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1. Event triggers an incident
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Event monitoring Fredictive inteligence

2. Investigate the incident
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Investigate

service Operations i
Framewaorks

Workspace

3. Understand customer impact
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sSemvice-aware Industry and Operations
CMDB Custormer account 380
Data Model

4, Generate proactive major case

5. Decision-driven escalation (optional)
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Decision table

4. Communicate with customers (ongeoing)

7. Resolve incident and auto-close cases
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Proactive Service Experience Workflows
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Assigned to me Number + Short description
Active INC0010001 Software Failure for vManage_10001
All
INC0009009 Unable to access the shared folder.
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David Miller 4-Low New
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David Miller 3 Moderate Closed
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System Administrator 5 -Planning New
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David Miller 1 - Critical New
Event Management 1- Critical Closed
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SD WAN Enterprise Solutions L2 Network Engineering
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=8 Software failure for Vmanage_10001. ©

Company Priority Ste  Sage  Needsattention Con ften  Opened
ACME South Ame... 5-Planning New  Triage tue vManage_10001  2022-09-12 09:17.
Overview  Details  Related records

Summary

Software failure for Vmanage_10001. N

Impact 3-tow

Affected Cls Affected Accounts

1 0] 0

Impacted Services/Cls

Affected Cls [1
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Check the following information on the incident
- The Alarm details

- Affected Configuration Items

- Execute Refresh Impacted Services

- Identify Impacted Customers

Show more

“ maint
Field Changes » 2022-09-12 09:17:58

save | [ Create change request | ~ | [N (-

% Record Information
Lastupdated by system
2022:09-1209:1823
Origin

Caller
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WG Product Manag
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Alert

m & 9 0
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&  This Incident has not been assigned yet
.

Assign incident
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« TActivate Now Assist for Customer Service Management (CSM) (CSM @ Now Assist M
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REYIVY—=ILTOT—ROBHRE)LOEK) @
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Type your comments here
V7,
@ Everyone can see this comment
Activity Y Q 15
& John Jason Internal 3 days ago A

Work note = Mon, Apr 17, 5:44 PM

These changes look good to me. Please update the record C51229034 as
well.

George Warren - filename] and 3 attachments added 3daysago WV
Beth Anglin - Added comment: Lorem ipsum dolor sit amet, co... 3daysago v
Beth Anglin - Added comment: Lorem ipsum dolor sit amet, co... 3daysago v
George Warren - filename] and 3 attachments added 3daysago Vv

€
L
3
@
85 John Jason - Issue during class with broken pedals on our Pelot... 3 daysago v
@ George Warren - filename)] and 3 attachments added 3daysago V
=

George Warren - Issue during class with broken pedals on our... 3 daysago v

= O
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BENTVXY, INSDOT I7AILMEICE. REF (8%,
[CC). 8KV [BCC] 71 —ILRDX—=)LP KL R)., *E&E.
A=ILOHE, BLUOAYEL—IERXICEDDTFANEEDD
ZENTEXY,

WREPOY3VDREIVIR-RY b

REPOY3VIVYR—RVEI DYTFRMARRAIY(CHTELTRRSN, I-YIVh
(C Al RFREEEZRELET, T—I Y hE BRORR. FLYILBOLE21— RN BB
DT—RADFRNZETSZENTEXRT,

TI7AILLTE. Al REROBEIST — A DEBERHRPERKLE T,

FLYIRBDHE, I—-IYI1YVhILBZERRLT ZORBEREDT —R(TRHATEXRY, 5
BEMILUIER. ZOEBE BELI—R] 9T0 [RMEhicF Ly Y] URKIRRSNET,
« [BBERRUTRN] BRI DE. JVTFRYA RNRILICESHRREINET,

« [COEBERN] ZBRITDE. FLYIRSHIREDT —R(THRTENFT,

@ I DVFFRNIARIARITHEEF IV 3 V% EAT B(CE. CSM BARTTEE
D—DAR=2RPTVT—Y3aVCEENTWRHET VY3 ve PTUT—y 3y
(sn_cs_nb_action) DNAE T,

BhEFP A TAIVIR—RY
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» B &% 2 @

2]

w

Work Orders N v ——t | Work Orders 1 ~
SLAs 3 - o} + Create [ View all
Tasks 2 v & Work Order o
Number Priority
Interactions 0 - B3] wQo0010001 4 - Low
State Short description

Draft Emails o - Draft Router crashed during firm...
Emails 5N

SLAs i
Task Skills oy |

Tasks o v
Attached Knowledge o -

Interactions oy -
Knowledge Gaps 0 -

Draft Emails o
Escalations 1

Emails 5N
Child Cases 0

Task Skills o -
Special Handling Notes List o -

Attached Knowledge o
ReqLests ) By Knowledge Gaps o -
Appointments o Escalations 0 -
Social Logs 0 - Child Cases oy
Blocked by 3 v Special Handling Notes List N
Related Parties 0 - Requests o

AVIT—H—IClE. BEYRNTERIUERL I—ROBHLRRSINET, BRATDIE. BEUR
ROLI—RHAH—RERATERREINKT, BBEJRNEDHE, I-I TV LEURNT K]
ZHERLUTCLI—RZERTEXY,

IVFHERAMA R)I(RILOBEEP A T LAIVIR—RY M ROBEEY R -HEFNTLEXT,
FEBEZRIDAVAR=IIN=RATA T

« RV

«SLA

«FFELFEI R

e IRAHWL—Y3YV

« FU—2

« BBEK

e J0OvoTT

« BRE

sz FLyy

e FLyIFXrvS

o X—JU

e RS TR X—=JL

e RV RFI

« BRI

BEURKNCE LTFO7POY3vhEENKT,
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PATALASEC 1 ROD—RHRRSNET,

e I—YVIVKRIYTITTPATLZRS ZENTEXT,

c URKC 5 DUEDTPATLDBBHBER. [ E5ICKRR] ATYIVHEFERNET,

T—ZDIERK

I—YzIVhE POY3VN\-0 [ZOMDF O3 V] XZa—h5 [T—RZERK] ZEIRL
T, TO/0Y-HGYIR— T —RZEHTEXT,

TR TBE. Y—ERELIF—FE—FILHBHE. TO/O0V-BRYNR-—~T—R51T
CXHUTERSNIEY —ERDRRENET, COE—FILHS, I-IT VR IRDIENTEX
ER

« T—ERZRET B,
« T—ERE&ERT B,
o [T—RZEMEN] ZRIRT B,

T=2ZDMER SN, FHLWI—XL I—RHRRENET,

@ E: COFUY3IVE. FTUO/OY-ERYR—KLI—RR=ITRET I 4L THEBIC
mjfb\gjo

CSM O Now Assist Z{ER L7z — DR X EDAER

CSM @ Now Assist 7T7UT—Y 3 VDBRXEEMRATILZERBLT. I—-Y IV ~IBHWIC
T—ADBERAEZER L. BECHRRZREZL T BRBERZT—ALI—R(CENTEXY,

J—ALD—KT[VU2—YaVERRIUI 7OoYaVEERIDE. [VYa1—YaVERE]
E—FYIDERREINET, y—ALI—ROD BREXE ] T4 —ILRHOEDFE. BREXEDERR
FILEE—AIILDZDT 14 —=I)LRICERZEBINULET, FBICDOLWTIEZ, TCSM @ Now Assist %
FBRULET—2ADBARXAEZERA ) ZERUL TSI,

@ T BRXEDERZAFILTE, BRXAEEEMRT BHIC. T7—2RLI—RICHE 200 55
HPRETY, BRXEEERTERWBEE, [BRXE ] 74 —ILROTFIEX Yy E—IDHRR
SNEY,

70/ 0Y—BRYKR—kLI—RR—IDN\UPY N TRRXEERRFILEBRT A DL

TiE UTFESRLTIEE L,

« TActivate Now Assist for Customer Service Management (CSM) (CSM @ Now Assist M
7OTa71)@a

« TConfigure the resolution notes generation skill in the Now Assist Admin console (Now
Assist 7RIV IOVY — )L TOFBRXEERAFILDOERK)A

e [(VUaA—=Y3aVERRIUI POY3VESLUEE7 VY3 VEERB
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¢ AVIR—RVYKITYH—DUILYYaPAIVEERLTTFRANZEHMU. ROBNZIG
LET,

O I T-RCENTZIOLHHRTFRREENTVERNES, ZOT—RICRBRICH
BRE/NBEEBEHHAXTEH D FBA (This case doesn't have the minimum number of words
required for summarization yet); EWS Xy E—IHRRINEKT,

FTO/0V-RBYR—,TOLRR=—INUPYRTT—ROEBHNIVR—RY N EERT BIC
[E. CSM @ Now Assist 7FUT—33 V%P 057171 UL. Now Assist PRIV —JLT
T—2ADENRAFILZBE LT T, SHBICDOVTE, LULTZERUL TS,
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o TActivate Now Assist for Customer Service Management (CSM) (CSM @ Now Assist M
POTq4T71)8

» TConfigure the case summarization skill in the Now Assist Admin console (Now Assist 77
RXYIVY—-ILTOT—ROBHNRFILOEK)A |

AVFHERMNYARIXRILDIVIR—RY
AVFHFRAMYARNRIILIVIR—RY KCE, I—YV IV D BEEORBEZREL CTRRT B8

CEATEDSIRITRY—INEFINTVET, T2 /0Y-HEGYR—-~TOECIAR—-I DIV
TERART A RIRIVICE, ROITHEENTVET,

F90Y-8RUYR—7O0CZAR—IDIVFFRANYA RIRILDY T

57 A

POTAETA AN =LA POTAETARANY—LDVIR—RV KT, T—RLI—F
TRELTWBPITAETADYRIDRRENET,

HEP O3 VDREK ERFOIY3V] FTICE Al RFRE ERENEFNTVET,

I-YIVhR A RRZEALT BEOBEICEETS)
V—RETBBERRERRTEXT,

RFEMEETE, T—ADBRBRFRADOTFRACEDNT, B
RIBRORADEY bHRRENET, CORPDDBREY KT
(F. FLYIERSHEENTT, I—-I IV BIORERF—
D—RZANUTRREZRDIBET I EHTEXT,

REBROUR S, I-YIYMIROT EEETTEE
ER

o V—RZBIRULT, ZDY 1 TORFRERZRRLE T,
RFBEROIVRRZTAILIYVYITI UK,
RFBROIVRA S ZLOEZ X,
¢ LI—RY T 9T TRREBEREEEERR CHEXT,
cRDFPVYIVERITUXRT,

o BEEERR U TRA

o —2ADUVY

o SEBDLBEERTN. LBDISIRE. RICIUDIRLIEFERIC
UIERBRWEBONY—IRBE, ZOMDFIY3aVERTUR

ED
[(POVIVER) PAIVERERRUT BRHLIEFP O3 V%
FRULET,

FHBICOVWTIX, MEEPIY3Y TAIRRZERALTT—XR
ZiERT 28 ) ZBRULTIIES L,

O F: IVFFRNUA R THET O Y 3 V% BR
I BIClF. CSM BRRTIRED —D AR—R P FU T —T 3
VICEFENTWREE POy va 70—y 3y
(sn_cs_nb_action) "HETY,

B&EP7 AT (BEEP AT L] T T—REEIRARNDTP V2R ZRHL

ESER
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Fo/0V-RRYR—rTOLAR—IDIVFFRESARIXRILDY T (<)
57 568

TO/O0Y-HEYIR—DOTLATYv O T, BEEDR R
MNIVFFRRYA RNRILICHBATNTVET, hsDY
ARRPI-—FToAVEATRRESN, I—-I 1YV BB
CTERUEDIFDIEIZAIEDTERT,

AVIT—5—IC(E, BEEYRNTHERBIRERLL I— FOEHER
mENFE9, BRI D& BEVRMDOLI—RHA—RERT
RRSNET,

//J\\{—.I-jl ’r“/ [Id\\'f—.er ’f)l/] 97?(; /J- Z%E@Id\\{jjJ 'r)l./((.J 7‘&2
Tgia-o (_0)977!)\‘3\ I_/IJl\(;/d\\'f—le ’r)ll%-:ij_\
TYOYO—RTEXT,

FVITL—k [FYTIL—KR])D9TTlE I—IJVHDPHFLLWLI—RD
J4—I)LRICBIHNCANT BOICRBOIRER I A —LTV T
L—KECPOLERTEZXS, I-VIVRE A1VITYVRPE
BREDHFUWLI—REERTDEEIC. TYTL—REFEH
THEATEXED,

WETYTIL—k IETYTL—K] 9T TR FAYERIGET Y TL—kIC
POERBRTERT, INSOTVYTL—KCIIBFIATREZX Y
E—INEFENTHED, I-YIVhEIhZzIE-LT, BE
—BHOHBIAY Y ZRRICRHETEEXT,

X=IFTVTL—k [(X=ILFTYTL—K] 9T TR FRTEBX-ILTVYTL—
RCPOELRTEXY, INSOTYTL—KCE I—-YTV
EROX—=IL XY E—V([TEBNTEBZ 71 —ILEDT T4 )L ~MED
BENTLEXYT, INSOT 7L MEICE. ZEE ([3E%k).
[CC). BXV[BCC)] 71 —ILRDX—=)L7 KL R), *EE
X=ILO#HZ. BIXUAXvtE— /KK&E@%T#ZF%E@%
ZENTEXRY,

S ERIT [(B#izxR1T] YT TR, BEDREKRREZZH L TRET DO
D7 D RENRMENTT,

POTA4ET4 RN —=LADVR—RV k

FO0V-8RYR— L, TOCAR—IDOIVTFFRNTA RIXRIVORVDY TCIE. POT+
ET4 RARU—LREENTWVWET,

POTAETA AR —=ADVR—RYRKCE . T—RALI—=RKRTEELTWB7PIT1ET1DY
ARDBRRENET, VAMNRNDTZIOTA ET A (FIFDTIEATEDRBRALEDTEXY, D7D
ELI—VIVRIURMETEPLKRF P Y ULTT—R7 9T ET A OWEZIBRBTEXY, B
fgdE. I—YVIVRIMBADT7OT1ET 1 DFEBIBERERRITEX,
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TO/O0Y-HGYIR-TLATYIDPIOTAETA AN —LADYR—RY b+

Compose %
s Comments & Work notes (Private)
Type your comments here
ZJ
@ Everyone can see this comment
Activity Y Q 15
& John Jason Internal 3 days ago A

Work note « Mon, Apr 17, 5:44 PM

These changes look good to me. Please update the record C51229034 as
well.

George Warren - filename] and 3 attachments added 3daysago W
Beth Anglin - Added comment: Lorem ipsum dolor sit amet, co... 3daysago v
Beth Anglin - Added comment: Lorem ipsum dolor sit amet, co... 3daysago v
George Warren - filename] and 3 attachments added 3daysago Vv

€
L
3
@
85 John Jason - Issue during class with broken pedals on our Pelot... 3 daysago v
@ George Warren - filename)] and 3 attachments added 3daysago W
=

George Warren - Issue during class with broken pedals on our... 3daysago v

= O

POTAETARAN)—LDTPIOT14ET4E. PAIAVEREERLTPZOTAETA Y4 T%R
THYAILTRENET,

e XV

« EEEXE

AT FAIL

e 714—I)LRDZEE

o REX—IFRLEREX—-I
« Fr¥ v hDORE

e NRAYLTPAIY

o E, VRNRDEP VT ET A CIERDEDHAEENT T,
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cFPIOTAETAIATERT Ao

e PUOTAETAZIBEITDZI—S—D%H,

e PUOTAET A DFER 1 TOYYY—,

« PO T4 ET 4 BAEHANEOERT /Y s

ABHY A LARY VT,

cI—IJIVRETPIOTAET A DEMBYT) —ZERRT DIEHICERTEIEMANY Vs

~

<

~

ERIDE. BPITAETACERDHEDEEENKT,

« TERBMEFLHDRY Y T,

e TPOTAETADIATEGRIPTSE7 O3V SN,

e IXYVEBESIWMEEXEDIHZE(F. IXY FREBEEXEDE,

e 74 —LREFDIZEIF. Tr—ILRBEEHSNIZT «—ILR1E,

« XA=LDBEER FBRX v - VB,

AT PAILDBER. TMTF7AINDNSBRTLE2L—,

« Fry hDFER. YA RN—Fryhhh—kK,

POTAETAARY—ATEF. E—FLRIA700ZERALT. XYL EEXE. X—)l%Z

ERLUEYT, 70V 3V/\—D [{ERL (Compose)] MY VEFER LT, INSD7A TLAEERULE
ED

« [{ERL (Compose)] >[I XV K] [OXY REER] E—RLRYAI PO EZREET,
o [1ERX (Compose)] > [{EEXTE] : [{EEXTEEER] E—RLRYA 700 E2HEET,
o [fEBX (Compose)] > [X—)L] : [X=ILZERR] E—RLRYAI PO ZRAEXT,

HRP7OV3VORRIVR—RY S

WREPOY3IVORRIVR—RYEE, DVTFRAMTA RNRRIVIEFTELTERRSN, I—
JVIVRC A BRREEZRELET, I-YTVhE BROKRKR, FLyIRBOLELI—ER
'fT.]-\ §Eﬂ${®’7—2®m\\1—f¢éﬁ5 : (\:.bi\-togig_o

T I A BT Al RROBEK(ET —ROBERFRBPZRERLE T,

FLYIREDHE, I-YIVrIEEZRRUT. ZOLBZREDT—RITHRAITEXRT, 5
$&Ilj\\{—f lJTt_1§ %®DB$(; [F?gél/j |\] 97@ [//J\\{j-énrc_j— l/ v /] U 2 |\ ‘:ﬁﬁénia—o
o [EBZRTUTHRMA Z&RT DL, DVTHFRAMTA RIIRIVEEBHERREINK T,

L4 [Z®§B$7@:’/m\ﬁ'] %:’L.;TR?% t j_ l-/ v /nB%bQIEEGDIJ—_Z(:;Z&{TJé nig-o

© L DVFFERNTARNARIVTHRET VY 3 V%ERTBICE. CSM BRTAL
D—DAR=RAFPFVT—a3VICEENTWRHEET7OIY3va PV T—3Y
(sn_cs_nb_action) "HE T,

BEP A TAIVIR—RY

TO/O0YV-HEYIR—bDTLATYvOTE BEVRMEENIYTF AT A R/(RILITHEM
AFENTVWET, BE7ZATAIYTE. I—=V IV NT—RABEEVRARMOOPOCRZRBHBUE
o SNSOURRIPI—FT A AVERATRRIN, I—IY YV MEIHELHUCTERBUEZEDIFD
TelcATEDTEXRY,
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TO/O0Y-HGYIR-cTLATYvIDOEE) R~ VIR—RY

Work Orders N v ——t | Work Orders 1 ~
SLAs 3 - o} + Create [ View all
Tasks 2 v & Work Order o
Number Priority
Interactions 0 - B3] wQo0010001 4 - Low
State Short description

Draft Emails o - Draft Router crashed during firm...
Emails 5N - (4

SLAs i
Task Skills oy |

Tasks o v
Attached Knowledge o -

Interactions oy -
Knowledge Gaps 0 -

Draft Emails o
Escalations 1

Emails 5N
Child Cases 0

Task Skills o -
Special Handling Notes List o -

Attached Knowledge o
ReqLests ) By Knowledge Gaps o -
Appointments o Escalations 0 -
Social Logs 0 - Child Cases oy
Blocked by 3 v Special Handling Notes List N
Related Parties 0 - Requests o

AVIT—H—IClE. BEYRNTERIUERL I—ROBHLRRSINET, BRATDIE. BEUR
ROLI—RHAH—RERATERREINKT, BBEJRNEDHE, I-I TV LEURNT K]
ZHERLUTCLI—RZERTEXY,

IVFHERAMA R)I(RILOBEEP A T LAIVIR—RY M ROBEEY R -HEFNTLEXT,
FEBEZRIDAVAR=IIN=RATA T

« RV

«SLA

«FFELFEI R

e IRAHWL—Y3YV

« FU—2

« BBEK

e J0OvoTT

« BRE

sz FLyy

e FLyIFXrvS

o X—JU

e RS TR X—=JL

e RV RFI

« BRI

/,

BEURKNCE LTFO7POY3vhEENKT,
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B : A TICZEBOLI—RHARE, I—-V Iz VREINEFEBLTHULWP A TLAZERT
=X,

e INRTERR YT HTCLI—RYURRDHEEXT,

« E5ICHERR 5 @EBZABTATLERDOUYRKCRRENET,
BRSNIEVIANRDTZ A TLRH—RFELTRRENETT, BRRASNLEURKIE, YRMADE
PATLASEC N ROA—RHRRENET,

e I—YVIVKRIYTITTPATLZRS ZENTEXT,

« URKIC 5 DUEDTP AT LDBHBHBER. [SEICRR] ATV 3 VHEINKT,

E-RLRRY1 70T

FO/O0Y-BRBYR—FDTLATYVITIE. E=RLRYIPOTZFERBLT. IXV S,
EEXE, BXUX=I AV E—IZERLET, ROFIYVIVIE. TA—LAYSH—D [{ERL
(Compose)] Ky VYHSETTEET,

o [{ERR (Compose)] >[I XV K] [OXY REER] E—RLRYAI PO ZHEXT,
o [1ERX (Compose)] > [{EEX E] : [{EEXTEZER] E—RLRYA 700 2HEET,
o [{ERK (Compose)] > [X—IL] : [ X—IL&EERR] E—RLRY1 PO EREET,

E—RLRYA7OTJDURECE ROBAUDEB SN,

e BYAT (DX EEXE, FEEX-I) DE-—RLRIA47O0TE. —ElC1 DFD7H
TAICTBDIENTEXT,

«—EIC 1 DOE-—RLRIA7OTZERRL, 8D 2 DOY A 7O BRIMEENTK T,

e RIMELESNTEE—RLRIA7POTE. 703 V/\—0D EITPDF U3V (In-progress
Actions)] XZ 2 —([CRREINET, COXZa1—(ClF. BIMELSNTEE—RL RS 17050
ZRTINY IDRREINET,

 RADE—RLRIAPOITHRRSNTVBEICI—II VA 2 BEDE-RLRY170
IR E. YRTLARRVNDE—RLRY (700 %ZRIMELE T,
I—IIVRIROZEZETTEXRY,

« GEITPD TP U3V (In-progress Actions)] XZa1—%=&#RU T, BIMEENTEE—RLRY T
7OVDYRRERRUET, URAMNADOEIY RJIICIE, RIMESNTETATLDYA RILED
TOUAEENTT,

o X—=JLDIZFE. 1 MILEX—ILOHETT,
o AXYMEEEAEDHE. 71 MLETFRSDRIIDITTI,
s URRHSTPATLAZEERLT, RIMEESNTEE—RLRI A 7OTZRERT,

IXY M, BEXE, BELOA—-ILDHDO—XENE :

e POTAETA AR —LARIAXY MRIZBEEXEZRI/T DL, E—FLRYI7OTHEL
ENCN

e LI—RZERETDE. POTAETARAMNY—ARIXY SREBEEXEDEREN. E—F
LRI1POITHELCET,

e A= EXETBE. E—RLRIAPOTHRALET, X—IDBFPIOT1ETA+ ARU—LAL
[(X—)U] BEU R~ TBIENEXT,

IXY b EFEXEDIREENE :
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MEEXERLBIXVEDE-RLRIIPOTZRLDE. TFRAMERESNKT, (17
OJ%RUC3) Ry TPvT o4 Y RODNKRREN, I-YIVRIFPIY3VDERERDF
ED

o [fifT) BRI BE. POYIVHEESN, THEFRARDEESN., D1 Y ROHEALEXT,

o [FryLI] FXQ [(F1700%FHULB) MIVEERTDE, 7oV avhFrytIleh
9, E—RLRYAPOTRBEAVEEET. TFRNIYAT7OTICEDET,

e E—RLRYAMTPOTETA—LT4—)LRTCTF R BEESINET,

I—YzVhE DIVTFFRENFARIRILDSRET Y L—LEFERBLT. TFRAMEE—KL

2514 POJICoE—TEET,

I—VYIVhE. E—RLRIA47O0THAX=IICTFYIL—hEBRATEET,

¢ AVFFRRYARIXRILD [ X=ILTFVTL—KR] PTHSTFVYTL—LEERLU, [TV IL—
@A) Z&8RUET, TV FL—RORABHNE-—RLRY 1 7O7(CBINENET,

« E—RLRYA7OTDRIMEESNTVDZHERF. TYTL—hZBRAT BRICY I POITERR
LEXY,

I—-YIVRKI X=ILE—RLRIA17O070D [VyFTFRARITA Y- MRIVZYDEZX
T. TinyMCE 74— V¥ —ZRRKXLCFFRRICTDIEHTEXRT,

HBICDOWTIE, TME—RLZ2Y1 7078 ;) #28BLTLEEL,
POI3avVISVDOEH

I—YVIVRE T—REBRTOCRAPCT—RTPOI3VTSVEEHOABHTERI, 1R
F. I—YIzVhE T-RZENOI-I IV CEETDRICTSIVEBH TEEXT,

TLATYoD "h3TWNYa—-FTaVT) R7—ID "B&EEE POT1ET«(CE I—Yx
VIO EHETSEOICHEBTED POV VISVDEH EEFIYVIVHIETRN TN,
COPOVIVERRIDE, I-YIVRR POYaVTSVDEH POTAETACRDZR
I, TSVEEHULT (RE] ZERIDE, POV VTISUNPIOTAET« RN —AICKTR
SN, I-YIVhE BERR POTETACRDET,

FLWIAIIWY -ty s (POY3VTIV)BPOT1ETA AN —LATHATRETY, I—Iz
VR ZOT4IIWY—tY b EFEALT POY3VTSVTA—ILROHERTTEXT,

T—ZDIERK,

I-YIVhE POY3VN\-0 [ZDMDF I3 V] XZa—H5 [T—RZER] ZFRL
T TO/0Y-BBYR-~T—RZEHTEXT,
TR TBE. Y—ERELIF—FE—FILHBHE. TO/O0Y-BRYN-—KT—R5A4T

CXHUTERSNIEY—ERDNRRENET, TOE—HILHS, I—IVIVREIRODZENTEE
ER

i -U-_ K\‘Z’&*ﬁ%?%o
« U —ERZZEIRT B,
o [T—R%{ERL] %8RI Do

YRAT ALK TT—2RDME SN, Y—ERERCEEMITSNIETLATY ONEBLET, F
HBICOWTE. TTLAT7v e —EREREOREENTA ) ZZRULTILESL,

@ L COFIY3IVE. TU/OY-ERYR—NTOLIAR=ITT I AL THEBICAES
TWXT,
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CSM O Now Assist Z{ERA L7z —RADER X EDAER

I—I 1TV kIE. CSM @D Now Assist PTUT—Y 3 VOBERAXEEMRAFILEZFERALT, ¥—X
DR EEBINICERTEET,

TLATYyON TR, RT—JCBITIBDE BRXAEBERRAFIICE ST, TMRZERE, 77
TAETAD BBRXAE] 71 —ILRCBHRNMENSNEK T,

O ‘I BAXTERRFILTIE, BRAEEEMTBHIC. ¥—RLI—RICRE 200 3BH'
DETY, BRXEZERTERWZEE, [BBRXE] 714 —I)LROTIEX Yy E-IDMNKRRE
nxXd,

TO/0Y-RBUR—LTOBIR=ID/\)PY N TEEXTERRAFILZERT DHECDN

TR UATZSRLTILEEWL,

1. TActivate Now Assist for Customer Service Management (CSM) (CSM @ Now Assist M
T7oOTq7)@a

2. TConfigure the resolution notes generation skill in the Now Assist Admin console (Now
Assist PRIV VY — )L TOBRXEERRFILOER)A |

TO/0Y-HRYUYIN—T—RTLATYIDRT—IEPIT1ETA

FoO/0YV-8RYR—KIT—ROTLATvoICE. I—YVITVRCEDTH/ 09— —RDHE
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