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Next Experience

Modernized look and feel, and unified navigation

So glad you've landed here, Beth = 4 . Drive workforce productivity
T:;r::‘w:ztztlr:tu?)g:::::\:x with new menu loatures that make & eacier 10 a - D : with purpose. bUil' workspoces
Owox it out " \ "

Review your work

Empower service delivery teams
with targeted tools and information

Assprunests W

s vhw

Bring together platform apps with
unified engagement

Set preferred work mode, such as
light or dark mode, fo reduce eye
strain and enhance productivity




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.

Contextual app pill

Provides the context for where you are
inthe instance and enables you to favorite

.......................

NOW | Favorites | History  Workspaces

y for you to do your job.
& Collaboration Services Wor...

[B VTB - Onhold Workspace C...
& Vendor Manager Workspace

Retrieve the menuitems and modules
you have access to in your instance,
favorite them, and return to items

Notifications Help

View and persondlize the notifications that (---.. ..., Access ondemand help when
are applicable to you based on access P you need it
and admin configurations.

‘ () .
5 ITIL Dashboard ¥¢ _} - I

ck tour of key features. See how our navigation . ¥ . . Sys
4 v i ‘

@ 8 Profile
v @ Preferences

! @ |mpersonate user

0 T Elevate role

Global Search Gl

Search across your instance
to return the results that are |
most relevant to you, :
|
I
]
[}
User menu
Personalize your instance and
set your user preferences.
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W

Quickly get to Switch between Alway
the places you tasks and tools know whe
love with ease you are

Find anything
in the platform

Work your way

B Menu All Favorites History

O Y Filter

| —— 8 min ago

B | hrago
d BN 2o

YESTERDAY

See everything available See where you are at the

Pin or unpin your : Add Favorites so you Pick up where you left
. in one place, and apply . , top of the page, and star
menus to maximize your , can easily get back to off by using your : :
: filters to narrow down to : : your favorites for quick
working space. them later. browsing History.

what you need. access.



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.

l) Intelibliss



Next Experience
Banner Announcements

(D Lorem ipsum dolor sit amet nullam sodales Lorem ipsum dolor sit amet, consectetur adipiscing elit. Mauris vehicula... Lorem ipsum dolor sit laoreet View All(3) .7

now All  Favorites History Workspaces B Application Title Q. Type to search

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.



Sidebar Workspaces

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

Q, Search

Sidebar discussions

-~
r

( Al Unread Favorites H‘}

_.——'—'_'_._'_-—-_-_'_'_"‘—-._._‘_

o

TODAY

£4 This is the start of a Sidebar disscussion 77
System Administrator, Beth Anglin, David Loo +3

® System Administrator added 5 participants to the

5

discussion

IMSO000007 » Closed Complete



List View

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.
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List View - Personlize
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 Needs attention

 Personal Portfolios
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Service Operations

* Unified navigation: Collect e
incidents, changes, alerts, and = I
log data to lift service and i b
operation teams' productivity.

* Collaboration: Collaborate i
across service operations and . 4 i ) ' 6 o
other teams instantly to resolve Pt

issues faster.

et

''''''

* Configurable interface: = Wpcaming
. . oy arupred ooy leam (BE
Personalize your instance based e
on critical alerts and incidents ——

that impact services. ok sy

* Ul builder: Take advantage of a
Ul framework that supports
theming, app configuration, and e e | MM R AR P O
development. i e A
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What is new In
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Platform Implementation Highlights

for Tokyo Release

* App Engine Studio

* Table Builder

* Flow Integration to Table Builder

* Notification Dynamic Translation

* Formula Builder

* Email Notification Authoring

* Template sharing

* ATF Al 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

|\

>



* 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
A p p * Build low-code apps quickly, with more creators collaborating and

En g ine less complexity.

* Design with guidance and templates within a holistic low-code

St u d | O development experience.

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




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

I * Table Builder highlights for the Tokyo release
Tab e * Renamed application from “AES Table Builder” to “Table Builder”

B U | I d er 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.

>




Flow Integration e Foms  (F)
to 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.




Notification
Dynamic
Translation

Go to advance view. To enable
the functionality, we first check Bt Dty Tepriutins
the Dynamic Translation L-———— - -
Check box. Suppose we have
customers from different
counties from different
languages then this feature is

useful to translate the Image of Dynamic Translation check box i :

notification.



Formula Builder

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.




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.

7" Send email noticaion % ©
When triggered via Flow Action

Image highlighting Email Notification via flow



& Templates

Template Sharing i Mot

» 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 Ipechc users and group :
specify you want to share with a sl g
Specific user and group or to all
users and grOUpS. Users and groups with access

et templetesiher I

Share template Edit properties

SR whvch UAErS A RrOuds eih ADp EnBine SHtho Acoend can ew 1he ertohiie and uae B 10 Butd spphcatiorn

Share

— Deactivate

Al users and groupns

Al




ATF Al Test
Generator and
Cloud Runner

Using Al 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 Al Test Generator and Cloud Runner



App Engine
Management
Centre

It will assess and reduce
potential risks of applications
and deployment sprawil.

« 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.

PURCHASE ORDER TOTAL

Image of Document Intelligence
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Flow Designer
Integration Hub
Dashboard —_—

* It provides more attention to these aspects-: : .
* Usage s | =
* Flow executions
* MID executions

* No module available(yet)



Trigger “ '|_||:H:| ated i

Process Bar in @ e
Flow Designer | |

It is used to show how the &
process has been generated. @
] Wait for a duration of time ¢

: n send Ema

s @ Wait for a duration of time 3




Read-only Roles in Flow Designer

fd_read
Enables a user to

launch Flow Designer
and Action Designer to

view the configuration

and execution details fd_read_flows fd_read_actions
of flows, subflows, and
actions.Writable l

buttons/actions are
removed. fd_read_operations

Read-only roles in Flow Designer




ECMA script 2021

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

ECMAScript 2021 (ESé+)

tokyoRelease("ESE

ECMA script 2021 I\




W

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 Ul Path robot executions.
You can show time and money saved through RPA.
REST API available /sn_ac/auto/rpa.

Dintelibliss
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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.

MW Guided Setup PMayes

Conversational Interfaces Guided Setup

Pick the type of setup you wish to configure




Admin Centre

Install and configure ServiceNow solutions using a guided experience that includes personalized
application recommendations based on instance maturity and desired business outcomes.

SerVicen()w All Favorites History
Manage your instance
Review apps to update Review apps to install Review notifications

Review your work

Assignments 3 Critical Tasks

Number Created - Short description O

2018-10-11 12:11:34 | have a pending change request

Open tasks by priority




S/IMIME 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/IMIME
protocol. Available from the classic email client and outbound notification.

S/MIME Support for Inbound Outbound Email check box

v Encrypt emails

Digitally sign your emails



Log Protection

Log Protection
Information & Agreement

~

What does it do?

This plugin allows you 10 enforoe protection rules arcund whiether records can be modfed or deleted for he following system log tables

. sysiog

« SYSiOg ransachon

« Sys_outbound hitp log
« Sysevent

« Sys_audt

« Sy$ push _nolficatson

For each system log table you can specty one of 4 protection levels

1. Block changes (Only block the attempt)

z Log changes (Only log the attempt)

3 Block and log changes (Block and jog the attermpt)

4 Allow changes (Don't block and don't log the attempt)

According o the policies, any record modifying cperations from the user miedace of via sonpl will De intercepied by the platiorm and be blocked andior logged.

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




Event [yyrevent)

Update Protection Owtete Protection
L]
A d m I n Wk et log the ot tumgt Bioh and sog e st teenget

Tramsaction Log Entry [sysog transaction]
Vodete Protecton Owiwrtr Prostectaon

Protection S ==

Push Notification [sys_push_notification)
Lpsdaty Prated tan Dwdety Protecton Appty to Ol Tatses

Admin Panel e -

Sys Audit [sys_audit]

Undate Protectan Dewtete Pronae ton [ ) Acgwy to (it Tadsies

Oy g the prtemmpe Ordy mg ™ attwmpt




Device Registration

Yo are regquired o meglater this device Tor e while
Nl oornescted 0 6 corporate netvwork. Follow this sleps
below 10 register thiz device

Adaptive Auth
Enhancements for Mobile
® Supports Mobile access in an IP Access-
controlled instance.
* Requires adaptive authentication.
* Users must be on pre-registered devices.
| - - l\
¥

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 ACLSs.

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.

U2

Ay

Add activity
a Docyps

© ot

© PAL Doadiage Actvies

@
* Decsdips Actownt - Account Record o
WS Sooke_ a0l tunts 1abie WHEH wil e Used @
UNEOL Ol CETALS 8 QUL

Owtpvin
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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 l




* 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
iIndustry averages of your peers.

* Benchmarks highlights for the Tokyo release

B enc h mar kS * |t 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.




now. | Flow Designer

Flow : Flow
VTB Sample Flow 2 Benchmark Recom... +:

Benchmark Recommendation Eval...  Acie

TRIGGER

@ Benchmark Activity Created where (Date on Last month, and Type is Download)

ACTIONS

1 @ Look Up Recommendation Records where (Active is true) @

2 % Delete Recommendation Evaluations @

Read—un]}r Status: Published Application; Benchmarks Spoke

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.



* The ServiceNow® Service Portfolio

- Management application enables you to plan, design,
SerV| ce build, and implement your service portfolios.
PO rtf() | i() * Service Portfolio Management highlights for
the Tokyo release
M an ag em ent * View availability results.

* Convert services in bulk.



* 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.

Inc | d ent * Report View Access Control List (ACL) - Incident
Management.
M an a.g eme nt * 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.



* The ServiceNow® Service Operations Workspace application is a
configurable workspace that provides a unified experience for
multiple IT Service Management and IT Operations

Servi ce Management capabilities. Configure your agent experience using
] the easy-to-navigate interface of Service Operations
O p erations Workspace for ITSM.
* Service Operations Workspace for ITSM highlights for
Workspace the Tokyo release
for ITS M * 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).

>



* 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

Wal k-u p time, or remote.

* Walk-up Experience highlights for the Tokyo release

EX p er | e N C e * 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.



* 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.

Ch al g € * Change Management highlights for the Tokyo release

* Visually monitor the Change process health for a change
M an ag em ent 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
iImplementing next-generation risk functionality.



servicenow.

servicenow. =0

Pinned Models Preapproved | All

Emergency
*

1T, Mode § Emengescy Change

Change Registration

This model is intended to capture a record of an
automated change. There are no approvals associated
with this change model.

State model

Add network switch to » Change Success Score Card

Sanfrgpun PROFILE CHANGE HISTORY

Success Metric

Standard
ITIL Mode 1 Standard Change

2022 Tan Table Update
Total changes

Successful changes

Replace printertoner s < Successful changes with issues
Unsuccessful changes
Plincidents caused by change

Software P2incidents caused by change
P3incidents caused by change

El) 17 department responsible for all software
requests including installation and repair

View change history details

Multimodal Change success
change score



* 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 -
* Vendor Management Workspace highlights for the Tokyo release
M an ag ement * Clone and then configure the Vendor Management Workspace pages

by using the Next Experience Ul 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
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— Tokyo Release
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ITOM
Governance
Application




Add a footer

Dintelibliss
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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.

54



ITOM Governance

Cloud Migration Assessment application

Bazessment dashboard

* 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

T e LT LSRR Eral | e

Y, M e

* 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.




Flows sSubfiows Actions Execunions Connections Help

ITOM Governance B

Cloud Action Library application

Intemad name Annliaton & Stafus

Choud Action

Publihed i
Librany

Etrpsct Crntlintial Fo poiet awd_ewtrect_credendinl meportd

Cloud Action

CAL - Anare WM Monitarins Metnc Daks ca__mrure_wmi_manitoring mecnc_dats Puilished

* PrOVIdeS ready-made AWS Tuen OMECT |Halanes
Automation Engine actions and ]
sub-flows used with store apps oL L vty X
like the Cloud Configuration
Governance (CCG).

* Appropriate IntegrationHub/App n
Engine entitlements will help to ANS Ensble FCQ tanee MonRarin aws_eeble_eck instence morioriE o Published b
use the CAL actions in the o o Chgataation
. . - Rgsokm Credend|al Allas _remotee_oedonbial_aliaxs — Fublishod
workflows to interact with the e
cloud resource. AL Ay VWP Mt T SIATRL  paished 1

* To interact with the cloud T sws. et ryion ey Puelshed

resources of the organization. o Actian

AZung e OIT Virual Hachineg anEn tan o simual maching Pritileshisd

Libimry

g Ak

aws_lhen_ il _scl isalance Pighlbihid

S0k - PUNS LES 5T Bt Rets awes_ st 83 buckets Pubilshisd

Chpuid ACTian

BRSPS Baphed Encryplion aws_pul_s8_buckel_ encryphion - Published 1t
I |r.'| Yy

Chaud Actian
ARS G 1AW Lopen Profile aws_pet_gam _bogni_peofile - Fublimhed
’ a Libiry




ITOM Governance s

(BT ]

Tag Governance application

* To establish your tagging policies
for all IT Resources.

* Use the tag governance app as oo O i
center-piece to drive tag-based
service mapping and CSDM e ;
strategies

* Helps to setup tagging policies 5 BagE
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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ITOM Health

* Event Management
* Health Log Analytics
* Agent Client Collector
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Dintelibliss

W

* 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.

61
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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

& Home e

Overview

Alerts assigned to you

Show all records

Assigned team alerts

=i

No data available.

There is no data available for the selected criteria.

Show all records

Alerts assigned to you - Moderate #

Last refreshed 2m ago.

Number

Alert0011387

Alert0011378

Alert0011379

Alert0011377

Description

Check CPU Total CRITICAL: The total C...

The volume of events with 'http_statu...

open() "/usr/share/nginx/htm|/phpMyAd...

Group of alerts, issue identified in ...

Group
None
Secondary
Secondary

Log Analytics

Priority group ¥

Moderate

Moderate

Moderate

Moderate

Unassigned team alerts

1
Low 1
Show all records
Severity State ¥
® Critical Open
® Warning Open
® Major Open
® Major Open

Monitored services
iy 1

2®

Show all records

—
I ~ & J
Cll®

Configuration item Metric Nam:
ip-15-0-1-157 os.linux.meti
ip-15-0-1-157 type.meter.a
ip-15-0-1-157
ip-15-0-1-157

type.meter.a I

\
s



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.

_ bentFekdMapsing

* Mappg typ:

Piter | AddFiterCondition | Add "OR" Clause

Submit

o Pbﬂe -

« thonse Seld -

10

-y~



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.

2 el LatHLSL LA

i

Process service Apache * on host rabbitmg has stopped

Mépruim e Lo R . Al "FM“- P i i e i ["E e

Prabable mot @use |

Wi Ciwvi Tk e [ aoa e il i w1 b

ey

] Dapited Uiry

B

i o A piinbin Taiwor

B! et | i

i Lt

T

Zig=pe Raguist



DevOps Config

Helps to validate your configuration data before deployment.

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

* |ntegrate 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.



Event Management

Bringing Service Portfolio to the Service Dashboard

* |n Service Dashboard from
SOW - Group by Service
Portfolio

* We can now see which
service offerings are

currently impacted by T
service degradation. VSIS RaY
v Software Support
* New tab on the Alert form T
that provides a list of £ Sampie Busiess Service

AMS Service Offering

Related Service Offerings.

EMEA Sanvice Offering




Event Management

Multiple Event Management Rules Processing

* Additional matching Event Rules will ¢ =2
be executed in the order of priority

Pvert Rale Inke Everl Pl Trarsiorm and Coot pose Alert Cutput

* Transform and compose is applied
on previous Event Rule output. Event Aule Info

* Threshold is disabled for rules that

. . ¥ M X t teal Mach
have the "Apply additional matching
rules" checkbox ticked. You can still
apply a threshold with the last rule in X 0t

the chain.

* Last ClI Binding wins - each binding
setting is overwritten by the next
Event Rule if it exists. gy addtcrs i ke



Metric Intelligence MAD Model

* Metric Intelligence (MI) does times
series explanatory data analysis to s
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 B X
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 v s me me e s e me G s
generated.

Lux 240 3 M m A Mar 1290 5 Mar ey & Wy n4 7. Mar 1200 8V 1290



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.

@ Subftlow % 4

Start Windows Servi

7. Start Windows Service

INPUTS & OUTPUTS

‘.‘_. ywWOTIOW 1Nt ..,.,u.l ]

ACTIONS

Remediation Actions using IH Spokes



MNort Managemant Rido ' : :
Wind " Update ‘Delm T

) You areediing 2 record in the Event Managemant Connectors zppiication jcancel)

(D) Using dot-walking in the alert fiter conditions will not rigger the dlert masagement riike if the change was in the: relited racord fields, The dert management rubs is trizgered only by updates to the dest felds themehees and not by updaies to the fralds

of the refated record.
e e =

Specify alert rade responmse to aken using pre-defived resediation subllows from ServiceNow Flow Designes. Use & o create indident, sénd mall updite dlert, ¢2. Spacily automatic or intesacthe type fo control esscution

Remedtion Subfiows

Sebflow Execution Link te Flow Desigaer

Get Windows Processes Manusl SCow-designerdo’sys parm_postacktroeiadiflow-designee/ 1631200077 5301 10Mfeldced Shia95¢
Start Windows Service Manual $Fow designer.do’sys parm_nostack=trued isub fiow desizner/ 52245 200775301 10fafdce35b5:995¢
Stop Windows Service Manus! (SRowdesianerda’sysmsrm_nostack=truelsuh-flow-desianer/2 1abbac TT5301 1 0ol dcedShiadvid
Sespend Windows Service Marual Sow-designerdo’sysparm pastacktroelisub-flow-desizrer/559%c 7630777301 10/ Mce 356529913
S0 Windows Pracess Manwal ISow-designerdotsys parm postack=truekSub-flow-designer/0a1% 7218775301 104 ca 350529905

G2t Windows Services Manual Sowdesiznerdolsysparm nostack=trues sub flow designer/ 368 M3477 1301 10%f4ca 3505259

Restart Windows Service Manusl Stow-designerdo?sys parm _nostack=trund fsub-fow-designer/27 50bef3 77 1301 10ffefdce 350535590

Irsert g new row,,
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HEALTH LOG
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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.
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ITOM
VISIBILITY




\ \ lnttbli"ss

- - "1 Application service readiness
I I I I Last readiness check 2022-01-09 12:30:32
ML Readiness

Application service readiness dashboard [ esem=———s
* Service Mapping uses data

1 Prerequisite
Enable ADME property
Install and enable Predictive Intelligence (Pl) plugin
Enable ADME or ADM probe for each relevant 0S
Enable application fingerprint (AFP) scheduled job
E estion Property
suggestions for traffic-based _— : : e
Missing-target host Missing source-target process  Missing source-target AFP Mapped without issues Confidence level unavailable

processed by Predictive
Intelligence to generate
connections.

* Predictive Intelligence evaluates
connections between application
fingerprints, Cls and processes,
and ranks their relevancy.

* Service Mapping uses this

Top 10 service issues !

information to create connections

b aS e d O n C O n n e Cti O n ru | e S . Service Name Connection Suggestion with ML Issues vy Traffic-based discovery

Trade 3 e
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Dintelibliss

ITOM Visibility |

Cloud Operations Workspace

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

59

* 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. 5‘; - ]

Incoming events

Add a footer 76
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W

* GCP Global or Regional resources and DB services

Enhanced

" * MSSQOL components of the MSSOQL server
DI S C Overy * HPE BladeSystem Enclosure
Patterns

Extended Docker Image for Kubernetes and Docker Virtualization

Couchbase Database

* Kubernetes on GCP

77


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.

5 EH B < - ERE

c—0—©0

Learn Prepare for Verify and Upgradedev  Test and fix Upgrade other Test and fix Prepare for Upgrade
devinstance  schedule non-production production production
upgrade instances 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 e
into teams journeys, daily
team stats,

pending learnings, and O e P s

important dates Welcome to Manager Hub, Maria BOM P IR DT AT

Enable managers to Yout boam oy
receive notifications ' ‘
and take On barven Ortewede P Oaline
action on employee tasks
and requests

Here's whant 10 Jook out for

Jourvarys that need atterdicon

Access curated content for o v .
managers’ announcements, (@) Carwer Geowvth - rene fawe @ r'u-..«u‘r.f.. of Atrsenc 7) Promotion - Chng + Peters
and leadership development e 4 i 8 0rn e

resources in a single place

Your mansgemen! Lavks Al Lk Upcoming team events Requests opened by your team




Journey designer

Improve the manager experience with personalized employee journeys

servicenow
Automate workflows with
Journeys, a unified T2
experience that joins ) Journeys
Journey Accelerator and T e P Tor e
lifecycle events My sl ooy | Myjos My Somotitee

Create a journcey for your team

Empower managers to
personalize journeys or tasks Sp——
with Al-powered learning

Journeys that need attention

recommendations
Gain insight into employee s B Sammptiiong A T TR '" 6
satisfaction within journeys e

and quickly act on feedback

Jowrnay adghts



Issue Auto Resolution for HR

Resolve HR cases faster with Al-powered automation

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

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

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

HI - T = VWhorkgdecs =

sarvicenow

s 3 My Redest - BRCO0O S04

HRC0003386 Tmage  Twoago  Work in Progress

Ceneral Inquiry case for Abel Tuter

R 196 VA Crte Acthity Aracheeres ASd ol Detins

Here are 3 few recomimendations that may lead 1o a Tasher resolution of your reguest

( Raqasct f3em | Benedr ® Viomaan) v Wes this helefu?

- Dental Benefns haury

J
Waates your line

‘ AN & Sumbicn Abae sodeing coverage
& * 4

“ (3l dne v anre b any e

Yo they wers teipas

No, noed mere o p

[ Regssil e | Bovehts o

" - Dwrrtal Benvefris Lnsclimen t Inguiry
b i w0




Virtual Agent Actionable Notifications

Improve manager and employee engagement

@ Hew Wirtual geat 1702
Deliver approval and task
nOtiﬁcationS (nudgeS) to Wew Reguest for Abel Tuter needs your attention, To view elick

employees and
managers via Virtual Agent

Approval HR Lifecycle Events
Allow users to interact and Case: HRCD001262
respond to journey events Approvalfor  HRCO0O1262
Wlthln their natural WorkSpaceS Short description Mew hire Onbaarding
like Microsoft Teams

Spprove Raject SEip

Complete actions like
adding a mentor to a
journey, leaving a comment,

or approving a request Tybe a new message
A OB B B & 8 -

X :|:_?



Process Optimization for HR

Enable organizations to analyze and improve HR service delivery processes

Leverage out-of-the-box |
capabilities to identify Employee on-boarding

bottlenecks, redundancies, =
and opportunities for ' '

automation

@ Background & 17

Replace time-consuming

TR
manual analyses and costly ;| ==
consultants with automated, ® Ervoweticrs [® e
data-driven process maps =

Access best practice
content packs for HR
service processes to deliver e ®) onvoing on
faster time-to-value |




Employee Center Enhancements

Deliver a unified employee experience
from anywhere

Allow managers to ‘view as’ @ i
their employee and learn
what content §)

and information is available T
to them a ez P

Navigate, search, and e | 1
contact employees more ¥

efficiently with an enhanced

org chart experience " Smaitpun P 8-
e Deliver personalized ‘genius’ P P P

answers to common G

guestions like PTO, and 8 @ a

allow users to take ' Wy 8~ . 8

immediate action



HRSD integration with Microsoft Teams
Enhancements

SErVicamow

w ¥ by Bermrnd TSRS

Create great experiences that
meet employees where they are

favaSorgt crmor an hiring page of carparate website
Enable employees to view i. sty
MS Teams chat history in

Employee Center
that’s associated with a

hats [T @ pus pevra ai wi

request
¢
Empower 3rd party providers o
with guest access to support T
employees via MS Teams &l



HR Agent Workspace Enhancements

Automate services and support with a purpose-built workspace

Add an approval

Allow agents to add ad hoc

After filling out these details and sending for approval, an approval process will

approvals to HR cases and view he added to this request.
approval history in the activity
Stream Approver Users & 1
[N:- Tuiléy ¥ |
Wialt for & €
Empower agents to configure PR %
customized tab labels on HR
cases for case numbers, services, e osim i
and subject persons it il » sl *

W Comments £ Wark MNotes [Private)

Transfer attachments to a newly Type your Comments here
created HR case from an
interaction record e e

Cancel Send for approval



Employee Relations Enhancements

Manage the performance improvement process with greater efficiency

; gl
HECIEEISH Himi agn Imaps Esady

Empower managers to initiate,
Q Vier and track performance Performance improvement plan [PIP) case for Employes E2 AACtion -
improvements plans with
confidentiality gl Fomriores 2 e
a Handle performance G g o o Rsies
improvement issues more
effectively with out-of-the- Timeline initiate FIP -
box workflows and document & e S -
the process e ws Adgigned 1o me 1 R, Dot il D diba
Ensure employees complete - A B
e to-dos and other assigned View 48 10 don

tasks as per
employee relations guidelines



Universal Request Enhancements

Deliver an Omni-channel ol et
. . - mdnabbe e Lokl O e or, e Dbl b current sophe sivn Fe e Uin meped thek bore.
ticketing experience

b s 3 L AT N i v, e, ) o 0, o L e, L B 1 9 it O b s, e o, Pl s el oo 3w 1o i b

Support employee ticket W e
creation across various He——
channels including

Employee Center, Virtual —

dariorn Rl

Agent, or email

oy bt et T b Pl ko o et e Uk, e il Comchion o g By i i cori e e st e ¥l i

Empower agents to associate h— i
multiple tickets within a single -
request to support cross-
departmental collaboration Fiir Gt (s

Peoradd o



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

A new Mark Whan Comgplete task - UNTO001017T has beaen assigned to
your assignment group against your tcket INCO010007

LNTODOY01 7
Assignmeni group: Cataleg Reguest Approvers = $1000
Task Type: Mark When Complete

Short Description: Apgrove Fhons reques! o Abhal ubar

Dascription:

Comments

Unsiibecribe Moiification Preferencas

now

2820 Lawson Lana, Sands Linm, LA S0, Linfisd Shabtes

& 2020 Acrre Tech bnc. AN righis rassoed




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

Preview document

panrer e BN ]
COMPANY, Inc.
COrPapY ADDRESS
CITY, STATE, ZEF CODE

RE: Employmeent Werification Letter in U158

Fa wehaim It may concenn

This betier is to confirm that Abeaham Lincaln i= gresenkhy emploved by COMPAMY, Inc. n the pesition of on o besaAbraham
Lircode commencad emipkaament vwith the compary on

1Py have any guastiors or require furthaer infarmatkan, please dont hesitade o cortact me sk 259 L8E So0L

Regsid,




Improve the manager
Experience

Gain complete visibility into
team activities

Support managers
with better resources

Improve productivity
& engagement of teams

KEY TAKEAWAYS

Deliver unified journeys

with personalization

Enhance the
journey experience

Deliver personalization with
automated workflows

Make it easier
for managers to take
action

3

Resolve employee
inquiries faster

Create efficiencies with Al-
powered automation

Deliver simple, omni-
channel experiences

Analyze
unstructured requests with
NLU
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What Is new In
Customer Service
Management

— Tokyo Release



Customer Service Management

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

* 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.



Jintelibli

New Features in CSM
- Tokyo Release




Task intelligence for Customer Service

Task Intelligence for Customer Service offers several Al 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:

2. Predict case fields,
avto route & reduce AHT

1. Prioritize better m List CS0001643 x

Sentiment analysis Detaits Email/Case Categorization
— R Vertex Windows: Invoice Confi‘mation 343... * Ciose Case || Review In Docintel

L e Moty S Carrent sentemer
Lo Boxeo USA  Amy Pascal ed-low  Open O Negatwe G Negathw
ey Pt

Work Orders SLAs (1) Tasks Interactions Oraft Emails Emails {2) More v

¢ Case Compose 5 R

W Cormneets & Work notes (Private)
ALSOWE Precaty o4 Low

Baweo USA ) a —tow - 4. Detect language &
O Predicree R p auto route
3. Avoid manual task parioms e x - Language detection
Amy Pascal 2
Document —— r— :
nfeNgince ol ity 7o T «
© Prodicned from Dockiel = e 8 John Jason + @ .
’ ' roedd O ¢ 20229744 112740
bntiace Cale 8799 S Feed Oanges ¢ 2022 412 /
31-DEC-2021 © Prrdcnd fram Dol Short description Vertex Windows: invoice
Contirination 343363 was
O PR TR OO g Verten drwns dovnce
Vel L LA

Product [QE’S“



Task Intelligence for Customer Service features:

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

| Dietails

; ! Task Intelligence for Customer Service provides
?Tﬁus'ﬁ_ WEEKW Cnn:-‘f}hlldated AR Statement * the following types of categorization:
T Tt Soen * Multi-lingual case categorization: This
Crtalls Wiork Orders SLas= (1) Tasks Interactons Draft Emalls Ermalls {2 Task Skitks (1) feature uses one maChine |eaming mOdeI to
support multiple languages, so you no longer
: Case ~ need one model per language. The model can
| also support additional languages as needed.
30001704 " Needs attention * Attachment-based case categorization:
_ e This feature evaluates text in the email subject
Ermall .| 2002:07-20 135904 and body, the case short description and

description, and the attachments and uses all
of this information to predict field values. As a

Aocouna Priority

;:a::::rmua 0 E—_— i reSU|t, you can integrate predictions with
= Advanced Work Assignment (AWA) and I\
T [ automatically route cases to the appropriate »

S service desk based on these values.

Iiiwidie raamikeey



2. Sentiment Analysis:

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

Case list with sentiment fields

NOW w
(Al = Lists
= Details
@) Lists

> Customers
> Interactions
> Tasks
v Cases

All

New

In Progress

My Cases
> Duplicates

> Requests

Favorites  History

€50012303

My Lists

Workspaces  Studio

-

CS0001234

CS0003333

50004444

CS0003555

CS0006666

CS0007777

Short description
HELP!!
Streaming issue
Want to Cancel
Need a refund

Cannot logint

Getting an error code

Having an issue

Agent Workspace ¥

Customer

George Warren
George Warren
George Warren
George Warren
George Warren
George Warren

George Warren

Sentiment

@ Negative

@ Negative

@ Negative

(@ Negative

@ Neutral

(@ Positive

@ Positive

Q Search

Sentiment over time

% Declining

¥ Declining

2 fmproving

2 Improving

2 Improving

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.



3. Language Detection:

|dentify 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.

= All o

Last refreshed 3m ago.

[ | Number

[] CS0001045
[ ] CS0001054
[] CS0001053
[ ] CS0001052

[ CS0001051

[ ] (CS0001031

[ ] (CS0001032

[ | CS0001029

[ ] CS0001030

Short description ¥

Wifi Connection is poor

Dit is zo'n zonnige dag en ik hou ervan
Tohle je tak slunecny den a miluju ho
problema de conexion wifi -es
problema de conexion wifi -es.

Das ist eine gute Arbeit zu wissen. Ich
bin immer fir Sie da

C'est un bon travail a savoir. Je suis
toujours la pour toi

CNEIH>THELERWMEETTY

To je dobra prace védét. Jsem tu vidy
pro tebe

Name ¥
English
Dutch
Czech
Spanish

Spanish

German

French

Japanese

Czech

Contact
Alex Linde
(empty)
(empty)
(empty)

(empty)

(empty)

(empty)

(empty)

(empty)

Account

Advanced Routing Components
Avid Corporation

Advanced Super Routing
(empty)

(empty)

Spark Technologies

(empty)

Advanced Super Routing

Advanced Super Routing

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.

Details Work Orders SLAs (1) Tasks Interactions Diraft Emails Emails (2)
Case e
MNumber
| CS0001664 | [] Needs attention
Channel Opened
| Email v | | 2022-07-12 11:39:24 & |
Account Priority ® 4 - Low
| Boxeo USA ® a | [4-Low v |
(i Predicted —

ategory
Contact | lssue = |
|- Am? Pascal . | Imvwoice number
N i | FEIN: 36-3948996 |
|_ ASDF Inc. | (D Predicted from Doclntel

Predicted f Doclntel
D Predicted from Docln Amount due

Invoice date | 607 |

|_ 31-DEC-2021 | (@ Predicted from Doclntel
(i1 Predicted from Doclntel

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.

Improve task creation with machine learning
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Recommended Actions: Enhanced Call to Action

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

Current History (1)

Q Relevant knowledge article found

How to access my Network Configuratio...

Number Author Updated
KBOO092999 Aileen Mottern  2017-09-12 07:39:56 l\
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L Dismiss J Review and attach article ’
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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.

Dintelibliss

With the business location entity you can:

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

Support for

EXter n al * Associate users within a business location, which makes them
) staff members of that location.
B u S | n eS S * Provide staff members at a business location with access to the

customer cases and information for that location.

L ocations

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.
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Service
Organization
Install Base

Dintelibliss

W

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

En h an C ed hierarchies. An enhanced address data model
makes it possible to link a location with multiple

Ad d Iess Data accounts without creating multiple location records.

* The enhanced address data model maintains the
MO d EI fO I relationship between accounts and addresses in a
new table. By default, this feature is enabled for the
AC coun tS new customer service management (CSM)
customers. However, it is optional for upgrade
customers.
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Enable language selection
for guest users

The language selector widget enables guest users and unauthenticated users to
select, view, and update content in their preferred language.
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Quick start tests
for Customer Service
Management

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
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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.
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Deprecations in CSM
- Tokyo Release
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The Legacy - Workforce Optimization for

: : Customer Service plugin (com.snc.wfo.csm) is
Startmg with the being prepared for future deprecation. It will
Tokyo release, be hidden and no longer activated on new
the foIIowing instances but will continue to be supported.

applications have _ D
been deprecated: The Vaccine Administration Management
P ' 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.
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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:

- Schedule
= Team calendar Shifts Shift approvals (10) Forecasts Schedule adherence
&8 J- Understaffed G
New Today > Thursday, June 30, 2022 ~ US/Eastern - Day « 15 min interval «
= 07:00 - 07:15
04:0 over mand | O%00 | 1000 | 1100 | 12:00 = 13:00 1400 @ 1500
= Service Support B9
— Total ur needed #0009 000100009 000¢9O00 Dn'lx 00000000000000000000000000000000000000000000000
s
v
~ Service Support +9 éfa +9 +4 +4
Eve Lediow |
Fatim -
Gina - =
iz Jani L
is Lind: L
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NS New e
W Paul W |
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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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