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The customer reports frequent call drops when in low signal areas, specifically when transitioning b ks. © View Detai | (B [ Assigntome | [ open case | [-
[ « Verify # Diagnose # Repair # Test & Resolve # Close T
A
Contact Active SL. .
GA Georgia Atiins =~
aC © Complete
st ]
Thers s o SUA dfled Verify issue
Sarven —
Internet_Access_PI0001002 Issue
Actualsart ——
N«‘(‘uu - L} 4 - Low
o
Mo Duta
State / Brovin The customer has been experiencing frequent call drops when transitioning between Wi-Fi and mobile networks, especially in areas with weak signal
o coverage, Calls typically drop after a few seconds of conversation. The customer has verified this oecurs In multiple locations, both indoors and
outdoors, and mainly during network switching,
Case highlights
® Conpieta
® Resolved 2024-12-18 01:50:29 4 - Low
P Service details
Internet_Access_P10001002 s active
||+ s pronem cae samar oy o A e

SiZ o2 4o

O[O ™M ET} MH|A 2| o] A0f CHEE sHZ
=M Zlo|A 7| ol HE

Hetst

+ _ — —
siZ o= Z=of ofo I—E— | ﬁ/\lil
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UEH

o HE

Contact

GA Georgia Atkins

Case highlights

Assigned to

, AH 2

 Verity

SPC0001006 x +

The customer reports frequent call drops when in low signal areas, specifically when transitioning between networks. «

Active SLA

(]

There is no SLA defined

2024-12-18 01:50-.. 4 - Low

—

—_

# Diagnose

HAE @9F

HAETLAAHE

RAP“OI ZEEUC oo|HE= AYE HAES HAE
OE 2o|2 AlEs &
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/7 Clase v I

# Repair 3 # Test & Resolve

Test & Resolve
& nProgress
Resolve

Resalved by Resaluod State
[Emptyl 2024128020414 Resolved

Resolution code %

Solved - Fixed by Support/Guidance provided

Resolution notes &

The issue was traced to network handoff problems between Wi-Fi and mobile networks. A firmware update for the customer's device resolved
the issue.

Add resolution notes to comments
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TestWithoutMesaure TROO01011
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 TRVO001008. 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.

[SILe} s Updated 2024-07-08 23:36:12

Be sure to check Al-generated summaries for accuracy.

[ Set result

Cancel

IS Fetst AL Alo|AE 52T £ olo|™ET} AHlo|A0|M X4 ZME Hde

XA dd 7|=2 olo|HETL FAHAO|AE 7RIS Z XA ZME MHSHD X4 EA
Ele = IAIOF7| Holl AESH= ol Aled == A= &Y S EAIRH O

4 Use Al to draft this article?

Al-powered Now Assist can draft an article based on task details. You'll be able to review
and edit it before publishing.

Now Assist uses task data, comments, and work notes from the activity stream to generate
a draft article. You'll see the best results from tasks that have more detail and activity.

No, write it myself + Yes, draft with Now Assist
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o

« YA (Go-Live) U ALE |

Onboarding case for account - One Plus ©

‘ + Initial Setup #° Data Capture & Valid... >
© In Progress © Priority
+ Account Onboarding Case summarized by Now
Assist O~ Customer Contacts

Onboarding Case:

State Priority
Onboarding case for account - One Plus. The ‘ In progress . 4 - Low .
customer has Remote Catalog service bridge 8!
integration and is going live on 2024-12-28 with 7 .

- Type Assigned to

days remaining. No work notes or comments are
provided. ‘ Data capture v Q
Data Capture Tasks: Subject

ubjec
There are 8 Data import tasks in total. 7 tasks are ‘ Upload & validate assets
in Open state and 1 task is in In progress state. No
tasks are due in 7 days. No records have been . Description

blished out of the total 7 ds uploaded.
published out of the total /records uploade Attached to this task is a template "Contacts Template.xIsx" that must be downloaded. Once downloaded,

Summary of Data Import Tasks for different please review the template and attach the information requested in the appropriate columns. Once done,
targeted tables: please add the attachment back to this task where it can be then be reviewed by the Onboarding team.

« Install Base Item : Open, O records published,

N/A
« Entitlement : Open, O records published, N/A r r
« Location : Open, O records published, N/A l Info received | Save details Open record
« Sold Product : Open, O records published,
N/A
« Contact : In progress, 7 records published,
N/A

Contract : Open, O records published, N/A
Installed Product : Open, O records published,

N/A
« Account Address : Open, O records published,
N/A
View less &
[ Share to work notes
okA~ O OF
1/ B
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Measuring Customer Satisfaction and Net Promoter Score

Overview Health Success blueprint Renewal and expansion
+ Engagement summarized by Now Assist (D) ~ Upcoming touchpoints
Engagement: No upcoming touchpoints

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

New (0) (UELEIESTRIRY  Overdue (1)

Work Notes: High priority (0) Al (2)

Work Notes - Customer satisfaction survey sent to

I
o
&

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.
ore Inslghts and improve customer satistaction 2024-12-30 05:50:59 [RK] Testing 4-tow High Risk 2024-12-10 05:51
OQutstanding 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
Qccurred probability, 1 with High probability .
= Internal Play - 2 records due in next 15+ Work items
days, 2 with current progress as Paused @ Blocked (0) | Overdue(0) | Paused(2)  Unassigned (0) | Duescon(0)  In progressi) View All » Sort by Priority =
+ Success Cases - N/A
+ Success Initiatives - 2 records with current
progress as Not Started
+ Success Outcomes - 2 records with current il:{[l:mﬂmﬂ &
progress as Paused, 3 nat achieved, 1 with Duedate Prioity  Assigned to Customer contact
current progress as Not Started WEIEW]  Alsjandro Mascall
View less & Category General
o R 00 Updated 2024-12-21 20:28:53
™ ook
HOa =
OF &0 = o oSt ™ S © ok 315 =
O O] M EOf|A| Alef +=H 7| 2| Ctet HEof cHet Rek2 MSELch oo E= 04
= o k=) ol ol =S4 sl S 2fSl OO0k e
Olsl ZHAIX} 2ol 1l 2t R o|ndnt == 2F0l CHEt ZHefet oS A3
2~ ol A
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pS| [@Xe]] = o & Ol ole i stst ™ o] [ eXe] X=X
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Q2 Quarterly Business Review © Discuss |
+ Touchpoint summarized by Now Assist () ~ Meeting  Email  Success tasks A
Touchpoint: Past (2) + Add meeting
The current touch point progress is Not Started. !
The squad involved in the touchpoint is not Feb 2025
specified in the provided information.
Series Scheduled

Overview:
Weekly Check-In
Start date & time

2025-02-17 14:00:00

End date & time
2025-02-17 14:40:00

The benefits of a personalized approach to
customer goal alignment, Q2 Quarterly Business
Review Follow-Up, and the importance of aligning
internal goals with customer goals were discussed.
The upcoming meeting will cover project status
updates, issue resolution, and next steps.

Meeting link

Key Action ltems:

» Discussed customer goals and alignment
strategies, decided to implement
personalized communication plans and track
progress using customized metrics, follow-up
tasks include conducting customer interviews
and creating personalized action plans
Discussed the importance of aligning internal
goals with customer goals, decided to
conduct customer surveys to gather feedback
and insights, assigned team members to
analyze the data and present findings at the
next meeting

Understanding customer goals is crucial for
successful alignment, identified specific
customer goals and will tailor approach to
meet their unique needs

To ensure success, it's crucial to align your
business goals with what your customers
want, means understanding their needs and
preferences, and tailoring your products or
services accordingly
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Now Assist skills for TMT

Manage all TMT siills.

Customer Success Test Run Account Onboarding Case

This skill will enable Record Summarization GenAl capability on customer success workflows. AllTest Run related functionality Al account or lated functionality for workspaces,
Al Cu All Test Run skills Al Account Onboarding

‘Touchpoint Summarization A& Test summarization ‘As Account On

Engagement Summarization Actve Account On

View detalls View detalls

Service Problem Case

Al Service Problem Case related functionality for workspaces.

Al Service Problem Case skills

Mehgtct
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Account Onboarding Case Summarization (copy) ™

General Details Choose input data

View input

want the & Mto creating a response.

Input templates [

L]
L]
Configure Prompt L]
Define Availability @

°

Stage - Form Details

Scectdioy || s - rorm s

o -
Stage - Data Capture

Stage - Development

Stage - Training

Stage - Testing

bl and input fields with deseriptions to provide eontext for the LLM to generate a response.

~ || Type of service bridge integration customer has

case, provides quick info about the case

el descrption
Description of case, provides detailed info about the case.

|| Notes shared with requester

ed. By default record put template the LLM uses

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now ¥ 7|E} ServiceNow EA|= o= %/
7|Et S|AF L HE ol 52 HEol e Y ElAte 4EY 5 UFLHICH

The input fields and rule conditions form an input template that you can edit to control

e J|EF 2710l M ServiceNow, Inc.2| A F U/EE= S2 AER

I what data is sent to the LLM

= Save template

25



servicenow.

2= Al 27|

Service Problem Case summarization

Exit

General details [] Choose input data
View input L View all input tables and fields being used to define the prompt that will determine where to pull data from, Explain this
Customize prompt []
Define availability ] Input templates &
Select display [ Verify Verify
Review and activate @ Disgnose 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.
Repalr Base input table
Lt sn_sprb_mgmt_case
Close
Base input field % Field description %
Description Description of case, provides detailed info about the case
Base input field ¥ Field description
Additional comments Notes shared with requester
Base input field % Field description %
Short description Short description of case, provides quick info about the case
Base it field % Fied
‘Work notes Internal triaging notes
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
Condition: stage-verify* ORstage="EQ
3. Add additional input data sources (Related tables, Activity streams, Relationships, etc.)
You can add input data sources like related tables, activity streams and relationships to provide more context to the LLM. You can also add rule conditions to
these additional data sources.
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Account Onboarding Case Summarization (copy) ™1

Exifl

General Details ° gust‘,m.m prompt output
View input e for each input template, add that wil be added to the summary.
Configure Prompt @
Define Availabilty @ Stage - Form Details
ge - Form Detal Prompt Test response
Select display ° Stage - Data Capture Choose arecord %
Choose sections to include in the generated summary. If you want to add a section, make sure you've already selected ~

Stage - Development. relevant input data in the previous Choose input step, such as SLA fields for the SLAS section. ALEONBO001007 G Run Test

Stage - Training s promptsectos (15) s pompe sectons 0

Stage - Testing Result: Below s the prompt response

Q search
i Onboarding Case
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Waiting on Custorner
Development Tasks Detailed ©
Service Level Agreement ©

Testing Tasks Detailed ©

Key Actions Taken ©

Training Tasks O

Training Tasks Detailed ©
Data Capture Tasks Detailed ©

Development Tasks ©

Testing Tasks ©

Child Cases ©
Data Capture Tasks O

Resolution ©
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==
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i Data Capture Tasks

# Data Capture Tasks Detailed

Onboarding Case:

's service bridge i ired. They
on December 28, 2024, with & days remaining. No work G e
are provided in the case activity.

Data Capture Tasks:

There are 8 data import tasks in total. All tasks are in the Open state and none are due
in 7 days. No records have been published and no records have been uploaded.

Summary of Data Import Tasks for different targeted tables:

Entitlement: State - Open, Number of records published - 0, Summary of work notes
and comments - N/A Install Base Item: State - Open, Number of records published - 0,
Summary of work notes and comments - N/A Contract: State - Open, Number of
records published - 0, Summary of work notes and comments - N/A Sold Product: State
- Open, Number of records published - 0, Summary of work notes and comments - N/A
Account Address: State - Open, Number of records published - 0, Summary of work
notes and comments - N/A Location: State - Open, Number of records published - 0,
Summary of work notes and comments - N/A Contact: State - Open, Number of
records published - 0, Summary of and comments -

State - Open, Number of records published - 0, ,Sammary o work s vl comments

utputlength (words) LM provider
22;

Now LLM

dEAuch
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Service Problem Case summarization mr

Exit

Customize prompt output
To customize prompts for each input template, add new sections that will be added to the summary. Exsk

General details
ain this

View input

Customize prompt

Prompt
Chaose a record

L]

L]

L]

L] Verify

° Test response
L]

Diagnose
Choose sections to include in the generated summary. f you want to add a section, make
eady selected relevant input data in the previous Choose input step, such as

Review and activate
re
SLAI elds for (hrSLAs section,

Repair

Test & Resolve

Close de prompt sections (1 Final prompt sections (1)

Issue
(Y
ﬁ

No record selected

Choose a record above to test prompt output.
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= List SPCO001006 « +

The customer reports frequent call drops when in low signal areas, specifically when transitioning between networks.

View Detalls |m Assign to me

Verity Diagnose Repair )

# Test & Resolve

Contact Active SLA

R =) Test & Resolve
GA Georgia Atkins. L

@ in Progress
There s no SUA defined Resolve

obved by Resolved
Emotyl  2024-12-18020414 Resolved

Mo Data Resoution code

Slved - Fixed by Support/Guidance provided

Case highlights the issue.

@ Reschved 2024-12-18 01:50-.. 4 -Low .
Add resolution notes to comments

5. Now Assist 0}0| 2 + S A Eisti|c}.
Now Assist O}0| 2 + 2
A

The issue was traced to network handoff problems between Wi-Fi and mobile networks. A firmware update for the customer's device resolved
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We have found additional relevant tasks - select up to 5 to help in the creation of the X

article

Short Description  Description Resolution Notes

The customer reports  Temporary network
that SMS messages fail  congestion in rural areas
tosend orreceivein  caused delays in SMS
certain locations, delivery. Network
particularly inrural..  provider updated...

Cancel + Continue without more tasks

Customer is unable
to send or receive
SMS in certain
areas.
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6.

Test TROOO1129
This service test s a simple ane

=Details B Test response

Speed 10 01t
State completed

# Test Run summary by Now Assist

(] Set result

i ElAE ZDIE AlEslT M5 ME Bo| ojo|2(ME OF)s Metstct,

. Now Assist 7 A0 E|AE AlSl Q2kof|M R4S MEASHLCI,

Speed Test TROOO1129
‘This service test is a simple one

Details [ Test response

10 ot 11
completed

Speed
State

+ Test Run summarized by Now Assist
OVERALL TEST OUTCOME:
Pass

OVERALL TEST INTERPRETATION:

The overall test outcome is pass as the test measure value satisfies both the lower limit and
upper limit conditions.

Speed:

+ Test Outcome - Pass

+ Test Interpretation - The test measure value of 10 satisfies the lower limit condition
(lower limit value is O and its condition s satisfied) and the upper limit condition (upper
limit value is 11 and its condition is satisfied).

+ Deseription - N/A
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