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= Key activities . &8 Impact squad
Activities and deliverables that need your attention.
ﬁ Caitlin Nash (NOW)
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View report i

Published by ™= Test KPI Squad User (NOW) on 2023-04-26
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|2 Value journey et Ak o7 viewa
Overview of the business objectives and initiatives supporting your Value Journey.
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2 Platform health
Menitor your platform health by instance.
Drive efficiencies through Global Business Services
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= Key activities . 8 Impact squad I

Activities and deliverables that need your attention.

Caitlin Nash (NOW)
Platform health scan completed for tstiprod Customer Success Manager

Vi t i
Published by s Test KPI Squad User (NOW] on 2023-04-26 levfeport

Akhil Talari [NOW)

AT Customer Success Manager [
|% Value journey T BY A Ton yiewal
2 View all
Overview of the business objectives and initiatives supporting your Value Journey.
Business objectives Initiatives
2 Platform health
Monitor your platform health by instance.
Drive efficiencies through Global Business Services
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Activity Center

Conversations Tasks Calendar Notifications Files Activity log

Activity log
See your team's |atest activities and how they support your value journey.

Last updated by: Everyone x Selected objectives: All
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[5)Task = Not started
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# Home > Initiatives: list

Initiatives

List view Roadmap view

Stakeholder group €

Initiatives 10 of 13 accelerator x Q | All selected B Q Understand initiatives

Sort by Initiatives are comprised of all human-led

Campletion date activities throughout your Impact joumney and

should represent any strategic action taken in

service of your company's organizational goals
and business objectives with ServiceNow.

Impact features such as Accelerators, Advisory
Sessions, and any Squad-led engagements are

[[] xErOX CORP 8HGI INITD354565
Adoption Accelerator 123

all captured as initiatives, and you can also
create your awn custom initiative through our
"Freeform" option. We'll consistently deliver
On hold 2023-09-09 personalized recommendations for the next

Progress state  Target completion date

best initiatives to execute so you'll never
wonder what to do next.

[ Don't show again Got it
INIT0354269

Architecture Blueprint Accelerator

Progress state  Target completion date

Mot started 2023-08-31
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Impact 20y REBALT, 7OV VL, IEYD, HEELRED SPM IV T+«
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{2) ServiceNow Impact Q ZP =] & e

ADVANCED

Activity Center Initiatives Value Journey Business KPIs Platform health Resources Benefits & Usage

Vql ue jou rney » Learn about value blueprint

Walue blueprint Capabilities map Product adoption roadmap Recommendations

Value blueprint

Our methodology to understand, track, and measure what you want to achieve.

Continue evolving your value blueprint with business objectives and outcomes that support your goals:

¥ Seta vision and track your - Get recommendations Communicate success

| progress | See which trainings, accelerators, content, and & Tell your transformation story with

% Decide which business objectives and " '.. advisory will best support your vision. \ operational performance and business value

” outcomes you want to focus on and track rl reports.
‘your progress.

Sort by

Business objectives 1 of 1 | [creatondaie | | ¥ Fiter )

¥ Understand business
objectives
Business objectives are high-level goals tied to

Work in progress %

measurable outcomes that help illustrate value
over time. Your squad will help you understand
where you are and what you can do to meet

. R R Product Operational outcomes Success metric Initiative your objectives.
Drive efficiencies through

Global Business Service... o
- \_\ Don't show again
Work in progress

Objective owner
¥ Ketan Shah

overview
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.
Manage value blueprint
In Progress Pending Pending
Select products Setup Review value blueprint

Select products to manage or set up

‘We will recommend business objectives and operational outcomes based on relevancy and estimated impact on your success. 3
Application Portfolic Management ’ \Vé
A PP ge . { [} App Engine | | \ Cloud Insights
sse M \ / \_eee

e . / A
| Customer Service Management (CSM) | Field Service Management (FSM) . ( \ Hardware Asset Management (HAM)
| | & IT Operations Management (ITOM) | A IT Service Management (ITSM) '
\ ® / 200
A A
™ / ™
|| )

\ Strategic Portfolio Management
® (sPM)

[ ]
r HR Service Delivery (HR)

\ Software Asset Management (SAM) Security Operations (SecOps)

of
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Value journey

Value blueprint Capabilities map Product adoption roadmap R wdations

Current licensed capabilities

Adoption is measured by a set of usage definitions. To keep this map up to date, review your adoption status with your Impact squad.
Instance @

(?) How to read your capabilities

Availability Workflows Status Recommendation

scalenowprod06232023 Q || Showall

~ || Technology Workflow *~ || All selected ~ || Show all v

Last Published 0 10 0] 0 6 59 *21

2023-04-06 07:22 PM

No intent to use Inuse Implementing Planning Not in use Meeds Validation Recommended
\ Technology Workflow |~ 5 of 17 in use ° Creator Workflow  0of 15inuse L Customer Workflow 1 of 13 in use
e ITSM Platform Foundations Customer Service
Change Management Predictive Intelligence for
Virtual Agent Needs Validation
I Recommended In use 9 CcsM Needs Validation
Recommended

DevOps Change Velocity Needs Validation Product Cataleg Needs Validation

Performance Analytics For
Field Service
Management

Recommended

Needs Validation
Instance Security Center Needs Validation

Applications Needs Validation

Service Operations
Workspace ITSM
Recommended

L] Employee Workflow 2 of 9 in use

¢ HR

Employee Service Center
Recommended

I Case and Knowledge

Management
Recommended

Lifecycle Events Needs Validation

© 2025 ServiceNow, Inc. All rights reserved.

Creator Workflow | 0 of & in use

Integration Paa$S

Client Seftware Distribution

Recommended Needs Validation

Activity Designer
Needs Validation
Recommended

Orchestration Core

Recommended Meeds Validation

. Customer Workflow | 1 of &in use

FSM

Field Service Management
Recommended

Planned Work Management Needs Validation

Field Service Contractor

Meeds Validation
Management
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PEHSDETIHZERRULET,

Value journey

Value blueprint Capabilities map

Product adoption roadmap Recommendations

Recommendations from your squad

Accepted
FSM/CSM Health Assessment

or Quarterly review of the instance health

Accepted
ITSM Health Assessment

w  Quarterly review of the instance health

Accepted INIT0330591
Jump Start Your ATF

Jumpstart Your Automated Testing provides

» Learn about value blueprint

Accepted |NIT0324308

Expert Connect Request

You can ask your follow up questions form

or ks
Impact customers with an introduction to.. the TUYCMDB session

© 3weeks © 3weeks
© 1 month O 2weeks

# Support & Upgrade # Support & Upgrade o Accelerator o Accelerator

o JL=ILR—ADIHREEIE:

o EYRRA—Y—H RI-TZEHRIIHELBE, HESHOBREMREHHTESXS(C
ERCPAG PR

o Impact ADBIFDT —9 ZFRIERSNIBETERB LU THUWERSESY 1 T2l L. B
FOHRRESEDREZGOLIEXT,

VTV DHREEIE:
S5 SRR Impact IR—AR—I T, BEUDL—H—ICARDHZIVTVYVEERLED,
o HRIAVFTIYVICATZ 71— RNy OERHULET,

EY R REBRFKEFHDIEIR

EYRXRRBERBTHHIER (KPI) (3. IRNTOEIYRRBRICOI> TERESNIHEBZRAEL X
Fo BRIEEAVINIRF—AR AVIORDTPYIRXVI I THEPICEYRZKPIZEZL T
AHALET,

'Y R R KPI D&

EYRR KPI ZEAT 2 &, BEOEIYRR KPI ZEWP T KRELTEXY, ROy TIOUX
Za1—ZFALT. OHACSEDEIRZKPIZ#ERULEX T,

o ]

o

(@) Learn About Value Calculation

Business KPIs

Business objective breakdown realized/target values

Overall  Quarter

$89.98M.....

o Value realized across all business objectives

Employee Satisfaction (ESAT) - sample custom objective [Custom]
$84M /560M

Increase Employee Productivity (End-user)
$5.69M /52.7m

(completed and in-progress)
« 141.00 % value realized compare to projected goal

Enable Business Velocity
I $181.71K /316548

Improve Customer Experience
$105K /$810K
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BEitikKPI oY 3y

€OV aVDHE
Summary &amp; Takeaways &amp; AVRYVADREWY VY aR—RICE, B
Compare to Peers BY., NOA—VYVR, EFa2UFT+1, Py

JL—KE, I——ITORRUIVRO 5D
DHATFTIDRREINET, Yy ¥am—RIC
[F. IRTOATITVRIPOFHERRT D
BHNOATFIVELT, 2RI T7HER
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oY 3 VDB

BEY DR BIRUIEA VY RIVR(CEAET 2REZERRL
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B&ET 71 AVRIVRICEETDINTDI 71 )2k
7N

0
FIRTRGIERER, FEETYTRIOUTYIVINILICE > TERBRHEENHDRT

&8

Advanced /Ny —3 & Total I\w T —I DX w k&EUT, Impact (34 VR5 Y ROEEICRET
2BRNTA—VRYIU—ZRHFELEXT, INTD Impact /Ny T—ITHR—LINTWLD

Instance Observer Z{EAL T, /{74 -V RDFBELOREIEOTF, UPILIALLDX ~

DORZRG L. NITA—IYVRFPS—hZERETETEXT, FBlCDOVTE. TEEAYRIVRE
HE) Z2RLTLIES,

HTiR—k

KUDT—R T—RALEFE. T—RAOMEE. BLUOZEEDY YV 1h—RE21—ZERULEX
9, Now Support Tld, ZEEXZET—ROEFNBFBERRTEEXT,

Company cases and trends

Company active case breakdown Enhanced case response time
Active cases from Now Support are updated every 4 Impact Advanced and Total package customers get faster
hours and are not real-time response time on P1 and P2 support cases, including a
15-min response time for P1 and 1-hour response time
for P2 cases.
P2 High : 7 (23%)
Total open ::-;c;' P4 Low 1 4 (13%)
P3 Medium : 20 = 97% a
(65%)
Total cese response time achieved N 2
Get developer support for
customizations
0 10 P1cases P2 cases Your Impact package includes developer support to help
- = 100% response time £ 96% response time (g
Mew T B e — — troubleshoot custom code and configurations! View the
consumption report to see named contacts who can
] o 15 = request developer support.
WIP - Awaiting info Solution proposed

View named contacts

Cases trends
Case trending helps you identify areas of concern over time and flag spikes in certain case types. This chart represents the |atest 13 months of open case trend data based on the month the case was opened.

— — — || _— — || — | |
Mar 22 Apr'22 May '22 Jun 22 Jul 22 Aug '22 Sep 22 Oct'22 Mow 22 Dec'22 Jan'23 Feb 23 Mar'23

M P4 Low P3 Medium P2 High [ Pl Severs <= Case Trend
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A Update permission in Manage
Permissions to start.

Guidance on platform security
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Estimated duration 30 Days

See Details Start Initiative
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@ This initiative was already granted
permission.

Guidance on fine-tuning ITSM Virtual Agent to

optimize value

Estimated duration 90 Days

See Details Start Initiative
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FIR

1. BIHE FEE > TS5y T A —LDESME > 18 > Instance Observer > 75—k > 75—k~
DFERK.

# Home >  Alerts: Configure alerts Instance

becorpinter
Configure alerts abccorpinterna

Manage all of your alerts, Turn your configured alerts on/off or madify settings. By default no alerts are set, you need to configure the alerts that you want

= ( I i !
- Fets kick start your alert onboarding today! . BTy T

‘I"':( s I o e T e 4

BR/NF—HRRENET,

2. [ 75— D@ ZRIRULET,
YRAT ALK > TERSNISAWEREED T 5 — bHAKRRSNEKT,

3.1 BHIEDDRRTS—h B/ARIYIBIEODDRRTPS -] ROV TITOUNS, X
EUYOD 1 BHEDICRIEITD7PS—hZRKAR 5 DBRULET,
BIRT 275 — hORAEIS. FIRTEER 6 DOV RTLARAEREEDZENZEN
(CBMRUE T, AEEECEICRKR 2 DO75—hZ2RBRUIBE. BBOR
R7S5—FBELTI1I2BO7S—hZ2RELEXT (B:(2 75—K) X (6 2D
ARYUwD)=1275—k), 75— hr&IIEAE 00:00 UTC [CUtY bEnX

Alert configuration accomintemal "

o

Configure Alerts

we will be kearn about your instance and its usage and suggest the best suitable condition to for meaning full alerts.

To configura optimum threshold for each alert, how many alerts would you like to receive per day.
“Max alerts per day / per metric

Alerts

£ Transaction drop Instance

Set an alert if your transactions moving average
drops by a certain percentage of its historic median

for a certain time periodd.

£} Database response time
Set an alert if mowing average of response time is
experienced greater than of the historical median for

a certain time period

L1 Transaction increase instance

Set an alert If your transactions moving average
increases by a certain percentage of its historic

median for a certain time period,

£} Default semophore mean
Set an alert if default semaphare mean is approaching
limits of max concurrency by a certain factor in a

certaln tme period.

£1 Response time instance
Set an alert If moving average of database response

time is greater than the historical median in a certain

time pericd,

£ Default semaphore queue depth
Set an alert if default semaphore gueve depth is
approaching limits of max queue depth by a certain

factor in a certaln time period

Cancel Set Notification >

ED
4. [ BRDFKE] ZFERULET,

© 2025 ServiceNow, Inc. All rights reserved. '| 85
ServiceNow, ServiceNow ®O3. Now. ZDH®D ServiceNow ¥—2 (& KEH KU/ K FZDMOECH (32 ServiceNow, Inc. D BHZF /- (FBFE 2T,
ZOMOSRE BRBE. BEYTIEXUOEETHD LB DFT.



servicenow.

(7S5 —hREBE] R—IDO—KREN. [ T7AI)L0D BXIL—IL] HBEEVTEIRENE

Alert configuration abccorpinteral x
Configure Alerts Set Notification Review & Crea
é;‘/ Notification rules help combine miscellanecus alerts and provide flexibility regarding whe is notified and notification method

A& Set Notification

Naotification rule

Default How to Configure Notification Rules 2
Notify All Admin
Auto-generated rube for instance accenturelnternal
=1 Email O SMS ©) ServiceNow @ Third Party

Enabled To be Configured To be Configured To be Configured
Default notification ribe wil used and based on default esnfiguration we will notify the users. Madity natification? Configure Notification

¢ Configure Alert Condition Cancel
ED

5. A7y 3v: [ BHOEMK) ZEBRLT. DRI L IIL—ILEERLET,
[@Bx0IL— )LUJ RETE] VVIILE WhRY LBRDOERICET BBERNIEINTVET, JL—

WDATY 3 V(T DL—ILB) [REB]. XU BHAE] h"EFINKT,
6. [LE2—EMER) ZBIRULT, BRI B7S5— hOBECBIIL—ILZRRULET,
] ] o

Set Notification Review & Create

Configure Alerts

© Alerts to be configured
Alerts configured Max alerts per day
* Transaction Drop - Instance 5

« Transaction Increase - Instance

* Response Time - Instance

o Database response time

* Default Semaphore mean

* Default Semaphore queue depth

& Notification

Notification Rule
Notify All Admin

Notify All Admin
Aute-generated rule for instance accentureinternal

=1 Email O SMS 0 ServiceNow @ Third Party

Enabled Tobe Configured o be Configured o be Conflgured

Cancel

7.[ 75— hDER ] R7(E [BRDRE] EFERL T BHORER—IICRODET,

[ ¢ Set Notification

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow ®O3. Now. ZDH®D ServiceNow ¥—2 (& KEH KU/ K FZDMOECH (32 ServiceNow, Inc. D BHZF /- (FBFE 2T,
ZOMOSRE BRBE. BEYTIEXUOEETHD LB DFT.

tR(ES

0

186



servicenow.

75_ F@Erx" 7& ulu\j%l_fnb\ilj_—\énig—o

Alert configuration

Request submitted successfully! Your alerts will be auto configured & enabled.

If you wish to set up Alerts for athers instances, simply repeat these steps after

choosing a different instance at Configure Alerts page.

HRODIER

BROEEE. 6 DO S—LIRTHBEBNCERCERD., FRICEKDINAREHD XA, 7
S—hDOUEWVMEZERT 2H5E(E. [ PS5 — MBRRDIRE) (CBEHL T 10 DIHEE %ﬁk?btz
L,

0 T
FABOEER 6 DD S—hDS55 1 DUEABINVICERICE > TLWRWSEF, 1 VRY
VRATOFEAMNFIRESNTNDH, ZOREDAEEED UEWVMEZFATEREATL
7z

FERTPS—FDULEVMEDAER

Ejitu S—hHBICBRENTVNS A VY RY Y RDIGFER, BbESn? S5 — hXICFERNRD T
—hERETILOHDRIENIELEVMEZRIS TEEXT,

W BFIIC
WMERO—) : 8L

F&
1. BIE ZEE > TS5y T —LDESME > 18 > Instance Observer > 75—k > 75—k~
DFERK.

abccorpinternal

Configure alerts
Manage all of your alerts. Turn your configured alerts on/off or modify settings. By default no alerts are set, you need to configure the alerts that you want.

Discover the perfect threshold for minimal yet meaningful alerts.

, Generate Threshold
Configure alerts now with most optimal alert threshold configuration.

BRNF—DRRENET, NF—TPS—LDOREHKROSNIIHBERF. N1 ZBRLTLES

W EBR7S5—bZRBRT 5,

2. [ LEWMEDER] = #IRULE TS
(75— hRE) BEIRRENET,

3.[1 BHEDDERRFS—h B/A KUY IBIEODDRAPS— L] ROV TFTOUNS, EX
EUwOD 1 BHEDICRETSIFPS—hZRKAR5 DFERULET,
BIRT 27 5— bORREIL. FAYER 6 DOV RTLAAERLEDZNZEN
(CRARULE T, AIEEECEICRK 2 DDO7PS5—FEBRUICHEE. BBOR
ARPS5—hHELTI2@ADTPS—hZRIELET (Bl:(2 PS5—F) X (6 2D

W
0d

W

Z
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ARYUwD)=1275—k), 75— hr&IIEBE 00:00 UTC [CUEY bEnX

To configure optimum threshold for each alert, how many alerts would you like to receive per day?

* Max alerts per day / per metric

E

")

Alerts

a

ED

Transactions (Drop) - Instance
Set an alert if your transactions moving average
drops by a certain percentage of its historic median

for a certain time period.

Response Time - Instance

Set an alert if moving average of response time is
experienced greater than of the historical median for
a certain time period.

Default Semaphore (Mean)

Set an alert if default semaphore mean is
approaching limits of max concurrency by a certain
factor in a certain time period.

4. [Xf8] ZFERULE T,
EEX Y E—IDBRRENKT,

Alert configuration

A Transactions (Increase) - Instance

Set an alert if your transactions moving average
increases by a certain percentage of its historic

median for a certain time period.

Database Response Time

Set an alert if moving average of database response
time is greater than the historical median in a certain
time period.

Default Semaphore (Queue Depth)

Set an alert if default semaphore queue depth is
approaching limits of max queue depth by a certain
factor in a certain time period.

Your new alert thresholds are available now
You need to accept & save the conditions under each alert to

5. BET 7

start using ServiceNow recommended threshold.

>— hEREZIRE.

HEEN3 75— MREERT BEONF —HERENET,
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Currently Configured Alert

. . View Alerts L Alert On v
When the anomaly persists for more than 5 minute(s) below the normal range

& Configure Alert Condition ~
‘ 'l0 Recommended' configuration is available. Please select the condition and proceed by clicking 'Save' to implement it. X
Conditions Snooze time @

‘ Anomaly based condition v - 90 + | minute(s)

Set an alert if any anomaly detected based on historical pattern or transactions moving average drops by a certain percentage of its historic median for a certain time period.

6. 75— hEHOEH] NF—EERLET,

7. [Save (1RF)] Z:ERULZE T,

8.%NDDFPS— K CHUTINSOFIBEZEDIERLET,

[ R

6 DDPS—REHFOVWITNTH? 5— RN\ F—ZFBTERNES, REFRTEZD
BEDIERED LEWMET — Y EFIBATEE A, LEWMERIERNCEHIN, #HES
IBNFBOREICRD X,

HEUESWMETPS—hEEMICUIEE., FlEFHTEHRTEXT,

9. A7V 3y BIRUVCAEERED (75— bEREFOER] ZEIRULEXT,

10. A 7Y 3V PS5—hEROREPIC, [ 75— FOESE] ZERLEX

& Configure Alert Condition ~

Conditions Snooze time @

10 Recommended v 9 minutel(s)
Set an alert if any anomaly detected based on historical pattern or transactions moving average increases by a certain percentage of its historic median for a certain time period.

Moving average increases by 10 % of the historical median for more than 5 minute(s)

Maximum alert(s) per day 2

Change Alert Count Simulate Chart

ED
N ATY3Y: ERED2DFPS5—MEZERL. [ %6 Z#RULE

Change alert count X

Changing the Max alert count will change the threshold for this metric & new updated threshold will be

applied automatically for alerting.

How many alerts do you want receive per day for a metric?

*Max alerts per day / metric

5 v

o] (D
ER

EENEEESND &, BEDAEEEDH UVVWRAT 5 — MUCEDWT, BaICHESNIELE
WBA D Ty FENET, (75— MMERZEMRSE (Edit Alert Configuration)] 7« Y RDICRD X
ED

12. (75— bMBRORE] V1« Y ROT [RF ] Z8RULT, EBEZBERALET,
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AVRIVRANT A =RV REBZLDRENDRAV— RS, KDBCTS I EHNTERY,

AVRIVRNNT A=Y YRT LA NI ZRRNCTHREL. LIR—RZETEPLERLTF—LP
EYRRRT=IORII—EHBLET,

EFREDAYRYYRATUIR—bZRTULT, BRAVRYVRADEEN, /XD —3 Y RIRM@, i
FT—IR—DIENCETZY O YO— RO —ZERLEXT,

W<DHDDRTY TT, EVRRAZ-ACEBDESXIRBLR—FEARIVAITERY,

Bt Instance Observer > LiRi—k > . LIKR—RDLIR—KY1 7 1 VRAH VR, HK0BR
HEEBEIRUEXT,

5o SMDema User -
(2) ServiceNow Impact Instance Observer ®  Senice-nowcom - HISURF

Home Performance - Availability -~ Alerts - Analytics ~ Triage Reports Help Create a Case

Reports

Run a report on any instance to generate a downloadable summary on daily instance health, performance trend or database growth.

* Report Type * Instance * Date Range
Daily Performance Metrics Report - sndemo A

« Daily Performance Metrics Repaort

Performance Tend Repor ===

Database Growth Report

LIR—RDFBICDOWTIE. ANLT >AEEE ZI5Uv oL, BRIDXZ21—-HS5ATY 3 V%
RUET,
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