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"title": "KPIs for area manager and regional manager",

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

EAl= 0|5 Y/EE= 7|EF I7HolM ServiceNow, Inc.o 4% Y/E= &5 FEAUCH
7|Et AL X KME ol §2 0| U= sHE slAte] H4EY = 2

w
& UFLHch
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servicenow.

"relatedPartyTypes": ["'0598ebfd105a0e90f877992571046f22",
"02a86f3510da0e90f8779925710462¢e"],

"reports": [

{

"report_id": "7e80564b43561210ae0a620465b8f2fc",

"link": "/rsp?id=rsp_cases&category=escalated%20cases"

}7

{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=open%20p1%20cases"
}1

{

"report_id": "e68538d743961210ae0a620465b8f2f2",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]7

"order": 10

}7

{

"title": "KPIs for store manager fulfiller",
"relatedPartyTypes": ["'4c78677510de0e90f877992571046f17"],

"reports": [

'{'r-eport_id": "8ec2120f43561210ae0a620465b8f253",
"Dpskp’f?id=rsp_cases&category=action%20needed&sub_category=open%20p1%200ases"
%

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

}7

{

"report_id": "b297b45b43961210ae0a620465b8f272",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assigned%20cases"

}1

{

"report_id": "e68538d743961210ae0a620465b8f2f2",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]7

"order": 20

}7

{

"title": "KPIs for store manager contributor",
"relatedPartyTypes": ["36b4c8297701121080b68b457d5a9994"],

"reports": [

'{'report_id": "8ec2120f43561210ae0a620465b8f253",
"ypskp’f?id=rsp_cases&category=action%20needed&sub_category=open%20p1%200ases“
%

"report_id": "85f7389b43961210ae0a620465b8f247",
"link": "/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"
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3,

{

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

I3

{

"report_id": "e68538d743961210ae0a620465b8f2f2",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]1

"order": 30

}1

{

"title": "KPIs for store associate fulfiller",

"relatedPartyTypes": ["df267ece38f30210f8779¢c150ba3e504"],

"reports": [

{

"report_id": "b297b45b43961210ae0a620465b8f272",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assighed%20cases"
}7

{

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

}1

{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=o0pen%20p1%20cases"
}

]7

"order": 40

}7

{

"title": "KPIs for store associate contributor",

"relatedPartyTypes": ["'8d046b7d105a0e90f877992571046f3b"],

"reports": [

{

"report_id": "85f7389b43961210ae0a620465b8f247",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"

I3
{
"report_id": "ed3cfc9343d61210ae0a620465b8f294",
"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=awaiting%20info%20cases"
}7
{
"report_id": "8ec2120f43561210ae0a620465b8f253",
"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=open%20p1%20cases"
}
1,
"order": 50
}1
{
"title": "KPIs for all users",
"reports": [
© 2025 ServiceNow, Inc. All rights reserved. ] 8
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{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=open%20p1%20cases"
I3

{

"report_id": "b297b45b43961210ae0a620465b8f272",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assigned%20cases"
}7

{
"report_id": "85f7389b43961210ae0a620465b8f247",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"
}1

{
"report_id": "7e80564b43561210ae0a620465b8f2fc",
"link": "/rsp?id=rsp_cases&category=escalated%20cases"
}
]1

"order": 60
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&) False Fire Alarm © Close Case | [ Discuss | [ save || Assigntome | [ Create Work Order ] [ Propose Solution | [ - |

k=l ocuis  Businesslocation  Workorders  Escalations

= |e
i Retail Case ~ Compose Stacked view
" Comments & Work notes (Private) ©
Number Opened
| Rcooooo0s 2024-06-05 06:37:11 s | Enter your Comments here e
Requested by stte
pre—— o B &z © Everyone can see this comment
Requesting et organization priiy
| BostonMart o a| [3-Moderate - Activity v oa = .
Supporting retal orgniztion Assignment grou
pocrine . “ a - Svstem Administrator
[ BostonMart o a a onal comments » 2024-06.05 06:46:27
resgnedto Today, during a busy shopping period, the fire alarm unexpectedly went off, leading to a full
store evacuation. Investigation required.
William Watson °al
) Svstem Administrator
Short des Fied changes » 2024-06.05 064627
re Alarm | State Open

Assigned to William Watson

Impact  3-Low

. during a busy shopping period, the fire alarm unexpectedly went off, leading to a full store evacuation. Investigation required.
Priority 3 - Moderate

Notes

Additional comments (Customer vsible)
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https://www.webstg.servicenow.com/docs/access?context=csm-playbooks-configuring&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=csm-playbooks-configuring&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
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https://www.webstg.servicenow.com/docs/access?context=enable-comm-channels&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=enable-comm-channels&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=configure-csm-case-management&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=configure-csm-case-management&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=configure-csm-case-management&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
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https://www.webstg.servicenow.com/docs/access?context=using-blsp-portal&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=using-blsp-portal&version=yokohama&pubname=yokohama-customer-service-management&ft:locale=en-US
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https://www.webstg.servicenow.com/docs/access?context=configure-work-orders&version=yokohama&pubname=yokohama-field-service-management&ft:locale=en-US
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Retail subtype Choice Manager Reference (User) stage Choice
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Creates a multi-location case with task

details and selects the stores that need to
complete the case.

Receives the case at their store and
reassigns to store associate to fulfill.

Store Manager

Completes the case and marks it as
complete.

Store Associate

HQ Case
Initiator

2
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Has visibility into case completion
status across all stores.
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* Name | Retail Multistore SD Order 100
% 1D | retail multstore_sd Active @
4 Table | Retsil Casesn_retil case] s Description

Customer service type | General v

Playbook record generator

Al Servi i v
Image Click t0 add.
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Retail Organization Service Organization
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Ownership Choice Number String (Auto generated) Number String (Auto generated)
Retail subtype Choice Manager Reference (User) stage Choice
Flagship Boolean Internal Boolean State Choice
Brand Reference (Service Organization) Service organization code String Channel String
Service organization Reference (Service Organization) Service organization path String [Assignment group Reference
Parent service organization Reference (Service organization) |Assigned to Reference
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Email Email
[ Type Choice
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Retail Organization Reference (Retail organization)
Retail Case
— (sn_retail_case)
Name String
I Business Location l Active Boolean
(sn_csm_business_location)
l I J

T

Internal Business Location
(sn_csm_business_location_internal)

(sn_csm_business_location_external)

l l External Business Location
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