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Problem of Adoption
Fragmented help + product complexity = STALLED ADOPTION !!

Static, Fragmented Help

Lacks real-time context — users get 
outdated, disconnected guidance 
that doesn't match their workflow

Search Fatigue

Users leave the platform to find 
answers — bouncing between docs, 

forums, and support channels

Declining Productivity

Higher support costs, stalled 
adoption, and poor time-to-value as 

users struggle to self-serve

Result: Low feature adoption, repeated support tickets, poor time-to-value
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Dynamic voice guidance is a new avatar of 
User Onboarding and Help in ServiceNow 
that takes use of natural voice 
conversations to onboard users on 
ServiceNow capabilities. 
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Ask it HOW.
Dynamic Guidance

Voice-native guidance built into the ServiceNow platform. It hears w hat you 
ask, sees what you're doing, and walks you step by step—without ever leaving 
the page.

Walkthroughs Instructions Information

to learn new 
processes

about any practice/ 
workflow

about anything you 
see on screen
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Setup and Enablement
Activate Dynamic Guidance in five steps

Step 1 — Verify Instance Version
Confirm your instance is on Zurich Patch 9 or later.

Step 2 — Activate Now Assist for Platform
Navigate to System Definition › Plugins, search for “Now Assist 
for Platform (Foundation, Advanced or Prime),” and confirm it is 
Active.

Step 3 — Enable Google in AI Control Tower
Navigate to Now Assist Admin › AI Control Tower -> 
Configurations -> AI Model Providers and verify Google is 
turned ON. Required for Dynamic Guidance to function.

Step 4 — Activate Dynamic Guidance
Navigate to Now Assist Admin › Platform › Other under Now 
Assist Skills. Search for “Dynamic guidance” and select 
Activate skills.

Step 5 — Assign User Roles
Assign the sn_dyn_guidance_user role to users who should 
have access to Dynamic Guidance.
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How to use Dynamic Guidance?
How  to initiate a session?

Two options start from:

1) Help Center
1) Launch Help Center from instance to find Dynamic Guidance as your 

voice-enabled guide
2) Select start

2) Now Assist Panel
1) Navigate to Now Assist Panel on your instance
2) Select Dynamic Guidance. Invoke the help agent from the Now Assist 

panel via skill named ‘Ask Dynamic Guidance for help’
3) Select Open Dynamic Guidance

3) Select Start to enable
1) Authorize the users’ content modal for screen sharing and microphone 

access. This modal appears for first time users only.
2) Select Allow to enable access to the browser tab.
3) Allow & enable voice & screen sharing in browser tabs, when prompted.
4) Ask your question verbally to hear a conversational response
5) End conversation when you need and provide feedback as prompted.

OR
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Pluggable External Content Sources
Extend Dynamic Guidance beyond ServiceNow Docs — connect any know ledge source

Dynamic
Guidance

Plug in any source.
Zero code changes.

Otto queries across all registered 
sources automatically

via XCC Configuration

ServiceNow Docs
Instance release 
documentation

Knowledge Base
Org-specific articles

Custom Guides
Internal SOPs & docs

Release Notes
Changelogs & updates

Third-Party Repos
External documentation

Any Source
Your content, plugged in

OUT OF THE BOX
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Demo
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Building an Indicator
A companion as you build/develop
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Building a dashboard
Walkthrough step by step
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Help you troubleshoot
New tab & breakdowns
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Accessing the Dynamic Guidance usage on your 
instance

Find the event in 
Usage Insights
• Open All → Platform Analytics → 

Usage Insights (or search it in the 
filter navigator).

• Open the Events section in the 
left navigation panel.

• Search or filter by Event Name 
“Click Start for Dynamic 
Guidance”

• View counts over time; filter by 
date, user, or page.

• Role required: analytics_admin, 
analytics_viewer, or specific 
experience-level viewer (e.g. 
portal_analytics_viewer, 
core_ui_analytics_viewer)

2
Requirements & 
caveats

• Yokohama or later with UXA 
enabled, and the instance must 
be ADCV3-enabled.

• UXA runs on Next Experience 
(Polaris) only — not Classic UI.

• Data is tracked for logged-in, 
non-maint users only.

Event Name: 

Click Start For Dynamic 
Guidance 
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Accessing the Dynamic Guidance transcripts

Find the transcripts

• sys_generative_ai_log

• Search for Dynamic Guidance 
in Definition
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Resources
Product Docs – Dynamic Guidance

Adding Custom Sources

Adoption Services Community Hub

Product Docs - Usage Insights 

Platform Academy – Usage Insights

ServiceNow University Course

Store April ‘26 Foundation / Adv / Prime  |  ZP9+
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Resources
ServiceNow University Course
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Sign up for 1:1 
Deep dive session

Are you on ZP9+ and have Now Assist for 
Platform?

Interested in trying out Dynamic 
Guidance? 
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