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Next Experience
Unified Navigation

• All menus: Retrieve the menu items 
and modules you can access in your 
instance, favorite them, and return to 
items previously visited.

• Contextual app pill: See where you 
are in the instance and favorite the 
current item if desired.

• Global Search: Search across your 
instance to return the results that are 
most relevant to you.

• Notifications: View and personalize 
notifications applicable to you based 
on access and admin configurations.

• Help: Access on-demand help when 
you need it.

• User menu: Personalize your instance 
and set your user preferences.
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Pin or unpin your 
menus to maximize your 

working space.

See everything available 
in one place, and apply 

filters to narrow down to 
what you need.

Add Favorites so you 
can easily get back to 

them later.

Pick up where you left 
off by using your 
browsing History.

See where you are at the 
top of the page, and star 
your favorites for quick 

access.

Always 
know where 

you are

Switch between 
tasks and tools 

with ease

Quickly get to 
the places you 

love

Find anything 
in the platformWork your way



Next Experience
Landing Page

• Onboarding: Get 
acquainted with the Unified 
Navigation UI.

• Visualizations: See 
where you can start 
working and go to tasks.

• Useful features: Explore 
additional feature 
resources.



Banner announcements enable you to communicate planned maintenance, unplanned outages, or 
important events like Upgrades, outages, new features to those affected or to everyone. You can 
target specific experiences or all experiences.

You can configure the following aspects of banner announcements:

• Use colors and icons to communicate the type of announcement and the importance of the 
banner announcement.

• Provide a link for information or to complete a task.
• Schedule banner announcements for a specific time.

Next Experience
Banner Announcements



Using Sidebar, agents can have real-time collaboration with 
others based around a Workspace task-based or interaction-
based record. These Sidebar discussions facilitate the 
exchange of information and knowledge to help resolve issues 
faster and with higher-quality outcomes. In the Tokyo release, 
only one discussion can be created per record at a time.

Sidebar is supported in these workspaces:

• CSM Configurable Workspace

• CSM Manager Workspace

• HR Agent Workspace

• ITSM Manager Workspace

• Vendor Management Workspace

Sidebar Workspaces



Users with the appropriate roles 
can configure various aspects of 
lists. Configuration changes 
apply to all users.

• With list configuration, you 
can add, remove, and reorder 
list columns. You can 
configure calculations to 
appear under columns. You 
can also hide controls and 
define access conditions by 
role for existing list controls.

• You can configure a list to 
choose which columns 
appear in a list, create list 
views, and create fields on 
the table.

List View



List View - Personlize
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• Needs attention

• Personal Portfolios

• Enterprise Portfolios

Digital Portfolio Management



Business Application Run



• Unified navigation: Collect 
incidents, changes, alerts, and 
log data to lift service and 
operation teams' productivity.

• Collaboration: Collaborate 
across service operations and 
other teams instantly to resolve 
issues faster.

• Configurable interface: 
Personalize your instance based 
on critical alerts and incidents 
that impact services.

• UI builder: Take advantage of a 
UI framework that supports 
theming, app configuration, and 
development.

Service Operations
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What is new in 
Platform 
Implementation 
– Tokyo Release



• App Engine Studio

• Table Builder

• Flow Integration to Table Builder

• Notification Dynamic Translation

• Formula Builder

• Email Notification Authoring

• Template sharing

• ATF AI Test Generator and Cloud Runner

• App Engine Management Centre

• Document Intelligence

• Flow Designer Integration Hub Dashboard

• Process bar in Flow Designer

• Read-only roles in Flow Designer

• ECMA script 2021

• Automation Engine

• Automation Centre

• Guided Setup

• Admin Centre

• S/MIME Support for Inbound Outbound 
Email

• Log Protection

• Adaptive Auth Enhancements for mobile

• Data Filtration

• PAD/Playbook Updates

Platform Implementation Highlights 
for Tokyo Release



• The ServiceNow® App Engine Studio application is a development 
tool for creators of varying skill levels to build applications that meet 
the immediate needs of your organization.

• App Engine Studio highlights for the Tokyo release

• Build low-code apps quickly, with more creators collaborating and 
less complexity.

• Design with guidance and templates within a holistic low-code 
development experience.

• Unite business aims and IT implementations with collaboration, 
reuse, and guardrails for enterprise-class support.

App 
Engine 
Studio



• The ServiceNow® Table Builder application is a modern, centralized 
way to create tables, forms, and display logic.

• Table Builder highlights for the Tokyo release

• Renamed application from “AES Table Builder” to “Table Builder” 

in the ServiceNow Store.

• Make fields on a form inactive and prevent them from displaying in 
the available list of fields in the form editor. Inactive fields may be 
reactivated from the Table tab.

Table
Builder



• Table builder provides a 
unified experience for 
tables, and form flows.

• Intuitive user-friendly 
experience for the users.

• Guided experience in the 
context of the table Work 
with data models in a 
tabular format. Table 
Builders exclusive to App 
Engine Studio.

Flow Integration 
to Table Builder



Go to advance view. To enable 
the functionality, we first check 
the Dynamic Translation 
Check box. Suppose we have 
customers from different 
counties from different 
languages then this feature is 
useful to translate the 
notification.

Notification 
Dynamic 
Translation

Image of Dynamic Translation check box 



• It provides Microsoft excel 
features, like performing some 
average, sum, or any sort of 
calculation. Excel-like formulas 
in place of scripts.

• Functions are defined in 
sys_transform_function.

Formula Builder



Email Notification Authoring

Create a notification in the 
notification table. Trigger 
these Notifications from flows 
with send Notification action. 
Low-code users can create 
notifications in the same 
notification table as other 
platform notifications.

Image highlighting Email Notification via flow 



• Specify which users and groups 
have access to predefined and 
custom templates in App Engine 
Studio (AES).

• During template sharing now you 
will be getting the options that 
specify you want to share with a 
Specific user and group or to all 
users and groups.

Template Sharing



ATF AI Test 
Generator and 
Cloud Runner
Using AI for Testing and simplifying 
the execution of automated testing 
with hosted headless testing. It will 
also reduce the time of the developer 
for testing. Accelerate testing with Al 
powered regression test generation.

ATF AI Test Generator and Cloud Runner



App Engine 
Management 
Centre
• It will assess and reduce 

potential risks of applications 
and deployment sprawl.

• Track adoption and identify 
bottlenecks in deployments.

• Configure pipelines for 
multiple deployments 
Processes.



Document Intelligence

• Human-assisted document parsing 
of structured documents. The 
system is capable enough to 
identify the content of the 
documents and read it for you.

• Tables and lists will be included.

• You can consume the parsed data 
inflow with OOB actions and 
templates.

Image  of Document Intelligence
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Flow Designer 
Integration Hub 
Dashboard
• It provides more attention to these aspects-:

• Usage

• Flow executions

• MID executions

• No module available(yet)



Process Bar in 
Flow Designer
It is used to show how the 
process has been generated.



Read-only Roles in Flow Designer

Enables a user to 
launch Flow Designer 
and Action Designer to 
view the configuration 
and execution details 
of flows, subflows, and 
actions.Writable
buttons/actions are 
removed.

Read-only roles in Flow Designer



ECMA script 2021
It supports ES6 Scripts and is currently available for Scoped applications only.

ECMA script 2021
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Automation Engine
Combination of Integration hub and RPA hub.

Automation Centre
• Central governance of automation requests and implementations.

• Show business value by showing CIO ROI against defined goals.

• Additionally, support UI Path robot executions.

• You can show time and money saved through RPA.

• REST API ανailable /sn_ac/auto/rpa.



Guided Setup
Create Guided Setup experiences for any app and Improved experience for app 

onboarding. Create guided setup experience for any app. we have guided setup for ITSM, 
ITOM and CSM, we can create such guided setup using the guided setup builder.



Admin Centre
Install and configure ServiceNow solutions using a guided experience that includes personalized 

application recommendations based on instance maturity and desired business outcomes.



S/MIME Support for Inbound Outbound Email
S/MIME support plugin should be activated. Then we can tick the digital signature and can 

encrypt the email. It Enables sending or receiving of encrypted email using the S/MIME 
protocol. Available from the classic email client and outbound notification.

S/MIME Support for Inbound Outbound Email check box



Log Protection

Log protection  used to check and protects the logs as per our requirements.



Image of 
Admin 
Protection 
Admin Panel



Adaptive Auth 
Enhancements for Mobile

• Supports Mobile access in an IP Access-
controlled instance.

• Requires adaptive authentication.

• Users must be on pre-registered devices.

Image of Adaptive Auth 
Enhancements for mobile



Data Filtration
Use data filtration to control access to tables 
and records based on subject attributes when 
performing read queries.Requires adaptive 
authentication.

• Data filters are used to grant access based 
on information within a record.

• Use  subject attribute based condition 
builder.

• Data filtration uses a deny based model to 
control access to records.

• Data filtration rule enforcement is consistent 
with that of READ ACLs.

• Data Filtration supports session debugging 
to see which data filtration records apply for 
a given query.



PAD/Playbook Update

• OOB Activities for DocuSign, Adobe Sign, 
MS Teams and Slack.

• Improved Performance with Proxied Data 
Broker feature.

• Improved Efficiency with auto-advance 
steps and stages.

• Improved activities properties sidepanel.
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What is new in 
IT Service 
Management
– Tokyo Release



IT Service Management Highlights 
for Tokyo Release

• Benchmarks

• Incident Management

• Service Portfolio Management

• Service Operations Workspace for ITSM  

• Walk-up Experience

• Change Management

• Vendor Management

• Workforce Optimization for ITSM



Benchmarks

• The ServiceNow® Benchmarks application gives you instant 
visibility into your key performance indicators (KPIs) and 
trends. It also provides you with comparative insights into the 
industry averages of your peers.

• Benchmarks highlights for the Tokyo release
• It Measure the Virtual Agent customer satisfaction scores, how 

many conversations were handed off to an agent, and the 
number of monthly unique users by using the Conversational 
Interfaces KPIs.

• Track the number of deflected incidents and the incidents that 
were auto-resolved with ITSM Virtual Agent KPIs.



The Read-only indicator of Benchmark

The Read-only indicator in the flow 
footer means a flow cannot be edited. 
Developers can make a flow read-only 
to prevent modification by other 
developers. A flow is also marked as 
read-only if another developer has 
modified a flow and not committed the 
updates when using source control.



Service 
Portfolio 
Management

• The ServiceNow® Service Portfolio 
Management application enables you to plan, design, 
build, and implement your service portfolios.

• Service Portfolio Management highlights for 
the Tokyo release

• View availability results.
• Convert services in bulk.



Incident
Management

• The ServiceNow® Incident management is a series of steps 
taken to identify, analyze, and resolve critical incidents, which 
could lead to issues in an organization if not restored.

• Report View Access Control List (ACL) - Incident 
Management.

• This feature is added for the incidents and incident tasks to 
enable users to have a safer and more secure access to the 
reports available on the dashboards.



Service 
Operations 
Workspace 
for ITSM

• The ServiceNow® Service Operations Workspace application is a 
configurable workspace that provides a unified experience for 
multiple IT Service Management and IT Operations 
Management capabilities. Configure your agent experience using 
the easy-to-navigate interface of Service Operations 
Workspace for ITSM.

• Service Operations Workspace for ITSM highlights for 
the Tokyo release

• Prioritize issues for tier-2 agents through an overview of 
outages, service announcements, and assignments.

• Improve the incident resolution time by investigating it using 
the metrics data collected from Agent Client Collector (ACC).



Walk-up
Experience

• The ServiceNow® Walk-up Experience application 
enables you to create and manage an on-site support 
channel where requests and issues are resolved and 
fulfilled by experienced agents, whether in person, in real 
time, or remote.

• Walk-up Experience highlights for the Tokyo release
• Optimize the efficiency of a Walk-up location by accepting 

appointment bookings based on the reason for the visit.
• Configure variable time slots based on the reason selected.
• Enhance the check-in experience of requesters at a 

location with improved badge reader integration.



Change
Management

• The ServiceNow® Change Management application 
provides a modern approach to managing the lifecycle 
of all changes in your organization, enabling high-
velocity change without compromising stability and 
governance.

• Change Management highlights for the Tokyo release
• Visually monitor the Change process health for a change 

model or change type. The process health is used as a 
parameter for the Risk Scoring Capability.

• Improve precision and drive additional change 
automation in your existing change process by 
implementing next-generation risk functionality.



Multimodal 
change

Change success 
score



Vendor 
Management

• The ServiceNow® Vendor Management Workspace application 
enables you to monitor the performance of your company's 
vendors and manage all vendor-related information from one 
location. 

• Vendor Management Workspace highlights for the Tokyo release
• Clone and then configure the Vendor Management Workspace pages 

by using the Next Experience UI Builder.
• Access context-sensitive help by using the Help panel in 

every Vendor Management Workspace screen. You can edit the 
content and personalize it to fit your needs.

https://docs.servicenow.com/bundle/tokyo-application-development/page/administer/ui-builder/concept/ui-builder-overview.html


Workforce Optimization for ITSM

• The ServiceNow® Workforce Optimization for ITSM application enables you to manage and 
maintain the productivity of your workforce from a single location

• Workforce Optimization for ITSM highlights for the Tokyo release
• Assign any type of work item that is based on your teams' skills and available capacity by using the calendar 

in Work scheduler.
• Enable your agents to assess their skill proficiency based on your request in Service Operations 

Workspace. You can approve or reject skills. Agents can also request the review of new skills that they have 
been using to be added to their profile.

• Capture and analyse feedback by using surveys.
• Monitor improvement opportunities in Workforce Optimization for ITSM by using Process Optimization.
• Create learning paths and monitor the progress that your teams have made to learn new content. You can 

also provide your teams with a guided path so that your teams can achieve advanced skills and 
competencies.
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What is new in 
IT Operations 
Management
– Tokyo Release



ITOM
Governance
Application



Add a footer 54

• New application in the Tokyo release

• Provides the workflows to assess the cloud readiness of your organization and 
enforce the cloud governance guidelines.

• Plan, organize, and track the migration of the enterprise IT resources and workloads 
of your organization to the cloud.

• Remediate the missing and incorrect cloud resource tags.

• Check the cloud resources of your organization for configuration policy violations and 
fix them.

• Build custom workflows to interact with the cloud resources of your organization.



ITOM Governance
Cloud Migration Assessment application

• To plan, organize, and track 
the process of relocating 
your enterprise IT resources 
and workloads to cloud 
platforms.

• Use the Assessment 
dashboard to review the 
statistics of the migration 
tasks and monitor the 
migration progress.



ITOM Governance
Cloud Configuration Governance Application

• To check the configuration 
settings of cloud resources in 
your organization against a set 
of policies to identify violations.

• Use the dashboard to review 
the health score of the cloud, 
policy violation statistics, policy 
violation trend, remediations 
overview, and more.



ITOM Governance
Cloud Action Library application

• Provides ready-made 
Automation Engine actions and 
sub-flows used with store apps 
like the Cloud Configuration 
Governance (CCG).

• Appropriate IntegrationHub/App 
Engine entitlements will help to 
use the CAL actions in the 
workflows to interact with the 
cloud resource.

• To interact with the cloud 
resources of the organization.



ITOM Governance
Tag Governance application 

• To establish your tagging policies 
for all  IT Resources.

• Use the tag governance app as 
center-piece to drive tag-based 
service mapping and CSDM 
strategies

• Helps to setup tagging policies 
consistently for all clouds and 
non-cloud resources.

• Use in a production instance to 
update the resource tags in the 
cloud.
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• Event Management 

• Health Log Analytics

• Agent Client Collector

ITOM Health 



EVENT
MANAGEMENT
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• Monitor alerts using a modernized look and feel with the Service 
Operations Workspace.

• Better visualize the impact of an alert on service offerings, and 
business and technical services by using enhancements to 
the Service Operations Workspace UI.

• Take advantage of enhancements to the efficiency and accuracy of 
metrics you receive in Metric Intelligence.



Event Management
Service Operations Workspace

• Personalized landing page for the 
operator that displays assigned work 
and work priority.

• Extensive configuration and 
customization options.

• Align with the Common Service Data 
Model (CSDM):

• Service dashboard tiles grouped 
according to a selected service 
portfolio, which enables you to 
view services by service offering  

• An alert form table that displays 
the service offerings that are 
impacted by an alert



Event Management
Event Field Mapping

Configure event field mapping 
based either on the event 
monitoring source or on a custom 
filter condition for event field 
mapping, or both.



Event Management
Accelerated RCA

• New ServiceNow® DevOps Config 
application validates and manages 
the configuration data of your 
enterprise applications across every 
stage of the DevOps pipeline.

• New source of Change Records, a 
new source for configuration files and 
usability enhancements.

• Compare and identify the difference 
between configuration file versions.

• Quickly identify the Configuration 
which negatively impacts.

• Can also see the previous 
configuration which was working fine.



DevOps Config

• Automatically prevent non-compliant changes in your configuration data before deployment.

• Integrate your most common DevOps tools and processes such as Azure DevOps Pipelines and Jenkins 
orchestration.

• View the DevOps Config Insights dashboard to analyze tool integrations, configuration data management, and 
configuration data validation.

• Manage and secure your configuration data across multiple sources using the DevOps Config configuration model as 
the single source of truth.

• Use other ServiceNow applications that work better together such as use DevOps Config with DevOps Change 
Velocity.

Helps to validate your configuration data before deployment.



Event Management
Bringing Service Portfolio to the Service Dashboard

• In Service Dashboard from 
SOW - Group by Service 
Portfolio

• We can now see which 
service offerings are 
currently impacted by 
service degradation.

• New tab on the Alert form 
that provides a list of 
Related Service Offerings.



Event Management 
Multiple Event Management Rules Processing

• Additional matching Event Rules will 
be executed in the order of priority

• Transform and compose is applied 
on previous Event Rule output.

• Threshold is disabled for rules that 
have the "Apply additional matching 
rules" checkbox ticked. You can still 
apply a threshold with the last rule in 
the chain.

• Last CI Binding wins - each binding 
setting is overwritten by the next 
Event Rule if it exists. 



Metric Intelligence MAD Model

• Metric Intelligence (MI) does times 
series explanatory data analysis to 
identify the best algorithmic fit for the 
actual time series data at hand. 

• The Median Absolute Deviation Model 
(MAD) is applied when the time series 
is identified as inherently noisy and 
when the data aligns with Generalized 
Extreme Value Distribution. 

• This ultimately reduces the risk that 
false positive anomaly alerts can be 
generated. 



Event Management
Remediation Actions using IH 
Spokes

• The EM Connectors store app 
shipped remediation flows, 
actions and associated alert 
management rules. 

• This is in addition to OOB 
connectors for Scout APM, 
Honeycomb and Kafka.

Remediation Actions using IH Spokes





HEALTH LOG
ANALYTICS



Health Log 
Analytics
• New data source that can be used in 

dashboards in the Analytics Centre.

• HLA saved searches can be used 
into valuable visualizations.



Agent Client 
Collector
for Visibility 
(ACC-V)

• Includes the following support:

• SAM Basic metering supports MAC.

• ACC-V supports data collection for Intel vPro Platform.

• Retrieves edition information for Adobe Acrobat and MS SQL 
Server with SAM installed.

• Detects portable applications, such as Firefox, VLC, 
Notepad++ etc, for Windows.

• Uses push-based Discovery to discover DNS names.

• Windows 11 Professional and Enterprise 
Editions, Windows 2022, macOS Monterey (x86), CentOS 
Stream 8 and 9, and RHEL 9.



ITOM
VISIBILITY
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ITOM Visibility 
Application service readiness dashboard

• Service Mapping uses data 
processed by Predictive 
Intelligence to generate 
suggestions for traffic-based 
connections.

• Predictive Intelligence evaluates 
connections between application 
fingerprints, CIs and processes, 
and ranks their relevancy.

• Service Mapping uses this 
information to create connections 
based on connection rules.
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ITOM Visibility 
Cloud Operations Workspace

• The Cloud Operations 
Workspace provides a new and 
rich experience for setting up the 
cloud discovery schedules and 
managing your cloud viewing 
preferences.

• Cloud Resources Inventory 
Dashboard is used to filter and 
view resources across multiple 
dimensions like accounts, 
regions, along with operational 
information on stale resources, 
cloud event inflow rates, and 
staleness.
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• GCP Global or Regional resources and DB services

• Extended Docker Image for Kubernetes and Docker Virtualization

• MSSQL components of the MSSQL server

• HPE BladeSystem Enclosure

• Couchbase Database

• Kubernetes on GCP

Enhanced 
Discovery 
Patterns

https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/service-mapping/reference/google-gcp-discovery-pattern.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/service-mapping/concept/kubernetes-discovery.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/discovery/concept/c-docker-virtualization.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/discovery/reference/mssql-data-collected-pattern.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/service-mapping/reference/hpe-bladesystem-enclosure-discovery.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/service-mapping/reference/couchbase-db-discovery.html
https://docs.servicenow.com/bundle/tokyo-it-operations-management/page/product/service-mapping/concept/kubernetes-discovery.html
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What is new in 
HR Service 
Delivery
– Tokyo Release



Path to Successful Upgrades
Upgrading your instance involves planning, testing, and validation. The release notes guide you through 

completing all of the phases and tasks for a successful upgrade.



What’s new in the Tokyo release for 

HR Service Delivery?

• Manager Hub

• Journey Designer

• Issue Auto Resolution for HR

• Virtual Agent Actionable Notifications

• Process Optimization for HR

• Employee Center enhancements

• HRSD integration with Microsoft Teams enhancements

• HR Agent Workspace enhancements

• Employee Relations enhancements

• Universal Request enhancements

• Universal Task enhancements

• Document Templates enhancements



Manager Hub 
Empower people leaders to better support their employees’ needs

Get a comprehensive view 
into teams journeys, daily 
team stats, 
pending learnings, and 
important dates

Enable managers to 
receive notifications 
and take 
action on employee tasks 
and requests

Access curated content for 
managers, announcements, 
and leadership development 
resources in a single place

1

2

3



Journey designer 
Improve the manager experience with personalized employee journeys

Automate workflows with 
Journeys, a unified 
experience that joins 
Journey Accelerator and 
lifecycle events

Empower managers to 
personalize journeys or tasks 
with AI-powered learning 
recommendations

Gain insight into employee 
satisfaction within journeys 
and quickly act on feedback

1

2

3



Issue Auto Resolution for HR 
Resolve HR cases faster with AI-powered automation

Improve case deflection with
AI-powered automation to 
resolve routine employee 
requests quickly

Leverage NLU to analyze 
unstructured requests and 
deliver self-service 
content across MS Teams, 
SMS, and email

Identify critical or sensitive 
cases and route them directly 
to an agent when higher level 
support is needed

1

2

3



Virtual Agent Actionable Notifications
Improve manager and employee engagement

Deliver approval and task 
notifications (nudges) to 
employees and 
managers via Virtual Agent

Allow users to interact and 
respond to journey events 
within their natural workspaces 
like Microsoft Teams

Complete actions like 
adding a mentor to a 
journey, leaving a comment, 
or approving a request

1

2

3



Process Optimization for HR
Enable organizations to analyze and improve HR service delivery processes

Leverage out-of-the-box 
capabilities to identify 
bottlenecks, redundancies, 
and opportunities for 
automation

Replace time-consuming 
manual analyses and costly 
consultants with automated, 
data-driven process maps

Access best practice 
content packs for HR 
service processes to deliver 
faster time-to-value

1

2

3



Employee Center Enhancements

Deliver a unified employee experience 
from anywhere

Allow managers to ‘view as’ 

their employee and learn 
what content 
and information is available 
to them

Navigate, search, and 
contact employees more 
efficiently with an enhanced 
org chart experience 

Deliver personalized ‘genius’ 

answers to common 
questions like PTO, and 
allow users to take 
immediate action 

1

2

3



HRSD integration with Microsoft Teams 
Enhancements

Create great experiences that 
meet employees where they are 

Enable employees to view 
MS Teams chat history in 
Employee Center 
that’s associated with a 
request

Empower 3rd party providers 
with guest access to support 
employees via MS Teams

1

2



HR Agent Workspace Enhancements
Automate services and support with a purpose-built workspace 

Allow agents to add ad hoc 
approvals to HR cases and view 
approval history in the activity 
stream

Empower agents to configure 
customized tab labels on HR 
cases for case numbers, services, 
and subject persons

Transfer attachments to a newly 
created HR case from an 
interaction record

1

2

3



Employee Relations Enhancements
Manage the performance improvement process with greater efficiency  

Empower managers to initiate, 
view, and track performance 
improvements plans with 
confidentiality

Handle performance 
improvement issues more 
effectively with out-of-the-
box workflows and document 
the process

Ensure employees complete 
to-dos and other assigned 
tasks as per 
employee relations guidelines

1

2

3



Universal Request Enhancements

Deliver an Omni-channel 
ticketing experience  

Support employee ticket 
creation across various 
channels including 
Employee Center, Virtual 
Agent, or email

Empower agents to associate 
multiple tickets within a single 
request to support cross-
departmental collaboration

1

2



Universal Task Enhancements

Simplify the HR agent experience

Support assignments for groups 
of people with notifications to all 
employees involved with a 
task

Leverage out-of-the-box 
email notification templates for 
an enhanced employee 
experience

1

2



Document Templates Enhancements

Create simple, more 
intuitive experiences for HR agents

Empower your service delivery 
team to send emails using any 
document template in the 
configurable 
workspace

Enable users to preview 
HTML attachments for HR 
cases in new document 
templates

Allow HR agents to e-sign any 
document template in the 
configurable workspace

1

2

3



• Gain complete visibility into 
team activities

• Support managers 
with better resources

• Improve productivity 
& engagement of teams

• Enhance the 
journey experience

• Deliver personalization with 
automated workflows

• Make it easier 
for managers to take 
action

• Create efficiencies with AI-
powered automation

• Deliver simple, omni-
channel experiences

• Analyze 
unstructured requests with 
NLU

KEY TAKEAWAYS

321

Improve the manager
Experience

Deliver unified journeys
with personalization

Resolve employee
inquiries faster
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What is new in 
Customer Service 
Management
– Tokyo Release



Customer Service Management

• With Order Management for Customer Service Management, agents can place orders faster.

• With Task Intelligence, multi-lingual case categorization, attachment-based case categorization, sentiment 
analysis, and document intelligence, agents can evaluate, prioritize, and resolve cases more quickly.

• Support for external business locations will enhance the industry data model unify operations across 
internal and external business locations within a brand.

• Next Best Actions renamed as Recommended Actions.

Customer Service Management application enables customer service organizations and service operations to 
collaborate on customer problems proactively to resolve customer issues.

Customer Service Management highlights for the Tokyo release



New Features in CSM
- Tokyo Release



Task intelligence for Customer Service
Task Intelligence for Customer Service offers several AI capabilities such as language detection, multi-
lingual case categorization, Sentiment Analysis, and Document Intelligence. These capabilities automate 
several routine tasks across the case lifecycle and enable agents to focus on complex case resolution.

Task Intelligence features on the Case form:



Task Intelligence for Customer Service provides 
the following types of categorization:

• Multi-lingual case categorization: This 
feature uses one machine learning model to 
support multiple languages, so you no longer 
need one model per language. The model can 
also support additional languages as needed.

• Attachment-based case categorization: 
This feature evaluates text in the email subject 
and body, the case short description and 
description, and the attachments and uses all 
of this information to predict field values. As a 
result, you can integrate predictions with 
Advanced Work Assignment (AWA) and 
automatically route cases to the appropriate 
service desk based on these values.

1. Case Categorization: 
This feature uses machine learning models to evaluate text, predict field values, and automatically populate fields on the case record.

Task Intelligence for Customer Service features:



2. Sentiment Analysis: 
Sentiment Analysis can help you gauge customer emotions, enabling you to provide more empathetic and compassionate customer 
experiences.

Use the sentiment analysis 
feature included with Task 
Intelligence for Customer 
Service to:

• Evaluate email and case 
text.

• Identify the current 
sentiment of new cases.

• Identify the ongoing 
sentiment of updated 
cases.

• Display this information 
to agents and managers.

Case list with sentiment fields



3. Language Detection: 
Identify the language used to create a customer service case and add the language to the Language field to the 
case record. This feature can identify up to 20 different languages.

Use the identified 
language to route 
cases to 
assignment 
groups and agents 
with the necessary 
language skills.



4. Document Intelligence: 
Extract relevant information from PDF and image files, such as credit card numbers, vendor names, or customer 
addresses, and add that information to fields on the case.

Document 
intelligence reduces 
the time needed to 
resolve the case by 
automating some of 
the routine case 
tasks, which enables 
agents to focus on 
more complex case 
resolution.



5. Task Intelligence Admin Console: 
The Admin Console provides a business friendly interface that you can use to create, train, and deploy machine 
learning models to predict field values for cases.

The models provides 
flexible options to either 
auto-fill values on the 
Case form or to provide 
recommendations only, 
depending on the 
sensitivity of those 
fields. An option is also 
available to run the 
model in the 
background only for 
monitoring purposes.



Quickly launch a call to action (CTA) within a guidance. Agents can access recommended actions in the contextual 
side panel in CSM Configurable Workspace and execute a guidance with a single click.

Recommended Actions 
- Guidance Card
Users can access recommended actions in 
CSM Configurable Workspace by clicking the 
Recommended Actions icon in the contextual 
side panel. Actions of the 
type Guidance and Guided Decision 
Tree are displayed as cards within this panel.

Recommended Actions: Enhanced Call to Action
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Use the business location entity to create an organizational structure 
that includes internal and external business locations such as stores, 
branches, franchises, and dealerships.

With the business location entity you can:

• Create internal and external business locations using a hierarchy, 
with parent and child locations.

• Associate users within a business location, which makes them 
staff members of that location.

• Provide staff members at a business location with access to the 
customer cases and information for that location.

• Create teams of staff members to support accounts, consumers, 
and households.

• Provide the staff members on those teams with access that 
enables them to manage cases for their accounts, consumers, 
and households.

Support for 
External 
Business 
Locations



105

Service 
Organization 
Install Base

Extend proactive customer support to the industry data model, by 
tracking products and services installed at service organizations.

Starting with the Tokyo release, service organizations can:

• Track and manage products and services installed at a business 
location.

• Enable contributors at a business location to submit cases and 
request help.

• Create and resolve cases for sold products and install base items 
deployed at a business location.
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• Businesses often must share addresses between 
accounts, within an account hierarchy, or across 
hierarchies. An enhanced address data model 
makes it possible to link a location with multiple 
accounts without creating multiple location records.

• The enhanced address data model maintains the 
relationship between accounts and addresses in a 
new table. By default, this feature is enabled for the 
new customer service management (CSM) 
customers. However, it is optional for upgrade 
customers.

Enhanced 
Address Data 
Model for 
Accounts



The language selector widget enables guest users and unauthenticated users to 
select, view, and update content in their preferred language.

Enable language selection 
for guest users



After upgrades and deployments of new 
applications or integrations, run quick 
start tests to verify that Customer 
Service Management works as 
expected. If you customized Customer 
Service Management, copy the quick 
start tests and configure them for your 
customizations

Quick start tests 
for Customer Service 
Management



Changes in CSM
- Tokyo Release



Task Intelligence: 
Language detection
Predict the language used to 
create customer service cases 
and assign the language to the 
case as a skill. 

Cases can then be routed to 
agents with the necessary 
language skills.  

Applications moved to the 
ServiceNow Store
The following applications are available on 
the ServiceNow Store, providing 
customers with access to new features 
and enhancements in between releases.

• CSM Configurable Workspace

• Guided Decisions

• Recommended Actions for 
Customer Service 

Next Best Actions 
renamed as 
Recommended Actions
The Next Best Actions feature 
has been renamed as 
Recommended Actions.



Deprecations in CSM
- Tokyo Release
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Starting with the 
Tokyo release, 
the following 
applications have 
been deprecated:

The Legacy - Workforce Optimization for 
Customer Service plugin (com.snc.wfo.csm) is 
being prepared for future deprecation. It will 
be hidden and no longer activated on new 
instances but will continue to be supported.

The Vaccine Administration Management 
v5.0 is no longer deployed, enhanced, or 
supported..
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New Features in 
Order 
Management
– Tokyo Release



Order Management 
for Customer Service Management:
The ServiceNow Order Management application enables you to create products and services, capture and 
manage customer orders, create product catalogs, add pricing, and group products into bundles..

Order Management highlights for the Tokyo release:

• Create products and add them to a product catalog for easy viewing.

• Use the customer service portal to view an order's status.

• Add pricing to individual product attributes.

• Group products into attractive bundles to increase sales.



Group products into Bundles Feature
A bundle type product offering lets you group products together and allows you to add attribute pricing to 
products within the bundle.

1. Add product attribute pricing and bundle pricing:

• Add pricing attributes to features in a product in the Order Management for Customer Service 
Management application. Attribute pricing lets an agent set up a difference for a feature, such as a larger 
microwave instead of a smaller microwave, and it automatically updates when the product is selected.

2. Create and publish product offerings:

• Create and publish product offerings in Order Management for Customer Service Management to enable 
order agents to begin the order process.

• A product offering is the entry in a catalog that includes the products, their characteristics, and pricing. 
When a product is published, it becomes available to order agents who can then create orders for the 
product.
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New Features in 
Workforce 
Optimization
– Tokyo Release
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Workforce Optimization 
for Customer Service Management:
Workforce Optimization for Customer Service application is used to manage and maintain 
the productivity of your workforce from a single location.

Workforce Optimization highlights 
for the Tokyo release:
Use Demand Forecast to enable managers to view their agent staffing forecast at 15-, 30-, 
and 60-minute intervals.



Demand Forecast in Workforce Optimization feature
Demand Forecast enables managers to view their agent staffing forecast at 15-, 30-, and 60-minute 

intervals on the team calendar. This feature enables managers to adjust and prioritize schedules, tasks, 
breaks, and meetings for their agents without impacting service objectives.

Demand Forecast view for a team:



Login
For The First Time
• User Analytics works to improve 

user experience by tracking your in-
app activity, including your 
interaction with app, to improve 
performance and user experience.

• Introduction, quick guide. 
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