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Onboard

Fast, personalized,
and comprehensive.
Sets everyone up for
success.

Engage

Proactive. Define
outcomes, milestones,
and plans to achieve
shared goals.

Adopt

Relationship-focused.
Drive adoption, faster
ROI, and increase
CSAT & NPS through
achievement.

Monitor

Data-driven. Ensures
customers remain on
tfrack to achieve their
desired outcomes,

Expand

Collaborative. Simplify
renewal and
expansion

nts through
shared success.
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Application installation is unavailable because another operation
is running: Plugin Activation for <plugin name>
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Onboarding Case and
Playbook are triggered
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Account Lifecycle Onboarding Lifecycle

The Onboarding Manager governs the Onboarding Case, while the
playbock drives the creation of the case tasks and flows, and the
team collaborates (including the customer) to completes them.

Manual tasks can be created by the Onboarding Manager and
Onboarding team and completed at anytime.
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it Account lifecycle onboarding... v

1. Initial Setup

Starts: When process starts

2. Data Capture & Validation

Starts after: 1. Initial Setup

15 Get Customer Lead Notifica... i
21 Customer Contacts

& Automation Ater 1.4
@ Record Immediately
1.6 Send email to customer lead )
22 Location
® Record After15
® Record Immediately
17 Get Customer Team Notific...
23 Service Entitlement
A& Automation Ater 1.6
® Record Immediately
1.8 Send email to customer team
24 Install base item
® Record Ater 1.7
B Record Immediately

19 Add account team
25 Account Address Relationship

= ust Ater18

® Record Immedately
110 Get Internal Team Email Re... i

26 Contract
& Automaton Ater1s
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1.11 Send email to account team

27 Sold Products
® Record After 110

® Record immediately
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88 Diagram view (8 Board view

3. Development & Automati...
Starts after: 2. Data Capture & Validation

31 Setup Account Relationships
® Record Immediately
32 SetMaintenance Schedules

Immeditely

33 Create Process SLAs and Off... :

® Record

34 Reporting
B Record Immediately
35 Catalog Development (Gene... :
® Record Immediately
36 Install Service Bridge for Co... :
@ Record Immediately
37 Register Service Bridge Con... i
Immediately

38 Related work

= List Immediately
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4. Testing & Training

Starts after: 3. Development & Automation
41 Go-Live Change Request
@ Record Immediately

42 Plan and Complete Go Live ...

® Record immediately

43 Plan and Complete Training

® Record

44 Execute Training

® Record Immediately
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5. Go-Live / Post Support ¢

Starts after: . Testing & Training

51 Go-Live Support Case

® Record Immediately

©Add activity
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Track your onboarding work
Select each metric to see a detailed list of items
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Related Items g

Account Squad
Account Lifecycle Tasks
Approvers
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Customer Success Journey
Post Sales activity once account is created and products and services are sold
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Context Engine Data | Datasource = | Sear * @ | Actionson selected rows.
Al » Data source = Daily collection of % achieved incident SUA o T Btotal Context Engine Data |
Datasource Source table Source record Context table Context record Vlue Start date Enddate
Engagement [sn_acct Ic_engagement] ent: AENGOOC 90  2024-11-16 20:57:27 2024-11-17 20:57:30
Engagement sn_acct_Jc_engagement] Engagement: AENC B9 2024-11-1720:5727  2024-11182057:30
Engagement (sn_acct_Ic_engagement] [ AENGOO00002 90 2024-11-18205727  2024-11-192057:30
Engagement [sn_acct Ic_engagement] Engagement: AENG0000002 87 202411-19205727  2024-11-202057:30
[ ou
ud X Product Engagement (sn_acct_ic_engagement] wagemeqs; AENGOOC 28 2024116205144  2024-11-17205151
Daily collection of NPS cmitb_model Product Model: Cloud X Product Engagement [sn_acct_lc_engagement] Engagement: AENGDO00002 27 202411-17205303 2024118205307
ud X Product Engagement [sn_acct_Ic_engagement] Engagement: AENGOO00002 25 2024-11-18205144  2024-11-19205151
Engagement [sn_acct Ic_engagement] - AENGOO00002 26 2024119205144 2024-11-20205151
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Engagement Risk Definition
Drop in NPS Health

* Name  DropinNPS Health
* Category | Reputational Risk

Type | Metric

& % 2/0|o NPS M%7} AIME A% of2h2 Hoix|H 2%
0 2% NPS =2 Hel @ 280l 0 oletoz Soiny
o EO
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rultl
do
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o
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-
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ook
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AL}
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+
9
o>
L
Il

Wik =2 & 2= AME e o] FolEu ot

& * = | Update

RerunRisk Check || Retire | Delete

State  Published

Lastrun | 2025-01-1004:00:02

Description | Score is Yellow or Red fany number less than < Yellow)

Metric Based | * Template

* Metric  Dally collection of NPS
* Threshold condition ~ Less than

Mo, of records matching the condition: 14§

Add Filter Condition | Add OR Clause

Agplicable engagements.

-~ choose field - v | -oper-

¥ RiskThreshold Overrides Applicable engagem =  Search
Engagement risk definition = Drop in NPS Health

Applicable sngagements

5616c11153a18b*EQ

£16c11153a18b"EQ

90% O|2to| SLA &M

ol olE2] 7|ut AE
MaptLich o] B9 2y
MAElUC] S5 Aot gstg 5 4
w5t X g Jhse &0 B BE =
Aol E243t il Mg Lict
—

SLA Achievement is hess than 90%

|4k 213 Hololod SLA A E47h X|HE UHIx| ofei 2 Woix|ed 913 Al
| £l QIAlEE SLAC| 2 47 ol £2/0| 90 Dleto| g 9% M%7

) * Threshold 30

= value -

@ — | Actionsonselected rows

State Threshald Rank
Published 3 2

Published 32 1

1t020f2

o= ChE YAIX| 242 2He ThH el =7o| Mol

O

—

210| Heol=lof Yuich. o] | =L 918 M2t 4N

e ¥ = -

Update | RerunRiskCheck | Retire | Delete m

4 Name | SUA Achievement is less than 90%

State  Published

* Category | Reputational Risk
Type | Metric

Description | SUAtarget is %0%, current value is below that.

MetricBased | * Template

% Metric | Daily collection of % achieved incident SLA
*# Threshold condition | Less than

. 0,0f records matching the condition: 146
Applicable engagements [0k i §
Add Filter Condition | Add OR Clause

Active - |is

DEEEE Return to Draft

= W & RiskThreshold Overrides Applicableengagem - | Search

Update || RerunRisk Check || Retire

Engagement risk definition = SLA Achieverment is less than 50%
Applicable engagements

account=11813441977dB210085816c11153af8b"EQ
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Lastrun | 2025-01-10 04:00:01

# Threshold 90,

| true v

ey - |

@ —  Actionsonselected rows.

State Threshold Rank
Published 95 1

1tolof1

L= 7|Ef Z7}0l| M ServiceNow, Inc.2| A& /E= S5 &FE U ch

II:-i A|o7|. AHMEIL“:_I. CC & %gl

75



servicenow.

Alokoll Al et 2y

Ol Elol& 718t 91 HololH

SLE clolEol Aot HlolZ L. of ol
SELTVINE

o

oI5 AlE7h A E Lt

ALyAE o7 ofm MH 2ME

< iR =
= in Contract
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% Name | Missing Renewal Datesin Contract

* Category | LowAdption

Type | Table

tract

— = o

A2t Hlo|2of of&E=|ofo
2. Aot Hlo| =0l Al A|Z}

=

¢ *r = -

State  Published

o O Lastrun | 2025-01-1004:00:00

Description | Missing Renewal start or end Date in Contract

Ayt retE 42 91E A2 S MaELCH o 39
| gtule

% Sourcetable = Contract [ast_contract]
* Conditions No. of records matching the condition: 108§
‘Add Filter Condition Add OR Clause
Renewal start date | isempty v anp | or -
or Renewal enddate is empty ~
Update || RerunRisk Check || Retire | Delete
A BHE B0 2 MF
MatHHE H|O| S8 ALEot0] of el Mot M3 UE A 2k Ho| X|of] A2}
LA S ALt
AlZfst7| ©ofl
Z 5t Adsk: sn_acct_lc.ale_success_agent
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Update || RerunRiskCheck || Retire || Delete m
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Microsoft Dynamics CRMZ} £&f

ServiceNow 2IAE A S Microsoft Dynamics CRM ZeHE 1} E8t5tH F Z24E 2hol| /&5t
Clo|E W& A T2 A S7|5t7} 7hs gt o] E82 Microsoft Dynom|c sCRMAXZ3E E3l
T E Lt
Alet =8 F7| St Microsoft Dynom|cs CRM EUE S8 A8t 5 4dstH dals
=xsln, IS "olstn, Al 7|52 % 4\— QA'ﬁl—lE} |crosof t Dynamics CRM &2 8&
ZZ2OHM ALSE =AY FHFV| O|HIE 20 CtE CRM Z24ED} g &atsste & Fde
_AF L CE
K== A2 Al = ot S Z2&u )
o Al ZE0|F0lM Al 75| E MM T C
o Al Mol HA M FEE AR Y 75 2els MMELCh
* CRM 2t E||o|=0| HHA E ulf ServiceNow 7| & & H|0|EEILIC
E8ts d35te{™ ct3 oAl E i ct
() I B2 MAsy| Mol HEA A of Z2|F|o| M A slof S CH XM B LHRS AIA
2HEZS e HE A MH EME FESIMAIL
1. Microsoft Dynamics CRM 223 & MA Lt AAMEE LHE =2 Microsoft Dynamics CRM
AZTE EAE FTSIAILR
2. Microsoft Dynamics CRM Z21Z0l|A Ch5S & siiof & ct.
o LHE Alod 2tdml HAAE ML 26 0|ESZ HEHS MAFLCt
LHE Alod 2HdollM 7|5 & MM | Mol 2 AZE AE S 7|56l FAAIL.
Internal Py e o + Discuss Follow || Update |[ Creste CRMopporunity | Assgntome | Delete
A AM=ollAM A EXM 7|50 AL E A™HS 7IE6H
FAAL.
Risk and lssue o ¥ Update Assign to ms Create CRM task Dy
vl/‘ru:-m'llllhlmi Priority | 4-Low
Undate Assign to me Create CRM task Delete
Microsoft Dynamics CRM Z21Z 0= 2/ 2] of|2} ZH0| LHF Alod A1 A=l SASH AN
0| & (Genixify) & 7%l A™ES 3t=0{0}f &fLiCl o] A|M2 L& o= mhelof|M A &fof
=
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o 124 Aot Ho| = 2| S&tol| s st= S3tE ML ct S3E WHSl= SOt #44 #4
TechOnbConstants 23R E EZ M 7|57} U= E3 0|52 F7ts6lof &fLict

TechOnbConstants.MS DYNAMICS CRM CURRENCY = {
£ 'CURRENCY_GBP' 7
'$': 'CURRENCY USD',
‘e ! CURRENCY EUR ',
'¥': 'CURRENCY JPY',
'CHF': 'CURRENCY CHF'

}i
=. —— ] , = . .
O —: 23EE XSS DynamicsCrRMMappingConstants ME35H0] Microsoft Dynamics
CRMofl A A|A B D2} SHE GUID 7+2] ServiceNow OHE S A o| gt}
MEZ ofE 2 ctZ o|o|X[of| Lt} RS Ct
_  Scriptinclude
___ ~  DynamicsCRMMappingConstants
Name DynamicsCRMMappingConstants Application Account Lifecycle Events :
APIName sn_acct_lc.DynamicsCRMMappingConstants Caller Access =~ MNone -~
Client callable Accessible from  All application scopes

Active
Description  Holds constant mappings between ServiceMow Sys IDs and their corresponding GUIDs in Microsoft Dynamics CRM
saripe @[ % Alv|~|F@

1 var DynamicsCRMappingConstants = Class.create();

/Customer Account SysId Mapping with A t in Microsoft Dynamics CRM
4 DynamicsCRMMappingConstants.NOW_ACCOUNT MICS_ACCOUNT = {
'116f36d1977d82100858¢6c11153af8b" 1 '14802e22-eaB6-e111-ac21-8022480c59c '

Currency GUID Mapping for Microsoft Dynamics CRM

9 Erna-)(sfmapplngfanstants NOW_CURS DYANAMICS_GUID = {

1-2812-800d3a30fc ",

1-8a6a-000d3a343095",

1-8a6a-0008d3a343095" ,
' CURRENCY_JPY": 9((b<e>a-ﬂ +f11-8a6a-000d3a343095",
*CURRENCY_CHF*: *BcBCa87-d19d-e111-8a6a-00043a343095"

Y

7 DynamicsCRMMappingConstants.prototype = {
initialize: function() (},
type: ‘DynamicsCRMMappingConstants®

3. &3 Ui E XMe2lstn 2E /Y A= 7|5 & Y0l Esto] Microsoft Dynamics CRMOi| A
2] AH|I0|EE A2|5HE S DynamicsCRMTaskUpdateHandlerUtil00B 23 & E ZEH0|A
getRiskSysIdFromCRMRequest () 2TE AH0|EE L C

T2 MA ZH 0| E O|HIE o2 X2 Microsoft Dynomics CRM AxZ 39| AN Ho|E
(Dynamics CRM Webhook Z& & &) of| Z-Mst11 F7ts{of 5t 5t¢l 222 dFE FIIE
TAdotil F7te 4 AFHCH

4, (MEY ALE) E o wet Ul 2HS 7445109 ServiceNow QIAEIAO|AM CRM A S OHE =

&Lt

= .

Of\

b4

5. AleCRMUti100B A3 B E X B ALE510{ Microsoft Dynamics CRMt 22 CR
&z 2ZE o

<
MH
s
it
i)

AlE executeAction &= CRM ESHEO|A 715 = 2ted MMl 22 A S F=sligh|ct,

executeAction (CRMPlatformName, action, recordData)

where

- CRMPlatformName is the name of the CRM platform on actions are to be
performed.

- action is the action to be performed
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- recordData is the SysID of the risk signal record that is updated
when the action is performed.

CtZ ol = Microsoft Dynamics CRMOIIA 4@ 7|5 io= 2l S 2de = U YRS HofEu o

* Microsoft Dynamics CRMollA| ¥ 7|5 =

var aleCRMUtil = new AleCRMUtil () ;

var CRMPlatformName = 'MS DYNAMICS';

var action = 'OpportunityCreationWithSpoke';

var recordData = { internalPlayTaskSysId:
'02de3efaeb3d5al0ddd6ef94fbadlcdl6' };

var response = aleCRMUtil.executeAction (CRMPlatformName, action,
recordData) ;
gs.info ('Opportunity Creation Response: ' + JSON.stringify(response)) ;

* Microsoft Dynamics CRMo{|A{ Zted = 7|

var aleCRMUtil = new AleCRMUtil () ;

var CRMPlatformName = 'MS DYNAMICS';

var action = 'TaskCreationWithSpoke';

var recordData = { riskSignalIssuesSysId:
'b07062b53ba29%9al0be57327aa5e45a0c' };

var response = aleCRMUtil.executeAction (CRMPlatformName, action,

recordData) ;
gs.info('Task Creation Response: ' + JSON.stringify(response));
satg Myt

2ol T T AF UL
icrosoft Dynamics CRMOl|A &1 7|5| AdA

M 3
* Microsoft Dynamics CRMOi| A &td o= 7|

-1 O
EXOIM D2 T SR M2 A5l DT 25511, 4B Ba0lS Ao AWS stet,
=17 9l WA T|BIB AR E 5 U B S LohgLIc

ZH
ZEHO|M 12 45 Alo|A 7|5 = Aol Y 7| 5S 12 ME|A 2E[(CSM) &4
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e sn_acct_|c.ale_success_agent
¢ sn_acct_Ic.ale_success_customer

* sn_customerservice.customer_case_manager

ZE2AKN

1. 558 Z2MA Fof 2hE 0| §1t YEE AL85t0 12 AMH|A Z=Hof| 221§t
KMt LHE2 chas EXRSHYAIL 12 MH|A 2EH ALZ @

2. SHO|X|of|M L S5 S MEi5to] T2 MF Alo|A U Ao|A &eig FuLch
ALSA AEof et ok 552 & T AFHC
o BE ME o|L{ME|E.: sn_acct Ic.ale success _agentE ABst= LE ALS A2}

—
sn_acct_lc.ale_success_customer X sn_customerservice.customer case managers
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Success landing page v
Success portfolio overview My Work
‘Sorted by priority and engagement’s health score
Total engagements Overall engagement health Engagement health by stage
Due today w0~
I 4 : Created this week o3 A
f & Risk and lssue =]
. - - - Drop in NP Health
BT Total contract value Moo Weovo 50100 " Adoptior Expa Re Initial onboarding » Yellow or Red (» than < Vellow).
oue g
898 Geninify B35
My active engagements
&isk
QD ' oot ®) | B Renenasdhein 0 ) oro
Drop in NPS HealthScore s Vellow ar R any number less than < Vellaw]
Engagement  Contractvalue Health score:: 6 week healthscore  Perceived health  Active risk signals  Last touchpoint  Next renewal date . .
Engagement3  $0 w100 mE - 0 2024-11-29 [BIBS] Gerisity PRO-PLUS Engagement
& Genixify P. $28K .5 . . @ Healthy. 5 2025-12-31 & Risk and Issue
Engagement 10 SO .55 Bl - 2025-01-17 abestac
Engagement2  $0 50 » Critical o W‘ 2025-01-31
Engagement4  §0 s @ Healthy 0 2025-10-24 R ity PRO-PLUS Engagement
Engagement11  $0 s o Unknown 2025-06-20 “

Fnoagement9  §0 0 o Wamine 2024-11-19
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Active risk portfolio overview

Risk signals

16

1 new this week

Risk signals by scope

7\

Risk signals by probability

$754K contract value impacted

£\ Active risk signals

Mew this week (1) | | Due innext 14 days (1) | ((TRRREE)) | Issves (1) | | Unaddressed (15) | | Assigned to me (10}

$0 contract value impacted

& ssue
Risk and Issue 6

Prioity  Oue Date  State Probabilty  Co
4-low  2024-1121 InProgress Occured 50

Created on 2024-11-15 - Reported by Abel Tuter

& Risk signa
Risk and Issue 3

Priority Due Da State Probabiiity  Cantract vabue impacted
3-Moderate  2024-112% InProgress  Low 50
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Drop in NPS Health ©

Discuss || Assigntome || Cancel || Close |
Drop in NPS Health.Score is ellow or Red (any number less than < Yellow).
1
& Genixify PRO-PLUS Engagement Risk occurrence [@ | @ Export

Last refreshed B ago

Cantract value
39

Number Start date End date

Current value Gap Threshold
ROCC0001003 2025-01-06 14:14:48 2025-01-07 14:14.48 5 27 32
ROCC0001002 2025-01-05 14:14:48 2025-01-06 14:14:48 5 27 a2
ROCC0001001 2025-01-04 14:14:48 2025-01-05 14:14:48 5 27 32
Showing 1-3 of 3 1 5w  rows perpage

Risk signal details

Due date Tracking methed N N . 1

No data Automated Risk solutions (@ “2 Export m
Last refreshed B ago

Probsbiey

2- High High Number = Risk signal and issue ¥ Solution table Solution record

kor ke Reported by
Risk System Administrator

&5

)
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Engagement3 1 0 Discuss | [ Refresh Health | ([

Overview | Health  Success blueprint ~ Renewal and expansion

fo}
. . Related Items [e]

& CVSAccount2 Vi Upcoming touchpoints -
Title = No upcoming touchpoints Squad m - 5
Engagement3 o) There are no upcoming touchpoints
sie Success Objectives 0 - e
Adoption s o 5
il go v dote Risk signals and issues uccess Outcomes v 2]
2024-12-31 Unaddressed (1) ) | Overdue (1) ) ( High priority (0) ) ( All(1) Success Initiatives o v &
Renewal date -

2024-07-31 Due date Short description Priority Probability Risk or issue Ci Success Initiative Tasks o v @
Account 2024-11-30 00:00:00 Cases on Products 4-Low Occurred Issue 2C  Touchpoints 0 v
CVS Account2
Internal Plays 0 v
Showing 1-1 of 1 E]
Customer team 4 Internal Play Tasks o v
Work items
Success Cases 0 v
Blocked (0) ) ( Overdue (0) ) ( Paused (0) ) ( Unassigned (0) ) ( Due soon (0) ) ( In progress(0) View All w Sort by Priority v
Squad ~ Success Case Tasks o v
s Risk and Issues 1 ~
: ==
O] O Refresh + Create (7 Viewall
Account team v No records to display Risk and Issue o
Number Engagement
RISK0001001 AENGO0001003
Short description Risk or issue

Cases on Produc... 2
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Weekly Check-In © [ iscuss | [ create success play || Close touchpoint [ ~ ]D

Meeting  Email  Success tasks Related Items - Q
&, Genixify — o
::::: IEY ( Past(7) + Add meeting -
Contract Value Stage Appointments o -
$3m Adoption e— =
ec ;
Golve date Next renewa start date Emails v e
2024-10-31 2026-05-01
Series. Scheduled Success Objectives 4 v
Last active touchpoint  Account Weekly Check-In
2024-12:15 Genbdfy Start date & time End date & time Meeting link Invitees Success Outcomes 10 - =
Current Health © 2024-12-23 14:00:00 2024-12-23 14:40:00 - Abel Tuter, Adela Cervantsz, Ja.
5 Success Initiatives 13 v B
Series Scheduled
« Success Cases 7 - @
Touchnoint detail P Weekly Check-In
ouchpoint details € Startdate & time End date & time Meetin ink Invitees S ES P
2024-12-30 14:00:00 2024-12-30 14:40.00 - Abel Tuter, Adela Cervantsz, Ja
Due date State
2024-05-30 06:24:32 New Risk Signals and Issues 3 v
Category Created Jan2023
wersation 2024-05-02 06:25:01 htemalPlazs a ~
Seri Scheduled
eries edule CRefresh +Create (7 Viewall
System Administrator Weekly Check-In
Start date & time End date & time Meeting ink Invitees
2025-01-06 140000 2025-01-06 14:40.00 - ‘Abel Tuter, Adela Cervantsz,Ja. Internal Play o
Number Engagement
INTPY0001004 AENG0000002
Series Scheduled
Short description Assigned t
Weekly Check-In | " “"T" o Jsg‘ L
Start date & time End date & time Meetin ink Invitees nternal Training ... Jeremy Hess
2025-01-13 14:00:00 2025-01-13 14:40.00 - Abel Tuter, Adela Cervantsz, Ja
Internal Play <]
Series Scheduled Number Engagement

Weekly Check-In INTPY0001001 AENG0000002
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