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Onboard Engage Adopt Monitor Expand

Fast, personalized, Proactive. Define Relationship-focused. Data-driven. Ensures Collaborative. Simplify
and comprehensive. outcomes, milestones, Drive adoption, faster customers remain on renewal and
Sets everyone up for and plans to achieve ROI, and increase track to achieve their expansion
shared goals. CSAT & NPS through desired outcomes. Touchpoints through
achievement, shared success.
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ﬁ Account Lifecycle Onboarding Lifecycle

. The Onboarding Manager governs the Onboarding Case, while the
< M Onbogrd\n?f‘ @ playbook drives the creation of the case tasks and flows, and the
S anager Is nofinie team collaborates (including the customer) to completes them.

An account is created ALE Manual tasks can be created by the Onboarding Manager and
Onboarding Case and Onboarding team and completed at anytime.
Playbook are triggered
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« Playbook 2]

Blueprint

&S

Customer Success Journey

Post Sales activity once account is created and products and services are sold
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(function executeCondition( /* glide record */ stagingTableGr) {
var obj = {
validationPassed: true,
message: "
}: /*  validationPassed : return true if validation passed else return false ~ message :
populate error message if validationPassed is false else return empty string  */
if (global.JSUtil.notNil(stagingTableGr.task) &&
global.JSUtil.notNil(stagingTableGr.u_company)) {
if (stagingTableGr.task.company.name != stagingTableGr.u_company) {
obj.validationPassed = false;
obj.message = 'The Account is not matching with the Case Account.’;

}
}

return obj;
1} (stagingTableGr);
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i# Account lifecycle onboarding...

1. Initial Setup

Starts: When process starts

15 Get Customer Lead Notifica... i

& Automation After 1.4

1.6 Send email to customer lead ¢

® Record After 1.5

1.7 Get Customer Team Notific... i

& Automation After 1.6

1.8 Send email to customer team

® Record After 1.7

19 Add account team

= st After 1.8

110 Get Internal Team Email Re...

& Automation After 1.9

111 Send email to account team  §

® Record After 1.10

112 Add squad

® Record After 1.1
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2. Data Capture & Validation

Starts after: 1. Initial Setup

21 Customer Contacts

® Record immediately
22 Location
® Record Immediately

23 Service Entitlement

® Record immediately
24 Install base item

8 Record Immediately
25 Account Address Relationship
8 Record Immediately
26 Contract

8 Record Immediately
27 Sold Products

® Record Immediately
28 Install Base M2M Sold Prod... :

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

3.1 Setup Account Relationships

® Record immediately

32 SetMaintenance Schedules

® Record Immediately

33 Create Process SLAs and Off... :

B Record diately
34 Reporting
@ Record Immediately

35 Catalog Development (Gene... ;

® Record Immediately

36 Install Service Bridge for Co...

37 Register Service Bridge Con...

® Record Immediately

38 Related work

= List Immediately
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4. Testing & Training

Starts after: 3. Development & Automation

5. Go-Live / Post Support ¢

Starts after: 4. Testing & Training

41 Go-Live Change Request 51 Go-Live Support Case

@ Record Immediately @ Record

42 Plan and Complete Go Live ... Gty
@ Record mmediately
43 Plan and Complete Training
® Record Immediately
44 Execute Training
® Record Immediately
® Add activity
N

OH

o o 1 -

3t CIAto|4 e XpMet HE2 Zi0[= 2@ 2ME

Eafo| 2ol M D2 M 2EE Helof thet Al F71,
of, 7HEt 9l RFE3} Flolof| A el = siLtE LAt M Ot

ME WEE S8 SEYUCH

egg selg 74 & Uach

30


https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=process-automation-designer-roles&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=process-automation-designer-roles&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=process-automation-designer-roles&version=zurich&pubname=zurich-build-workflows

W.

servicen

0
o iofl
~ EX
T :
u . |
Al of o
G < .
EL - <t o
g o [
o 2 K R
iy il o o il
a A a4 = w [} o
5 m_a - 0] 3 o & 2
o L <t [ okl —
T Pl w z 0 x._ .m__o m
2 ] = - N
® KT D Koow B o = .=
g = DK owm oz T Pl . T I
0 W_H _.._L m.Ano lr_u - _”_A_.._ |ro A_u - nOnH_ A_H_ ._O»_|
n T ur on "o S B o - R S
& ol H ol < - ol ol : .
L - T R — : S s
T ORr 10 M < 8@ 3 K L H] o o o o 2
- < B oz oz ow I ®U = 8 krool 3
o o 2 E3 2 < — 3 =) J K L -
. ] = = — Ul ol = = m K ol
1 N T 0 < N o I I ol u o =
o = 3 _ m_e ol X0 100 <0 i 1 K IH = 4 20
T g0 B m_w 0 R X D us o o3 S ol I
r N I KR R =" o 3 s 4o o T T W
®ro ol PRI _Am - e ™ K _._mo K T T fll Iy m._| u_._..m 0 B T
= v T - - - - o +— K < =
oW R £ Uz =z 2 3% <g s 3T E = W 3 ol
o oV W oy W o2 5 S WS qwo T W 2ol 7 W S R
= N o A S ogl 3 e MWzr O = ROT & [ T = owE =
A oW =g NKOTR m Qi B2 S W WK DA S !
B oo oo 8 Khgo @po oo TR0 B0 o 0 T Rl - & olF
T g3 O OF o ) P om0 mw oS ad M- S-S N o mm o
X osE @ o w_ﬂ: =5 o O 200l mw ol g o T Emﬂ s WU g W 5 MWy ¥
W TR 00 S Koo omop ~oo Yop znm <1 &0 ™3 oz S T N o
BOHLKE T gy T R a1 T wT I MF ooy R ﬂ:w: I WD F
gomm ooy o R Rg Xg P 3 ool RN D Ko m Kw <
o T Pw X O RT AT AT o B OP@E @ Mo K X 0T . rin
< oodml oo RVom Kol M IR AR KRR RR O N Ko Do ol T e W o 3 3
N g o R = <8 He & & o S K XH ST e e H o o

31

=

F

S
=

N ESH-

=

=

At

I

=
A

I|:o.”

7|Et = 7}ol|A ServiceNow, Inc.

lc.BackupDays A|

of 2t 27t 22 A8 =M 220] x|t H[O|E{ 7t &

11/ eE

t24™ sn_accct

I8

A
=

_?.

o

=

Teio| QU et 2latel 4

el 7|7+
oz s
Z 0|52

stagingTable-dateCrea

CSV utelo| Md=1 2

21

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|


https://docs.servicenow.com/csh?topicname=ra-csm-rules-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-rules-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-rules-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-recommendations-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-recommendations-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-recommendations-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-resource-generators-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-resource-generators-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-resource-generators-create&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-config-recommendations&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-config-recommendations&version=zurich&pubname=zurich-customer-service-management
https://docs.servicenow.com/csh?topicname=ra-csm-config-recommendations&version=zurich&pubname=zurich-customer-service-management

W.

servicen

32

So o o
o0 I I
o . U ol ol
T Cl KT < K
~ ._n,u ol I | o Ell 5
1|0 T,
1| 0 B To mo I !
[} 3 I = Rl s U ul 3
T T 1 K- o J El 5]
= o 1o ! ol — -
5 By Har w5 F ° sy i}
o o w24 on ° 18 $,% @
& o = S Bow o T 3 M T
- < | _.._o_._._ or N Hou._ Mmu m.m_ mm_ F
R 1) P muo U ol o K K g
T T TR om o o ¥ T odx g
30 ) 51 2 S Homo W5 @ oG N
I+ Ko = 2 noT B o T ool B W A
i KI = _ Bl = & o ®W o 0 oo
= - S ol 3l ! - " T
= o0 K o G T R o ook Y
o 2 T o o o oLy T W W oy
n_em ol o L|_||..~.._.|_ = i " o __ 0 Kk o of T
i Ho 8 E®a o o T OF K oon K RO
04 ol _ HPN X0 oo o =
- 5% meog wox 3 N g W WG
M 8 I s W SR R
W Sk TS o<k w U T N G RA W
Z0 ol - 7 - u H = = [ I T Ko a0
RS ok _ ALY K L st ~ a7 )
0RO I+ S = 1R < - ~ ooE oo oor o ou ™ TR oo @0 <
i < = £ == 2 S <IOWoor R0OROORD RO UOROORIORF
S H _ - 2 S H o X < f *T T T ® T o 6 o o o
RE % 8§ T AR
RN S R B LR
oo K% i 5§ wiy I - |
20 o < h H a_ o T KT prou 1 S _|_Mﬂ
N T - NS do to uf e
JF 0 M R 32 HoNH S~ o ® _ R0
M0 = H = <0 T Rl Mpm=T o W W oz Mm n mw N
W Ry o T M 73 ok Rowm o 3 = _ R hy
0% Mo 2 Hg ooy < oqpg op 7 & WIgH X T RN DT D
Nonm W » ST ol T omp Ay T X whEls © 0= @ & <
HRo HH % of ® _.Alﬁ m“_ w RO of ol J W T3 7T % CLN T <V X io! <
M oz N X ® A <&l oxxo® B < o o

7|Et = 7}ol|A ServiceNow, Inc.

2
3! EE'._I:.

=
o
Aot =HF7|o| X AHO|X| YLt ClEot 28 = AUAFLICh

o

Beiof gl sl slAkel A

2 H[O] %]
olge

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

&
1 oll ©
U] X0 oo
Hl E =4
— I 27
S o oy M {n o
s Tl T |3 o N 53 mJ :
5 o1 I @ 7 ur > s 7
o g X oF g wo B
. ! AR O oK 1 o D
) i 1 KK - or = E <
3 Woomo oy %o B . ow
{[n o) Bl o< <. Mn o mr N
33 = ol = O oop 4o 5 u.,um:_ i o
n oK oW oW J il ) ) o o
10 n T K K ol ol R 5 w o o i
m_e H > T owo wo A H I+ e T 0 ~ =
Nl o > = ol & o ki - Mo
n SR oIl _._.___._._ _._.___._._ o <0 % 1] - 1
A KO S T i ow o ou 1 ol =0 KT al >
oo K gadgg @7 o o o= D K
5o N T E oz s o & W8  Bp o
T Moo= W@ oo o R0 or g TR0 oo
0 ! Y N R T = ro » S K < i
m o= N HR o T T 3T M o N 20 ] A o o
— od o, = r = = r o = K 0
< O Bl g o Wz 3 W A 5 M 1 8 Kz =
ol AT R oof ™o Moh oo g W s o3 gu Lo
ATy Ty Ragr f~=ds » M w5 SW = O
Sl R0 <l oo mowo Hr R R OF o gromn of K o 3 £ © 1 g
B o o o o o o o o oHl H M o o KF © © ofu o mj S ll_rm.__l o X0
. w o K 3 by ~ "
g N = N3 BT N
< 4r ° T o T L
8 - o gl g T T T
= o_A_u T T m 3 © .m_.m_._ Pl =
< o o B o5 N or
0 H | = W o w5 ol X 2 w2 o ©
< B~ = il W WYz 20 | R 11 xa =
ol ol ok dm o= = F3p Zo<x M — MW M
wl S i e e I H =< RS JqpE K o o
ul X NoRSTRAaR A w Tar fs bap U0y X oog o
) ° NORD DK SR o digrdn Mo &ORTol Wdar Moo o
s UORE M TEl SR H &

33

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Beiof gl sl slAkel A

Z0lE52

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

00
2]
mr
Mo
<0

==

H

i Al

©

=2Hg Ao|A 7[Foi of

A

o

<dr
ol
ol
Rl
(o]

4
or

b= ZH el L et

EofEl MZF ot

—
—

P

o} x|

L= R
= ar

Ir

HE

—

F o|FiLch.

__AT
i

2tO[H

ot 7| S o| Atefeluch

=~
)

™3
el

=
or

o

[l

E~
10

K

)
0

oF
{K

<

oF

meluct,

-

Kl

Hd
o

thet tedo| SXIE o ™ol Zmict

S
=
or

Kfo

!
Wl

ey

&t

of| CH
Zhed ol =ofl o

==Rva
= aiL

THr
or
Kl
N

o

AH0|EE SX|&

5t

oY o2 SFA

34

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

20| U= MY 3lALS &

Zolge

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

35

I3
0 0 T o
Mo I 5 U
0 ol = ol —
oo ol =
2o W . o Nl
o o s O d Al
- = — Es]
g o 2 10
. 0% woo oF ul o
) o uo of I noom oy
T N no ol 5 F
ol ®0 - oo DOy
. 30 A 1 T~ D T Ok
o E 3K My Up x ol 3 =
] % ol ol = W ®I o
° El K = . g o oo
M - s N = < &O d ®/
w 7_= -3l _.._o < —_ _AI = . .
1t o BN a o RN o
- |._A|O = = 1o 1o O_ A i)
" T 510 Ko T oF oK G ol
U i s I o = M hm T ty
T N o mu_ of ~ o wosn X0 IF <0 o
T 1l | <0 ) <0 o ~ ~ S or Kl
L 03 A N A N &l = o
Bl g s A m WX H W T W
=N o <k O ol £ = T B8 RN = s 2
| 3 o S 035 o Ul R — » — K K
S| oA N v wOBLWn oo Ho Ko KO o ST g KO KO g
%0 oy oS CARD o EE X T W EwE T Y
L = e Rz = W 50 [N C R T = - = =l I S s =
o) mu i ..m o 3 %) <0 N 0l T © © N 6 0o 0o o 0o © o o o o o o
] ik 8 ol & ~ "
o — _'—
0" i o  HzZ = H T
o RO 2 o 2 o oo
20 KIr B Bl 5 51 u = .._A.rﬁ
20 o S RUIYS & - o0
T =2 ®, Kr pr i
= 0 0 _ c = Ho Ho Ul o
Lo m TO Wz = = W
M|l % 5o @i Rm= omw ° H b
z| ¥ WMo @ Lo WI WX o
= B N3 MAns & oz = =3 K Iy
O m W o UVHT I gpm oop oz 2PN M RO T i
| % mor kKo Dmemam Moz T -~ EEF T A0 K
¢ ~ W H ornWwR H & & &

af of

o

=

g

il

7|t = 71oflM ServiceNow, Inc.

tet i

1

b2 |
=
al= 2y

=

[

& ch

=

ct
Al

pos

Now ¥
d =2

bE

Al
G

0] U= SHE 3[ALS

o|52 uH

=

ServiceNow, ServiceNow 211, Now % 7|E} Service

© 2025 ServiceNow, Inc. All rights reserved.

7|EF B[AF S H|



W.

servicen

36

w
<l 2 :
T N o
. il D ul
I d N o _wA_._ MlAu
J o B SR B i
Iy ol 0 | m._l_”_ < o ...A.o___M_
o T T oG 4T U mr
. T — —
o oo g oy M2l =
W W UL el o mm_n o T« b:u_.kl
a1 o1 3k R T 5= N oym n
ol ol X ojo I K - o
E o Ao By By W Hs T
oo KOOSR fir Wo_ K oo Om.
—_| = oo o = 4 ol 2 oF K. Im )
TR L R N ol 'z X oy I -
2 g < T w S F WL oF 5]
I = o K O ° . K o= T T ] .
T T O T H 5 = 0 s ol = -
So° S @ W 2 W T o Yo o mL o wg o -
HUOW g oo Rl J 3 g w50 <[ ]
ROR 3 up w & I ol ol o wro ®w TE Ty K op ol
< Ko ol i o) ol 3§ m,u m_m_.u s E_.__Ao 5 _lm.l.Ao R | N T N
o o Toop o WM EFL S ool g b TS =
ol 8l ol S 3 B O R0 ORT O T g T o < = {0, H N owl
KR op 7 o XU o KA m._u S+ ==___ 20 | < K RO X0 ol
R s Ml A R R S . R == e U AN : Mo RO
W T T R o= O omA TR War ko<l W _ 3w W
XKz zsoazosa s oz g RS 1L 1| SR S
i i — — i — i .- a_uﬂ_ [ ] ] (B i A —_ |an_| -
Ro_ﬁ_%o_:o_.mmmwmmm%m%e_ﬂ0 HoE X0
o koA o ok F MR om AR F 20
28 o o o o o O © ©o M K & © © © o o S o~
K
OF
R Ho
< Ko L | o I .
o m o = = 0 | = NN
ul W W o kU 31 B0 ol OoF R’ | ; Ll ‘ Kb 20 &
El " R ORMOAW R OW R WK A5 N T

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Beiof gl sl slAkel A

E2
=T

ol

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



servicenow.

g5 0|HMEIE Y

712 43 Z21E X|st7| el A= E HWE Ee 2F &Y
Al&tst7| ol
Zest A% role sn_acct_Ic.customer_success_agent,

sn_acct_|lc.customer_success_customer

Ol ElAT3 M

dE O|HMEIE= MBSkt n240] 7|2 45 2

=
25 s steleluich A3 0|LIME|SofE LF Es e

uen 45 o|HME|IE MY ZEeo|522 Fo

O T 43 o|LMEIZ 44 Sajo|=ol= of
AP 3H0] T2 MA RHE S} CIRt0[L{0|2{8t EIAIS
HEe o238 FxstiAL Seol5a
Z2A|A
1.cH222 olF A B2

A EA B C}

2. CHS2 2 o|S§HCH D MHF ) EE O|LAM
PlaybookS A|&t&tL|C},

3. 7| 4% Hlo|X|of|AM o] O|HME|E.2} o4 ntE

[y}

4. A& HEsto] o 3oz o| St
MZ o|LME|E 7|E0] MMEIL|C},

5. A=

5ol
1

O O|LIMEIE

o
on
Pl

0] O|LME|E

[>
il
n
om

0| & X Hst=

0E
a4

o] O|LIMEIE

o]
T

O
> ne
n
12
N
Jor

o
[©)
N
0
at
el

o
e
02

O
N
Rl
Rl
ik

0z
u
o
r
m
s
lo

O
>
=Y

o
r
ogt
ofd OfM

ne
=
A
ijutl

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

=T o

HEAlE 0|5 8/EE J|E Z7tof
AFLHEh

Ml4dolM o] of | ME[E=of CHet sy HE

AotE 25| 2loll 2= slof 5t= 2 o| A= E
2 o U= ot o|eke| Aedo| ZetE
g+ AFLHch

2| geolEl AH|0]X|2 t
FItstAH =8 %* T UFHCH KA

ﬂlH
é
|m
N

> CSM X FSM 74 715 %t 32+ 2 22l6t1 =5 0}0o|2S

E|E 2 2E5l M2 2HS7[E dE=isto]

7[% A-I_g_ 743}% A EH%I-L,||_-_|._

i
inl
mjo
it}
my
o

(0]

¥
o
I
ins

oo
2 ggsts 17 H5 g7
2 ggsts Uy g FAAYLC
22 Jhxlot 4TS BF LAt of 7|ofch
o o1z WFeluict
+
ZRl

0z
4
e
r
ful

|A ServiceNow, Inc.2| 4% 3/ 52 AFEQLch

HEEZ 43F O|LMEIEE Yo gfLch

37


https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows
https://docs.servicenow.com/csh?topicname=exploring-process-automation-designer&version=zurich&pubname=zurich-build-workflows

W.

servicen

]
) -
ol ey
HA WT__ _ ) ®a
. Offu o
10d o E M./_H u.ﬂ_. =T
m K Tl o B2
T = | X 0 Uy
or = ol 0 O
o = = =0 ¥
1| T M K
ol i Hlu
- od -
= X oox " o U
m T T B s U@
¥ S ~ =g M rh = oo
=) O xoof m o S
[ i T8 o 31 <] o
0 o gu ol MO gy 7T o %
<0 ~ @ oo VY =X
i o on el Mo )
B or = ol B & T ) u — 1= 00
= o+ A = | = <0 T 41
K <K ol wy M T U = T 1 of
ja— - el = -+ n:mﬁ _Aﬂ E__._._ __ou =
3 « ol & o = - o W <
— = %l — < _.._o ] =
Bl ok N KT % S = W = = Ho < R
o o o o o T L W S 5 = O o
n| ok [l 1| o o o H K 10 ﬁw 2 o o ™! K
—_ — — O__“_ —_ = — Rl = _- il - m 1ol m] s il .m_l_Ar_u
u g K w Wiy o o T ol & m g 42
wom XK Koo X K X X X M3 a7 w2 o2 doom
R I T N [ N [ T I R N B 2™ o oy = el X gl
RoKo © < i ooF ol ol R OO Ko 4 H XK F S © © M wd T ® ok m Moo= WMo
© o © o0 o o o o o © o o o o o ©O © © NW® drK 77 [ ) K0 ol T ¢ E
X = o 75 O 5
KM — <0 Il i 3 o 0o =
TN oop W = L .=
- & — u [l w — Cl —_
5252k m £° wIiw
J s 235 0 J 3 mas
ol oy o = i Tn o o E:._ RF
S O = W g
- ol W n M SR
< ST = ol .
_ of Ty b U og oo o 005
" % ol T A5 LMoo ar 4TI .3
L ks - - = MR ook oF w oRu M KR o
o z ol Or [0 Hho ol W W T & Ko Ko
7l o- N T W E K L =t o ©
Ot _|._O 7_ O“_ le) o) Ot
$ N @ o

38

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Teio| QU et 2latel 4

Z0lE52

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|


https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform
https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform
https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform

servicenow.

CEE: EE 2 MEi5t0] 0] O|LIME|Zo| thEt Abo| =8t EES AIEELICH B &4
£ 2ol &ofsioF shs ETIRIE MEYST ZHEHE BAIKIS @2i6 ¥ £ & AIRS Medgilict,
ol oLIME|Z2| 7|20l thet &=7} Ui Ho| LheteLch 7S 97|18 M5t E2S

: MEES 2+ UFLc

2= AEZ0]M M=

H 23

o Lol A Zet:

« O|L{ME|E BZ: O|{MEIE
SZg 7 UAFH O

0| O|LIME|EE RLlof|A| CtA| 2Esta{™ o] &M S MEfgfLCt

g3 HEdY: 43 2805 ddsteiH o] Me MElgUCt XtME HE=2 B2 s
ATSHUAIR A Haf 4y
0|0 2E AERS A1 XM T EFCHE S50iA o|H S HEIRfL
ol

M 7hSE 4T AT MY
|2 43 Z0E XYt Y 4B ZE M4

S O|LME[EE HU

3. HEH migolM 2 52 ot

Init1 ©
 Initial Setup  Plan the Plan  Collab And Complete ) #° Save And Close Y
Activities A @ In Progress ® Priority
Summarize and close
© Summarize and close
AA Assigned to ALE Admin
Case information ~ Describe what took place? Were all the steps taken to completion?
Objective Closure code
SOBJ0000001 - None - v
Progress
onTrack Close notes
Priori ity
4 - Low
<
Assigned to
ALE Admin

e Save details Mark Complete
ue Date

2025-07-31 06:38:15

Days Remaining

©9d8h19m

Contact ~
JO Jason Occhialini

Title Email
VP Network Infrastru...  Jason.Occhialini@geni.

Business Phone Mobile Phone

2E SE0M HE Vs dE 21 F=E SHEERH
AYE MERH

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y

=T o

HEAl= ol= Y/E= 718 7ol A ServiceNow, Inc. 2] &
A& CH

F)CSM X FSM 74 7ts & 571 ) 25 ) 2= O|LIME|E.

Related Items S
Appointments wy v
Emails o v
Blocked by o v
Change Tasks 0 v
Requests o v
Related Knowledge 0 v
Risk Signal and Issues 2| v
Implementation Records 0 v
Applicable Success Outcomes 2 ~

ORefresh + Create (3 View all

[

ess outcome
SOUT0000005

SINITO001003

® & P M

® » B

39



servicenow.

Create New Applicable Success Outcome Save

¢ Applicable Success Outcome ~ @

MBOILIMEIE BZ EE
X

=
4 O|HMEIES 2 E 2 AP S SZESHHL e + AFH T

Z2 A

10222 0|S A9l B7H) CSM 2 FSM 74 7Hs 3¢l B2+ 2 22311 22 ofo|22
22/3ch

2. CHSO= oSk 12 4T ) BE O|UAMEIE S BRsD F25EE 4B o|UMEES
Lot

3,715 AH MRS B25t0] 43 o|LMEZ 24 Buct

.27 AHEO| wet MEfS F4 H EE SHE W BLIC

ZZ A=t Mel WAL HsiEE s Yeo|E U}

L BE W4 WET} YR ex| Helstn M-S 22phct

. Ztol FollM oll2 Z2istof AL Ect

MB o|LMEISS AZE BE 519 F0| HAE L 2D AYBO| REEHOE MHFL}

O T 4T OlLMEIZE B3| Mol HZE BE 59 S ZHBAL HL o
ghuich. o1ZEl 59l Xeio] OfX We Yo ZI HAIX7} EA
X C|

s =
SZ5H7H F 2t ohg 43 o|LME[E SES

olEj2a M

Aot +®F7| Sot MBR DAL vINE that, VI8 &lo), ZE S2 @ 4 Usuch MES
ole{gt o2 m A 9 x| Astn cletst olah WA Zholl HEE ZRS7| A Ao Eat
D242 of2f FRof thal MBI HEES M7 IBHAL KBS LB, F0{7 SEo| thet
M HEE 288+ A&Lich

ZEZAA
1. oS o2 0|5 &2 37+ ) CSM U FSM 74 715 2t 32+ & 226t 5= oto|2s

MelgtLch,

2.02eR 0|5 1H Y ) =E FOf

3. @8 e Frlst = Alefe U

4. = ECH2 S50|M Touchpoint S M EEHL|C}
5. &AM H=E MFHcCt

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y

=T o

EAlE 0|2 Y/=E= 7|6 Z7tol|A ServiceNow, Inc.o] 4% Y/E= S5 AEQLCH
o

w
& UFLHch



W.

servicen

41

T g
I [} 2
ol - ol
1of ol 3 . -
5 <k m noud 4
Al = 1 )
_ol_nn_ __._ A_u .__._ M_u M_m
= U] 9% Tk o3 o<
nog Bk o -
2 I © o ol am o 7 on
+ ol = A oy N i n
X 2D SO TR o3 =)
T M oToH s = =
Frit S O 1 T op O < Ul
I ROE T T W o U ol 1
T T %o ol Ik X ! o
—_ ] U2 =~ R Rl —_ il
w o o T LoZ o 3 M J
TORNOW 5 w20 R ol o[ ol
= H N m O W W K- u 1
T TR TR = o
~ | & | & NE W m ) <
NoonNob wo _ o utou ) oo
Jd W om o /2 oo 3 F o i 5 o El
o f W o g o " R g ygwEwE T K B K
® 8 A < 3 3 ST W WEHET g N K KO Ko go go OF m KO gm KO g g
W T ST moEm o Wk Y 2 RLRDK K 5 g0 AR 0@ ol
A R OR WS R AR RN KR R o R oR ko oR Ko R mooF ol ol R
N o ® ORI W0 o 6 6 0o 0o o o o © © © © 6 o o o Kl 6 6 6 6 0o © 0o o o o o o
T it
o0 KR i
KOOI o RO or W a0 oKk i w0
REEN s ® 7% 3l o <l 3 <0 Rl

7|Et = 7}ol|A ServiceNow, Inc.

L=

=4

oj= 8/

& ch

=

Al
|

pos

Now ¥
d =2

)

Al
G

0] U= SHE 3[ALS

Z 0|52 ud

=

ServiceNow, ServiceNow 211, Now % 7|E} Service

© 2025 ServiceNow, Inc. All rights reserved.

7|EF B[AF S H|



W.

servicen

T _
e} 0 n
= Tl 14 o U
< - o A o7 H
o A . O - : ool
N = - | O 3| ! Ny o — S
_ur _M.T_D % Tl W ofu ¥ il U .__aum il
o T o1 M W g i) ol RELNSE
Ul AR 7 o IRRLLNTENR
T 0 PooWT R < T fill o & — o
. gr A< o | T T LI
o md i WR g up NN
J S@ou KOO0y IR T " O 35p 7y O
ol 2aom %< @ oo W 0K B L. o B
o o — X = T3 om B £ ™o
— < o) S | — i u] H _t H_-._o
$H - O o U J a1 v 1o M0
7 o oggov - 20 2 - o5p O L0 a H=z0R
T Soap O ool KoO H T < il Him = K
oF = RIE < W T H = 10! mEl = 2
— ol .ol Z o = = R © oF 8l =n [
ol = OO ol o M ol ~ & - S =N
z = o - N S 11 of %
< Ty T ow Ty £ > & Rl
Pl 382 ol — ol F | S R S Kot
— ol w2 LT I3 2 KD O30
o T o= oo oy T oo W R L <+ S ur 10 <=7
1) a R - N B8 HEan
E| o WIT %W Rl W o T SO - S
o wo B RO kR K<) T8 g
) @r__”_ Iy s H o6l s o2 H.__m_ g ©| O o S 1 53 W o)
RU o7 K o o8 T T M T o o= oor| W LHo RN S
RIT of op oo on of 5 Klg Rl 5 8 "M =5 = u T = < . oy ¥
< ko A B K F om Ry Rognow KOO R od| o u K 2 Wmgo
28 T 6 o o o o Rl T o Rl Ko o H Il oA @ B S _ﬂ T o T
£ oo - B i
.- g 3 pUxapd
# Kl " = or N g O3
- _— —_ 3 [ fpts
3 s < i o o2
K H* - o © 0T T
0 W 3 =5 HmET
- ¥ g 30 ST
oF L] ool " o 3o Rlg K oK . 5 o3
{ . wE BT R g o6 mE Me g
i < ool HO or kI 31 B0 31 N Ol s < < owr A <mEma
al N ® = W OR W OR oK k| @ K R R L
El N < [ kD<K 3 @ @ x|ﬁm“_ W@%AI_A
8 O oF <X Hl odF<x<XHKI

42

7|Et = 7}ol|A ServiceNow, Inc.

FSM 4 7}

11/ eE

=<

ol

S7t) CSM

AFod
i

Beio] gl sl Blate 4

o7 0=

2 AIX
Z 0|52

=

ir

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

43

ol
U
. - =) .
o 5 oo o .
L el i —_ fa— —_ —_
ol i .ol o IL m n .
o ol ) o ol J I 7T
il Ul I N I ul ol &l T
4 m___ mu — H, ._m=._ u_.m_u u:mﬁ mu
]= of T . ol 7l Tl .
I o ¢ oy
B <F - J4 ok > — U -
A A S < L LR U L g
ooy g pd S 3
VWO oY ol 53 ok oo oo 55 Y =3 1ol
= - T 4 au o< T = - =l I o< =
0 T T = _ 4 X X = il
— ol @1 ol IF <+ ol - . I 5 ol < ]
z 0] | 5 = __o._ [l - v O__._._ O__._._ = D._ <
= o @ & T o o o = 4 o oo T Moo
= o7 = A ol ol = b oju
- e .Ao .A_ L Ou m
m BT of op ™ h ol = 7T R Ny I
SRR (R B o oo 0o Tk 5
< R ow Moo x* o B oo O 70 T
® oo~ Ebog T S o oo ow Do 1
TR a7 WK 5l v oo ¥ o B )
T MR ® SN T | s ®ooDoT I HT o0
o oW H Woop G T % o 0 3 Skl @5y <
NN R W omoE o ERR- I R =
J m Fomw Ry R0 of K o1 @ T T & o i
N R R ) g T R - L N
w8l << o B B R o
mor OB MR Doz FM oo oo oo ¥ B IF ORI oo
G HOR0OmOF oF W @oJ0 s RE Ko mpot Ko 4 M XK F oW & % om oa o o @<k R ou
X Ot = oF © © o ©oF 1) o o o EA_I fe) o ) o o oF © o ©oF Kl © o ©oF o o o oF
T T THr
30 H g ofr
o] i oF Womomw o o I
< K KU <K B o ® & 0 I
PLRNR o ROoor M om0 W W 7 BB WK T OB R 5
o- BEN 71 ® ® M mn <l <0 oF N~ o N W NI X ORMT K- [T}

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Beiof gl sl slAkel A

Z0lE52

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

44

i
%l
o =) Mo
g I 0 - op
A =7 o — o
{n » Al oy ok 5 L) =
o5 RO ot i H g wp N
& < n 2 H % Ty
ol K- . sl W T CRE
N 3 ) Y or ol = B o
7T S oF T :._ oW Mo LN
ol oo or = T a m o K < ]
I R o . Mo .__.__Im. i muﬂ 4 ol
ol ol o o ol mTE % OF ~ o
= 5T K ® o < M Ko X
T TR ] ol = o CT: I BT
ol R[Nl 7 RO . ~ o W] d =2 7
I ol Tl o M o Mo 1o Il o T
W o - o I 3 T Ho- - g Tg
“ oy o 5] Sl el OME 7 oz o
1 100 700 M = Kl r Hu J | 7= mr
s iag B w__l. Hu m %_xlo 10 ol ~ .l W AT ~
g Hl F o < = Do Kok D
< o o i ) = R WS g oFm O
= —- ' K I} < Rig™ —_ ___ R
o J oy o - oF n 8 J_Muo_.ﬁ - Mo © 20 of ToF
0 T ) 7 o Xi X0 Mg 5 ke M
2l S A = r _ 20 1 = > oo = | o
_ o__u m.__”_ 0 U, u J hal o"_o $ —< n 7_| i _lh_ m H__H_nkl
o JKooupo s1os Ujm K = o o3 R Taw i o= §
o i E I ol = Mo <9 M K foll 10 lol &
R T B oo-oop uo op of BB B o a F g 2«4 ®A S HEror o mw M
sl T ROOOF T M oM X T < °F ob o mm < n D 2 =l TR X0 TIOF
2l 6o o O o o o o o Hl S © ﬁ < ) <@ 2 00 (8} <0
< [ITe) © o =4 I -
- 30 S oo 2 o~ N
! 3 TR L= n H 5
F o I w © =< M = om
or Ho| X Iy S i 10 ol N
o At — o o - < - = KT pro iR 1
T K 2 - N ® ~ K o
N =M X o Ho Ul
Woop| © 25 T i ol L L
"~ o il ol el — _u___._._ Toll 0 _._.__=._ o 0 o _u__._._
sl oz ROORDpogr KUROG W oM X i
om o Mo M0 N oF = m Mo na = = oF 4l
il B ol N w0l T Kool 0f T — =
u| i BRIz 00 W ogoof MVy T oopm oop = N Kb oF T
Gl W V| w ooy Kmom Txm Mooz oo o W Ao |2
s A H X « « ST H & & &

7|t = 71oflM ServiceNow, Inc.

L=

=4

oj= 8/

& ch

=

Al
|

pos

Now ¥
d =2

bE

Al
G

0] U= SHE 3[ALS

o|52 uH

=

ServiceNow, ServiceNow 211, Now % 7|E} Service

© 2025 ServiceNow, Inc. All rights reserved.

7|EF B[AF S H|



servicen

W.

o
i

uj
Ell

—_

i

(0]

o HAl E#t:

il
Kio

(0]

HI

T
e}

]

<
<K

2 AZF 22|t dlofX|off "I A==

=
=

|3

o
T

=AM

=g

3

[<]
=

x| EE

ok

z2

|3 =

o
I

oF
Kl

o

22 A% palx g

L},

iz
=

ol =2

d0
1l

3

[<]
=}

ol2fp

10
20
=

H

sn_ti_core.write

EAIN

iz

FSM & 7ts

t) CSM &

7
i

—
110

700

Ho

mju

Al

_

THr
or

o

5. = 50ilM
6. 0| 7|=of of

20

r
il
Ho

30

7| ol

I
Kr
<

gent

sn_acct_|lc.customer_success_a

7ol

o

[EL!

2
2
-

Lct. o]

10

=

=
=}st

=~

A

AAH

ERE A

A

=

I
=

i Flow Designer2}
3EI- ol

3
A A
o] MMof|M= 2k 7|2 Ho|X|of|AM A

5]

Z20[E &
z

OAl

H= — 7
ttollM &5 Aled 913

O|EflAT ®H
« 4Z O|LIME|IE

g4

Atod
Al
S|

=
or
o

|

<0

© 2025 ServiceNow, Inc. All rights reserved.

45

7|Et = 7}ol|A ServiceNow, Inc.

c =
L=

O H

20| U= MY 3lALS &

olge

=

ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



servicenow.

o LHE Al
Y AME
E=PAPS
1. CI222 0| 2 27 ) CSM 2 FSM 7 A 7= =Hed =271
2. 843 WE Ho|X|oM &0 BT E 2|6t cf2 M3 MefotE7| 2 288Ut
3. 50 U= HFE MEIFCH
A== 5t HEFE= o{7[0llM MEfSH= ol mat 2 &l g oot
. SE0AM 59 HFE MElSIT 2F 2t S {5 22 6lof sl 258 MEIELC)
5. CtS S Z&8/5t0 AlSEct.
o|™ Medof w2t cfS Ho|X[of|M F71 MM HEE &s5i2t= HAIX|IZF EAIE L}
6.0zl s 28§t
ME Alodo] MMEASS LEIH= 2lo] FAIELCH &elo] 2 EH A2 = QASS LIEIH=
2 o 27} fd|o| EE Lt
() T AMZ Zo] MMS AlRtSHE ME EEHOI ENE FX517| el M3 Al
HEIX} ER 7|=20| MMELCEH 0] 7|&E Z 0| &55t0d 7:.“4 ZEof

2
= HejH 25
sn_acct_Ic_success_notifier Iauncherllst e
HEE & = AFHCL

ol
cf. &

a3 A2 2| X 23 H|of X of| A

d=3 Z2fo|E flet ot EER M2

ME Zpjo|2 MAMSI7| Mol 519 222 XMolstn Mo 7|2 Ho|2o| E7tso} gt ct

59l E2 WEY| tig XE2 ofs EME #XSHHAIR oM 222, EP 22 Ee &Y
MM YFERS ARCI2A . ot SEPE A4S % O chiilol mat Feo| 7|2 Hol 2o
F=7hgrdct

1. 252 0|S5t0{ A ZEfof sn_acct_Ic_definition_record.listE 25t}

2. Definition Records(& 2] 7| =) HO|X|o|AM New(MZ 2HE7()E 228

3. 240 ZHeof s Fct.

Ho| 7|5 L4

z= My

ZE22 MMt ot E2SE MEFHCE

HE S5t EERE e HFE MEiFct

2HEl Mol 7| 5| et ot 22 5 AFHCO
o Zot
o AA| Zxt
o Z4E
o F|AHE

=SE ol ol 7|52 M=g =&t

My O] Mol 7|Sof cHst MHS =g

4. M &2 =gt

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

=T o

HEAlE ol= Y/E= 718 7ol A ServiceNow, Inc. 2] &
A& CH

ME Y/

46


https://docs.servicenow.com/csh?topicname=create-acl-flowdesigner&version=zurich&pubname=zurich-integrate-applications
https://docs.servicenow.com/csh?topicname=create-acl-flowdesigner&version=zurich&pubname=zurich-integrate-applications
https://docs.servicenow.com/csh?topicname=create-acl-flowdesigner&version=zurich&pubname=zurich-integrate-applications
https://docs.servicenow.com/csh?topicname=create-acl-flowdesigner&version=zurich&pubname=zurich-integrate-applications

servicenow.

12 4= Z8o|= e

PlaybookS 44sto] Al =HET| St A=zl &30 Al2l=X| gi2 &332 dolgot

L5 Zajjo| 2 A4

L5 Playbook S 4d5to nZ0| &0 +HFTI| St WM AT = s A= = AL A=l =X t2

=52 Molgtct o] Zefo|E2 =&o| st UF Z2MAE Molsty| st AR EQLIC

AlZEst7] Mo

Z st 3t sn_acct_lc.customer_success_agent

ZEAIA

1.CHE2o 2 0|5 & 37t ) CSM X FSM 74 7|5 Ztel 37+ S 228/st1 55 ofo|28
AMENSHL| T},

o Zof Mei; W Lol M LR Alelo] R MBI RS2 MATLICH Eo| BSoflM L
Zajo] Zajol=o| MAlslE A0S M A2 228 LT Playbook 7| =0l
Mg,

o 8Al M @12 of HolXo| M HB Ao|A | Soll thEt Ml HEES 25T 2E EAIS
Selstol ofg BE22 oS atLict. of LAlo| ThEt AME MBS S AZHMAIL LT

=
Playbook 7|2 A{A |
o AR =7} LfE AN
HEAE 285t0d chF AH|O|X|Z o] S& .

4. ## CHAO|M = ol 2352 sdg + AsHT
o Xt thA| S A5} of Efol=of thet =t Al=lg X|Fg ot ol 2 oo Lt ot
27| E 2Elstn AlS5t0] o 252z e o) & A= 2 Playbooko| 25 AEE

0
MMof| 2td o2 FA|ELUCH

-

o T Aol B MMS
O

AZBAAIL L A

O T AT Y E Ee UA| SX|E AEfe L Aled ZHelo] o] H|o|Xx|ofl FA|IE U CH,
CS 252 Aot d #a# 212 £ F2EC R YOO EFLCH 22 WF Al
IS AL Faet = 2E ZAE 2850 o 252 AlSEHoh
5. 4 % SZ0IM otz 252 sde =+ AFHCt

o z[EZ ZAnt M 0]
ALso] ot 2 2522 gt

6. 25 5ol = oy £ _
LS Playbook &tEf7} SZZ MY =1 Y EO| A2 EHoZ HHEHLCL

T R Seflo] 58 MMsHF Z2fo|5S YU FAcH 2R/ 0 ZE #57

Asez Fa=D ZeolS dEivt FaEHoz AEEU o

LHZ Playbook 7| = A A

L Al BHSOf Aot %] Sot A== L Hl2lslx| e #ES HolF,

LS =

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

el

A=
(&

teflelol

47



servicenow.

AlZEst7| Mo
Z st A%t sn_acct_lc.customer_success_agent

Ol EHAT MH

LHE Zgjol= &of =HFT| SoF nZjo| BMAs = gle= LE 858 2L EES = o

AP ELCE o2 S0, Al2ko| WAl chAl= otz o 2 90-120Y Xof| EEI71E' 4= A&
Ol A 3tH AHleko| HAEAHL AFE 71sM8 =2 = U Lo AEE LT =do] A=t

= A& LHE Alodoll= st o|Atel 51| Atedo| ZEHE &= len o|2| MolE &F0| JUe

I
Zeoj=& WELCH

T2 AKX
1. CHS2E 0| %@ S7H) CSM A FSM 74 Vs 2 37 2 2=t 55 ool 22
B gL Cf
2. 032 o|SEUHCHL XM HF ) RE WF Al 2 285t M7 E S Fd
3. A4l HEE MUt
LHF Al b4
= AMod
S 22 Ao|A J[Fo cha AIAEHoM a5 TR HE Lt
AE Adnt AZE 7Y Do AlE Hz Lo
Al2f L Aldo] 2HA El Al 7| 5t
HER ol LHF Al 2 EHEsls =2 W ' T dunt
2= H O|& X|Hst= EHE 7IxI2t 452 =25 2dst= o 7|0 &t
<HEN W7 Aledel dEfLct chant 28 =+ AUAFLHct
o 2l
o W T
o YAl SXIE
o Fi

=|
[=]
7=
o 57

PR o] LHE Alode| SRl RHZEQlL|Ct Cct2n 248 &= 945t
e — = = = T AAH=
o AlZtE|X| or2
o HM =
o 2EE
o AAl ZX|E
o A2
o %2
FH=H CHE Z2folet v WS of o] W& Z&jole] ML/t ctS1t
Z2 % Yot
o=
o =8
o HE

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

=T o

EAl= 0|5 Y/EE= 7|EF I7HolM ServiceNow, Inc.o 4% Y/E= &5 FEAUCH
ol | ||:}
UAH




servicenow.

Tél_l:._‘ AMod
o Ltg
o R e
7|t W AledS bR oliof st ML ct
Zhetel A Of LH: Aldoll THEH ZHEHE MBS lfstpAlR, T4

e
]
o
Ju

L+ Aledol| CHet iH|olE

i
(o]
it
mo
E
mjo
>
]
>

=
I oi|=2of cHet AH0|EE SX|ES ALSALE

it
=
ko
O
30
Pal

Monx 1
08

=] [=]
o| LHE Alodn} mizdsto] LiE & AL

3%
=
Ho

O Li5 Alcdofl cHet S et 2 2=t

4. Y5 250 M L5 AldE U
CHEoll & =t ¢
o LI Al 2 S ddSto) L Aledo] AlEbE mf =&sol st AP e Folgfuch L Al
Y dd 2ME B=SHUAIR.
« EES Z25l0] 0] LT Aldof thEt Ato|=HE EBS AIZtRILCH B oM EEof Zofsliot
ste HIHALE MEistI ZHEkst BIAIXR|E =S = E8 AlZfE SEEUCH o] LT Aol
7| 5ol chet 37t U= Fo| et 7|5 27|18 225t EES AINFLU o EE0]
AR =M 2S5 AEROM MF HEE 2 5 A&FHCH
cOloe: 25 AERS 1 AAMF| EFCIR FFoIM ol S MEEc 2ot dM EE
st ojoe 27| S S Fuch
O = XD o= g FALdof|A gt oloAS B £ &L ch

o
LIS Algdo] AIRHE! mf 4=34sfof
S

T St= W7 Al 2l Mg ok W7 =0| 2ol Hatst
=Ho0| Aojo} 5t =AHsHof 5= 252 GAIsHOF gt D20l A= EAIEX| &Lt

|H
Hu
=
Rl

=
I

1> Hr Do J® oo
o
bl
i1

[0 |0
I Hu
n o

o

HU

o

ol

9'|_|

r

o

> H
N

s 0X
Ok

H

rin

=

4r

>

|'O

w
-
=

((DDI:

57+ ) CSM X FSM T 7ts 2l S7F 2 285l 55 olo| 28

s 25 0|2 7| 2ol chsh AlAHol M MAE 0T WE
A AR AZE 719 DOl AIY HE et

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Service o
7|Et AL X KME ol §2 B0 U= sHE slAte] HE

=T o

moZ



W.

servicen

50

=)
uj) - m_._”_. -
T - ] ] ]
] = u =)
T T 20 o -
= I {|o o 7ol
o) . 0l MVM IL Mﬂ u_.mﬁ
i g s yu ol i <]
or J N O oF 0] u
oH ol = T ol <H v 1
—r [} - - < %3

- | OF < n X! R
] 0 1 o3 e ok o 0jo
—_ _._.:H_ < L O [ -
] 0 = o >
#n Ul ml 20 <+ mw_m ol - i o
T o= oo n ot T4 3
™ T 1k R - KT 3o &
47 - U N ] - ol K
o wo - H A ) o ¥ 0 o
E. < 0 ol m._m ol < Ju |A.H= mun
N Mo KE oo T mnr: ﬁ Jj - Tl |
T 571 oy & : Y
KB W6 g T K o 5N )
I - = = S # @
m < o |_.n_.o K ol K =] 6 h.vu o
m Ik <F ua ~ W_...H @ ofu m._r“_ H ol
MO m._m oy <0 .mhu = ol ._.Wu M
o WG 20 wl of 2 o o o o S
3 omn Ay W T W 3 A
KT Blog B g5 K K 8 = K 7 go R Bl ©
3l w3 <X & 3 KO KO o0 go = o KO g KO o o o1° K B <5 3
LAy Ry I e s Pwmow oW L Co U =
< U< R < odom kg oom o (K of om uo om o X ol =
el 0 KMok T o 3k R OOV R K0 T < T ooF o ol R Mo Ko M M XK T ook Tul ok
Ml T ©oTFT © © T o o0 0o 0o 0o © o0 o o o o o UM 6 o o o o T oHl T

il
8l [ oF <M T
< Ko Iy < _owm W
M orwsT = o Bow oo
N T T oo <l <0 Kl oF N N )

ol =2 24 L

—

—

T A E LY

o]

3

—

o
7|Et = 7}ol|A ServiceNow, Inc.

11/ eE
L=

=t of| =2of| o

20| U= MY 3lALS &

E2
=T

e o2 /A
a2l o2

ol

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

1o o

< o u

> weE 5 E

i T — 0

meoon " BT @ R
- ™ o ol &< O T oy
X5 M T Tl gy o < M
ww = Bhl 2 o s BN Wil 75) o
= o o = orl ol 51 — - o

1 T 7 o = K m.t ok
Ol T 31 ) o K < o8 — T
on™ I or W FE = zn o
0= M oln i e K 1o M
o gr H % ol 5 20 il
Ty L Kl LA ol T+ i
ol S o< w r Kol ) = 1 o
o min I+ 1 i

KT M <k i 10 o_.  Zr =y
KL B ol = - I s B [l ofu
o o ) N o .44 o K & AT o 4 N
w® 5 3 T =z ®m gl o
H i el {[m I o = W] 7T ) . — ul I
_ ol .n_m KO o3 ®r H 4 po 4 - .2 .uAM o o ®r

o Lo o W oEEaw Bl o SR R,
=K < 20 . () —_ B. o__._._ Tl ol O_E _ oK 1 I_ll.l_ o] 7ol ) -
S5+ 3 foll ) N T =) 31l OF 1o of 0f g =
< 2 < < oy © 0 < 2 i M Ko =1 gl il = © 0
<1H O il o < 50 = o KIET = 7o <4 ELREL! @ X
.. O o) il KE _:T H__I ]| O_ K = (@) — _ Jl
7ol = 7] N Kl — | = = @

o -+ 8 s T W g g SEM B Ul Te 8 =
N T o< Lu| Mo T nUu ) ua I K % T M| o R0 o' H m_.:._ 1 Kl m (]
RSN A Lo o3 oo T wEk ko3 L
or Mo o, 1 5 CAN N S TR S qolop 7 < o ol . ok
Ko o = K £ = o e g 43 TR o I g2 =
BF e w5 6 v F Ud4¥ g RF zmfl 3 me 8 O
SWTH 31 3 ~ F m ®nl x zwo RIBISI 6 3 or i 3 ~
b WK KT 3 RO o mon W Ul NRK o Rz g n
TP R Ao D M - ow TR OE OO W3 W TS O o
g SANO O F o 8 o ogom OB oMy ws < o o9 of
o Py K or w .. ) Ul a_ Kl R __.||.__._| T O~ N g TISIIF B i <0 a_ Kl

o - U _ = oo 9 2~ - =
T R W W N ED U FE <wIT <z 2PN g o
U m ey N & T i S o RT U OEL TRy DFoFon by o w2 °
Mo WX M@ g3 o T RU L BT . Fpo Fr o ouw W oy
Tomzle ROF B RIFT K oo oo VMM KNIgm Ko o T o7 ¥ Ko
T WSO f < < Mg X opw oo M R Ul ol Ik RO o i WG 0w < o
0 s 2 -1 Kol M om o N ofko of &= oA Ko Mo
T ¢ TFT A H e dedd w9 AoHR <R H e

51

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Lch o

3

[<]
=

2 0l&
2lo] ol oiiet 2latel o

3. ## CHAlO| A C}
Y

=4
% olge

2. o=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



=

=

efL{ch 27|
2 of| = of| LtEfE L C

I

olzd &}
H T

FMEE

L c},

s

=

<)

=
S

=01 o

=S

0]

AA=US AL
52 TdE ¢

IT

=

to] ChS AH|O|X[Z 0]
O 2
o]

—
—

W.

4. ## AN

servicen

oju
F

o 0
=<
ol 31
o 55
K
K
O

|o| it f

=1

Lc 2

FEH 2|
T A EL

A
o

F

[<)
=]

[

Ok

= of|<
Z ¢Ho|E
=

CC

—_
=1

= =

=

F

Al

A= =

v
ar

24 5| o m|o]X|o|

i
e

B
= O
mil

=¥

%[

uu N
ol

31 O
K[ <

3Ty
KM K
7l KO
1 oju

| 2] o] x]oi|

k=1

e

i
(i

ol

u
H T
)
o
&
| mﬂ_
= U
S0 ol
ny 0l
oj T
H =
A
KF &
%
B o
<
3 H
uy M
o ol
20 oF
T w
o <

o KF

52

L Ch.
gent

ol A
AAH
7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

| A= =

=
T

Do BLE{RE £
o of
- =

L

S

HEAIE 1

: sn_acct_Ic.customer_success_a
o}

—

—

=X

Ho| AUs e At o

7| Hof|
2{|o]
nis

=

it

efelol S22

IT

=
Z 0|52

5. 4& % 5Z A0 ch=

O|ElAT M

gz

ol =
AA - 7:”
ServiceNow, ServiceNow 211, Now % 7|E} Servic

© 2025 ServiceNow, Inc. All rights reserved.

7|EF B[AF S H|



W.
2 A|A

AL

servicen

53

T
I
. - ol -
—_ o — _l— .
E ll N - —
[5) = aly T U [5)
o T S U A & KD
L. o A SRR 3% N
2 3 £ ul TN . T
o ok Ell T = < o <+ -
woo W S ol g o T o =
~ M oo A - i
r o R {n Ay m_
M Ul ol o 4 ogy o 53 . _
= ol g R S &+ A T
10 % T =y ol o oo oo o
— _._._._ < 4 __o“D MU‘| —_ —_ - o
m____ﬁ_ = ~— ol @ K Wl g ol u o .
= o U oo AU — TU
o M s 3 AR o = El H T
.y o ol T oo =T S oo 3 = 7 Au_.
) RIS Mo oI o ol &
s il T ® N W 0 K- 0 uy [ o2
e ol B or 4 0 g or I I o s <k
o B g N oo e R W ) < oo
o2 = H g o @ ol 3 IS
n H ool @ T R ogu H = % S
tF NN ES W Ty, _ CI: . $h oo
s B AW o 22 e ) ol 0 o o8 il w_._._
O RETWW g Wy T g PR og kg T
T~ mnEMEERET sy Praxdp T womzudTaodouw
2 g0 [ S I R o B ol A =3 B = O A = = T N
o <0 B 0! T M © © © © 6 0 o o M o 0 0 0 0 © 06 0o o o o o ok o o o
~ '
L
~ H T
Mo - O
L
ol T K
._Nﬂ ._mH_ =___= -
1| .A_l
o  Ho Ul =
—_— s = = (0]
o o H — _
T W T = N I o
Ol %l O & =r T e A i —_— - -
=r =T N uj of _Alo &u o woom Kk w o X
om@E o0 < N - Ea ot | = - oy =
0 7l 0 ..n.uro N T T ® O ud A_ Fil <0 KA o_l
< &

7|Et = 7}ol|A ServiceNow, Inc.

L=

=4

oj= 8/

& ch

=

Al
|

pos

Now ¥
d =2

)

Al
G

0] U= SHE 3[ALS

Z 0|52 ud

=

ServiceNow, ServiceNow 211, Now % 7|E} Service

© 2025 ServiceNow, Inc. All rights reserved.

7|EF B[AF S H|



W.

servicen

5l . .
I ol [5) = st [
THT o 2 % L T o oI
T ¥ U ol N < 1ol 1 = o
oM M I Ak ru H U J1 ) mJ
2w W oE o o 2 J T H 5
Ok < 0% = ko A i T = o b o
A m Kowy, il H o iy Mkl . 2
- 7 <k o0 = d - — S =r io o K o
Pzt s o <! RO Sy TR b
o< U . - ol l m_: 1 N M or
O ol O m._m ®E = T = il % o ] = o
oy T T © = M i iy o R
. S o = IR U . o —u@ .xl_.lA_u EireY )
~ oERoe S X T L W = oo T < aos o o1 T
T WEs 5 B g J T T om 2 Tl > i
O | KET o gy B ool m S 0o I ol uf I <k n ol
K g =820 % w g T oooow ® < KMk T ] -
T RIS gy gy Wl o RO gy - oo < T e © N
poon o Wk o mw W T Y T of oz J o w e
oo om0, W T ow B R BE < W 5p 30 R0 ) o
W T RN Y ® W g W F 1Ho 7 3 W o or Bl KT
o | = S= ©l = Bl Uy Sl Ho X' <1 |re_=_||_r.u|_... <o 1< 1o
w® oW o<ew L Jo- ) tlo o o Kl = O 1o T 2T X0 = 20 o} e
Moy 2 2 2 Mg ol pHK Uzox = N S 0
@3 RIp T T W IT W U g @k  oFRy oy X 2 i
woo wEmw o & T o Bip KioT dbow  Sglhwow o gf 2 =
W o o omr pw © 3 TR BOWE pm Bl ot wl N 5o S 7
¥ mow REy T3 8o W oo 3 gHg SRR 2 o 7 w
on ok HUH g o <] N oo § = N = = [T ..rmm = T Mo of .__L_.ﬂ m_m_ N s oK
o K T ¥ T omwn O gom AW owowm| s pilg S Helm =
2N o o M H TOX oFl O K o o H o oo 0= TOE BB 3 R KT 9 o
< M2T T % msie G ~
T T W Nops ™K X% 3 S
N ®aox M o & SNS = Ho
- T Moz g onno M WHe g 3
_ - o OO g Hu 70 0T < Tl — 0
ol u} Ho u__w_. 0lo o = oll n_wﬂ = - 30 51 ol =g = 3z =
- .1_._._ T ] .1__|__o ul == ] __O E ) o = o .A - :° o
R0 S B OHEO m oz Pugzsa ow low Ma =I
—_ 0 - - — ™ TN — — T Ve
i 2l B m oa o~ o | On KEwob s Im B B BRE RE K
ul Bl WD o Kool B0 ol W ooT| gy T WSO M < <ms L@ < o0
A NR]< N R AR KK @ 0l Wwas< 2 7 Fouaw Ko M T
< o e e H HrrH <HE  H

54

Z20].
7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

Lok

3

[=)
=

2 ols

Beio] gl sl Blate 4

o
Z olge

2. o=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|


https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform
https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform
https://docs.servicenow.com/csh?topicname=response-templates-templated-snippets&version=zurich&pubname=zurich-servicenow-platform

55

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

W.

servicen

00

gl

(e}

N

g

<
o T T
i r g u -
[} o 8 3 ] C}
3 o 2 <n <Io 3
a1 W el o3 o2 ol
1o [} 1 8 . oF
o i o ~ < ) < <H
oF Ul oF/ = w_e 0 W_E x
A IDI I X0 1l U M_u U oF
oy 5 T mr L o3 = o
g @ . o W gz O - oo ot &
2 3 <O X @ = Ofu U KT T
T oo HMIT ¥ T g U ) =) ol
S oo 2 C o o T 7T T 5 E3
o B o B ok gy ol o ol HI i
Jow B H o K n L N 1
T ® M &% oo © = i E es
% o N@ T ow g W I < o . 5
= =T M ol Ko R ol =3 T O i
T Hogw =N [ i o -1 i
wosn <081 S ol o) H <0 ol ﬂMI_Au ofl
N o~ K O K 8 o o S on EE o
J m B KOS KW 3 I <% W B o
s @ ¥ 8D e Ty o g K K 8= K A O oo K
® 8 AT XM e g E T KK omom X Kop Koo 3N =
A T - IO
sl HORO Koy o oo wWoR ORIOR O ORI G ORF KO TP T OOWOoF ol ol REOMUOE Ko M M XK F R
Bl ! T T © © © © 6 0 o o MW 6 0 06 0 0 © 06 0o 0o o o o UU 6 o o o o H
K U] Il <H
Ry g B < o)
T ol <] Kl o ~N

20| U= MY 3lALS &

24Ol Al EA
olge

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



W.

servicen

0 T s o
I — z ol ]
& [5) 3 o K W B
= T = LT it 0l Rl =) ol
w o = ~N _._._._ — ﬂm - o —
71 o ol = m w2 L o_
<4 = ) — = n =0
R ) ST W s oW R
W ey = 3 il H ol o i
K E ™ o &mH Q =~ I
Y RO ol 2 s O gl L
00 7 1 R M iy ol X =
< ul I o o & 1 = - gl =
_.=__._._ =Ll 0 .mH_ < Tl Eﬁ .__._ 1o o _._._._
) 5 = K ol A - Kl o O H
o i) o re) I =r I m 3 A A 31
. “ | — 1o —_ :u_
P En o T = R~ {0 i o KE KT i
o < U .1 = < 53 o N I — 0
) J 0 T foll yy O © R it J oF o
moow - 2 3 = i = X 0
ol 2 B T 3 RC o M <k ol = - - T o
g o m._u o NN o - B S g K W njy
S o W T W T o i R T s L e ~
un E_ Ial H_l __A_l :._._ - ||_..H_ 0 - Oﬂ R Bt =r KF _Aﬂ = .
- - = ol 2K o< =T o__._._ 0 == o w a K0
ol — X 3 T | K = W= zl =) oF = B
-, 2 2 1 u = IF F = S J mo Or fn ol =
ol T ol Ul == ul o= s Jjo = I NV ¢ ol 0o — <
T AT © ck-x ¥ il > ~ mot W o o A )
T o1 T M L o T o 2N o S _ Hu o M KO K ul = o ©
T BT O = . <ol D 4 ! 20 o pyj K2 o [ _
S, s B ® =) = BT e @ o & X ogol K S R ol @
& 4 9 m oo ] o ol Wm = - Q o 0 Ko Ho i WK o < O
o= @ " T| o o 53 ] Q = — N oo - Hp N N 9
) Hno = KD - = u| Ho = W (7 o 1) Koo 1 - N | N w
e Mo xT| o NN N ? Lo T ogw o TN 515 ofu ?
g = N M ZTal S Mo 0 5 ok W S W g T 3l <
2 oo oo == - ’r — o 04 N 0] s Wl - — — 2 Lho > 7]
a .n_v.u L S o " n 0 Tofl = Ko I = Mo = o K @. oF K1 & = N =
O K o o HH| T SlEw T o £ O [ 43 W R® N Bl or 2
Hn “HUTY 31 3 ~ g D R gy it o] kI " 3
A Nz W K KT 3 NOH o o ® oo un 3% r:3 3
M Mgwd w 4o 3 T S W LR
= T gz onno o o 8 a1 3 T B R Mmoo T gk 0 g
ok T or mRig M ol ® R Fpomy MmN WS Magrs 2 2 8
e K2 W ozo oo Ul c O U T TST Z e
Ao 0 e RO L S W 56 o o m S S Fom Vom =G
oo o il ._lmo iiowy o o © R T W Tox HgH 1 IF 2 5
o = = _wl_ < MOT Ve ar K R o3 o T WU - TTT ooy o o R
e o 2 opw i KO3 B NI K o oo 0 <M A KHG Kgry T T KNI
S or oW oaoR RO 2 3o H < < Mop < ofF oo m -’ ul ol § RO ® i HU 76 g5
AR R0l s 20 F F Ko Mo T N ok of wH < Ko
g O o s HH IHE H & & e F 688 DU SUNEEl

56

7|Et = 7}ol|A ServiceNow, Inc.

L=

11/ eE

20| U= S Bt &

Z0lE52

=

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



7
—

oA
=

FSM 74 7t

=

F) CSM &

7
—

W.
2 A|A

AL

servicen

OH

ul
K-

Tl

S
| ol Al X7}

—

=S

o
—

glo
=

6. 7|

Ul

Mo

N
M
<

~

ZOollM ## # ##
5t0f CS 23522

=

x| AE|O|X]

|

A

=

I.

[<)
=]

Zzfol=2]
9. ## CHAO|A CIS
0| E

8. =

T

<
H

—_
110

o

ol
orl

Lot

|.

=]

lof| =i ofj2 2 LtEbL Cf

[=]

A

2

FARFel &M HETE FAIE U CEH 7|

EHS
1

.I

Blo|X|= o] s &t

Blolgel Yz

A
A

= —

10. ## ## CHA|O|M CtS

IT

=

2

47} 0]

1
[=]

Loq

+1Ei5to] o

o Alef 7|& &I
P

(@]
1. ## SAOA T2

—
110

57

Lt

3

S
=

HO|X|2

S A
= =

Blo|X|2 0|

LA
ol
=
=2 A
= =

—

—

Al =]

Lt ol
= EAE MEsto] o

v
ar

3

S
=]

EHS
— 1

7|Et = 7}ol|A ServiceNow, Inc.

HE2Z2

A
b A 7|3

—

=]
=

=

o

Fod
=
o

SOl M Al2tol| of

L

|~ ot
=

=
T

ol
L ch ohE 2H|0|X[2 o]

ol

s

[=)
=]

Ho| AUs e At o

| AN

o

=1

Alel Zteig Bajpl 7|5 &

o 7|
M
Z 0§32

12. ## ## THA[O| M Al

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} Servic

7|EF B[AF S H|



servicenow.

o WO T AT M HE YA BVE MYsE MM HEE AED BUI|S M
= 7l% 5tof Chg BE0=E A% MYsCh 35 AN YBE BE Ao He) olmz
EAEch

0 7|2 % SEUR 220N 52 2SS MEED o] Zeol=el 2 HlE MEHT #E
EAIE Meiact

14. 25 50| 22 27| S ML
Bl Befo|2 Melyt ZZ2 MMED AYE0| pRHOR MY}
O =: B B0|22 4N3 5 Bool2S DAL HL5H BE Sol 2E 8514 #2lo|
AEoE 5T Bao|2 Aejyt Hlagoz MFEUC

Glo|E ZIEAE AlEl H-™

—

Chtst Cilo]E 20l A H|O]E
AxS gt

i

SFBhD 2 HEHAE Hlo| 2T AZBTE HlolH HYAE

Aol Mo

HlofE] 42 Hol PA EAI7|, 9% 24 = MEH 0 E20|M Hlo|ES
£Zex| 0o E XY ptch

AYAE olFl o 7 HlolE| &2 o}, M A} = XE AL o2}
9124511 H|0|E{ 8 X8 4 Y AYAE Eo|Zo|
7122 xYstct

DCE Al2t&t 74 AYAE 9 HE AL wiElol mat HlE2S T4
EABHch

Cilofe] A FH o

S, MEF AME EE HE AL HE AIMSH| ™ol Ho|HE sEE A5 X[Hsof BfLch
Clolef= M MMX|E U 2F £2A5 Soll TESHAL AlLte = &L

HO|Ef &AE Mo|slz{™ CfS A E sl ).
1. sn_acct_lc.customer_success_agent Q&2 71X AR X2 20l ).
2.CS22 0|5 25 ) Clo|Ef AEAE ATl ) H|O|E| A ) AfZ &HY,

3. 0= &M HEE A= giLch

= AMoq

== ==}

o2 clo|ef 220 0|5 gt

oA SE0|M Ho|HE +8g A5 MEIFLCH

o PA ZEA|Z|: PA ZA|7|E ALE5t0] HEzHA ZM HO|EE
Y72 sstil AHAE AlX Ho|H Ho|Eol 7|52
445t H o] S =Lt

o 9% HlO|E{E £ 2% tlo|E| £AS XFFLC
A20|A Of HO|ES ZAE & = HHS Yol §

Elo]=2 APIB Ab25to] AEIAE o7l Co|E] Hlo|Zof o HEE
&b sfo ghich,

o Atk TIE 7|2 HEZ S TEE J|HIC R FAS AE5}0]
[}

HES| 32 SHOZ AMsIRIY 0| B42 MEBHICE K3
Hee 45 o2 Holg 24 Ho| 2HE HESHIAIL

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now X 7|Et ServiceNow ¥A|= 0|= 3/E+= 7|EF =710l M ServiceNow, Inc.2| & & Y/EE= S5 4EUCH
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH


https://docs.servicenow.com/csh?topicname=c_TableAPI&version=zurich&pubname=zurich-api-reference
https://docs.servicenow.com/csh?topicname=c_TableAPI&version=zurich&pubname=zurich-api-reference
https://docs.servicenow.com/csh?topicname=c_TableAPI&version=zurich&pubname=zurich-api-reference

servicenow.

Il = AMoOd
= [=N=)
@ = dtiE=lol AlttEE =ME A BrtE = HlEZS
HMolsts M8 =ME J|gtoR Buch 48 &M= o3t
Zo| Mol guct
o PA FA|7| & 2|5 0(0[2{8t H|o|E 40| tiE2]0] BX
Al LkE).
o MEY HEZ: T + HCh (A9 HERID AHE S| £
T4 o E2jo| M AME Chg a9l tlE2]o] AlAHEUCH)
Bz SR0|M HolHE +TE vz s Mt
o o
o T
o g
o &7y
@ T PA EAZIZ Hlo|E AAz MEsHE ZS PA EAY| S
U ool WIEE Eislof gt o S S0 PA EA7|7}
AF ol 8 W HO|E{E FESHE B 0f7|0A sHF Rt &2
WEE MEfg 5 gl ch
PA FA|7| HlolEf7} £E =& lE2g Meigc
NE s A EE QY M4 2 AESY 4 EE HF S MHFCH AlY,
HE So| g = A&
NE g5 Eolg 4 Aldk 7120l = 4 Ho]2S e
@ T ol Z== 24 FHO|AME o By HE8Y +
AFUCH MlE 82 5 BESFUAIR A58 o E2] H|o|H
A Ho
CHat Ejolg oig (ME AL 24 F30| AlttE Rl 22 ThA! EHlO| &, that Z= 8l
ojat 72| =g Moz x|™e & gt Hlole 8 =
AME Hes HHAET} tha Fa| Deo dX|5he Lxshe
7150l ZIZEUCH XS HEL MEF o8] Ho[E &2 Hol
EME AESUAIR,
=3 chel PA ZAI7|0| &3 ch9l (2, AlZh o, & §) 5 =gt
A SE0IM TA M-S Alshs WHS Mg
o B
o BA
o Z|CH
b
¥S I

= PA ZAIZ|9| =8 gl o2
Lct o & S0 PA EAIZ| 8 Bl Az A
o= HEE0 A2 sie o FA| & Alttstz

7Hggtct ol 29 E& E£= oA 42 ALZ25to] EHTE

T UFH L

0

Moo qopA ©
r> 0 Hojo X i
LY

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now X 7|Et ServiceNow ¥A|= 0|= 3/E+= 7|EF =710l M ServiceNow, Inc.2| & & Y/EE= S5 4EUCH
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH



servicenow.

4. § &2 ME5t0] o Hlo|E A S ApM et

5. AHAE W S50 0|S5t0] M2 US7|E =gt

6. A AE HO|X[ol|M O] K08 A& XHEe = U= Ho|&2 MEigCh o] ZAIE Sdl
clolg 2" °.i|2‘_|° | HEl HO|Z0IM Hlo[HE &g = AFHCH Altte = Fol| met

Ctsot 2ol Hol=2 =gt

o Aef M &of Ho|=S MEigiH
o & A1 MZ A1 HolE8 ME{gLCh
o M= x{EH: EtojEl HF Ho|E2 ME{ELCt
o ME Y2k ME 2 ALSZ Ho|ES MEFLICt
O T T HlolE Ao chall oi2] HEAE HolEg Mol = UA&LICh
7. 24 =elztg MElstl ME& 22loto] Ho|E A E MMELCt Ho|E &~AE st o|&ke
ZEAE Ho|S2o oide = UL
8. Zof et Ma BHEE HolffLCt XtAlst LHE2 & A4 8= Ho|2 AA EXSIHMAIL. Al
BHE = ok Zu|o|X| 2| Hol| A== 742 &El| o EE] H|o|E o M EL(Ct.
HlO|E oAl HHMAEES MAMSH = CtF Bl HEAE AEl o E F45t= AJALCt XIME
LHE2 E ZEAE 7l ofji 724 FHESHYAIL.
MEH O ES Ho]E &AM
CHE o Elof 7|gtst A5 ALZ5t0 & oERlS HoFfL ot
AlZst7| Hofl
o Z 35t A& sn_acct_lc.customer_success_application_admin
o« 74 X|E
o M&%5} Ho|=1 x|st= AHAE HO|S& otit 0|a MESIMAIL.
o MAESt MOHE F M1} HO|Ef 2AE ASSto] AEY HERZS FMEHCH ME%t Hol=nt
LX|St= 2t Hlo|H Ao stit of&te| &M HEE Zatetict
o A|Mtgh stLte| HIolE AAE ALESH] £ HMEo st M5 55 YR Ech Sdst
HE2of CHall 042 CilO|E AT LRt A HMIOHE =748 435 HiEfX o= ghgLct
Z2AN
1. CI22E 0|& 25 ) HIO|E ZHEAE Tl ) CO|E A ) ME A,
2. H|0|E| &A9| 0|ES Ul AA EECIR S20iA AlXtE 2 MEdgL| ),
.M S HOIZ ZE0M BFTE AMe &A Ho|lE2 ME{ELC
O & S0 25| Mefj B E 74I’LF€PE 4% 047I01IA1 Z0{ Ho|ES ME{EHCH MZEF A=
HoE Alttste 4 o{7|olM EHolE HME Eo|l5S MEigH .
4. =M & HO|E ZEoM ALE 47t 7|52 = Hol &8 MEiFLICH
CHA Eflo] S0l M CHA ZHE 2f %El L5 MEguct AJLE B #Hel 2Eo X(™E
ZHEIAE QL A X|5t= CH&t HIO| 22| 7| S0 7| S E Lt
ol & =0 ME = M= dlo|e &~AE Chgot 20| 786 82

o Cflo|e = ME =

o et Hlo|=: ME AtS

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y

T A
it
ol
=T o M pos

w =
& UFLHch

Al ol= W/ E= 7|8 Z7tollAM ServiceNow, Inc. 2| 4

60



servicenow.

o Thy TE: A M
o that Fa| Te: mohE HE

ool =l M|ZE SP1ofl chall AlAtEl Z4=71 90.00|H M= Atk Ho|E0|M 2E SP1 7|20 st
AMEd ML71 90.022 MAE L L

. HZE2 MEisto] o] H|o|E &~AE =g,
. ZEIAE It SES 2 0| S &
7. A E 10| X|of|M O] H|O|E] &2AE M5 5= Q= Ho|2S Meistct

-
+

chel Hjo|E Aol CHal oi2] ZEAE Ho|28 Holg = UFHCh St o] 2
HAE Ho|20| M2 AdE Hlole] 2ol HolE HlojE oA 3 AHAEQ} Z Ao}
LC

I 1y

LIS

8. MOIME nt2

i 5522 o|SEoh
9. M2 ot=7|E M=

5t
=]

10. HTIHE 2| 0| 52 &35t =& A&t
E

&9l ges Moy

1. clo]&f 220 X|&E M2} ElolE0] EAIEUCH
12. Zef =24 3712 M =2 3 ShbE of X|F e
chel ol =20l chal ofaf =7 Jlgh HES Holg = ULLich

13. MlES =L o}

14, 4OBE 7 Y 2202 0|Ssl0f AlZ 2SI S MeEic),
2t MamEols stt ofato] MBIE TAO| US & UFLICH MITE TS cleks
A~ Eol|A] X C0|E{7} T =S A

o
0
1o
_O'L
rir
i
>
oo
it}
L
o

15. MOHE Fd H|o[X|of|M CtZ M HEE e ch

2 F
o HEZ: F=0|M PA EAIZ|, 2|5 & AlttE HEZ S MEigfct

&9l MOHEO| tHell o|o] YolE Xx= MEig = glguch (" FI7H EE 2R

= 1

s

*)

o JtEA: MA| HE Altte wf o] W E=of ZEE T =
CHol 5 7H ol&tel HlolE A5 Holst= 49 2 HolH A9
ot o & S04, o|2{t Hlo|E &~A 0| 2 chZnt 20| 7SR E

= CSAT & Zad: 40

|de = AsHCh

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y

=T o

EAlE 0|2 Y/=E= 7|6 Z7tol|A ServiceNow, Inc.o] 4% Y/E= S5 AEQLCH
o

w
& UFLHch



servicenow.

= g
= A
16. M|=2 MEisto] o] MOME F4 S ShsUHCh
Example:
+ 7 ool MFoll cHet XMF e HME AlLtstzeAH™ chZ ot 20| 0B A E e 5
UELHCH
o MF &= HO|E 2E0M EHolE MES MENECH
o ZHOHEl HZF Aol Cet MOHEE MHstl C2 442 ALZ5t0] MOIHE 748 oot

o MOHE T4 1: HIEZ] = NPS, 7}5%| = 60%
o MOHE 74 2: X|& = 28|, 7

EtolEl HIZ Boil thet Ml s

o MOHE Fd 1: HEE = CSAT, 7t %] = 50%
o MIHE TM 2: o EE]

I'EI
[m
i
=
x
_QL
fd
in
il{o]
N
nJIO
o|-

E5to] MOHE 742 Hofgct

|
>
FO
Rl
Y
N
oM
2
]
N
o
X

chgofl 3 E e

MOIHE Y MOMHE FMHS Ho|st & 3 A= Al

AMst g2 AEAE T oy 748 2EME EHESHAAIL

HEIAE AlZl o £

HO|Ef &AE Ho|st & HEHAE QZ 0jHE AlZ5l0] M 7ttt ZEAE HoO|E2| 7|ES2

X ™ gt ct

ZIEIAE odlE o= A QEE[Q} ST ZHEAE AEE| Zte| njE S MHst= Z2|¥AZ,
I A™o| Aok A Zo| X ™HE AAE JHtoz HEAEY J|2Z sijZ2e = U2 &t

AHAE AT 0fHE AFS3H0{ oM H[o|Ef AEAE QIZlsFiet HI0|EE HFstsh= ol AtSd
HEE Z28Y 7 AFHeh ol g e Sall Al 7, &0 HEf == EolE MED 22 XHE
M5 &5 =8 782 Ho|E7t 4 =10 E4E Lot

al Az e

O T CIS YUY I s ALSSto] 212 Y A H 0|28 ST E HYAE o
P
M

HlO|S: ## ###[query_field] = ## ###[source_field] OjE XS AL §LC}.

ource tabl eZE 7|20|A 0] Source field gt 2t Ho|E229| ## ## 2

RN
c

L
il

E: A3=EJ HolE Z2 Ho|E 7|t g ECt RUEHCH AFREE R TS
}Source Fi el d 5}0f 91E4IAE Z HolES J|Hloz2 XMESH HHAEE

=3

7lgk: g =2/ HE

EP. 2ot MZst=E éli*oﬂ S ool At = UAEH

W o> e lold
LT
LJF” o D\I HE ot

{5}

C

30 2
o> |m o

1. sn_acct_lc.customer_success_agent &2 7}&l A
2.CIZC 2 0|5 25 ) HIO|E ZAEAE QAEl ) HEAE AlZ ofi ) AHZ &AM,

3.0h= &M HEE A= gLt

= Hd

7 ChEot Z22 & AFHOL

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

=T o

EAl= 0|5 Y/EE= 7|EF I7HolM ServiceNow, Inc.o 4% Y/E= &5 FEAUCH
ol | |[:_}
UAH



servicenow.

Mo
= o

2]
[n

£l
o
Rl

r

El
H

u
AL

r

ol |>

[mrir e
Ir N ot [0
[0 ©
HU g
T Y o

rir F
y
H
2
o]
T
28
ol
1o

I
5 1

Jn o
T
:IOI__I

O

e in
fn
T

|>
ta

mo >
> 010
mr

o
Ir k> o> k>
>

nigk
0x
o
_°,£
rir
i)
>
ol
ul
T
inl
=2
0H
T
o

o

|'O

ox T
i:]
o

28t ct.

F>
5

A Hol= HO|E] &AE ofE e &~A Ho|ES MEig ). o] Ho|E2 H|o|H
9| El

H
dop A Eo] AsH T olE

F
=0, M7 &5 Z=ol|M i Bl 2 0{7[olM 02 AlE Ho|=2S

g
»

S oHZ ool E Zatshs 44 Ho|2e S5 Iegluch

il
i)
M
[

#i#t ##t #### H2SHAHL SR
#### C|O|E| S #### #### O

0H N
o o
orr
NNyl
>
oo
n
rir
]
In
i
=
!
_gh
2
3+
H*

o
HEeZ 2= ol =2 7|gtel 2 S2ojM Hlo|g| 222 Mephch 0i7]o)
Ll Bo|Ef 2A7F EH 24 = A o] S0l ALBEE AL O]
ofo| Fof oot LA

AYAE Ho|= sHEE AHAE J|50| M == o Hol= o
Z

dEAE =62 o E Ho|E7F MEE tid 2=

l 2 S ALZ5t0 54 7| &0l et ZEAE
(A= ALE) Blo|2 siZo| 21t HelE & & AFUCh

ATZE AR =1 HAE HOIES Helgd e oA EEE
Al2st0 7tse ZAEAE EHeo| HjE S BhEtsl= AR EE Holg £+
UEF L
() . olE2] 7|gt ofmHol chal AFBIEV} Hol=|H cf2 &=0| AHA o ElLch
o A Hlo|& X
o siZ& Elo|lg =

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now X 7|Et ServiceNow ¥A|= 0|= 3/E+= 7|EF =710l M ServiceNow, Inc.2| & & Y/EE= S5 4EUCH
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH



servicenow.

Data Source
T Weekly Cis:s Product

* Source [ PAIndicator

Frequency

* PAindicator

Unit of measurement

[

{
* Breakdown [Pruducl
[
Aggregate [

Publish

Contexts(1) | Color Bandings

= V |Context - |Search

Datasource = Weekly Cases - Product

¢ + =
Number DTSR0001002 State Draft
+ Name [ Weekly Cases - Product ] Lastrun | @
Y Nextrun | @
Daily Vl
Number of new cases aj@
a
' a
Sum v
& — | Actionsonselected rows... ~ m
Active

[] O Context

sn_acct Ic_success_initiative

6. 0|Hof ot= Ci|o]E =S8 €1

o|x1| ~ OIE[
Hio|E Ho|=o

1dol et l|lofE{ 7t
| MEE

ChZ oAloM = Chfet 72
e Hol=(xY)

Context Engine
Created 2024—11-!!1 11:15:56

o
iz}
mjo

true

1tolofl

EE HEAE AT Co|H 7| 50| HME0f HHAE AZ

Type | Global

* Sourcetable  Company [core_company]

* Source field | SysID

# Supporting related table | Engagement [sn_acct_lc_engagement]

# Gueryfield | Account

* Resolving context table | Engagement [sn_acct_lc_engagemment]

* Resolving context field | SysID

Update | Delete

HEZ 7|8 7

Context Engine Mapper
Created 2025-05-30 11:12:24

Type | Metric Based

#* Sourcefield SysID

# Supportingrelated table  Account [customer_account]

#* Queryfield SysID

™ Active @
- Seripted
-
@
V] Active [
* Sourcetable  Case [sn_customerservice_case] - Seripted
-
* Metriclist 5 Monthly active users, Menthly license utilization, Monthly transactions

# Resolving context table  Sold Product [sn_install_base_sold_product]

* Resolving context field  Sys 1D

Resolving table conditions

Add Filter Condition
Account
Update || Delete
AFRE
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Context Engine Mapper
Created 2024-09-16 15:16:04

Type | Global ~ Active [
* Source table | Metric Result [asmt_metric_result] v Seripted [
¥ Seurce field | Source A

#* Resolving context table | Engagement [sn_acet_le_engagement]

* Seript Turnon ECMAScript 2021 {E512) mode &
Q¥ E 3| 58|QA v |a @ @B
1 (function getContextIds( /+ glide recard =/ current, /+
2 var englist = [);
3 var gr = new GlideRecord|'cmdb_ci_service');
4 gr.getisourceFieldValue);
E if(tgr.isvalidfecord(] || gs.niligr.getValue( ' company' 1114
6 return englist;
7 }
B var company = gr.getValue( “company’);
g var eng = new GlideRecord|sn_acct_lc_engagesent');
18 eng.addQuery(‘account ', company);
1 eng.query(];
12 while [eng.next()] {
13 englist,pushleng. getvaluel ‘sys_1d"1);
14 ¥
15 return englist;
16
17 Hieurrent, sourceld, sourceFieldvaluel;

sourceld, /eresolved values/ sourceFieldValue) {

Update | Delete
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urce: Daly collection of % achieved incident SLA (4
Engagement [sn_acct_ic_engagement] e ent: AENGOG0000 90 202411162057:27  2024-11-172057:30
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Daily collection of NPS cmdb_model Product Modek: Cloud X Product Engagement sn_acct ic_engagement] Engagement: AENGO000002 27 2024117205303 2024-11-18205307
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Pyt ot i ¢ + = Update || RerunRiskCheck || Retire || Delete
* Name  DropinNPSHealth State  Published
* Category | Reputational Risk 2 Lastrun | 2025-01-1004:00:02
Type | Metric v
Description | Scare s Yellow or Red (any number fess than < Yellow)
Vhetric Based | * Tempiate
* Metric _ Daly collection of NPS
* Threshold condition | Less than v  Threshold =
Aoplicablesngagements No.01Ecords matehing the condition: 14
Add Filter Condition || Add OR Clause
~choose feld - | -oper— J——
Update || RerunRisk Check || Retire Delete m
¥ & RiskThreshold Overrides Applicable engagem =  Search @ — | Actionson selected rows. “E
Engage = Dropin NPS Health
State Threshold Rank
Published a 2
Published 2 1

1t020f2

90% 0|2t SLA 2
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* Category  Reputational Risk Qo Lastrun | 2025-01-10 04:00:01
Type  Metric ~

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

MetricBased | * Template

% Metric | Daily collection of % achieved incident SLA
*# Threshold condition | Less than ~ # Threshold 90,

Mo,of records matching the condition: 14
Add Filter Condition | Add OR Clause

= W & RiskThreshold Overrides Applicableengagem - | Search @ —  Actionsonselected rows. vu

Applicable engagements

Engagement risk definition = SLA Achievement is less than 50%

Applicable engagements State Threshold Rank
account=116f34df977dB210085816c11153af8b*EQ Published 95 1
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Success Objective Template
TEMSOBJ0001018

Number
* Title

* Description

State
Priority

Success rate

TEMSOBJ0001018

Success Objective Template 1

Success Objective Template 1

Draft

1- Critical v

¥ = = | Update Cancel Request for approval
* Product Adobe Systems Acrobat X Pro
Created 2024-11-24 11:23:10

Template owner

Work Notes
I
Driver Cost, Risk Value Mandatory
Update || Cancel || Requestfor approval
Success Outcome Templates Number o] Actions on selected rows. v m
Template objective = TEMSOBJ0001018
Number = Title State Mandatory Success rate Tracking method Created Template owner Unit Description
EMSOUT000102 Success outcome template 1 Published true Report 2024-11-24 11:24:33 (empty) Success outcome template 1
Success outcome 2 Draft false Manual 2024-11-24 11:25:55 (empty) Success outcome 2
Success outcome template 3 Draft false Report 2024-11-24 11:26:21 (empty) Success outcome template 3
1to30f3
= .
O
AL X O A (=]
o S2URY ZH2 H40| TrueZ HHE 4o ot
sn_acct _| c. enabl eAppr oval For SuccessTenpl at e & SEE HAl5t= O Al2d
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o A o -
1. 2Z 3l £2lXK(sn_acct_Ic.success_template_approver) &S 71 ALS A2 Z2a0lFHH C}
o — ru 1 v IL
2. CIERE 0|8 25 ) 1A E3 ) 45 FE HEE.
IT o
3.## ## # SE|o] HESS Pt
o = fuemotiecheTamplate @ % = - [ update | Avorove || conce | Resect | Detee | 1
Number TEMSOBJ0001003 % Product = Adobe Systems Acrobat X Pro L
% Title  Success Objective Template 1
# Description  Success Objective Template 1
State Waiting for approval Created  2025-01-1410:11:47
Priority = 4-Low v Template owner | ALE Admin
Success rate.
Objective Framework | Work Notes
Driver 3 | Cost Mandatory
Update || Approve | Cancel | Reject = Delete
= 7 SuccessOutcome Templates Number * | Search & —  Actionsonselected rows. v
Template objective = TEMSOB.J0001003
Number = Title State Mandatory Success rate Tracking method Created Template owner Unit Description
TEMSOUTO00100% test-outcome Published false Metric 2025-01-1410:12:25 (empty) Days test-outcome
1tolefl
A o = Ir oA S
4. 5012 2elsto] HESZ Slgct Mejrt #a#o =2 oo/ EE L .
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Objectives -+ Outcomes

Canceled Initiative

Success Initiative for Tesla and

Canceled Initiative

79 Days 22
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Progress
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Success Objective ...

Success outcome 2
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Related Items iy
Internal Plays o -
Internal Play Tasks o
Customer Plays &
Success Tasks o -
Risk Signal and Issues 16
Implementation Records - S

Implementation Record
MNumber

IMRCO001007

Type

Self Led

Planned duration
0 Seconds

+ Create [ View all

MName
imp 2

Cnener

Product scope

Genixify - Cloud X

Implementation Record 7}
MNumbser MNams
IMRCO001001 imp 1
Type Owner
Self Led
Planned duration Product scope
0 Seconds 5P1
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Microsoft Dynamics CRM1} E&f ALS
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FNstl, YIS gotet, WAl 7|8 & ok 4= UAEF UL Microsoft Dynamics CRM E82 88
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7:* = =]
CRM Z#t¢] Hlo|=o0| #ZE uf ServiceNow 7|55 HH|0o|EgfH .

2|70l d S Fedslfof gk AtMe 22 AlE

1. Microsoft Dynamics CRM AZ3 & ME gt AAMgE &2 Microsoft Dynamics CRM
AxTE FTME FXZSIHAIR
2. Microsoft Dynamics CRM Z2iZ0|M CtSS &sHof ghlct.
A

[=] =
o U Alol Ain} fiHE HHD SUs 0|20 AKE M

Internal Play Task Create CRM opportunity || Assigntome || Delete

EAIA|©
= -
Risk and s
RISKO000001 o - Upd: A tom Create CRM task || D
Number  RISKOO00001 i In Prog
Engagement | AENGOD00002 Prior Low
Accourt  Genkl
Reported by | Syster "
k Assignedto | Jeremy Hess Riskorosue | Risk
s * Category | Reputational Risk
* Shart description | Customer has had recent layoffs and is concerned about upcoming budget cuts.
Risk Information
Watchiist Watch notes st
+ Description | Customes has had rocent Lavatts and s concerned.a0out upcorming budget cuts
Work notes.
Update || assigntome || Create CRM task || Delete

Microsoft Dynamics CRM &
0| 5(Genixify) S 7%l AE 2
gk

HFO|M = f12f ot Zof L5 Ald =it AZE S
ot=0fof it o] AE2 LhSofl o medofM 45
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o 174 Ak Ho| 22| E5lof dlietst= E5E MMELCE ESIE MMol= SO #4# ##
TechOnbConstants A3 ZIE ZSto|M 7|57} Y= E35} 0|2 S F7}6l0F &t

TechOnbConstants.MS_DYNAMICS_CRM_CURRENCY = {
'€ 'CURRENCY_GBP',
'$": 'CURRENCY_USD/,
'€ 'CURRENCY_EUR',
"¥': 'CURRENCY_JPY",
'CHF'": 'CURRENCY_CHF'
5

() I AR E Z S Dynani csCRMVappi ngConst ant s AF235}01 Microsoft Dynamics
CRMof| A A|AE D} sHE GUID 7+H2| ServiceNow OHE & X o| &t Ct,

ME ofg 2 ctZ o|o|X|of Ltet A&t
1 _ 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 ServiceNow Sys IDs and their corresponding GUIDs in Microsoft Dynamics CRM

Seript & ¥ Alv|»s||E@
ts = Class.create();

/Customer Account SysId Mapping wit
4 DynamicsCRMMappingConstants.NOW_ACCO
'116£36d977d82100858f6c11153af 8l

Currency GUID Mappi
s Ernavu( wmapp ngCons

£9824%e4-ce9d-ef11 aus; 208432343095,
19d-ef11-8a6a-000d3a343095 ",
«f11-8a6a-000d3a343095",

7 DynamicsCRMMappingConstants.prototype = {
18 initialize: function() {
- type: "DynamicsCRMappingConstants®

A% 7|52 60| E5H0] Microsoft Dynamics CRMO]| A
icsCRMTaskUpdateHandlerUtilOOB A3 2 E Z &0l A
t+=E& d|o|ERfH ot

3. /3 o7 = Malstn 2 ¢
) AH0|EE XM2|st= & Dyna
getRiskSysldFromCRMRequest()

SIJRE

ok

ZZMHA A M0l E O|HIE M2 242 Microsoft Dynamics CRM Ax 32| ZH H|o|&
(Dynamics CRM Webhook &% ZzH)of| ZtM S0 FItaljof of= ot¢l 22?2 AFE FIIE
Tdstl Fote o AU o

4. (M=} Are) o mat Ul 2t 7435101 ServiceNow 2IAEA0A CRM =l S BhE
UFH
5. AleCRMUtIIOOB A3 2 E Z &S AFE35}0{ Microsoft Dynamics CRMz} 22 CRM Z2E 1}

o= Lo

il

A2 executeAction &= CRM ZsHZ0|AM 7|5] = ZHed MM Df ZH2 Atolg =gt Ct,

—TH o = —

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

- recordData is the SysID of the risk signal record that is updated when the action is
performed.
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ChE o= Microsoft Dynamics CRMOllAM A 7|3| EE= AP S &M e = Qe UHS
Ho{Euch

« Microsoft Dynamics CRMOf|A{ Q¢ 7]5| &HA:

var aleCRMUtil = new AleCRMUHil();

var CRMPlatformName = 'MS_DYNAMICS";

var action = 'OpportunityCreationWithSpoke';

var recordData = { internalPlayTaskSysld: '02de3efaeb3d5al10ddd6f94fbad0cd16' };

var response = aleCRMUtil.executeAction(CRMPlatformName, action, recordData);

gs.info('Opportunity Creation Response: ' + JSON.stringify(response));

« Microsoft Dynamics CRMO{| A 2 ed BHE 7|

var aleCRMUtil = new AleCRMUHil();

var CRMPlatformName = 'MS_DYNAMICS';

var action = 'TaskCreationWithSpoke';

var recordData = { riskSignallssuesSysld: 'b07062b53ba29al0be57327aabe45alc' };

var response = aleCRMUtil.executeAction(CRMPlatformName, action, recordData);

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

s dd% o= oEE sde + UAsH o

« Microsoft Dynamics CRMoflA{ & ¢d 7|5 A

» Microsoft Dynamics CRMo{|A{ Zted aH=7|

Microsoft Dynamics CRMoi| A 221 7|5| A A

A EIA 0| A Microsoft Dynamics CRM Z2HZ0]| ServiceNow A4l 7|5|& 2L CH

A|&EsEZ| Aol

Z st A%t sn_acct_lc.customer_success_agent
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Renewal Playbook ©

[ # Initiate )
& In Progress * Priority
Activities ~ . .
Enter core information
Z Select engagement Q Assigned to Abel Tuter
© Enter core information What is the purpase of this Internal Play - Renewal? Who is responsible for driving this action and its sub-tasks? When is it due?
@ Add squad Number State
INTPY0001005 New -
Internal play informatian -~ Engagement Progress Mat Started
Engagement Progress §
000000 0 N v
AENGO000002 Mot Started AEC E © ot Started
Priority Assigned to Account Priority 2 - High
2 - High Abel Tuter Genixify @ 2 - High -
<
Due date Days remaining Contract % Oue date
2025-01-15 12:27:25 @ &d 23h 59m — —
CNTROOOO?28 @ 2025-01-15 12:27:25 ]
Squad '\ Assigned to
Abel Tuter ©q
Category
-- None -- -

Short description %

Renewal Playbook

Description *

.‘i
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LE2M AT E F7L HO|X[of|M St o] Ate] AR E FHRAS MENSID 2tE HA|E ZE|FH
L= 718 "ot CHAOAM AleF 7|18 27| "o|X[of|M e HEAIE E&lst0] ChE HHAZ
Tl gt
10. =M A2k Go| Ho|X|olM 2t &Y = CHAE st BV W AS S 28510 oS
CHAIZ2 Tl Eid
1. =M AHFUZAOM CHAMM o|HY ELi7| & E&lsto] ctE THAZ o] S#HCt.
12. 7|5 MM mjo|x|oM 7|5 A& E2gHch
222 gfdol| FAIE Microsoft Dynamics CRMo| CHst A& ztelg 2 4= &L} &oief
AAE AlYe MM ME I Aok MEIF FAFHUCH 0|3 oto| 22 E&5t0{ o|™ HE 2Hi o
Z21E =olstuct,

Create an opportunity in CRM © Discuss | Save | Assigntome || Close

Details Emails Related Knowledge

i Internal Play Task -~ Compose Stacked view Recommendations 0]
Number State & Work notes (Private) = Email
=  This fem may help you
INTPYTASK0001002 New v .
Enter your Work notes (Private) here S Dynamics 365
Aecount Progress Not Sarted y This recommended action can be utiized to create a
Genixify © Not Started . record in the opportuniity table present in MS Dynarics.
365 with the following details:-
Engagement Priority 3-Mader.. Topic:- Genixify - Renewal Due on - 2026-12-31
AENG0000002 © | 3-Moderate - Potential Customer:
Activity @ ¥ oa 5 L Estimated revenuc:- 88243748
Estimated close date:- 2026-12-31
Internal play % Due date
INTPY0001005 o a YYyy-MM-dd HH:mm:ss & g System Dismiss Create
Field changes » 2025-01-08 123435
$quad Days remaining Opened by system
al o Hours Minutes Seconds State New  Thisitem may help you
0 (] 0 0 Impact  3-Low Create opportunity in SOM
sssignedto
Priority 3 - Moderate “This recommendation can be utilized to create a new
Q ‘apportunity within your Sales and Order application.
Dismiss Start
Short descripton ¢
Create an opportuity in CRM
Notes ~
Watch st Work notes st
Q Q
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O T A3RE ZFo|M ojES Meolst 2ot 7|2 S 2E F AL

Dynani csCRMMappi ngConst ant s . AtA[gt LHE &2 Microsoft Dynamics CRM 1t S &t
AME EME EXRSIYAIL. odo] FMEX| t2 49 AT AH0| A=K MM M2
ST PN ==
Microsoft Dynamics CRMoi| A =t ohE 7|
AUAE A M Microsoft Dynamics CRM Z24Z 0l A ServiceNow &S ZHE11 QIAE A9
Ztdof cHet 0| EE Al ServiceNow .
AlZEst7| Mo
Zl st A%t sn_acct_lc.customer_success_agent
ZEAIA
1LOSLE 0l 257 ) 1443 ) 2 /" 42X
2. S dMstes /Y 7|58 gt
3.CRM = MM ZME 7245 42 /8 ¥ X =Ho|X|[dAM & = UAEHCH
ol M Aol chet XpM|Et LH22 2 XS AR Microsoft Dynamics CRMI} £E8f ALZ
RISKo00001 o + Vet || & .
Number  RISKDOD0001 State | InProgress
¥ Engagement :.&mcmmz Priority | 4-Low
Account  Genlfy Due date
* Reportedby = System Administrator Days remaining
* Assignedto | Jeremy Hess Risk or issue Risk
Squad & Category | Reputational Risk
# Short description | Customer has had recent layoffs and is concerned about upcoming budget cuts.
Risk Information
# Description  Customer has had recent layoffs and is concerned about upcoming budget cuts.
Work notes
Update | Assigntome || Create CRMtask || Delete
4. CRM %] 2H=7| & S/ g ot
Microsoft Dynamics CRM ZeiEZ0of| A 20| gt=0{&lL(ch 2 7| Sot AZE AH, &Hof I

Aletol &M HEIF FEA|E L CL

O T MNE FoolM P s Mef DS SHHL
4

SIAEI A0 R o2 ServiceNow 2 FEA|E L C}.

5.Cl22
MERSH|

6.CI2SCZ2 0|5 1 ME ) ZE QY U EA S 225t Ad
0| AHO|EE HHE HoiF= &Y 2 E = = AFLICH

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH

=T o

/s S5 SELYLIC

88



servicenow.

Activity

& Guest ;
CRM Task Update: State changed to

Completed. Status changed to
Completed.

5 Guest
CRM Task Update: Priority changed
to High.

B Guest
CRM Task Update: State changed to

Completed. Status changed to
Completed. B

B O .

CRM Task Update: Priority changed

b B s

Tdet 49 Y H2st ZEAIECL

o &l Ho|S0M T E o|HET}L g mf Microsoft Dynamics CRMO| Microsoft
Dynamics Ax 3 g 30| HMAE = AEF st= Microsoft Dynamics CRM H[0|E
HHUZ. XtMsE Lf22 Microsoft Dynamics CRM A5 MAES @ ZESHAAIL.

o Microsoft Dynamics CRM A 3 ( Microsoft Dynamics CRM AxZ T @ & =x).
» QF Al mE 23 Ho|=
» A3 (SN W3 EH)

o AY F=HZF7| o|HE ofZ2|7 00| Microsoft Dynamics CRM E&t22 2 M E|A&H .
KM B LH2 2 Microsoft Dynamics CRMZ} £E8F Al2 2ME ZESHAAIL.

=5, 20, AR AHEZ Holstl F£H510] &2 S E ZAFH )
O S22AME: AE $Y4FT| oHE 2| 0|20 F2|5|2 AN $HFT| o|HE M= AL

Azt =2HE
AN eHd 22 Al

2824 Aol St A FX gt
2HE 2 o[o|ME(sn_acct_Ic_agent)= O| H|O|X|E At&5I0{ 2EY Z0|A X &S AMESsHA
AZHt0 SHELE X™HE = dEUch AAZHHOIE7F Z&E ot M =7 EAIELL O
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Onboarding landing page ~

Track your onboarding work

Select each metric to see a detailed list of items
Active onboarding tasks Overdue onboarding tasks

My active onboarding cases Not updated in > 3d cases

1 4 22 0

Updated at 05:55 PM Updated at 05:55 PM Updated at 05:55 PM Updated at 05:55 PM

My active onboarding cases [T
Last refreshed just now

Number « Account Parent Short description Priority State

ALEONB0000004 Genixify (empty) Onboarding for Genixify for PRO-... 3 - Moderate Active

Showing 1-1 of 1

1= 252 2oy M4 5t
7h 4

CE =
— = =2"1Hd
N HBE 8 5 US

L.

D2 M| A ZEHO|M AE 25 AHo|A 27|

ZHoM 2EE FAHo|A V| &F E=
THFI| oHE.

« sn_acct_Ic_agent
« Sn_customerservice_customer.admin
 sn_customerservice_customer_manager

e SN_customerservice.customer

| FHIO|E=[X| gt2 #lo|A: 3 o|&t ACO|EEX| fp2m &

2gtLich Ao|2, B EE 2

Active risk signals

1

Updated at 05:55 PM

EEC

Stage Go live date

On track 2024-10-31
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o BE 2HZ Ao|A: sn_acct_|c_agent, sn_customerservice_customer.admin %
sn_customerservice_customer_manager 2 &ts 7}&l ALSXI7F ALEE = AEUH O Al™ T}
HHE 2= 2HY AHo|AV| i =5 MM ofeljol| EAIEUICE

i I I [ LY

o L 2E4 AH0o|A: sn_acct_Ic_agent, sn_customerservice_customer.admin,
sn_customerservice_customer_manager % sn_customerservice.customer &&= 717
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Service Bridge Consumer Registration & Configuration
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s Comments & Work notes (Private)
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4-low - Activity
Due dat
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Related Items

Account Squad
Account Lifecycle Tasks
Approvers
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Related Knowledge
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] ) Home Engagements % |+
Success report -
Contractvalues = || Customer success managers  ~ || Industries - Apply Clear
Overview  Risk  Adoption  Renewal
Total engagements ¥TD new engagements Average engagements per CSM

2 1 2

S37TK total contract vakse 269K total contract value SITTX average comract value

Engagements with escalations Engagements with upcoming QBR
] Engagement Date Contract value Health score
& Genixify P. 2025-07-17 $108K -

No data available

There is no data available for the selected criteria
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Success landing page v
Success portfolio overview

Total engagements

14

$8T Total contract value

My active engagements

@D v oo

Escalated (0 Renewals du i 90 days (2)

Overall engagement health

Engagement health by stage

E T
i

000

Mo Esoso W0100

My Work

Sorted by priority and engagement’s health score

Due today 0
Created this week PTEIDN
& Risk and Issue ]
Drop in NPS Health
Seere is Yelow or Red than < Vellowl.

Due Priority 2- High

] Geniify PRO-PLUS Engagement

& Risk and lssue

Drop in NPS Health

Drop in NPS Health.Score is Yellow or Red (sny number less than < Yellow)
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Active risk portfolio overview

Top risk signal categories

Risk signals by scope Risk signals by probability
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Owerview  Health  Success blueprint  Product adoption  Renewal and expansion  Engagement hierarchy

Success objectives
Manitor progress and provide support where needed. Ensure the customer i on track ta achieve their goals.

o Success objective

Decommission Lagacy Casts

20241030 052431 2024-05.00 05 24:28 Jason

Closs X Pradut
O achie of B s i

& Sucress objective

Optimize Outage Response Effort (Fulfiller)

Drasticaly reduce outige times when thes ocour 10 ensure maximum avalabiity nd lower downsime.

Due Date Start date Key tontact Assigned to Products
2024-11:30 1306:26 20240500 130622 A Tuter Clenad X Product
O achieved - O cut of 1 wecess initistives compisied

# Sucoess sbiective

Customer Experience Digital Transformation

Optimize dighal techeology praducts b fundamssntally changs haw the business werks and defiver value.

Dot Date Start cate Ky eontiet Assigned 1o Proacty
20250508 13:48:32 2024.05.08 139827 AT Cloret ¥ Prduct

M= = EA
ol RollME lw%m

UF LT zHE
W2 d4=d tERH

l3H5| JHIEO{I CHol &=l AL

O[] = Hof ZME A=A,

= rtzl rt—J

Product adoption overview

Identify adoption gaps, proactively address issues to maximize product value.

Current product adoption scores Product adoption last 12 weeks

Viewby State Allw  Sort by Dus Datew | View ntiative roadmag
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Total products 1
Or

W17 2025 W1B2025 W192025 W202025 W212025 W222025 W232025 W242025 W252025 W262025 W272025 W?282025

| Low | Medium | High | None

Sold products

© Product

Genixify Security Cloud X
Cloud X Product

Adoption score Activation status Usage plan Customer priority Business criticality
® 28% - Low Inuse Activated - Nice to Have

© Product

Genixify - Cloud X

Adoption score Activation status Usage plan Customer priority Business criticality
* 28% - Low Inuse Activated Nice to Have
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Engagement hierarchy overview

Understand your customer's engagement health by tracking its progress with related engagements.

Total engagements

4

Risk signals by probability

Risk Signals Unassigned Overdue In progress Blocked
¥754KTotal contract value B Initiatives B Touchpoints B Internal Plays
@ High Bl Moderate I Customer Plays
Engagement hierarchy
Engagement Contractvalue  Health score 6 week health score  Perceived health  Active risk signals  Last touchpoint  Next renewal date
~  1Engagement 30 e95 - ® Healthy 0 2026-05-01
2 Engagement T754K #95 - ® Healthy 0 2025-12-31
v 3 Engagement 0 95 - ® Healthy 0 2026-05-01
4 Engosement €0 695 - & Healthy 0 2026-05-01
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Overview Health Success blueprint Product adoption Renewal and expansion Engagement hierarchy
Upcoming touchpoints
G Geniify
Contract v ’
753325.6013
Risk signal and issues
Adoption
" @I rieeain) | Oveiueith | | ighpiorty 1) | Ani
dat
Short deserlption Due date Priority Probability Risk o issue
Product usage trend is declining 4-Low High Risk
Corcit st o low Low Risk
est - Low Very Low Risk
st a-Low Moderate Risk
Customer team
Trend of using ALE is down a-Low Very High Risk

Squad work by status
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