Explain change risk
[ Get Temporary Badge Order Laptop ]

| Summarize conversation ]

i
Ask Now Assist to...
For more information, see Diagnose a Service Graph Connector issue by using Now Assist &.
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product
Technology Getting started with Service Graph Connectors &
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Task generation in Collaborative Work Management

Save time and significantly reduce manual effort by generating tasks from the context of
a Doc page and add them to the Board in Collaborative Work Management (CWM) using
Now Assist.

https://player.vimeo.com/video/10798615222
h=aébccdbé12&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Creating tasks with detailed descriptions for your CWM Board requires significant fime and
manual effort. If the tasks aren’t detailed enough, it can lead to confusion and misalignment
within the team, affecting their understanding of the expected outcomes. To avoid this
manual effort and improve time to value, Now Assist can generate tasks for your Board

using the information in your Docs. This way, you can ensure clear and comprehensive task
descriptions, allowing you to focus more on execution and less on the administrative work.

Based on the recommendations, you can ask Now Assist fo perform one of the following:
¢ Generate tasks according to the initial recommendations.

¢ Split a task recommendation into multiple tasks.

¢ Combine multiple task recommendations into one task.

e Remove any task recommendation.

Availability

This skill is available in the workflow and product listed below.

Now Assist product and workflow

Workflow Product

Technology * Now Assist for Collaborative Work Management (CWM) &

» Collaborative Work Management &

The Task generation skill is supported starting with the Yokohama Patch 3 release and
Collaborative Work Management v6.0.0.

Now Assist content management skills

These Now Assist skills provide generative Al capabilities for chat features on the ServiceNow
Al Platform.

The Confracts skills in the Employee workflow area are available when you install Now Assist
for Legal Service Delivery (LSD). These skills work in Contract Management Pro.

Contract metadata exiraction

Use this Now Assist in Contract Management Pro skill to extract metadata from a signed
contract and add the information fo the mapped fields in the contract repository. You can
review the exfracted information and make necessary corrections on the Doclintel viewer.

Signed contracts contain key metadata that are useful for administering the confracts. For
example, the start date, tferm, and payment terms are important. Often this metadata is
identified manually, which is fime-consuming and can result in missing or erroneous data.
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Once configured, the contract metadata extraction skill sends signed contracts with the
required metadata elements to Document Intelligence for extraction. This metadata is
populated in the contract record and sent to the contract administrator for approval.

Extracting contract metadata

You can extract contract metadata in the following product.
Metadata extraction using Now Assist in Confract Management @
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Employee Now Assist in Contract Management & is available in the following products:
* Now Assist for Legal Service Delivery (LSD) &

* Now Assist for Sourcing and Procurement Operations (SPO) @

Now Assist content generation skills

These Now Assist skills can generate resolution notes and knowledge articles.

KB generation

You can quickly write drafts of knowledge articles based on cases, incidents, or work order
tasks with Now Assist. Generating article content with artificial intelligence (Al) enables
agents to write efficiently as they address common user concerns.

https://player.vimeo.com/video/10092820012
h=fc84a7cd87&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

KB generation overview

Now Assist can create drafts of knowledge articles on how to resolve a case, an incident, or

a work order task for agents to review and edit before publishing. Articles can be created

in CSM Configurable Workspace, Service Operations Workspace for ITSM, Agent Workspace

for HR Case Management, CSM/FSM Configurable Workspace, classic environment, or in the
Now Assist panel.

The following fields are used as inputs:

 Short description
¢ Description
* Resolution notes
» Close notes
* Work notes

¢ Comments

@ Note: Now LLM Service is the provider for this Now Assist skill.
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Once a Now Assist application is installed, the agent will have the option to use Now Assist
to generate a knowledge article on cases that are resolved and closed, incidents that are
resolved, as well as work order tasks that are closed complete or closed incomplete.

In this example, an agent working in the CSM Configurable Workspace has the option to use
Now Assist to draft an arficle.

Generating a new knowledge article in the CSM Configurable Workspace

+' Use Al to draft this article?

and edit it before publishing.

adraft article. You'

No, write it myself | [ERCORTUTN XY RS

In this example, an agent has used the Now Assist panel to start a draft from a resolved
incident in the classic environment. After an article draft is generated, the agent clicks a link
to review, edit, and publish the arficle.

Generating a knowledge article in the Now Assist panel

Servicenow Al Favorites History i Incident - INC0O009001 ¢ Q search v & Q ] +

= B e [Discuss H Follow H Update H Close Incident ERORN  Now Assist

i}

Number | INCO009001

To give you an idea of what |
do really well, try asking me to:
« Generate Article

+ getatemporary badge

« order a laptop

* summarize an incident

you with your work today?

Subcategory | - None - Urgency | 2-Medium

Service Priority ~ 3-Moderate

Service offering Assignment group

i

L

Configuration item Assigned to e

[]l&]

¢ Short description l Unable to post content on a Wiki page Generate Article

Description | | am not able to edit a wiki page.

Here's a drafted KB article for
INCO00%001.

Related Search Results >

View KB article KB0010038

Notes | Related Records | Resolution Information

Knowledge [ | Resolved by

3 Resolutioncode | Selution provided Resolved | 2023-11-16 11:45:05

> Resolution notes | Had user submit request for updated permissions. Updated to editor role. User confirmed they are now able to update the Wiki

<

Ask Now Assist to...

Generating knowledge articles

You can generate knowledge articles in the following products.

e Generate a knowledge article from the CSM Configurable Workspace and classic
environment with Now Assist &

¢ Generate a knowledge article from the Service Operations Workspace for ITSM and classic
environment by using Now Assist &
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» Generate a knowledge article from HR Agent Workspace with Now Assist &

¢ Generate a knowledge article from multiple cases with Now Assist for HR Service Delivery
(HRSD) &

¢ Generate a knowledge article from the CSM/FSM Configurable Workspace and classic
environment with Now Assist &

* Generate a Knowledge article from the classic environment with Now Assist &
* Generate a Knowledge article from the Now Assist panel &
Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Service Management (ITSM) @

Customer
Now Assist for Customer Service Management (CSM) &

Now Assist for Field Service Management (FSM) &

Employee Now Assist for HR Service Delivery (HRSD) @

Resolution notes generation

You can quickly learn the details of how an interaction was resolved by generating and
reading the Now Assist resolution notes.

Generatfing the resolution notes creates a condensed version of the incident's resolution
notes that are generated by Now Assist. The generated resolution notes can provide
information to other agents who might encounter similar interactions.

@ Note: Now LLM Service is the provider for this Now Assist skill.

You can use the Now Assist animated icon fo perform these actions:
¢ Generate resolution notes that are based on the information in the incident.

* Use Now Assist context menu to refine the resolution notes by elaborating or shortening
them.

* Modify the default resolution notes output field to a customized field destination. This
output routing can be configured in Now Assist Admin.

The following examples show Now Assist generated resolution notes in different products.
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Generated resolution notes in Now Assist for CSM

Propose Solution

# Check fields predicted by Al for accuracy
Rrwchuln e
Solved - Fixed by clesing related PRB

[

Resalved

Fesohution notes ¥l

Thank you for your time on the phone today. | understand that you ane locking
for information on how to change your address. You will need to visit your
Iewal beanch to eomnlete this. transaction. Thes will he abile to skt v with

B Add resolution notes to comments
== - |

Generated resolution notes in Now Assist for HRSD
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Generated resolution notes in Now Assist for ITSM

Resolve

Resobition code &
l -- Maone - - I

Resobition motes ¥

The agent informed the customer that they would need to raise a request
thraugh the employes portal to get access to the requested application.
The agent also provided a link to the relevant knowledge articke
KBOO12:345.

) Field filed by Now Assist

ez -

Generated resolution notes in Now Assist for Security Operations

Close the security incident

° ° ®

Review active items Conduct post-inci... Provide resolution ...

Please provide resolution details to close the incident.

+ Resolution note added by Now Assist. Be sure to check it for accuracy.

(] Create knowledge article

Close Code

Close Notes

# Use Now Assist to... |

Elaborate

Shorten

Generating resolution notes

You can generate resolution notes for the following products.

* Generate the resolution notes for a case by using Now Assist for Customer Service
Management (CSM) &

* Generate the resolution notes for a case by using the Now Assist for HR Service Delivery
(HRSD) &
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¢ Generate the resolution notes for an incident by using Now Assist for IT Service
Management (ITSM) &

¢ Generate closure notes for a security incident with Now Assist for Security Incident
Response @

* Generate the resolution notes for a service problem case using Now Assist for
Telecommunications, Media and Technology (TMT) &

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Technology
Now Assist for IT Service Management (ITSM) &

Now Assist for Security Incident Response @

Customer
Now Assist for Customer Service Management (CSM) @

Now Assist for Telecommunications, Media and Technology (TMT) &

Employee Now Assist for HR Service Delivery (HRSD) &

Now Assist content and record summary skills

Now Assist skills can provide generative Al summarization capabilities for cases, incidents,
and other records on the ServiceNow Al Platform.

App summary generation
Use the app summary generation skill to quickly summarize what an app does.

You can then copy the summary to the app description, and compare it to other summaries
to identify and eliminate duplicate apps.
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App summary generation in ServiceNow Studio

App summary generation skill

App summary

This is an overview of the app and its purpose. You can generate a
different one by refreshing the summary.

+ App summarized by Now Assist ®

This application manages events by tracking event details,
attendee information, and event locations. It stores data on event
organizers, dates, capacities, attendees, and waitlists. Additionally,
it provides information about event locations, including name,
capacity, status, and description, ensuring seamless event planning
and coordination.

(<] 9] Updated 2025-01-13 20:34:50

Be sure to check Al-generated summaries for accuracy.

{ Use as app description ] m

Generating an app summary

You can generate an app summary in the following product: Now Assist for app summary
generation in ServiceNow Studio &.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Building applications with ServiceNow
Studio &

Record summarization

You can quickly learn the details of a record from record summarization generated by Now
Assist. By reading a record summarization, you can get details about a case or incident and
can save your requester from having to repeat the same information that the requester has
already provided.

() Note: The ServiceNow Large Language Model (Now LLM Service) is the provider for
this Now Assist skill.
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Record summarization integrated with Now Assist context menu

The record summarization skill is enabled with NAcm capabilities. The NAcm animated icon
is located in the Work Notes and Comment fields of the record. Clicking on the NACM icon
inifiates a call to the large language model (LLM), and the response is displayed in a modal
window.

You can Elaborate or Shorten responses, to modify the generated response. The sparkle icon
reappears when a part or the entire portion of the generated text is selected, providing

a menu with options for elaborating or shortening. The selected and modified text will be
replaced with the new text returned from the LLM call, while the unselected text remains
unchanged. You can then paste the final generated text after applying any number of
iterations of regeneration or quick actions, back into the field from which the text creation
call was initiated.

In the following examples Now Assist generated a case/incident summarization in Now Assist
for Customer Service Management (CSM) and Now Assist for IT Service Management (ITSM).
The incident summarization is displayed in the Active Chat pane.

Case summarization in Now Assist for CSM in Next Experience

= st CS0001402 x +
Unable to access - Need Help © Create ~
Contact + Case summarized by Now Assist
Lookup by name, phone or email 3 Generate secord sumumary
Q Issue:
Unable to access system
: Case A Key Actions Taken:
. 3
Reported issue: not able to access the system and it's not powering up
Number
C€S0001402 Service Level Agreement:
Show more
Channel
Web - o 3
s e Check Al-generated content for accuracy. o R
Boxeo
o Activity 2 Y Q &
s Mark Johnson éyewsago. A
Seodiet Additional comments + 2019-02-15 13:59:04
ACME Corporation ACME DM
s | am not able to access the system and its not powering up. Can you please help?
Asset , Mark. Johnson 6 years ago v
- Assigned to John Jason was Empty and 7 updates
Partner Contact
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Case summarization in Now Assist for CSM in Core Ul

Favorites History Workspaces Admin

Case - CS0000010 <+

Q_ Search v

e ¥ = - [Discuss Follow 1 Close Case || Update ” Assign to me
L

+ Case summarized by Now Assist ©

% Generate record summary

Issue:
Charging repeatedly
Service Level Agreement:

SLA: Case - Priority 3-4 resolution (5 days), State: In progress, Breached on: 2025-01-15 04:30:30

Show less

Check Al-generated content for accuracy.

o - Updated 2 years ago

In the Now Assist for ITSM example, Now Assist generated an incident summarization that can
be displayed in Next Experience or Core Ul.

Incident summarization in Now Assist for ITSM in Next Experience

@ Home INC0011513 x +

Unable to access the network. © ©rsiive

Overview Details Related records

+ Now Assist incident summary ©

% Generate record summary

Issue:

Unable to access network via TeamViewer, fails to establish connection

to Login page
Key Actions Taken:

« Restarted computer
« Installed latest version of TeamViewer

Service Level Agreement:

« Total number of SLAs - 25
« Total number of breached SLAs - 13
« Number of SLAs by state

Show less

Check Al-generated content for accuracy.

o3
+

Summary

Short description
Unable to access the network.

Description

1 am not able to establish a connection to the network via TeamViewer. |

click the "Cannect” hittan hit never oot tn the | ncin nace | have latect
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Save Create ch

Compose Stacked view
& Work notes & Additional comments (Customer visi... S Email

Enter your Work notes here

Activity 4 Yy aQ ¥ .
rama.korvi@snc
Field changes o 2024-02-26 11:14:23

Impact 3-Low

Priority 5 - Planning

Opened by  andrea.tan@snc

Incident state In Progress

rama.korvi@snc

Additional comments o 2022-04-05 09:12:09

Makenna.Clark@htfco.com 2022-04-04 11:11
Resolved! Thank you for the timely reply!!!

- rama.korvi@snc
Additional comments o 2022-04-05 09:07:25

Jason.Gray@htfco.com 2022-04-04 11:06
restarted computer. Kindly give it a try now

s ramakorvi@snc
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Incident summarization in Now Assist for ITSM in Core Ul

Incident = e
iz ¢ v =
+ Now Assistincident summary © o A
R Generate record summary
Issue: |
Unable to access network via fails to ish c ion to Login page
Key Actions Taken:

* Restarted computer
« Installed latest version of TeamViewer

Service Level Agreement:
Show less

Check Al-generated content for accuracy. 0 R

Number | INC0011513 Sentiment  Positive

Sentiment over time  Improving

ol

* Caller

Category | Inquiry/Help v Channel | - None-- v

Subcategory | --None - v State | InProgress v

0

Service Impact | 3-Low v

Service offering Createdby ramakorvi@snc

HQ

Urgency | 3-Low v

Je)

Configuration item
Priority 5-Planning

Assignment group

Jolipe)

@

Assigned to

% Short description | Unable to access the network.

Generating a case or incident summarization

You can generate a case or incident summarization for the following products:

* Summarize a case by using Now Assist for Customer Service Management (CSM) &

e Summarize a dispute or claims case with case summarization &

e Summarize a safety incident by using Now Assist for Health and Safety @

» Summarize a case by using Now Assist for HR Service Delivery (HRSD) &

* Summarize an issue using Now Assist for Integrated Risk Management (IRM) &

* Summarize an incident by using Now Assist for IT Service Management (ITSM) &

* Summarize a legal request or matter by using Now Assist for Legal Service Delivery (LSD) @
e Summarize a security incident with Now Assist for Security Incident Response @

e Summarize an account onboarding case using Now Assist for Telecommunications, Media
and Technology (TMT) &

e Summarize a service problem case using Now Assist for Telecommunications, Media and
Technology (TMT) &

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product
Technology
Now Assist for Infegrated Risk Management (IRM) &
Now Assist for IT Service Management (ITSM) @
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Now Assist products and workflows (continued)

Workflow Product

Customer

Employee

Now Assist for Security Incident Response @

Now Assist for Customer Service Management (CSM) &
Now Assist for Financial Services Operations (FSO) &

Now Assist for Public Sector Digital Services (PSDS) &

Now Assist for Telecommunications, Media and Technology
(TMT) &

Now Assist for Health and Safety &

Now Assist for HR Service Delivery (HRSD) @

Now Assist for Legal Service Delivery (LSD) @

Finance & Supply Chain

Now Assist for Accounts Payable Operations (APO) @
Now Assist for Supplier Lifecycle Operations (SLO) &

Now Assist for Sourcing and Procurement Operations (SPO) &

Change request summarization

Use the change request summarization skill to quickly capture important details of the

change request, including the current status.

A change request summary provides you with a concise summary of a change request. The
summary is based on the change request state and is generated from the information in the

related table.

Change request summary in Now Assist for IT Service Management (ITSM)

_ ChangeRequest
= CHG0502442

4" Change Request summarized by Now Assist (D

Objective:

.1t0 3.0.0, Justi

Upgrade Service Operations Workspace ITSM
Plan:

Test plan: Vali
plugin from 2.0.1t0 3.1.0 (CTASK0164387).
Ri

d, i i issues. i Upgrade the

Lowriskinvolvedin
Affected Cls:
No configuration items

Impacted services:
Noservices are impacted.

OB 00

New s futhorize scheduled

Number | CHG0502442
Requestedby [ |4

Category | Internal Application v

Service‘ Q

Generating a change request summary

is No Conflict.

Updated 2024-10-15 12:25:40

Implement Review Closed Canceled

Change is waiting for approval

You can generate a change request summary in the following products.

Summarize a change request by using Now Assist for IT Service Management (ITSM) &
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Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Service Management (ITSM) &

Chat summarization

You can quickly learn the details of a chat from chat summarization generated by Now
Assist. By reading a chat summarization, you can get enough details about the chat and can

save your requester from having to repeat the same information that the requester already
provided to Virtual Agent.

Summarize a chat with Now Assist for Customer Service Management

The chat summarization skill generates a condensed version of the conversation between

live agents or between a requester and Virtual Agent. Chat summarizations are generated in
these situations:

* When the conversation ends.
* When the agent uses the /summarize quick action in Agent Chat.

* When the user selects Chat Summarization or enters summarize chat in the Ask Now Assist
to field on the Now Assist panel.

* When an interaction is fransferred from Virtual Agent to a live agent and the conversation
is at least six lines long. The chat summarization displays in a summary card in the

conversation and also populates the interaction's summarization and short description
fields.

¢ A live agent fransfers an inferaction to a different live agent.

@ Note: Now LLM Service is the provider for this Now Assist skill.

See Configure chat summarization and chat reply recommendation skills in the
Now Assist Admin console for information on activating the Now Assist Chat
recommendation skill.

In the following example, Now Assist generated a chat summarization in Now Assist for HR
Service Delivery (HRSD).
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Generating a chat summarization

You can generate a chat summarization in the following products.

e Summarize a chat conversation by using Now Assist for Customer Service Management

(CSM) B

* Summarize a chat conversation by using Now Assist for HR Service Delivery (HRSD) &

* Summarize a chat conversation by using Now Assist for IT Service Management (ITSM) &

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow

Product

Technology
Customer

Employee

Now Assist for IT Service Management (ITSM) &

Now Assist for HR Service Delivery (HRSD) @

Now Assist for Customer Service Management (CSM) &

Configuration item (Cl) summarization

Configuration items (Cls) are a central element in numerous features such as Incident
Management and Event Management, and they are associated with the respective
incidents and alerts. This skill gathers all of those incidents, alerts, security vulnerabilities, and
associated records info a single summary.

You can use Now Assist to create a summary of a configuration item and all of the

information that is associated with it.
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A configuration item with a Now Assist summary
= F;E’ﬂtIEBRd @ “+ = -- | OpeninCMDBWorkspace ” Update ” Delete l

+ Computer summarized by Now Assist G) A~

Summary:

The configuration item BETH-IBM is of the class Computer, with the most recent discovery date and time being
2007-04-12 16:17:45. There are no associated incidents, problems, or change requests. No services are linked to
this Cl. The most recent discovery source that updated the Cl is unknown.

5P o Updated 2024-10-08 10:59:00

Be sure to check the Al-generated summary for accuracy.

MName | *BETH-IBM | Company | ACME North America ‘ Q, |

Asset tag | P1000228 | Serial number | L3BB911 |
Manufacturer | Lenovo ‘ Q | Model ID | Lenovo ThinkStation 520 ‘ Q | 0]
Asset P1000228 - Lenovo ThinkStationS2 | O Assigned to | Beth Anglin ‘C-\ | ©

For more information, see Now Assist for Configuration Management Database (CMDB) &
and Configuration Management Database (CMDB) &.

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for Configuration Management Database (CMDB) &

Correlation insights for records in Security Operations

Generate correlation insights from the Now Assist panel fo help you connect past events to
the security incidents you are working on.

You can use the related information you generate from existing security incident (SIR),
incident (INC), change request (CHG), problem (PRB), and vulnerable item (VIT) records

to avoid duplicating your investigation into the security incident you are working on. Get
information about affected users, configuratfion items, and observables that already exists to
help you resolve new security incidents more quickly.
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Returned results for correlation insights generated for a configuration item from

the Now Assist panel for a security incident

servicenow Al Favorites History Security Incident Response Workspace 7 Q Search

[l | Create Response Task | -

Category: Malware Priority: @1=Ciical Risk score: 95 Assigned to: Miranda Ju ~ State: Review
Security Tig ©

Overview Details Investigation Response Tasks Related Records Other Records Post Incident Review Relationship Graph

Now Assist

+ Security Incident summarized by Now Assist (O Share to work notes | A
Issue:

Malware infection on a user's workstation

Details:

A user's workstation showed unusual behavior and was found to be infected with a Trojan. The antivirus detected the threat but couldn't fully quarantine it. The workstation is
still active on the network, and the user can't access critical files and applications.
Observations:

The malware infection affected the user David Loo and his workstation *DAVID-IBM. Suspicious processes and IP addresses were identified, and some files were quarantined.
Some files were restored using Windows File History, but not all. No lateral movement was detected within the internal network.

Key Actions Taken:

« Performed a basic check of running processes using Task Manager

« Ran a deeper malware scan using an advanced malware removal tool

« Blocked suspicious IP addresses at the firewall

« Attempted to recover files using Windows File History and restore points

« Engaged IT backup team to verify latest backup and ensure a clean restoration of critical files

View less &

& B (8] Updated 2025-01-15 09:26:57

Be sure to check Al-generated summaries for accuracy.

Description

Areport has been received regarding a suspected malware infection on a user's workstation. The user noticed unusual system behavior, including slow performance,
unauthorized network traffic, and unfamiliar files appearing on their desktop. The antivirus program detected potential malware (Trojan) during a scheduled scan, but it was
unable to fully quarantine the threat.

The workstation is currentlv still active on the network. and the user is unable to access critical files and anlications.

Generating correlation insights

Here are the records from the
past 30 days for the
configuration item: *DAVID-
IBM.

The malware incident on
*DAVID-IBM, a Lenovo
ThinkStation $20, may be
related to outdated software
(Chrome browser, antivirus
software), a potential hardware
issue (laptop battery), and a
security feature bypass
vulnerability in the Microsoft
Wireless Keyboard 850. The
vulnerability and outdated
software have a medium and
hi nd

+ SIR0010080: Lost laptop in
office could be related if the
device was not properly
secured or if the malware was
installed before the loss.

+ SIR0010079: Phishing
attempt from
donotreply@notascam.com is
likely unrelated as it does not
directly involve the Cl.

+ SIR0010078: Chrome
browser is out of date could
be a contributing factor to
the malware infection.

» INCO010006: Review crash
report is likely unrelated as it
does not directly involve the

Ask Now Assist to...

You can generate correlation insights with Correlation insights with Now Assist for Security

Incident Response &.
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Technology

Now Assist for Security Incident Response @

Docs summarization in Collaborative Work Management

Gain insights info the page content by summarizing it orimprove content quality by refining it

in Docs for Collaborative Work Management (CWM).

Quickly summarize the content of a page in CWM Docs. Whether you're reviewing long
documents or preparing for meetings, Doc summarization skill helps you stay informed and

efficient.

With the Doc summarization skill, you can also elaborate and shorten selected content,
resulting in improved content quality within the CWM Doc pages. Quickly shorten lengthy
paragraphs, paraphrase bullet points, or expand on key points ensuring that your content is

tailored to specific needs.
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L] Phases and milestones #

Milestones

.

.

.

.

.

+ Now Assist @

B IU

£
]

% Summarize

Key milestones: 1. Planning: Define objectives, create project plan, and

Phase 1: Planning & Promotion (2 n
Define challenge objectives, rules, a
Develop a detailed project plan and
Create a dedicated website/landing
Launch a social media campaign to
Identify and secure sponsorships (if
Phase 2: Registration & Team Form:
Open registration for participants.

Facilitate team formation and provic
Conduct introductory webinars on [
Phase 3: Hackathon Weekend (3 da

Check Al-generated content for accuracy

Provide access to the [SaaS Company Name] platform and necessary resources.

Organize workshops and mentorship sessions.

Set up a dedicated Slack channel for communication and support.

Host networking events and social activities.
Phase 4: Judging & Awards (1 month)

Collect project submissions and conduct a thorough evaluation.
Organize a demo day for finalists to present their solutions to a panel of judges.
Announce and award winners in various categories (e.g., Best Overall Solution, Most Innovative

Solution, Best Environmental Impact).
Phase 5: Post-Hackathon (Ongoing)

promote event {2 months). 2. Registration: Open registration, facilitate team
formation, and conduct webinars (1 month). 3. Hackathon: Provide resources,
organize workshaops, and host events (3 days). 4. Judging: Evaluate
submissions, host demo day, and announce winners (1 month). 5. Post-event:
Showcase winners, publish report, and provide ongoing support (ongoing).

Showcase winning projects on the [SaaS Company Name] website and social media channels.
Publish a report summarizing the hackathon outcomes and key learnings.
Maintain contact with participants and provide ongoing support.

Email project summary

Schedule the project summary emails o help Project Managers track key elements such
as milestones, resource assignments, tasks, financials, RIDAC (Risk, Issue, Decision, Action,
Change request), and overall project metrics.

The Now Assist for Strategic Portfolio Management (SPM) application includes the skills and
features of generative Al that enable Project Managers to generate a summary from the
project. Your Project Managers can use the email project summary skill o analyze project
changes and prioritize them based on theirimpact and urgency.

o Note: Now LLM Service is the default provider for the email project summary Now
Assist skill. You can also choose the Azure OpenAl Al provider. For more information, see

Configuring

Generative Al Controller.

In the following example, the Now Assist generated a summary of the project in Project

Workspace.

Email project summary skill in Project Workspace

Planning
ED Details
# Financials
@ RIDAC
@ Analytics

ED Docs

& Status Reports .

(yHome > PRI0010004

Migrate to Cloud based Recruitment Platform 2 O @ O B Resources not synced

o WBS > Short description Plannedsta..  Planned en...
N 1 Resource allocations =] 2024-10-10... 2024-10-21...
N 2 Resource planning =] 2024-10-19... 2024-10-25...

[ 3 Resource task 8 Oe 2024-10-05.. 2024-10-07...
N 4 Task analysis B e 2024-10-25.. 2024-10-25...
N 5 Cloud management =] 2024-10-05... 2024-11-05...

Planned dur...

7 Days
5Days

0 Seconds
0 Seconds

22 Days

Resource asignments @) | 1, All

Start on spe...
Start on spe...
Start on spe...
Start on spe...

Start on spe...

Resource assignment - 1 Resource allocations 2024-10-10 - 2024-10-21

Resource Effort Start date
Barbara D1 1FTE  2024-10-10
Adam Q1 1FTE  2024-10-10

End date

2024-10-21

2024-10-21

Resource st...

Approved

Pending

Time constr...

B3Grid [ Gantt

(=]« IR (-]

Group
FIN_DEV

FIN_QE

Dependency  State Assigne A ot
Pending Delete project
Pending Move project
Duplicate project
Pending
Import from MS project
Pending Export project
Pending Launch help video
Generate Email Insight

RST—— (v~ ]

07-Oct-2024 14

Role Skill Planned Pl
o i
“ ow i

For more information, see Schedule the project summary emails with Email project summary

skill @,
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Availability

This skill is available in the workflow and product as shown in the following table.

Now Assist product and workflow

Workflow Product

Technology Now Assist for Strategic Portfolio
Management (SPM) &

Engagement and touchstone summarization

Use this skill fo create a summary of an engagement including risks, initiatives, outcomes,
cases, and infernal plays. You can also create a summary of the different fouchpoints in the
engagement lifecycle.

The engagement summary skill provides you with a concise summary of all activities and key
points of information associated with an engagement. With this skill, you can do the following
tasks:

e Generate an initial summary of the engagement so that you can understand the context.

* Summarize all the work associated with an engagement.

The touchpoint summary skill provides you with a concise summary of the different
touchpoints in the engagement lifecycle. With this skill you can do the following ftasks:

e Generate an initial summary of the fouchpoint so that you can understand the context.

e Summarize all the work associated with a touchpoint.

Both skills are available in CSM/FSM Configurable Workspace and in Core Ul.

An engagement summary in Configurable Workspace

Measuring Customer Satisfaction and Net Promoter Score

Overview Health Success blueprint Renewal and expansion

+' Engagement summarized by Now Assist (D) ~ Upcoming touchpoints
N touchpoints
Engagement: a= (0 upcoming touchpoir
5= There are no upcoming touchpoints

The current engagement is in the Renew stage
with a Green health. The initial go-live date is

2024-09-03 and the renewal date is in 25 days. Risk signals and issues

Work Notes: New (0] Overdue (1) | | High priority (0) | | All[2)
Work Notes - Customer satisfaction survey sent to 3 .
1000 customers, response rate of 30%. NPS Due date Short description Priority Probability Risk or issue Created

calculated at 50, indicating a positive customer

experience. Follow-up surveys planned to gather 2024-12-21 05:50:59 [RK] Testing 4-Low Qccurred Risk 2024-12-1005:51
insights and i te tisfaction.
riore InsIgnts and improve customer saistaction 2024-12-30 05:50:59 [RK] Testing 4= Low High Risk 2024-12-10 05:51
Qutstanding actions in progress:
+ Risk Signals & Issues - 1 record due in next Showing 1-2 of 2
15 days, 2 in In Progress state, 1 with
Occurred probability, 1 with High probability N
+ Internal Play - 2 records due in next 15+ Work items
days, 2 with current progress as Paused Q@) soces ) Overdue(0) | Paused (2] Unassigned (0) | Due soon 0) | In progresst0) View All » Sort by Priority v
+ Success Cases - N/A
« Success Initiatives - 2 records with current
progress as Not Started
+ Success Outcomes - 2 records with current :lwl?zmo“ &
progress as Paused, 3 not achieved, 1 with

Due date  Priority Assigned to Customer contact

current progress as Not Started 4-low  Alsjandro Mascall -

View less & Category General

o RO o Updated 2024-12-21 20:28:53

For more information, see the following topics:
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e Summarize an engagement using Now Assist for Telecommunications, Media and
Technology (TMT) &

e Summarize a touchpoint using Now Assist for Telecommunications, Media and Technology
(TMT) &

Availability

This skill is available in the workflow and product as shown in the following table.

Now Assist product and workflow

Workflow Product

Customer
Now Assist for Telecommunications, Media and Technology (TMT) &

Feedback and multi feedback summarization

Summarize one or multiple feedbacks received using the feedback summarization or multi
feedback summarization that is generated by Now Assist. By reading a feedback summary,
your product managers can get enough details to improve the product features, usability,
and performance.

https://player.vimeo.com/video/1016235687%2
h=c41764ac08&badge=0&autopause=0&player_id=0&app_id=58479

The Now Assist for Strategic Portfolio Management (SPM) application includes the skills and
features of generative Al that enable product managers to generate a summary from the
customer feedback. Your product managers can generate a summary from the name and
description of one or multiple feedback record so that they can quickly understand the
feedback context. With feedback summarization or multi feedback summarization skill, your
product managers can eliminate the need to analyze feedback manually.

() Note: Now LLM Service is the default provider for feedback summarization or multi
feedback summarization Now Assist skill. You can also choose the Azure OpenAl Al
provider. For more information, see Configuring Generative Al Controller.

In the following example, Now Assist generated a multi feedback summarization in Now Assist
for Strategic Portfolio Management (SPM).
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All feedback [ New fecdback |

Overview  List

[ﬂl][n_av] + Summarize (3) ]| Link Product dea | ~ |

[ Namey Importance Assigned to 10}
Feedback summary
© [ HRBulk Case: Enable reference qualifiers on Ul page Low Aaron Peterson e
o ~
© [ Restrict case assignment group selection based on the ability to edit the HR Case High Boston Arellano
© [J  Improve formatting of the Description field on a HR Case Low Beckham Sulliva *+ Enhancement to HR Task Type "Collect Employee
Input": Improve script include
© [ Variable Support for HR Case Tables High Caden Kramer EmployeeDataCollection” to handle multiple records
and provide a solution for agents to view employee
° Allow the HR Case Creation Configuration to be conditional Medium Ben Pineda form resuits in HR tasks.
’ « Conditional HR Case Creation Configuration: Make
® q o
B Enhancement to HR Task Type "Collect Employee Input' High Ben Pineda R Cote Creation Coneamation coneitions) baded on
© [ “Internal* Attachments on HR Cases — JES— user groups or roles to display different HR services
and fields,
° Allow static hyperlinks at HR Task Template - Checkist High Caden Kramer . User Experience: Integrate statc HTML hyperinks in
© [J  Guided Decisions in Agent Workspace - in the HR Scope Medium Daniel Wagner HR task templates for better user experience and
‘easier access to necessary resources.
© [ Being able to restrict visibility of HR case checklist to multiple groups ow Daniel Wagner
Viewless
B 00 Updated 2024-07-05 10,0330
Be sure tocheck Al generated summaries for accuracy.

Copy and create productidea | ~ |

3 feedback records will be linked to this planning item

Showing 1-10 of 65 1.2 3 4 5 5 5 Records perpage 10 ¥

For more information, see Summarize the feedback by using Now Assist for Strategic Portfolio
Management (SPM) &.

Availability

This skill is available in the workflow and product listed below.

Now Assist product and workflow

Workflow Product

Technology Now Assist for Strategic Portfolio Management (SPM) @

Write planning item skill

Refine your contextual text using Write planning item skill that is generated by Now Assist.
By reading a elaborate or shorten text summary, your portfolio managers can get enough
details to improve the planning items.

The Now Assist for Strategic Portfolio Management (SPM) application includes the skills and
features of generative Al that enable portfolio managers to refine contextual information.
Your portfolio managers can generate a elaborate or shorten text summary from Name
and Description fields so that they quickly understand the planning item context. Improve
record quality and user satisfaction by enabling Al assistance in the Description field across
all Strategic Planning Workspace forms, including product idea, demand, epic, project,
capability, feature, and story. With Write planning item skill, your portfolio managers can
eliminate the need to analyze planning items and stories manually.

The write planning item skill helps in improving clarity and completeness of your work item
and reduces the rework due to missing or unclear planning item information.

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

71


https://docs.servicenow.com/csh?topicname=feedback-summary-sentiment-topics&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=feedback-summary-sentiment-topics&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=feedback-summary-sentiment-topics&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=feedback-summary-sentiment-topics&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=now-assist-spm&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=now-assist-spm&version=yokohama&pubname=yokohama-it-business-management
https://docs.servicenow.com/csh?topicname=now-assist-spm&version=yokohama&pubname=yokohama-it-business-management

servicenow.

Write planning item skill

S Lsts 3 emable their purehase &

enable users to complete their purchase transactions directly from the mobile versi.. & | unkfeedvock | [T Ea LR | Sve | -
Tyee State Updated

Orst 2023-06-13 11:41...

Details Docs Planning items  Related itefms Goal/Target Relationships Feedback
1

&
1 -~ 4 Refined by Now Assht ()
Product idea
it This feature allows users to conveniently and
enable users to complete their purchase transactions directly from the mobile v securely purchase products or senvices using
their mobile devices withaut having to switch
Descrigtion to a desktop verskon. By enabling users te
This feature alows users to conveniently and securely purchase productsor (711 Tl R SO e
services using their mobile devices without having to switch 1o a desktop froth tha inotsle version of 2 waltte or
ersicn Adding S Check-ouboption to the moblle version canimprovetheuiser] | 77 . on. the addition of a check-out optian
experience, increase sabes, and enhance customer satisfaction. e T B e, =
increase sales, and enhance customer )
== Refine ~ o B attachments svadable
Panning state. Cowme
New - Megan Burke [Portfolio Mana @ o ) Ding ¢ vabect Flak bo upload
Chasck Al-penerated conbent for Scourscy B B
. #

For more information, see Refine planning items content using write planning item skill &.
Availability

This skill is available in the workflow and product listed below.

Now Assist product and workflow

Workflow

Technology Now Assist for Strategic Portfolio Management (SPM) &

Fulfiller summarization for Sourcing and Procurement Operations
Summarize requests and their related records to quickly update fulfillers on their progress and
open action items.

These skills provide a fulfiller with a summary of procurement-related records. This enables
them to get visibility into the status of the record in the procurement process and
consequently enables them to take the necessary actions quickly.

The fulfillers can get a summary of the following procurement records using the Source-to-Pay
Workspace.

* Sourcing request summarization
e Purchase requisition summarization

* Procurement case summarization

For more information, see Summarize a record by using Now Assist for Sourcing and
Procurement Operations (SPO) in Source-to-Pay Workspace &.
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A record summary by Now Assist in Source-to-Pay Workspace

ServiCenOW Al Favorites History  Workspaces Source-to-Pay Workspace 7 Q. Search
Al = List PC0001004 x4
&) rcoooi004 o (osouss J (5o ][]
o I Sute Case type Priorty
Warren Summers In review Send NDA for Sign... 5+ Planning
Detalls  PurchasingTasks ~ Related work ~ Emails
¥
! Procurement Case ~ Compose suacked view () Record summary
(o]
- wiComments @ Work notes (Private) = Email
PC0001004 Enter your Comments here -
iew: A=
Casetype Overview:
Send NDA for Signature - e AT A procurement case has been created for a new $2349 purchase from Pacific Color Graphics, which requires €
an NDA to be sent for signature to the supplier. This case has been assigned to Warren Summers and is due by
Document template March 21st. The business owner, Alan Edwards, is requesting this purchase, which is classified as a net new ®
" requisition type.
a Activity 't ¥ Q
Actions completed:
Interna signer Warren Summers
a B oo changes 20250017 212136 b2
Due date State In review Next steps:
2025-03-21 21:20:31 ® Impact  3-Low - The NDA needs to be sent for signature to the supplier for the new $2349 purchase from Pacific Color
Priority 5 - Planning Graphics.
Reauested by s
Assigned to Warren Summers
@ Showmore N s |
frerty it Be sureto check the Al generated summary for aceuracy. L)
5- Planning

Availability

This skill is available in the workflow and product as shown in the following table.

Now Assist product and workflow

Workflow Product

Finance & Supply Chain  Now Assist for Sourcing and Procurement Operations (SPO) @

Gen Al Docs

Summarize content in documents using Gen Al Docs that is generated by Now Assist. By
reading a document summary, you can get enough details fo improve the features, usability,
and performance of a product or project.

Use these generative Al skills to generate a summary from documents and eliminate the
need to analyze documents manually. The following skills are available in Now Assist for
Strategic Portfolio Management (SPM) and Now Assist for Enterprise Architecture (EA):

e ADR Doc Summarization and Actions
¢ EAP Teams Gen Al Docs
¢ Planning item Gen Al Docs

* Project Gen Al Docs

@ Note: Now LLM Service is the default provider for these Now Assist skills. You can also
choose the Azure OpenAl Al provider. For more information, see Configuring Generative
Al Controller.

In the following example, Now Assist generated a document summary in Now Assist for
Strategic Portfolio Management (SPM).
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en Al Docs skill

Q) (3 Home > PRI0010004

Planning .
Migrate to Cloud based Recruitment Platform 2~ © @ O 8  Resources not synced Resource assignments @) | i, Al BBGrid 3 Gantt Add Task .
&) Details
- 3-2024 4-2024
#: Fifiandials o WBS > Short description Planned sta..  Planneden..  Planneddur...  Time constr... & & av
September October November
@ RIDAC
: 0 1 Resource allocations & 2024-10-10..  2024-10-21..  7Days Start on spe... [
@ Analytics
O s 0 ;2 Resource planning & 2024-10-19.. 2024-1025..  5Days Start on spe... [am)
@ statusReports | § O i 3 Resource task B 0Oe 202410-05.  2024-10-07.. O Seconds Start on spe... L3
<
: 0 i 4 Task analysis ©e 2024-1025. 2024-10-25..  OSeconds Start on spe... &
: 0 ¢ 5 Cloud management & 2024-10-05..  2024-11-05.. 22 Days Start on spe... ——>
T ———————————————
-1 Resource allocati 0- c Alocation heatmap @)
07-Oct-2024  14-Oct-2024  21-Oct-202
Resource Effort Start date End date Resourcest..  Group Role skill Planned Planned Planned
Barbara D1 1FTE  2024-1010  2024-1021  Approved FIN_DEV DEV Ux ---
Adam Q1 1FTE  2024-1010  2024-1021  Pending FIN_QE QE Ux ---

For more information, see the following topics:

¢ Generate the summary for selected or complete content with Project doc summarization
skill in Project Workspace @

¢ Generate the summary for selected or complete content with Planning item doc
summarization skill in Strategic Planning &

e Generate a summary for Architectural Decision Records (ADRs) &

Availability

This skill is available in the workflow and product as shown in the following table.

Now Assist product and workflow

Workflow Product

Technology
Now Assist for Enterprise Architecture (EA) @

Now Assist for Strategic Portfolio Management (SPM) &

Publisher compliance summarization
Use this skill fo generate a comprehensive summary of publisher details, making it easier to
understand publisher compliance details.

Provides insights into publisher summaries, focusing on software inventory, license
compliance, optimizations, and configuration health. The streamlined process highlights
critical information regarding your software assets, making it easier to manage licenses and
ensure compliance with publisher contracts.

For more information, see Generate publisher compliance summaries by using Now Assist for
SAM &.

Availability

This skill is available in the workflows and products listed below.
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Now Assist products and workflows

Workflow

Technology Now Assist for Soffware Asset Management (SAM) &

Sidebar summarization

Generate a summary of Sidebar discussions between agents, requesters, and subject matter
experts using the Sidebar discussion summarization skill.

You can use Sidebar discussion summarization for any task table you've enabled Sidebar on.

Summarizing Sidebar chats integrated with Microsoft Teams is also supported. For more
information, see Sidebar and Microsoft Teams &.

Summarize a Sidebar discussion in Workspace

MS Office is not updating. Please he...

1211am

« Discussion summarized by NowAssist (D) @Foryou

« Beth requested help with a Microsoft
issue.

« David identified a patch update as the
cause and suggested restarting the
laptop to resolve it.

Share to work notes.

Check Al-generated summaries foraccuracy ¢ 1

Generating a Sidebar discussion summary

You can generate a chat reply recommendation in the following products.

* Summarize a Sidebar discussion by using Now Assist for Customer Service Management
(CSM) &

e Summarize a Sidebar discussion by using Now Assist for IT Service Management (ITSM) &

e Summarize a Sidebar discussion by using Now Assist for HR Service Delivery (HRSD) &

Availability

Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Service Management (ITSM) @

Customer
Now Assist for Customer Service Management (CSM) &

Now Assist for Field Service Management (FSM) @
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Now Assist products and workflows (continued)

Workflow

Employee Now Assist for HR Service Delivery (HRSD) &

Test summarization

Use this skill fo create a test run summary after the test is executed. It includes the main points
covered during the fest execution, including the test output, test interpretation, and other
defined test parameters.

The test summarization skill provides you with a concise summary of the test executed for
a service problem or technology product support case, including the test outcome, test
interpretation, and other parameters configured for the specific test definition. With this skill,
you can generate the test summary so that you can analyze the root cause of the problem.

The test summarization skill is available in CSM/FSM Configurable Workspace and in Core Ul.

A test summary in the Workspace window

TestWithoutMesaure TRO001011
This service test is a simple one

Details Test response

Downstream Speed 16A second 75 to null

State Completed

+ Test Run summarized by Now Assist (D

OVERALLTEST OUTCOME:
Fail
OVERALLTEST INTERPRETATION:

The overall test outcome is Fail because the test measure value for Downstream Speed does not
meet the specified threshold rule TRV0001008. The lower limit value of 75 is not satisfied.

Downstream Speed:

 Test Outcome - Fail
« Test Interpretation - The test measure value for Downstream Speed is 16, which does not
meet the threshold rule TRV0001008. The lower limit value of 75 is not satisfied.

[elLe} s} Updated 2024-07-08 23:36:12
Be sure to check Al-generated summaries for accuracy.

|| Setresult

Cancel

For more information, see the following topics:

e Summarize test for a service problem case using Now Assist for Telecommunications, Media
and Technology (TMT) &

e Summairize test for a technology product support case using Now Assist for
Telecommunications, Media and Technology (TMT) &

Availability

This skill is available in the workflow and product as shown in the following table.
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Now Assist product and workflow

Workflow Product

Customer
Now Assist for Telecommunications, Media and Technology (TMT) &

Work order task closure summarization

Field service agents can create detailed notes and close work order tasks faster with help
from Now Assist.

@ Note: Now LLM Service is the provider for this Now Assist skill.

In the following example, Now Assist generated a work order task summarization that is
displayed in the Mobile app.

Example closure notes for a work order task on a mobile device

Close complete

+ Closure notes generated by Now
Assist

Learn more

" Closure notes ¥A
I visited ACME Airlines to complete a task of
replacing HP Indigo Digital Press, L10546
on March 1st. The task was completed
successfully and took 34 minutes to
camplete,

Steps taken:
- Obtained a new printer, HP Indigo Digital

Press L9862, from the inventory room
« Replaced the old printer,

Create a follow-up task

For more information, see Generate work order task closure summaries in the Mobile Agent
application @ and Generate a work order task summary &.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Customer Now Assist for Field Service Management (FSM) @
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Now Assist explanation skills

These Now Assist skills provide generative Al capabilities for understanding table values on
the ServiceNow Al Platform.

Change request risk explanation

Use this skill fo show the explanation of the calculated risk rating for a change request.

Use the Now Assist icon # on the Risk field of the change request to calculate the risk. Results
are low, medium, or high.

+ Now Assist

X Elaborate

1. Potential business impact from current Change Request fields:
-The RAID controller card failure on PSORA1 could lead to system downtime, potentially impacting business operations and data
access. This downtime could result in financial losses, decreased productivity, and dissatisfied customers. The extent of the impact would
depend on the duration of the downtime and the criticality of the services affected.

2. Potential practical risk from current Change Request fields:
- Replacing the RAID controller card involves i
could also lead to increased workload for the IT team, as they would need to manage the change process and any issues that arise.
Additionally, there s a risk of human error during the replacement process, which could further exacerbate the situation.

3. Potential risk identified in similar Change Requests:

-CHG0030004 and CHGO000077 had an "t " close code, indicating potential i during the ocess. This.
suggests that there may be underlying problems with the replacement process that need to be addressed. CHG0030005 had a
“successful issues” butthe tion the i the current request, suggesting a recurring problem. This
indicates that the issue may not have been fully resolved in previous change requests, and could potentially recur in the current request.
- CHG0030002 and CHGO000087 had successful close codes, but the similarity in issue and implementation plan suggests a potential
risk of recurrence. This suggests that while the previous change requests were successful, there are still similarities in the issue and
implementation plan that could potentially lead to recurrence.

4. Overall Risk score and other sub-metrics in the reasoning:

-The Overall Risk Score is Moderate, derived from the highest sub-metric score of Low for Performance based Risk. This suggests that
while there are potential risks associated with the change request, they are not considered to be high-risk. However, the Risk
Assessment sub-metric score is not provided, which could provide further insight into the level of risk associated with the change
request.

- The Risk Assessment sub-metric score is not provided, but the recurring nature of the issue and similarities in implementation plans

< Refine ~. 22 ¢ o
Elabor;te
Shorten ntent for accuracy. [
1

For more information, see Explain the risk of a change request by using Now Assist for IT
Service Management (ITSM) &.

hich could disrupt services and affect productivity. This d

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Service Management (ITSM) &

Now Assist recommendation skills

These skills provide generative Al recommendations for chat and email replies, as well as
recommended actions for security incidents.

Chat recommendation

Generate areply based on the context of the chat conversation using Now Assist. Chat reply
recommendations provide agents with quick replies to common questions.

The chat reply recommendation skill displays a pop-up window that an agent can use o
generate a recommendation with Write with Now Assist, and then review it before sending it
as areply. In the chat message window, either type a response, or leave it blank, and then

select the Now Assist animated icon +

See Configure chat summarization and chat reply recommendation skills in the Now Assist
Admin console for information on activating the Now Assist Chat recommendation skill.
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() Note: Reply recommendations are generated based on KB articles, similar chats, and
the context of the conversation.

Generate a reply recommendation in Workspace
servicenow i

Favorites  History Workspaces  Admin Service Operations Workspace

Ini IM: 14 x
G_‘\] & Inbox | MS00000: +
et .
=y . svailable ~ Active Chat IMSO000014 -
I Type State Opened for
— Chat Work in Progress  Abel Tuter
a ‘What's your issue of request? Or take a
=) ° look at what | can help with. Details  Related records
& (-~ o Interaction ~
2024-07-10 10:21-48
'1"r [ Opened loe
9 Live Agent Support. IMS0000014 Abel Tuter
Please stand by while | connect you to a Type Asgned o
@ live agent. Chat System Administrate
State Wit time
Agent has joined. Wiork in Progress - Days  Hours Minules Seconds

4] Q L] 7

¢ Chat nari ped by MNow Assist & Private
1= Shart description
De= s Abel Tuter requested live agent
support.
Mo inbox e s The virtual agent connected them to a
live agent. Chat Summary

Check Al-generated summaries for accuracy g E

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

9 iy laptop is broken

s Public Chat

& Private Chat

Merj:saﬁc visible to everyone

Generating a chat reply recommendation

You can generate a chat reply recommendation in the following products.

e Generate a chat reply recommendation by using Now Assist for Customer Service
Management (CSM) &

e Generate a chat reply recommendation by using Now Assist for IT Service Management
(ITSM) &

¢ Generate a chat reply recommendation by using Now Assist for HR Service Delivery
(HRSD) &

Availability

This skill is available in the workflows and products listed below.
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Now Assist products and workflows

Workflow Product

Technology Now Assist for IT Service Management (ITSM) &
Customer Now Assist for Customer Service Management (CSM) &
Employee Now Assist for HR Service Delivery (HRSD) @

Email recommendation

Generate recommendations for email and suggest femplates based on the context of the
conversation using Now Assist. This skill can help your agents to draft emails quickly and stay
focused.

You can generate email response recommendations in New, Forward, and Reply scenarios.
The email recommendation skill displays a pop-up window that an agent can use o
generate a reply recommendation or compose a new email or complete a draft. In the
email message window, either type a response, or leave it blank, and then select the Now
Assist animated icon + .

The following actions are available from the Now Assist context menu:
* Generate recommended email for new, forwarded, and finishing draft mails.
¢ Refine the recommendation by elaborating or shortening the response.

e Configure the skill on Now Assist configure page to utilise the change tone action while
creating email responses. The possible fones are casual and formal tones.

¢ Availability of email template recommendations while composing an email.

© Note:

* Reply recommendations are generated based on KB articles, similar chats, and the
context of the conversation.

* The email recommendation skill is under Case skill in the Customer group. For more
info, see Now Assist for Customer Service Management (CSM) @.

¢ The email recommendation skill is under Incident skill in the Now Assist skills for [TSM. For
more info, see Now Assist for IT Service Management (ITSM) &

* The email recommendation skill is under Case skill in the Employee group. For more
info, see Now Assist for HR Service Delivery (HRSD) &.

e Currently, Generative Al application is only supported for the English language.

You can access various Generative Al application features in workspace and Uil é or classic
experiences alike:

* Generating an email response recommendation

¢ Email template recommendations

@ Note: Enable the system property glide_ui_load_seismic_email_client on the Now Assist
Admin panel to load the new and upgraded email client experience on Ul16, consistent
with workspaces. This change to automatically enable the system property applies
only when the Generative Al application email skill is enabled for the first time. If you
already have Generative Al application configured on your instance and would like to
access these features in Uilé or classic experience, you can enable the system property
manually. By default, the system property is setf to false.
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Access to the upgraded email client is not available with email options customized by
business units. Please update the sys-email table and revise the business rules to utilize the
upgraded email client on Ul 16.

Generating an email response recommendation by Now Assist

You can generate an email response recommendation:

Email reply recommendation

= List C€S0001568

x  +

Router not connecting to WiFi ©

Contact 7 i Activity
Andre & Andre
Mobile phone Business phone Received Emal + 2024-07-11 13:21:06
31155 J 31155] Subject Re: CS0001568 - Router not connecting to WiFi
Email Account From i
-—@gmailcom Boxeo Canada
+ Write with Now Assist o]
i Case ~ Hello Andre,
Number
CS0001568 | Thank you for reaching out to us regarding the issue with your router not
connecting to WFi after the firmware upgrade. | understand how frustrating
Channel | this can be, and I'm here to help.

Email

Account

[ Boxeo Canada

Based on the information you provided, | would like to suggest the following

Contact

Andre

Product

Asset

steps:
oa I 1. Disable and re-enable WiFi on your computer. For Windows XP, right-click
on your wireless icon and choose "Repair”. For Windows Vista, right-click on
“"Network Connections" and choose "Diagnose and Repair".
© Q | 2. Restart your router and try to connect to the WiFi network again. You may
need to refresh the network list on your computer several times for the
network to be found.
Q | ue nersists. vou mav need to download the firmware undate from
Insert
| Check Al-generated content for accuracy.

lastThursday R & & A~

Compose email

To:

[ Create v l [ Compose ¥ ] [ Manage case v 1 m [7]

aQ 1 . Record Information

Overview

Account

Boxeo Canada

Contact

y@gmail.com

5 Subject: Re: CS0001568 - Router not connecting to WiFi

|®
a

P

On Thursday 11, July 01:21:06 PM PDT, 'Andre |

Ogmail.com>' wrote:
Hi John,

Thank you for your prompt response. I followed the steps you

provided. After performing a factory reset and reconfiguring the
router, it still does not connect to the Wifi network. The router's
lights indicate that it is powered on and the firmware version is

@

E R}

To learn more, see Generate an email reply recommendation by using Now Assist for
Customer Service Management (CSM) &

Email template recommendations by Now Assist

You can view the email templates recommended by Now Assist. You select Apply femplates
in the Compose email screen to view the Email femplates, Response templates, and Quick

messages. Now Assist recommends you the templates to select and insert it to your email.

Email template recommendation

@ Home INC0010252

Need replacement of laptop batt:

Overview Details Rel.

i Incident
Need replacement of laptop battery

Description

Need replacement of laptc

x + Email templates
Found by Now Assist (2)

lated records

Issue Resolved

Al response templates (10)

Case Closed

Escalation of Your

op battery
Request

Feedback Received

Response templates

Escalation of Your
Request

Apologies for the Delay

Quick messages

J Q Search response templates

5

We are escalating your issue regarding [brief description of the

issue] to a higher level of support. A specialist will review the
details and get in touch with you shortly to assist further.

Thank you for your patience.

»

Save \ Create change request ‘v

o« [ Record Information
Last updated by Beth Anglin
- 2024-01-01 05:41:32
Caller
Abel Tuter
Product Management
Brasila - 22.05:28 America/Los Angeles
[ Contact
| send email
Caller assets
Recent interactions
Recentin

Assigned to

Number state Issue Resolved
INC0010252 In Progres - Need more information
Caller % Impact @ ODnft saved I
Abel Tuter a 3-Low -
Location Urgency Activity
a 2 - Medium -
4 BethAnglin
Channel Priority 4-low Additonsl comments « 2024-01-0105:4132
Self-service - 4-Low Called user.
Guided and assisted him how to replace the battery.
Category Watch st The battery has been replaced and system is working fine.
Hardware . r No more assistance required.
Issue resolved.
Subcategory Work notes st Abel Tuter
B -
- None -- - Q Additonsl comments + 2024-01-01 05.40:30
Yes. battery is working now. Thanks
Opened

2024-01-01 05:33:34 )
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You can also search for response templates by using the keyboard shortcut keys. In the
Compose email screen, type /r to view the response templates recommended by Now
Assist.

Keyboard shortcut key to view response templates recommended by Now Assist

@ Home INC0010252 x +
Need replacement of laptop battery © save | [ Create change request | v | m -]
Overview  Details  Related records
EELomments & VVOrK notes (Private) weman
i Incident G - o e Record Information | s
. Last updated by Beth Anglin Q
Need replacement of laptop battery susiect | Assistance Required: Laptop Battery Replacement st pse
o
Description
B I YU & Verdana v 10pt v Bv Caller .
Need replacement of laptop battery Q Abel Tuter
Produ
L] Bra 8 America/Los Angeles &
Templates found by Now Assist
ot o Escalation of Your Request ( Contact ] €
INC0010252 In Progress - Escalaton of Your Recuest N
. < Issue Resolved a2 B 7
Caller % impact ety g B 7 | Send email -
Abel Tuter oal [3-Low -
Location Urgency Activity Yy Q I
a| [2-Medium N
& BethAnglin Assigned to
Channel Priorty 4low Additionalcomments  2024-01-0105:41:32
Self-service - 4-low Called user. (-3 Beth Anglin
Guided and assisted him how to replace the battery.
Category Watch s The battery has been replaced and system is working fine. ‘ Pa——
Hardware . o | Nomore assistance required. v
Issue resolved.
Subestenory ok notes et & Abel Tuter View additional cotabeorators
— None -- - Q Additional comments » 2024-01-01 05:4030

Yes. battery is working now. Thanks
Opened

2024-01-01 05:33:34 3 Beth Anglin

Additional comments « 2024-01-01 05:40:23

e

il
g

0 Note: with the new and upgraded email client experience, you can also access the
draft management options like creating email, managing drafts, previewing the drafts
and the discard option.

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

Customer

Now Assist for Customer Service Management (CSM) @
IT Service Management Now Assist for IT Service Management (ITSM) &
Employee Now Assist for HR Service Delivery (HRSD) @

Major Incident Management email content recommendation

Draft an email using well-structured templates to communicate with stakeholders about
a major incident. Use different GenAl variables in the template types to communicate
efficiently to requesters as per the context.

You can compose email content to communicate about a major incident scenario as a part
of incident management. The major incident management email content recommendation
skill provides well-structured templates where you can fill the necessary fields values and
create email content using an Al-generated response.

This skill recommends the most relevant templates from the list of templates based on the
case context. The context comprises different factors like previous emails, targeted email
recipients, timelines and latest developments since last communication. Select a template
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that fits the context and refine your choices until you find one that clearly communicates
your email response.

In a scenario where the content isn't generated as required, the skill identifies and displays
the potential errors.

Use Now Assist context menu to refine the recommended content by elaborating, shortening
or changing the fone of the response.

Composing an email content recommendation by for major incident
management

You can compose a major incident management email content recommendation for Now
Assist for IT Service Management (ITSM) &. To learn more, see Generate a Major Incident
email content recommendation by using Now Assist for IT Service Management (ITSM) @.

Availability

This skill is available in the workflows and products listed below.

Now Assist products and workflows

Workflow Product

IT Service Management Now Assist for IT Service Management (ITSM) &

Security incident recommended actions

View generated remediation steps that might solve security incidents without having to
check multiple sources for information.

In Security Incident Response Workspace, you can use the Now Assist icon in the sidebar to
generate recommended actions from existing security incidents and knowledge articles.
Your analysts can create a response task from the recommended actions.

Generated recommended actions are displayed in cards. Up to four references for the
actions are displayed at the top. These references can be any combination of knowledge
articles (KB)s or security incidents (SIR#).
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Recommended actions for an incident in Security Incident Response Workspace

virus spread &

Security Tag ™

Overview Details

Category: Malicious code act...

=) & Home SIR0001779 x

Investigation

Priority: @1 - Critical

Risk score: 92 Assigned to:

m m l Create Response Task l E]

State: Contain

Response Tasks Related Records Mare =

+ Security Incident summary by Now Assist

\

Description

Configuration
items

By...

No data
available

There are no
scores
available for
the indicator
or for the
selected
criteria.
Contact your
ServiceNow
administrator
for more
information.

For more information, see Generate recommended actions for a security incident with Now

Business Impact

Affected users

By...

=

No data
available

There are no
scores
available for
the indicator
or for the
selected
criteria.
Contact your
ServiceNow
administrator
for more
information.

a user was infected via email virus. Virus copied the email to the GAL and
company is experiencing wide-spread virus spread

Threat Intelligence

Observables

By fi...

B

Mo data
available

There are no
scores
available for
the indicator or
for the
selected
criteria.
Centact your
ServiceMow
administrator
for more
information.

Assist for Security Incident Response &.

Availability

By...

=

No data
available

There are no
scores
available for
the indicator
or for the
selected
criteria.
Contact your
ServiceNow
administrator
for mare
information.

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Recommended actions 73

+ Generated by Now Assist ()

References: SIR0001200, KBOD00347

Analyze the virus for indicators o...

1. Retrieve the infected email and its
attachments for further analysis. 2. Extract the
wirus from the email attachment using a secur..

View Create response task
details

Contain the spread of the virus b...

1. Implement network-level blocking rules
based on the identified |OCs such as IP
addresses and domain names. 2. Use a...

View Create response task
details

Eradicate the virus by cleaning inf...

1. Use a reputable antivirus solution to clean
the infected systems and remove the virus. 2.
Update all systems with the latest security...

View Create response task
details

Recover from the incident by rest...

1. Identify all systems and data that have been
affected by the virus. 2. Restore affected
systems and data from secure backups that...

View Create response task
details

® @ @ @

Technology

Now Assist for Security Incident Response @

Now Assist tfransformation skills

Transform inbound and outbound data between provider and consumer tables in Now Assist

for Telecommunications, Media and Technology (TMT).

Transform Mapping Assist

Use this skill fo automatically fransform inbound and outbound data between provider and

consumer tables in Now Assist for Telecommunications, Media and Technology (TMT).

The Transform Mapping Assist skill uses the Now LLM Service. It enables Service Bridge

providers to automatically generate a transform mapping between provider and consumer
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tables. This skill streamlines the transformation mapping process by reducing errors and
improving overall efficiency.

The Transform Mapping Assist skill does the following:
¢ Automatically generates choice mappings between provider and consumer tables.

¢ Provides meaningful error messages if the inbound or outbound data cannot be
fransformed.

* Maintains detailed logs for successful operations and errors to aid in troubleshooting.
* Saves time and reduces manual effort by automating the transformation mapping process.

* Reduces errors and enhances the quality of integrations through automatic mapping.
For more information, see Automate transforms with Now Assist for TMT &.

Availability

This skill is available in the workflow and product as shown in the following table.

Now Assist product and workflow

Workflow Product

Customer
Now Assist for Telecommunications, Media and Technology (TMT) &

Now Assist skills in the Creator workflow

Now Assist for Creator includes a number of skills that can make developing on the
ServiceNow Al Platform more efficient.

App generation

App generation enables developers to kickstart application building through conversation.

The app generation skill lets your developers begin creating applications through a natural
conversation with generative Al. They can describe their business process and engage in a
back-and-forth conversation with Now Assist to develop an application for your organization.
With this feature, your organization can expedite the initial development of a basic app that
can then be customized.

() Note: Your administrators and developers must be assigned with the admin and
now.assist.creator roles to use app generation. For more information about using app
generation, see Generate apps with Now Assist for app generation within ServiceNow
Studio &.
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App generation begins

Now Assist

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

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

+ Create an app

Create an app

Use this feature only in an
instance intended for
development.

| can help you create an
application. To get started, I'll
be asking a series of questions
to better understand your use
case. Let's begin: What is the
° purpose of the application?

l |Ask Now Assist to...

There are three distinct phases to building apps with Now Assist for Creator using the app
generation skill and a fourth phase to verify the app in App Engine Studio.

App generation workflow

E H= =] x]

Conversation on Generate app App generation Verify app in
business process requirements App Engine Studio

Modify app requirements

Conversation

Your developers can chat with Now Assist for Creator to specify the business
processes they want in the application including the details on the objectives,
users, workflows, and experiences.

Refinement

Now Assist for Creator provides a summary of the application requirements
based on the information collected during the conversation. The developer
reviews each summary and if the requirements meet the application's needs,
they move forward with generating the app. If the developer wants to make
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changes, they can stay in the conversation and keep editing. Now Assist
continues to refine the application requirements based on their comments, and
provides summaries until the developer chooses to proceed with generating the
application.

Generation

Now Assist for Creator generates the application and associated components,
including the tables, roles, access control lists (ACLs), and record producers.

The developers can open and verify everything that is generated in App Engine Studio,
which is available with Now Assist for Creator. The developer can modify the app to make
it suit your organization's needs. For example, the app's functionality can be extended by
adding flows and automation, script includes, business rules, and other features.

For more information, see Now Assist for app generation in ServiceNow Studio @.
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator @

Catalog item generation
Use the Catalog item generation skill to create catalog items of your choice using Now Assist.
The Catalog item generation skill helps reduce the time needed to create catalog items.

While creating a catalog item, you can describe the catalog item you want, and Now Assist
generates the catalog item for you.

For more information, see Now Assist in Catalog Builder @.

() Note: Verify that you have activated the skill before creating a catalog item by using
Now Assist.
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Now Assist for creating a catalog item

servicenow All  Favorites  History  Workspaces  Admin Catalog Builder < Q Search

(A 5 Create catalog item

Now Assist Now Assist ¢
Details °
Location

Questions

Settings

Access

Fulfillment o

Review and submit

+ Use Al-powered Now Assist to help build your catalog item

Now Assist uses descriptions you write to generate parts of your catalog item. You will be able to review and edit anything generated by Now Assist.

Create a travel visa a request form with start date, end date, destination country, country of birth, passport number and business justification. Make travel start
date and passport number mandatory.

4

Skip for now + Generate with Now Assist

Availability

This skill is available in the following workflow and product.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator @

Related topics

Now Assist in Catalog Builder &

Intelligent code recommendations

Code generation is designed to empower developers to write scripts quickly with Al-
generated code based on text or code prompts and can improve time to value for
applications.

Now Assist for Creator activates the code generation skill. With code generation, you provide
text describing the code to generate and get code suggestions in the JavaScript editor on
forms in the ServiceNow Al Platform and in Script steps in Workflow Studio. Developers with
varying levels of experience in scripting on the ServiceNow Al Platform can benefit from using
code generation to get started writing custom scripts or iterate on scripts more efficiently.

0 Note: Now LLM Service is currently the only provider for this Now Assist application's
skills.

To generate code suggestions, you describe the goal of the code to generate in the Code
with Now Assist dialog box. The code suggestion appears in the lines following your prompt
but isn’'t added to your script until it's accepted.
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seript @ (¢ ] (O [ E[8«[32][Qw [~ |[E]@ ][ B [ % |[ % ][share Feedback
1
2

{function executeRulel{current, previous /#null when asyncs/) {

var re = /([ ON NN, i@ 40N [P OV NN, 5 ivs@ ' T+)#) | (M. +*) del (v [[e-9]{1,3)\. [e-0]{1,3}\. [e-9]{1,3}\. [e-9]{1,3}N]
if (lre.test(5tring(email).toLowerCase(})) {

0S.addErrorMessage(gs. getMessage( "Invalid email address'));

current.setAbortAction(true);

1
2
3
4+ var email = current.getValue('email');
5
6
7

8-+
9+ ¥

104
+ Code with Now Assist

+ Code with Now Assist (1) X

Validate emails using regex @

Review the Now Assist generated code in the editor for accuracy. Accept adds

the proposed suggestion
=) -]

Optionally, you can furn on code completion functionality to use code or single-shot prompts
in script editors with Now Assist for code generation.

Developers must be assigned the now.assist.creator role to use code generation. To get
started developing with Al-generated code, see Now Assist for code generation &.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Data visualization generation

Data visualization generation lets users create Platform Analytics data charts through
conversation.

The data visualization generation skill lets your users create relevant charts and scores based
upon natural language queries and available data, leveraging Platform Analytics. The charts
can show data from Platform Analytics table and indicator data sources. This skill simplifies
the process of data visualization generation and configuration, potentially increasing
efficiency.
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Asking Now Assist for a data visualization

MNow Assist

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

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

» Create a data visualization

« get a temporary badge
° » order a laptop

Create a data visualization

Hi, what would you like to

° visualize?

The incidents that were
unresolved for over 30 days
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Request results: Visualization details

Close dialog

Visualization details
+ Visualization generated by Now Assist. Check it for accuracy.
Number ~  Resolved 7  Opened Short description
INCO000601  2024-06-14 04:09:56  2024-06-11 02:42:59  The USB port on my PC stopp...
INCO000038  2024-06-1512:56:13  2024-03-22 17:36:44  my PDF docs are all locked ...
INCO0O00036  2024-06-1512:56:13  2024-03-22 17:33:49  Issue with networking
INCOO00035  2024-06-1512:56:13  2024-03-25 17:32:47  Reset my password

INCO000034  2024-06-06 09:12:01  2024-02-27 12:25:29  Does not look like a backup...

View all

Table
Incident [incident]

Conditions

Resolved > javascript:gs.daysAgo(30)

Because it is part of Now Assist for Creator, data visualization generation requires the
now.assist.creator and now_assist_panel_user roles. You also need access to the data that
you want to see. If you want to add the visualization fo a dashboard, you need editing rights
to that dashboard. If the user asks for a data visualization while a dashboard is open, and
they have editing rights to that dashboard, they have the option to add the visualization to
that dashboard.

For more information, see Data visualizations in Platform Analytics 8@ and Analyfics
Generation @.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Flow generation
Use the flow generation skill in Workflow Studio to create new flows.

Create multi-step flow outlines with generative Al. Flow outlines require configuration to add
input values and data references.
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Use Now Assist to create a flow

O Workflow Studio g8 untitled file « @

+ Build with Now Assist Build from scratch

Describe what you want your flow to do and Al-
powered Now Assist will build it for you

Flow name %

° ** ‘ Create incident update ‘

What would you like this flow to do? % ®

- @ When an incident task is closed, look up all incident tasks associated to the
parent incident, and if all are closed, then mark the incident resolved.
’ *.

. . N ~ - Try an example prompt
See detailed instructions 4 ple promp

Application

By using Now Assist you acknowledge that your personal data will ‘ Global
be processed in accordance with our Privacy Statement.

> Show additional properties

Cancel ‘ Build flow with Now Assist
)

For more information, see Flow generation @.
Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow

Creator Now Assist for Creator &

Flow recommendations
Generative Al recommendations can help you author flows by recommending possible
components based on what you've entered.

Select the next component in your flow from a list of Al-generated recommendations. The
system generates recommendations based on the current position in the flow and the flow
component names listed before.

Example flow recommendations

! Demo of flow recomme
©) Workflow Studio B e x @
E: Demo of flow recommendations nxtive = o o | vew T @
TRIGGER Data collapse Al >
» Flow Variables
@ ncident Created where (Short description starts with [demol)
 Trigger - Record Created
ACTIONS  select multiple » ("Incident Record ) Record
N (“incident Table ) Table
(+) Add an Action, Flow Logic, or Subflow B —
- (Run Start Time UTC ) Date/Time
* Recommended @ Create Record Create Task Look Up Record Look Up Records Update Record o
+ @ @ @ ook @ ook e @ (" Run start DacerTime ) Date/Time
ERROR HANDLER ()
f an error occurs In your flow, the actions you add here will run
Status: Draft Application: Global A
[ P

For more information, see Flow recommendations.

© 2025 ServiceNow, Inc. All rights reserved. 92
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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://docs.servicenow.com/csh?topicname=flow-generation&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=flow-generation&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=flow-generation&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=now-assist-for-creator-landing&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=now-assist-for-creator-landing&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=now-assist-for-creator-landing&version=yokohama&pubname=yokohama-build-workflows

servicenow.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Playbook generation

Now Assist for Creator includes the playbook generation skill. Playbook generation gives
generative Al capabilities to playbook authors, who can provide text directions to create a
playbook outline with placeholder activities.

Playbook generation is a skill installed with the Now Assist for Creator (sn_now_creator)
application. You can install this application from the ServiceNow Store 8 website.

Access the playbook generation skill when creatfing a new playbook in Workflow Studio.

) Workflow Studio 355 New Playbook
Playbook

_ + Build with Now Assist Build from scratch
I Tell us about your playbook and Al-powered
<+ Now Assist will build it for you

Playbook name »*

O .
(] ;

Now Assist directions * @

Describe the stages and activities that should take place within the
playbook. Specify whether the stages or activities should happen in parallel
or sequentially. Include as much detail as possible.

= Try an example

See detailed instructions™
Application *

( Global -

By using Now Assist you acknowledge that your personal data will
be processed in accordance with our Privay Statement.

Cancel

For more information, see Playbook Assist &.

o Note: Playbook authors must be assigned the now.assist.creator role to use playbook
generation. See Playbook Assist roles @ for more information.

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product
Creator Now Assist for Creator @
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Refine content

Use the refine content skill to shorten, elaborate, rephrase, or generate content in the fields
by using Now Assist.

The refine content skill helps users shorten, elaborate, rephrase, or generate content in the
Short description and Description fields in the Details step while creating or editing a catalog
item.

You can also elaborate or shorten the content in the Instructions field and the Conversational
label field in the Questions step.

For more information, see Now Assist in Catalog Builder @&.

() Note: Verify that you have activated the skill before refining the information in the
fields for a catalog item.

Short description and Description fields in the Details step

Servicenow Feroites  History  Wordspsces  Admin Catalog Bulder

5 Travel Application el s |

Details <

Provide baslc Information and detals about your ftem

Location

# Questions Basic info
Settings
- Traved Application
Fulfilimer .
ot e ston -
Review and submit Catalogue for Travel Applications ¢
Baborate
Gemerate
Shorten
Itern details
Irape
Atach Fike
C cn
B I w > Verdana = gt == A g # B <« T E=E EviEv
This catalog wem alicws wiers Lo dubmit travel appication.
« Destinations: Uisers can sslect multiphe dEstinations from the options United States, Cansds, Brazd, Ingia, Cnin, Russia, Awstralis, Germany, France, and lsgan. The ssfaul
destination Is Chins.
Continue to Location
Availability

This skill is available in the following workflow and product.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Related topics

Now Assist in Catalog Builder &

Robotic Process Automation (RPA) bot generation

Use this skill to create automations, activities, and automation logic from text instructions and
preview options.

RPA developer or RPA admin roles are required to use this skill.
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Access RPA bot generation skills from the RPA Desktop Design Studio user interface.

Enable RPA bot generation to gain the following benefits:

e Build simple, brand-new automations quickly and efficiently.

¢ Easily add new activities to existing automations, ensuring modularity and scalability.

¢ Use in-line prompting to refine automation logic, whether starting from components or a
empty design surface.

For more information, see the following topics:

¢ Create an automation with Now Assist &

* Create an activity with Now Assist &

¢ Build an automation with Now Assist &

Licensing requirements

The Now Assist for RPA Hub application requires a Workflow Data Fabric (previously known as
Automation Engine) license and a Now Assist for Creator license.
Related topics

Robotic Process Automation (RPA) bot generatfion &

Supporting information for Now Assist for RPA Hub &

Spoke generation

Generate spoke and create actions using Now Assist in Workflow Studio.

Overview of spoke generation

Build custom spokes for the required third-party applicatfion by using its APl documentation.
Kickstart spoke creation by copying and pasting the required APl documentation snippet

in Workflow Studio. This feature is useful when the required third-party application doesn't
have an OpenAPI specification or Postman collection. To use the feature, activate the spoke
generation skill in the Now Assist for Creator feature.

© 2025 ServiceNow, Inc. All rights reserved. 95
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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://docs.servicenow.com/csh?topicname=create-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=create-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=create-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=create-activity-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=create-activity-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=create-activity-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=build-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=build-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=build-automation-now-assist&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=rpa-bot-generation&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=rpa-bot-generation&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=rpa-bot-generation&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=now-assist-rpa-hub-supporting-info&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=now-assist-rpa-hub-supporting-info&version=yokohama&pubname=yokohama-integrate-applications
https://docs.servicenow.com/csh?topicname=now-assist-rpa-hub-supporting-info&version=yokohama&pubname=yokohama-integrate-applications

servicenow.

Create spoke using Now Assist

BUILD INFO

How do you want to create your spoke?
Select the method by which you want to create your spoke.

Create using APl specification

s% OpenAPI

o Postman collection

Create using documentation

4 Now Assist

j’ Using action designer

coce =

Use Now Assist to generate action preview

© Workflow Studio gg Notion Spoke «
3 Spoke

@ Notion Spoke: Generate action

Add the context to generate preview

Now Assist Context % © Characters left: 13555

createGroup

https://app.360learning.com/api/v1/groups
Create a group.

Note: To prevent slowness within the platform, you are unable to create more than 30,000 groups.
+ Recommended number of groups for optimal performance: < 5,000
Recommended number of groups not to exceed: 10,000

Returns :

A status code (group_created, missing argument : {name/public}, invalid argument : {name/public})
The group's id if successful
Changelog :

Milestone E (Apr 18): the parent group can be set using this call. The parameter is optional and the
default value is the id of the top level group (organization).
- - PARAMS

company
B q company_id
See detailed instructions 7 pen-

(Optional) Include the company ID to authenticate calls via the API key as query parameter. For more
e e information on the authentication methods supported by our AP, see Authentication Methods.

will be processed in accordance with our Privacy Statement. ini PP y 5 3
apikey

api_key

For more information, see Use Now Assist fo create spokes and build actions &@.
Availability

This skill is available in the workflow and product listed below.
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Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Ul generation
Use this generative Al skill fo quickly create experiences by describing what you want using
natfural language.

To generate a Ul experience, describe the table, chart type, and navigation your users will
be working with. For best results, include as much detail as possible.

Once generated, you can review the generated experience and accept or reject it. Once
accepted, you can modify the experience description to achieve the desired results.

Example main page for a new experience

Experience

This experience was generated by Now Assist

* Be sure to check it for accuracy and make any edits needed. Note that there may be some differences from the preview.

Incident Management -»

Generated with Now Assist

Roles

ntmanagement12/ 5 Workspaceappshel (o s user

Pages and variants (%)

lives at a specific URL. When a user opens the URL, they will see a diferent variant of this page based on the audience, conditions, and order that you .

URL path Order Audiences © Condiions @ Modified

o ot 21, 2024 Editor Settings

sy ot 21, 2024 Settings

 Record Irecordr{{table}}/{{sysId}) oaz202¢  settiy -

Record o ocx21, 2024 Editor Settings

For more information, see Experience generation @.

Availability

This skill is available in the following workflow and product.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator @

Work Notes Analysis

Use this skill fo identify the work notes and generate insights about inefficiencies, challenges,
and other reasons that cause reassignment of work.

Overview of work notes analysis
Access the work notes analysis skill from the Process Mining user interface.

Work notes analysis helps identify the work notes and generate insights about inefficiencies,
challenges, and other reasons that cause reassignment of work using GenAl. The reason for
reassignment or change in fransition is logged in the work notes.

For more information, see Now Assist for Process Mining &.
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Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Creator Now Assist for Creator &

Now Assist skills in the Platform workflow

Most Now Assist generative Al products include skills in the Platform workflow, such as product
navigation. Some Now Assist products include skills for the conversational user and platform
experience, as well as knowledge article recommendations.

Now Assist conversational experience

Conversational experience generative Al skills can improve the user self-service experience.
Platform Now Assist skills generate search summaries, order catalog items from the chat
window, and create Virtual Agent topics that use large language model (LLM) topic
discovery.

The following skills require Now Assist in Al Search and Now Assist in Virtual Agent. Both are
available in some Now Assist products.

You can set up Now Assist in Virtual Agent from the Conversational Inferfaces Console @
or from the Now Assist Admin console. For more information, see Configuring Now Assist in
Virtual Agent @.

For more information, see Now Assist in Virtual Agent 8 and Now Assist in Al Search &.

Now Assist Multi-Turn Catalog Ordering

This skill gives users conversational access to available options in the Service Catalog.

Users can request an item, such as a mobile phone. The user can then provide more
information to refine the search. For example, they may refine their request to a blue 256-
GB iPhone. They can even request a new item instead, all in the same conversation, and the
generative Al creates its responses using natural language.
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New email catalog request from the chat window

+ ) Now Assist i + ) Mow Assist |

2110 PR

Employes Benefits

Create a new email account

2110 PM

Depending on your needs,
Hi Beth. How can | help you there are multiple email types
today? available.

I'm an Al-powered virtual

agent and can answer OK, | can help with: Create a
questions, fulfill requests, new email, The best way |'ve
and generally point you in found to do this is here in chat.
the right direction. What would you like to do?
I'm still learning, so | might Gt started
make mistakes sometimes, Show more results
Check my answers for o Ask something else
ACCUracy,

o How can | help you today?

o 5

Great. First, what do you want

o to do with your new email?

For more information, see Now Assist in Virtual Agent @.

Now Assist Q&A Genius Results

Use this skill to help users find answers to their questions in a conversational format. Now Assist
summarizes the Q&A Genius Result answers with references.

Now Assist in Al Search uses the Now LLM to extract actionable Q&A Genius Result answers
from knowledge article results found in Service Portal, Virtual Agent, Employee Center,
and global searches. When a user submits a question in search, Al Search retrieves the

top knowledge artficle result and passes it to the Now LLM for answer generation. Answers
augment the user's search results, displaying as actionable Now Assist Q&A Genius Result
answer cards. For reference, each answer card includes a link to its source knowledge
article.
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(¥) Now Assist

Requested Item RITMOO10006

Request for new emall

Request sent. I'm ready to help
with more questions or
o requests, Beth

change my ESPP election

+ Answer generated by Mow Assist (0

Once the ESPP open enrallment
window ends, you cannot make any
increases to your payroll deductions

Source: ESPP FAQ KBOOODD24

Here's what | found for you,
What would you like to do?

I'rm all st

o Shiow maore results

=

o

For more information, see Now Assist in Al Search &.

Now Assist Topics
Use this skill fo create Virtual Agent topics that use large language model (LLM) discovery.

Watch this video to learn about LLM topics in Virfual Agent.

https://player.vimeo.com/video/10114258252
h=9a3dc725e1&badge=08&autopause=0&player_id=0&app_id=58479

Unlike NLU topics, LLMs don't require models, intents, or keywords to be linked o the fopic.
LLMs can discover topics and perform language-related tasks, such as text generation for
case summaries and resolution notes, without months of training on NLU models. The LLM
does all of the heavy lifting for you. The only requirement is a robust, plain language topic
description. The LLM uses this description to find the best topic match for the user utterance. If
there are multiple potential matches, the user will see a list of topics to choose from.

For more information, see the following topics:
* Now Assist in Virtual Agent @

* LLM topic discovery in Virtual Agent &

* LLM assistants &

Subflows and actions

Use this skill to create Now Assist fopics from Workflow Studio subflows and actions that are
conversation-compatible.
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Like other Now Assist topics, the LLM requires a robust plain language topic description,
which is provided by the action or subflow description and its input hints. The LLM uses this
description to find the best subflow or action match for the user utterance. If there are
multiple potential matches, the user will see a list of subflows or actions to choose from.

Example conversational settings in Workflow Studio

Conversational settings X

Make this action discoverable to users from a virtual agent. You can also restrict access to it by user role and restrict which assistants
can discover it

Is conversational

Action skill name % ©
Create Checklist from Template

Assistants where action s discoverable % @

Default Now Assist Panel - Platform x ) ( Now Assist in Virtual Agent (default) x

Roles which can access this ©

itil x

> Advanced settings

T Save and test conversation

For more information, see the following topics:
» Conversational actions &

e Conversational subflows @

Now Assist document intelligence skills

Document intelligence generative Al skills on the ServiceNow Al Platform® help you to quickly
get the information you need from your documents.

Once activated and configured, these skills are available in the Document Intelligence
workspace. This applies only to documents processed with Now Assist in Document
Intelligence use cases. For more information, see Now Assist in Document Intelligence.

The following Platform workflow skills are enabled by the admin. For more information, see
Activate a Now Assist in Document Intelligence skill.

Now Assist document extraction

The document extraction skill allows agents to use Now Assist predictions to quickly extract
data from documents.

Now Assist uses generative Al capabilities to extract values from the document based on
the fields defined in the skill's use case. Agents use the Document Intelligence workspace o
review and confirm the extracted information.

© 2025 ServiceNow, Inc. All rights reserved. 1 O'l
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be frademarks of the respective companies with which they are associated.


https://docs.servicenow.com/csh?topicname=conversational-actions&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=conversational-actions&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=conversational-actions&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=conversational-subflows&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=conversational-subflows&version=yokohama&pubname=yokohama-build-workflows
https://docs.servicenow.com/csh?topicname=conversational-subflows&version=yokohama&pubname=yokohama-build-workflows

servicenow.

Extracted field in the Document Intelligence workspace

Purchase orders Al changes saved |2 Review
Iti -PO_1, 1 f 1 ) X8
multipagerEtpee © P X ? @ (@ Review the fields and/or the tables X

before submitting the task

. Results predicted by Now Assist. Be sure to review Al

n Company Name - It generated results for accuracy.
\ Fields ~
1650-36 Saint-Jacques St, Montreal QC H2Y 1P5 Canada
Tel: + , Fax: +  Email: KaNoRICS NG
1 Website  www.kanorics.com, Tax Registration Number : KAN384123 X
All(3) (O Warnings(0) More ~
Purchase From Deliver To Purchase Order
< Navigant Consulting Ltd. Kinecrics Inc. P.O. No# 11548FT8 >
360 Queen St 1650-36 Saint-Jacques St Date 110212015 § .
PO Box 1210, Harrow ON NOR 1G0 Montreal QC H2Y 1P5 Your Ref#t ) Company Name
Canada Canada Our Refit
Attention To : Charles Chandler KANORICS INC. nse %
Attention To : John Peavy Credit Terms NA
Email : order@n: m
[Product ID_|Description Quantity [UM]___ Unit Price] Amount
266698 [Logitech Wireless Headset H600 9 |ea $549.99|  $4949.91 vendor *
Navigant Consulting Ltd.
MU84332 | Blue Yeti USB Microphone, Blackout Edition 21 [eA 52099 $620.79)

For more information, see Extract document data with Now Assist in Document Intelligence.

Now Assist document Q&A

The document Q&A skill allows agents to use Now Assist to find answers from documents
based on predefined questions.

Now Assist uses generative Al capabilities to provide answers about the document based on
questions defined in the skill's use case. Agents use the Document Intelligence workspace fo
review the answers and edit them as needed.

Predicted answer in the Document Intelligence workspace

Repon Al changes cwved | 5) Review m

T a4 ofa @ N B a & B Document Q&A

SOC2-Type-1 Example_4,jpeg

(0] Review the fields and/or the tables %
before submitting the task

10 0 e, in 4l materal espect,

& The descrption preseets JeneTech T Iy Zenalech vt hatwes designed s
& e ercd May 1, 2004 1 AUgUsA 2, 2004 B ccortance w ; ’ .
ety vt v el iy 1. 2024 A 23, 2004 n dcoonison wh e * Results predicted by Now Assist,

Toe corrs e e Sescrpton were st s goed Supugha e e Mar 3, -
b T 30 susanch hal TeaTech I 1 3 saevce Be sure to review Al generated results for accuracy.

All(B) Tereview(7)  More =
4, *What is the date of this report?

¥ complementary subsenvce
ety cariroR SLmed i e design of TansTech (T, bne. . costrels Sparaind

September 12, 2024

1 results Berest nthe sec8en of o

[—
e ey CORTU B CORTE Ty RSV A SO : ; signed ta provide
s 3 o vt o e

ce that the company's...

. send
= User iy respanuibes wed how dhey may aPect B user sety ablly © efectively wie

3 e e gt v
e it 5 ‘
£ o LT T ——
is 4 31312 reqabemests and ham (onie s3éress Dot ks
T 0 e . 1 e e 3 M e s soectes Yes 7 [ @Markashert
AP 4P
% 4’"" Explanation
| ohassen Greup LLP
Gkt $arngs. Colorsk The report states in opinion b. that the controls
Septemer 12, 2024 i . N X
stated in the description were suitably designed
= throughout the period May 3, 2024 to August 25,
2024, to provide reasonable assurance that
L ZenoTech IT, Inc's service commitments and system d

For more information, see Review document Q&As with Now Assist in Document Intelligence.

Knowledge content recommendation

Knowledge generative Al skills on the ServiceNow Al Platform provides recommendations for
editing a knowledge article. Once activated, this skill is available on the Now Assist context
menu.

The Now Assist Knowledge content recommendation is a Platform skill that is enabled by the
admin from the Knowledge feature card. The skill allows agents and authors to use the Now
Assist context menu to elaborate and shorten content in a knowledge article.
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The Now Assist context menu in Knowledge Management

SEerviCenOW Al Favorites  History  Workspaces  Admin KCS Article - KB0010583 v0.01 +¢

Q Search v ®

KCS Article

= 2 -
= KB0010583v0.01 ¢ v = Publish || Update |[ Detete |

10 words

Resolution

Verdana v 8pt v B I US AvE2y 16 Paragraph v Q

= O o n-0- BEO o0

Elaborate

Shorten

46 words

For more information, see Edit an arficle using the Now Assist context menu @.

ServiceNow Lens skill

This skill provides generative Al capabilities to read, understand, respond, and act on visual

data such as hand-written texts, images, and websites and take powerful actions to boost
productivity.

This skill is a Platform skill that is enabled by the admin from the ServiceNow Lens skill card and
enables users to perform the following actions:

* Create or update ServiceNow records by auto-filling forms using the extracted data.

¢ Preview the extracted data.

* Provide instructions to extract data in a specific way or to get a specific output.

e Capture multiple screenshots to gather insights from muiltiple images.
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ServiceNow Lens skill in the Platform workflow of the Now Assist Admin console

ServiceNow Lens

All skills related to analyzing and repurposing data captured
using ServiceMow Lens.

All ServiceMow Lens skills

Servicenow Lens | Active

[ View details

Availability

This skill is available in the workflow and product listed below.

Now Assist products and workflows

Workflow Product

Platform
ServiceNow Lens skill

Licensing requirements

The ServiceNow Lens application requires a Workflow Data Fabric (previously known as
Automation Engine) license and a Now Assist for Platform license.

Platform skills

Now Assist includes special generative Al skills, such as the ability to search for records using
plain language, available with the activation of any Now Assist plugin.
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To use these skills, activate one or more Now Assist plugins, such as Now Assist for Customer
Service Management (CSM) or Now Assist for IT Service Management (ITSM).

Dashboard and visualization export skill

Export Platform Analytics dashboards and data visualizations conversationally in the Now

Assist panel. Choose output format and destination.

Dashboard and visualization export skill in Now Assist panel

Now Assist

Hi System! How can | help you
with your work tnday_?

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

« Dashboard and visualization

export

» Explain change risk

« Get a Temporary Badge

» Order a Laptop

« Summarize conversation

Explain change risk |
l Get Temporary Badge I Order Laptop ]

| Summarize conversation |

l Dashboard and visualization export I

Ask Now Assist to...

© Important:

* This Now Assist skill is designed for you to be able to export any dashboard or
visualization that you can access. It is also designed for you to be able to schedule
the export of any dashboard or visualization that you can access if you have the

par_scheduler role or arole that contains par_scheduler.

* You can only select for export dashboards or data visualizations that have been

saved to their respective libraries.

* Although you can directly export only visualizations that are in the library, if you export
a dashboard, you export all visualizations on that dashboard, including those that

were not saved to the library.

* You cannot export technical dashboards, only dashboards that have been created

in the in-line dashboard editor.

e List, pivot, calendar report, and geomap visualizations cannot be exported to

PowerPoint.
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Export options

You can export dashboards and data visualizations to PDF or Microsoft PowerPoint files. You
can also export data visualizations to PNG or JPEG.
© Note:

* List, pivot, calendar, and geomap visualizations cannot be exported to PowerPoint.

* By default, you can export a maximum of 150 visualizations in one PowerPoint export.

If you need more slides, consider exporting the dashboard as separate tabs.

When exporting a dashboard to PowerPoint, you can export the entire dashboard or a
selection of tabs. If there are filters on the dashboard or tabs, you can have any values set on
those filters apply to the PowerPoint export.

You can select from the following file destinations:
* Download
e Email

¢ Scheduled emaill

Specify recipients for an email. If you select scheduled emaiil, also specify the frequency of
the email. You are asked for more details depending on the frequency you have selected.

o Note: If you select Download and the export takes longer than 10 seconds, you
receive the export as an email attachment instead of a download. Thus the export
completes asynchronously, freeing up the Now Assist panel.

For more information about export options, see these topics:
¢ Export a Platform Analytics dashboard &

e Export a visualization from the Visualization Designer &

@ Tip: When one export has been requested, reset the conversation before requesting
another one.

Guidelines and example requests

You can describe the export you want with a variable amount of detail. You are prompted
for any necessary information that is missing. Before the export runs, you are asked to review
the request, giving you a chance to change any options.
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Export request review

MNow Assist
+
4
Here is a preview %mur request:

Export Method: download

Dashboard Name: Analytics Usage
Overview

File type: pdf

Would you like to proceed with
this or change anything ?

Proceed

Ask Now Assist to...

Here are some example requests with different levels of detail, to use in different
circumstances:

Export this visualization fo Powerpoint

If you have a dashboard or data visualization open, you do not have to specify
the name. Now Assist is aware of the context. For this request, you would be
asked for the export method.

Export visualization Asset lifecycle by state to PPT

If you do not have the dashboard or visualization open, either specify its name or
choose it from the list. Always specify whether you want to export a dashboard
or a visualization.

Export and email Usage Overview dashboard

As there are several dashboards with Usage Overview in the name, you are
asked which one to export.
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| understand that you'd like to
export a dashboard via email.
Could you please tell me which
dashboard you'd like to export?

Analytics Usage Overview
Legacy Usage Overview
Usage Overview

ServiceMow Store Usage
Overview

__\.
!

[ skip )

Export to powerpoint the Reports Usage tab of the Analytics Usage Overview dashboard

You can export an entire dashboard or a selected tab to PowerPoint. You can
only export entire dashboards to PDF.

Export this dashboard to powerpoint with applied filters

In this case, you export the open dashboard and apply any filters on the
dashboard as a whole and on any tabs. If you export a dashboard tab with
applied filters, you apply only the top-level dashboard filters and the filters on
that tab. You can apply filters only when exporting to PowerPoint.

Q Tip: After an export request is complete, reset the conversation before beginning a
new request. Otherwise, some option selections might carry over to the new request. If
this happens anyway, consider clearing your browser cache.

Limitations

Recognition of request content can be intermittent. The more detail you specify in your
request, the more likely it is that not all of it will be recognized.

Some prompts are not recognized at all. Avoid the following phrases:

* Mail fo me

* Mail with subject and body as Visualization/Dashboard name

Navigation

Use the navigation skill in Now Assist to take you where you want to go on the ServiceNow Al
Platform.

Overview of navigation

Navigation is a skill in the Now Assist panel that handles record search requests during a
chat. When you ask for records or tables in plain language Now Assist shows you links in the
chat to take you to the best match to your request. For example, you could enter Show me
incident records.
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In the following figure, the user entered navigate me to incidents in the Now Assist panel.
Now Assist responds with a link to the Incidents table.

Navigation query and response in the Now Assist panel

Now Assist

= Answers generated by Al. Review for
accuracy.

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

To give you an idea of what | do
Track what'’s important to you really well, try asking me to:
= Generate resolution notes
* Summarize a record

Shared admin dashboard ~ « Summarize conversation

navigate me to incidents

Open incidents o ¢ Open request items @ Pt This is where you can view the
records '
=] ] ( View Incident )
= 1..
Mo data available. Mo data available.
There Is no data avallable for the selected criteria There s no data avallable for the selected criteria,

When you click the link, the list of all records in the Incidents table displays.

Navigating to the Incidents table from the Now Assist panel

= ¥V @ Incidents| Number o lpearch | Rl Now Assist

Al > Keywords = emails Answers generated by Al. Review for
Number » Opened Short description Caller Priarity State Category accuracy.
2024-01-01 Abraham In )
INCOO10253 i 4- | How c3
e 23:37:27 Language issue Lincoln Low Progress Software Hi ! How can |

help you with your work toda

INCOO10248 2023-12-22  Ovrder stuck inload Alejandra A enerate Nty Inquiry / Help

00:45:11 status Prenatt To give you an ide_a of what | do

INCO0DS005 gfg’gﬁ 1 rliserverts dovm, :‘I":'l ;i:i;a] New Software rfagfz:;lal.t::;g‘;:;i.:i:;s
+ Summarize a record

INCOO0D0S0 ;g:lg;i;'m :':;::'E toconnect to JE:'C:DIU\,'CC 3-Moderate  Closed Inquiry / Help + Summarize conversation
INCOO0005E ggla{\?-ﬁ 10 z«:;:::re problems :::geri 5-Planning  New Inquiry / Help navigate me to incidents
INCOOD0047 ‘212:2:3_3:29 Issue with email JE::DIMC 3- Moderate ';msrm Inquiry / Help This is where you can view the
INCOOD0O32 igi‘;g‘; 10 i;’::" server Down JE::!cs'cc S-Planning  Closed Inquiry / Help
INCO000021 322;2-0021.25 New emplayee hire Fred Luddy 5 - Planning Closed Inquiry / Help
INCeaoeat7 ‘2121451-2; . ::;\';U jereste s JE::::!cs'cc :ri:li;al On Hold Inquiry / Help

Refining your results

You can refine your results further by using more detailed requests. If you enter Show me all
incident records whose status is Complete, Now Assist shows you only the records in
the table with a Complete status.

In the following example, the user asks for all P1 incidents that are in the New state.
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A refined query of the Incidents table

= %W E Incidents Number ' MNow Assist

+ Summarize conversation

All > Priority = 1 - Critical > State = New

Mumber = Opened Short description Caller Priority State Category
X 2018-08-31 X . David ®1- navigate me to incidents
INCO0DF005 21:35:21 Email server is dowm, Miller Critical New Software
| il This is where yi an view the
INCOODT001 ERPEHIE :—mnlif::::::::elr Is L e New Hardware ret:I rld:w SrEveUERMaHne
22:47:10 Pe Miller Critical - pids

dowm, I'

View Incident

Just naw

show me all P1 incidents whose
state is new

This is where you can view the
records

o

View Incident

The number of results is based on how many potential results Now Assist finds in response
to your request. If Now Assist finds more than 10 results, the list is paginated. In the following
example, Now Assist finds two possible tables: the Catalog Item table and the Catalog table.

Multiple table results in the Now Assist panel

= ¥V & Incidents| Number - | Search * Mow Assist
All > Priority = 1 - Critical » State = New state is new
“L Number = Opened Short description Caller Priority State Category
. This is where you can view the
. 2018-08-31 ) ) David o1
INCO00005 21.35:21 Email server is down. Miller Critical Mew Software [r:cords
( View Incident
Employee payroll ; ° =
2018-10-16 i " David &1
INCO007001 22:47:10 application server is Miller Critical New Hardware :
down. Jursk mew

Show me active catalog items

There are 2 potential tables
matching what you are looking
for. Which table would you like
to view?

| Catalog Ite

If Now Assist does not understand your request, you receive an error message asking you
to rephrase your request. You can also choose to navigate to a "best guess" based on your
previous request.
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Rephrase request message in the Now Assist panel

= Y & Incidents | Mumber

All = Priority = 1 - Critical » State = New

Number Opened
z 2018-08-31

INCO00%005 21.35.91
-, 2018-10-16

L EE i E 22:47:10

= | Search

Short description

Email server is down.

Employes payroll
application server is
down,

Now Assist Conversational Help

Caller

Darvid
Miller

David
Millar

Priority State
®1-
Critical Hewt
®1-
Critical e

Category

Software

Hardware

MNow Assist

B T L, T I YA @S PR

for. Which table would you like

° to view?

Jusst new

Conversation:
sn_ci_analytics_st_conversation

Sorry, | am not able to generate
proper filters based on your

t. Do you want to

se your request to try
again or directly navigate to
the table list to add filters on
your own?

L Rephrase request

[ Navigatetotablelist |

This skill provides Generative Al application capabilities for providing answers to the questions

on the Now Assist panel.

https://player.vimeo.com/video/1088792812¢2

h=bceb334712&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479.

The Now Assist Conversational Help skill displays as Get Help on the Now Assist panel.

() Note: The ServiceNow Now LLM Service (Large Language Model) is the provider for
this Now Assist skill to retrieve more precise answers to the users' questions.

You can submit a query by selecting Get Help fo use the option in the Now Assist panel. The
Now LLM retrieves the most relevant result from https://www.servicenow.com/docs/ @ portal
and displays it in the same panel.

0 Note: Effective from this release, the query will retrieve results based exclusively on the
release version of the user's current instance. This enhancement is integrated into the
query process to ensure the delivery of precise results that reflect the latest updates and

features.
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Now Assist

Answers generated by Al. Review for
accuracy.

+

-

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

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

» Explain change risk

» Get Help

« get a temporary badge

» order a laptop

* Summarize conversation

‘» Explain change risk |

l Get Temporary Badge ! Order .__ptop ‘
[ Summarize conversation I Get Help ‘

{ IAsk Now Assist to...

.

@ Note: The Get Help feature is available as a part of Now Assist entitlements. No new
subscription is required.

For more information, see Fetch end points in Now Assist Conversational Help skills.

Now Assist Q&A

Use the Now Assist Q&A skill to help agents find concise, actionable answers from knowledge
articles and content from external search sources for their questions and follow-ups during a
chat conversation.

Now Assist Q&A skill overview

Now Assist Q&A is a skill in the Now Assist panel that supports Al Search multi-turn QnA
capability fo answer user questions. This capability is designed fo combine and summarize
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the information from various Al Search sources, such as knowledge articles, Flows & Actions,
Topics, and external content from sources, such as Microsoft SharePoint or Confluence and
then synthesizes this information into a single actionable answer that is presented through
intuitive cards.

() Note: Multi-turn QnAis a type of conversational interaction where the conversation
can go back and forth multiple times. By enabling users to ask follow-up questions and
request more details, the interaction feels more natural and helpful.

The Now Assist Q&A skill is also designed to remember the conversation history to provide
context-aware responses and handle follow-up questions and responses conversationally
with a user. Each answer card includes a generated response, links to the source knowledge
arficles and external content for reference, and actions designed to match the search
qguery. For more information about configuring external search sources to access external
content, see Add information sources to an assistant &.

Enabling the Now Assist Q&A skill

To enable the Now Assist panel fo access and retfrieve information from knowledge articles
while answering user questions, an administrator must activate the following skills for your Now
Assist application:

¢ Al Search
For more information, see Al Search @.

* Now Assist Q&A
Now Assist .

@ Note: The Now Assist Q&A skill is activated by default. If an administrator turns it off, Al
Search excludes knowledge articles from the synthesized responses that are provided
by the Now Assist Q&A skill.

The following example shows how an administrator can verify that the skill is activated. An
administrator navigates to All > Conversational Interfaces > Assistants. From the Assistants list,
select Now Assist Panel - Platform (default). In the Now Assist Panel - Platform (default) page,
select the Now Assist skills tab, and then confirms that the Now Assist Q&A skill is active.
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MNow Assist Panel - Platform (default) Exit

Overview [}
I MNow Assist skills

Assign Now Assist skills

Display experience . " . . . . . .
play expe A Mow Assist skill delivers generative Al features. Activate and assign the Now Assist skill you want.Learn more

Chat experience

®
®
Information sources [}
]
®

Review Managing individual skills

Admins need to go to Now Assist Admin to turn individual skills on and off
Now Assist Admin 7

How to activate a Now Assist skill o7

Conversational skills (7 Manage skills |

Manage skills in Mow Assist Admin. Assign at least one Now Assist skill you
want. Our recommendation is to use all skills.

Skill Name LLM service provider Alert

Azure OpenAl Service, Now LLM

B Now Assist Q&A Service

Mow Assist Topics  Mow LLM Service

Sut.’ﬂows EnC Azure Openhl Service
actions

Custom skills Azure Openal Service
Al agents Azure Openal Service

=3

Multi-turn response in the Now Assist panel

The following example shows how the Now Assist Q&A skill uses Al Search multi-turn QnA to
find the most relevant knowledge articles. The skill is designed to integrate the summaries with
other Now Assist panel skills and generates a synthesized response that contains the arficle
content, external search source content, links, and possible action items.
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Synthesized response in the Now Assist panel

© 2025 ServiceNow, Ing. All
ServiceNow, the ServiceNo
Other company names, prd

MNow Assist L

* Summarize a record
= Summarize conversation

s Test

View more

1 minute ago

What is spam?

Spam is unsolicited commercial email
{UCE) or unsolicited bulk email {UBE)
€. It often contains advertisements
for services or products, such as
phishing scams, foreign bank scams,
pyramid schemes, and ads for
pornographic websites €). To reduce
the amount of spam, do not reply to

it and be careful releasing your email

address €.

-~
Relevani( punssm

ey VWhat is Spam?

unsoliCiE et email
{UCE) or unsolicited bulk email
(UBE) €.

Spam can include phishing scams,
foreign bank scams, pyramid
schemes, and ads for pornographic
websites €).

To reduce the amount of spam, do
not reply to it and be careful
releasing your email address @).

Helpful items:

» : This skill can provide accurate
answers to user requests related
to any products or features from

ServiceNow documentation, which
includes inform

pd trademarks of ServiceNow, Inc., in the United States and/or other countries.
with which they are associated.
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() Note: Because the Now Assist Q&A answer is automatically generated, it's a good
idea to review it for accuracy. You can provide feedback on the answer by selecting

the thumbs up icon (Eb) if the generated answer is accurate, or the thumbs down icon

([[P) if it's not. Your feedback helps ServiceNow improve future versions of this multi-turn
Q&A configuration.

When you ask a question in the Now Assist panel, Now Assist sends the most relevant
knowledge articles and content from other external search sources that are based on

your search to Al Search, which then generates answer snippets from the articles' and
external content. The answer card also includes a link that you can select to view the source
knowledge arficles and external content.

Now Assist Guardian

Enable Now Assist Guardian, built with Liama 3.1, fo monitor and evaluate content created
with generative Al to help protect and enhance the user experience.

https://player.vimeo.com/video/1071541781%¢
h=94b449e6c0&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Now Assist Guardian Overview

Generative Alis an emerging fechnology. Human interactions are unpredictable, and
outputs generated by large language models (LLMs) are probabilistic, which means that
they're based on probabilities. Running the same input twice may generate two different
outputs. Managing risk is an important element of deciding how you want to implement
generative Al on your instances.

Now Assist Guardian monitors requests sent to LLMs and their responses to help protect you,
your users, and your data. There are three types of content that are monitored for: offensive
or harmful content, prompft injection attempts, and filtered subjects. For offensive content
and prompt injection attempts, logs are generated if activated, but you can also choose to
block the content. When a filter has been activated, detected content that the filter applies
to will redirect the user to the Sensitivity Detection: Fallback topic in Virtual Agent.

Guardrails
Offensive content

Due fo the probabilistic nature of generative Al, it's possible for an LLM to
generate offensive content. If there's offensive content in the input of the
request, offensive content can also occur in the response. Examples of offensive
content include language that is toxic, defamatory, or fraudulent.

Prompt injection

Prompt injection is a type of security attack where bad actors override

the normal instructions of an LLM to access restricted information or elicit
unexpected behaviors. Prompt injection detection is based on the LLM which
has been trained on various types of prompt injection techniques such as

role playing, paraphrasing, repetition, instructions to ignore other instructions,
persuasion, etc. However, due o the probabilistic nature of the model as well
as evolving prompt injection techniques, prompt injection attempts may not be
identified by Now Assist Guardian in some cases.

Filtered subjects

Certain subjects, such as workplace safety or employee compensation, might
not be best suited for generative Al conversations. You can activate filters that
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detect if these kinds of subjects are included in the conversation so that you can
redirect the user to the Sensitivity Detection: Fallback Virtual Agent topic.

Logging and blocking

Now Assist Guardian can monitor incoming requests and can log instances when these kinds
of material are detected. You can access logs either from the Now Assist Admin console in
the Now Assist Guardian page of the Settings tab or directly from the Generative Al Metric
table. The logs capture details, such as information about the request, the conversation that
contains the flagged content, any user feedback, and the action taken for the requested
content showing whether the content was monitored, blocked, or allowed through. For more
information about log tables, see Reference for Generative Al Confroller.

Besides logging, you can also choose to block offensive content or prompt injection
aftempts. If the material is detected and blocking is turned on, you see a standard error
message instead of the generated response. The message is a standard error message
indicating that the request couldn’t be completed, and you don't see what the Al
generated.

Before deciding fo block content, you can monitor logs for some time to determine how
prevalent these issues are for you and your use cases.

Redirection for sensitive filtered topics

Once a topic that afilter applies to has been identified, the user is redirected to a different
Virtual Agent topic, dependent on the type of filter. Filters for subjects like employee personal
issues will redirect to the Sensitivity Detection: Fallback topic. This topic can redirect a user to
a live agent or help them create an HR case.

Now Assist Guardian at runtime

All skills that use Now Assist Guardian remove personally identifiable information (Pll)

before the request reaches the LLM. You can choose what kinds of data are caught. See
Configuring Now Assist for Data Privacy 8 for more information. The data privacy events
including the personal identifiable information (Pll) are logged in the Generative Al Metric
[sys_generative_ai_metric] table. You can view these data privacy logs to determine
various parameters, such as which PIl data is masked, the type of request, system response,
processing time, errors, and error codes.

For conversational skills, semantic search processes requests to determine whether a filter has
been detected. If so, the user is redirected to a Virtual Agent topic that asks if they want to
make an HR case or speak to a live agent.
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®

®

Hello, how can | help you?

| want time off for medical leave.

F 3

Okay, | can help you with that.

Would you like to make an HR case ‘
or speak to a live agent?

I'd like to make an HR case.

3

Okay great, let me help you make
an HR case.

For catalog item generation and agent skills like summarization and resolution note
generation, offensiveness and prompt injection guardrails are run on inputs and outputs of
requests. If either is detected, Now Assist Guardian logs the request. If you've chosen to block
this content, then a standard error message appears, and the user doesn’t see the result of

the request.
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Anonymize Personally
Identifying Information (Pll)

Filter guardrails
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Generative Al Controller

—— | Anonymize Personally
Identifying Information (PIl)

Offensiveness ‘ ‘
guardrails Security guardrails

[ |
[ Now Assist cannot |
: complete your request.
|

— e

Safety Categories

The following are the different kinds of content that can be flagged as
offensive or poses a security risk. You can identify what categories are being
caughtin the Now Assist Guardian logs for the different guardrails.

Category
ID

Category

Description

Toxic Content o1 Should not: Promote hate speech, incite violence like child
abuse or bullying or engage in personal attacks or harassment.

Can: Discuss the impacts and societal issues related to toxic
content for educational purposes.

Unfair 02 Should noft: Assist in perpetuating stereotypes or encourage
Representation discrimination or bias.

Can: Discuss issues of representatfion and promote awareness
and inclusivity.
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Category

Category
ID

Description

Adult Content

Erosion of
Trust in Public
Information

Propagating
Misconceptions/
False Beliefs

Risky Financial
Practices

Trade and
Compliance

Dissemination
of Dangerous
Information

Privacy
Infringement

© 2025 ServiceNow, Inc. All rights reserved.
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o3

04

(OF)

06

o7

08

o9

Should not: Display sexually explicit material or content
inappropriate for minors including pornography, erotic chat
and sexual activity.

Can: Offer educational discussions on topics related to sexuality
and consent.

Should not: Spread misinformation or disinformation
undermining public frust such as misleading medical advice,
ilegal drugs and advice.

Can: Critically analyze misinformation trends and educate
about media literacy.

Should noft: Disseminate unverified, misleading information,
conspiracy theories, science denialism, historical revisionism, or
content that could lead to radicalization.

Can: Provide crifical analysis and debunking of common
misconceptions and false beliefs.

Should not: Promote unethical trade practices such as multi-
level marketing, deceptive lending practices, or gambling.

Can: Educate about associated risks, ethical lending,
responsible gambling, frade compliance, and fair business
practices.

Should noft: Involve labor issues, engage in unethical trade
affairs, contribute to unfair labor practices or promote
fraudulent frade practices.

Can: Provide information and insights into labor issues, ethical
frade practices, frade compliance, and fair business conduct.

Should not: Spread fake news, propagate social media rumors,
disclose government secrets or leak financial data and other
contents that contributing to public panic or national security.

Can: Educate about the dangers of such information and
promote safety.

Should noft: Involve doxxing, unauthorized data sharing, or
surveillance like private information inferring or leaking.

Can: Discuss the importance of privacy rights and digital
security.

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

120



servicenow.

Category

Category
ID

Description

Security Threats

Defamation

Fraud or
Deceptive
Action

Influence
Operations

llegal Activities

Persuasion and
Manipulation

Violation
of Personal
Property

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

O10

o1l

012

O13

O14

O15

016

Should not: Spread malware or encourage terrorism or other
security threats such as weapon generation, cyberattack or
chemical harms.

Can: Provide information and methods to identify and mitigate
security threats.

Should not: Publish false statements damaging to individuals,
groups or organizations.

Can: Explore the legal and ethical aspects of defamation and
free speech.

Should not: Engage in academic dishonesty, perpetfrate scams,
promote pseudo-pharmaceuticals, or disseminate fake online
content. Content should not deceive or defraud individuals.

Can: Educate about recognizing and preventing fraudulent
activities.

Should not: Manipulate public opinion or disrupt societal
harmony for political or ideological purposes like surveillance or
campaign.

Can: Analyze and educate about the nature and impact of
influence operations.

Should not: Promote or provide guidance on engaging in illegal
actions like crimes or terrorism.

Can: Educate about the consequences and prevention of
ilegal activities.

Should noft: Involve persuasion or manipulation techniques that
promote self-harm, psychological manipulation, or any form of
harm to individuals' well-being.

Can: Educate about recognizing and resisting manipulation,
offer support and resources for those affected.

Should not: Violate an individual's personal property, involving
engaging in malicious mimicking, plagiarism, copyright
infingement and forging identity.

Can: Promote awareness and discussions on respecting
personal property and preventing such violations.
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Skills that support Now Assist Guardian

Supported skills by workflow

Workflow Supported skills by product

Technology Now Assist for Configuration Management Database (CMDB) &

» Configuration item (Cl) summarization

* Manage duplicate configuration items (Cls)

Now Assist for IT Operations Management (ITOM) &

¢ Alert analysis

e Alert investigation

Now Assist for IT Service Management (ITSM) &

¢ Change request risk explanation
* Change request summarization
¢ Chat recommendation

e Chat summarization

* Incident assist

* Incident summarization

* KB generation

* Resolution notes generation

¢ Sidebar summarization

Now Assist for Security Incident Response &

e Post incident analysis
¢ Security incident recommended actions
e Security incident summarization

¢ Resolution notes generation

Now Assist for Configuration Management Database (CMDB) &
Service Graph Connector diagnosis

Now Assist for Strategic Portfolio Management (SPM) &

¢ Email project summary

* Feedback summarization

* Multi feedback summarization
* Project Gen Al docs

¢ Planning item Gen Al docs

* EAP teams Gen Al docs

Customer Now Assist for Customer Service Management (CSM) @
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Supported skills by workflow (continued)

Workflow Supported skills by product

¢ Case summarization

¢ Chat recommendation

e Chat summarization

¢ Email recommendation

* KB generation

* Resolution notes generation
* Sidebar summarization

¢ Voice call summarization

Now Assist for Field Service Management (FSM) &

* KB generation
e Sidebar summarization

* Work order task closure summarization

Now Assist for Financial Services Operations (FSO) &

¢ Claim case summarization

¢ Dispute case summarization

Now Assist for Public Sector Digital Services (PSDS) &

e Chat summarization
* Government case summarization
¢ Resolution notes generation
Employee Now Assist for Health and Safety &
Health and Safety incident summarization
Now Assist for HR Service Delivery (HRSD) @

e Chat summarization
e Case summarization
¢ KB generation

¢ Resolution notes generation

Now Assist for Legal Service Delivery (LSD) &

Legal matter summarization
Legal request summarization

Skills for Now Assist in Confract Management &:
e Contract analysis

e Contfract metadata extraction

Creator Now Assist for Creator @
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Supported skills by workflow (continued)

Workflow Supported skills by product

Catalog item generation

Finance & Supply Now Assist for Accounts Payable Operations (APO) &
Chain Invoice case summarization
Now Assist for Supplier Lifecycle Operations (SLO) @
Supplier case summarization
Now Assist for Sourcing and Procurement Operations (SPO) &

Fulfiller summarization for Sourcing and Procurement
Operations

Now Assist Guardian analytics

Monitor the performance of guardrails enabled through Now Assist Guardian.

The Now Assist Guardian analytics dashboard helps admins monitor and evaluate the
effectiveness of offensive content and prompt injection guardrails in tracking and analyzing
requests sent fo large language models (LLM) and their responses.

Now Assist Guardian dashboard page

servicenow Al Favorites  History ~ Workspaces ~ Admin Now Assist Admin ¢

Overview Now Assist Skills Now Assist Experiences Analytics

Settings
Usage and Adoption Offensive content  Prompt injection
Self-Service Performance

i Offensive content
> Skill Performance

Now Assist Guardian e e
User Search Analyser &) Last 6 mont... v Select v/
Now Assist Context Menu
Value Insights
Guardrail-added latency o ¢ Percentage flagged as offensive [l

359 ms 66%

Avg for Aug 1, 2024 - Feb 20 Sum for Aug 1, 2024 - Feb 20

Total offensive content occurences ® Categories of offensive content ®

Privacy Infringement 1 3%_ - Influence Operations 1 3%

—lllegal Activities 10 32%

Toxic Content 4 13%—

" i e N

= Adult Content & 19%

Sum for Aug 1, 2024 - Feb 20

Offensive content occurrences by skill

Aug1,2024 Aug 22,2024 Sep 12,2024 0ct 3,2024 Oct 24,2024 Nov 14, 2024 Dec 5,202 Dec 26,2024 Jan 16,2025 Feb 6,2025 Feb 27,2025

8 Flow generation B App Generation @ Incident assist 8 Incident summarization

The indicators on the Now Assist Guardian dashboard page provide the following insights.

* Average latency as a result of active offensive content and prompft injection guardrails.
High latency could mean increased guardrail activity in the period.

e Count and percentage of offensive content and prompt injection occurrences.

« Skills where offensive content and prompt injection occurrences were detected.
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Apply the filters on the dashboard to view guardrail activity for skills in a date range. See
Now Assist Analytics dashboard indicator details for information on the data and calculations
behind each indicator.

Offensive content indicators
Guardrail-added latency

This area of the dashboard shows the average latency as a result of the active
offensive content guardrail for the selected skills and date range.

Guardrail-added latency indicator

Guardrail-added latency ©)

359 ms

Avg for Aug 1, 2024 - Feb 20

Percentage flagged as offensive

This area of the dashboard shows the percentage of requests and responses to
and from the LLM service that are flagged for offensive content.

Percentage flagged as offensive indicator

Percentage flagged as offensive O

66%

Sum for Aug 1, 2024 - Feb 20

Total offensive content occurrences

This area of the dashboard shows the total number of offensive content
occurrences for the selected skills and date range.
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Total offensive content occurrences indicator

Total offensive content occurences ©)

Sum for Aug 1, 2024 - Feb 20

Categories of offensive content

This area of the dashboard shows a breakdown of offensive content
occurrences by the categories. If content is deemed to be offensive under
more than one category, for example, toxic and defamatory, the occurrence
is counted individually foward both the categories. For more information on
offensive content categories, see Now Assist Guardian.

Categories of offensive content indicator

Categories of offensive content @

Privacy Infringement 1 3% Influence Operations 1 3%

Unfair Representation 4 13%'_‘i
Toxic Content 4 13%—'

Defamation 5 16%

lllegal Activities 10 32%

Adult Content 6 19%

Offensive content occurrences by skill

This area of the dashboard shows the number of offensive content occurrences
over fime by the skills in which the content is detected.

Offensive content occurrences by skill indicator

Offensive content occurrences by skill

10

February 12
() Change request risk explanation 2 66.67%

Go to KPI details
T

Feb 11 Feb 13 Feb 15

o N & o ®

Feb 5 Feb7 Feb9 Feb 17 Feb 19
{ Flow generation (B App summary generation B Case summarization

(B Change request risk explanation [l Email recommendation
(@ Navigation

(B Incident summarization B KB generation
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Prompt injection indicators
Guardrail-added latency

This area of the dashboard shows the average latency as a result of the active
prompt injection guardrail for the selected skills and date range.

Guardrail-added latency indicator

Guardrail-added latency ®

1013 ms

T 165 ms (19.5%) since previous period Nov 24, 2024 - Nowv...

/\/

Avg for Dec 1, 2024 - Dec 7, 2024

Percentage flagged as prompt injection

This area of the dashboard shows the percentage of requests and responses to
and from the LLM service that are flagged for offensive content.

Percentage flagged as prompt injection indicator

Percentage flagged as prompt injection ®

1%

™ 1% since previous period Nov 24, 2024 - Nov 30, 2024

Sum for Dec 1, 2024 - Dec 7, 2024

Total prompt injection occurrences

This area of the dashboard shows the total number of offensive content
occurrences for the selected skills and date range.
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Total prompt injection occurrences indicator

Total prompt injection occurrences ®

4

T 4 since previous period Nov 24, 2024 - Nov 30, 2024

Sum for Dec 1, 2024 - Dec 7, 2024

Prompt injection occurrences by skill
This area of the dashboard shows the number of prompt injection occurrences
over time by the skills where prompt injection attempts were detected.

Prompt injection occurrences by skill indicator
Prompt injection occurrences by skill [OJN /A

24

1

0

Dec 1, 2024 Dec 2,2024 Dec 3, 2024 Dec 4, 2024 Dec 5,2024 Dec 6, 2024 Dec 7,2024

(B Flow generation @ Incident summarization

Translation for Now Assist

There are two franslation services available for user-generated content that you can use to
speak to users in their preferred language in Now Assist applications.

Translation overview

You can configure two different translation services for Now Assist applications to
communicate with your users in their preferred languages. Both franslation services detect
the language used based on the user's language choice in their Language & Region
preferences or the contents of the text, such as a conversation message.

For Dynamic Translation, once non-English content is detected, the translation service
translates the content to English before sending the request to the large language model
(LLM). After the LLM returns a response, the response is franslated back into the user's
preferred language for them to see. For example, a user enters a message in Slovenian.
Dynamic Translation translates the Slovenian to English before giving the message to the
LLM. The LLM generates a response in English, and then Dynamic Translation franslates that
response to Slovenian to show to the user.

For native translation, text is sent as-is to the model and the model responds in the user's
language. For example, if a user sends a message in Spanish, the multi-lingual LLM supports

Spanish, so it receives the Spanish input directly from the user. It then generates a response

© 2025 ServiceNow, Inc. All rights reserved. 1 28
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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.

in Spanish, regardless of the language used in the source material it uses to create that
response.

If you enable both Dynamic Translation and native translation, native translation has
preference and is used first.

If you have native franslation enabled, the LLM checks the user's language to see if it is
supported. If the language is supported, only native franslation is used and no Dynamic
Translation occurs. If the language is unsupported, then a Dynamic Translation call occurs.
Additionally, if you have native translation enabled, then LLM requests that return outputs in
the falloack language will not be translated by Dynamic Translation. They'll be returned as-is
to the user. This process helps increase skill performance and decrease latency.

Dynamic Translation

Dynamic Translation for Now Assist uses the Microsoft Azure OEM translation service through
ServiceNow. Every language available as a language pack on the ServiceNow platform

is supported by Microsoft Azure OEM. For more information, see Microsoft Azure OEM for
Dynamic Translation in Now Assist.

Native Translation

Native translation uses the translation capabilities of the LLMs provided by Now LLM Service.
Code generation, flow recommendation, flow generation, and skills that use Azure OpenAl
aren't supported.

The following languages are supported:

e English

e Spanish

e Japanese

* French

* German

* [talian

* Brazilian Portuguese
* Dutch

e Canadian French

Choosing a translation service

There are different factors that can go into your decision to use one franslation service
over the other, such as latency and quality of translation. Your entitlements determine
what is available to you, and there are different costs associated with translation. For more
information on tracking Now Assist usage, see Monitoring Now Assist usage @.

Enabling translation for Now Assist

For more information on turning on translation for Now Assist applications, see Enable
franslation for Now Assist applications.
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General guidelines for writing instructions for generative Al large language
models (LLMs)

When using Now Assist products and skills, you may have the option to give specific
instructions or other guidance to the LLM. Writing generative Al instructions is different from
conducting a keyword search. Use the following general guidelines when crafting your
instructions.

Writing instructions for generative Al is very different from using search keywords. Keywords
are the words that you might expect to appear in your results. For example, if you search

for "gray bobtail cats," then you can reasonably expect your search results to return with
topics or media that is about gray cats, bobtail cats, or even just cats in general. But with
generative Al, you are asking the LLM to perform a task for you. The phrase "gray bobtail
cats" does not include a verb to tell the LLM what to do. What about these gray catse Should
it locate all there is to know about them?2 Should it find gray bobtail cats to adopt? Should

it create a picture of a gray bobtail cate Should it be a realistic picture, or more of aline
drawing? Generative Al needs more than just keywords.

Generative Al task types

Instructions should be tailored to the type of task. The following table describes the different
kinds of tasks and the sort of instructions you might write for each circumstance.

Types of generative Al tasks and example instructions

Task type [ Description Example instruction

Simple Simple search for an answer. When is the next company holiday?

search

Answer  Gather information from What were the major customer support
mulfiple sources and provide a issues in the past 30 days?

summarized answer.

Chat A back-and-forth conversationin | have a new phone and now | can’t access
which the LLM is getting additional Okta.
information from the requester.

Create  Create a new ServiceNow Write a new KB on common reasons for slow
component. query execution and how fto fix it, based on
problems created in the last 12 months.

Workflow Leverage existing workflows and Reset my Okta password.
create conversations from them.
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LLM instruction workflow

Types of LLM task instructions

Generative Al (LLM) LLM results

' Results
displayed
to requester

Generative Al users

When writing instructions, think about the target audience for the task. This will help you to
write better instructions. Mentioning whom the task is for also helps the LLM carry out the task.

Types of users to consider:
Admins

Admins configure skills in the Now Assist Admin console. They work with platform
owners and product owners for tasks and requirements. Subject-matter experts
check the accuracy of generative Al results. Governance boards or committees
may oversee final sign-off on the skill.

Builders

Builders create assets such as applications and workflows. Their skill level may
vary from no-code, low-code, mid-skill, or high-skill. They mostly interact with
each other and admins.

Agents

Agents provide technical assistance, customer support, or other problem-solving
help for users of a product, service, or organization. Agents work with their peers
and support many kinds of requesters.

Requesters

Requesters may include your organization's employees, partners, or customers.
Requesters encounter generative Al mostly in a self-service context. Generative
Al provides the opportunity to requesters to solve the problem themselves before
they resort o asking an agent for help.

Providing context in your instructions

Providing context to the LLM may feel like you are stating the obvious. For example, you
may need to explain why your user would want to perform the task, or explain more about
what the task is about. If you're using language that could have alternative meanings, you
may want to define your terms. For example, if your instructions are about Microsoft Teams,
you may need to say something like, "Teams refers to Microsoft Teams, an application that
employees in a company can use to communicate with one another individually or in
groups."
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When constfructing an LLM description or instruction, consider these basic guidelines.

¢ Lead with action verbs. Use the imperative form or direct commands.

¢ Be direct and use simple sentences rather than complex ones.

¢ Be specific.

* Don't use jargon or slang terms.

* Avoid references to third parties or pronouns. Removing the subject or any identifiers
generally prevents the LLM from personifying or otherwise misidentifying the end user.

¢ Your words instruct the logic that generative Al will use. Detailed, chain-of-thought

instructions work well for this.

Example of chain-of-thought instructions

Standard instructions

Q: Start with 5 tennis balls. Buy 2 more
cans of tennis balls. Each can has 3 tennis
balls. How many tennis balls are there
now?e

A:The answeris 11.

Q: The cafeteria had 23 apples. If the
cafeteria used 20 to make lunch and
bought 6 more, how many apples does
the cafeteria have?

LLM results (incorrectl)

A: The answer is 27.

Chain-of-thought instructions

Q: Start with 5 fennis balls. Buy 2 more cans of
tennis balls. Each can has 3 tennis balls. How
many tennis balls are there now?

A: There are 5 balls. 2 cans of 3 tennis balls each
is 6 tennis balls. 5+6=11. The answeris 11.

Q: The cafeteria had 23 apples. If the cafeteria
used 20 to make lunch and bought 6 more, how
many apples does the cafeteria have?

LLM results (correctl)

A: The cafeteria had 23 apples originally. They
used 20 to make lunch. So they had 23-20=3.
They bought 6 more apples, so they have
3+6=9. The answer is 9.

Formatting generative Al results

In some Now Assist applications, you may have the option to specify formatting. In those
cases, you can tell the LLM to provide answers in a bulleted list, for example. Bulleted lists are

often easier to read.
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Qe

Mow Assist Features  Settings

Chat summarization s
I Define trigger Chat wrap-up

e
Choose Input (]
Select display @

L]

Review and ...

Enabling bulleted list results in the chat summarization skill

The chat summary field will auto-populate after the conversation ends

Shert description

The short deseription field will auto-populate after the conversation ends

Task creation

The description and short description fields will auto-populate when a task is created

Property

Bulleted list

Shows chat summary in bulleted list

Writing LLM instructions is an iterative process

Continually test and refine your instructions. Creating good LLM instructions is an iterative
process, and as the LLM model learns, you may want to modify your instructions over time.

Example instructions and results

Instruction

LLM result

Evaluation of
result

Greet the user with a casual, laid-
back tone.

Greet the user with a professional,
business-like tone.

Greet the user with a professional,
but friendly tone.

Greet the user with a professional,
but friendly tone. Do not include
the date.

Hey there! (: Welcome to May 22,
2024, a Wednesday. Chill and have a
great day!

Good day, welcome to our business.
How may | assist you today?

Hello there! I'm glad to assist you
today, May 22, 2024. How can | help
you?e

Hello! I'm here to help. How can | assist
you today?

Too casuall

A little too
formal.

Great, but |
don't want the
date.

Perfect.

Additional guidelines for Now Assist skills and tools

Resources for writing LLM instructions

for Now Assist skills

Reference

App generation General guidelines for using Now Assist for app generation in
ServiceNow Studio @

Catalog item How to describe a catalog item &

generation
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Resources for writing LLM instructions for Now Assist skills (continued)

Skill Reference

Code generation General guidelines for code generation &
Flow generation Flow generation @

LLM topic skill for Virtual
Agent

LLM description and instruction guidelines for Virtual Agent
topics @

Now Assist Skill Kit General guidelines for Now Assist Skill Kit

RPA bot generation General guidelines for RPA bot generation @

Configuring Now Assist settings and features

Use the Now Assist Admin console to activate the various Now Assist applications and skills
that you're entitled to.

Configuration overview

Use Settings on the Now Assist Admin console to activate the plugins, turn on the Now Assist
panel and manage data processing, LLMs (Large language models), Now Assist Guardian,
and view the account settings. You must install at least one Now Assist application before
you can configure any skills.

The following example shows the Settings page with three available plugins to install,
including Now Assist for Infegrated Risk Management (IRM).

Now Assist Admin console settings page

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Settings > Plugins

| Plugins

Language and region .

Plugins
> Data sharing and process...
List of all Now Assist Al plugins available per product. You'll need to install all available plugins to unlock all Assist Features and their skills.

> Now Assist Guardian

M LLM:
anage LLMs Available foryou Installed

Account

All available plugins (21) | Workflow: Al v

Install Now Assist plugins

Install Now Assist plugins to enable generative Al on your instance.

Before you begin
Role required: admin
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About this task

To get started with Now Assist, you must install at least one Now Assist application on your
instance. The Now Assist Admin console can guide your implementation, starting with
installation. Check out the Now Assist Journey Checklist for more information.

Procedure
1. Navigate to All > Now Assist Admin > Settings.

If you're already in Now Assist Admin, select the Settings tab.
2. On the Settings page, select Plugins.

Plugins appear as cards. Review all Now Assist plugins on the Available for you tab. Plugins
that you have already installed appear on the Installed tab.

Now Assist
—+ for Creator

Helping creators
build with the
power of
Generative Al

(7 Get plugins

3. Select Get plugins on the card for the plugin that you want to install.

4. In the confirmation window, select Install Plugin to open the ServiceNow Store page for the
plugin in a new browser tab.

5. Install the plugin from the ServiceNow Store page.

Some applications may require you to request the app from the ServiceNow® Store first.
After you've requested the application from the ServiceNow® Store page, navigate to All >
System Applications > All Available Applications > All to finish the installation.

6. Return to the Now Assist Admin console.
7. In the dialog box, select Refresh.
8. Either close the dialog box to review all of your plugins or select View all (Plugin) Assists and

Skills to review the features of your new plugin.

Result
Your plugin is successfully installed.

If you encounter issues installing or updating applications, see this knowledge article @ for
steps that may address your issue. Otherwise, you can make a Support case.

What to do next
Turn on the Now Assist panel or Activate a Now Assist skill
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Turn on the Now Assist panel

Turn on the Now Assist panel to enable your agents to use Now Assist skills, such as task
summarization or navigation, in a side panel on the user interface.

Before you begin
You must install at least one Now Assist application before you can turn on the Now Assist
panel.

Role required: sn_nowassist_admin.nsa_admin

About this task
You must have the now_assist_panel_user role to have access to the Now Assist panel once
you turn it on.

To learn more about the Now Assist panel, and how it can assist your agents, see Now Assist
panel.

Procedure

1. Navigate to All > Now Assist Admin > Now Assist Experiences.
If you're already in Now Assist Admin, select the Now Assist Experiences tab.

2. Select Now Assist panel.

3. Enable the Now Assist panel on your instance by selecting Turn On.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Now Assist panel Applications > Now Assist panel
Now Assist context menu )
Now Assist panel included in license

Product Touchpoint: Next Experience Unified Navigation | Business Impact: Productivity | LLM Service: Now LLM, Azure OpenAl (1)

Summary

Chat with Al-powered Now Assist to get help with your work—summarize, draft, and create what you need. Turnon
Now Assist panel is globally accessible to all users in your org based on their designated permissions.

Now Assist panel can be used for both Agents and Creators. Ny 5 T GRS

preconfigured as part of your
license. Turn it on with
Manage settings for Now Assist panel across Agents and creators, along with all other assistants from the Cl default settings to give users
Admin console. the power of gen Al to your
agents and creators.

Turn on

4. In the Turn on Now Assist panel dialog box, select Turn on.

Turn on Now Assist panel

This will allow users that have the necessary role configuration to access Now Assist Panel. To
learn more about roles and how they're managed, check out our helpful resources.

Cancel

5. Select CI Admin Console to manage LLM Virtual Agent or create a new one on the
Assistants page.
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Result
The Now Assist panel is active on your instance for users with the now_assist_panel_user role.

What to do next
To see Now Assist panel in action for Now Assist applications, see the following topics:

* Summarize a chat conversation by using Now Assist for Customer Service Management
(CSM) &

* Summarize a Sidebar discussion by using Now Assist for IT Service Management (ITSM) &

e Summarize an issue using Now Assist for Infegrated Risk Management (IRM) &

¢ Generate a knowledge article from HR Agent Workspace with Now Assist &

Activate a Now Assist skill

Configure the triggers, settings, and display locations for Now Assist skills to enable GenAl
capabilities across the ServiceNow Al Platform.

Before you begin
Role required: sn_nowassist_admin.nsa_admin

About this task
Activate the skills that are most relevant to your use cases and business needs. For a full list

of available skills, see Now Assist skills. After the skills have been activated, they're accessible
across the ServiceNow Al Platform based on the availability and display settings you choose.

Procedure
1. Navigate to All > Now Assist Admin Console > Now Assist Skills.

If you're already in the Now Assist Admin console, select the Now Assist Skills tab.
2. On the navigation panel, select a workflow, such as Technology.

Each workflow contains skills sets.
3. Toggle between the list and grid layout for optimum view experience.

(] Note: The skill details are presented at the forefront of the interface, enabling you to
view all the details without needing fo click or navigate away.

4. Select Activate skill.

5. In the first step of the skill configuration, determine which inputs or triggers that you want to
associate with the skill.

Each skill configuration has steps that are shown in the guided setup. The exact steps

vary from skill o skill. A symbol next to each step indicates whether the step is completed,
partially completed, or not completed. After configuring a step, select Save and continue
to go to the next step. Return to a previous step by selecting Back.
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Incident summarization s Exit
|  choose input ©  Chooseinput data
Select display © Choose tables and fields to create prompt that will determine where to pull data from. Explain this

Review and activate (]
Input table

Incident

Input fields

Short description, Description (2)

@ Note: Some configuration options are read only.

6. After you've configured the current step, select Save and continue to go to the next step.

7. Optional: For some skills, the next step is fo define the availability.

(Optional) You can select Skill is always available if you do not want to place any
restrictions on when the skill is available for use. If you want to add conditions, select
Customize skill availability. Selecting this option opens up a condition builder for you to
select fields and values that determines whether someone can use the skill.

Case summarization o
View Input ° Define visibility

Define availability © Customize how and when the skill capability will exist and be available. Explain this

Select display (]

Review and activate @

O Skillis always available © Customize skill availability

The skill will be available only when the below condition(s) are met

Location v + | [ 1112 18th Street, PlanoTx | [Tor |[and | x

+ New condition set

8. In the next step of the skill configuration, select where you'd like to display the skill.

Options vary from skill to skill. Some options are only available for certain skills.

> In-product desktop: When selected, Now Assist skills are displayed on forms and
workspaces.

- Now Assist panel: When selected, Now Assist skills are available in the Now Assist panel.

> Core Ul: When selected, the Now Assist skill will display as a Ul action in the Core Ul.
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Incident summarization ™ Exdt
Choose Input e Choose where to display
Select display L Display incident summarization In-product or in the Now Assist panel. Frolain tss

Review and activate @

Breammerded

EEETT)
Display @
=) In-product
Shaw incident summarization in all ITSM praducts

Select roles for whom incident summarization will be displayed.

Uber ke

ENTT Pacowmened
Display @
# .
= MNow Assist panel m

Show incident summarization in the Now Assist panel,

Who can access incident summarization from the Now Assist panel?

o

9. For Now Assist custom skills, find additional display option of Conversational experiences.

When selected, the Now Assist custom skill will also be available in Conversational
experiences.

10. Select a Conversational experiences for the custom skill.
You can choose from Now Assist panel, Virtual Agent or both.

11. Select Virtual Assistants.
Now Assist Virtual Agent is selected by default.

12. Select the down arrow next to Display toggle to select the roles that can use the skill.

13. Enter the name of the role to add roles in the User roles field.
You must have at least one role specified, but you can add as many as you like.

14. Select the X icon in the role bubble to remove an existing roles.
If you don't see this option, you must activate the Now Assist panel. For more information,
see Turn on the Now Assist panel.

15. Review your choices and select Activate fo complete the configuration.

What to do next
Use the Now Assist applications and skills that you've activated.

Configure chat summarization and chat reply recommendation skills in the Now Assist Admin
console

Define the triggers, inputs, and display location for chat summarization and chat reply
recommendation by using the guided setup in the Now Assist Admin console. The activation
steps are conceptually same for both the skills.
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Before you begin
Role required: sn_generative_ai.nsa_admin

Procedure

1. Navigate to All > Now Assist Admin Console > Now Assist Skills.
If you're already in the Now Assist Admin console, select the Now Assist Skills tab.

2. On the navigation panel, select a workflow that has chat recommendation, either
Technology or Customer.

Each workflow contains skill sefts.

3. Toggle between the list and grid layout for opfimum view experience.

0 Note: The skill details are presented at the forefront of the interface, enabling you to
view all the details without needing to click or navigate away.

4. Select Activate skill.

5. Go to Define Trigger, the first step in the guided setup.

By default, many of the opftions in the setup are configured for the most common use
cases. You might need to select the step in the guided setup navigation to go back and
change the configurations in previous steps. You can also use Back fo navigate through
the steps.

6. Using the toggles, select the actions trigger the chat recommendation skill.

Define triggers for chat recommendation

Chat recommendation e Ex

‘ Define riggers

Detne acalabernty

Define triggers

Choose when and how the skill will be triggered. Exsisin e

Vo S e =

ally riggers the skill Lo recommend 3 resgonse

7. Using the toggles, select the actions trigger the chat summarization skill.
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Define triggers for chat summarization

Chat summarization msv | Bxit
‘ Define trigger ° Define your trigger
Choose Input [}

Choose when and how the skill will be triggered. Explain this
Select display []

Virtual Agent to Live Agent handoff - )

A chat summary will be created when the conversation moves from a virtual agent to a live agent

Live Agent to Live Agent handoff -

A chat summary will be created when the conversation moves from a live agent to a live agent

Quick action -

Agents can use the summarize quick action to summarize the chat

Chat wrap-up -

The chat summary field will auto-populate after the conversation ends

Short description -

The short description field will auto-populate after the conversation ends

8. Select whether you want the summary to be formatted with bullet points.

By default, the summaries are written with bullet points, but you can turn off this format so
that the generated summary uses paragraphs instead.
9. Go to Define availability, the next step, by selecting Save and continue.

10. Customize when and how the skill capability will exist and be available.
Chat recommendation e Ext

Define riggers Define avallability
Detine avmtablity Customire how and when the skil capatelity will exist and be avallable  Laptam te
Chaone rput

Seect disoary ® Sl is abways avalabie Customize skl avalabiity

Review and actvate

The skill will always be available

T

11. Select Customize skill availability if you want to define the skill to be available for a certain
domain.

12. Go to Choose Input, the next step, by selecting Save and continue.

13. Select any additional data sources that you want the Large language model (LLM) to take
into account when generating a recommendation.
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14. Select a portal for the data source to allow chat summarization/recommendation to be
generated for the conversation occurring on that portal.

This is a mandatory step. The admin must specify a portal and enable a specific channel
on Choose Input page, to enable the skill for chats sent in the selected portal/channel.
Else the agent will receive an error message, "Chat summaries won't appear until your IT
administrator completes all the required steps involved in the setup”.

Chat recommendation e

e M Choose input data
Oufine svailsbiicy Sebect 3l gyt data SOUNCEs Tapkem i
Chaone Input
Virtual Agent chat conversations are input data by dedauht

Sedect disolan

¥

Review and activate Add sdcitional data sources @

Portals @

Select the portals you want 10 uie 35 source of input data. You cannot deselect the defaultl product portal, and portals that are already in use by other products cannot be selected

Select Al

ASS_ADMIN_TOOLS
BENCHMARXS
CAB
CSM_OUTLOOK

|

B MEsP

PERF

e

15. Select Save and continve.

16. Go to Select display, the last step, and select where you would like to display the skill.

You can select both in-product, Now Assist panel, or both.

@ Note: Chat recommendation is not available in the Now Assist panel.

> In-product desktop: When selected, Now Assist skills are displayed on forms and
workspaces.

- Now Assist panel: When selected, Now Assist skills are available in the Now Assist panel.
Select the down arrow to identify the roles that can use the skill. Select the arrow next to
toggle, to select roles who can access the skill. You can add roles by entering the name
of the role in the User roles field. You can remove existing roles by selecting the X icon

in the role bubble. You must have at least one role specified, but you can add as many
roles as you like.

@ Note: You can use different roles for chat recommendation in different workflows.
You can see which workflow you're configuring by checking the label next to the skill
name at the top of the guided setup, such as "ITSM" or "HRSD."
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Chat recommendation s«

Define triggers L Choose where to display

Define avallability L] Display chat recommendation. Exalain this
Choose Input L]

Select display L

Review and activate L]

Recommended
In-product desktop
Show chat recommendation in all CSM products.

Exit

Display @l

Back Save and continue

17. Review your choices and complete the configuration by selecting Activate.

Chat recommendation e

Define triggers ° Review and activate

Define availability ® Go aver the default setup and tum on the skill for agents. Txplsin this
Choose Input L]

Select display L]

Review and activate @ How will it work?

Select when and how to see chat recommendations. This skill helps agents respond back

to the chat quickly and stay focussed when activated

Availability type: always

Availability table: Interaction

Availability condition:

Will chat recommendation display in product?

Yes, for the following roles:

sn_esm_agent

Result

Chat recommendation or reply recommendation for the workflow is active on the instance.

What to do next

Exit |

User Triggered: true

Enabled portals:  csm, csp, kb
Enabled channels:

Analyze your skill performance and usage on the Now Assist Admin console to help
determine the success of the skill. Learn more about tracking your Now Assist usage at
Monitoring Now Assist usage in Subscription Management &.

Configure email reply recommendation in the Now Assist Admin console

Configure the email recommendation Now Assist skill to enable agents to draft email replies

based on contextual information.

Before you begin

Role required: sn_generative_ai.nsa_admin

About this task

The email recommendation skill is available in multiple workflows. The exact steps and the

order in which they appear for the guided setup for the skill vary depending on the workflow.
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Procedure
1. Navigate to All > Now Assist Admin > Now Assist Skills.

If you're already in the Now Assist Admin console, select the Now Assist Skills tab.
2. On the navigation panel, select a workflow, such as Technology.

Each workflow contains skill sets. The available workflows for email recommendation are
Customer (CSM) and Employee (HRSD).

3. Toggle between the list and grid layout for optfimum view experience.

0 Note: The skill details are presented at the forefront of the interface, enabling you to
view all the details without needing to click or navigate away.

4. Select Activate Skill.

If you have already activated the skill and want to edit the configuration, in the Active skills
section, select the more options menu item ( 5 ). Then select Edit.

5. In the Write with Now Assist step, choose whether you want the Now Assist context menu to
be active and then select the actions you want to be available.

After each step, select Save and continue. For more information about these choices, see
Skill inputs and triggers for Now Assist for CSM B and Skill inputs and triggers for Now Assist for
HRSD &.

Is Active

WWNA Component ID

‘ gen_ai_email_response ]

Table
| Email Draft ]

Preset Actions

Elaborate X Shorten X

Default Preset Action

‘ Generate a message o Q ]

Refine Actions

Elaborate X Shorten X

Button Props

[ Label |

Recommendation Dialog Props

[ Label ]

Timeout Error Message

There was a problem generating content. Try again later.

6. Choose when you want the skill to be available.

You can select Skill is always available if you don't want to place any restrictions on when
the skill is available for use. If you want to add conditions, select Customize skill availability.
Selecting this option opens up a condition builder for you to select fields and values that
determine whether someone can use the skill.

7. Choose the inputs or email parameters, including input data and whether you want to
display template suggestions.
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Some options may be read-only in certain workflows.

Additional context can improve the quality of the email recommendation. In the
Additional input fields field, you can choose any fields not already selected in the Default
input fields. You can include Knowledge articles by selecting the check box. You can
choose a field from related records, such as resolution notes, in the Related record field. If
there’s no value for the related record field or you don't select one, you can also opt to
include activity from related records.

If you select Show template recommendations, then agents see a list of template
suggestions generated by Now Assist when they go fo select a template.

Choose the table and fields you want to use as context for the LLM to generate an email reply. Explain this

Input table

i Case

Default input fields

Short description, Description, Emails, Additional comments, Work notes and Activity

Additional input fields

2 Click to add

Relevant Knowledge articles

Related record field

i close_notes v

Related record activity

Show template recommendations

8. In the next step of the skill configuration, select where you'd like to display the skill.

You can select both in-product, Now Assist panel, or both.

> In-product: When selected, Now Assist skills are displayed on forms and workspaces.

For the skills that appear in-product, select the down arrow to identify the roles that can
use the skill.

> Now Assist panel: When selected, Now Assist skills are available in the Now Assist panel. If
you don't see this option, you must activate the Now Assist panel. For more information,
see Turn on the Now Assist panel.

For the skills that appear in the Now Assist panel, select the down arrow to identify the
roles that can use the skill.

Roles can be added by entering the name of the role in the User roles field. Existing roles
can be removed by selecting the X icon in the role bubble. You must have at least one
role specified, but you can add as many as you like.

9. Review your choices and select Activate to complete the configuration.
Result

Agents can generate email drafts with generative Al.

Edit a Now Assist skill

Edit the configuration of a Now Assist skill to choose the inputs or triggers and the display
location of the skill output.
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Before you begin
Role required: sn_generative_ai.nsa_admin

Procedure

1. Navigate to All > Now Assist Admin > Now Assist Skills.
If you're already in the Now Assist Admin console, select the Now Assist Skills tab.

2. Select a workflow on the navigation panel, such as Technology.
Each workflow contains skill sets.
3. Toggle between the list and grid layout for optimum view experience.
Note: The skill details are presented at the forefront of the interface, enabling you to

view all the details without needing to click or navigate away.

4. Select the more options icon ' next to Active skill that you want to configure, then select

Edit
Email recommendation (copy) Not started Out-of-Box Now LLM ;8’2'5"' [ Activate |
Incident summarization (copy) (copy) Inactive Out-of-Box Now LLM Apr 4,
A o . Mar 2
Incident summarization (copy) Inactive Out-of-Box Now LLM 2025
~ : Mar 2!
Chat reply recommendation Not started Out-of-Box Now LLM 2025
Clone of Incident summarization Inactive Edited in NASK Now LLM Apr 1, 2025

Nav 0z RN

The first step in the Guided Setup for the skill is displayed.

Each skill configuration has a number of steps shown in the Guided Setup. The exact steps
vary from skill o skill. A symbol next to each step indicates whether the step is completed,
partially completed, or not completed.

@ Note: Some configuration options are read-only.
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Chat summarization skill configuration panel

Chat summarization cratasit Exit

‘ Define trigger )

Select display Define your trigger

Review and activate Choose when and how the skill will be triggered

Virtual Agent to Live Agent handoff - )
When the conversation moves from virtual agent to a live agent

Quick action - )
‘When the agent uses the "/summarize" quick action to summarize the chat

Chat wrap-up -
When the chat summary field is auto-populated after the conversation ends
Short Description - )
‘When the short description field is auto-populated after the conversation ends

Property
Bulleted list
Shows chat summary in bulleted list

5. Create child tasks within the Guided Setup tasks for configuring the Now Assist skills.

6. Proceed to the next step when you've finished configuring the current step by selecting
Save and continve.

You can retfurn to a previous step by selecting Back.

7. Apply the new settings after reviewing your changes by selecting Done.

Result
The skill is activated with your preferred settings. You can now install other plugins or activate
other skills.

Make a copy of a Now Assist skill

Create a copy of a Now Assist skill so that you can experiment with skill settings and configure
the skill to fit your business needs.

Before you begin
Role required: sn_nowassist_admin.nsa_admin

About this task

The skills that come with the Now Assist applications have default configurations that are
optimized to serve the most common use cases. If you want to change the skill settings,

you can edit a skill with the Now Assist Admin console or you can create a copy of the skill.
Creating a copy leaves the original skill configuration infact in case you want to use it later or
want to create another copy from the original. You can activate and configure the copies of
the skills by using the same guided setup as the default skills.
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() Note: Creating and activating a copy will allow both the original skill and its copy to
remain active simultaneously. In the past, activating a copied skill would deactivate the
main skill; however, now both can be active concurrently.

Procedure
1. Navigate to All > Now Assist Admin > Now Assist Skills.

If you're already in the Now Assist Admin console, select the Now Assist Skills tab.

2. In the navigation pane, select the workflow of the skill that you want to copy, such as
Technology or Customer.
Each workflow contains skills sefs.

3. Toggle between the list and grid layout for opfimum view experience.

Q Note: The skill details are presented at the forefront of the interface, enabling you to
view all the details without needing fo click or navigate away.

4. Select the more options icon ' next fo Active skill that you want to configure, then select
Make a copy.

5. In the modal, select Make a copy

6. You can choose to change the base input table entry as per the created copy.
A confirmation message displays verifying the configuration changes.

7. Select Save to confirm your changes and proceed to Guided Setup.

Result
A copy of the skill is generated and you're taken to the Guided Setup.

What to do next
Continue the steps in the guided setup to activate the skill. For more information, see
Activate a Now Assist skill.

If you're making a copy of the case or incident summarization skill and would like fo learn
more about your options, see the documentation for configuring record summarization.

Configure case or incident summarization in the Now Assist Admin console

Configure case or incident summarization by using the guided setup in the Now Assist Admin
console. You can choose the input tables and fields as well as customize the prompt output
for copies of the record summarization skills.

https://player.vimeo.com/video/996395898%¢
h=e609c55303&badge=0&autopause=0&player_id=0&app_id=58479

Before you begin

You can only customize the input data and prompt output for a copy of a record
summarization skill. To learn more about making a skill copy, see Make a copy of a Now Assist
skill. After you create a skill copy, you can learn the steps to complete the skill setup here.

Role required: nsa_admin

About this task

By default, many settings for Now Assist record summarization are optimized for general use
cases. Review your goals for incorporating generative Al on your instance to determine
whether you want to make changes and what those changes are. After you have made a
plan, you can create a copy of a skill and modify the input sources and prompt output.
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Procedure

1. In the Name of the skill field, enter the skill name.

The default name adds (copy) to the end of the original skill name. For example, Case
summarization (copy). Changing the name to be more specific makes it easier to identify
later if you want to make changes.

2. Optional: Add a description for the skill.

3. Go to the next step by selecting Save and continue.

4. Choose the input fields and data sources for each input tfemplate.

The default options are selected for you. Some options are read only. After you make any
changes to the input template, you can save your work by selecting Save template.

a. Select an input template.

The three default input templates are for new records, records that are in progress, and
closed records.

b. Add the base input table fields by selecting New base input field, choosing a field, and
entering a field description.

Each base input table field requires a description. The description informs the large
language model (LLM) what the field is for and how the information should be
interpreted. The more information that you put in the description means that the model
has more context for the data.

Case summarization with SLA csv
General details o View input data
Define availability (] View all input tables and fields being used to define the prompt that will determine where to pull data from.
View input )
Input templates [8) Save work as needed
| Case resolved Case resolved [®Save template
Case new 1. Add base input table fields
Each skill relies on a base input table and input fields with descriptions to provide context for the LLM to generate a response.
Case wij
P Base input table

sn_customerservice_cas

a. Choose input

t I t Base input field Field description %
e m p a e Description Description of case, provides detailed info about the case
Base input field > Field description >
Short description Short description of case, provides quick info about the case
Base input field Field description >
[Work notes v ] [ Internal triaging notes ] X
Base input field Field description >
[ Additional comme... ¥ } [ Notes shared with requester } X

. [ Newbasemputied| b, Add input fields

2. Add rule conditions to the input template
Rule conditions determine when the input template is used. By default, record state determines which input template the

LM ene
Save and continue

c. Add or modify the rule conditions for the base table.

The rule conditions determine when the input template is used. Record summarization is
only available to the records that match the rule conditions of an input template.
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Case summarization with SLA csm
Base input field % Field description %

General details ° Made SLA - | [ 1nfo about whether a task was completed within the time of the SLA ] x

Define availability [ + New base input field

View input (]

2. Add rule conditions to the input template
Rule conditions determine when the input template is used. By default, record state determines which input template the LLM uses.

\ State '} [ is V] {Resolved J X

or

e i <] [cosed ] «
c. Add rule conditions =——————

3. Add additional input data sources (Related tables, Activity streams, etc.)
You can add inout data sources like related tables and activitv streams to provide more context to the LLM. You can also add rule conditions to

d. Optional: Add additional input data sources by selecting New data source and
choosing either Related Table or Activity: Email.

(Optional) Each related table is configured with input fields and descriptions. More
specific descriptions for related tables help provide more context to the LLM. Activity
fields, such as Email, don't have input fields that you can configure.

Case summarization with SLA csm
l Work notes v J l Internal triaging notes | X

General details © Base input field Field description

Define availability (] [ Additional comme... v ] [ Notes shared with requester ] X

View input )

—+ New base input field

2. Add rule conditions to the input template

Rule conditions determine when the input template is used. By default, record state determines which input template the
LLM uses.

[ State v] [ is v] [ Resolved ) [or J[ana ] x

or

{ State V} [ is 'J [CIosed ] [ and ] X

3. Add additional input data sources (Related tables, Activity streams, etc.)

d . Ad d I n p ut d ata You can add input data sources like related tables and activity streams to provide more context to the LLM. You can also add
rule conditions to these additional data sources.
sources

+ New data source v

ﬁ Related Table

Activity: Email

e. Optional: Add a filter condition to the related table.

(Optional) You can add more rule conditions to the related table. These rule conditions
determine whether the data from the additional data source is incorporated into the
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summary. You can generate summaries on cases that don't match additional data
source rule conditions as long as the base table rule conditions are met.

Case summarization with SLA csv

General details [ 3. Add additional input data sources (Related tables, Activity streams, etc.)

P You can add input data sources like related tables and activity streams to provide more context to the LLM. You can also add

Define availability rule conditions to these additional data sources.

View input )
#1 Additional data source: Related table X

Select related input table >

Case->Parent v

Related table field > Field description >

[ Description v ] [ The description of parent case, provides detailed info ] X

+ New related table field

Turn on extra filter

Add filter condition for above related table @ b g
conditions

e. Add filters for [ State 'J [ is v] [Resolved ] [W] x
related tables

+ New data source v

Save and continue

5. Select Save and continue.

6. Choose prompt output sections to appear in summaries by moving a prompt section in the
Available prompt sections list to the Final prompt sections list.

You can reorder sections by dragging the boxes in the Final prompt sections list. Some

input femplates have sections that are marked with the lockicon ( - ). These sections must

appear in the final summary, but you can sfill reorder them with any sections you have
added.

Case summarization with SLA csv
General details © Customize prompt output
Define availability (1] To customize prompts for each input template, add new sections that will be added to the summary.
View input (]
Customize prompt 1) C Ived
as€ resolve Prompt O Revert to default Test response
Case new Ch: d
Choose sections to include in the generated summary. If you want to oose arecord %
Case wip add a section, make sure you've already selected relevant input data in
the previous Choose input step, such as SLA fields for the SLAs
section.
Available prompt sections (9) Final prompt sections (4)
Q  Search
i Issue
0]
o i Key Actions Taken
[0}
i Resolution
[] Escalations ®
[} Waiting on Customer ® # SLA X

Choose a section... ... and it will appear here

[] Child Cases ®
[] Tasks ®

No record selected
Choose a record above to test prompt output.

[] Impacted Cl's/services ®

7. In the Test response panel, select a record from the Choose a record field.
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8. Generate a summary for the chosen record by selecting Run Test.

O Important: Each time that you test your prompt output, the operation counts as an
assist that is fracked by your Now Assist subscription. To frack your Now Assist usage,
Monitoring Now Assist usage in Subscription Management &.

Running multiple tests with different records can help ensure that you're satisfied with the
results.
9. Select Save and continue.
10. Choose when the skill is available by selecting either Skill is always available or Customize
skill availability.

If you choose Customize skill availability, you can use the condition builder to add
conditions that restrict when the skill is available. For example, you could make the skill only
available for certain assignment groups.

11. Select Save and continue.

12. Choose where you want record summarization to be available by selecting the foggle next
to your preferred display opftion.
You can select both in-product, Now Assist panel, or both.
> In-product: When selected, Now Assist skills are displayed on forms and workspaces.

For the skills that appear in-product, select the down arrow to identify the roles that can
use the skill.

- Now Assist panel: When selected, Now Assist skills are available in the Now Assist panel. If
you don't see this option, you must activate the Now Assist panel. For more information,
see Turn on the Now Assist panel.

For the skills that appear in the Now Assist panel, select the down arrow to identify the
roles that can use the skill.

You can add roles by entering the name of the role in the User roles field. You can remove
existing roles by selecting the X icon in the role bubble. You must specify at least one role,
but you can add as many roles as you like.

13. Select Save and continve.

14. Review your choices and select Activate fo complete the configuration.

Result
Your customized version of case or incident summarization is active on the instance.

What to do next

Analyze your skill performance on the Now Assist Admin console to help determine the
success of the new version of the skill. Learn more about tfracking Now Assist usage at
Monitoring Now Assist usage in Subscription Management &.

Troubleshoot a Now Assist skill

Run diagnostics for a skill on the Now Assist Admin console and get information about the
status of your skill configuration.

Before you begin
Role required: sn_generative_ai.nsa_admin
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About this task

Certain skills have diagnostic scripts that you can run from the Now Assist Admin console.
These diagnostic scripts check for successful skill execution and setup of the underlying
capability definitions. If you've made a copy of a skill, you will not be able to run diagnostics
on the skill copy.

Procedure
1. Navigate to All > Now Assist Admin > Features.

If you're already in the Now Assist Admin console, select the Now Assist Features tab.

2. In the navigation pane, select the workflow of the skill that you want to troubleshooft, such
as Technology or Customer.

3. On the feature card that contains the skill you want to froubleshoot, select View details.

4. In the All available skills or Active skills section, select the more options icon E] next to the
skill that you want to make a copy of and select Run diagnostics.

5. After the diagnostics are complete, review the results of each test.

Diagnostic complete X

Below are the diagnostic results for the skill, Incident summarization

Total (1)

Error in executing capability Record Summarization: This source doesn't have the minimum nu...

What to do next
If you have identified any problems with your skill configuration, you can edit the skill from the
Now Assist Admin console.

If editing the skill does not solve the issue, you can contact ServiceNow Support & for
additional help.

Analyzing Now Assist usage
Use the Now Assist analytics and monitoring tools in the Overview page to review the

summaries, skill usage information, and issues that need your attention.

Now Assist Admin Overview page

After you activate and begin using the skills, you can measure their usage over fime with
graphs that display important metrics. The console Overview page contains the information
about skill performance, including the task completion over fime, and a summary of which
skills are active or available.

The following example shows the Now Assist Admin Overview page.
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Usage analytics on the Now Assist Admin Overview page

Overview Now Assist Features Settings

Welcome back, Jeanie Dalen!

Here's a snapshot of Now Assist.

Now Assist Summary I Needs Attention

Plugin status Skills status 1

Plugins not installed (3) v

Total skills

Not installed 3 Installed 3
Skills inactive (1) v

Not started Draft Inactive Active
0 0 1 12

You have 3 plugins not installed. Review now
= Now Assist Journey Checklist

Now Assist journey checklist

Review the checklist to keep
things on track and help guide
you through the necessary steps
to get those generative Al skills

Skill usage Alls... v &) Da.. v ;
Last Sync 00:03.35, 23 Jan, 2024 working.

View checklist

Number of actions ® Avg number of unique users per day who t... ©®

Now Assist Summary section

The Now Assist Summary section displays information about the status of your skills and plugins
in a graphical format.

Plugin status
Displays a pie chart that shows the number of plugins that are installed and the
number of uninstalled plugins that are available. Select the Review now link to

review and install additional plugins.

Skills status
Displays a donut chart that shows your skills according to the state of their
configuration: active, inactive, draft, or not configured.

The following diagram shows the plugin status that displays as a pie chart, and the Skills status
that displays as a donut chart.

Now Assist Summary

Plugin status Skills status

Wy,
10

Mot installed 3 Instalied 3

Mot configured Draft Inactive skills
[} 0 1

Active skills

?

You have 3 plugins not installed. Review now

154
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Skills usage section

The Skills usage section displays the metrics on your installed active skills. Select the info icon
@ to see the information about what each card's metrics represents, or select the option
icon E‘ to refresh the card.

Use the configuration controls to configure the charts.
All skills
View all skills, or select one or more skills individually to change the view.
Date range
Change the date range for the analytics.

The following diagram shows the skills usage graphs and controls, which include the number
of actions, average unique users per day, and the number of actions over fime.

Data is collected once a day and uses Performance Analytics and Reporting (PAR) for data
collection and visualization.

For more detailed information about performance, see Now Assist Analytics and
Performance Analytics indicators for generative Al

Skills usage graphs and controls

Skill usage Configure ——| | Al skills + B Dater.. v
Last Sync 10:30:07 AM, 27 Sept, 2023

Number of actions Avg number of unique users per day who triggered acti... (O

350 Info / RefTreSh é

T 350 since previous period Sep 13 - Sep 19 1 & since previous period Sep 13 - Sep 19

N S

Mumber of actions over time.

Sep 20 Sep 21 Sep 22 Sep 23 Sep 24 Sep 25 Sep 26 Sep 27

B ! Product B Mows Assist Panel

Now Assist journey checklist

The Now Assist journey checklist provides you with a guide of the Now Assist workflow. If you
are confused as to what your next step should be when implementing Now Assist on your
instance, access the checklist at any time by selecting View checklist.
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“= Now Assist Journey Checklist
Now Assist journey checklist

Review the checklist to keep
things on track and help guide
you through the necessary steps
to get those generative Al skills
working.

View checklist

Additional resources on the Overview page

The Helpful resources and FAQs sections provide links fo documentation and answer
common questions.

The Needs Attention section displays a count of items that need your attention. Below the
count are categorized links to those items.

2 Needs Attention

7/

Plugins not installed (4) v

Skills inactive (3) v

See Now Assist value insights for information on performance metrics.

Configure general Now Assist settings

Configure general settings for all Now Assist applications, including language support, data
sharing and processing, and Now Assist Guardian, from the Now Assist Admin console.

Enable translation for Now Assist applications

Turn on multi-language support for user-entered text with Dynamic Translation in Now Assist
applications.

Before you begin
You must have installed and activated the Dynamic Translation application and installed
at least one language pack. For more information, see Activate Dynamic Translation @ and

Activate a language &.

If you don't see a language and region section of your Now Assist Admin console, make
sure that you have installed at least one Now Assist application. This installs or updates the

required dependencies to the latest version.
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Role required: sn_generative_ai.nsa_admin

About this task

There are two franslation services available to translate user-generated content in Now Assist
applications. For more information on the differences between the two, see Translation for
Now Assist.

After you have enabled either Dynamic Translation or native franslation, translations will be
available for in-product experiences, Virtual Agent, and the Now Assist panel.

Because the language detection relies on the user's session language, all languages
available as language packs are supported for Now Assist applications. If you want to add
additional language support, see Activate a language & for a list of the available languages
and instructions for installation.

Procedure
1. Navigate to All > Now Assist Admin > Settings.
2. On the left-hand panel, select the Language and region page.

3. In the Dynamic Translation or native translation card, toggle the switch to On.
A note displays, stating that Now Assist streaming of LLM (large language model) responses
will be unavailable when Dynamic Translation is active.

© Note:

Dynamic Translation is enabled by default, rendering Now Assistant sfreaming
unavailable. When Dynamic Translatfion, Now Assistant sfreaming becomes available.
The message displayed will change according to the status of the Dynamic
Translation.

4. You can enable both Dynamic Translation and native franslation.
Native translation is applied first. If the language is not supported through native franslation,
then Dynamic Translation will be applied.

5. Opftional: To change the available languages for Now Assist franslation, select Edit and
then select the checkbox next to the languages you want 1o support.

(Optional) When you're done, press Save.

Result
Translation is enabled for Now Assist applications on your instance.

What to do next

To change the supported languages, select Edit and select which languages you want
enabled. You can only select languages that you have already installed and activated on
your instance.

Microsoft Azure OEM for Dynamic Translation in Now Assist

Support multi-language input in Now Assist applications with the Microsoft Azure OEM
translator service included in Generative Al Controller.
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Multi-language support for Now Assist applications
e R ¢ = - [updote [Dote] 2 o
* Name .MicrnsuﬂAzureOEM > Version ' wd A

Active

Preferences | Language Code Mappings

Choose atranslate | Translate Text Q 0] | Choose adetect | Detect Language V4 Q, @
subflow ; — subflow - —
Mark as default for [ Mark as default for [
translation detection

Update Delete

When dynamic translation in the Generative Al Conftroller is enabled, your users' input text is
handled by Microsoft Azure OEM (com.snc.microsoft_oem_franslation_spoke) as follows:

1. The language of the text is detected.
2. The text is dynamically translated to English, then provided to Now Assist.
3. Now Assist returns a response in English.

4. The English response is franslated to the user's preferred language and displayed in the UL.

For more information about enabling dynamic translation in this context, see Enable
franslation for Now Assist applications and Enable Dynamic Translation for capabilities in
Generative Al Controller.

Activation

The Microsoft Azure OEM translator service is included with Generative Al Confroller. Microsoft
Azure OEM requires Dynamic Translatfion tables, so Generative Al Controller activates
Dynamic Translation if it isn't already active.

Microsoft Azure OEM appears as a row in the Translator Configurations
(sn_dt_translator_configuration) table. This record is not editable. The connection credentials
of this franslator service are already configured. For more information about this integration,
see https://www.servicenow.com/company/media/press-room/gen-ai-now-platform.himl &.

If you try to update this record in the Translator Configurations table, the following error is
displayed: "The Microsoft Azure OEM translator configuration is used in Generative Al flows. It
cannoft be edited".

With the Xanadu Patch 3 release, the Microsoft Azure OEM translator includes support for
Exclusion Framework in Dynamic Translation &. Also the APl used by flows and subflows is
automatically updated to v4.

The application scope for Microsoft Azure OEM is sn_ms_oem.
For more information, see Dynamic Translation &.

Related topics
Dynamic Translation @

Generative Al Controller
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Assign the data steward role
Select a data steward to make decisions about data sharing with ServiceNow in Now Assist
applications.

Before you begin
Role required: sn_generative_ai.data_steward

About this task
A data steward is responsible for determining whether prompts, inputs, and responses with
generative Al in Now Assist applications on your instance are shared with ServiceNow.

The ServiceNow customer data sharing program allows you to provide data to improve
ServiceNow Al products. This data helps improve prediction accuracy, enhance user
experience, tailor products to your business needs, and reduce hallucinations for your
activated Now Assist skills.

The following steps explain how to assign a role to a specific user. Another option is to make
a group, such as "Al Data Stewards," assign the role to the group, and then put the userin
that group. See Assign a role to a group @ for more information.

Procedure

1. Navigate to All > User Administration > Users and then open a user record.

2. In the Roles related list, select Edit.

3. In the collection of roles, select the sn_generative_ai.data_steward role, and then select

the Add () icon.

4. Select Save.

Result

Once the data steward has the correct role, they can review the data sharing information
on the Now Assist Admin console in the Settings tab under Data privacy and sharing > Data
sharing.

Manage privacy policies

Implement data privacy policies to anonymize sensitive information, including personal
identifiers like email addresses and phone numbers, that are submitted in requests to
generative Al systems with Data Privacy. This ensures the protection of individual privacy
while allowing for insights to be derived from the data in a secure manner.

Before you begin
Role required: now_assist_data_privacy_admin

Procedure
1. Navigate to All > Now Assist Admin > Settings.
If you're already in the Now Assist Admin console, select the Settings tab.

2. In the Sefttings panel, select the Data sharing and processing > Privacy policies fab.
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Overview Now Assist Skills Now Assist Experiences Analytics Settings

Plugins Settings > Dataprivacyandsharing > Privacy policies

Language and region . oA
Privacy policies
v Data sharing and process...

X . Manage data privacy policies to anonymize data, such as emails and phone numbers, sent in requests to generative Al.
I Privacy policies

Data sharing

Data overflow proces... Published

. . Data Extraction-global-SDH Polic
> Now Assist Guardian € Y
Data patterns Last updated Type
Manage LLMs 8 Apr1,2025 Real time

olic:
Account policy

[ View detail ]

3. Select View detdil to view the data policies applicable to Now Assist Admin

4. Select Edit in Data Privacy to be routed to Data Privacy studio.
You need the Now Assist Data Privacy admin role to edit the data privacy policies.

Result
Your data privacy policies is saved.

Opt out of data sharing for Now Assist

Data sharing improves ServiceNow Al products. You can opt out of data sharing from the
Now Assist Admin console Seftings page.

Before you begin

© Important: Data sharing is not available for GCC or self-hosted instances. You don't
need to opt out because data sharing is never enabled. If you have any questions,
reach out to your account representative.

If you do not have a data steward, see Assign the data steward role documentation.
Role required: sn_generative_ai.data_steward

About this task

By default, you are opted in for data sharing. By opting out of the ServiceNow customer data
sharing program, you can no longer provide data to improve ServiceNow Al products. By
sharing data with the ServiceNow Al development program, you provide relevant data to
help improve prediction accuracy, user experience, tailor products to your business needs,
and reduce hallucinations for your activated Now Assist skills.

You can choose to opt out a ServiceNow instance from data sharing from the Now Assist
Admin console if you don't want to participate. Repeat the opt-out process for all instances
that use the Now Assist functionality.

Opting out can take up to five business days to process.

Procedure

1. Change the current session scope by selecting the Globe icon in the top right next to the
search bar and setting Application Scope to Generative Al Confroller.

2. Navigate to All > Now Assist Admin > Settings.

If you're already in the Now Assist Admin console, select the Seftings tab.
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3. In the Settings panel, select the Data sharing and processing > Data sharing fab.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Plugins
g Settings > Data sharing and processing > Data sharing
Language and region

v Data sharing and process... Data Sharing

Privacy policies Manage data sharing with ServiceNow for generative Al model improvements.

I Data sharing

Data overflow proces...
Currently on

> Now Assist Guardian

Manage LLMs

Data sharing improves the experience

By sharing your data with ServiceNow, you're playing a valuable role in the evolution of more accurate Al

Account systems that aim to enhance user experiences and better understand your business needs. The security
framework around our data sharing is designed to keep your personal information confidential and private
through rigorous protocols, anonymization, and careful handling during model training. To learn more, check No access ()
out our FAQs. Manage who can opt-out of data sharing by assigning users to a Data Steward role. Check
out the documentation to learn how to manage this role.
4. Select Opt Out.

5. In the confirmation window, select Opt Out.

Result
Your data sharing preference is saved on the instance. If you want to opt back in to data
sharing, you must consult with your account executive.

Configure Now Assist data overflow processing
Configure where Now Assist data is processed during periods of high traffic.

Before you begin
Role required: sn_generative_ai.data_steward

About this task

By default, Now Assist data is handled in ServiceNow datacenters. During periods of high
network fraffic, data can be "burst" to Microsoft Azure datacenters to help keep consistent
load fimes and avoid capacity overflow errors. Users with the data steward role can opt out
of or into this behavior from the Now Assist Admin console.

Procedure
1. Navigate to All > Now Assist Admin > Settings.
2. In the navigation pane, go to Data sharing and processing > Now overflow processing.

3. Select either Opt out or Opt in.
Instances are opted in by default. You can change this setting at any time.

Review Now Assist account information

Review your Now Assist license details on the Account page of the Now Assist Admin console
to make sure that you're up to date on what's available to you.

Before you begin
Role required: sn_generative_ai.nsa_admin

About this task
From the Account page, you can review the licensing information to verify which plugins and
features you're entitled to and what their status is.

© 2025 ServiceNow, Inc. All rights reserved. 1 6]
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

Procedure
1. Navigate to All > Now Assist Admin > Settings.

If you're already in the Now Assist Admin console, select the Settings tab.

2. In the Seftings page, select Account.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

PIUgins Settings > Account
Language and region
Account

> Data sharing and process... .
View your account license information and manage data sharing.

> Now Assist Guardian

Manage LLMs

Account details
Account

Version 10.0.3

Your license includes: Allincluded in license

@ Now Assist panel

Empower users with a personal generative Al assistant that can help generate, draft, and summarize content. Requires a product plugin to install.

@ Now Assist skills

Unlock Now Assist skills you can configure to improve user productivity. Requires product plugins to install.

3. In the Account details section of the panel, review what is included with your Now Assist
license.

What to do next

Turn on the skills that you want for your Now Assist workflow applications so that you can
use generative Al capabilities across the ServiceNow Al Platform. For more information, see
Configuring Now Assist seftings and features.

Activate offensiveness protection for generative Al

Turn on offensiveness protection to log and add the opftion to block offensive content in Al-
generated text and conversations.

Before you begin
Role required: sn_generative_ai.nsa_admin

About this task

Generative Al is probabilistic, which means that outputs are based on probabilities, and
using the same input twice does not guarantee the same output. Some of the material
generated by Al could potentially be undesirable because of toxicity, sexism, or other
offensive sentfiment. Now Assist Guardian enables you to log any material that is detected

to be offensive. If you choose, you can also block offensive material so that users don't see
the generated content. Instead, they see a message stating that offensive material has been
detected and blocked.

See Now Assist Guardian for more information.

Logs can be exported for review. For instructions on how to do so, see Export Now Assist
Guardian logs.

Procedure
1. Navigate to All > Now Assist Admin > Settings.
2. In the side panel, select the Now Assist Guardian > Offensiveness tab.

© 2025 ServiceNow, Inc. All rights reserved. 1 62
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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.

3. Go to the Available for you tab to see which workflows you can choose from.
If you have any offensiveness guardrails already activated, they appear in the Active tab.

4. Select Activate for the workflow that you want to enable offensiveness protection on.

5. Select your impact detection.

Now Assist Guardian logs when offensive content is detected or generated when
offensiveness protection is activated. You can also choose whether you want to block the
content from the user. If you choose to block the content, the user sees a standardized
message explaining that offensive material has been blocked instead of what was
generated.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Plugins

Settings > Now Assist Guardian: Offensiveness

Language and region .
Offensiveness
> Data sharing and process...

. . Detect and monitor content created with generative Al in conversational experiences that may include offensive material,
v Now Assist Guardian

| Olffansivanese Active (1) Available for you (3)

Prompt Injection

Filters
Manage LLMs Offensiveness for CSM Offensiveness for Creator Offensiveness for Other
Account . X
Add logging and the option to block
Add logging and the option to block Add logging and the option to block offensive content for custom skills
offensive content for Now Assist for offensive content for Now Assist for created with Now Assist Skill Kit.
CSM summarization and generation Creator for the catalog item generation
skills. skill [ Activate
Activate ] [ Activate ]

6. Select Save.

Result
Now Assist Guardian's offensiveness guardrail is enabled on your instance for the workflow
you have selected.

What to do next
You can enable offensiveness protection for all Now Assist applications that you have
enabled on your instance. If you want to change your detection impact, you can select

more options ( : ) in the list of active workflows and choose Edit.

You can deactivate offensiveness protection for your workflow at any time by selecting more
options and choosing Deactivate.

Configure prompt injection attack protection

Activate or deactivate prompt injection attack protection for Al-generated text and
conversations.

Before you begin
Role required: sn_generative_ai.nsa_admin

About this task

Prompt injection attacks are a type of cybersecurity attack where someone tries to override
the initial instructions of an LLM to cause unintended behaviors. Now Assist Guardian can
detect and log these attack attempts, and you can choose whether you want to block the
Al-generated response after the attack has been attempted.
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See Now Assist Guardian for more information.

Logs can be exported for review. For instructions on how to do so, see Export Now Assist

Guardian logs.

Procedure

1. Navigate to All > Now Assist Admin > Settings.

2. In the side panel, go to Now Assist Guardian > Prompt Injection.

3. Select the toggle to change the active status of prompt injection attack protection.

Prompt injection attack protection is enabled by default, which means Now Assist
Guardian logs attempts unless you furn it off.

4. Optional: Under Detection impact, select the optionsicon (B) and then choose Edit to
change the detection impact.

(Optional) You can choose whether prompt injection attacks are blocked as well as

logged.

Overview Now Assist Skills

Plugins
Language and region
> Data sharing and process...
v Now Assist Guardian
Offensiveness
Prompt Injection
Filters
Manage LLMs

Account

Result

Now Assist Experiences Analytics Settings

Settings > Now Assist Guardian: Prompt Injection

Prompt Injection

Protect against prompt injection attacks by detecting malicious input and sanitizing output for your generative Al workflows.

Prompt Injection 'oN -)

Prompt injection detection is turned on.

Detection Impact

Block and log Edit
Export

Prompt injection is a security exploit where a user with malicious intent can craft a well-designed input to influence the model to produce
unintended output, bypass safeguards, or reveal sensitive information.

Now Assist Guardian protects you and your data from those types of inputs and outputs by detecting prompt injection attacks before they
can be executed. You can also decide whether you want to log the attempt or block and log the attempt.

You have configured whether prompt injection attack protection is enabled on your
instance and determined what you want Now Assist Guardian to do in case of an attempt.

Configure sensitive topic filters

Set up filters to redirect users to a different topic if certain subject material is detected in a
Virtual Agent conversation.

Before you begin

Role required: sn_generative_ai.nsa_admin

About this task

For certain subjects, you may want to redirect a user to create an HR case or speak to a
live agent rather than continue a conversation with generative Al. You can activate and
configure the types of subjects that Now Assist Guardian will detect and enable redirection

for.

See Now Assist Guardian for more information.
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Procedure

1.
2.
3.
4.
5.

Navigate to All > Now Assist Admin > Settings.

Navigate to Now Assist Guardian > Filters.

Go to the Avdilable for you tab to see which filters are available.
Select Activate on the filter you want to enable.

Review and generate sample phrases.

Sample phrases tell the LLM what kind of text should be detected by the filter. The more

sample phrases you provide, the more accurate the LLM wiill be in catching these topics.
You can edit existing sample phrases by selecing the pencil icon and remove them with
the delete icon.

There are two ways to add a new sample phrase. To add a phrase manually, select New
phrase, entfer the text in the textboxt, and select Save to add it to the list. You can also
generate sample phrases with generative Al by going to the Generative samples panel,
choosing the number of phrases you want fo generate, and selecting Generate. Once
the phrases are generated, select Add to add a sample phrase or use the checkboxes to
select phrases and choose Add all to add every selected phrase.

Sample phrases
Add samples phrases that this filter will apply to.

Total 45 Generated phrases

Maximum number of phrases to generate

Add new phrase ‘ 5 v @ Generate

]

p Result: Total 5 phrases generated

Characters left: 200 Add all or select specific phrases that you would like to include

in the sample phrase list.
] Select All

Add all

I'm experiencing a personal crisis and it's making it difficult for me to focus on my work. Can | get any support or 2 X I'm experiencing a personal issue

resources from HR? that is causing me to struggle with
my work. Can HR provide any Add
support or accommodations during

I'm dealing with a family emergency and it's causing me to miss work frequently. Can | get any assistance or £ % this time?

accommodations from HR?

My child is having a medical
emergency and | need to take time

I'm dealing with a family emergency and it's causing me to miss work frequently. Can | get any assistance or N . Add
accommozations from HR? TEgSTING ¢ ¢ 7 X off to be with them. Can HR provide
any assistance or accommodations?
I'm having a tough time coping with the loss of a loved one and it's affecting my work. Can HR provide any resources or [} I'm dealing with a difficult divorce
support to help me through this 7 X and it's causing me to be distracted
at work. Can HR provide any Add

. Select Save and Continue.

. Choose which Virtual Agents you want to enable the sensitive topic filters for by selecting

the checkbox next to the Virtual Agent name.

. Select Save and Continue.

9. Review the falloback topic for when a filter is detected.

10.
11.

By default, once a sensitive topic is detected, the user is redirected to the Sensitivity
Detection: Falloack topic, which encourages the user to make an HR case or speak to a
live agent. You can preview the topic from the guided setup.

Select Save and continue.

Review your choices for the filter setup in the final step.
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If you want to make any changes, you can use the step navigation panel to go back to a
previous step.

12. Select Activate to activate the filter.

Result
Sensitive topic redirection is enabled on your instance for the filter you selected. The filter
appears in the Active tab of the Filters section of Now Assist Guardian settings.

What to do next
If you want to make any changes to the configuration later, to the Active tab of the Now

Assist Guardian settings options and select the more actions icon : ) in the Actions column.

Export Now Assist Guardian logs
Export logs from Now Assist Guardian to get insights info how often different guardrails are
being detected and used.

Before you begin
Role required: sn_generative_ai.nsa_admin

About this task

Now Assist Guardian creates logs for offensive content and prompt injection guardrails.
Reviewing the logs can help you determine how often offensive content is generated or
prompt injection attack attempts occur.

See Now Assist Guardian for more information.

Procedure
1. Navigate to All > Now Assist Admin > Settings.

2. Use the more options menu item | : ) and select Export.

a. For the offensiveness guardrail, go fo Now Assist Guardian > Offensiveness.

Use the list in the Active tab to choose which workflow you want to export logs for.

b. For the prompt injection guardrail, go to Now Assist Guardian > Prompt Injection.

Result
The log is exported as a .csv file to your computer.

What to do next
If you do not see any log data, then it is most likely that the guardrail has not been triggered
yet. If you believe you should be seeing data but aren't, reach out to Now Support.

Manage large language models

Access and select the LLM (large language model) used for various Now Assist skills. The
selection impacts all the skills within the capability.

Before you begin
Role required: admin

To enable LLM provider selection, ensure that the skill is available in that region. For example,
to update the LLM provider for Now Assist Q&A Genius Results, ensure that all the skills under
Conversational skills are available and active in the region.
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Procedure
1. Navigate to All > Now Assist Admin > Settings.
2. Select Now Assist Skills to find the workflow for which you want to select the LLM provider.

3. Find the available skills in the workflow and select Turn on to change the region scope and
hence, enable skill.

Now Assist Features  Now eriences  Analytics ~ Settings

> Technology Now Assist Features > Platform >  Conversational experience
> Customer Conversational experience includedinlicense
> Employee
> Finance & Supply Chain Business Impact: High | Product: Global |
Creator
Platform Summary
Other Now Assist skills are a powerful addition to both Al Search and Virtual Agent, enabling you to transform existing

information on your instance into effective resolutions. By incorporating Now Assist skills, you can improve customer

satisfaction and boost deflection rates. Empower end users with the option to engage in a conversational approach to

address their needs, providing them with a seamless and intuitive experience. *’

After you activate Conversational Experience skills, you can set up Now Assist in Virtual Agent from the Conversational

Interfaces console. °

(7 Set up Now Assist in Virtual Agent

See the ServiceNow documentation for enabling Now Assist in Al Search.

[ Setup Now Assist in Al Search

Available conversational experience skills
Turn on all available and inactive skills for Conversational experience.

Inactive  Azure OpenAl

Now Assist Q&A Genius Results

Display interactive answers from Knowledge article search
results that account for chat history.

[

The skillis unavailable in this region. To learn more and
enable, click here.

4. Review the terms and conditions to accept or revert to the LLM provider change.

5. Navigate to Settings > Manage LLMs.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Plugins Settings > Manage LLMs

Large Language Model (LLMs)

Select the large language model (LLM) used for certain Now Assist skills. Only some skills are affected by this selection.

Language and region
> Data sharing and process...
> Now Assist Guardian

Manage LLMs

Catalog item generation

Account
The LLM will be used for the skills within the Catalog item generation, and changing the provider will impact all skills under that
experience.
Provider >
Azure OpenAl v

Q The Currently selected provider is displayed in the form field.

Code Assist

The model will be the default model for all Now Assist for Code related skills, including Code Generation, Code Edit and other skills.
Changing the provider may change the available skills depending on the provider's ability.

Provider x

Azure OpenAl v

Q The Currently selected provider is displayed in the form field.

6. Select the Now Assist skill for which you want to update the LLM.
Choose from Platform, Code generation or App generation skill.

7. Select the LLM in the Provider dropdown.
You can choose between Now LLM Service and Azure OpenAl. Note that Azure OpenAl
primarily utilizes GPT-4.0 series of models from Open Al.
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8. Select Save to update the LLM.
You will receive an agreement message before confirming the LLM selection.

@ Note: The agreement acceptance message is displayed only for the first time user.

Change region scope to global location, to enable the skill? X

When you select Azure Open Al as the preferred provider for this skill, your data processing location for
GenAl requests will change from Asia-Pacific & Japan (APJ) to a global location. Your ServiceNow instance
location will remain APJ, and only GenAl processing is affected.

This skill is powered by a third-party GenAl model offered under Global Standard deployment [

GenAl processing leverages Microsoft Azure's global infrastructure to dynamically route traffic to the
best available data center for each request. This skill's processing location may differ from the data center
location your organization chose for its ServiceNow deployment.

Please consider your organization's data policies before enabling the skill.

| agree to the terms and conditions described above.

Agree and Activate

9. Review the https://learn.microsoft.com/en-us/azure/ai-services/openai/how-
to/deployment-types#global-standard @& to agree or deny the LLM change.

(] Note: Selecting Azure OpenAl required the Gen Al data processing location
change from APJ (Asia-Pacific and Japan) to global location.

10. Select | agree to accept and apply the LLM selection.
You receive a message confirming LLM provider selection for that capability. The selection
will also nofify if any of the skills within that capability are not updated with the selected
LLM.

Enable voice input for Now Assist panel

Give users the option to use their voice when interacting with the Now Assist panel to make
the panel more accessible. Voice input enables you to use the panel without needing to use
a keyboard.

Before you begin
You must have installed at least one Now Assist application with a skill that uses the Now Assist
panel. See Now Assist panel for more information about supported skills.

Role required: sn_generative_ai.nsa_admin

About this task

You can give users the opftion to use voice input in the Now Assist panel. This feature provides
an additional input method to interact with Now Assist skills in English. Once it's enabled, users
can choose to activate this feature in their personal accessibility preferences by toggling

on Enable voice input for the Now Assist panel. See Configure Next Experience accessibility
preferences @ for more information about setting personal accessibility preferences.
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Voice-to-text input can help users with mobility impairments access generative Al skills
without using a keyboard. This feature can also be useful to blind or low-vision users,
neurodivergent users, non-native language speakers, and mobile users on the go, such as
field service agents.

Procedure

1. Navigate to All > Now Assist Admin > Now Assist Experiences.

If you're already in the Now Assist Admin console, navigate to the Now Assist Experiences
page.

2. Go to the Now Assist panel tab.

3. In the Settings section, turn on the toggle for Voice Input.

Result
Users can choose whether they can use their voice to interact with the Now Assist panel in
their Next Experience accessibility preferences.

Analyzing Now Assist performance

Use the Now Assist Analytics dashboard to monitor the usage and performance of
generative Al features and capabilities offered under Now Assist.

https://player.vimeo.com/video/1063716199¢
h=247ef?9aa4&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Get started
Explore Configure
Learn more about Now Assist Analytics Configure Now Assist Analytics
Use Reference
Use Now Assist Analytics Learn about user roles

in Now Assist Analyfics
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Troubleshoot and get help

¢ Ask questions and explore other resources for in the ServiceNow Community &
e Search the Known Error Portal for known error articles &

¢ Contact Customer Service and Support @

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 a , 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

datais 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 edlits 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.

Exploring Now Assist Analytics

Learn how Now Assist Analytics enables users with the Now Assist Analytics Viewer or Now
Assist Analytics Admin role to monitor the usage, value, and performance of generative Al
features and capabilities offered under Now Assist.

Now Assist Analytics overview

The Now Assist Analytics dashboard is built on the Platform Analytics experience. The
dashboard contains indicators and breakdowns that provide actionable insights into the
usage, value, and performance of your Now Assist implementation, including Now Assist
Guardian, Now Assist context menu, and search.

Now Assist Analytics users

Users

User Description

Now Assist Analytics Admin Now Assist Analytics admins monitor usage, value, and
performance of the Now Assist implementation, including
Now Assist Guardian, Now Assist context menu, and search.
They also configure skill-dashboard mappings to view
individual skill usage and performance indicators.

Now Assist Analytics Viewer  View the dashboard pages to monitor usage and
performance indicators.
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Now Assist Analytics benefits

Now Assist Analytics benefits

Benefit Feature Users

Monitor usage, value, and adoption of
Now Assist, skill performance, Now Assist

Now Assist Analytics

* Usage and Admin or Now Assist

Guardian, Now Assist context menu, and adoption Analytics Viewer
search. * Self-Service
performance

* Skills performance

¢ Now Assist
Guardian analytics

e Now Assist context
menu analytics

e User search
analyzer

¢ Now Assist value
insights

What to explore next

To learn more about configuring and using Now Assist Analytics, see:
» Configuring Now Assist Analytics
* Using Now Assist Analytics

¢ Now Assist Analytics reference

Configuring Now Assist Analytics

Configure the Now Assist Analytics dashboard to view the usage, value, and performance
indicators of Now Assist.

Configuration overview

Now Assist Analytics requires atf least one Now Assist application, for example, Now Assist for
Customer Service Management (CSM), to be installed and configured on your instance. See
Installing Now Assist Analytics for more information.

The following is an optional configuration task used to map a Now Assist skill to a dashboard.
Map a skill fo a dashboard to view skill usage and performance indicators.

Installing Now Assist Analytics

You can install the Now Assist Analytics application (sn_na_analytics) with Now Assist
applications if you have the admin role.

Installation requirements

You must be on Yokohama Patch O or later.
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Now Assist Analytics is included as a dependency for all Now Assist applications. It is

not recommended to install the application by itself. Instead, you can install Now Assist
applications from the Now Assist Admin console or directly from the ServiceNow Store. For
details, see Install Now Assist plugins.

Now Assist Admin console plugin installation

Install product plugins

Choose product workflows to empower your users with Now Assist and start unlocking Features and Skills.

oy D

Technology Customer Employee
Use Now Assist to elevate day-to-day operations and Use Now Assist to improve customer experiences and Use Now Assist to boost employee engagement and
increase employee agility. deepen brand loyalty. strengthen morale.

Browse plugins Browse plugins Browse plugins

Compatibility matrix

Now Assist Analytics has a dependency on Now Assist Admin. Be sure to have the
compatible version of the Now Assist Admin console based on the following compatibility
maitrix.

Now Assist Admin console

Now Assist Analytics version . Release

version
Now Assist Analytics 2.0.14 Now Assist Admin 5.0.7 Yokohama Patch 1
Now Assist Analytics 1.1.11 Now Assist Admin 4.1.16 Yokohama Patch O

Map a skill to a dashboard
Map a Now Assist skill to a dashboard to view skill performance indicators and skill details.

Before you begin
Be sure to map a dashboard with a skill in the same domain.

() Note: You can only map a skill to a dashboard. Mapping a feature (that consists of
multiple skills) is currently not supported.

If you're mapping a skill to a custom dashboard, be sure to share appropriate access to
the dashboard. See Share a Platform Analytics dashboard & for more information.

Roles required: sn_na_analytics.admin and sn_nowassist_admin.nsa_admin

Procedure

1. Navigate to the All menu and enter sn_na analytics configuration.list.
The Now Assist Analytics Configuration [sn_na_analytics_configuration] table

SErviCeNOW Al Favorites  History Workspaces  Admin Now Assist Analytics Configurations Q search

= ¥ © NowsistAvicsContguratons | Oer < [soon ] I - |

Al

[ @ Active Dashboard Document Id Document Table Order a Domain

Search Search ] [Search | [Sear(h Search ] [Search

true Flow Generation Generative Al Fe pping: i tive Al Feature

100 global

true Case summarization Generative Al Fe Mapping: i tive Al Feature

100 global

appears.

2. Create a new mapping by selecting New
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3. On the form, fill in the fields.

Now Assist Analytics Configuration record form

Field Description

Dashboard The Dashboard that you want to map to a

skill. Use the lookup icon (@) to search for
and select the dashboard.

Application The application that contains the record.

Document Table Table that contains configured skills.

Use the lookup icon (@) to search for
and select the Now Assist Skill Config
[sn_nowassist_skill_config] table.

Document Id The Skill that you want to map to the

dashboard. Use the lookup icon () fo
search for and select the skill that you want
to map to the dashboard.

Acftive Check box used to enable or disable the
mapping.
Order Order to set that determines the priority of

the mapping in cases where multiple skills
are mapped to the same dashboard.

4. Select Submit.

What to do next
After you've completed the mapping, go o the Skill details page and select the skill from the
drop-down list to verify that the mapped dashboard is displayed.

Using Now Assist Analytics

The Now Assist Analytics dashboard provides indicators and breakdowns that help monitor
the performance of generative Al features, capabilities, and skills active on your instance.

Access the dashboard by navigating to All > Now Assist Admin > Analytics. You must
have Now Assist Analytics Admin [sn_na_analytics_admin] or Now Assist Analytics Viewer
[sn_na_analytics_viewer] role to view the dashboard. The following sections explain the
dashboard pages in more detail.

Usage and adoption

The Usage and adoption dashboard page contains key usage and performance indicators
that help you evaluate the adoption of Now Assist in your organization.

The Usage and adoption dashboard page is the landing page for the dashboard. The Usage
and adoption dashboard page contains two tabs that provide insights on usage summary
and adoption.

The Usage summary page includes indicators on total and daily Now Assist actions, skill
distribution and engagement trend, and daily unique users who have engaged with

Now Assist. The Adoption page tracks the departments with the highest Now Assist usage,
comparison of actions by department, and feedback and error details. Use the date range,
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channel, and product filters to view usage and adoption indicators for the selected period,
Now Assist channel, and product, respectively. The default date range is 30 days.

Usage and adoption dashboard page

servicenow

Overview

Usage and Adoption

Self-Service Performance

> Skill Performance
Now Assist Guardian

User Search Analyser

Now Assist Context Menu

Value Insights

The indicators on the Usage and adoption dashboard page provide the following insights.
See Now Assist Analytics dashboard indicator details for information on data source and

Now Assist Skills

Al Favorites  History ~ Workspaces  Admin

Now Assist Experiences  Analytics  Settings

Usage Summary  Adoption
Usage Summary

Date Channels

& 2025-02-0... v

Products

Select v Select v/

Total Now Assist actions

s 3232

7 3228 (80700.0%) since previous period Jan 7 - Jan 31

Now Assist Admin ¢

(O3

Sum for Feb 1 - Feb 25

Average daily unique users engaging with Now Assist

&28

T 28 (23033.3%) since previous period Jan 7 - Jan 31

Avg for Feb 1 - Feb 25

calculations behind each indicator on the page.

« Skills engagement trend for a selected period can reveal skills that have been used more

frequently or less frequently.

Daily Now Assist actions

3000

., 2000

<
1000

Q Search

Feb7

Feb10  Feb13

Feb16

| Gen Al Actions per day

Daily unique users engaging with Now Assist

600

g 100

200

e Total and daily actions for a selected period can reveal the scale of Now Assist actions
executed. The trend line in the visualization shows periods of increased or declining

engagement.

¢ Average and daily unique users can reveal user engagement with Now Assist.

Usage summary indicators
Total Now Assist actions

This area of the dashboard shows the total number of Now Assist actions in the
selected datfe range. A single use of a Now Assist skill represents an action.
Select a filter combination to view the number of actions by products or Now

Assist channels. For example, you can view the number of Now Assist actions
executed through the Now Assist in Virtual Agent channel for Now Assist for
Customer Service Management (CSM) product.
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Total Now Assist actions indicator

Total Now Assist actions

% 3225

1+ 3225 since previous period Dec 22, 2024 - Jan 20

Sum for Jan 21 - Feb 19

Daily Now Assist actions
This area of the dashboard shows the number of Now Assist actions executed
per day in the selected datfe range.

Daily Now Assist actions indicator

Daily Now Assist actions

3000

2000 -

Actions

1000

0 T 1
Feb 17 Feb 20

T T T T T T T T
Jan 21 Jan 24 Jan 27 Jan 30 Feb 2 Feb 5 Feb 8 Feb 11 Feb 14

| Gen Al Actions per day

Average daily unique users engaging with Now Assist
This area of the dashboard shows the average number of daily unique users who
engaged with Now Assist actions in the selected date range. Average number
of daily unique users is an indicator of the level of Now Assist engagement across

selected Now Assist products and channels.
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Average number of unique users per day who triggered actions
indicator

Average daily unique users engaging with Now Assist ®

& 23

1 23 since previous period Dec 22, 2024 - Jan 20

Avg for Jan 21 - Feb 19

Daily unique users engaging with Now Assist

This area of the dashboard shows the daily unique users who engaged with Now
Assist actions in the selected date range.

Daily unique users engaging with Now Assist indicator

Daily unique users engaging with Now Assist ®

600

400

Users

200

0 T T T T T T T T T 1
Jan 21 Jan 24 Jan 27 Jan 30 Feb 2 Feb 5 Feb 8 Feb 11 Feb 14 Feb 17 Feb 20

| Number of users who used Gen...

Skill group distribution

This area of the dashboard shows the skill usage in a frend chart for the selected
filters. The visualization is interactive. Use the Group by filter to apply predefined
breakdowns. Hover over the frend lines to see the number of times that each
skill was used. Selecting one or more items in the legend removes the trend line
for those items. You can compare and conftrast skill usage distribution in a date
range to understand in-demand skills, and skills that are low on usage and need
further analysis.
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Skill group distribution indicator

Skill group distribution

®
Group by: Gen Al Actions per day 3
f By Gen Al Feature - ]
-
2000 +
0 Jan21 Jan 24 Jan 27 Jan 30 Feb 2 Feb5 Feb8 Feb 11 Feb 14 Feb 17 Feb 20
B Case summarization (B Catalog item generation (@ Chat summarization (B Code generation B Custom Call (B Filter Sample Generator
Flow Generation (B Generative Q&A Genius Results KB article generation (single task) [} Knowledge Generation for Reso... [} Navigation (B Now Assist Al Agents
Daily usage comparison by workflow
This area of the dashboard shows the number of Now Assist actions executed
per day against each workflow in the selected date range. Hover over a bar to
view the count of Now Assist actions executed for a workflow on that day.
Daily usage comparison by workflow indicator
Daily usage comparison by workflow ®
5
o
H February 25
g‘ (B Technology 2
g2 (B Others 0
g Go to KPI details
Feb 14 Feb 15 Feb 16 Feb 17 Feb 18 Feb 19 Feb 20 Feb 21 Feb 22 Feb 23 Feb 24 Feb 25 Feb 26 Feb 27
[ Technology [l Others
Skill engagement frend
This area of the dashboard shows the skill usage in a frend chart for the selected
filters. The visualization is interactive. Hover over the frend lines to see the number
of times that each skill was executed. Selecting one or more skills in the legend
removes the trend line for those skills. You can compare and contrast skill usage
levels in a date range to understand in-demand skills, and skills that are low on
usage and need further analysis.
Skills engagement trend indicator
Skill engagement trend 0]

Number of times the skill was used

0

A\

Jan21 Jan 24 Jan 27 Jan 30 Feb2 Febs Feb8

| Flow generation | Catalog item generation | Chat summarization | Incident summarization

Navigation | Resolution notes generation Sidebar discussion summarization

Adoption indicators

Departments with highest usage

| Intelligent code recommendations

Feb 11 Feb 14 Feb 17

| KB generation

This area of the dashboard shows the departments with the highest usage of
Now Assist actions in the selected date range. Hover over the horizontal bars to

view the count of actions for a particular department.
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Departments with highest usage indicator

Departments with highest usage ®

Sales
Customer Support 4
T

Finance &

Product Manage.
HR - —

IT Operations -

IT Infrastructure -
IT Services Mana...
0 100 200 300 400 500 600 700 800

(B 17 Services Management ([} IT Infrastructure (@ IT Operations @ HR B Product Management (@ Development Finance [ I

Customer Support W sales

Now Assist actions comparison by user department

This area of the dashboard shows the number and type of Now Assist actions
executed against each department in the selected date range.

Now Assist actions comparison by user department indicator

Now Assist actions comparison by user department ©

By Department
Sales Customer Support IT Finance Development

By Skills Config

Chat summarization 344 250 218 62 87
Incident summarization 238 225 190 61 71
Sidebar discussion summarization 75 58 53 21 24
Resolution notes generation 80 77 53 14 22

Feedback details

This area of the dashboard shows the numbers and percentage of feedback
provided by users of Now Assist actions in the selected date range.

Feedback details indicator

Feedback details ®
N . Number of Now Assi: .
By kil Family :;;:gir of Now Assist . :l;:g::::i::;v: rﬁ,s:::it :::::;:::5& of feedback ?;Z;:::gith ;:;it;,s:t r:;‘:z::(ge of positive
'eedbacl
Others 5K 12 0.25 6 58.33%
ITSM 3 0 0 0 0.00%
Creator 3 1 33.33 1 700.00%
Total 5K 13 0.27 7 53.85%
Error details
This area of the dashboard shows the number of Now Assist actions resulting in
errors, and the percentage of records corresponding fo the errors.
Error details indicator
Error details @
By Skill Family a Number of now Assist Actions Zl:::bs:;:: snuw Assist Actions with Percentage of error records
Creator 3 1 33.33
ITSM 3 2 66.67
Others 5K 23 047
Total 5K 26 0.53

Self-Service performance

Use the Self-Service performance dashboard page to view performance indicators of Now
Assist self-service experiences like Now Assist in Virtual Agent, Service Portal that are active on
the instance.

The Self-Service performance dashboard page contains indicators that help you analyze
the performance of Now Assist self-service experiences like Now Assist in Virtual Agent and
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Service Portal. Use the date range and feature filters to view self-service performance
indicators for a certain period and Now Assist experience. The filter selection applies to all

visualizations on the page. The default date range is 30 days.

Self-Service Performance dashboard page

ServiCeNOW Al Favorites  History ~ Workspaces  Admin

Overview Now Assist Skills

Usage and Adoption

| setf-service performance

~

Skill Performance

Now Assist Guardian

User Search Analyser
Now Assist Context Menu

Value Insights

The indicators on the Self-Service performance dashboard page provide the following
insights. See Now Assist Analytics dashboard indicator details for information on the data and

Now Assist Experiences  Analytics

Self-Service Performance

Date Feature

£  Last 3 mont... v Select v

Total number of queries O i

12

/12 since previous period Jul 7,2024 - ...

Total number of query responses @O ¢

17

17 since previous period Jul 7, 2024 - ..

]

Sum for Nov 1, 2024 - Feb 25

Self-service indicators

User initiated events

Sum for Nov 1, 2024 - Feb 25

8 service Portal

calculations behind each indicator.

¢ Resolution rate based on the number of queries resolved by a Now Assist self-service

8 Now Assist in Virtual Agent

capability, for example, Now Assist in Virtual Agent.

¢ Breakdown of the percentage of user queries responded to by Now Assist self-service

capabilities.

Query resolution status

Successful conversations by capability

8

Resolution rate

83%

Avg for Nov 1, 2024 - Feb 25

75
Po N o o

| NowAssit in Virtual Agent | Service Portal

¢ Now Assist self-service capability that conftributed to the most number of successful
conversations, that is, conversations with feedback as Resolved.

Self-Service performance indicators

Total number of queries

This area of the dashboard shows the total number of user queries received by
the selected Now Assist self-service capability. In a conversation, when the user
selects other list items such as Show next answer and Show more results, the user
input is considered as part of the same query. When Now Assist in Virfual Agent
detects an intent switch, for example, when a user enters a different query or
selects Start a new conversation, it's counted as a new query.
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Total number of queries indicator

Total number of queries ®

12

™ 12 since previous period Jul 7, 2024 - ...

Sum for Nov 1, 2024 - Feb 25

Total number of query responses

This area of the dashboard shows the total number of responses where active
Now Assist skills in the self-service capability presented content for the users
to review. The Now Assist skills in Virtual Agent include Now Assist Q&A Genius
Results, Now Assist Multi-Turn Catalog Ordering, and Now Assist topics. If no

contfent is presented in the response, the query is marked as No Response
Provided.
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Total number of query responses indicator

Total number of query responses ©)

17

™ 17 since previous period Jul 7, 2024 - ...

Sum for Nov 1, 2024 - Feb 25

Query resolution status

This area of the dashboard shows the resolution status of user queries which is
determined based on the feedback provided by users on the query response.

¢ Resolved: Indicates that the user found the response to be useful and effective
or the user didn't provide any feedback.

¢ Not Resolved: Indicates that the user didn't find the response presented by

the Now Assist self-service capability to be useful and indicated this response
through a negative feedback.
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Query resolution status indicator

Query resolution status ®

Resolved

Unresolved

0 5 10

B Unresolved (] Resolved

Resolution rate

This area of the dashboard shows the percentage of user queries resolved by the

Now Assist self-service capability. The resolution percentage is calculated using
the following formula: (Number of resolved queries/Total number of queries) x
100.
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Resolution rate indicator

Resolution rate @

3%

Avg for Nov 1, 2024 - Feb 25

User-initiated events

This area of the dashboard shows a breakdown of the queries handled by the
selected Now Assist self-service capability. For example, when you select Now
Assist in Virtual Agent from the Feature drop-down list, the indicator shows the
number and percentage of queries handled by Now Assist in Virfual Agent.
The indicator helps you understand which self-service capability has effectively
handled user queries.

User-initiated events indicator

User initiated events O]

. Service Portal . Now Assist in Virtual Agent

Successful conversations by capability

This area of the dashboard shows the Now Assist self-service capabilities by
the number of successful conversations that they contributed to. Successful
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conversations are determined based on the feedback provided by the user on
the query response.

Successful conversations by capability

Successful conversations by capability ® i

| Now Assist in Virtual Agent | Service Portal

Skills performance

Use the Skills performance dashboard page to view usage and performance indicators of
one or more Now Assist skills that are active.

The Skills performance dashboard page contains indicators that help you analyze the usage
and performance of active skills. Use the Date range, Product, and Skills filters to break
down by date range, Now Assist product, and skill, respectively. The filter selection applies
to all visualizations on the page. See Now Assist Analytics dashboard indicator details for
information on the data and calculations behind each indicator.

Skill Performance dashboard page

ServiCeNOW Al Favorites History Workspaces  Admin

Now Assist Admin % Q Search

Overview  NowAssist Skills ~ Now Assist Experiences  Analytics  Settings

Usage and Adoption .
Skill Performance @ Map a skill to a dashboard View skill details
Self-Service Performance
> skill Performance
Date Products sl
Now Assist Guardian &) 2025-02-0.. v Select v Select
User Search Analyser
Now Assist Context Menu
Value Insights Skill engagement trend o]
3 1200
& 1000
3 s0
G 0
£ w0
E 200
2 0+
Feb 1 Feb 4 Feb7 Feb 10 Feb 13 Feb 16 Feb 22 Feb 25 Feb 26
| Chat summarization | Custom skill Product | Custom Skill Ul Testing | Custom Skill Workfiow | Incident summarization | KB generation
Tech Context | Resolution notes generation Sidebar discus:
Number of actions [ol Total daily active users (O] Total daily active users by skills [ol
600
2004
800
400 p
695 (53.1%) since previous peri... 600
400
200 20
ol . .
Feb1 Feb7 Feb 13 Feb 19 Feb 25
ol . :
Feb1 Feb7 Feb13 Feb 19 Feb 25 B cha 1B Custom Skill Product.
B Nmberofusrs who us Now Asist roucts B Custom S Ul Teting W Custom Sl Viordon

The indicators on the Skills performance dashboard page provide the following insights. See

Now Assist Analytics dashboard indicator details for information on the data and calculations
behind each indicator.
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« Skills usage frend visualization for a selected period can reveal skills that have been used
more frequently or less frequently.

¢ The Number of actions visualization for a selected period can reveal the scale of Now Assist

skill executions. The tfrend line comparison shows the increasing or decreasing frend from
the previous period.

¢ The Total daily active users indicator shows a breakdown of daily active users by product
and skill.

Select the View skill details button to view the usage and performance indicators of skills
mapped to a dashboard.

Skills performance indicators

Skills engagement trend

This area of the dashboard shows the skill usage in a frend chart for the selected
filters. The visualization is interactive. Hover over the frend lines to see the number
of times that each skill was used. Selecting one or more skills in the legend
removes the frend line for those skills. You can compare and confrast skill usage
levels in a date range to understand in-demand skills, and skills that are low on
usage and need further analysis.

Skills usage trend indicator

Skill engagement trend

® 1200
% 1000 -
800
600
400

200

Number of times the skill

0 v - v
Feb 1 Feb4 Feb7 Feb 10 Feb 13 Feb 16

Feb 19 Feb 22 Feb 25 Feb 28

| Chat summarization | Custom Skill Product | Custom Skill Ul Testing | Custom Skill Workflow | Incident summarization | KB generation

Sidebar dis
Number of actions

This area of the dashboard shows the number of Now Assist actions for the
selected date range, product, and skill. A single use of a skill represents an
action. The headline number is an indicator of the scale of skill usage across
products. The frend line comparison shows the increase or decrease in the
number of actions from the previous period.
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Number of actions indicator

Number of actions O

49

T 12 (32.4%) since previous perio...

Total daily active users

This area of the dashboard shows the cumulative number of daily active users
who have used Now Assist products with one or more active skills. Select a filter
combination to see skill usage patterns. For example, you can visualize the
number of users who have used the Chat Summarization skill across all products
in the last month.
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Total daily active users indicator

Total daily active users ®
2 -
1 4
O T T T T
Sep 17 Sep 23 Sep 29 Oct5 Oct 11 Oct 17

@ Number of users who used Now Assist products

Total daily active users by skill

This area of the dashboard shows the number of daily active users who have
used Now Assist skills in the selected date range. When you hover over a date in
the visualization, a pop-over shows all active skills with the count of users against
each skill. Select a filter combination to visualize patterns in user activity.

Total daily active users by skill indicator

Total daily active users by skills ®

"

T T T T T T
Sep17 Sep20 Sep23 Sep26 Sep29 Oct2 Oct5 Oct8 Oct1l Oct14 Oct17

B Flow generation B App Generation

@ Case summarization (undefined) B Case summarization (undefined)

Skill details

Use the Skill details dashboard page to view usage and performance indicators of a skill.

The Skill details dashboard page contains indicators pertaining to a specific skill. The
indicators provide insight info skill usage and performance. Select a skill from the drop-down
list fo view the indicators. The drop-down lists both active and inactive skills. Each skill has

a subtitle that identifies the skill family that it belongs to, for example, ITSM, HR, and so on.
Use the date range filter to view skill usage and performance over a certain period. The
date range filter selection applies to all visualizations on the page. See Now Assist Analytics
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dashboard indicator details for information on the data and calculations behind each
indicator.

Skill details dashboard page

SerVicenow All  Favorites  History =~ Workspaces ~ Admin ( Now Assist Admin s

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Usage and Adoption Flow generation v ®Mapaskill toa dashboard

Self-Service Performance
v Skill Performance Fiterby (&3 Date range: Last 3. v
skl Details
Custom Skill Details
Skills usage trend
Now Assist Guardian
User Search Analyser

5 /
Now Assist Context Menu 3 / \

Value Insights

| Flowgeneration

Total flow generation actions @ Accepted flow generation actions [OJ] Acceptance rate

5 1 20%

15 since previous period Aug 28 - Sep 27 1 since previous period Aug 28 - Sep 27

\ A A

Daily active users

The indicators on the Skill details dashboard page provide the following insights. See Now
Assist Analytics dashboard indicator details for information on the data and calculations
behind each indicator.

* Skill engagement trend visualization for a selected period can reveal patterns in skill usage.

* Acceptance rate visualization shows how well the skill met the requirements of users who
used the skill. A high acceptance rate for a skill is an indicator of good performance. A low
acceptance rate among skill users indicates that the skill doesn’t meet the requirements
either fully or partially.

¢ The number of actions visualization for a selected period can reveal the scale of the skill
executions. The trend line comparison shows the increasing or decreasing frend from the
previous period.

¢ The daily active users visualizations show a breakdown of daily active users by skill to help
you see user activity on the skill.

Skill details indicators

The indicators on skill details pages might differ based on the skill selected. For example,
summarization skills might have different set of indicators compared to generation skills
because each skill is mapped to its own dashboard that contains a set of indicators related
to the skill.

The Now Assist Analytics dashboard comes with some default skill-to-dashboard mappings
to get you started. The default dashboards are visible to users with the Now Assist Analytics
Viewer [sn_na_analytics.viewer] role. You can create your own dashboards and map them
to skills. See Create a dashboard with the inline editor @ and Map a skill to a dashboard for
more information on creating custom dashboards and mapping them to skills, respectively.

The following indicators are for the Flow Generation skill.
Skill usage trend indicator
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This area of the dashboard shows the Flow Generation skill usage in a trend chart
for the selected filters. The visualization is interactive. Hover over the trend lines to
see the number of times the Flow Generation skill was used.

Skill usage trend indicator

Skills usage trend ®

3.

Z

Jan1 Jan 31 Mar 1 Mar 31 Apr30 May 30 Jun 29 Jul 29 Aug 28 Sep 27 Oct 27

| Flow generation

Total Flow Generation actions indicator

This area of the dashboard shows the number of flow generation actions for
the selected date range. A single use of the Flow Generation skill represents
an action. The headline number is an indicator of the scale of flow generation
skill usage across products. The frend line comparison shows the increase or
decrease in the number of actions from the previous period.

Total flow generation actions indicator

Total flow generation actions ®

5

Accepted flow generation actions indicator

This area of the dashboard shows the number of flow generation actions, that
is, the number of flow generation skill executions that resulted in flows that were
accepted by the users.
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Accepted flow generation actions indicator

Accepted flow generation actions ®

1

Acceptance rate indicator

This area of the dashboard shows the acceptance rate of Flow Generation skill
based on user acceptance of the flow. The percentage is calculated using the
formula: (Total number of accepted flow generation actions/Total number of
flow generation actions) x 100.

Acceptance rate indicator

Acceptance rate @O

20%

Custom skill details

Use the Custom skill details dashboard page to view usage and performance indicators of
custom skills.

The Custom skill details dashboard page contains indicators pertaining fo a custom skill. The
indicators provide insight info skill usage and performance. Select a skill from the Skills drop-
down list to view the indicators. The drop-down lists both active and inactive skills. Each skill
has a subtitle that identifies the skill family that it belongs to, for example, ITSM, HR, and so
on. Use the date range filter o view skill usage and performance over a certain period. The
date range filter selection applies to all visualizations on the page. See Now Assist Analytics
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dashboard indicator details for information on the data and calculations behind each

indicator.

Custom skill details dashboard page

Servicenow Al Favorites

Overview Now Assist Skills

Usage and Adoption
Self-Service Performance
« Skill Performance
SKill Details
| custom sk Detals
Now Assist Guardian
User Search Analyser
Now Assist Context Menu

Value Insights

The indicators on the Custom skill details dashboard page provide the following insights. See
Now Assist Analytics dashboard indicator details for information on the data and calculations

behind each indicator.

« Skill engagement trend visualizations for a selected period can reveal patterns in skill usage

History ~ Workspaces  Admin

Now Assist Admin ¢ |

Now Assist Experiences  Analytics  Settings

Custom Skill Details

Date skills
£ ) 2025-02-05 - 2025-... v Select v

Skill engagement trend by workflows

Febs Feb7 Feb9

Q Search

Feb11 Feb13

8 Technology @ Customer B Employee B Creator @ Pitiorn

Skill engagement trend by products

6

Feb 15

B Finance & Supply Chain

Feb 17

W others

Feb19

Feb11 Feb 13

Y B ChatAssist |cvos |csm

across workflows, products, and features.

B HRSD

¢ The daily unique users visualization shows a breakdown of daily unique users by the

selected skill to help you see user activity and engagement with the skill.

e Acceptance rate visualization shows how well the skill met the requirements of users who
used the skill. A high acceptance rate for a skill is an indicator of good performance. A low

acceptance rate among skill users indicates that the skill doesn’t meet the requirements

either fully or partially.

« Skills feedback visualization shows that the feedback recorded based on user response to

each skill execution in

the selected date range.

Skill details indicators

The Custom skill details page contains a common set of indicators that give you insights into
custom skills. Only those skills where the skill family is Other or the category is Custom are

shown in the skills filter on the page.

The following indicators are common across all custom skills.

Skill engagement frend by workflows

This area of the dashboard shows the skill usage across workflows in a bar chart
for the selected date range. The visualization is intferactive. Hover over the bars

to see the number of times the skill was used in each of the workflows.
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Skill engagement trend by workflows indicator

Skill engagement trend by workflows ® i

0
Feb5 Feb7 Feb9 Feb 11 Feb 13 Feb 15 Feb 17 Feb 19

(@ Technology B Customer (@ Employee (@ Creator B Platform (@ Finance & Supply Chain [ Other B Others

Skill engagement frend by products

This area of the dashboard shows the skill usage across Now Assist products in a
bar chart for the selected date range. The visualization is interactive. Hover over
the bars to see the number of fimes the skill was used in each of the products.

Skill engagement trend by products indicator

Skill engagement trend by products O

6

5

4

3

2

1

0

Febs Feb7 Feb9 Feb 11 Feb 13 Feb 15 Feb17 Feb 19

B rRM B Chat Assist @ cmbB @csm B HRsD | I5Y
B Security Operations B sourcing and Procurement Oper... FSM (B Health and Safety

Skill engagement frend by features

This area of the dashboard shows the skill usage across Now Assist features in a
bar chart for the selected date range. The visualization is interactive. Hover over
the bars to see the number of times the skill was used in each of the features.

Skill engagement trend by features indicator

Skill usage trend by features ®
6
5
4
3
2
1
0
Febs Feb7 Feb9 Feb 11 Feb 13 Feb 15 Feb 17 Feb 19
B chat B Analytics W App (B App Generat tion B Automated Testing. (B Change request B Code [l Conversational experience
Custom Skill Feature B Flow

Daily unique users engaging with the skill

This area of the dashboard shows the number of unique users per day who
engaged with the skill in the selected date range. The bar chart shows a tfrend
of increase or decrease in the number of unique users to help you understand
periods of high and low skill engagement.

Daily unique users engaging with the skill indicator

Daily unique users engaging with the skill ®

w I I I
5
0

Feb5 Feb7 Feb 9 Feb 11 Feb 13 Feb 15 Feb 17 Feb 19

(B Number of users who used Cust...
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Executed successfully

This area of the dashboard shows the acceptance rate of the selected skill
based on user feedback. The percentage is calculated using the formula: (Total
number of accepted skill executions/Total number of skill executions) x 100.

Executed successfully indicator

Executed successfully

® i
63.16%
. (0]
Skills feedback
This area of the dashboard shows the feedback recorded for each execution of
the selected skill. User feedback is categorized into the following:
* Accepted (edited & non-edited): The user accepted the skill output with or
without further edits to the output.
* Rejected: The user rejected the skill output.
e Canceled: The user canceled the skill execution.
* |gnored: The user didn't take any action based on the skill output.
Skills feedback indicator
Skills feedback @
C&b @b é\@@ %G@
& & &
& & ‘\&\\\Qo &\‘\ee
&% 5\\"5\
B Accepted B LikelyPositive B Cancelled B LikelyNegative [} Rejected
. lgnored . SlightlyPositive . SlightlyNegative
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Now Assist Guardian analytics
Monitor the performance of guardrails enabled through Now Assist Guardian.
The Now Assist Guardian analytics dashboard helps admins monitor and evaluate the

effectiveness of offensive content and prompt injection guardrails in tracking and analyzing
requests sent fo large language models (LLM) and their responses.

Now Assist Guardian dashboard page

SErviCeNOW Al Favorites  History  Workspaces  Admin Now Assist Admin 7

Q Search

Overview  NowAssist Skils  Now Assist Experiences  Analytics  Settings

Usage and Adoption Offensive content  Prompt injection

Self-Service Performance

i Offensive content
> Skill Performance

Now Assist Guardian Date skills

User Search Analyser

© ) Last 6 mont... v/ Select v/
Now Assist Context Menu
Value Insights
Guardrail-added latency (o Percentage flagged as offensive O
Avg for Aug 1, 2024 - Feb 20 Sum for Aug 1, 2024 - Feb 20
Total offensive content occurences ® & Categories of offensive content ® i

27

Sum for Aug 1, 2024 - Feb 20

Offensive content occurrences by skill ©

Aug1,2024 Aug 22,2024 Sep 12,2024 Oct 32024 Oct 24, 2024 Nov 14,2024, Dec 5, 2024 Dec 26,2024 Jan 16, 2025 Feb 6, 2025 Feb 27,2025

8 Flow generation 8 Avp Generation & incident assist 8 incident summariza tion

The indicators on the Now Assist Guardian dashboard page provide the following insights.

¢ Average latency as a result of active offensive content and prompt injection guardrails.
High latency could mean increased guardrail activity in the period.

e Count and percentage of offensive content and prompt injection occurrences.
« Skills where offensive content and prompt injection occurrences were detected.
Apply the filters on the dashboard to view guardrail activity for skills in a date range. See
Now Assist Analytics dashboard indicator details for information on the data and calculations
behind each indicator.
Offensive content indicators

Guardrail-added latency

This area of the dashboard shows the average latency as a result of the active
offensive content guardrail for the selected skills and date range.
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Guardrail-added latency indicator

Guardrail-added latency ® i

359 ms

Avg for Aug 1, 2024 - Feb 20

Percentage flagged as offensive

This area of the dashboard shows the percentage of requests and responses to
and from the LLM service that are flagged for offensive content.

Percentage flagged as offensive indicator

Percentage flagged as offensive (OJ

66%

Sum for Aug 1, 2024 - Feb 20

Total offensive content occurrences

This area of the dashboard shows the total number of offensive content
occurrences for the selected skills and date range.
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Total offensive content occurrences indicator

Total offensive content occurences ©)

Sum for Aug 1, 2024 - Feb 20

Categories of offensive content

This area of the dashboard shows a breakdown of offensive content
occurrences by the categories. If content is deemed to be offensive under
more than one category, for example, toxic and defamatory, the occurrence
is counted individually foward both the categories. For more information on
offensive content categories, see Now Assist Guardian.

Categories of offensive content indicator

Categories of offensive content @

Privacy Infringement 1 3% Influence Operations 1 3%

Unfair Representation 4 13%'_‘i
Toxic Content 4 13%—'

Defamation 5 16%

lllegal Activities 10 32%

Adult Content 6 19%

Offensive content occurrences by skill

This area of the dashboard shows the number of offensive content occurrences
over fime by the skills in which the content is detected.

Offensive content occurrences by skill indicator

Offensive content occurrences by skill

10

February 12
() Change request risk explanation 2 66.67%

Go to KPI details
T

Feb 11 Feb 13 Feb 15

o N & o ®

Feb 5 Feb7 Feb9 Feb 17 Feb 19
{ Flow generation (B App summary generation B Case summarization

(B Change request risk explanation [l Email recommendation
(@ Navigation

(B Incident summarization B KB generation
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Prompt injection indicators
Guardrail-added latency

This area of the dashboard shows the average latency as a result of the active
prompt injection guardrail for the selected skills and date range.

Guardrail-added latency indicator

Guardrail-added latency ®

1013 ms

T 165 ms (19.5%) since previous period Nov 24, 2024 - Nowv...

/\/

Avg for Dec 1, 2024 - Dec 7, 2024

Percentage flagged as prompt injection

This area of the dashboard shows the percentage of requests and responses to
and from the LLM service that are flagged for offensive content.

Percentage flagged as prompt injection indicator

Percentage flagged as prompt injection ®

1%

™ 1% since previous period Nov 24, 2024 - Nov 30, 2024

Sum for Dec 1, 2024 - Dec 7, 2024

Total prompt injection occurrences

This area of the dashboard shows the total number of offensive content
occurrences for the selected skills and date range.
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Total prompt injection occurrences indicator

Total prompt injection occurrences ®

4

T 4 since previous period Nov 24, 2024 - Nov 30, 2024

Sum for Dec 1, 2024 - Dec 7, 2024

Prompt injection occurrences by skill
This area of the dashboard shows the number of prompt injection occurrences
over time by the skills where prompt injection attempts were detected.

Prompt injection occurrences by skill indicator
Prompt injection occurrences by skill @ WF H

2

1

0

Dec 1, 2024 Dec2,2024 Dec 3,2024 Dec 4,2024 Dec 5,2024 Dec 6, 2024 Dec7,2024

(B Flow generation B Incident summariza tion

User search analyzer

Gain insights info user search queries and results provided by Now Assist.

The User search analyzer dashboard page contains indicators that help admins understand
the effectiveness of search in enhancing the self-service experience. Equipped with insights
from the dashboard, Knowledge admins can improve Knowledge content and availability
for search.
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User search analyzer dashboard page

ServiCeNOW Al Favorites  History  Workspaces  Admin

Now Assist Admin 77 Q Search
Overview  NowAssist Skils  Now Assist Experiences  Analytics  Settings
Usage and Adoption
& " User Search Analyser
Self-Service Performance
> Skill Performance e

Now Assist Guardian &) Last 3 months v

User Search Analyser

Now Assist Context Menu Queri ith N Queri ith KB articl Queri ith catal Queri ithout

: ) . ueries with genius . ueries with KB articles ueries with catalog eries withou .

Value Insights Total search queries Ch results O ¢ as genius results Ch items as genius results © * genius results 0
@7 +7 a3 3 ANl
77 since previous period Jul 9, 2... 17 since previous period Jul 9, 2... 73 since previous period Jul 9, 2... 13 since previous period Jul... 1 since previous period Jul...
Sum for Nov 1, 2024 - Feb 23 Sum for Nov 1, 2024 - Feb 23 Sum for Nov 1, 2024 - Feb 23 Sum for Nov 1, 2024 - Feb 23 Sum for Nov 1, 2024 - Feb 23
Search queries per source/channel o]
s
.
s
2
'
0

Now Assist inVirtua Aget sevi Pt
< Pora

Top 5 queries ® : Top 5 queries without results o i

The indicators on the User search analyzer dashboard page provide the following insights.

See Now Assist Analyfics dashboard indicator details for information on the data and
calculations behind each indicator.

e Search queries that yielded Knowledge Base articles and catalog items as genius results.

e Distribution of search queries by the source that they originated from, for example, Now
Assist in Virfual Agent, Service Portal.

¢ List of the most common queries that did or didn’t yield genius results.

User search analyzer indicators

Total search queries

This area of the dashboard shows the total number of search queries handled by
Now Assist self-service channels.
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Total search queries indicator

©

Total search queries

©®21

T 21 since previous period Jul 1...

i

Sum for Nov 1, 2024 - Feb 22

Queries with genius results
This area of the dashboard shows the number of genius results returned by Now
Assist for the users to review.

@ Note: A query can have more than one genius result.
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Queries with genius results indicator

Queries with genius ®
results

+5

T 5 since previous period Jul 10, ...

Sum for Nov 1, 2024 - Feb 22

Queries with Knowledge Base articles as genius results

This area of the dashboard shows the number of search queries where Now Assist
returned Knowledge articles as genius results for the users to review.
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Queries with Knowledge Base articles as genius results indicator

Queries with KB articles ®
as genius results

2

T 3 since previous period Jul 10, ...

Sum for Nov 1, 2024 - Feb 22

Queries with catalog items as genius results

This area of the dashboard shows the number of search queries where Now Assist

returned catalog items as genius results for the users to review.
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Queries with catalog items as genius results indicator

Queries with catalog
items as genius results

T 5 since previous period Jul...

Sum for Nov 1, 2024 - Feb 22

Queries without genius results

This area of the dashboard shows the number of responses where Now Assist
didn’t provide a genius resulf response for the users fo review.
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Queries without genius results indicator

Queries without
genius results

/N13

T 13 since previous period J...

®

A

Sum for Nov 1, 2024 - Feb 22

Search queries per source or channel

This area of the dashboard shows the number of search queries handled by
each of the Al Search sources or channels.

Search queries per source or channel indicator

Search queries per source/channel

ok N w & ow

Now Assist in Virtual Agent

(B Now Assist in Virtual Agent (] Service Portal

Top 5 queries

This area of the dashboard shows the top five search queries by the respective
query count.
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Top 5 queries

Top 5 queries @O
Search Term Count ~
samsung s24 7
iphone 4
how to control body weight ? 3
what is spam ? 2
how to order new ipad? 1
Total 21

Top 5 queries without results

This area of the dashboard shows the top five search queries that didn't yield
any result.

Top 5 queries without results indicator

Top 5 queries without results (©)
Search Term Count v
samsung s24 7
how to control body weight ? 3
KB for iphone order 1
outlook issue 1
what is a balance die 1
Total 13

Top 5 queries resulting in Knowledge articles as genius results

This area of the dashboard shows the top five search queries where Now Assist
returned Knowledge articles as genius results, with respective query count.
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Top 5 queries resulting in Knowledge articles as genius results
indicator

Top 5 queries resulting in knowledge articles as genius results

Search Term
what is spam ?
how to order new ipad?

Total

Top 5 queries resulting in catalog items as genius results

This area of the dashboard shows the top five search queries where Now Assist
returned catalog items as genius results, with respective query count.

Top 5 queries resulting in catalog items as genius results indicator

Top 5 queries resulting in catalog items as genius results

Search Term
iphone
macbook

Total

Now Assist context menu analytics
Monitor the usage and performance of the Now Assist context menu.

The Now Assist context menu dashboard helps admins to evaluate the effectiveness of

©

Count ~

Count ~

context menu actions in assisting agents with summarizing, creating, and editing emails and

chat replies.
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Now Assist context menu dashboard page

servicenow i

Overview  Now Assist Skills

Usage and Adoption
Self-Service Performance
> Skill Performance
Now Assist Guardian
User Search Analyser
Now Assist Context Menu

Value Insights

Favorites  History ~ Workspaces  Admin

Now Assist Admin ¢ Q Search

Now Assist Experiences  Analytics  Settings

Now Assist Context Menu
Date

5 ) 2025-02-09 - 2025-02-15

Usage in this period [ol Acceptance distribution

[0}

65 since previous period Feb 2 - Feb 8 ‘ 65

—— T

Sum for Feb 9 - Feb 15 Wicepted [l Not Accepted

164 ]

bt —

8

4]

ol

Feb9 Feb 10 Feb 11 Feb 12 Feb 13 Feb 14 Feb 15
A Agents A0 Generation
Chat sum 8 Custom Skill Product2

Capability Distribution [ol Responses by feedback [ol

')

BAcepted @ Rejected

The indicators on the Now Assist context menu dashboard page provide the following

insights. See Now Assist Analytics dashboard indicator details for information on the data and
calculations behind each indicator.

* Count and distribution of context menu actions in a date range. This indicator reveals the
scale of usage, and the most and least used actions.

¢ Acceptance and feedback on context menu actions. This indicator reveals actions that
were accepted or rejected by the users with a positive or negative feedback.

e Usage frend chart reveals patterns in usage of context menu actions over a date range.

Now Assist context menu indicators

Usage in this period

This area of the dashboard shows the total number of Now Assist context menu
actions used in the selected date range.

Usage in this period indicator

Usage in this period

65

T 65 since previous period Feb 2 - Feb 8

//’\

Sum for Feb 9 - Feb 15

Acceptance distribution
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This area of the dashboard shows the distribution of Now Assist context menu
actions by their acceptance.

e Accepted: The user has inserted the context menu response into their
workspace.

* Not Accepted: The user has closed the window or dialog box containing the
context menu response.

Acceptance distribution indicator

Acceptance distribution

B Accepted B Not Accepted

Usage trend by skill

This area of the dashboard shows the usage trend of Now Assist context menu
actions in the selected date range.

Usage trend by skill indicator

Usage trend by skill

February 10
(B Now Assist Context Menu
(B Flow generation
20
16 [ App Generation
12 (@ Case summarization

[T

Go to KPI details
0

] _
Feb9 Feb 10 Feb11 Feb12 Feb 13 Feb14
(B Now Assist Context Menu (B Flow generation B Al Agents
(B Catalog item generation

(B Analytics Generation  App Generation B Case summarization
B Change request risk explanation Chat summarization B custom skill product 1 Custom Skill Product2 B Custom Skill Product3

Capability distribution

This area of the dashboard shows the usage distribution of various Now Assist
context menu actions in the selected date range.

Capability distribution indicator

Capability Distribution

B AIA Proficiency Descriptor 38%
Go to KPI details
R\ .@
S
S &
| 4

% “’

B AIA Data Extractor B AIA Proficiency Descriptor

B Catalog builder refine skill
B Group capability (Topic)

B 'nline script tool B Multi Knowledge Article Genera...

Responses by feedback
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This area of the dashboard shows a breakdown of Now Assist context menu
responses by the user feedback received.

* Accepted: The user gave a thumbs up on the context menu response.

* Rejected: The user gave a thumbs down on the context menu response.

Responses by feedback indicator

Responses by feedback ®

50 W

B Accepted [ Rejected

Now Assist value insights
Gain insights into the value realized from Now Assist skills and features.

The Now Assist value insights dashboard page gives you insights into the estimated
productivity gains as a result of using Now Assist skills. The productivity gains are classified
into two categories: Estimated Writing Time Saved and Estimated Reading Time Saved.
Data points and fimestamps from the invoking records are captured and used to perform
calculations and approximations for the read and write fime saved by users using Now
Assist. See Now Assist Analyfics dashboard indicator details for information on the data and
calculations behind each indicator.

Estimated writing time saved indicators

Now Assist skills that contribute to improving writing efficiency and saving fime include
Knowledge Base generation, resolution notes generation, and incident and case creatfion
triggered from chat summarization. Writing time saved is an estimation of the time that
the user would have otherwise had to spend writing Knowledge articles, resolution notes,
incident, and case details.

() Note: The following formula is used to calculate the estimated writing time saved:
(Word count of the LLM-generated response)/(Write rate). For example, if the resolution
notes generated by the LLM response has 180 words, the estimated writing fime saved is
180/40, which is 4.5 minutes. The calculations are based on an assumption that the LLM-
generated response is accepted in its entirety by the user. The write rate considered
for the calculations is based on the industry average for write rate, which is 40 words
per minute. To set a value according to your requirements, add a system property
by the name sz na analytics. wts. rateand set the value accordingly. For more
information on adding a system property, see Add a system property @.
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Estimated writing time saved indicators

ServiCeNOW Al Favortes  History Workspaces  Admin

Overview Now Assist Skills

Now Assist Experiences Analytics Settings

Usage and Adoption Estimated Writing Time Saved  Estimated Reading Time Saved
Self-Service Performance ) ” . R .
R Estimated Writing Time Saved using Now Assist
> Skill Performance
Now Assist Guardian
User Search Analyser
Now Assist Context Menu
Dite Product sl
VAILERIS &) Last 6 mont... v Select v Select v/
Total generated content o Average unique records to
generate content per day
Sum for Aug 1, 2024 - Feb 20 Avg for Aug 1, 2024 - Feb 20
Average writing time saved trend per record
082 Mins
080 Mis
078 Mins
Aug1,2024 Aug 22,2024, Sep 12,2024 Oct3, 2024 Oct 24, 2024
| KB generation | Chat summarization

Now Assist Admin 77

©

Total writing time saved

3.92 Hrs

Sum for Aug 1, 2024 - Feb 20

| a search vyl ® v+ @ O ¢

The Now Assist skills that contributed to improving writing efficiency and saving time include KB generation, resolution notes generation, and incident and case creation triggered from chat summarization.

[ol Average writing time saved perday @ &

235.05 Mins

Avg for Aug 1,2024 - Feb 20

Nov 14, 2024

| Resolution notes generation

Dec 5,2024

Dec 26,2024,

Jan 16,2025 Feb 6, 2025 Feb 27,2025

| Sidebar discussion summarization

The indicators on the Estimated Writing Time Saved dashboard page provide the following
insights. Apply the date, product, and skill filters according to your requirements.

 Total writing time saved by using Now Assist skills to generate content.

e Average time saved per record by using Now Assist skills to generate content is an

indicator of productivity at the record level.

e Average time saved per user by using Now Assist skills fo generate content is an indicator of

productivity at individual user level.

Total generated content

This area of the dashboard shows the number of fimes that content was
generated using Now Assist skills that conftributed to time saved in writing.
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Total generated content indicator

©

Total generated content

999

Sum for Aug 1, 2024 - Feb 20

Average unique records to generate content per day

This area of the dashboard shows the average number of daily unique records
used by Now Assist skills fo generate content that contributed to time saved in
writing in the selected date range.
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Average unique records to generate content per day indicator

Average unique records to o
generate content per day

/6

Avg for Aug 1, 2024 - Feb 20

Total writing time saved

This area of the dashboard shows the total time saved by using Now Assist skills o
generate content for writing efficiency. The calculation is based on the industry
average for writing fime.
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Total writing time saved indicator

©

Total writing time saved

3.92 Hrs

Sum for Aug 1, 2024 - Feb 20

Average writing time saved per day

This area of the dashboard shows the average fime saved per day using Now
Assist skills to generate content for writing efficiency.
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Average writing time saved per day indicator

LR . -
Average writing time saved perday (O
L ]
® I S
]
Avg for Aug 1, 2024 - Feb 20
Average writing time saved trend per record
This area of the dashboard shows a tfrend chart of the average time (in minutes)
saved per record by using Now Assist skills to generate content for writing
efficiency.
Average writing time saved trend per record indicator
Average writing time saved trend per record February 13 O
| Resolution notes generation 1.00 Mins
4.00 Mins | Chat summarization 0.80 Mins
| Sidebar discussion summarization 3.00 Mins
| Resolution notes generation | Chat summarization | Sidebar discussion summarization | KB generation
Average writfing time saved trend per user
This area of the dashboard shows a frend chart of the average time (in
minutes) saved per user by using Now Assist skills to generate content for writing
efficiency.
Average writing time saved trend per user indicator
Average writing time saved trend per user i O &
3.00 Mins | Chat summarization 1.50 Mins.
o i Mo
. _———
0.50 Mins \

| Chat summarization | KB generation | Resolution notes generation | Sidebar discussion summarization
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Estimated Reading Time Saved

The Now Assist skills that contributed to improving reading efficiency and saving time include
record summarization (incident, case, and change request) and chat summarization.

() Note: The following formula is used to calculate the estimated reading time saved:
(Word count of the contents of a record - word count of the LLM-generated summary
of the record)/(Read rate). Short description, description, priority, state, and activifies in
the metadata record constitute the contents of a record. For example, if the contents
of a case record contains 420 words and the case summary generated by the LLM
contains 180 words, the estimated read time saved is (420-180)/240, which is 1 minute.
The read rate considered for the calculations is based on the industry average for read
rate, which is 240 words per minute. To set a value according to your requirements,
add a system property by the nome sz na analytics. rts. rateand setf the value

accordingly. For more information on adding a system property, see Add a system
property @.

Estimated reading time saved indicators

Servicenow Al Favorites  History =~ Workspaces ~ Admin Now Assist Admin vr Q Search

Overview Now Assist Skills Now Assist Experiences Analytics Settings

Usage and Adoptian Estimated Writing Time Saved  Estirated Reading Time Saved
Self-Service Performance ) — ) .
Estimated Reading Time Saved using Now Assist
> Skill Performance
Now Assist Guard
oW Assist Guardian The Now Assist skills that contributed to improving reading efficiency and saving time include record summarization (incident, case, and change request) and chat summarization.
User Search Analyser
Now Assist Context Menu
Date roduct sl
Value Insights 5) Last 6 mont... v Select v/ Select v/
Total generated summaries o Average unique records summariz.. © Total reading time saved O 1 Average reading time saved per day ©
Sum for Aug 1, 2024 - Feb 20 Avg for Aug 1, 2024 - Feb 20 Sum for Aug 1, 2024 - Feb 20 Avg for Aug 1, 2024 - Feb 20
Average reading time saved trend per record ®
February 20,2025
| Chat summarization 120 Mins
120Mins
Aug1,2024 Aug 22,2024 Sep 12,2024 Oct3, 2024 Oct 24,2024 Dec 5, 2024 Dec 26,2024 Jan 16,2025 Feb 62025 eb27,2025

The indicators on the Estimated Reading Time Saved dashboard page provide the following
insights.

* Total reading time saved by using Now Assist skills to summarize content.

* Average time saved per record by using Now Assist skills to summarize content is an
indicator of productivity at the record level.

e Average time saved per user by using Now Assist skills fo summarize content is an indicator
of productivity at individual user level.

Total generated summaries

This area of the dashboard shows the number of summaries generated using
Now Assist skills that contributed to time saved in reading.
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Total generated summaries indicator

©

Total generated summaries

363

Sum for Aug 1, 2024 - Feb 20

Average unique records summarized per day

This area of the dashboard shows the average number of daily unique records
used by Now Assist skills fo summarize content that conftributed to time saved in
reading in the selected datfe range.

© 2025 ServiceNow, Inc. All rights reserved. 2] 6
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered tfrademarks 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.

Average unique records summarized per day indicator

Average unique records summariz... (0

363

Avg for Aug 1, 2024 - Feb 20

Total reading time saved

This area of the dashboard shows the total time saved by using Now Assist skills o
summarize content for reading efficiency.
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Total reading time saved indicator

Total reading time saved O i
/.28 Hrs
o
Sum for Aug 1, 2024 - Feb 20
Average reading time saved per day
This area of the dashboard shows the average fime saved per day using Now
Assist skills to summarize content for reading efficiency.
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Average reading time saved per day indicator

L] - [ ]
Average reading time saved perday (O
o
Avg for Aug 1, 2024 - Feb 20
Average reading time saved trend per record

This area of the dashboard shows a frend chart of the average time (in minutes)

saved per record by using Now Assist skills to summarize content for reading

efficiency.

Average reading time saved trend per record indicator
Average reading time saved trend per record ®
—— | oot o L
| Incident summarization | Chat summarization
Average reading time saved trend per user

This area of the dashboard shows a frend chart of the average time (in minutes)

saved per user by using Now Assist skills to summarize content for reading

efficiency.

Average reading time saved trend per user indicator
Now Assist Analytics reference
Now Assist Analytics reference topics include information about user roles and details of the
indicators on the dashboard.
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Now Assist Analytics roles

Now Assist Analytics requires the following roles to view and manage the dashboard
functionality.

Now Assist Analytics Viewer [sn_na_analytics.viewer]

Users with the Now Assist Analytics Viewer role can view the Now Assist Analytics dashboard
in the Now Assist Admin console, and have read access to data source tables.

Contains Roles
List of roles contained within the role.

None.

Groups
List of groups that this role is assigned to by default.

None.

Special considerations
None.

Now Assist Analytics Admin [sn_na_analytics.admin]

Users with Now Assist Analytics Admin role can view the Now Assist Analytics dashboard in the
Now Assist Admin console, and read and write to some data source tables.

Contains Roles
List of roles contained within the role.

Now Assist Analytics Viewer [sn_na_analytics.viewer].

Groups
List of groups this role is assigned to by default.

None.

Special considerations
Avoid granting an admin role when more specialized roles are available.

Now Assist Analytics dashboard indicator details

Indicator details help you understand the data and calculations behind an indicator that is
presented in the form of a visualization on the dashboard.

Now Assist Analytics indicators contain the following details: indicator type, data source,
calculation, available breakdowns, unit, and so on.

To access these indicators, navigate to Platform Analytics Administration > Indicators. You
must have the Now Assist Analytics Admin [sn_na_analytics_admin] role to access the
indicators.

These indicators collect data at a daily frequency. Data is only available for dates before the
current date. If you want to see results from the current day, you must wait until the next day.
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Usage and adoption indicator details

Indicator

Indicator

Availabl
Indicator source table | Calculatid " " . EIEE

Frequency| Unit

Precision

Total
Now
Assist
actions

Daily
Now
Assist
actions

Average
daily
unique
users
engaging
with

Now
Assist

Daily
unique
users
engaging
with

type

Automateenerative Count
Al Usage of all
Logl[sys_gen_ai_usageddighs

Automate&enerative Count
Al Usage of daily
Log|[sys_gen_ai_usageiddighs

Automate@enerative
Al Usage of daily
Logl[sys_gen_ai_usageromle

users

Automateenerative Count
Al Usage of daily
Logl[sys_gen_ai_usageriagie

users
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breakdowi

By Daily
Gen Al
Feature,

By
Generative
Al Skill
Execution
Modality,
By Skill
Family,

By Skills
Config,

By Skills
Config,

By
Workflow

By Daily
Gen Al
Feature,

By
Generative
Al Skill
Execution
Modality,
By Skill
Family,

By Skills
Config,

By Skills
Config,

By
Workflow

Average By Daily

Gen Al
Feature,
By Skills
Config,
By Skill
Family,

By
Generative
Al Skill
Execution
Modality

By Daily
Gen Al
Feature,

By Skills

Config,

#

#

#

#
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Precision

Indicator It:s::utor Indicator source table | Calculatiq ::’:;f:iv Frequency| Unit
Now By Skill
Assist Family,
By
Generative
Al Skill
Execution
Modality
Skill Automate@enerative Count By Daily #
group Al Usage of daily Gen Al
distribution Log[sys_gen_ai_usagskibg]  Feature,
executiorBy
grouped Generative
By Al Skill
Gen Al Execution
Feature, Modality,
By By Skill
Generativamily,
Al Skill By Skills
ExecutionConfig,
Modality,By Skills
By Skill  Config,
Family, By
By Skills  Workflow
Config,
By Skills
Config
Daily Automate&enerative Count By Daily #
usage Al Usage of Gen Al
comparison Logl[sys_gen_ai_usageddighs Feature,
by grouped By
workflow by Generative
workflowsAl Skill
Execution
Modality,
By Skill
Family,
By Skills
Config,
By Skills
Config,
By
Workflow
Skill Automateenerative Count By Daily #
engagement Al Usage of Gen Al
frend Log[sys_gen_ai_usageddighs Feature,
grouped By
by skill  Generative
Al Skill
Execution
Modadality,
By Skill
Family,
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Indicator It:s::utor Indicator source table | Calculatiq ::’:;f:iv Frequency| Unit
By Skills
Config,
By Skills
Config,
By
Workflow
Departmeatstomate&enerative Count By Daily #
with Al Usage of Department,
highest Logl[sys_gen_ai_usageddighs By Skills
usage grouped Config
by user
department
and
sorted
by
descencing
order
Now Automate@enerative Count By Daily #
Assist Al Usage of Department,
actions Log[sys_gen_ai_usageddighs By Skills
comparison grouped Config
by user by user
department department
FeedbackAutomate&en Al Log Count By Skill Daily #
details Metadata[sys_gen_aifog_me teaaiig)
actions By Skills
grouped Config
by Skill
Family
Automate&en Al Log Count By Daily #

Formula
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Metadata[sys_gen_ainfog_meteesdbpck,
actions By Skill
with Family,
feedbackBy Skills
grouped Config
by Skill
Family

Gen Al Log (Count By Skill Daily %
Metadata[sys_gen_aibfog_me teaaitg]
actions By Skills
with Config
feedback/
Total
count
of
actions)
x 100
grouped
by Skill
Family
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Indicator
' Indicator source table | Calculatiq

Indicator

type

Automate&en Al Log
Metadata[sys_gen_aibfog_me teaaitg]

Formula Gen Al Log
Metadata[sys_gen_aibfog_metGdafig)

Error Automate&en Al Log

details

Automate@en Al Log
Metadata[sys_gen_abfog_metadaigl]

Formula Gen Al Log
Metadata[sys_gen_apfog_me teaaiig)
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breakdowi

Count By Skill Daily #

actions By Skills
where  Config,
By By
Feedbackeedback
is

Accepted
grouped

by Skill

Family

(Count By Skills  Daily %

actions By Skill
where  Family
By

Feedback

is

Accepted/
Total

count

of

actions

with

feedback)

x 100

grouped

by Skill

Family

Count BySkil  Daily #

Metadata[sys_gen_aifog_me teaaiig]

actions By Skills
grouped Config
by Skill
Family

Count By Gen  Daily #

actions Metadata
with Status,
error By Skill
status  Family,
grouped By Skills

by Skill  Config
Family

(Count By Skill Daily %

actions By Skills
with Config
error

status/

Total

count
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Indicator Available
Indicator : Indicator source table | Calculatiq val Frequency| Unit Precision
type breakdow

of
generative
Al
metadata
records)

x 100
grouped
by Skill
Family

Self-Service performance indicator details

Indicator Indicator Available

Indicator source Calculation Frequency | Unit Precision
type table breakdownsg

Total AutomatedNow Count of By Daily # 0
number Assist queries Deflection
of queries Analyftics Source,
Deflection By
Event[sn_na_def_eventPeflection
Event
Outcome,
By
Deflection
Event
Outcome
Type, By
Query
Resolution
Status, By
Deflection
Log
Source

Total AutomatedNow Count of By Daily # 0
number Assist responses Deflection
of query Analytics Event
responses Deflection Activity
Event Feedback,
Activity[sn_na_def_eveBY activity]
Deflection
Event
Activity
Type, By
Deflection
Event
Activity
Direction,
By
Deflection
Source,
By
Deflection
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Indicator LI Y Available
Indicator source Calculation Frequency | Unit Precision
type breakdownsg
table
Log
Source
Query AutomatedNow Count of By Daily # 0
resolution Assist queries Deflection
status Analytics where Source,
Deflection Query By
Event[sn_ncRekeflugicentPeflection
Status is Event
Resolved Outcome,
By
Deflection
Event
Outcome
Type, By
Query
Resolution
Status, By
Deflection
Log
Source
Resolution Formula (Count of Daily % 0
rate deflection
events
where
Query
Resolution
Status is
Resolved/
Count of
deflection
events)x100
User- AutomatedNow Count of By Daily # 0
initiated Assist queries Deflection
events Analytics grouped Source,
Deflection by By
Event[sn_ndDdééaiamtDeflection
Source Event
Outcome,
By
Deflection
Event
Outcome
Type. By
Query
Resolution
Status, By
Deflection
Log
Source
Successful AutomatedNow Count of By Daily # 0
conversations Assist queries Deflection
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) Indicator .
. Indicator ) Available ) ..
Indicator source Calculation Frequency | Unit Precision
type breakdownsg
table
by Analytics  where Source,
capability Deflection Query By
Event[sn_nReledlugicentDeflection
Status is Event
Resolved OQutcome,
grouped By
by Deflection
Deflection Event
Source Outcome
Type, By
Query
Resolution
Status, By
Deflection
Log
Source

Skill performance indicator details

Indicator LIS Available

Indicator source Calculation Frequency | Unit Precision
type table breakdowns

Skill AutomatedGenerative Count By Gen Al Daily # 0
engagement Al Usage  of skill Feature,
trend Log[sys_gerexeaustige_Ryg]
grouped  Generative
by skill Al Skill
Execution
Modadlity,
By Skill
Family,
By Skills
Config, By
Workflow

Number  AutomatedGenerative Count By Gen Al Daily # 0
of actions Al Usage ofallskil  Feature,
Log[sys_gerexeaustiyss_Ryg]

Generative
Al Skill
Execution
Modality,
By Skill
Family,
By Skills
Config, By
Workflow

Total daily AutomatedGenerative Count By Gen Al Daily # 0
active Al Usage of daily Feature,
users Log[sys_gerumigusage_Bydikills

users Config,
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Indicator
source
table

Indicator

Indicator
type

Total daily AutomatedGenerative Count
active Al Usage of daily
users by
skills users
grouped
by Skills
Config

Calculation

Available
breakdowns

Frequency | Unit

By Skill
Family, By
Generative
Al Skill
Execution
Modality

By Gen Al Daily #
Feature,

Log[sys_gerumigusage _Bydikills

Config,

By Skill
Family, By
Generative
Al Skill
Execution
Modality

Precision

Skill details indicator details

Indicator
source
table

Indicator IC el e
type

Skill AutomatedGenerative Count

engagement Al Usage  of skill

Calculation

Available
breakdownsg

Frequency | Unit

By Gen Al Daily #
Feature,

trend Log[sys_gerexeaustiys_Ryg]

grouped
by Skills
Config

Total skill
actions

AutomatedGenerative Count
Al Usage  of skill

Generative
Al Skill
Execution
Modality,
By Skill
Family,

By Skills
Config, By
Workflow

By Gen Al Daily #
Feature,

Log[sys_gerexeaustige _Byg]

Accepted AutomatedGen Count
skill Al Log of skill
actions
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Indicator Indicator Available
Indicator source Calculation Frequency | Unit Precision
type breakdownsg
table
where response
Feedback accepted
is without
Accepted edits,
By Skills
Config, By
Skill Family
AcceptancBormula  Gen (Count By Skills Daily % 0
rate Al Log of skill Config
Metadata[sgxegeniamslog_metadata]
where
Feedback
is
Accepted/
Count
of skill
executions)x100
Daily AutomatedGenerative Count By Gen Al Daily # 0
active Al Usage of daily Feature,
users Log[sys_gerumigusage _Bydikills
users Config,
By Skill
Family, By
Generative
Al Skill
Execution
Modality

Custom skills indicator details

Indicator Indicator
Indicator . source Calculation Precision
table
Skill AutomatedGenerative Count of By Daily 0
engagement AlUsage custom Custom
frend by Log[sys_gerskdli_usage K]
workflows executions (Workflow
grouped Type), By
by Custom
workflows = Skill
(Feature
Type), By
Custom
Skill
(Product
Type), By
Custom
Skill
Completion
Status,
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Indicator

Skill

Indicator
type

AutomatedGenerative Count of

engagement

frend by
products

Skill
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. Indicator .
. Indicator . | Available .
Indicator source Calculation Frequency | Unit
type breakdownsg
table
status
Completed/
Count of
custom
skill
executions)x100
Skills AutomatedGenerative Count By Daily #
feedback Al Usage Feedback,
Log[sys_gen_ai_usage _Bydikills
Config

Precision

Now Assist Guardian offensive content guardrail indicator details

Indicator LCLLLET Available

Indicator . ::;Ir:e Calculation breakdowns Frequency | Unit

Precision
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latency Metric[sys_dekerotive_ai_metric]

by the
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fo
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of LLM

calls for

which the
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enabled)x100
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© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

231



servicenow.

Indicator

Indicator
type
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content Al offensive Al metric
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by skill occurrenceBy Skills
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source
table

Availabl
Calculation L

Precision
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Frequency | Unit
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Now Assist Guardian prompt injection guardrail indicator details

. Indicator .
. Indicator . Available . ..
Indicator source Calculation Frequency | Unit Precision
type breakdownsg
table

Guardrail- AutomatedGenerative Average By Skills Daily Milliseconds0
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User search analyzer indicator details

Indicator Indicator Calculation Available
type breakdownsg
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Indicator

Indicator Indicator source Calculation Available Frequency | Unit Precision
type breakdownsg
table
as genius
results
Top 5 AutomatedValue[sys_v@raplieovaldedarch Daily # 0
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items as Catalog
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Now Assist context menu analytics indicator details

Indicator

Indicator Indicator source Calculation Available Frequency | Unit Precision
type breakdownsg
table
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) Indicator
. Indicator
Indicator voe source
YP table

Calculation

Available

breakdowns

Frequency | Unit Precision
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Now Assist value insights writing time saved indicator details

) Indicator .
. Indicator . Available .
Indicator source Calculation Frequency | Unit
type breakdownsg
table
Total AutomatedGenerative Sum By Skill Daily #
generated Al of skill Family,
content Log[sys_gerestedivioas Bgikills
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generate with Config
content content
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Indicator
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. Indicator .
. Indicator . Available .
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type breakdownsg
table
to read
time
savings
Average AutomatedGenerative Sum of By Skill Daily #
unique Al unique Family,
records Log[sys_genermiras_ai_Bgfkills
summarized summarizedConfig
per day per day/
Number
of days
Total Formula  Generative Total By Skill Daily Hours
reading Al read time  Family,
fime Log[sys_gerseregisién ai_ Bgfkills
saved minutes Config
converted
fo hours
Average AutomatedGenerative Total By Skill Daily Minutes
reading Al read time  Family,
fime Log[sys_gerseregidie_ai_Bg¥kills
saved per perday/ Config
day Number
of days
Average Formula  GenerativeTotal By Skill Daily Minutes
reading Al read fime Family,
fime Log[sys_gersercaidgeari_ Bgfkills
saved day/Total Config
frend per number
record of unique
records
summarized
per day
Average Formula  GenerativeTotal By Skill Daily Minutes
reading Al read time Family,
fime Log[sys_gersercaidgear_ Bgfkills
saved day/Total Config
frend per number
user of unique
users who
executed
the skills
that
contributed
foread
fime
savings
per day

Precision

2

© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are tfrademarks 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.

237



servicenow.

Now LLM Service updates

The Now LLM Service provides access to specialized large language models (LLMs) that are
developed by ServiceNow. It also provides access to open-source LLMs that are selected,
configured, or enhanced by ServiceNow, from the ServiceNow community and partners.
Review these reference materials and model cards for additional information about the Now
LLM Service and about the models used.

Model cards

Large language models (LLMs) are complex machine-learning models that are trained on
large datasefts like websites and documentation to perform language-related tasks, such as
text generation for case summaries and resolution notes.

Model cards explain the specific model's context, intended use, training data, limitations,
and other important information.

These model cards are for skills that use the Now LLM Service. There are certain skills, such as
Now Assist Multi-Turn Catalog Ordering, that use Azure OpenAl instead. To see what LLM a
skill is using, you can check the skill list in the Now Assist Admin console and review the LLM
service column.

Model card for ServiceNow text-to-text LLM &
Model used for conversational use cases like Virtual Agent topic execution and

conversational catalog and agent assist use cases like alert analysis, Al search,
and incident, case, and chat summarization.

Model card for ServiceNow text-to-code LLM &
Model used for code generation.

Model card for ServiceNow flow next-best-action LLM &
Model used for flow recommendations.

Model card for ServiceNow text-to-flow LLM &
Model used for flow generation.

Model card for ServiceNow text-to-text SLM &

Model used for Now Assist Guardian, text-to-cypher and other use cases
that demand rapid inference and high throughput.

Model card for ServiceNow large language model &

Model used for Al-driven solutions to support natural language understanding,
automation, and decision support.

This model card is available in Yokohama patch 1 and later.

Model card for ServiceNow small language model &

Model used for enterprise Al applications by enhancing text-based automation
and content generation within ServiceNow workflows.

This model card is available in Yokohama patch 1 and later.

Model card for ServiceNow third party large language model &

Model used for Al-driven solutions for text generation, summarization, and
conversational Al.

This model card is available in Yokohama patch 1 and later.
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May 2025

An advanced 12B general-purpose small language model (SLM) with a singular, high-
performance architecture that supports a wide range of tasks in ServiceNow's context was
released. Fine-tuned on Mistral-Nemo-12B-Instruct, this model is designed and optimized for
tasks like Agent Assist, Text-to-Flow, Text-to-Cypher, Safety & Content Moderation and Text-to-
Code.

Key Enhancements:

¢ Enhanced instruction adherence: Improved the model’'s capability to accurately interpret
and follow user instructions, ensuring that the model can better understand and execute
complex commands. Leading to more precise and reliable outcomes than previous
releases.

¢ Increased context window: increased context window from 16K to 32K, enabling the
model to better understand long-form inputs, maintain coherence over extended
intferactions, and support more complex tasks with richer contextual awareness.

¢ Improved multilingual proficiency: Boosted performance across languages compared to
previous releases, with notable enhancements in Japanese processing.

¢ Optimized for ServiceNow workflow related capabilities: Extended support coverage for
Text-to-Flow, and improved the performance of Text-to-Code, Text-to-Cypher etfc.

* Continuously enhanced model deployment consolidation: Integrates ServiceNow-related
tasks into a single model, reducing system complexity at the same time while elevating
overall performance.

March 2025

A powerful 12B general-purpose small language model (SLM) designed to enhance a wide
range of applications, including text-to-code and agent use cases was released. Fine-tuned
on Mistral-Nemo-12B, it sfreamlines deployment and consolidates multiple functionalities into
a singular, architecture.

Key Enhancements:

e Optimized to fulfill use cases: Enhances case summarization, chat summarization,
resolution notes, and knowledge base generation across supported languages, including
improvements in Japanese quality.

* Superior text-to-code and text-to-cypher performance: Delivers major advancements in
Glide JavaScript and generic JavaScript editing and generation, along with improved
accuracy in query generation and execution for structured databases.

* Robust content moderation and safety: Provides stronger protection against adversarial
prompts, jail-breaking attempts, and harmful content generation, ensuring safer
deployment with built-in content filtering.

¢ Unified model deployment.integrates ServiceNow-related tasks info a single model,
thereby reducing system complexity while elevating overall performance.

¢ Improved instruction adherence: Delivers better instruction following and consistency
across varying levels of prompt and instruction strictness than the current text-to-text
NowLLM.

November 2024

Several key improvements were added to the Now LLM Service that are aimed at enhancing
performance and quality.
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e Multilingual support: Now LLM Service supports 8 additional languages, enabling global
feams fo use the model in their native languages.

The supported languages are: English, German, French, Japanese, Dutch, French
Canadian, Spanish, Brazilian Portuguese, and Italian.

¢ JSON format support: The model now provides output in JSON format, making it easier for
developers to integrate with various applications and automate workflows seamlessly.

o Deterministic responses: JSON mode ensures structured, consistent oufput, which
improves predictability and reliability when integrating with applications.

o Error reduction: Unlike free-form text mode, JSON responses are less prone to format
errors or stray characters, minimizing integration issues.

> Lower token consumption: The fixed structure of JSON can reduce token usage, making
it more efficient and cost-effective for applications with high response frequency.

* Improvements in instruction following: The model has been fine-tuned to understand and
follow instructions more precisely. This enables the model to deliver more to-the-point
and actionable responses, helping users get the information they need faster and more
efficiently.

Now Assist reference

Reference topics include information about user roles, data usage, and domain separation
for Now Assist.

Now Assist Admin roles
Certain roles are required to use Now Assist Admin functionality.

Now Assist Admin [sn_nowassist_admin.nsa_admin]

This user can create and update the Now Assist Admin experience by editing and
configuring skills.

Contains Roles
List of roles contained within the role.

ACE User [sn_ace.ace_user].

Groups
List of groups this role is assigned to by default.

None.

Special considerations
Avoid granting an admin role when more specialized roles are available.

Now Assist Admin console user [sn_nowassist_admin.user]

This user can access the console and view skills and their configurations, but cannot make
edits.
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Contains Roles
List of roles contained within the role.

None.

Groups
List of groups this role is assigned to by default.

None.

Special considerations

None.

Now Assist panel user [now_assist_panel_user]
Users who have access to the Now Assist panel.
Contains Roles

List of roles contained within the role.

None.

Groups
List of groups this role is assigned to by default.

None.

Special considerations

None.

User data usage policy for Now Assist

Now Assist is designed to keep user data safe and secure. You can also mask sensitive data
or opt-out of sharing data for model improvements.

How your data is sent and stored

Your Al workloads are securely sent using Transport Layer Security (TLS) 1.2 from your
ServiceNow instance to one of three centralized ServiceNow compute hubs (datacenters
with GPUs for Al workloads), where the Al prediction processing takes place. The data used
to generate the response is deleted from the compute hubs after the response has been
generated. The result is then returned o the ServiceNow instance.

The input and output dataisn’t cached or stored on the compute hub and is fransient.

Your data isn’t commingled with other customer data when using Now LLM Service for
generative Al.

Also, there's no commingling of data for domain-separated instances when you use
Generative Al services.

When appropriate, ServiceNow might leverage third-party endpoint services (for example
Azure OpenAl Service) to augment Now LLM Service to power Now Assist capabilities.
Further, to confirm quality of service, ServiceNow might use Azure-hosted GPUs for Now LLM
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Service capacity bursting in case of high customer demand. Data processed by third-party
endpoints isn't subject to use or access by third-party providers and are operated within the
ServiceNow network boundary.

To learn more about Data Sharing Programs, see https://support.servicenow.com/kb?
id=kb_article_view&sysparm_article=KB1648406 &.

Mask sensitive data

Sensitive data can be masked before sending it to LLMs using Now Assist for Data Privacy. To
learn more, see Configuring Data Privacy for Now Assist &.

After you enable the plugin, it's designed to mask sensitive data before it's sent o the LLM,
but could result in less accurate results because the specific data isn’'t included within the
prompt.

e Note: This plugin, within the context of generative Al products, doesn’t mask the
sensitive data that exists in records within your instance, nor does it help prevent new
sensitive data from being stored on the instance itself.

ServiceNow might use Retrieval Augmented Generation (RAG) for selected Al features (for
example NowAssist for Al Search) and passes information to the LLM based on what the
requester can access within the system. If a user searches for something in the portal using
Now Assist in Al Search, Al Search finds the article and then sends that to the LLM as a part of
the prompt. Because Al Search knows what the user has access to, it won't send an article
that the user isn't able to access.

() Note: For some features, such as case summarization, the agent generating the
summary might have more permissions than other people who have access to the
record. If they choose to paste that summary to the work notes, the agent should check
to confirm that the data they're sharing in the work notes is appropriate to share with
others who have access to that record.

Opt out of data sharing

Data Sharing helps ServiceNow to continuously advance and improve its Now LLMs, based
on the latest customer usage. If you no longer want to participate in the customer data-
sharing program, you're able to opt out.

To opt out, follow the instructions in Opt out of data sharing for Now Assist.

Domain separation in the Now Assist Admin console

Domain separation is supported for the Now Assist Admin console. Domain separation
enables you to separate data, processes, and administrative tasks info logical groupings
called domains. You can control several aspects of this separation, including which users can
see and access data.

Support level: Basic

e Business logic: Ensure that data goes intfo 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.
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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 separatfion &.

In the Now Assist Admin console, generative Al capabilities are organized into skills. Each skill
can be configured differently for each domain or you can create a variant of a skill for a
domain. By default, all skills exist in the global domain.

How domain separation works in the Now Assist Admin console

You must enable domain separation on your instance first before you can use it for Now Assist
skills.

Now Assist works with domain separation. When you use Now Assist in a domain-separated
environment, users are only able to access data within their domain. For example, if a user
uses the summarization skill, Now Assist 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,
Assist consumption is fracked according to instance without differentiating between tenants.
You can frack your Now Assist 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 the section on granting
access to Now Assist skills to a domain.

Use cases

You can configure the inputs, roles, triggers, and prompts when you're activating or editing a
skill or a later variant of the skill.

Some use cases include the following examples:

* Use the Activity field as an input in the incident summarization in one domain but only use
the short description and description fields in another domain.

e Grant certain roles access to the Now Assist panel in one domain while another domain
has no role restrictions.

* Trigger the generative Al capabilities by using quick actions in Agent Chat in only one
domain.

e Create a variant of a skill to test one prompt in one domain while another domain uses the
default prompt for the skill.

Granting a domain access to Now Assist skills

Domain separation is possible atf the skill level and at the individual configuration level. When
using the guided setup in the Now Assist Admin console, each configuration option has its
own record that you can separate by domain. To create a record in a different domain, you
must set up the skill while in the scope of your preferred domain.

1. Navigate to the Now Assist Skill Config (sn_nowassist_skill_config) table.

2. Add the Domain field to the list. If it isn't present, select the gear icon at the top of the list
and add the Domain field into the Selected column, then select OK.
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3. Find the skill that you want to enable on a domain-by-domain basis. Set Active to false on
the skill that is in the global scope. You might need to change the scope to edit the record.

4. Change your current domain to the domain that you want to enable the skill in.
5. Navigate to All > Now Assist Admin Console > Features.

6. Navigate to the skill that you want to activate according to domain and select Activate
skill.

7. Configure the skill as usual. For more information, see Activate a Now Assist skill.

8. Return to the Now Assist Skill Config (sn_nowassist_skill_config) table. There should be a new
record in the current domain. Open the new record.

9. In a different browser tab, return to the Now Assist Skill Config table and open the
deactivated skill record in the global domain.

10. Compare the global skill record to the one created within your domain. Records on the
related list may not be present in the domain-specific skill. If they are not there, you must
recreate those records in your domain and attach them to the related list in your domain-
specific skill.

11. Repeat the process for each skill and each domain where you want to have the skill
available.

Related topics

Domain separation for service providers @

Fetch end points in Now Assist Conversational Help skills

The Now Assist Conversational Help skills architecture solves latency by fetching answers
hosted at the nearest location, which is best suited to the user.

Fetching solutions hosted on multiple geographical location

The possible solutions to users queries posted on Now Assist Conversational Help skills are
hosted on three main locations: Japan, EMEA and the US.

For optimal performance, the central instance should be situated in the same geographic
area as the user's instance. To achieve this alignment, we ufilize DISH service, a tool within the
user's instance, that helps identify the correct endpoint. The Now Assist Conversational Help
skills uses the Mimir lookup service feature, inside the different data centers.

The DISH service communicates with the Mimir lookup table to determine the end points
matching the user's location. Once we obtain this endpoint, it gets securely stored in the sys-
service table within the customer instance. Moving forward, all the users' queries are routed
through the specific endpoint, ensuring consistency and reliability. The Get Help skill uses the
endpoint present in the sys-property com. snc.get help.endpoint.

0 Note: The Now Assist Conversational Help skill version is stored in
sn_ads_now_help.com.snc_now_help_skill.version, ensuring backward compatibility
within the conversational shared services.

Performance Analytics indicators for generative Al

Indicators for generative Al include information about generative Al logs, executions, fokens,
latency, number of users who use a Now Assist skill, and more.

These indicators can be found by going to the Analytics Hub. To access the Analytics Hub,
navigate to Performance Analytics > Analytics Hub. There are two sets of indicators, one for
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the Generative Al Log table and one for the Generative Al Usage Log table. Both can be
accessed by searching for gen ai.

These indicators measure data on daily intervals. Data is only available for dates before the
current date. If you want to see results from the current day, you must wait until the next day.

Generative Al Log table Indicators

Generative Al logs on your instance provide details for generative Al executions on the
instance. All indicators can be broken done by definition and skill config so you can keep
track of the executions of LLM requests on your instance.

Total Gen Al Logs
Breakdowns: By Definition, By Skill Config, By Status, By Feedback
Gen Al Log - Total Internal Now LLM executions
Breakdowns: By Definition, By Skill Config, By Status, By Feedback
Gen Al Log - Maximum Prompt Token Count
Breakdowns: By Definition, By Skill Config
Gen Al Log - Total Sum Prompt Token Count
Breakdowns: By Definition, By Skill Config
Gen Al Log - Minimum latency
Breakdowns: By Definition, By Skill Config
Gen Al Log - Maximum latency
Breakdowns: By Definition, By Skill Config
Gen Al Log - Total Sum Response Token Count
Breakdowns: By Definition, By Skill Config
Gen Al Log - Maximum Response Token Count

Breakdowns: By Definition, By Skill Config

Generative Al Usage Log table Indicators
Generative Al Usage Log table indicators provide information about how and who is using
generative Al features in Now Assist skills and Generative Al Controller capabilities.
Gen Al Actions per day
Breakdowns: By Generative Al Skill Execution Modality, By Gen Al Feature
Number of users who used Gen Al actions per day
Breakdowns: By Gen Al Feature

Now Assist glossary

Learn about the terms and concepts used in Now Assist.

custom skill

A user-defined Al capability tailored to meet specific business needs. Custom skills are
created using Now Assist Skill Kit, which allows for a user to define input data, prompfs,
LLM providers and deployment areas for custom skills.

dynamic translation

A ServiceNow Al Platform feature used by Now Assist to translate user input to English
and Al-generated response back to the user's preferred language.
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generative Al
A technology that uses large language model (LLM) to generate text, summaries, and
other content.

Generative Al Controller
A tool to customize the generative Al experience on the Now Platform, including
integrating third-party large language model (LLM) licenses.

guardrail
A mechanism that monitors and evaluates user input and Al-generated response to
ensure it is safe and appropriate.

large language model (LLM)
A complex machine-learning model trained on large datasets to generate human-like
responses to user input.

multi-turn catalog ordering
A feature in Now Assist that allows users o order catalog items from the service catalog
through a conversational interface.

native translation

A feature in Now Assist that uses the LLMs provided by the Now LLM Service to generate
responses in the user's preferred language. You can enable and configure it in the Now
Assist Admin console.

Now Assist

Now Assist refers to generative Al experiences on the ServiceNow Al Platform. With Now
Assist, you can improve productivity and efficiency in your organization with better self-
service, faster answers and recommended actions, and empower users to search more
effectively.

Now Assist Admin console
A console for administrators to quickly set up, configure, and monitor generative Al
features and capabilities offered under Now Assist.

Now Assist Analytics
A dashboard that provides insights into the usage, value, and performance of Now
Assist and self-service experiences powered by Now Assist.

Now Assist context menu
A generative Al feature that assists agents in creating and editing emails and chat
replies, available in the Next Experience for specific workflows.

Now Assist Guardian

A feature that monitors and evaluates content created with generative Al to protect
users from harmful, offensive, or inappropriate content. It can log incidents and prevent
such content from being displayed.

Now Assist in Virtual Agent

Refers to using large language models (LLMs) to create a natural-language
conversational experience that can improve the success of your self-service workflows.
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Now Assist panel

A conversational interface to summarize chat, case, or incident or generate resolution
notes so that you can get the context of the information quickly. You can also
communicate with Al agent during issue resolution.

Now Assist skill

A predefined capability within Now Assist that uses generative Al to perform tasks such
as generating summaries, resolution notes, and so on. Now Assist skills are provided with
Now Assist plugins such as Now Assist for Customer Service Management (CSM). You
can create custom skills using Now Assist Skill Kit.

Now LLM Service

The Now LLM Service provides access to specialized large language models (LLMs) that
are developed by ServiceNow. It also provides access to open-source LLMs that are
selected, configured, or enhanced by ServiceNow, from the ServiceNow community
and partners.

offensive content detection
A guardrail in Now Assist Guardian that logs and blocks offensive, harmful, or
inappropriate content.

prompt injection detection
A security feature in Now Assist Guardian that identifies and prevents malicious inputs
from being used to manipulate Al-generated responses.

q&a genius result

Q&A Genius Results in Now Assist provide users with concise, actionable answers
generated from relevant knowledge articles and other sources. These results are
displayed as actionable cards, each including a link to the source knowledge article for
further reference.

Knowledge Graph

The Knowledge Graph application, uses the structured and unstructured data from
ServiceNow records, knowledge bases, and external sources to enhance the performance of
Now Assist Virtual Agent, Al agents, and generative Al skills.

Get started
Explore Configure
Explore Knowledge Graph Configure Knowledge Graph
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Use Knowledge Graph Reference
AR
Create and edit Additional information fo
Knowledge Graph schemas configure Knowledge Graph

Exploring Knowledge Graph

Knowledge Graph provides a customized user experience for enterprises by creating and
managing Knowledge Graph schemas that are represented by nodes, node properties, and
edges.

Knowledge Graph overview
ServiceNow Knowledge Graph application provides two main functionalities:
1. Knowledge Graph designer: A user-friendly interface to manage Knowledge Graph

schemas and their nodes, node properties, and edges.

2. Prebuilt integrations: Integrations with Now Assist Virtual Agent and Al Agents.

Knowledge Graph Designer

Knowledge Graph Designer is a dedicated, no-code Ul where Knowledge Graph
administrators (kg_admins) can effortlessly:

¢ Design and manage Knowledge Graph schemas, including configuring nodes (tables),
properties (columns), and relationships.

¢ Analyze results of the Knowledge Graph APIs infegrated in downstream products by
auditing the schema using natural language queries and achieved responses.

The Knowledge Graph Designer streamlines the entire process, from schema creation and
data ingestion to performance monitoring and results analysis. The new approach confirms a
scalable, flexible, and intuitive way for Knowledge modeling.

Prebuilt Integrations

By unifying Knowledge across platforms and integrating with Now Assist, Al Search, Al

Agents, and skill kit, the prebuilt integrations of Knowledge Graph helps the customer drive
productivity, enhance decision-making, and unlock the full potential of enterprise data, while
maintaining robust data governance and permission confrols.

In this release, the available prebuilt integrations are:
1. Integration with Now Assist Virtual Agent and Al Agents for User Context: Helps users with

personalized responses.

2. Integration with Now Assist Virtual Agent for Slot filling: Helps pre-fill the slots for Virtual Agent
fopics using the Natural Language Querying feature of Knowledge Graph.

3. Integration with Now Assist Virtual Agent for Employee schema: Helps requesters with
personalized responses on people queries and Natural Language queries. Also supports
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people citation card. By default the user NLQ graph is connected which is used for people
queries but you also have sample graph schema for other employee queries. For more
details see KB artficle @.

4. Integration with Al Agents as a fool: Used to retfrieve results in Natural Language and
perform follow up tasks that are assigned to the Al Agents.

Knowledge Graph users

Knowledge Graph users

User role

KG Functionality

Knowledge Graph
Admin (kg_admin)

Knowledge Graph
Designer

Requester Prebuilt integration

with Virtual Agent

Description

The Knowledge Graph Admin can create
and manage Knowledge Graph schemas.

Helps requesters with personalized answers
and fewer conversation furns with pre-filled

and Agentic Al slotfs for LLM topics and skills.

Knowledge Graph benefits

Knowledge Graph benefits

Benefit Feature Users
Enhance user experience (with prebuilt Provides accurate Requesters
integration for downstream products like data with minimal
Now Assist Virtual Agent and Agentic Al) user effort.
Simple and easy to use Creates a complex kg_admin
data model called
Knowledge Graph
schema with
numerous enfities
and their relation
within a few steps.
Easy to manage Editing Knowledge kg_admin

Graph schemas to
add new nodes or
edges is simple.

Customizable Knowledge Graph schemas Provides an option fo  kg_admin
copy the ServiceNow
Knowledge Graph

schemas for

customization.

Test a Knowledge Graph schema Provides an option
to test a Knowledge
Graph schema by

running a query.

kg_admin

What to explore next

To learn more about configuring and using Knowledge Graph, see:
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¢ Configuring Knowledge Graph
¢ Using Knowledge Graph Designer

* Reference for Knowledge Graph

Access Knowledge Graph Schemas
Use Knowledge Graph Designer to create, edit, and manage Knowledge Graph schemas.

Before you begin
Role required: kg_admin

Procedure

Navigate to All > Knowledge Graph > Knowledge Graph Designer.
The Knowledge Graph Designer landing page displays a list of all the Knowledge Graph
schemas available for users.

ServiceNow some provides prebuilt schema that are non-editable. Currently, the following
prebuilt schemas are available:

» User graph schema: Used to provide logged in user's details to Virtual Agent for
personalised response. The profile section is used by Al agents for additional user confext.

The details of the user context passed by default are as below:

User Graph Schema

Entry Atiributes

Grouped as Profile
sys_user table's columns:

°oname
o first name

o last name

o User name

o employee number
o email

> business phone

> mobile phone

o title

> preferred language
o Time formaft

> date format

o Time zone
cmn_location
o City

o state

o country
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Entry Attributes

cmn_department
° name

- headcount

core_compdny: name

Grouped as manager
sys_user table's columns:

°name

o first name

o last name

° uUser name

o employee number
o email

° business phone

> mobile phone

o title

o preferred language
o Time format

> date format

> Time zone

° Zip code

o City

o state

Grouped as reportees
sys_user table's columns:

°oname
o first name

o last name

o User name

o employee number
o email

> business phone

> mobile phone

o title

> preferred language
o Time format

> date format

> Time zone

o Zip code
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Entry Atiributes

o City
o state

Grouped as assets
alm_asset table's columns:

o display name
o purchase date

o retired date

¢ NLQ graph Scheme: Helps requesters with personalized responses on people queries and
Natural Language queries. Also supports people citation card. By default the user NLQ
graph is connected which is used for people queries but you also have sample graph
schema for other employee queries. For more details see KB arficle @.

Servicennw All Favorites History A Admin Knowledge Graph +:

T know

Knowledge Graph Designer

Create and manage raph schemas that ass reating person

Knowledge Graph Schema

Resources
Di N; Sco|
splay name ame - Y Product documentation (7
Schema_automation2024 @ Knowledge graph article 3
10-30 14:15:26 IST
tion2024- . FAGS
Schema_automation20241030_142554 15T Global

Schema_sutomation20241030_161526_I5T  Global
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You can also create a Knowledge Graph schema from the landing page.

Leverage Knowledge Graph prebuilt integration with Virtual Agent

The prebuilt integrations of Knowledge Graph can help ServiceNow users to drive
productivity, enhance decision-making, and unlock the full potential of enterprise data-
while maintaining robust data governance and permission controls.

In this release, the available prebuilt integrations with Virtual Agent are:

1. Infegration with Now Assist Virtual Agent for User Context: Helps requesters with
personalized responses.

2. Integration with Now Assist Virtual Agent for Slot filing: Helps requesters pre-fill the slots for
LLM topics and skills execution using Natural Language Querying of Knowledge Graph.

3. Intfegration with Now Assist Virtual Agent for NLQ graph: Helps requesters with personalized
responses on people queries and Natural Language queries. Also supports people citation
card.
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() Note: To enable Knowledge Graph for Now Assist in Virtual Agent,
ensure that sz vad genai.knowledge graph.enabledand
sn als assist.enable knowledge graph nlgsystem properties are set to frue.

Integration with Now Assist Virtual Agent for User Context

For the users of Now Assist, Knowledge Graph integrates the context from the prebuilt User
Profile Schemas that provide personalized responses.

By leveraging relationships between users, teams, and content, products like Al Search and
Now Assist can provide relevant, permission-aware answers instead of generic results.

With Knowledge Graph, responses are dynamically tailored based on:
* Who the user is: Role, department, and location
* Who they collaborate with: Manager, reportee

* What assets do they have

Here's an example use case:

* An employee uses Now Assist Virtual Agent for information on parental leave policy. They
enter the query in the Virtual Agent window What is my parental leave policy?

* Virtual Agent receives the user information like. The employee is based in the country: USA,
state: California, City: Santa Clara, from the Knowledge Graph User Profile Schema.

¢ This additional user profile context is used to personalize the synthesized response to the
exact location of the employee

* Therefore, instead of gefting a link to the parental leave policy document or a generic
response, the employee gets a tailored contextualized answer:

Your company offers a generous parental leave policy to its employees
in California. As of January 2022, the company increased paid time off
for workers who give birth to a maximum of 24 weeks from the previous
18. In addition to the company's internal policies, California state
law provides further protections. The California Family Rights Act
(CFRA) offers eligible employees up to 12 weeks of unpaid, Jjob-protected
leave to care for their own serious health condition or that of a
family member, or to bond with a new child. This is complemented by the
Pregnancy Disability Leave (PDL) law, which provides up to four months
of unpaid, job-protected leave for employees disabled by pregnancy,
childbirth, or related medical conditions.

Integration with Now Assist Virtual Agent for Slot filling

Knowledge Graph enhances the Virtual Agent user experience and makes the process
seamless and efficient by reducing the slot-filling questions asked during conversations.

Here's an example use