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Monitor your NLU Virtual Agent Last 7 days

Virtual Agent success

100.00%

Active VA users Conversations Issues deflected

6 16 5

M 5 since July 1

See details in Conversational Analytics
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% Tune 2remaining  ~~ Test active topics

(' Restart

@ Now Support

q Try your bot

157 active topics &

Hi, I'm your Virtual Agent. Let me know
how | can help you today.

What's your issue or request? Or take a

Check 0 look at what | can help with.
documentation

Virtual Agent [ Show me everything > ]

Amamt Chat

28 ¢l HlolE
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2t £ U&LCt Update 2219212 AMEHSI0{ of| A ServiceNow Store 0| E &L},

New version available
®

Update ITSM plugin

P

A new version of the ITSM Virtual Agent
Conversations plugm is available in the
ServiceMow Slore, We sugies! updating yours
a5 500N as possible

Update plugin
® OO0
© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

Al ol= Y/Ee 7|EF Z710l|AM ServiceNow, Inc.2| 4 X Y/E&= SE 4FEuch
==
= .

T A
it
ol
pos

w
~
%=

=y z1l74 V4



servicenow.

CHate elefmofAof xiE

C)I_.

)||

2= Al

OFO

tet &4 2to|E ofo|HE

A7t 7 E ot &85t otet Y42 afLol2t 2 Tt of|Af
tiete QB H|o| AALEALRL O0|MEE SE &4 25, & HAIZ S E fIE &8 m=of FA[ZH
A== S E fIE oAME 227t U= AME S Soll thstetu ot

tist 2j2 2 =[S ALSAet of|o|MEO|A| Ctet 42X &

o

= =
ALZXLet of|0|METE A E 4= U= Al7[2 H[=H A SEAM ALZE= AME ofZ2|70|M S
Z|gte 2 gtujct xidol= ®ME Dt HA|E Lol F JIX| R&o| ASEH
ME =L
ME D2 MAIZE ASE CHstE X[/ gLt o|2{st Chstoll= AFE X2t 2l0|E o|0|ME E=
ALZXLet 1A of|o| M ETL e E &= ASE UL O] st RE+= S7|Al0|0f AL2Xtol|AH SH Ol
HZLEILCH X x&= MY D2 ALsSstH =S AL2Xe} o|o|METE ALs &2l &g ofZ2|7|o|M
(E2o|HE) & A J7Is AZ|E 7|1E22 A5 228 5= &
7|4 Mo X2 == xD 2 oS ZEU ot
o MH|A ZE(mweb) x{E £/A
o ZHIY ¥l(mweb) EEI0|HE

o 7144 of| 0| M E 4T} Microsoft Teams £ &t
o 712t O|O| M E N1} Slack S&F
.I

« 7t OO E

Y2t Workplace from Facebook £ &t

oL
o 2} 712t Of|O0| M E S Alexa
o 2} E& 72t ofl0| M E WhatsApp

o 714 Of|O| M E {1} LINE E8t

o 712 o 0| M E 41} Facebook Messenger £

i

HAE zHE

HAIE MES ALSSHE =[S ALSAIt UEA0| O 28 A2t St S4e = A2, 53] etZ0|
=ctel defZtotd of S O &sU ot o] MY RE= H[ST|4 0|0 GARALL| H2lof| mEf

AL,

Z|E ALSKI2}E o0 M ETZL SAlof 22l MEfT} =X| b0 o 22 AlZE S EASoF 5t A,
A FAHE HAIE LS Sl HEE Azt tll57l"'°§ Aelet = St

H|S7| Mol A2 E = A= zHE 2 chsot Z&Lch

o 2l 2l(mweb) E2t0|E: H|E7| ZHE S 235l i0S, Android ¥ HIAFE ZHx|of| CHal 0]

Meds T
« Now Assist panel@ : oA Now Assist panel@ A&t}

« SMS zHE2: ALS A} 7He Ofl0[HE 41t Twilo S
HAIE =2 Elo| =

HIAIA D2 HA|ZE 22 EH0|E (sys cs channel)ol] Ho|=|0] U&LICH At2X}F XA = El
=8 Z2 YT E ALSSIo] ALEA XY :ME EE2 0te= 42 oSt EF A Oist xY 2=
(ME == oA E X HE = AFHCh A I 22 xde A ME E= HAR T MEfst

T UFH L

2

._|

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

=T o

w EA|= 0|5 Y/EE= 7|EF I7HollM ServiceNow, Inc.o 4% Y/E= &5 SFEUCH
T UFHCH


https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US
https://www.webstg.servicenow.com/docs/access?context=now-assist-panel-overview&version=yokohama&pubname=yokohama-intelligent-experiences&ft:locale=en-US

servicenow.

AAE Ao chsh T =z

% &1 Messaging Channels | Name Search
All
[[] @ Name a Type Opted in all topics by default
Alexa Chat false
Amazon Connect Phone false
Bot to Bot Chat true
CC Voice Phone false
Contact Center Phone false
Facebook Messenger  Messaging  true
Google Assistant Chat false
mweb Chat true
Mow Assist Panel Chat true
Slack Chat true
SMS Messaging false
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Ok, bet me check if we ane having any
AL oy o r side
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ystem HealthCheck N v
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wiew o Corporate Servicenow Userion...

don't see any outages on our side
Let mie book up some mare information

over

Can you check if any of the information

This is. a complete gui user corporate YP -
is i3 a complete guide to user corporate VPN bitlow elps with your issue?

ot work or when working froem home or

This artiche s intended to provide a high level

Marketing, Marketing Systems. Phone: <1
e, B Sy = overyiew to Corporate Servicenaw Users an

619 B88.995 - email; john. pa@company.com
VPN Gl
This ks a compleie guide o user corporate VPN
&L vk O wihesn woorkingg froem hanme o
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Markoting, Marketing Systems, Phone: 1
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O| EfA3 M H

O| di sabl e_live _agent A2 xLo| 2to| 2 of|o|MEE X|A5X| LSS LIEILHZ| 25l
AMAH M A&t com gl i de. cs. excl ude. | i veagent . support . x{'£oi| CH5H
o7 =7} di sabl e_| i ve_agent MM EX| t2 A 27t 0| A|AH HM0| AlE
At E L CH

ZZAX
1. 252 0|53 ct2 ZE{of sys_cs_channel.listS @2{gfL|ct,

2. Ho|=oA zid o| 5 S MEdELCE.
0| 2 £0{ AlexaS ME{§L|C},

3. 12 £d 2 S50l Mz ST E HEgL o

4. ALSA X Ol”HE] £ M 7|5 242 H=of LSS L E oL

o= disable_live_agent @/23&}L|C}.

Tk true# 9l2d g},

21
of7HEH =7} di sabl e_| i ve_agent Y &M o3 S 5o FA|EHCH

T} _ M”m!mi"gcmmel & = - | Update || Delete NA

=y:1l74V4

* Name [ Alexa I Application Global D)
Opted in all Type | Chat v | @
topics by
default Conversation
Idle Timeout
Enable
Motifications Secure o)
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Home Settings

Conversational Interfaces

Set up, monitor, and manage how your bot and live agents support your users through chat.

First, install a required plugin

The ServiceNow Virtual Agent plugin includes all the default configurations you'll need to start
building your bot. ®
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Conversational Interfaces

Set up, monitor, and manage how your bot and live agents support your users through chat.

Get pre-built bot topics

Install pre-built bot topic bundles to handle the most frequently asked questions and common self-
service tasks for your department or industry.

7 s w

IT Service Management Customer Service HR Service Delivery
(ITSM) Management (CSM) (HRSD)
"How do | reset my "What's the status of my "My paycheck doesn't look
password?" order?" right."

4 Get ITSM plugin (7 Get CSM plugin 4 Get HRSD plugin

HO| |0l A 217] 7Ha OOIHE MHS ThEHE SIEiTO|A & AuEM 2. kS
SO YEINoE 2 HelE) ALS R UAAE 4 9lE EEo| % F7h U oflA
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Here's what you can do next

Build X Customize ® Launch x
Create bot conversations Brand your bot Add your bot to a portal

r—"

L_J

4

With Virtual Agent (VA) Designer, you Make your bot your own by uploading a Add your bot to an employee or
can deploy pre-built support templates custom avatar, editing the chat window, customer portal so your users can
or build entirely new conversational configuring your company colors, and begin to get the chat support they
flows. more.

need.

View brand settings Add to portal -
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Escalate x

Set up Agent Chat

You can configure the Agent Chat settings to connect
users to live chat supportin the chat client.

(View Agent Chat settings>
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Collaborate e

Boost agent productivity

With Sidebar, your support team can collaborate in real-
time to resolve users' issues faster and more theroughly
than ever before
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@ Bot Accelerator —

Your bot's progress:
Off to a good start!

£3 Build 1remaining

Activate a pre-built bot topic
Get to know the important bot metrics )
Add your bot to a portal

Request Al-powered search for chat

% Launch 6 remaining
(b Boost Zremaining
& Tune 2 remaining v

Cisted elE oo A -
227 E0jo|xo| T 4N SUS ArSstof thshy SlEimo|A Ugt ME TSI MY pa
olo|™E X ool ME M 7|5S EMstn FAHE £ gt

ol chet 7t oo™ E T|s
HZ =X 242 7|s0l HA JLAI%!LIEP.

Al A

Okl

HE 22 ojdo] Eaiuch

[3 ¥what i Mow Assist in Wirtual

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now X 7|Et ServiceNow ¥A|= 0|= 3/E+= 7|EF =710l M ServiceNow, Inc.2| & & Y/EE= S5 4EUCH
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH

=T o



servicenow.

714k of| 0] M E 71 = 2| Now Assist
=

JH OO ME LM 22 2 MM Al 7=
AF23510 2 Now AssistAiAd gL},

N Create a Virtual Agent with LLM

Build a Virtual Agent using Now Assist, which uses an LLM model and generative Al skills. ~ Leam more
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Create a Virtual Agent with NLU

Bld Virtual Agent using an NLU model, which contains default settings and setup topics. Requires installing a
plug
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New record
Active @ Application @ Global
 Name @ | KB chat Public @ E
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(function($sp)
return

[ETE|a]~[~|[E]0][E]5][®]
{
{

live_agent_queue: $sp.getDisplayValue('sp.chat_gueune'),
branding key: 'custom 1°
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O It seems you have left the conversation

@ Hi, I'm your Virtual Agent. Let me know how | can help you today.

@ What's your issue or request? Or take a look at what | can help with.

O Please stand by while | connect you to a live agent

d.comglide.cs.autopilot.client_initi at ed_nessage A|AH £MZ 2H|0|ESHY]
CHSE Sofl L XA FAI=E= BEE X 0| &S XA guct.

tist S Ats 2hd S HlAIX|

Agent has entered the chat.

Thank you for contacting support. | am looking
into your question now and will be with you

a  shortly.

Agent has enabled Virtual Agent to help complete thi

A Enteryour full name
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Home  Settings

General
Virtual Agent Manage features that apply to both Virtual Agent and Agent Chat
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Message preview 0N
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