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Build workAows

Transform manual tasks and mundane work into digital workflows. Modernize legacy processes
with automation. Enable app development at all levels — no-code, low-code, and pro-code —
from one platform.

Get started

Increase the impact of your cross-enterprise workflows by automating manual processes.
Transform business performance with automation. Optimize process efficiency and make work
Aow seamlessly.

WorkFfow Studio WorkHow Studio Alows WorkFfow Studio

playbooks
-0 0-+O
~0 o g 0

Access workflow Build multi-step Aows from
applications from reusable components Author cross-enterprise
a single interface. without having to code. workflows and create a
single, unified process.
WorkFfow Studio WorkFfow Studio Service Creator
playbook experience decision tables
S~ :.
\
Enables a department
Interact with a business Decouple decision logic to offer custom services
workfow in real time from code by creating and through the service catalog
from within Workspace. maintaining decision rules.
Workfow Studio

The ServiceNow® WorkFow Studio application provides a single location to access all process
automation applications.

WorkfAow Studio Aows

ServiceNow Workflow Studio flows are a ServiceNow Al Platform® feature that enables process
owners to automate work. Create end-to-end digital workflows. Automate any process—from
simple productivity to complex transformation—in a no-code, environment.
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WorkfAow Studio playbooks

ServiceNow® Workfow Studio playbooks enable process owners to author cross-enterprise
workAows and create a single, unified process. Build and manage multiple complex workflows
easily with no-code playbooks and the enterprise application development platform.

WorkAow Studio decision tables

Workfow Studio decision tables provides an intuitive interface to create and manage decision
tables, which store sets of decision rules. Decision tables in Decision Builder embed business
logic into a series of if-then decision rules. Decision tables read data from inputs. When all the
conditions for a decision rule are met, the decision table returns one or more results. Decision
Builder enables developers to decouple decision logic from the code base.

Playbook experience

Visualize complex processes in a simple and familiar task-oriented view built specifically for
agents. Agents can use Playbook to update records, upload attachments, and complete tasks
across multiple workflow activities.

Service Catalog item designer

The Service Catalog item designer enables non-administrators to create, maintain, and publish
catalog items. It uses a structured design and publishing process to ensure consistency of
usage.

Service Creator

Service creator enables a department to offer custom services through the service catalog, such
as the HR department offering tuition reimbursement for further education.

Classic workAow builder tools

The ServiceNow Al Platform supports these classic workflow builder tools.
Classic Approvals

Classic approvals are a legacy process to require authorization on tasks before
the work is done. In earlier releases, you could create approval records to define
approval tasks and associate users or groups to approve or reject them. You can
replace classic approvals with Workflow Studio flows or classic workflows.

Classic Business Rules @

A business rule is a server-side script that runs when a record is displayed, inserted,
updated, or deleted, or when a table is queried. You can replace classic business
rules with Workflow Studio Aows.

Classic Events

Events are special records that the system uses to log when certain conditions
occur and to take some kind of action in response to the conditions. You can
replace classic events with Workfow Studio flows or Playbooks processes.

Classic WorkHow

Workfow is a legacy application that provided a drag-and-drop interface for
automating multi-step processes across the platform. Each workflow consists of

a sequence of activities, such as generating records, notifying users of pending
approvals, or running scripts. The graphical Workflow Editor represents workflows
visually as a type of flowchart. It shows activities as boxes labeled with information
about that activity and transitions from one activity to the next as lines connecting
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the boxes. You can replace classic workfows with Workflow Studio flows or
Playbooks processes.

Applications and features
Workfow Studio

Integrate workflow authoring, configuring, and monitoring into a single page
experience. Consolidate Playbooks, Workflow Studio, Workflow Studio, Integration
Hub integrations, and Decision Builder into one design environment.

Workfow Studio playbooks

Workflow Studio playbooks enable process owners to author cross-enterprise
workflows and create a single, unified process. Build the underlying processes for
playbooks that Playbook Experience agents and fulfillers use.

WorkHow Studio Aows

Flows automate a repeatable multi-step process. When the flow trigger conditions
are met, the flow runs a sequence of reusable actions and Aow logic to complete the
process.

Workfow Studio actions

Actions automate a repeatable task or operation within a flow. Flows run actions by
passing them data as inputs. Actions run a sequence of steps to complete the task,
and pass data to the Aow as outputs.

Workfow Studio decision tables

Workfow Studio decision tables enable developers to decouple decision logic from
their code by creating and maintaining decision rules.

Playbook experience

Interact with a business workflow in real time from within Workspace. Agents can
use Playbook to update records, upload attachments, and complete tasks across
multiple workflow activities.

Service Creator

Service creator enables a department to offer custom services through the service
catalog, such as the HR department offering tuition reimbursement for further
education.

Classic Approvals

Classic approvals are a legacy process to require authorization on tasks before
the work is done. In earlier releases, you could create approval records to define
approval tasks and associate users or groups to approve or reject them.

Classic Business Rules @

A business rule is a server-side script that runs when a record is displayed, inserted,
updated, or deleted, or when a table is queried.

Classic Events

Events are special records that the system uses to log when certain conditions
occur and to take some kind of action in response to the conditions.

Classic WorkfAow

Workflow is a legacy application that provided a drag-and-drop interface for
automating multi-step processes across the platform. Each workflow consists of

a sequence of activities, such as generating records, notifying users of pending
approvals, or running scripts. The graphical Workflow Editor represents workflows
visually as a type of flowchart. It shows activities as boxes labeled with information
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about that activity and transitions from one activity to the next as lines connecting
the boxes.

Related ServiceNow applications and features

App Engine Studio &

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

Zero Copy Connector for ERP &

Work with remote tables in the ERP system of record, such as SAP, as well as APIs
and ETLs, to create ERP data models to use as data sources for ServiceNow Al
Platform applications.

ERP Customization Mining &

Identify ERP customization apps that are candidates to migrate to the ServiceNow
Al Platform. Use the ServiceNow Al Platform to build applications and features to
automate ERP processes and workflows.

Integration Hub &

Automate integration tasks using ServiceNow components for ServiceNow®

Workfow Studio, or develop custom integrations. A separate subscription is
required.

Integration Hub available spokes &

Activate spokes to enhance your Workflow Studio experience with integration-
specific content. Use prebuilt flows and actions to automate your integrations or
create your own integration automation.

MID Server &

The Management, Instrumentation, and Discovery (MID) Server is a Java application
that runs as a Windows service or UNIX daemon on a server in your local network.
The ServiceNow® MID Server enables communication and the movement of data
between a ServiceNow instance and external applications, data sources, and
services.

Robotic Process Automation (RPA) Hub &

Use the ServiceNow® Robotic Process Automation (RPA) Hub to enable end-
to-end automation for your organization. With a combination of Ul interactions,
element-based automations, and APlIs that interact between the various business
applications, you can emulate user actions and eliminate mundane and repetitive
human activities.

Virtual Agent Designer &

The Virtual Agent Designer is a diagram tool for creating and managing topics,
which are blueprints for conversations between a virtual agent and user. You can
design topics that help your users resolve common work issues or guide them
through self-service tasks.

Now Assist for Creator

Now Assist for Creator includes generative Al skills and agents that can make developing on the
ServiceNow Al Platform more efficient.
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Get started

Install

3

Install Now Assist
for Creator.

ATF troubleshooting agent

Simplify test failure
diagnosis on
specific metadata.

Code generation

¢-->

Get help writing scripts
quickly with Al-generated
code based on text
or code prompts.
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App generation

</>

Generate simplified
apps with Al-generated
tables, experiences,
and roles tailored to
your text prompts.

Build Agent

Generate a complete
scoped application,
including core logic and
user interface components,
in the ServiceNow IDE.

Flow generation

0O
o)

Create multiple step
flows with generative Al

App summary generation

0=

Summarize what an app
does using generative Al.

Catalog item generation

Generate catalog items
using generative Al.

Flow recommendations

%

—
-—

Generate
recommendations for
the next step of a flow.
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Flow summarization

0=

Summarize what a
Aow or subflow does
with generative Al.

RPA bot generation

EI'I

Create automations,
activities, and add
automation logic
from text instructions
and preview options.

Theme creation
Ve |
%

Generate themes
from images directly
in Theme Builder.

Playbook generation

Generate playbook
outlines from
text directions.

Spoke generation

AR

Create spoke from
third-party API
documentation snippets.

Ul generation

Create experiences by
describing what you want
using natural language.

Process Mining

A

Identify the work notes
and generate insights
about inefficiencies,
challenges, and other
reasons that cause
reassignment of work.

Test generation

Automate test creation
from simple descriptions
with Al-powered
test generation.
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© Important:

« Not all model providers are available for customers with in-country SKUs, and some Now
Assist products/features are currently unavailable for in-country customers. For more
information, see the KB1584492 & article in the Now Support Knowledge Base. Be sure to
check for model provider availability updates in future releases.

« Some Now Assist products/features are currently unavailable for customers in the
FedRAMP, NSC DOD IL5, or Australia IRAP-Protected data centers, self-hosted
customers, or in other restricted environments. For more information, see the
KBO743854 @& article in the Now Support Knowledge Base . Be sure to check for availability
updates in future releases.

« Some Now Assist products/features are currently available only for customers in some
regions. Be sure to check for availability updates in future releases.

» Some Al products and skills are not available in Regulated Markets. For more information,
see KB2593939: Regulated Markets Al Products/Skills Not Available &. Be sure to check
for availability updates in future releases.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy a, which may be updated by ServiceNow.

Data processing

This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located

in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled

per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.

Data collection

ServiceNow collects and uses the inputs, outputs, and edits to outputs of this application to
develop and improve ServiceNow technologies including ServiceNow models and Al products.
In addition, this application will collect skill usage metrics. Customers can opt out of future data
collection at any time, as described in the Now Assist Opt-Out page &.

For more information, see the Now Assist documentation &.

Flow generation

Use Now Assist for Creator to create a flow or subflow from a text description.

https://playervimeo.com/video/1038315421?
h=b6160313f5&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

This video demonstrates creating a flow from a text description.

© 2026 ServiceNow, Inc. All rights reserved.
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.


https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB1584492
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB1584492
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB1584492
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0743854
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0743854
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0743854
https://support.servicenow.com/kb?id=kb_article_view&sys_kb_id=e8d7cc82475aba90b7832920326d4362
https://support.servicenow.com/kb?id=kb_article_view&sys_kb_id=e8d7cc82475aba90b7832920326d4362
https://support.servicenow.com/kb?id=kb_article_view&sys_kb_id=e8d7cc82475aba90b7832920326d4362
https://www.servicenow.com/ai-acceptable-use-policy.html
https://www.servicenow.com/ai-acceptable-use-policy.html
https://www.servicenow.com/ai-acceptable-use-policy.html
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0564067
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0564067
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0564067
https://www.servicenow.com/docs/access?context=opt-out-of-data-sharing-for-now-assist&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=opt-out-of-data-sharing-for-now-assist&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=opt-out-of-data-sharing-for-now-assist&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=opt-out-of-data-sharing-for-now-assist&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=platform-now-assist-landing&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=platform-now-assist-landing&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=platform-now-assist-landing&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://www.servicenow.com/docs/access?context=platform-now-assist-landing&version=zurich&pubname=zurich-intelligent-experiences&ft:locale=en-US
https://player.vimeo.com/video/1038315421?h=b6160313f5&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479
https://player.vimeo.com/video/1038315421?h=b6160313f5&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

servicenow.

Get started
Explore Configure
Learn about flow generation Activate the Now Assist for Creator
plugin and the flow generation skill
Generate Reference
<...>
Create a flow from a text description Get details about Now

Assist for Creator roles

© Important:

» Not all model providers are available for customers with in-country SKUs, and some Now
Assist products/features are currently unavailable for in-country customers. For more
information, see the KB1584492 & article in the Now Support Knowledge Base. Be sure to
check for model provider availability updates in future releases.

« Some Now Assist products/features are currently unavailable for customers in the
FedRAMP, NSC DOD IL5, or Australia IRAP-Protected data centers, self-hosted
customers, or in other restricted environments. For more information, see the
KBO743854 & article in the Now Support Knowledge Base . Be sure to check for availability
updates in future releases.

« Some Now Assist products/features are currently available only for customers in some
regions. Be sure to check for availability updates in future releases.

« Some Al products and skills are not available in Regulated Markets. For more information,

see KB2593939: Regulated Markets Al Products/Skills Not Available &. Be sure to check
for availability updates in future releases.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy n, which may be updated by ServiceNow.
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Data processing

This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located

in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled

per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.

Data collection

ServiceNow collects and uses the inputs, outputs, and edits to outputs of this application to
develop and improve ServiceNow technologies including ServiceNow models and Al products.
In addition, this application will collect skill usage metrics. Customers can opt out of future data
collection at any time, as described in the Now Assist Opt-Out page &.

For more information, see the Now Assist documentation &.

Exploring flow generation

Create multiple step flows and subflows with generative Al. Generate appropriate data pill values
for supported Aow triggers and action inpults.

https://playervimeo.com/video/1038315421?
h=b6160313f5&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Activation

The skill Flow generation is installed with the Now Assist for Creator (sn_now_creator)
application. You can install this application from the ServiceNow Store B website.

Benefits

Enable flow generation to gain these benefits.

« Build a multi-step Aow or subflow from a low description in Workflow Studio. Supported
triggers and actions are configured with appropriate data pill values.

« See the text directions used to generate each item in your fAow.

« Use standard flow design patterns.

Supported LLMs

You can use Now LLM Service, Now LLM Long Term Stable models (LTS), Azure OpenAl, Google
Gemini or Anthropic Claude on AWS as the Al model provider for all Now Assist skills and

Al agents. Use the Configuration Controls in Al Control Tower @& to define which options are
available, then set the skill-level preferences in the Now Assist Admin console &. For more

information, see Large language models on the ServiceNow Al Platform® &@.

Supported user interfaces

Access flow generation skills from the Workfow Studio user interface.
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Flow generation from the Workfow Studio user interface

O Workflow Studio ISl x + @
AT
+
[ ] + + Build with Now Assist Build from scratch
° Describe what you want your flow to do and Al-
—
powered Now Assist will build it for you
~-®
Flow name
T S \ Assign new problems for triage daily \
What would you like this flow to do? % @
:Z :i:fe::g:‘s:f:uﬁ::f:',;j:,ﬂigf;?:;yf;;f:::fdm vl Create a flow that runs every day at midnight, and then find all the newly

created problem records for the past day. If they are not assigned, assign
the problem to level 1 triage group, move the state to "triaged,” and then
notify the group. )

- Try an example prompt

Application sk

\ Global -

> Show additional properties

[T Build flow with Now Assist
. 4

Supported trigger types
Flow generation supports a limited number of trigger types. You can use text directions to specify
these trigger types.
e Scheduled triggers
« Record triggers
© Created
o Created or Updated
o Updated
« Service Level Agreements triggers
« Inbound email triggers

« Service Catalog triggers

Annotations display directions used

Beginning with the Xanadu Patch 1 release, the flow generation skill displays flow annotations
below each item added to the flow. The flow annotations contain the text directions that the flow
generation skill used to generate the item. You can use these flow annotations to build better

text directions and also receive feedback about how your directions map to specific actions, flow
logic, and subfows.
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Flow preview with low annotations

© Workflow Studio 1 Assignnewproblems fo (7]

Flow preview ez Dally ( search ]

+ Generated by Now Assist ©
runs every day at midnight

1 @ Look Up Records

find althe newly created problem records for L.

z e For Each
+ Build with Now Assist Build on your own iterate over them
Change your directions to try generating the
flow again or save it to edit manually 3 e if se

Ithey e nctassgned
Flow name s i i

[‘Assign new problems for triage daily ] i

Now Assist directions  ©

Create a flow that runs every day at midnight, and then find all the newly * @ Update Record

created problem records for the past day. lterate over them. If they are not
assigned, update it to assign the problem to level 1 triage group, move the
state to "triaged,” and then send a notification to the group.

update [t o assign the problem to evel 1 triage.

2

S Tryan example &

s @ uedste Record
Application %
| Global - move the state to "triaged

> Show additional properties

¢ @ sendnostcaton

send a notification to the group

continue
D T

B @ 8% @ B8 SView

Discard flow Save and edit flow

This example illustrates how the flow generation skill mapped specific text directions to low
items.

Sample mappings of directions to low items

Directions Flow item generated

runs every day at midnight Daily trigger

find all the newly created Look Up Records action
problem records for the past

day

iterate over them For Each flow logic

If they are not assigned If Hlow logic

update it to assign the problem Update Record action
to level 1 triage group

move the state to "triaged," Update Record action
send a notification to the Send Notification action
group

Data pill configuration for supported items

Beginning with the Xanadu Patch 3 release, the flow generation skill generates appropriate data
pill values for supported triggers, actions, and flow logic. The low generation skill updates the
flow preview with data pill values as it generates them. While generating a flow preview, the
system displays a check mark icon next to each item that contains generated data pill values.
You can see the data pill values generated between the name of the low component and the
flow annotations containing your original text directions. The Aow preview displays an animated
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working icon next to items that are waiting for data pill values to be generated. While the Aow
preview is generating data pill values, the system displays an option to stop generating the Aow
preview. If you stop generating the flow preview, you must either manually save and edit the fiow,
or edit your directions to generate another flow preview.

Flow preview with data pill configuration
0 Workflow Studio I3 Elsgw hashtag suport i Q

« Filling out properties (2 of 2)

Flow preview efeaony rrgger n Strategic Priority Created (&) o @ Search

+ Generated by Now Assist &
Upon creation of a new sn_gf strategy

Change your directions to try generating the
flow again or save it to edit manually 1 4§

Name to uniquely identify your flow.

& Trigger - Record Created ...~ Type is
Flow name % © key_initiative

Demo hash tag suport if the type is key initiative

© —fase

Application % © true

Global =

Now Assist directions %@ . N
P If false

Upon creation of a new #Strategic Priority, if the type is key initiative, and

the start date is before the end date, check if there is any #Goal under the B e e e T ey e
strategic priority record. If no goal exists, send the owner an email.

true
Q Enter # if you want to find and reference a specific table
3 Look Up Records
check f there is any sn_gf_goal under the strate
® e 100% @ & BView

Discard flow ‘ Stop generating

1. Completed icon

The system displays a green check mark icon on the cards of How components for
which it has generated data pill values. These status icons are only visible while the
system is generating the flow preview.

2. Generated data pill values

The system displays a preview of data pill values in between the flow component
name and the text directions used to generate the flow component. The system
displays a preview of long data pill values. You can select a flow component to see
the full data pill configuration in the properties pane.

3. Working icon

The system displays an animated working icon on the current card for which it is
generating data pill values. The system displays a static working icon for the flow
components that have not yet generated any data pill values. These status icons are
only visible while the system is generating the flow preview.

4. Stop generating button

The system displays the Stop generating button while it is generating data pill
values. You can stop flow generation to either manually save and edit the Aow or to
update the Now Assist directions used to generate your flow preview.
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Descriptions of fow data

© Workflow Studio

Flow preview ereadenly —
b i - B asern |

+ Generated by Now Assist @
Daily at 16:00:00

day at midnight
+ Build with Now Assist Build on your own every day at midnig

Change your directions to try generating the

flow again or save it to edit manuall
g y 1 Look Up Problem Records
Flow name © where (Created on Last32024%20hours, and
| Demo Flow Generation | Assignment group is empty )
find all the newly created problem recards fort...
Aplication ¥ ©
| Global -
Describe the flow using text, an image, or both. ©
1 - Look Up Records~Problem Records
(£ Attach an image (PG, JPEG, PNG, WEBP) @ Attach File LG
10 MB maximum ©

Create a flow that runs every day at midnight, and then find all the newly

created problem records for the past day. Iterate over them. If they are not 3 If false

assigned, update it to assign the problem to level 1 triage group, move the

state to "triaged," and then send a notification to the group. 2- For Each=-...~Assignment group is

Ifthey are ot assigned

> Tryan example © Q Enter #if youwant to find and reference a specific table -

I::I 4 ﬂ Update Problem Record

e 0% @ & HView

> Show additional properties

Update it o assign the problem to level 1 triage.

| Discard flow Save and edit flow

See a natural language description of the data each component of a flow uses. Understand what
data flow triggers, actions, and flow logic blocks use without having to open their configuration
details. Where possible, the title of the low component displays information about the table
where data comes from. Otherwise, the How component displays the data pills it has been
configured to use.

Hash tag support for table name references

Beginning with the Xanadu Patch 3 release, you can refer to a specific table in your Now Assist
directions by typing a hash tag character and then typing either the table label or table name. As
you type, autocomplete displays tables that match your entry. Add hash tag references to your
directions when you want to ensure that flow generation selects the correct table for triggers or
record-based actions. Hash tag references are particularly useful to help the LLM distinguish
between tables that have similar or even identical labels such as the User [imp_user] and User
[sys_user] tables.
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Hash tag autocomplete

0 Workflow Studio g New Flow « IS 8
Flow

+ Build with Now Assist Build on your own

Tell us about your flow and Al-powered Now
[ oy ] Assisticanget it started foryou

Flow name % ©

o
+

| Demo hash tag suport |

Application % @
| Global v |

—~ @ Now Assist directions % "

Upon creation of a new #Strategic
s . Strategic Objective [strategic...

e Strategic Priority [sn_gf_strat...
Strategic Priority [sn_gf_stratsgy]

= Enterprise Strategy [enterpns...
> Tryanexample © [[(5] Q pecific table
= Business Unit Strategy [busi...

See detailed instructions™

By using Now Assist you acknowledige that your personal data will > Show additional properties
be processed in accordance with our Privacy Statement.

Cancel ‘ + Generate flow preview

https://fgdevdatapillo2.service -now.comy#

Now Assist directions with a hash tag table reference

© Workflow Studio £ NewFlow x K @

+ Build with Now Assist Build on your own

Tell us about your flow and Al-powered Now

AT Assist can get it started for you
7 Flow name % ©
. + \ Demo hash tag suport \
Application % ®
| Global -

Upon creation of a new #Strategic Priority, if the type is key initiative, and
< . the start date is before the end date, check if there is any #Goal under the
strategic priority record. If no goal exists, send the owner an em o [sn_gf_goal]

Goal [goal]
See detailed instructions(’ > Tryanexample 0 (5] © Enter # if you want to find and referen Goals [sn_vsc_best_practice. ..
By wsing Now Assist you acknowledge that your personal data will > Show additional properties Core Goal [sn_gf_core_goal]

be processed in accordance with our Privacy Statement.
Goal Relationship [sn_gf_goa...

Cancel ‘ + Generate flow preview

1. Hash tag text

The system recognizes hash tags as a reference to a table label or table name.
You can type either a table label such as Strategic Priority or a table name such as
sn_gf_strategy.

2. Autocomplete table name suggestions

The system displays table name suggestions that match your hash tag text. You can
select an autocomplete suggestion to use data from that specific table in your Now
Assist directions.

3. Hash tag link to table
The system displays underlined link text to the table you selected.
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Retrieval Augmented Generation (RAG) support

Flow generation uses Retrieval Augmented Generation (RAG) to include the names of common
and recently published actions and subflows available on your instance. Workflow Studio
updates the list of common and recently published actions and subflows every hour to make

them available to flow generation. You can list published actions and subflows by name in your
flow generation directions.

Example prompts

Here are some examples that you can use to create flows and subflows.
Example Aow prompt 1: scheduled trigger

You can use this prompt to create a low with a scheduled trigger.

Create a flow that runs every day at midnight, and then
find all the newly created problem records for the past
day. Iterate over them. If they are not assigned, update
it to assign the problem to level 1 triage group, move

the state to "triaged," and then send a notification to
the group.

Example Aow prompt 2: Service Level Agreement (SLA) Task trigger

You can use this prompt to create a flow with a Service Level Agreement (SLA) Task
trigger.

Create a flow with SLA trigger. Wait for 50% of the SLA,
then send a notification. Next, wait for 75% of the SLA
then send another notification. After 100% of the SLA is
complete, do an if statement to determine if the SLA is
breached or was completed.

Example Aow prompt 3: Record trigger

You can use this prompt to create a flow with a record trigger.

Whenever a change request is created or updated where
model is unauthorized demo, do the following in parallel.
First, Apply change approval policy. If approvals are
approved or skipped, update change request record as
approved. If not, updated change request record as
rejected. Evaluate the model once again. If rejected,
send email. Second, Wait until active is false, disregard
change request approvals and evaluate the change model.

Example subfAow prompt 4: Record input

You can use this prompt to create a subflow with a record input.

Create a subflow that logs the name of the problem input,
and then check if the last updated by person is the same

as the assigned to. Output the result from the subflow
output.

Example subAow prompt 5: Approval input

You can use this prompt to create a subflow for an approval.

Create a subflow to create a flow launcher job using
the given job config sys id and workload generator
parameters. If the job sys id is not empty, assign it

as the job exec id subflow output. Subsequently, start

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.

19



servicenow.

the flow launcher for the created job sysid and assign
subflow outputs.

Example subflow prompt 6: Catalog tasks

You can use this prompt to create a subflow that creates catalog tasks.

Create a subflow that for every user with an assigned
laptop it sends an email stating that their operating
system has to be updated immediately and sends an SMS
with the instructions to do it.

These examples illustrate using hash tags to refer to specific tables.
Example Aow 7: Strategic Priority [sn_gf_strategy] and Goal [sn_gf_goal]

Upon creation of a new #Strategic Priority, if the type
is key initiative, and the start date is before the end
date, check if there is any #Goal under the strategic
priority recorxd. If no goal exists, send the owner an
email.

Example 8: Transfer Order [alm_transfer_order]

Once a #Transfer Order is updated to the stage shipment
preparation, check that there is a value in the to
stockroom field. If it is not empty, create a new
transfer order line and link it to the triggering
transfer order record.

Example 9: Assessment Metric type [asmt_metric_type]

Everyday at 7pm, check if there are new #Assessment
Metrics Type records that are live feed. For each of
them, if the pagination setting is category, then add the
assessor role to the assessment manager user.

Example 10: Test Suite [sys_atf_test_suite] and Test [sys_atf_test]

When a new #Test Suite record is created or updated,
check if there are any child #Test records within it. If
there are none, then set the Active field to false.

Placeholder steps

Flow generation inserts a placeholder step when it can’t match part of your request to an
available action or subflow. Placeholder steps don't perform any operations. They’re empty
steps that only display an annotation. Flow authors can use the placeholder text to select an
appropriate replacement action or subfiow.

© Important:

You can't activate a flow that contains placeholder steps. You must either delete or replace
each placeholder step with an action or subflow.

General guidelines

Follow these general guidelines when writing Now Assist directions.
Always describe the trigger First

Describe the flow trigger and its data conditions first. After the trigger, describe the
actions and flow logic in the same order that you want them to be in the Aow.

Avoid spelling errors
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Avoid misspelling the names of actions, flow logic, or tables. Consider using hash
tags to avoid making mistakes with table names.

Be precise and descriptive in your request

Make sure that your request is precise and descriptive. Describe the flow trigger,
record data, actions, and flow logic in as much detail as you can. If you attach an
image, make sure to attach a clear, high quality image of the process.

Be succinct and direct in your request
Start by specifying whether you want to generate a flow or a subfiow. For example,

use the phrase, "Create a flow that"to generate a flow. Describe each step
the flow in order.

Refer to actions, low logic, and tables by name

Use action, flow logic, and table names as part of your directions. The closer your
directions are to the actual names, the easier it is for the LLM to recognize them. For
example, use the text for eachordo the following in parallelto
refer to those specific flow logic options. For table names, consider using hash tags.

Review the generated flow outline and input values

Review each action, flow logic, and subflow in the generated flow outline. Review
the generated inputs values to confirm that they contain relevant data references.

Use hash tags to refer to data in a specific table

Use a hash tag to select a specific table name. Hash tags are particularly useful to
distinguish between tables that have identical or similar display names such as the
User [sys_user] and User [imp_user] tables.

Use numbers to distinguish the branches of do the following in parallel How logic

Add a number to each parallel branch. For example, the directions, "When a P1
incident is created, do the following in parallel: 1. Log
its short description and 2. Look up the user assigned to
it and send an email," makes it clear that there are two branches.

Use quotation marks to set exact values

Enclose exact data values in quotations marks to help the LLM distinguish
between operation names and data values. For example, the directions, "Log
the value, 'incident reopened'" make it clear that the text "incident
reopened" is a data value.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.

Turn on the Aow generation skill

Turn on the flow generation skill to use generative Al to create and edit Aows.

Before you begin
« Install the Now Assist for Creator application. See Install Now Assist for Creator.

« Role required: admin
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About this task

© Important:

The Flow generation skill requires a separate subscription to Now Assist for Creator.

Procedure

1. Navigate to All > Now Assist Admin> Skills.

2. In the workflow list, select Creator.

servicenow

Overview  Now Assist Skills

> Technology
> Customer
> Employee
Creator
Platform
> Finance & Supply Chain
Impact
Vault
Other

History ~ Workspaces  Admin

Now Assist Experiences  Analytics  Settings

Now Assist skills for Creator

All 27

Notstarted Out-of-Box Azure OpenAl
Flow generation

Create multi-step flows with generative Al

Last updated: admin, Feb 18, 2025

Turn on

Now Assist Admin

Notstarted  Out-of-Box  Now LLM Service
Flow recommendations

Get recommendations for the next step of your flow
with generative Al

Last updated: admin, Feb 18,2025

Turnon

Search using keywords a [v] (

Notstarted Out-of-Box Now LLM Service

Work Notes Analysis
Work notes analysi gathers work notes and comments
related to transitions, evaluates their quality, groups.

Last updated: admin, Aug 28, 2024

Tum on

Notstarted Out-of-Box  Now LLM Service

App summary generation
“This s the primary skilfor generating an app summary

Last updated: admin, Oct 28, 2024

Notstarted  Out-of-Box Now LLM Service

Table summary generation
“This s a provider for table summary

Last updated: admin, Oct 28, 2024

Notstarted Out-of-Box Now LLM Service

Client Script Summarization
Use Now Assist to quickly analyze client scripts and
generate human-readable summaries and explanations

Last updated: admin, Jan 29, 2025

Activate skill

Activate skill

Tumon

Active Out-of-Box Azure OpenAl
Code Assist Summarization
Enable code summary and explain using LLM

Last updated: admin, Feb 18,2025

Notstarted  Out-of-Box

Catalog item generation
Create a catalog item of your choice quickly. Describe
the catalog item that you want, and Now Assist il

Last updated: maint, Mar 31, 2024

Notstarted  Custom  Now LLM Service

Mobile card generation
Quickdy create 2 mobile card using context provide by
he user as wellas context from the mobile experienc.

Last updated: admin, Nov 11, 2024

Deactivate skill

Showing 1-9 of 27

Turnon

3. In the Flow generation card, select Turn on.

4. In the Flow generation card, verify that the skill is active.

servicenow

Overview  Now Assist Skills

> Technology
> Customer
> Employee
Creator
Platform
> Finance & Supply Chain
Impact
Vault
Other
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History ~ Workspaces  Admin

Now Assist Experiences  Analytics  Settings

Now Assist skills for Creator

All 27

Active Out-of-Box Azure OpenAl
Flow generation

Create multi-step flows with generative Al

Last updated: admin, Feb 18, 2025

Now Assist Admin

Active Outof-Box NowLLM

Flow recommendations
Get recommendations for the next step of your flow
with generative Al

Last updated: admin, Feb 18, 2025

Search using keywords

Tum on

Records perpage 9 v

IENE

Notstarted  Out-of-Box Now LLM Service
Work Notes Analysis

Work notes analysis gathers work notes and comments
related to transitions, evaluates their quality, groups.
Last updated: admin, Aug 28, 2024

Next steps

Spoke

Now Assist skils are a powerful tool for creating
new spokes or modifying existing ones. They
empower end users with a seamless and intuitive

a spoke. By providing just the API documentation as
aninput, you have the necessary spoke actions at
your fingertips.

After you activate the Spoke Generation skill, you
can create a new spoke or modify an existing spoke
using Now Assist in Spoke Generator.

@ Spoke Generator

See the ServiceNow documentation for information
about using Now Assist.

@ Now Assist in Spoke Generator Documentation

Next steps

Spoke

Now Assist skils are a powerful tool for creating

experience in creating actions for spokes using Now
Assist. By incorporating Now Assist skils, you can
significantly improve the time to develop and deploy
a spoke. By providing just the API documentation as
aninput, you have the necessary spoke actions at
your fingertips.

Deactivate skill

Deactivate skill

Tum on

Notstarted Out-of-Box  Now LLM Service

App summary generation
This is the primary skill for generating an app summary

Last updated: admin, Oct 28, 2024

Notstarted  Out-of-Box Now LLM Service

Table summary generation
‘This is a provider for table summary

Last updated: admin, Oct 28, 2024

Notstarted  Out-of-Box Now LLM Service

Client Script Summarization

Afteryou P you
can create a new spoke or modify an existing spoke
using Now Assist in Spoke Generator.

@ Spoke Generator

See the ServiceNow documentation for information
about using Now Assist,

o N :

ipts and
generate human-readable summaries and explanations

Last updated: admin, Jan 29, 2025

Activate skill

Active Out-of-Box Azure OpenAl
Code Assist Summarization
Enable code summary and explain using LLM

Last updated: admin, Feb 18,2025

Deactivate skill

Activate skill

Notstarted  Out-of-Box

Catalog item generation
Create a catalog item of your choice quickly. Describe
the catalog item that you want, and Now Assist will

Last updated: maint, Mar 31, 2024

Turn on

Tum on

Notstarted Custom  Now LLM Service

Mobile card generation
Quickdy create 2 mobile card using context provided by
the user as well as context from the mobile experienc..

Last updated: admin, Nov 11,2024

Tumn on
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What to do next
Grant the now.assist.creator and flow_designer roles to each user who will use the Aow
generation skill.

Flow generation with images

Create a flow or a subflow from an image by using Now Assist.

Get started
Explore Configure
Learn about flow generation with images Activate the Now Assist for Creator plugin
and the flow generation with images skill
Generate Reference
<--->
Create a flow from an image Get details about Now

Assist for Creator roles

© Important:

» Not all model providers are available for customers with in-country SKUs, and some Now
Assist products/features are currently unavailable for in-country customers. For more
information, see the KB1584492 @ article in the Now Support Knowledge Base. Be sure to
check for model provider availability updates in future releases.

« Some Now Assist products/features are currently unavailable for customers in the
FedRAMP, NSC DOD IL5, or Australia IRAP-Protected data centers, self-hosted
customers, or in other restricted environments. For more information, see the
KBO743854 & article in the Now Support Knowledge Base . Be sure to check for availability
updates in future releases.

« Some Now Assist products/features are currently available only for customers in some
regions. Be sure to check for availability updates in future releases.

« Some Al products and skills are not available in Regulated Markets. For more information,
see KB2593939: Regulated Markets Al Products/Skills Not Available &. Be sure to check
for availability updates in future releases.
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Exploring Flow generation with images

Create a flow or a subfow from an image by using Now Assist. Capture the detailed process in an
image and attach the image to Workflow Studio. Now Assist generates a preview of the flow that
you can modify and regenerate.

Activation

The skill Flow generation with images is installed with the Now Assist for Creator
(sn_now_creator) application. You can install this application from the ServiceNow Store &
website.

Benefits

Enable flow generation with images to gain these benefits.

« Build a multi-step flow or subflow from an image in Workfow Studio. Supported triggers and
actions are configured with appropriate data pill values.

 Use standard flow design patterns.

Supported LLMs

You can use Azure OpenAl, Google Gemini, or Anthropic Claude on AWS as the Al model
provider for Now Assist skills and Al agents. Use the Configuration Controls in Al Control Tower &
to define which options are available, then set the skill-level preferences in the Now Assist Admin

console &. For more information, see Large language models on the ServiceNow Al Platform® a.

Supported trigger types
Flow generation supports a limited number of trigger types. You can use text directions to specify
these trigger types.
« Scheduled triggers
 Record triggers
© Created
o Created or Updated
o Updated
« Service Level Agreements triggers
 Inbound email triggers

« Service Catalog triggers

General guidelines
Follow these general guidelines when generating a flow or subflow from an image by using Now
Assist.

Use clear images

Use high resolution images with clear shapes, text, and arrows. Avoid using blurred
screenshots and images of unclear whiteboard diagrams.

Keep it simple

Don't overload the diagram with excessive nodes. Break complex flows into smaller
flows or subfows.

Use standard symbols
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Stick to the common flow chart notions so that Al can interpret the structure
accurately. For example, rectangle for steps and diamond for decisions.

Use clear and consistent labeling

Ensure that the step names, labels, and annotations are legible and consistent
across the image.

Start with triggers

Clearly indicate the Aow trigger first, followed by actions and flow logic in the same
order that you want them to be in the flow. Clearly indicate the expected outcome to

avoid ambiguity.
Show decision points explicitly

Use clearly marked yes/no decision branches.
Use modular approach

Instead of generating one large and complex flow, generate multiple subflows
through separate images and use them together in Workflow Studio.

Turn on the Aow generation with images skill
Turn on the flow generation with images skill to use generative Al to create flows and subfiows
from an image.
Before you begin
« Install the Now Assist for Creator application

« Role required: admin

About this task

© Important:
This skill requires a separate subscription to Now Assist for Creator.

Procedure

1. Navigate to All > Now Assist Admin > Features.
2. In the workflow list, select Creator.

3. In the Flow card, select View details.

4. Select All available Flow skills > Flow Generation with Images > Turn on.
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5. In the Flow card, verify that the Flow Generation with Images skill is activated under Active
skills.

Now Assist Features > Creator > Flow

Flow Included in license

Business Impact: High | Product: Creator

Summary

+
Reduce flow creation time by building a multi-step flow from a name and description. Make editing flows easier by L +
showing users recommendations for the next step of their flow.

Active skills

The following skills have been activated:
Skill Name LLM service Domain Status Last modified
Flow generation Now LLM Global @ Active 2025-03-27 17:27
Flow recommendations Now LLM Global @ Active 2025-03-28 06:23
Flow summarization Azure OpenAl Global @ Active 2025-03-29 08:21
Flow Generation with Images Azure OpenAl Glabal @ Active 2025-03-31 11:57

What to do next

Grant the now.assist.creator and flow_designer roles to each user who will use the Aow
generation with images skill.

Flow recommendations

Select the next component in your flow from a list of Al-generated recommendations.

Get started
Explore Configure
Learn about low recommendations Activate the Now Assist for Creator plugin
and the Alow recommendations skill
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Generate

<>

Create a flow using Now Assist

Reference

Get details about Now
Assist for Creator roles

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this

application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for

accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy a, which may be updated by ServiceNow.

Exploring Flow recommendations

Select the next component in your flow from a list of Al-generated recommendations. The system
generates recommendations based on the current position in the flow and the low component

names listed before.

Example Aow recommendations

©) Workflow Studio 1, Demo of flow recomme.
Flow
T:: Demo of flow recommendations e @

TRIGGER
@ ncident Created where (Short description starts with [demo])
ACTIONS  select multiple

(+) Add an Action, Flow Logic, or Subflow

+ Recommended © (@) Create Record | (@) Create Task | (@) Look UpRecord | (@) Look Up Records

ERROR HANDLER ()

f an error eccurs in your flow, the actions you add here will run

The model uses the name of the low components that come before to generate one to five
recommendations for the next step of the flow. If there are no recommendations listed, then

@) Update Record

Data collapse Al
» Flow Variables
v Trigger - Record Created
» (Incident Record )

(Incident Table )

(' Run Start Time UTC )

there are no flow components that meet the required relevance threshold.

The system can only recommend actions, flow logic, and subflows that are available from
ServiceNow. Recommendations can’t include user-generated low components such as custom
actions, nor can recommendations include actions from ServiceNow Store spokes.

Generative Al model training

(' Run Start Date/Time )

Record

Table

Date/Time

DatefTime

This Generative Al large language model was pre-trained with internal ServiceNow flows to learn
flow creation patterns. The goal was to understand what flow components are most relevant for a

certain position in a flow given the content before.
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Flow preference

Flow preferences

My preferences

Default to diagramming view

Show Now Assist Recommendations

Show inline script toggle

Show available spokes from ServiceNow Store

Include flows with triggers in subflow picker

Show advanced connection options

CCC&&&C@)

Use selected record as default test record

By default, Workflow Studio shows flow recommendations as you build a flow. You can hide
these recommendations on a flow by flow basis by turning off the Show recommendations flow
preference. See User preferences for flows for more information.

Recommendations in diagramming view

%= Demo flow recommendations e @ A fver 8w [Test | ([ |

T LUK Up ecoTus

For each newly created Problem record from ... [Q Search ]

\
¥

self R

2 - For Each...~Assigned to is empty

If the Problem record is not assigned

4 . Update Problem Record =«

Update the Problem record to assign it to the Lev...

¥

J

5 . Send Notification >«

Send a notification 1o the Level 1 Triage group ab...

+ Recommendations (O View all

(@) Update Record )

O —
| @  Send Notification )

. —_ «Flow Logic >
El Subflow >

® @ 100% @ k) % View

(7> ERROR HANDLER

Status: Draft | Application: Global (176}
a
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Workflow Studio shows recommendations from the flow diagramming view while you're editing
a flow. In diagramming view, the last node of the flow always shows a list of recommendations.
This experience matches the behavior of the text view, which also always shows a list of
recommendations at the end of the flow.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.

Turn on the Aow recommendations skill

Turn on the flow recommendations skill to get recommendations for the next step of your flow
with generative Al.

Before you begin
« Install the Now Assist for Creator application. See Install Now Assist for Creator.

« Role required: admin

About this task

© Important:

The Flow recommendations skill requires a separate subscription to Now Assist for Creator.

Procedure
1. Navigate to All > Now Assist Admin> Skills.

2. In the workflow list, select Creator.

enow All  Favorites  Hist Workspaces ~ Admin Now Assist Admin

jew  Now Assist Ski Now Assist Experiences  Analytics  Settings

 Technology Now Assist skills for Creator

> Customer
> Employee Al 27 Search using keywords a 7] [=][2] Nextsteps
Creator G
ol
Platform

Now Assist skils are a powerful tool for creating
new spokes or modifying existing ones. They

Notstarted  Out-of-Box Azure OpenAl Notstarted  Out-of-Box  Now LLM Service Notstarted Out-of-Box Now LLM Service

> Finance & Supply Chain Flow generation Flow recommendations Work Notes Analysis e e e T

Impact Create multi-step flows with generative Al Get recommendations for the next step of your flow Work notes analysis gathers work notes and comments. experience in creating actions for spokes using Now
with generative A related to transitons, evaluatestheir qualiy, groups Assist, By incorporating Now Assis skills you can

significantly improve the time to develop and deploy

Vault Last updated: admin, Feb 18, 2025 Last updated: admin, Feb 18, 2025 Last updated: admin, Aug 28, 2024 a spoke. By providing just the API documentation as
Other an input, you have the necessary spoke actions at

your fingertips.

Afteryou P you
can create a new spoke or modify an existing spoke
using Now Assist in Spoke Generator.

Turn on Turnon Tum on

@ Spoke Generator

See the ServiceNow documentation for information

Notstarted Out-of-Box  Now LLM Service
about using Now Assist.

Notstarted  Out-of-Box Now LLM Service Notstarted  Out-of-Box Now LLM Service

App summary generation
This isthe primary skil for generating an app summary

Last updated: admin, Oct 28, 2024

Activate skill

Adtive Out-of-Box Azure OpenAl
Code Assist Summarization

Enable code summary and explain using LLM

Last updated: admin, Feb 18,2025

Deactivate skill

Table summary generation
This is 2 provider for table summary

Last updated: admin, Oct 28, 2024

Activate skill

Notstarted  Out-of-Box

Catalog item generation
Create a catalog item of your choice quickly. Describe
the catalog item that you want, and Now Assist wil

Last updated: maint, Mar 31, 2024

Turn on

Client Script Summarization

7 Now Assistin

to
generate human-readable summaries and explanations

Last updated: admin, Jan 29, 2025

Turn on

Notstarted Custom  Now LLM Service

Mobile card generation
Quickdy create 2 mobile card using context provided by
the user as well s context from the mobile experienc.

Last updated: admin, Nov 11, 2024

Tum on

Showing 1-9 of 27

==
X2 3 >

3. In the Flow recommendations card, select Turn on.
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4, In the Flow recommendations card, verify that the skill is active.

Servicenow Al Favorites

History ~ Workspaces  Admin

Overview  NowAssist Skills  Now Assist Experiences  Analytics  Settings.

> Technology
> Customer
> Employee
Creator
Platform
> Finance & Supply Chain
Impact
Vault
Other

What to do next

For Flow generation v 28.2 and later releases, grant a flow creation role to each user who will use

Now Assist skills for Creator

All 127

Active Out-of-Box Azure OpenAl

Flow generation
Create multistep flows with generative AL

Last updated: admin, Feb 18, 2025

Deactivate skill

Notstarted  Out-of-Box  Now LLM Service

App summary generation
This isthe primary skil for generating an app summary

Last updated: admin, Oct 28, 2024

Activate skill

Now Assist Admin

Active Outof-Box NowLLM
Flow recommendations

Get recommendations for the next step of your flow
with generative AL

Last updated: admin, Feb 18, 2025

Deactivate skill

Notstarted  Out-of-Box  Now LLM Service:

Table summary generation
This is aprovider for table summary

Last updated: admin, Oct 28, 2024

Activate skill

v (=

Search using keywords Q

Notstarted  Out-of-Box Now LLM Service

Work Notes Analysis
Work notes analysis gathers work notes and comments
related to transitions, evaluates their qualty, groups

Last updated: admin, Aug 28, 2024

Tum on

Notstarted  Out-of-Box  Now LLM Service

Client Script Summarization

Next steps

Spoke

Now Assist skills are a powerful tool for creating
new spokes or modifying existing ones. They.
empower end users with a seamless and intuitive
experience in creating actions for spokes using Now
Assist. By incorporating Now Assist skils, you can
significantly improve the time to develop and deploy
a spoke. By providing just the API documentation as
aninput, you have the necessary spoke actions at
your fingertips.

After you activate the Spoke Generation skil, you
can create a new spoke or modify an existing spoke
using Now Assist in Spoke Generator.

 Spoke Generator

See the ServiceNow documentation for information
about using Now Assist.

@ Now Assist

to
generate human-readable summaries and explanations
Last updated: admin, Jan 29, 2025

Tum on

Active Out-of-Box Azure OpenAl
Code Assist Summarization
Enable code summary and explain using LLM

Last updated: admin, Feb 18,2025

Notstarted  Out-of-Box

Catalog item generation
Create a catalog item of your choice quickly. Describe
the catalog item that you want, and Now Assist will

Last updated: maint, Mar 31, 2024

Notstarted Custom  Now LLM Service

Mobile card generation
Quickly create a mobile card using context provided by
the user as well as context from the mobile experienc.

Last updated: admin, Nov 11, 2024

Deactivate skill

Turnon

Tum on

Showing 1-9 of 27
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Records perpage 9 v

the Flow recommendations skill. For a list of available fow creation roles, see User access to
Workflow Studio flows.

For earlier versions of the Flow generation application, grant the now.assist.creator role and a
flow creation role to each user who will use the Flow recommendations skill.

Flow summarization

Summarize what a flow or subflow does by using generative Al.

Get started

Explore Configure

Activate the Now Assist for Creator
plugin and the flow summarization skill

Learn about flow summarization
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Generate Reference

<>

Create a flow summary Get details about Now
Assist for Creator roles

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy a, which may be updated by ServiceNow.

Exploring Flow summarization

Summarize what a flow or subflow does by using generative Al.

Activation

The flow summarization skill is installed with the Now Assist for Creator (sn_now_creator)
application. You can install this application from the ServiceNow Store B website.

Benefits

Enable flow summarization to gain these benefits.
« Enhance collaboration by describing what a flow does.

» Reduce manual effort to generate flow details.

Supported LLMs

You can use Now LLM Service, Now LLM Long Term Stable models (LTS), Azure OpenAl, Google
Gemini or Anthropic Claude on AWS as the Al model provider for all Now Assist skills and

Al agents. Use the Configuration Controls in Al Control Tower & to define which options are
available, then set the skill-level preferences in the Now Assist Admin console &. For more

information, see Large language models on the ServiceNow Al Platform® &@.
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.
Flow summaries
Workflow Studio Change - Standard
t: Change-Standard s vew [ (8|
Properties —
TRIGGER O executions >

Flow summary
. Change Request Created where (Model s Standard)
«1{ Flow stages

ACTIONS R Record
| . Update Change Request Record @ Flow Reporting Settings b
Flow Variables
te/Time
2 . Evaluate Change Model ®
tefTime
Copy flow
~1 - Update Record (O
» ( Change Request Record ) Record
( Change Request Table | Table
ERROR HANDLER » | Action Status | Object
If an error occurs in your flow, the actions you add here will run.
- 2- Evaluate Change Model
» [ Action Status | Object
rvice-now.com/$flow-desi L

You can generate and view flow summaries from the More Actions menu.

Flow summary

You can use Al-powered Now Assist to generate a summary of this flow.

+ Summarize flow with Now Assist ©

From the Flow summary dialog box, you can generate a new flow summary or view any previously
generated summary. A flow that has never been summarized displays a Summarize button.
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Flow summary

This is an overview of the flow and its purpose

+ Now Assist flow summary @ 2025-04-16 11:3241 &

The flow titled "Change - Standard" is designed to automate the
processing of a Change Request that utilizes the Standard Change
Model in ServiceNow. It is triggered when a new Change Request
record is created, specifically targeting requests that match a
predefined change model condition. The flow begins by
automatically approving the change request, updating the record
to reflect this approval status. Following this, it evaluates the

rhanaa madal tcing nradafinad rritaria ta anciira it alione with IT

Generated by Now Assist. Check for accuracy.

An existing low summary lists its creation date. You can regenerate a flow summary from the
Flow summary dialog box.

SubfAow summaries

Workflow Studio L Change - Implementation t x
Subflow = Global

t. Change - Implementation tasks View T 8%
Properties
INPUTS & OUTPUTS Data | see related flows ’
= i| Executions
‘.‘2'.‘ Subflow Inputs & Outputs » Flow Varg
- Subflow summary
Subflow stages
ACTIONS v (Chang & Record
-, | Flow Reporting Settings
-1 | Do the following in Parallel
~ *1-Dathe Figw Variables
. ¥ 2- Paralld
2e3 =) . Create Change Task Task @
o ¥ 2-3-0r8 Copy subflow
L ange Task Record | Recard
(" Change Task Table ) Table
s ' . Create Change Task Task @ _thange TaskTable
- » ( Action Status | Object
b 4- Parallel Branch
w 45 - Create Task
¥ [ Change Task Record ) Record
( ange Task Table ) Table
ERROR HANDLER » | Action Status | Object

If an error occurs in your flow, the actions you add here will run.
¥ Subflow Outputs

service-now. desi r e=true# 0L

You can generate and view subflow summaries from the More Actions menu.
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Subflow summary

You can use Al-powered Now Assist to generate a summary of this subflow.

+ Summarize subflow with Now Assist &

From the Subflow summary dialog box, you can generate a new subflow summary or view
any previously generated summary. A subflow that has never been summarized displays a
Summarize button.

Subflow summary
This is an overview of the subflow and its purpose.

+ Now Assist subflow summary & 2025-04-28 14:48:33 &

The "Change - Implementation tasks" subflow is designed to
automate the creation and management of tasks related to a
Change Request in ServiceNow. It specifically focuses on
generating both Implementation and Post Implementation Change
Tasks for a given Change Request. The subflow operates by
executing tasks in parallel branches, ensuring that both the
implementation and post-implementation testing tasks are created

cimultanannichs Farh tack ic cat with a madarata nrinribs and

Generated by Now Assist. Check for accuracy.

An existing subflow summary lists its creation date. You can regenerate a subfow summary from
the Subflow summary dialog box.

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns
in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
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application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.

Turn on the How summarization skill

Turn on the flow summarization skill to generate a summary of what a flow or subflow does.

Before you begin

« Install the Now Assist for Creator application. See Install Now Assist for Creator.

« Role required: admin

About this task

© Important:

The Flow recommendations skill requires a separate subscription to Now Assist for Creator.

Procedure

1. Navigate to All > Now Assist Admin> Skills.

2. In the workflow list, select Creator.

Servicenow Al Favorites

History ~ Workspaces  Admin

Overview  NowAssist Skills  Now Assist Experiences  Analytics  Settings

> Technology
> Customer
> Employee
Creator
Platform
> Finance & Supply Chain
Impact
Vault
Other

Now Assist skills for Creator

All 27

Notstarted Out-of Box Azure OpenAl
Flow generation
Create multistep flows with generative AL

Last updated: admin, Feb 18, 2025

Now Assist Admin

Notstarted  Out-of-Box  Now LLM Service
Flow recommendations

Get recommendations for the next step of your flow
with generative Al

Last updated: admin, Feb 18,2025

Search using keywords Q v ‘

Notstarted  Out-of-Box Now LLM Service

Work Notes Analysis
Work notes analysis gathers work notes and comments
related to transitions, evaluates their qualit, groups.

Last updated: admin, Aug 28, 2024

Next steps

Spoke

Now Assist skils are a powerful tool for creating
new spokes or modifying existing ones. They.
empower end users with a seamless and intuitive
experience in creating actions for spokes using Now
Assist. By incorporating Now Assist skils, you can
significantly improve the time to develop and deploy
a spoke. By providing just the API documentation as
aninput, you have the necessary spoke actions at
your fingertips.

Turnon

Notstarted  Out-of-Box  Now LLM Service

App summary generation
This isthe primary skil for generating an app summary

Last updated: admin, Oct 28, 2024

Activate skill

Active. Out-of-Box Azure Openl
Code Assist Summarization

Enable code summary and explain using LLM

Last updated: admin, Feb 18,2025

Turnon

Notstarted  Out-of-Box Now LLM Service

Table summary generation
This is a provider for table summary

Last updated: admin, Oct 28, 2024

Activate skill

Notstarted  Out-of-Box

Catalog item generation
Create a catalog item of your choice quickdy. Describe
the catalog item that you want, and Now Assist wil
Last updated: maint, Mar 31, 2024

Tum on

Notstarted  Out-of-Box Now LLM Service

Client Script Summarization

Afteryou P

can create a new spoke or modify an existing spoke
using Now Assist in Spoke Generator.

@ Spoke Generator

See the ServiceNow documentation for information
about using Now Assist.

O Now Assist

to ipts and
generate human-readable summaries and explanations
Last updated: admin, Jan 29, 2025

Tumn on

Notstarted Custom  Now LLM Service

Mobile card generation
Quickdy create a mobile card using context provided by
the user as well as context from the mobile experienc..

Last updated: admin, Nov 11, 2024

Deactivate skill

Turn on

Tum on

Showing 1-9 of 27

2 3 >

3. In the Flow summarization card, select Turn on.
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4, In the Flow summarization card, verify that the skill is active.

servicenow

Overview  Now Assist Skills

Now Assist Experiences

All  Favorites  History ~Workspaces ~ Admin

Analytics  Settings

Now Assist Admin

> Technology
> Customer
> Employee
Creator
Platform
> Finance & Supply Chain
Impact
Vault
Other

Now Assist skills for Creator

All 127

Active Out-of-Box Azure OpenAl

Flow generation
Create multistep flows with generative Al

Last updated: admin, Feb 18, 2025

Deactivate skill

Notstarted  Out-of-Box  Now LLM Service

App summary generation
This isthe primary skil for generating an app summary

Last updated: admin, Oct 28, 2024

Activate skill

Active Outof-Box NowLLM

Flow recommendations
Get recommendations for the next step of your flow
with generative AL

Last updated: admin, Feb 18, 2025

Deactivate skill

Notstarted  Out-of-Box  Now LLM Service:

Table summary generation
This is aprovider for table summary

Last updated: admin, Oct 28, 2024

Activate skill

Search using keywords a (7] (

Notstarted Outof-Box  NowLLM Service
Work Notes Analysis

Work notes analys
ted to transitior

hers work notes and comments
rela t

aluates their quality, groups.

Last updated: admin, Aug 28, 2024

Tum on

Notstarted  Out-of-Box  Now LLM Service
Client Script Summarization

Next steps

Spoke

Now Assist skils are a pow

to ipts and
generate human-readable summaries and explanations
Last updated: admin, Jan 29, 2025

Tum on

Active Out-of-Box Azure OpenAl

Code Assist Summarization

Notstarted  Out-of-Box

Catalog item generation

Enable code s ind explain using LLM

Last updated: admin, Feb 18,2025

Deactivate skill Turnon Tum on

@2 3>

Showing 1-9 of 27 Records perpage 9 v

Now Assist for Playbooks

Use Now Assist to generate playbook outlines from text or image inputs. For example, you can
enter a text description to generate a playbook outline for managing customer support cases.
Playbook Assist is part of the Now Assist for Creator application.

Get started

Explore Configure Generate playbooks

Generate playbook
outlines with
Set up Playbook placeholder activities

generation

Learn about
Playbook generation

© Important:
Some Now Assist products/features are currently unavailable for customers in the
FedRAMP, NSC DOD IL5, or Australia IRAP-Protected data centers, self-hosted customers,
or in other restricted environments. For more information, see the KB0743854 & article in
the Now Support Knowledge Base. Please check for availability updates in future releases.
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Troubleshoot and get help

e ServiceNow Community &
e Search the Known Error Portal for known error articles &

» Contact Customer Service and Support &

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,
employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.
Data processing

This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located

in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled
per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.
Data collection

ServiceNow collects and uses the inputs, outputs, and edits to outputs of this application to develop and improve ServiceNow technologies including ServiceNow

models and Al products. In addition, this application will collect information about scripts (and associated script records) in which Now Assist for code generation

is called. Customers can opt out of future data collection at any time, as described in the Now Assist Opt-Out page a.

For more information, see the Now Assist documentation a.

Exploring Now Assist for Playbooks

Use Now Assist to generate playbook outlines from text or image inputs. For example, you can
enter a text description to generate a playbook outline for managing customer support cases.
Playbook Assist is part of the Now Assist for Creator application.

Now Assist for Creator activates the playbook generation skill. Playbook generation gives
generative Al capabilities to playbook authors.

Playbook authors can provide text directions to create multi-stage playbooks with placeholder

activities (‘5:"’ ).

© Note:

Playbook generation uses placeholder activities in your playbook. Configure each activity
before activating your playbook.

Activity definition

2]

Activation

Playbook generation is a skill that is installed with the Now Assist for Creator (sn_now_creator)
application. You can install this application from the ServiceNow Store B website.

Supported Now Assist skills

Playbook Assist currently only supports the playbook generation skill in English.
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Playbook Assist currently supports the playbook generation, playbook recommendations, and
playbook generation with images skills in English. The playbook generation with images skill is
not available for ServiceNow instances hosted in the APAC region.

Supported user interfaces

Access the playbook generation skill when you’re creating a playbook in Workflow Studio.

0 Workflow Studio e New Playoock « @
-2 + Build with Now Assist Build from scratch
N Tell us about your playbook and Al-powered
<+ Now Assist will build it for you

Playbook name
\ |

Now Assist directions * @

O
-%O.eo - ) -
@

Describe the stages and activities that should take place within the
playbook. Specify whether the stages or activities should happen in parallel
or sequentially. Include as much detail as possible.

- Try an example @

See detailed instructions™
Application %

| Global -

By using Now Assist you acknowledge that your personal data will
be processed in accordance with our Privay Statement.

Cancel

Writing prompts and reviewing playbook outlines
Follow these guidelines when creating playbooks with playbook generation skills.

Write prompts:
Provide a meaningful name for the playbook

The more descriptive the playbook name is, the better the playbook that Now Assist
can create.

Be precise and descriptive in the directions
« Describe each stage and activity in as much detail as you can.
« Specify the order that stages and activities run in.

« Specify if any stages or activities run at the same time.

Experiment with prompts

Save your prompts somewhere, including any modified versions. Saving your
prompts enables easy comparison of results.

© Note:
Prompts used only to generate a preview are not saved, but prompts used for a
saved playbook outline are in the playbook's Properties setting.
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Review playbook outlines:
Check for accuracy

Review each stage and activity in a generated playbook to determine accuracy,
efficiency, and how well it outlines your business process.

Configure placeholder activities
Configure placeholder activities before you activate your playbook. Use playbook
recommendations to help choose activity definitions.

Configure the activity definition in the activity side panel
Activity definition

2]

Retrieval Augmented Generation (RAG) support

Playbook generation uses Retrieval Augmented Generation (RAG) to include the names of active
actions, subflows, flows, and activity definitions available on your instance. Workflow Studio
updates the list of active actions, subflows, lows, and activity definitions every hour to make
them available to playbook generation. You can refer to active actions, subflows, flows, and
activity definitions by name in your playbook generation inputs.

Example prompts

The following examples can help you to generate playbook outlines:
Example playbook prompt 1: Employee onboarding

You can use this prompt to create a playbook for the onboarding process of new
hires.

Create an employee onboarding playbook that integrates
new hires into the organization.

HR initiates it upon job offer acceptance, gathering
documents, assigning mentors, providing orientation,
setting up IT access, ensuring compliance, and
job-specific training. The playbook ends with feedback
from the employee and HR,

resulting in an onboarding checklist.

Example playbook prompt 2: Customer support

You can use this prompt to create a playbook with the steps that an agent takes for
customer support cases.

Create a customer support playbook which is the primary
point of contact for handling customer inquiries,

problems, and requests. It starts by receiving and
categorizing customer inquiries based on urgency and
complexity.

Support tickets are then assigned to agents who
troubleshoot and resolve them, with the option to
escalate to higher

support tiers if needed. After resolution, follow-up
with the customer is crucial. A satisfaction survey
gathers feedback for
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improvement, and all interactions are documented,
updating the knowledge base for future reference.

Example playbook prompt 3: Travel reimbursement

You can use this prompt to create a playbook to manage employee travel expenses.

Create a travel expense reimbursement playbook for
managing employee travel expenses efficiently.

Employees submit expense reports with valid receipts.
Finance verifies expenses against policies, ensuring
budget compliance.

Managers approve expenses, initiating payment
processing.

Example playbook prompt 4: Control document

You can use this prompt to create a playbook to manage a control document.

Create a playbook for generating, reviewing, and
approving a control document. Suppliers and Quality
managers collaborate

to upload documents and conduct appropriate refinement
before a final document is appzroved.

Example playbook prompt 5: Supplier evaluation

You can use this prompt to create a playbook to evaluate whether potential
suppliers meet qualification standards.

Create a playbook for qualifying a new supplier.
Suppliers request qualification. Quality managers
review and approve

qualification requests, plan qualification
deliverables, execute qualification activities, and
summarize qualification findings in a report.

The playbook concludes by determining if the supplier
has achieved the requested qualification.

Example playbook prompt 6: Hardware inventory

You can use this prompt to create a playbook to manage hardware inventory.

Create a playbook that manages hardware inventory. This
playbook should efficiently track stock levels, update
in real-time,

and generate alerts for low inventory. It must support
categorization, bar codes, and seamless integration
with sales and procurement systems.

© Note:
Generating or regenerating a playbook preview counts as 10 assists. To track your Now
Assist usage, see Monitoring Now Assist usage in Subscription Management &.

Turn on the playbook generation skill

Turn on the Now Assist for Creator playbook generation skill to use generative Al to create
playbook outlines.
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Before you begin

« Install the Now Assist for Creator application. For more information, see Install Now Assist for
Creator.

« Role required: admin

About this task

© Important:

The playbook generation skill requires a separate subscription to Now Assist for Creator.

Procedure

1. Navigate to All > Now Assist Admin>Now Assist Skills.
2, In the workflow list, select Creator.

3. In the search box, search for Playbook skills.

4. Turn on the Playbook generation and Playbook generation with images skills.

Overview Now Assist Skills Now Assist Experiences Analytics Settings
> Technology . o
Now Assist skills for Creator

> Customer
> Employee Search Result @ [ Playbook ® Q ] All features « | [ Al status <7 [%][c] [ =

Creator

App Engine Playbook generation with images Playbook recommendations

Create and edit multi-step playbooks by using images and text with Make editing playbooks easier by showing recommendations for placeholder

> Platform generative Al You'll need to turn on the Playbook generation skill prior to. activities.
> Data and Analytics Last updated: Last updated:
> Finance & Supply Chain (@ The skill s using an non-compliant model provider. Review policy to see

Impact list of approved providers

Vault Deactivate skill H Deactivate skill

Other

Active  Out-of-box  Azure OpenAl

Playbook generation
Create and edit multi-step playbooks with generative Al

Last updated:

Deactivate skill

Result
Playbook generation skills are active on your instance.

Related topics
Generate a playbook

Change the default LLM for playbook generation

Change the default LLM for playbook generation
Choose either the NowLLM/Mixtral model or OpenAl's GPT-40 as the default LLM to generate
your playbooks.
Before you begin
« Role required: admin or playbook.admin
« OpenAl's GPT-40 LLM is not available in the APAC region.
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Procedure

1. Open the All menu.

2. In the filter bar, type and enter sys_one_extend_capability.list.
3. Search for and select the Playbook Generation capability.

4. Open the OneExtend Definition Configs tab.
The available LLMs are listed here. Under the Default column, a value of true indicates that the
LLM is used to generate playbooks, by default. A value of False indicates that the LLM is not
used to generate playbooks, by default.

5. Change the value in the Default column to False for the current default LLM.

6. For the LLM that you want to generate playbooks with, change the value in the Default column
to true.

Result
Your default LLM has been changed.

Generate a playbook

Provide text directions to Now Assist to generate a playbook outline with placeholder activities.

https://playervimeo.com/video/982759426?
h=24780a7fa3&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Before you begin
Learn how to write prompts to generate better playbooks. For more information, see Writing
prompts and reviewing playbook outlines.

Role required:

« admin, playbook.admin, pd_author, or a delegated developer permission

Procedure

1. Navigate to All > Workfow Studio.
The Workflow Studio landing page appears. Playbooks is shown by default, but you can toggle
to flows, subflows, actions, and decisions.

2, Open the New drop-down menu and select Playbook.
The new playbook opens in a Workfiow Studio tab. Build with Now Assist is the default
method, but you can switch to Build from scratch.

3. On the Build with Now Assist tab, fill in the following fields.

Field Description

Label Unique, user-facing name for your playbook.
This name also appears to agents and
fulfillers during runtime.

Now Assist directions Directions for the playbook that you want
outlined.

Be precise and descriptive in the
directions.
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Field Description

o Describe each stage and
activity in as much detail as
you can.

o Specify the order that stages
and activities runiin.

o Specify if any stages or
activities run at the same time.

Application Application scope that you want your
playbook to run in. Selecting Global lets your
playbook run in any application scope. For
more information, see Application scope @&.

© Important:
You can't change the application scope
of a playbook after you've generated a
preview for it.

4, Select Generate playbook preview.
Workfow Studio uses your text directions to build a playbook outline. If successful, Workflow
Studio displays a preview of the playbook in diagramming view.

© Workflow Studio g Productdevelopment
¥ playbook

Playbook preview
+ Generated by Now Assist ®

1. Conceptualization 2. Refinement

+ Build with Now Assist Build on your own
Change your directions to try generating the o3 Pk &e
playbook again or save it to edit manually 1.1Define product PP ryereR—y
Vision Concept Requirements
Playbook name s
| Product development |
o — @
Create a playbook for product development. It begins with conceptualizing 12 Identify Target 2 Moty
the product, refining its concept, and conducting market research. ekt
Simultaneously, design and engineering teams work on prototyping while
marketing prepares promotional strategies. Once the prototype nears v Q &
toyamsample 0| (5] o aopET e
Application bjectives. Analysis
[ Global <) Compatitors
® o 8o

[ piscard playbook | Save and edit playbook

5. Optional: Scroll horizontally in the preview, and zoom in and out as needed.

6. Review the preview of the playbook for accuracy.
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7. Optional: If the playbook outline doesn’t meet your requirements, try rephrasing your prompt
according to Writing prompts and reviewing playbook outlines, and select Regenerate
preview.

8. If you're ready to generate your playbook outline, select Save and edit playbook.

© Note:
Generating or regenerating a playbook preview counts as 10 assists. To track your Now
Assist usage, see Monitoring Now Assist usage in Subscription Management &. Opening
a playbook does not count as an assist.

9. Optional:
To view the prompt that was used to generate a playbook, navigate to More actions menu >
Properties > General > Now Assist directions.

M1 | |

@ Duplicate

@Praperti%;_

1 Delete

Additional Properties X
General Schedule

Flaybook name

| Manage employee travel expenses |

Description

A playbook for managing employee travel expenses efficiently

[_] Allow this process to be restarted during runtime
Now Assist directions

Create a travel expense reimbursement playbook for managing employee travel expenses
efficiently. Employees submit expense reports with valid receipts. Finance verifies expenses

against policies, ensuring budget compliance. Managers approve expenses, initiating payment
processing.

Application

10. Configure your trigger.
For more information about triggers, see Configure your trigger.

11. Configure placeholder activities by manually selecting the placeholder activity.
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O Tip:
To generate recommendations for activity definitions from Now Assist instead, see
Generate playbook recommendations.

a. Select a placeholder activity that you want to configure ( @ ).

You can also hover over the placeholder activity and select the replace activity icon ( < in
the mini-picker to directly open the activity picker.

b. Optional: Update the Label and Description, if needed.

c. Under the Activity definition field, select the edit button (‘ﬁ‘).
The activity picker is displayed.

d. In the activity picker, search for the activity, subflow, or action to add.

© Note:
Select the application first, and then the activity from the resulting list. For more
information about subflows or actions, see subflow, or action.

e. Configure the activity inputs.
For more information about common activities and their inputs, see Playbooks reference.

12. Optional: If you don't see the activity that you want to add in the activity picker, create an
activity definition.
For more information, see create an activity definition.

13. After you configure all your stages and activities, select Activate in the header.
Activating your playbook publishes it so that it runs when triggered.

14. Optional:

© Note:

When you change your playbook after activating it, the system saves your changes but
deactivates your playbook.

To publish any new changes to your playbook, select Activate again.
For more information, see Playbook statuses and activation states.

Result

When your playbook's trigger conditions are met, your playbook runs. As a result, the system
creates a Process Execution record and renders user-facing configurations for Playbook
Experience. For an example of how to digitize a manual business process that renders as a
playbook, see Design an automated process.

What to do next

Design the Playbook Experience for your agents and fulfillers in Ul Builder. To learn how to design
and customize the runtime playbook experience in Ul Builder, see Customize the Playbook
Experience.

Playbook recommendations

Get Al-generated placeholder activities based on an activity's name and description.
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Get started

Explore Configure Generate

Generate Playbook
recommendations
Learn about Playbook Enable the Playbook
recommendations recommendations skill

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.

Data processing

This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located

in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled

per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.

Data collection

ServiceNow collects and uses the inputs, outputs, and edits to outputs of this application to develop and improve ServiceNow technologies including ServiceNow

models and Al products. In addition, this application will collect information about scripts (and associated script records) in which Now Assist for code generation

is called. Customers can opt out of future data collection at any time, as described in the Now Assist Opt-Out page a.

For more information, see the Now Assist documentation a.

Exploring Playbook recommendations

Get Al-generated recommendations for placeholder activities. The system generates
recommendations based on an activity’s name and description.

https://playervimeo.com/video/982759426?
h=24780a7fa3&amp;badge=0&amp;autopause=0&amp;player_id=0&amp;app_id=58479

Activation

Now Assist Recommendations is a skill installed with the Now Assist for Creator (sn_now_creator)
application. You can install this application from the ServiceNow Store B website.

Benefits

Activating the Now Assist Recommendations skill helps to search through all available activity
definitions, flows, subflows, and actions on the instance, which enables quicker configuration
of placeholder activities in your playbook outline, which then reduces the total time to playbook
activation.
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Supported user interfaces
Access the Now Assist Recommendations skill from the Playbooks user interface.
Example Now Assist recommendations

Al-powered Now Assist predicts these activities by
comparing the label and description to existing

activity names. Be sure to review options carefully
before picking one.

+ Recommendations

Questionnaire
Create task
Create new request ap...

Collect Data Activity

I -

Create Task Activity

[ View all activities ]

+ 2 72 U

k:

1.2 Gather
Requirements

The Now Assist Recommendations skill uses the name and description of the activity to generate
one to five recommendations for the activity definition to use for a placeholder activity. If there
are no recommendations listed, then no activity definitions are considered relevant to the activity
name and description.

Generative Al model training

This Generative Al large language model was pre-trained with internal ServiceNow playbooks to
learn playbook creation patterns. The goal was to understand what playbook activities are most
relevant for a certain position in a playbook given the trigger and previous activities.

Turn on Playbook recommendations

Turn on the playbook recommendations skill to get recommendations for the activity definition to
use in your placeholder activities with Al Search.
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Before you begin
« Role required: admin

« Install the Now Assist for Creator application. For more information, see Install Now Assist for
Creator.

Procedure

1. Navigate to All > Now Assist Admin > Now Assist Skills.
2. In the workflow list, select Creator.

3. In the search box, search for Playbook skills.

4. Turn on the Playbook recommendation skill.

Overview Now Assist Skills Now Assist Experiences Analytics Settings

> Technolo . o
&Y Now Assist skills for Creator
> Customer
> Employee Search Result @ l Playbook ® Q ] All features - All status - ||| C) & =
Creator
App Engine Playbook generation with images Playbook recommendations
Create and edit multi-step playbooks by using images and text with Make editing playbooks easier by showing recommendations for placeholder
> Platform generative Al. You'll need to turn on the Playbook generation skill prior to. activities.
> Data and Analytics Last updated Last updated:
> Finance & Supply Chain ( The skill s using an non-compliant model provider. Review policy to see
Impact list of approved providers
Vault Deactivate skill § Deactivate skill
Other

Active  Out-of-box  Azure OpenAl

Playbook generation
Create and edit multi-step playbooks with generative Al

Last updated:

Deactivate skill

Related topics

Generate playbook recommendations

Generate playbook recommendations

Select the activity definition for a placeholder activity from a list of Al-generated
recommendations. The system generates recommendations based on an activity’s name and
description.

Before you begin

« Make sure the playbook recommendations skill is turned on. To learn how to turn on the
recommendations skill for playbooks, see Turn on Playbook recommendations.

« You can only generate recommendations for placeholder activities in a generated playbook
outline. To learn how to generate a playbook outline, see Generate a playbook.

« Role required:

© admin, playbook.admin, pd_author, or a delegated developer permission

Procedure

1. In your playbook outline, hover over the placeholder activity and select the recommendations
icon ( ¥ ) in the mini-picker.

2, Select one of the recommended activity definitions, if appropriate.
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© Note:
If there are no recommendations listed, then no activity definitions are considered
relevant to the activity name and description.

3. Optional: Try updating the Label and Description to improve results.
a. Open the placeholder activity.
b. Update the Label and Description.
c. Under the Activity definition field, select the recommendations button (@) to try to
generate recommendations again.
d. Select one of the recommended activity definitions, if appropriate.

4. Continue on with activity configuration from Step 11.e of the Generate a playbook procedure.

Resulit

When your playbook's trigger conditions are met, your playbook runs. As a result, the system
creates a Process Execution record and renders user-facing configurations for Playbook
Experience. For an example of how to digitize a manual business process that renders as a
playbook, see Design an automated process.

What to do next

Design the Playbook Experience for your agents and fulfillers in Ul Builder. To learn how to design
and customize the runtime playbook experience in Ul Builder, see Customize the Playbook
Experience.

Install Now Assist for Creator

Install the Now Assist for Creator application to add generative Al functionality to your workflows.

Before you begin
« Role required: admin

» Review the Now Assist for Creator B application listing in the ServiceNow Store for information
on dependencies, licensing or subscription requirements, and release compatibility.

« Upgrade to Washington DC Patch 1 or later. For more information about this release, see
Available patches and hotfixes &.

« Enable Next Experience. For information about activating Next Experience, see Considerations
for activating Next Experience &.

Procedure
1. Navigate to the Now Assist for Creator B application on the ServiceNow Store .

© Important:
Now Assist for Creator requires a separate subscription.

2. From the Now Assist for Creator application page, select Request App.

3. After approval has been granted, on your instance, navigate to All > System Applications > All
Available Applications.

4. Find the Now Assist for Creator application (sn_now_creator) using the filter criteria and search
bar.

5. Select Install.
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What to do next
Turn on the Now Assist for Creator skills you want to support. Grant the now.assist.creator role to
each user you want to use Now Assist for Creator skills.

Now Assist for Creator [now.assist.creator] role

This role grants users access to Now Assist for Creator skills.

© Important:
Starting with version 28.4.3 of Now Assist for Creator, most Now Assist for Creator Al
capabilities don’t require the now.assist.creator role. Some Al capabilities might have
additional role requirements. See the product documentation for the specific skill, Al agent,
or agentic workflow to learn what roles are required.

Contains roles

This role contains no roles.

Groups

List of groups this role is assigned to by default.
None.

Special considerations

None.

WorkAow Studio

Integrate workflow authoring, configuring, and monitoring into a single page experience.
Consolidate playbooks, flows, actions, decision tables, and integrations into one design
environment.

Get started
Explore Configure
Learn about Workflow Studio Configure workfiow builders

concepts and features
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Using

0O
o)

Build workflows and workflow components

Flow Assist

Generate flows and flow
recommendations from text prompts.

Reference

Review roles and system properties

Playbook Assist

Generate playbook outlines
from text directions.

Troubleshoot and get help

* Workfow Automation product on the ServiceNow Community &

« Search the Known Error Portal for known error articles &

« Contact Customer Service and Support &

Exploring Workfow Studio

Work with playbooks, flows, subflows, actions, data streams, and decision tables from a single
consolidated interface. See operational details of your workflow applications and configure

integration connections and credentials.

Homepage

The Workflow Studio homepage displays all the workflow applications available for authoring and

editing.
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Sample Workflow Studio homepage

© Workflow Studio +

2]

1

# Homepage

I Operations

& Integrations

=

5]

Playbooks Flows Subflows Triggers Actions Decision tables Pick up where you left off
Playbooks 3 o \QH@H@HY | C') My action
Last refreshed 2m ago Last updated: 20 min. ago by System Admi
[ Label Application Status Active Updated Updated by %—. My subflow
Last updated: 22 min. ago by System Admi
My Process Global Draft true 2023-11-20 09:13:56 admin
Incident Management for Service . .
Remediate device Operations Workspace Published true 2023-03-20 22:30:26 admin 33z My Pro:es.s
=% Lastupdated: 1h. ago by System Administr.
Remediate server Incident Management for Service Published true 2023-03-20 22:30:40 admin
Operations Werkspace
Latest updates
Showing 1-3 of 3 1 20~ rows per page 2 System Administrator modified My
action
20 min. ago

2 System Administrator modified My
" subflow
22 min. ago

)

System Administrator modified My
Process
1h. ago

System Administrator modified My
flow
244.ag0

)

<

System Administrator modified IP
Address Range Binding Policy
2 months ago

Resources o

@ Product Documentation
® ServiceNow Videos

s Community

= Centre of Excellence

i Developer Portal

The Workflow Studio homepage consists of these elements.
1. Homepage

Use the homepage to create and view workfows. You can see a list of workflows by
type, a list of workflows you last worked on, a list of recent workflow updates, and a
list of information resources.

2. Workflow types

Select a workflow type to see a list of available items you can edit. Options include
playbooks, lows, subflows, actions, data stream actions, and decision tables.

3. Create a workHow

Select a workflow component to create. Options include playbooks, Alows, subflows,
actions, data stream actions, and decision tables.

4. Current workfow list

See the list of workflow items available to edit. Each list shows the total number
of workflow items available, a set of list controls, and a separate list row for each
workflow item. List options include refresh list, list actions, copy URL, show filter
panel, and delete.

5. Pick up where you left off

See the list of workflow items that the current user last worked on. Quickly resume
working on a workflow item.

6. Latest updates

See the list of workflow items that have most recently been added or updated. See
who worked on an item and when the updates were made.

7. Resources

Learn more about Workflow Studio and its related workfow applications. Resources
include links to the product documentation, ServiceNow videos, the ServiceNow
Community site, the Centre of Excellence site, and the Developer Portal.

© 2026 ServiceNow, Inc. All rights reserved.

ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.

Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.

52



servicenow.

Operations

The Workflow Studio operations page displays a usage dashboard and execution details for the
workflow components that are currently running and have completed running.

Sample Workflow Studio operations page

O Workflow Studio + @

M Homepage  lOperations & Integrations

Playbooks Flows e

~ Dashboards
Usage dashboard @ Playbook usage

~ Monitoring
Most executed playbooks (this month) s Playbook executions by state (this month)
All Executions
Today's executions
Active playbooks

30+ day playbooks COMPLETE &
v Setup

Activity definitions s

Trigger definitions

Data definitions

Playbook actions

Stage actions

Activity actions
> Activity Uls

Uls

Layouts

The Workflow Studio operations page consists of these elements.

8. Operations
Use the operations page to see dashboards and execution details by workflow type.
9. Workflow types

Select a workfow type to see available dashboards and execution details. Options
include playbooks and flows.

10. Dashboards, Monitoring, and Setup

Select a dashboard to see operational charts such as most executed playbooks
and playbook executions by state. Only users with the admin role can view an
operations dashboard. Select a monitoring option to see execution details. Select a
setup option to see settings and properties.

Integrations

The Workflow Studio integrations page displays connection details for Integration Hub spokes.
You can use this page to configure inbound and outbound spoke connections.
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Sample Workflow Studio integrations page

© Workflow Studio +

(2]

Connections

Spokes

@ AES Catalog Builder
Scope: sn_aes_cat_builder
@ AES Portal Ul Template
Scepe: sn_portal_starte_0
@ Benchmarks Spoke
Scope: sn_bm_spoke

Connect Spoke
Scape: sn_cannect_ah

@ Flow Templates for Access Ma...
Scape: sn_ft_app_access

@ Flow Templates for Document...
Scope: sn_document_mgmt

11

(yHomepage  k4Operations & Integrations

@ AES Decision Table Builder Te...
Scope: sn_dtbl_bldr_tmpls

@ AES Workspace Ul Template
Scope: sn_works| 3.0

@ Collaboration Request
Scope: sn_collab_requast

@ Continuous Integration and C...
Scope: sn_cicd spoke

@ Flow Templates for Cloud Serv...
Scope: sn_ft_cloud_mgmt

@ Flow Templates for HR Manag...
Scope: sn_ft_for_hr

@ App Engine Studio
Stope: sn_app_eng_studio

Collaboration Services for Ser...
Seop lab

@ Deployment Pipeline
Scope: sn_deploy_pipeline

Flow Templates for CRM

@ Flow Templates for Integratio...
Scope: sn_ft_enterprise

The Workflow Studio integrations page consists of these elements.

11. Integrations

co

New Spoke

AES Mobile Templates
Scope: sn_aes_mobile

Application Intake

Scope: sn_app_intake

Common Guidances
Scope: sn_guidances

Docker Spoke
Scope: sn_docker spoke

Flow Templates for DevOps
Scope: sn_ft_devops

Flow Templates for Notificati...
Scope: sn_ft_inc_ws_notif

1 to240f4s > PP

Use the integrations page to add, configure, or view available connections.

12. Integration types

See a list of available and configured spokes and connections. Configure or create
a spoke to integrate data. Use the connection card to configure a connection or
review its details.
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Create button

Create button and options menu

¢ Playbook
i Flow
L Subflow

X Trigger
88 Spoke
88 Action

B3 Decision table

Beginning with the Xanadu release, you can create new workfow items from any Workfow Studio
page rather than just the Homepage. Use the Create button on the tab header to display a list of
available workflow components.

 Playbook
 Flow

» Subfiow

« Action

« Data Stream

« Decision table

Choosing between playbooks and flows

Flows, subfows, and actions are the basic building blocks of a process automation. Playbooks
are built on Aows, subflows, and actions, and come with a set of out-of-the-box activities driven
by subflows that are already built. If you're trying to decide whether your automation should be a
playbook rather than just a flow, start by determining if your low needs user interaction.

« If your process automation requires user interaction, does it need manual user interaction?
Examples of manual user interactions are a user reading a knowledge base article, going
through a checklist, and gathering feedback.

o Ifyes, use a playbook.
o If no, does your process automation have several user interactions? Examples of user

interaction are changing record field values such as changing the incident state or adding
task work notes.
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» [fyes, consider using a playbook for a better user experience.
* |f no, use a flow. Flows use less data storage in your instance.
« If your process automation doesn't require user interaction, is it a sequence of subflow calls?
o Ifyes, is it hard to manage or difficult to view the Aow?

= |f yes, consider using a playbook for a better user experience. Stages in playbooks are
easier to view and also have additional configuration options.

* |f no, use a low. Flows use less data storage in your instance.

o If your process automation does not require any user interaction, keep it as a flow. Flows use
less data storage in your instance.

© Note:
You can also use flows that trigger a playbook just for interactive steps.

If you're trying to determine if a playbook should be a flow instead, start by determining whether
your playbook is triggered 10s, 100s, or even 1000s of times per second.

« If your playbook is triggered 10s, 100s, or 1000s of times per second, are there any user
interactions?

o If yes, do the user interactions happen during every single run?

* [fyes, use a playbook. Playbooks offer visibility into where you're at in a process,
particularly business processes with manual user steps.

» |f no, create a flow that triggers a playbook for the user interactions.
o If no, use a flow. Flows use less data storage in your instance.

« If your playbook is not triggered very often, keep it as a playbook. Playbooks offer visibility into
where you're at in a process, particularly business processes with manual user steps.

You can reference decision tables in flows, subflows, actions, and playbooks. Data streams are
not used in flows, subfows, actions, playbooks, or decision tables. To learn more about data
streams, see Data Stream actions and pagination &.

Differences from previous releases

Workflow Studio combines playbooks, flows, subfows, actions, decision tables, and Integration
Hub integrations into a single builder application. Each of the prior workflow applications retain
their functionality and their user interface to create and edit workflow objects. Workflow Studio
introduces these changes.

Access Workfow Studio from duplicate menu items

Workflow Studio uses the existing menu items for the separate workflow builder
applications to open the corresponding workflow object type. For example,
selecting the Process Automation Designer menu item opens the playbooks list
from the Workflow Studio homepage.

Configure integration connections

Workflow Studio enables you to configure integrations in the same user interface as
you build integration components. For example, you can create a data stream action
and also define its connection details.

Create workflow components from any page

Beginning with the Xanadu release, Workflow Studio allows you to create a workflow
component from any page rather than just the Homepage.
Display each workfow type in a separate tab
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Workfow Studio displays each workflow object type in its own tab. For example,
playbooks open in a playbook tab and flows open in a flow tab.

Edit different workAow types simultaneously

Workfow Studio combines all workflow object types into a single user interface. You
can work on related workflow objects simultaneously rather than switch between
separate workflow builder applications. For example you can create a flow that
includes the Make a decision flow logic and also create the decision table used by
that decision.

Set application specific settings from the existing property pages

Workfow Studio relies on the existing system properties pages to add and configure
setting for each workflow application. For example, open the flows properties page
to configure the behavior of flows, subflows, and actions.

View all available execution details

Workfow Studio contains execution details for all workflow object types. You no
longer have to switch between applications to see execution details for a particular
object type.

Exploring Playbook

Workfow Studio playbooks enable process owners to author cross-enterprise workflows and
create a single, unified process. Build the underlying processes for playbooks that Playbook
Experience agents and fulfillers use.

© Note:
Starting in the Xanadu release, the following updates were made:

« Playbooks is now part of Workflow Studio. Workfow Studio gives you a streamlined way to
author, configure, and monitor playbooks, flows, subfows, actions, and decision tables in
one place.

» Processes are now called Playbooks, though Playbook Experience remains a separate
application that is not accessible from within Workfow Studio yet.

» The core Playbooks builder in Workflow Studio is available with the ServiceNow Al
Platform® by default, but the latest updates are available for download through the
application in the ServiceNow® Store.

Playbooks benefits

Workflow Studio Playbooks enables you, as a business playbook owner, to organize Workflow
Studio content into unified and digitized cross-enterprise processes. With Playbooks, you gain
these benefits:

« Connect multiple lows and actions into an end-to-end business workflow.
» Reuse existing Workflow Studio flows, subflows, or actions to automate playbook activities.
« Organize playbook activities in a digitized task board or diagram interface.

« Guide agents and fulfillers through complicated playbooks from start to finish, improving
customer experience and task resolution. Build your playbooks in Workflow Studio, and then
design and embed your Playbook Experience in legacy workspace, Ul Builder, ServiceNow
Mobile Platform, Service Portal, and more.

« Consolidate separate business processes across the organization.
« Define a consistent record life cycle from creation to completion.

« Pass data between the activities and stages of a business process.
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« Specify the conditions and the order in which activities and stages run.

« Visualize and manage the activities and stages of your process.

Creating a well-designed playbook

The automated business processes that you design guide your end users and help them focus
on the tasks and information that matter to them. A well-designed playbook can do these things:
« Start up, or trigger, automatically for the types of records that your end users care about
» Reuse activities from existing Workfow Studio content
« Has well-defined stages that end users can follow for a record

« Clearly show the next steps that end users must take to move through a record's life cycle

Playbooks content
Playbooks has these components:

Playbooks

A playbook is a ServiceNow Al Platform® representation of a cross-enterprise
business process for your organization. A playbook owner is responsible for
creating and maintaining a playbook.

Triggers
A trigger specifies when to start running your playbook.
Stages

A stage is a grouped sequence of activities in a playbook. A playbook owner creates
a stage to specify a logical grouping of activities. A stage in your overall business
process.

Activities

An activity defines the Workflow Studio content that powers the playbook's
automation. An activity can also specify the user-facing experience that the
playbook produces when it runs.

For more information about how to use and navigate the Playbooks user interface, see Playbook
builder.

Getting started

Before you get started with Playbooks, familiarize yourself with any features that your business
uses to automate operations on the ServiceNow Al Platform, such as flows, subflows, and
actions.

If you're a playbook owner who wants to learn the basics of digitizing your business process,
check out the following resources:

« Get started with ServiceNow® Process Automation
» Gel started with processes

« Design your first automated process

« View your process executions

If you're a ServiceNow Process Automation administrator who wants to set up and customize
Playbooks, check out the following resources:
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« Triggers
e Process definitions

« Activity definitions

Getting started with process automation
Learn how Process Automation applications can help you use the ServiceNow Al Platform® to
transform your manual business processes into digitized, automated workflows.

ServiceNow Process Automation applications help you digitize, visualize, and manage the
cross-enterprise workflows for your business. Digitizing your business processes with Process
Automation applications gives you these benefits:

» Management of process compliance
« Ownership of continual process improvement
« Collaboration across divisions and departments

« Visibility into process outcomes

Process Automation applications
The ServiceNow Process Automation applications that you can use to digitize your business
processes into automated workflows on the ServiceNow Al Platform include:

Flows

Flows enables process owners to automate approvals, tasks, notifications, and
record operations without having to code.

Playbooks

Workflow Studio playbooks enable process owners to author cross-enterprise
workAows and create a single, unified process. Build the underlying processes for
playbooks that Playbook Experience agents and fulfillers use.

Roles involved in Process Automation

Depending on the Process Automation application that you use, you may need to coordinate with
other teams or individuals to ensure that your automated processes run smoothly. One possible
way in which you could organize the roles for Process Automation applications is:

A developer uses Workflow Studio to work on flows, actions, and activity definitions to
automate individual pieces of a business process.

« A playbook owner uses Playbooks to organize the pieces of the business process into a
digitized, cross-enterprise workflow.

« A Playbook Experience administrator configures the appropriate views of the business process
for the right system users in playbooks.

« A Playbook Experience agent, the end user in this case, works on and manages the individual
tasks of the business process in playbooks on the ServiceNow Al Platform.
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User roles

7/

Developer Process Owner Workspace Admin Agent

Flow Designer Process Automation Designer Playbook Experience Agent Experience
Activities shown in
ey Processes Playbooks
and activity definitions playbook cards

Organize the pleces of the Configure the a riate
Automate individual pieces of . s Bt HEEl Complete individual tasks
In order to the b business process into views of the business within the business process
@ business process a cross-enterprise workflow process for the right users

Many different user roles are involved in creating effective digitized, automated processes on the
ServiceNow Al Platform.

Learn more about Process Automation

To find out more about how you can use Workflow Studio and Playbooks to digitize your business
processes, try checking out these resources:

« Flow Designer fundamentals course &
« Exploring flows

« Getting started with Playbooks

When to use Aows and playbooks

Use these general guidelines to determine when to create a flow or a playbook.

When to use Alows

Flows, subfows, and actions are the basic building blocks of process automation. Flows run
when their trigger conditions are met, and each flow in turn runs a sequence of actions, flow
logic, and subfows. The actions, flow logic, and subflows within a flow are what create and
update data.

A flow is a good fit for process automations that met these criteria.
Expect few to no manual user interactions

As long as a flow has the input data it needs, it can run to completion without any
user interaction. Some flow logic and actions require users to make record changes,
but a low can automatically pause until its wait conditions are met. Process
automations that depend on user interactions such as reading a knowledge base
article, going through a checklist, and gathering feedback are harder to manage
with flows. Flows don't directly provide any Ul elements for users to interact with.
Flows depend on users knowing how to find an existing Ul and making any needed
changes. For example, a record-based flow depends on a user making a change in
a specific record such as a case or an incident.

Expect to run at high volumes

An instance can run hundreds to thousands of Alows per second. With flow reporting
being disabled by default, an instance can run a high volume of flows before it sees
any performance impact. If you expect to run a process automation at high volumes,
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a flow is a good fit over a playbook because it requires less overhead and system
resources.

Expect to run few to no subflows

The more subflows a flow calls, the more difficult it becomes to manage from the
flows interface. While you can use conditional Aow logic or a decision table to
choose a subflow to run, playbooks offer a better user experience for running a
sequence of subflows.

When to use playbooks

Playbooks are built on activities, which use prebuilt flows, subfows, and actions as their building
blocks.
A playbook is a good fit for process automations that met these criteria.

Expect several manual user interactions

Playbooks provide Ul elements for users to interact with. The playbook experience
guides users to make any changes required to advance the playbook.

Expect to run at low volumes

Playbooks require more system resources to run because they generate Ul
elements and store more execution details.

Expect to run many subflows

Playbooks offer a better user experience for running a sequence of subflows.

Playbook Experience

Understand how WorkfAow Studio Playbooks work in the ServiceNow Al Platform® to automate
cross-functional processes and consolidate them into task-oriented views for your end users.

All > Process Automation > WorkfAow Studio > Playbooksis the design environment where
playbook owners build playbooks. Meanwhile, the runtime experience is where end users, such
as playbook agents, follow the playbook to complete a business process.

Design environment
The Playbooks design environment in Workflow Studio consists of these components:

Playbooks

A playbook is where a playbook owner configures and organizes multiple instances
of Workflow Studio content into a coherent business process. A playbook consists
of a trigger and a sequence of stages, which are made up of a sequence of
activities.

Trigger definitions

A trigger definition specifies the conditions that must be met to run a playbook. A
user with the admin, playbook.admin, or pd_trigger_author role typically creates and
configures a trigger definition that playbook authors can use as a template. A trigger
definition specifies the record operation and table conditions that must be met to
start running a playbook. A playbook owner typically selects a trigger template when
creating a playbook.

Trigger instances

A trigger instance is produced when you select a trigger template. The trigger
instance stores the conditions that a record must meet to start running the
playbook.
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Stages
A stage is a logical grouping of activities in a playbook. A playbook owner creates
a stage to group activities and specify the start rule for when the stage should start
running. A stage in your overall business process.
Activity definitions
An activity definition maps subflow and action inputs and outputs to an activity
instance. An activity definition contains:
« The automation plan to map the triggering input record data to action or subfow
inputs
« The activity experience to map action or subflow outputs to a user-facing view of
the playbook

A user with the admin, playbook.admin, or pd_content_author roles typically
specifies the automation plan and activity experience when creating an activity

definition.
Activity instances

An activity instance is produced when you add an activity to a playbook. The activity
instance stores the automation plan data mappings from the activity definition. You
can change these data mappings when the default values do not fit your playbook.
The playbook can specify the start rules for when the activity should start running.

Startrules

A start rule specifies when a stage or an activity starts running. A playbook owner
can use start rules to specify what parts of a playbook run simultaneously and what

parts run serially.
For more information about how to use and navigate the Workfow Studio user interface, see
Playbook builder.

Runtime experience

Workflow Studio produces these runtime components for Playbooks:

Process executions

A process execution stores the details of running a playbook in a context record.
You can use a process execution to troubleshoot and verify that playbooks run as

expected.

Activity executions

An activity execution stores the details of running an activity instance in a context
record. You can use an activity execution to troubleshoot and verify that playbooks

run as expected.

Playbook runtime

Playbook runtime is when a playbook runs for an agent or fulfiller. A playbook runs
for agents only after Playbook Experience administrators configure how and where

the playbook appears. See Set up a Playbook.

During runtime for a playbook, your instance:
1. Evaluates any conditions specified in the trigger definition and processes the trigger.

2. Processes the Events and starts running the playbook in the background.
3. Builds the automation plans from each activity into an entire process plan.
4. Runs the process plan for your playbook.
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5. Stores the process execution information in the Process Execution [sys_pd_context] table.

6. Provides data for the running playbook view that agents and fulfillers experience.

Playbook processing

Provides

datato a
user-facing
view

Builds Stores the
Processes the P;:;:;‘;:'r : auvtomation ‘ Runs the ‘ process
trigger plans into a process plan execution

IeDe process plan details

Your instance processes a playbook during runtime by evaluating trigger conditions, processing
the event in the queue, building and running a process plan, storing process execution details,
and providing data for the Playbook Experience.

Data security and HTML sanitization

Playbooks protects against cross-site scripting and code injection by evaluating all string data
for HTML markup. The system only preserves HTML markup that is present in its inclusion list. All
other HTML markup is removed from string data.

The inclusion list supports these HTML elements and attributes, which cannot be modified.

HTML inclusion list

HTML element Included Attributes

a class, href, target, title

abbr class, title

address class

area alt, class, coords, href, shape
article class

aside class

audio autoplay, class, controls, loop, preload, src
b class

bdi class, dir

bdo class, dir

big class

blockquote cite, class

br class

caption class

center class

cite class

code class

col align, class, span, valign, width
colgroup align, class, span, valign, width
dd class
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HTML inclusion list (continued)

del class, datetime
details class, open
div class
dl class
dt class
em class
emp class
font class, color, face, size
footer class
h1 class
h2 class
h3 class
h4 class
h5 class
hé class
header class
hr class
html
i class
img alt, class, height, src, title, width
input aria-label, class, type, value
ins class, datetime
li class
mark class
nav class
ol class
p class
pre class
S class
section class
small class
span class
sub class
sup class
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HTML inclusion list (continued)

svg class

strong class

style

table align, border, class, valign, width

tag class

tbody align, class, valign

td align, class, colspan, rowspan, valign, width

tfoot align, class, valign

th align, class, colspan, rowspan, valign, width

thead align, class, valign

tr align, class, rowspan, valign

tt class

u class

ul class

video autoplay, class, controls, height, loop, preload, src, width
Playbook builder

Playbooks are a component in Workflow Studio. Workflow Studio gives you a streamlined way to
author, configure, and monitor playbooks, flows, subfows, actions, and decision tables in one
place.

WorkfAow Studio landing page

You can view the Workflow Studio landing page by navigating to Process Automation >
WorkHow Studio. The landing page opens to Playbooks by default, but you can easily navigate
to Alows, subflows, actions, and decision tables. For more information on Workflow Studio, see
Workfow Studio.

Playbooks builder

The builder for Playbooks consists of the main header, design space, and side panel.
Main header

The main header displays information about the playbook that you're currently
designing. In the main header, you can:

« See the status and activation state of your playbook.
« Toggle between Diagram and Board view.

« Undo or redo your actions.

« See and navigate to your errors via the error tray.

« Turn Optional activities on or off.

© 2026 ServiceNow, Inc. All rights reserved. 65
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.



servicenow.

« Test and activate your playbook so that it runs as expected when triggered. You
can also preview the Playbook Experience during testing. For more information,
see Playbook statuses and activation states.

« In the More actions menu, you can also deactivate or duplicate your playbook.

« Also in the More actions menu, access the properties of your playbook. You
can add or edit the name or description for your playbook, enable playbooks to
restart, and edit the behavior of your trigger. For more information, see Process
definition properties.

Design space

Build your playbooks in either Diagram or Board view. You can perform most of the
same functions in either view.

© Note:

Decision activities are not available in Board view, and Optional activities are
not available in Diagram view.

Organize activities into stages to design your playbook.

« An activity represents one step within your overall business process. An activity
can automate operations on the ServiceNow Al Platform, such as creating or
updating records, displaying record information, and running automated actions
in the background.

« Organize a set of activities into stages within your business process.

For more information, see Stages and activities.

Side panel

The side panel lets you configure your activities, and stages. In the side panel, you
can:

« Add or edit the name and description for your stage or activity.

« Define the start rule for your stage or activity.

« Define what your activity or stage does when restarted.

« Add or edit the inputs for your activity.

« Define additional properties for how your activity renders during runtime.

« Define if and how an Al agent performs the activity.

For more information on creating a playbook, see Gelting started with Playbooks.

Agentic Playbooks

Agentic Playbooks use Al agents to help you work more efficiently. Al agents complete tasks and
generate outputs for your playbook activities.
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Get started
Explore Configure
Learn about Agentic Playbooks Configure Al agents for your playbook
Use Reference

Learn how to use Agentic Playbooks

Review roles and guidelines

Al limitations

This application uses artificial intelligence (Al) and machine learning, which are rapidly evolving fields of study that generate predictions based on patterns

in data. As a result, this application may not always produce accurate, complete, or appropriate information. Furthermore, there is no guarantee that this
application has been fully trained or tested for your use case. To mitigate these issues, it is your responsibility to test and evaluate your use of this application for
accuracy, harm, and appropriateness for your use case, employ human oversight of output, and refrain from relying solely on Al-generated outputs for decision-

making purposes. This is especially important if you choose to deploy this application in areas with consequential impacts such as healthcare, finance, legal,

employment, security, or infrastructure. You agree to abide by ServiceNow’s Al Acceptable Use Policy El, which may be updated by ServiceNow.

Data processing

This application requires data to be transferred from ServiceNow customers' individual instances to a centralized ServiceNow environment, which may be located

in a different data center region from the one where your instance is, and potentially to a third-party cloud provider, such as Microsoft Azure. This data is handled

per ServiceNow's internal policies and procedures, including our policies available through our CORE Compliance Portal a.

Exploring Agentic Playbooks

Integrate Al agents into your workflows, and enable automation, adaptability, and transparency
across your business processes.

Agentic Playbooks overview

An agentic playbook consists of the same components as a regular (deterministic) playbook,
except that Al agents are configured to perform certain activities of the playbook. For example,
consider an incident management playbook that includes three activities: Finding related
incidents, conducting root cause analysis, and identifying remedial actions for an incident. In

a traditional setup, the service desk personnel must gather all the necessary information to
complete these activities. However, when Al agents are enabled and configured for the playbook,
they can perform each activity on behalf of the service desk personnel. The service desk
personnel can review, approve, or edit the Al-generated responses to complete the playbook.
Alternatively, you can configure Al agents to complete activities without any human intervention.
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Agentic Playbooks benefits

Agentic Playbooks bring the following benefits:
« Makes the processes efficient
» Automates the tedious manual tasks
« Provides compliant outcomes across workflows

« Uses context-aware interactions via Now Assist

Al agents and their skills

Agentic Playbooks are powered by the Playbook Activity Assist agentic workflow (See: Now
Assist agentic workflows &). The workflow contains a range of Al agents designed to enhance
user experience and productivity. These agents are categorized based on their functionality and
the tasks they perform.

Playbook data gathering agent

The Playbook Data Gathering Agent handles user objectives that require fetching
or searching for data. It intelligently determines the appropriate method for data
retrieval based on the input.

Scripts utilized by playbook data gathering agent

Knowledge Graph TextToResult API Gathers data by using ServiceNow
Crawler Knowledge Graph.

You can also use a custom knowledge
graph schema for the agent. To know
more about knowledge graphs, see
Exploring Knowledge Graph &

Knowledge articles retriever tool Retrieves knowledge articles using Al-
search capabilities.

Al Search Data Retriever Uses Al Search to deliver relevant
results by identifying and searching
the most relevant tables related to the
objective.

Retrieve attachments of a Glide record  Returns a list of attachments for a
Glide record, including file names and
sys_ids.

Summarize attachments Summarizes image attachments or
image attachments on a record upon
user request.

This script is best suited for objectives
that involve retrieving information from
files such as PDFs and images,

Use web search Uses web search tools to assist users in
resolving issues by analyzing problems
and generating resolution steps. It
is designed for troubleshooting and
resolving both technical and non-
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Scripts utilized by playbook data gathering agent (continued)

Script name Description
technical issues. You can leverage
Google search or Bing search by using
this agent.

Playbook activity context agent
The Playbook activity context agent assists users in completing ServiceNow forms
by:
1. Fetching relevant form fields
2, Automatically populating fields with available data

3. Prompting users for required information that is missing

This agent also maintains a summary of its activities.

Script utilized by playbook activity context agent

Script name Description

Playbook slot filling script Fetches the relevant schema required
to understand and execute the
playbook based on the playbook
activity context ID and saves the agent
response back to the activity context
using the activity context ID. It also
consolidates activity form fields and Ul
visible fields under the schema.

For more information about Now Assist Al agents and their capabilities, refer to Now Assist Al
agents @.

User personas

If you're a playbook author and want to configure activities to be performed by Al agents, see
Configuring Agentic Playbooks.

If you're an agent running a playbook, see Using Agentic Playbooks.

Configuring Agentic Playbooks

As a playbook author in Workflow Studio, configure Al agents to perform a playbook activity.

Before you begin
« Role required: admin, playbook.admin, pd_author, or playbook.write

« Make sure you have the latest Workflow Studio and Now Assist for Platform apps.

About this task

Agentic Playbooks come preconfigured with Al agents that are integral to the Playbook Activity
Assist agentic workflow. The workflow works seamlessly with the preconfigured Al agents,
without adding any additional agents. To make a playbook agentic, simply enable the Al agents
for your playbook activity and provide clear instructions for the Al agents to complete the tasks.
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You can set up Al agents to automatically complete activities or provide recommendations for
you to review, edit, and approve.

You can enable Al agents for all default activities. For custom activities, make sure to enable Al
agents in the activity definitions and then in playbook. You can configure the following activities

to be completed independently by Al agents:
» New Record Form

» Questionnaire

« Email Form

¢ Record Form

To learn more about activity definitions, see Activity definitions.

Procedure
1. In Workflow Studio, open the playbook that you want to use Al agents for.

2, Select and open the side panel for the activity that you want Al agents to perform.

3. On the Al Agents tab, select Activate Al agents.
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@ 1.2 Email Form properties

@ Details s Automation  EUIlLayout | + Al Agents

Use Al agents to fill out each activity in the playbook once the activity runs,

Activate Al agents @ )

Complete activity independently @

® off

(0 On

Impersanate user @

(®) The user triggering the playbook
Instructions * (O

Draft an email to customer with discount percentage offering for renewing

e . : ™\ )
their contract. Use discount details | 1-1 - Discount ... » .. » Discoun... X ifor this
task. Congratulate the user for contract renewal and encourage themto  ——
renew as soon as possible to avail discount. = |

4. In the Complete activity independently field, select if you want to enable Al agents to
complete the activity.
Follow the instructions on your screen to allow Al agents to complete the activity
independently.

© Note:
Test the playbook extensively to make sure that the Al agents can complete the activities
independently. Select View progress while testing the playbook to see the agent
activities on the Now Assist panel.

For activities that cannot be completed independently by the Al agents, the system saves
the data. The activity is completed if the data matches any Wait for condition in your
playbook.
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5. The Impersonate User field is pre-selected to run the activity as the user who triggers the
playbook.

6. In the Instructions field, enter instructions for the task that you want the Al agent to perform.
For guidelines about how to write instructions for Al agents, see Guidelines for writing Al agent
instructions.

7. Select Save and close.

8. Repeat as needed for any other activities that you want an Al agent to help perform.

9. Test the playbook.

Result
Your activities will be performed by an Al agent during runtime.

Using Agentic Playbooks

Monitor and complete agentic activities as needed.

Before you begin
Role required: playbook.agent_user, playbook.agentic_workflow_user

About this task

Leverage Al agents in Agentic Playbooks to automate work and increase efficiency. Make sure to
review the Al generated data for accuracy. If Al agents run into any issues with collecting data,
some information may be missing or not 100% complete.

Activities that are configured to be completed independently by Al agents are automatically
processed and marked complete. You can view the generated output and the process followed
by the Al agents in the Now Assist panel. For activities that require manual intervention, you must
review the Al-generated output and complete the activity.

Procedure
1. Launch your playbook.

2. To monitor an activity that is being performed by an Al agent, select View progress.
Activities performed by Al agents display a Now Assist status at the top of the activity card.

3. If you encounter inaccurate information, correct the suggested input from the Al agent before
completing the activity.
Similarly, if you encounter incomplete information, add the information before completing the
activity.

Example: Using Agentic Playbooks in contract renewal process

In the following example, Beth Anglin, a CSM / FSM Workspaces user, is creating a contract
record for renewal. Traditionally, this process involves manually reviewing records, calculating
discount percentages, verifying compliance, and drafting an email to the customer. With Agentic
Playbooks, the process is streamlined as Al agents perform these tasks upon saving the contract
record.
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1. As soon as Beth saves the new contract record, the Playbook tab
appears, and the Al agents start calculating the discount percentage.

[Nl > Home

CNTR1317313 ©

Playbook Details Entitlements

Contract renewal and up... 7
Contract renewal
O Specify discount

O Send an email notification

Upsell {Pending)

CNTR1317313 x +

Assets Covered

Terms and Conditions Contacts Cases

" Now Assist is examining activity...
O In Progress Questionnaire
Specify discount

f-'a Assigned to Me

* Priority

Discount offered

Discount details

2. Beth selects View progress to monitor the activities performed by the Al agents.

[ ¢*View progress || Cancel

( Home CNTR1317313 x +

CNTR1317313 ©

Playbook Details Entitlements

Contract renewal and up... V
Contract renewal
O Specify discount

O Send an email notification

Upsell (Pending)

PN

Assets Covered

Terms and Conditions Contacts Cases

* Now Assist is examining activity...

e

O In Progress Questionnaire  Priority

Specify discount
q Assigned to Me

Discount offered

Discount details

The Now Assist panel displays the activities performed by the Al agents.
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Specify discount

enterprise needs: 1. Servicenow
renewal discount rules outline
tiered discounts based on total
cost, subscription duration, and
customer loyalty, with final
discounts ranging from 5 to 25% 2.
Feedbadk mechanisms in
Knowledge include options to flag
articles, rate them, mark as helpful
or not, and engage with
comments: administrators control

" [.:-.._:_--"._.--i-. F:.-. itures are

View Al Steps

|' Ask Now Assist to...
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3. Beth reviews the Al generated discount percentage and can update it if necessary.

™l @ Home CNTR1317313 x +

CNTR1317313 ©

Contract renewal and up... 7
Contract renewal
O Specify discount

O Send an email notification

Upsell (Pending)

© Note:

Playbook Details Entitlements Assets Covered Terms and Conditions Contacts Cases

+ Field values generated by Now Assist [ How? ® Priority
O In Progress Questionnaire

Specify discount

@ Assignedtome

Discount offered % 4

| 1 |

Discount details % 4

Total cost $10,775 qualifies for Tier 1 (Small Business) discount. Contract duration is 3 years (multi-year
subscription). Applying rules: 5-10% for Tier 1, 10-20% for multi-year. Final discount determined: 15% off
total cost. Loyalty discount not applicable. Discount applied as per ServiceNow renewal discount rules.

Check the Al-generated values for accuracy. You can use them as-is or edit them.

If the activity is configured to be completed independently by Al agents, the agents

calculate the offered discount percentage, populate the discount details, complete the

activity, and automatically move to the next activity in the playbook. See Configuring

Agentic Playbooks.

4, By selecting the How button, Beth can view a summary of the Al agents' calculation process.

(M @ Home CNTR1317313 x +

CNTR1317313 ©

Contract renewal and up... V
Contract renewal
O Specify discount

O Send an email notification

Upsell (Pending)
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5. After submitting the discount, Al agents start drafting an email for Beth, ensuring a seamless
experience.

6. Beth reviews the drafted email and selects to send it to the customer.

GD () Home CNTR1317313 x B=E

CNTR1317313 ©

Playbook Details Entitlements Assets Covered Terms and Conditions Contacts Cases

>

Contract renewal and up... V

® Priorit
+ Field values generated by Now Assist | How? riority

Contract renewal 1o0f2 ~
O In Progress  Send Email
@ Specify discount CompOSE offer email
O Compose offer email subject 4
ServiceNow Contract Renewal: 15% Discount Offer
Upsell (Pending)

Body +

B | U Verdana v 10pt v v

Dear Customer,

Thank you for your continued partnership with ServiceNow. We are pleased to offer you a 15% discount on
unur contract renewal Your tatal coct af €10 775 aualifiee far auir Tier 1 (Small Rucinece) dieroun t _and wour
Press X0 for help %

Sn:'nd Email
Send Gmail Skip

Check the Al-generated values for accuracy. You can use them as-is or edit them.

By leveraging Agentic Playbooks, Beth efficiently manages the contract renewal process,
reducing manual effort and enhancing customer communication.
Agentic Playbooks reference

Reference topics provide associated roles and guidelines for configuring Agentic Playbooks.

Agentic Playbooks user roles
The following roles are required for runtime users to access Agentic Playbooks, and come with
the Now Assist for Platform Al agents skill.

You can grant users entitlement to the applications that you purchase on the ServiceNow Al
Platform by allocating subscriptions in Subscription Management. You allocate subscriptions by
adding one or more groups with measured roles to a product subscription.

To learn more about managing per-user subscriptions, see Managing per-user subscriptions in
Subscription Management B and contact your account representative.

Runtime user roles

Ensure that your runtime users have the following roles assigned to them:

Description

playbook.agent_user Grants access to all standalone playbook
agents.

playbook.agentic_workflow_user Grants access to the Playbook Activity Assist

Workflow, and includes:

© 2026 ServiceNow, Inc. All rights reserved. 76
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.


https://www.servicenow.com/docs/access?context=managing-user-subscriptions-v2&version=zurich&pubname=zurich-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=managing-user-subscriptions-v2&version=zurich&pubname=zurich-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=managing-user-subscriptions-v2&version=zurich&pubname=zurich-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=managing-user-subscriptions-v2&version=zurich&pubname=zurich-platform-administration&ft:locale=en-US

servicenow.

Role Description

« All agent-specific roles used within the
workflow

» The now_assist_panel_user role (for Now
Assist Panel integration)

© Note:
There are no roles specific to Agentic Playbooks for playbook authors. As long as a
playbook author has admin, playbook.admin, pd_author, or playbook.write rights, they can
configure an activity to use Al agents.

Guidelines for writing Al agent instructions

Review the guidelines to write affective instructions for the Al agents to complete your Agentic
Playbooks activity.

Guidelines for effective Al Agent instructions

Guideline Description

Provide step-by-step instructions Break down complex operations into individual
steps.

If you need to perform operations like count,
high, or low, write each operation out, step by
step.

Verify that all columns can be queried Check the Knowledge Graph to confirm that
the columns can be queried
Use specific column names o Make sure column names are correct in your
instruction.

« If agent doesn't understand the column
value that you're giving, try to give an
example. For example, if an agent returns a
sys_id instead of a number, you could tell
the agent to Retrieve Incident numbers like
INCO00081.

Write conversationally Write instructions in plain English.

Use meaningful names and labels for activities Rename tables and other nodes for clarity.
and other nodes For example, if a table named abed contains
employee data, rename it to Employees.

© Note:
This is especially important if you are
using custom Knowledge Graph for the
workfow.

Test and revise instructions Test your instructions and check for accurate
Al agent behavior for your use cases.
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Guidelines for effective Al Agent instructions (continued)

Guideline

Emphasize critical steps

Description

Highlight important steps to ensure they are

not skipped. Use keywords like Mandatory,
Required, or Important.

Specify query operations

Using the keyword Query helps our data

gathering Al agent to pick the more effective
Knowledge Graph over the Al search.

Playbooks across ServiceNow Al Platform®

Playbooks capabilities are available in other ServiceNow® products and for specific industries.

Connect applications

Subscribing to ServiceNow Al Platform® features and applications adds Playbooks content.

© Note:

For activation information for integrations, see Activate playbooks.

Integration

App Engine Studio &

Creator Studio &

Configure Playbooks for Customer Service
Management &

Field Service Management &

HR Service Delivery Playbook &

Software Asset Management Guided Experiences @

Healthcare and Life Sciences &

Playbooks for Financial Services Operations
applications &

Playbooks for Public Sector Digital Services &

Run actions to resolve alert issues in Service
Operations Workspace for ITOM &

Account onboarding &

Onboard Jira to DevOps Change Velocity —
Workspace &

Security Incident Response playbooks &

Content available

Build playbooks from App Engine
Studio.

Create basic request and fulfillment
apps without code.

Create playbooks for Customer
Service Management.

Create playbooks for Field Service
Management.

Create playbooks for HR services.

Create playbooks for Software Asset
Management.

Create playbooks for Healthcare and
Life Science processes.

Create playbooks for Financial
Services Operations.

Create playbooks for Public Sector
Digital Services.

Create playbooks for IT Operations
Management.

Create playbooks for Account
Lifecycle Events.

Create playbooks for IT Service
Management.

Create playbooks for Security
Operations.
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Integration Content available

Working with Sourcing and Procurement Operations Create playbooks for Procurement

playbooks in the Source-to-Pay Workspace & Service Management.

Complete publishing checklist and request policy Create playbooks for Governance,

approval & Risk, and Compliance processes.
Playbook Experience

Guide agents and fulfillers through complicated playbooks from start to finish, improving
customer experience and task resolution. Build your playbooks in Workflow Studio, and then
design and embed your Playbook Experience in legacy workspace, Ul Builder, ServiceNow
Mobile Platform, Service Portal, and more.

Domain separation and Playbooks

Data separation is supported for Playbooks. The domain value of the triggering input record
determines the domain context. Domain separation enables you to separate data, processes,
and administrative tasks into logical groupings called domains. You can control several aspects
of this separation, including which users can see and access data.

Support level: Basic

« Business logic: Ensure that data goes into the proper domain for the application’s service
provider use cases.

« The application supports domain separation at run time. The domain separation includes
separation from the user interface, cache keys, reporting, rollups, and aggregations.

« The owner of the instance must set up the application to function across multiple tenants.

Sample use case: When a service provider (SP) uses chat to respond to a tenant-customer’s
message, the customer must be able to see the SP's response.

For more information on support levels, see Application support for domain separation &.

How domain separation works for Playbooks

The system domain separates Playbooks content according to these rules:
Playbooks content runs from the domain it is triggered from

Activities and Playbooks run from the domain of the record or user who initiates
them. For example, when a user from the child domain ACME triggers a playbook
belonging to the parent domain TOP, the playbook runs in the context of the child
domain ACME.

WorkFHow Studio content runs in the domain of the calling Playbooks activity

Whenever an activity definition calls an action or flow, the system runs the Workfow
Studio content in the same domain context as the triggering Playbooks content. If
the Workflow Studio content has a matching domain-specific process override, then
the system runs the override version instead. While Playbooks does not support
process overrides, it uses any process overrides defined within Workflow Studio.
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