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| - Verify

Contact Active SLA

=

Thero s no SUA defined

GA Georgla Atkins

Ac
Flash Telecom

Motile phone
Mo Duta

stroet
o Duta

city
Mo Dats

State / Province
Mo Dats

Case highllghts

State Crented date Priority

o Resalved 2024-12-1801:50:29 4 - Low

Assignedto

+ Service Problem Case summary by Now Assist 4" Sommarize

sffZ o2 4

The customer reports frequent call drops when in low signal areas, specifically when g

# Diagnose

View Details

# Repair # Test & Resolve # Close v

Verity

® Complete "

Verify issue

Sorvice o type
Internet_Access_PIOG01002 ) Issue
Actua

Description

The customer has been experiencing frequent call drops when transitioning between Wi-Fi and mobile netwarks, especially in areas with weak signal
coverage. Calls typically drop after a few seconds of conversation. The customer has verified this occurs in multiple locations, both indoors and
outdoors, and malnly during network switching,

ec

Service details

Internet_Access_PI0001002 ‘s Active

M| A ZH #Ho|Aof CHet sHZ HZ2E dadsta, nZofA|
s WS Metst, sy MEE Mu|A 28 A o|A 7| =0

= Ust SPCO001006 x +

State / Province

& Service Problem Case summary by Now Assist

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

Case highlights

Sue Crested date

@ Resobved 2024-12-18 O1:50:...
Assigned to

 Veerify # Diagnose 2 Repair ) 7 Test & Resolve )
Contact Active SLA
Test & Resolve
GA Georgia Atkins
@ inProgress
« Toarelo na SL4 defiad Resolve
. Resobved by  Resolved State
Pl Tebecom [Emptyl 2024-12-180204:14  Resolved
Mable ghons
No Dt Resobution <ode %
Stee Solved - Fixed by Support/Guidance provided
NoDuta
. Cause
No Data

Resslution notes

the issue.

Priarity

4-Low
Add resolution notes to comments

+ Summarize

FIteh ot
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TestWithoutMesaure TRO001011

This service test is a simple one

Details Test response

Downstream Speed 16A second 75 to null

State Completed

+ Test Run summarized by Now Assist (D
OVERALLTEST OUTCOME:

Fail

OVERALLTEST INTERPRETATION:

The overall test outcome is Fail because the test measure value for Downstream Speed does not
meet the specified threshold rule 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) 8 Updated 2024-07-08 23:36:12
Be sure to check Al-generated summaries for accuracy.

[ Set result

Cancel
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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

AE 2824 7olA 29
AY 2EY F=HFI|9| Zt Aol tiet M7
oohol-|,||_—_|. 0“0|7(-|EE 2|S_9_ ~ ME io|Eo“

S} A =
ot =2 T&E % off 222
= R A
Aol A L Ao|A Zhio| MEHE w2 A mtetst 4+ AFL CH
© 2025 ServiceNow, Inc. All rights reserved. '| 3
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.

AY 2EE 224 7|2 2EE 70| 42 U5t &5 Jt= 2ol EAIRLIC
ooz AN 2EY SHFI|9| chF AHO|X| &2t of|o|MET} l2dst= HETI}
ZeE et

Onboarding case for account - One Plus ©

\ o Initial Setup > / Data Capture & Valid... >

© In Progress ® Priority
. Account Onboarding Case summarized by Now oy

Assist Customer Contacts
Onboarding Case:

State Priority
Onboarding case for account - One Plus. The

In progress v 4 - Low v

customer has Remote Catalog service bridge ‘ prog

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

published out of the total 7 records uploaded.

Description

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.

.
N

Install Base Item : Open, O records published,
N/A

Entitlement : Open, O records published, N/A 15 ) )

Location : Open, O records published, N/A 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 a

( Share to work notes
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Measuring Customer Satisfaction and Net Promoter Score

= E
Overview Health Success blueprint Renewal and expansion
+' Engagement summarized by Now Assist (D) ~ Upcoming touchpoints
Engagement: No upcaming 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
Work Notes: New (0) Overdue (1] Highpriority (0) Al (2)
Work Notes - Customer satisfaction survey sent to .
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 WEIEH)  Alsjandro Mascall -
View less & Category General
o R 00 Updated 2024-12-21 20:28:53
M ook
[= == |
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Q2 Quarterly Business Review © Discuss |

+ Touchpaint summarized by Now Assist (D) ~ Meeting Email Success tasks

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
The benefits of a personalized approach to Start date & time End date & time Meeting link Invitees
customer goal alignment, Q2 Quarterly Business 2025-02-17 14:00:00 2025-02-17 14:40:00 - Abel Tuter, Adela Cervantsz, Jason O...

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.

Key Action Items:

» 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 unigue 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

@2 ojz x| 2

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et 5|AL ! HIEZE O] 52 0| UE Y slAte] HEY

=T o

w EAlE 02 Y/EE 7]EF F 710l M ServiceNow, Inc.2| AE ¥/Ee S5 Axeduch
& A&

St S

1|74V



servicenow.

NOW b= 10 2 (LLM) S ALS5t0{ MSA7t MSAket 2H[XL Elo] & 7He]
getofdE Aoz dode = AT gt ME|A BE2|X] . 0] 7|8 Sl
HEA= 2FE 0|2 Mol 2843 7HM5I0{ B g Z2 MAE 2haste

=
7 Aot 2ot
7 Zajole| Rotg MASID 7|2 AR Hr 3l pel 12 Sajo| atele
Zaetct
T2 A 2ot 7|SS 1A KA J|B 0| 20t2 MAED J|B SEIIK| He 7Y £E
HE Sof HRE= A Tt 22 S2et YEE Zx FAIFUH L 2= ohF
MlH0] 8= AsH Tt
e
. Z8E elefo| =
o CHS CHA|
+ Al assist summarized this customer play (D -
Dverview:

The title of the engagement is Genixify
PRO-PLUS Engagement, with the
account name Genixify. The customer
play, named Product Proof of Concept,
involves engaging platform architects
and advisory teams to run a proof of
concept. The current progress is On-
Track. The point of contact from the
customer side is Barbara Gonzalez.

Progress update:

There are no worknotes present. No
meetings or success tasks are mentioned
in the provided information.

Mext steps:

Mo open success tasks, due success
tasks, scheduled meetings, or meetings
planned in the next 7 days are
mentioned in the provided information.
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Customer service data dictionary =

# Al gesst wsmmarteed this nberral play &

Crverview:

The title of the engagement is TMT Customer Success
Technology Upgrade Review, and the account name is
Genlxify. The internal play has not started yet. There are 309
days remaining to close the internal play. The squad members
are Fred Luddy, Fred Luddy, and

1fe48c173bb4 2010209 1bDea &4 5a7 7. The contract name
is Genixify Pro-Plus Contract. The primary goal of the internal
play is Customer service data dictionary, which is an internal
play for monitoring customer service activities, providing
comprehensive information and context.

Progress update:

The work notes show that multiple internal play tasks have
been created throughout the process. An initial investigation
was started by Jane Doe who identified a customer service
issue. The issue was then escalated to the technical team for
further analysis, and the technical team confirmed the kssue
and provided a resolution plan. A total of 21 tasks have been
created for this internal play, Currently, 14 tasks are in open
state while 3 tasks have been dosed.

o
Check Al-penerated conbent ior acouracy. B B \l
Activities - _}l_
Internal play information s |-EE|
Squad ~ ._IJ.L
A3 olHMEIE <
AZ O|HME|ES| Qg MMt T & MM HE U 2 43 e Zagiot
A3 O|HMEIE 9 7|2 43 O|HME|E 7|59 Qs MMstn S 2HH
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Implement Cloud X Planning and Backlog Features ©

+ Al st wmrortoed thiv weorn ingldve ()

Orverview:

Thee tithe of the Seccedss ouloome B Accelerale Change Cycle
Time and the account B Genodly, The success instiative is in
progress and the paint of contact from customer side is lason
Owcchialini. The primary goal of the success inftiative & to
implement the Cloud X PManning and Backlog features to
bootstrap development and start acoslerating change.

Progross update:

The current progress shaws the initistive s on-track. One
sucoess task has been created with one success task
currently in open state. There are no work notes pressnt in
the systems

Mext steps:

There ks one open success task tithed Sample sucoess task 1
that can be autcmated and created by through a PAD

activiby.
S s
i
Chaitln A)-parid Bl i corent Mo S ouriey. & L
Activities e
Case infonmation
i Tt ETOET B
SOEIODDO002 On-Track
4 - Low Fred .l.-::.n:h.I
s Capte Clarwn Rrmusinrg
2004-06-01 12:37:45
Contact #
T T T —
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Generate Resolution Notes X

+ Check fields predicted by Now Assist for accuracy: Resolution notes

Resolution code %

Cause

Resolution notes #

I Replaced router with TX9000 model. Issue resolved.

| Add resclution notes to comments

—
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Account Onboarding Case Summarization (copy) ™

Choose input data

want the M)

Input templates 81

|| siage - FormDecs
More

Stage - For

to

m Details.

Stage - Data Capture.

+New bas

2. Add rule con

ditions

creating a response. The input fields and rule conditions form an input template that you can edit to control what data is sen

Input table and input felds with descriptions to provide context for the LLM ta gener

v || Notes shared with requester

tothe input template
the

Rule.
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243 thAl 27|

Service Problem Case summarization

General details

View input

Define availability

Select display

Review and activate

L]
L]
Customize prompt []
(]
L]
L]

Exit

Choose input data

View all input tables and fields being used to define the prompt that will determine where to pull data from. Explain this

Input templates [§

Verify Verify
Diegnose 1. Add base input table fields

Each skill rlies on a base input table and input felds with descriptions to provide context for the LLM to generate a response.
Repair

Base input table

Test & Resolve s e

Close
Base ingut fiek! % Field d
Description Description of case, provides detailed info about the case
Base ingut field % Field description s
Additional comments Notes shared with requester
Base input field % Field description &
Short description Short description of case, provides quick info about the case

eld % Field d
‘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) ™

Choose sections to include in the generated summary. If you want to add a section, make sure you've already selected
relevant input data in the previous Choose input step, such as SLA fields for the SLAS section.

Final prompt sections (3)

General Details ©  Customize prompt output
View input Ll To customize prompts for each input template, add new sections that will be added to the summary.
Configure Prompt @
Define Availability @ .
Stage - Form Details prompt
Select display ° Stage - Data Capture
Stage - Development
e snaiable prompt sections (15)
Stage - Testing

© 2025 ServiceNow, Inc. All rights reserved

ServiceNow, ServiceNow 211, Now % 7|El ServiceNow EA|= 0| &
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH

a Searc
: Onboarding Case
Waiting on Customer
Development Tasks Detailed © # Data Capture Tasks
Service Level Agreement ©
i Data Capture Tasks Detailed
Issue ©

Testing Tasks Detailed ©
Key Actions Taken ©
Training Tasks ©
Training Tasks Detailed ©
Data Capture Tasks Detailed ©
Development Tasks ©
Testing Tasks ©
Child Cases ©
Data Capture Tasks ©
Resolution o

U/ = 7|EF Z7Holl M ServiceNow, Inc.2f &

Exit

Test response.
Choose arecard

ALEONBO0001007 @ Run Test

Result: Below is the prompt response

Onboarding Case:

’s service bridge quired. They are scheduled to go live
on December 28, 2024, with 6 days remaining. No work notes, comments, or emails
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 - ©, 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 work notes and comments - N/A Installed Product:
State - Open, Number of records published - 0, Summary of work notes and comments.

hlwerds) LM provider

Now LM
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Service Problem Case summarization mr Exit

General details ‘Customize prompt output

To customize prompts for each input template, add new sections that will be added to the summary. Explsin this

(]
(]
L]
Define availability [
L]
(]

Verif
e oy ferify Prompt. Test response
ect .
- Diagnese ) B B . Cheose a recard %
A and activate . Choose sections to include in the generated summary. If you want to add a section, make
® Repair sure you've already selected relevant input data in the previous Choase input step, such as
Test & Resolve SLA fields for the SLAs section.
Close Avadable prompt sections. (1) Final prompt sections (1)
Q Search
Issue
[}
é
No record selected
‘Choose a record above to test prompt output.
[ IS
= AO =| o 5
Xo);”_.__.AE 2 CA =shL
dox‘lo‘l‘ = = l_—|°o':|:|n_|' 2 0l Cr.

7. 024 MH|A Q9F J|=ol CHet ZFZEE ALS AL X[ ™ gt
=]

Select display

Customer Service Summary ™t Exit \_l
General detalls L] Customize prompt output .
Graph questionnaire @ Evaluate the prompt utilized for each input template below to confirm It meets your expectations. To review and modify the prompt, you can visit the Now Assist Skl . \l
Customize prompt L] f-
Define access L] -
L]
L]

Review and activate

7 Edit prompt in Now Assist Skill Kit I" EE

-

12
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Edit Prompt in Now Assist Skill Kit

To edit prompt, follow these steps:

» Find the prompt you want to edit for the given provider
» Create a clone of it

* Make the necessary changes

.

.

Publish the prompt
Return to test the changes on associated records

[ Don't show this again

7 Go to Now Assist Skill Kit
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T M| A E2|X| Telecommunications, Media and Technology (TMT) 2 Now
Assist

AlE{=2t0o| = M| SX}t7| Telecommunications, Media and Technology (TMT)-& Now Assist 204
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) This recard is in the Now Assist for Telecommunications, Media and Technology (TMT) appication, but Glabal is the current appication, T edst this record elick here
Type  Name-Vskie Pairs
Label  Gueries

Columnname  queries

Skill config type  Cueries

tion | Default Value

Cheice = None -

Related Links
Bun Point Scan
Advanced view

= 7 Variables CheiceList| Tsble - | Search

Choices
Table » Element Language Value Label

No records to display
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{"status_code":"1","status_reason":"","response_body":{"master_plan_info_list":{"48477095":"
Business Internet +
Cellphone P10001061"},"company_name":"Flash Telecom","acct_no":"27045400"}}

Aria APlol| CHet S& 718 23 7HM27| 23 ofHE ol tigh L& o= ctZ oMt
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‘{"aaname":”getfinvoicefhistory”,"requestﬁbody”:{"acctfno“:"27045400”}}
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{"status_code":"1","status_reason":"","response_body":{"invoices":
[{"amount".135.7,"|nvo|ce_no“.254547358,"due_date"."2024 11-
30","outstanding_amount":135.7,"usage_bill_from":"2024-10-01","usage_bill_thru":"2024-10-3
1"}1

"amount":190.26,"invoice_no":254547359,"due_date":"2024-12-
31","outstanding_amount":190.26,"usage_bill_from":"2024-11-01","usage_bill_thru":"2024-11-
30"},

"amount":172.95,"invoice_no":254547360,"due_date":"2025-01-
31","outstanding_amount":172.95,"usage_bill_from":"2024-12-01","usage_bill_thru":"2024-12-
31"},

{"amount":437.07,"invoice_no":254547361,"due_date":"2025-02-
28" "outstanding_amount":0,"usage_bill_from":"2025-01-01","usage_bill_thru":"2025-01-31"}
11

CtS oi7H#H === Aria APlo| CHet S& &M & 23 71M27| 238 o HEof thet =&
et=|ofof gt

{"api_name":"get _invoice_details","request_body":{"acct_no":"27045400","invoice_no":"25454
7361"}}
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{"status_code":"1","status_reason":"","response_body":{"line_items":

[{"usage_type no":10058138," amount "0,"service_name":"Mobile Data
GB","sold_product_number":"P10001065","service_no":11196572,"description":"Mobile Data
GB (10 gigabytes @

$0)"}.{"usage_type no":10058138,"amount":14.35,"service_name":"Mobile Data
GB","sold_product_number":"P10001065","service_no":11196572,"description":"Mobile Data
GB (18.847 gigabytes

@ $1)"},{"usage_type no":10058140,"amount":255.73,"service_name":"International Roaming
Calls from
EU","sold_product_number":"P10001065","service_no":11197966,"description":"International
Roaming Calls from

EU (93 minutes @
$2.75)"},{"usage_type_no":10058144,"amount":0.5,"service_name":"Domestic
Minutes","sold_product_number":"P10001065","service_no0":11196568,"description":"Domestic
Minutes (9.91

minutes @ $.05)"},{"usage_type no":10058146,"amount":11.75,"service_name":"International
Calls to
Asia","sold_product_number":"P10001065","service_no":11196570,"description":"International
Calls to Asia (6.56

minutes @ $1.79)"}1}}
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Speed Test TROOO1129
This service test is a simple one

Details () Test response

Speed 10 ote11

State completed
+ Test Run summarized by Now Assist (0
OVERALL TEST OUTCOME:

Pass

OVERALL TEST INTERPRETATION:

The overall test outcome is pass as the test measure value satisfies both the lower limit and
wpper limit conditions.
Speed:
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Viewles
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