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https://www.webstg.servicenow.com/docs/access?context=create-variable-in-catalog-record-producer-for-appoinment-booking&version=yokohama&pubname=yokohama-field-service-management&ft:locale=en-US
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U. T—RORHOEFZBTXIICYYI—ZEHLU. T—RIEEXEICHIYU—%&
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« Description (5%8R)
« Work notes (fE¥ X E)
BNIIXY K
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« BRI R
Fields :
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= List SPCOOD1006 x  +

View Details

The customer reports frequent call drops when in low signal areas, specifically when

[ T

Open Case

l  Verify ) # Diagnose # Repalr # Test & Resolve $ Close
Contact Active SLA oy
GA_ Geargla Atkins $
- 2 @ Complete
There s ne SLA dfined Verify issue
ervic e s
Internet_Access_PI0001002 C Issue
Actut st
- ®  4-low
Descrption
The customer has been experlencing frequent call drops when transitioning between Wi-Fi and moblile netwaorks, especially In areas with weak signal
coverage. Calls typically drop after a few seconds of conversation. The customer has verified this eccurs in multiple locations, both indoors and
outdoors, and mainly during network switching.
Case highlights
a Cantod date Py P
o Resalved 2024-12-18 01:50:29 4 - Low
Service details
Internet_Access_PI0001002 ‘s
+ Se " Summ

FRR X B4R
IT—YIYhHIY—ERBBT—ROBRXEZER L. BEICEBRREZRELT.
Y—ERBET—RL I—RICBERZBNTESDXSICLET,

+ PAOVD BBRXE] T4 —ILREERSNES, PAIVERIRT D&, £RS
NEBRAEESDRY TP v IHNERINET, I-YTVRE BATIH. KO
ABRPHYIVERTTINERIRTEET,

g = ust SPCO001006 -

Contact

GA Georgia Atking

Case highlights

 Resoives

TRADER

TRDEITENEER. I-Y I VTR ETOREZRHLET,
AhEH TRAEDORIR, ZOMDERSNIET AN S A= -2 E

~ Veri

ity

Active SLA
fe=iem|

There is no SLA defined

2024-12-18 01:50-.. 4- Low

The customer reports frequent call drops when in low signal areas, specifically when transitioning between networks. *

Diagnose

# Repalr 3

# Test & Resolve # Clase

Test & Resolve

0 nProgress oPrority &
Resolve

241218 020414 Resolved

esobution code &
Solved - Fixed by Support/Guidance provided

notes &

The issue was traced to network handoff problems between Wi-Fi and mobile networks. A firmware update for the customer's device resolved
the issue.

Add resolution notes to comments

e o |

nicE 7
TRADET

view oetails | ([ [ Assign tome | ["open case |
¥

PEAN—ENZDERBRA Y SDBENTT, I—II VG, ETSNETRNDT
ARV —ZEM LT BBOREREERHETCEET,
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TestWithoutMesaure TROO01011
This service test is a simple one

Details Test response

Downstream Speed 16A second 75 to null

State Completed

+ Test Run summarized by Now Assist (D
OVERALLTEST OUTCOME:

Fail

OVERALLTEST INTERPRETATION:

The overall test outcome is Fail because the test measure value for Downstream Speed does not
meet the specified threshold rule TRVO001008. The lower limit value of 75 is not satisfied.

Downstream Speed:
« Test Outcome - Fail

« Test Interpretation - The test measure value for Downstream Speed is 16, which does not
meet the threshold rule TRV0001008. The lower limit value of 75 is not satisfied.

[SILe) s Updated 2024-07-08 23:36:12

Be sure to check Al-generated summaries for accuracy.
[ Set result

FLvIER

FERERDREXICET—RDVO—-RIC, I-YIVRRIT—RDS5FLyIRLEZ
ERTEXT,
FLYIERRAFILTR, I-IIYMIRy TPy T D0 Y RODNKRRSN, RO
T—RATEDWTFLYIREZERL., FLYIEBORS T ~ERRT BHEIICL
Ea—TEFT,

4 Use Al to draft this article?

es from the ream to generate
Its from tasks that have more detail and activity.

No, write it myself + Yes, draft with Now Assist

PRAOYRAYR=T 1 Y IT—RDEN
PRAOVRAYR=FTA4VISAIYALDILDERT—IDFEBZET. PHAOV LA
YR=FTAVIT—2AOPEZTI—I TV RCRHELET, I-YIVE BEERE
BORENBYIU—ZFEALT AVIR—TFT A VIT—RET—RIRIDRAT—H
2T [EPLBETERT,

PRAOYRDAVIR=T 1 YVIBHNRFIE, AVIR—TFT1VIT5—R0OYY)—%4%
BU. POTAETANA—RDLEICKRRLET, YIYU—CE PAOY DA YR—
TAVISATHADIDRDRAT—ITI—I TV RDAANTIEBRINEENETT,
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ALY KTV
« T—IFX P TF v EIRIL

« Develpment & Automation (FA% & B&b1L)
s Testing & Training (A& RL—ZV )

« AEBEE ST R— &

Onboarding case for account - One Plus ©

‘ + Initial Setup

> #" Data Capture & Valid...

)

: Account Onboarding Case summarized by Now )\
Assist

Onboarding Case:

Onboarding case for account - One Plus. The
customer has Remote Catalog service bridge
integration and is going live on 2024-12-28 with 7
days remaining. No work notes or comments are
provided.

Data Capture Tasks:

There are 8 Data import tasks in total. 7 tasks are
in Open state and 1 task is in In progress state. No
tasks are due in 7 days. No records have been
published out of the total 7 records uploaded.

Summary of Data Import Tasks for different
targeted tables:

« Install Base Item : Open, O records published,
N/A

« Entitlement : Open, O records published, N/A

« Location : Open, O records published, N/A

« Sold Product : Open, O records published,
N/A

« Contact : In progress, 7 records published,
N/A

« Contract : Open, O records published, N/A

« Installed Product : Open, O records published,
N/A

« Account Address : Open, O records published,
N/A

View less a

( Share to work notes

IVT—=IAV~DERN

© In Progress ® Priority
Customer Contacts
State Priority
‘ In progress 4 - Low v
Type Assigned to
‘ Data capture Q
Subject
‘ Upload & validate assets
Description
Attached to this task is a template "Contacts Template.xIsx" that must be downloaded. Once downloaded,
please review the template and attach the information requested in the appropriate columns. Once done,
please add the attachment back to this task where it can be then be reviewed by the Onboarding team.
2
Info received Save details Open record

DR, 41ZIF7FT BR. T—R RBILAZECIVIT—I XV DU —
HEI—YVIVRCRHLET, I-VIzVhE BEBLEBEROWECKD, IRTOT
DTFAETAEIVT—I XY MRELCDODVWTTHRRICIBIETEXT,

TIVT=IAXYRENRFIVE. RT—FYR, AEREB. BHB. FEXE. RLE
DFPOYIVEESCIVI—IXYFDENZER L. [PHOY OFFHE]) h—FDL
CRRULET, YRU—CE I—I Y RDROIVI—I AV LI—-RTr—)

RICANT BBEHRDIEENKT,

o Title (154)
L] E%EH
« EEXTE
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Measuring Customer Satisfaction and Net Promoter Score

Overview Health Success blueprint Renewal and expansion
+' Engagement summarized by Now Assist (D) ~ Upcoming touchpoints
Engagement: No upcoming touchpoints

There are no upcoming touchpoints

The current engagement is in the Renew stage
with a Green health. The initial go-live date is

2024-09-03 and the renewal date is in 25 days. Risk signals and issues

Work Notes: New (0) Overdue (1) Highpriority (0)  All(2)
Work Notes - Customer satisfaction survey sent to . . .
1000 customers, response rate of 30%. NPS Due date Short description Priority Probability Risk or issue Created
calculated at 50, indicating a positive customer . .
experience. Follow-up surveys planned to gather 2024-12-21 05:50:59 [RK] Testing 4-Low Occurred Risk 2024-12-10 05:51
more insights and improve customer satisfaction.
€ P 2024-12-30 05:50:59 [RK] Testing 4-Low High Risk 2024-12-10 05:51
OQutstanding actions in progress:
« Risk Signals & Issues - 1 record due in next Showing 1-2 of 2

15 days, 2 in In Progress state, 1 with
Qccurred probability, 1 with High probability .
= Internal Play - 2 records due in next 15+ Work items
days, 2 with current progress as Paused m Blocked (0) | Overdue(0) | Paused(2)  Unassigned(0) | Duesoon(0) | In progressi0) View All » Sort by Priority +
+ Success Cases - N/A
+ Success Initiatives - 2 records with current
progress as Not Started

+ Success Outcomes - 2 records with current ﬂ:‘:ﬂfﬁcmﬂ &
progress as Paused, 3 not achieved, 1 with o .
Duedate Priority  Assigned to Customer contact

current progress as Not Started WEIEH)  Alzjandro Mascall

View less & Category General

[<IL=RN "IN Updated 2024-12-21 20:28:53

FyFIRAY EDERN

IVT—IXVRSATHALOIICHFRIXIEZRIYIVFRAIVEOHTYY —%T—
VI VRCRHULET, I-YzVhE SEIFRRT—IRILI—ETPLOERD X
NEINRTOELEEA—I., BXVIT7A0—TFPYITPIOTAETADYIU—ZT(EP
<EBTEXRT,

FYFIRAY REHNRFILTE, RFBOTPII VY RBII1 [RFBEOYIA A—
WRE FYFRAYRDYIY—ZERLET, YYU—CE, I-YIYRHRD
FYFIRAYRLI—RI74—I)LRICANTDEBIEENETT,

- 4%

« S38A

Work notes (1E% X E)
«BIIDXYV

Q2 Quarterly Business Review © Discuss

+ Touchpoint summarized by Now Assist () ~ Meeting  Email  Success tasks

Touchpoint: Past (2) + Add meeting
The current touch point progress is Not Started.
The squad involved in the touchpoint is not Feb 2025
specified in the provided information.

Series Scheduled
Overview:
Weekly Check-In
The benefits of a personalized approach to Start date & time End date & time Meeting link Invitees
customer goal alignment, Q2 Quarterly Business 2025-02-17 14:00:00 2025-02-17 14:40:00 - Abel Tuter, Adela Cervantsz, Jason O...

Review Follow-Up, and the importance of aligning
internal goals with customer goals were discussed.
The upcoming meeting will cover project status
updates, issue resolution, and next steps.

Key Action ltems:

» Discussed customer goals and alignment
strategies, decided to implement
personalized communication plans and track
progress using customized metrics, follow-up
tasks include conducting customer interviews
and creating personalized action plans
Discussed the importance of aligning internal
goals with customer goals, decided to
conduct customer surveys to gather feedback
and insights, assigned team members to
analyze the data and present findings at the
next meeting

Understanding customer goals is crucial for
successful alignment, identified specific
customer goals and will tailor approach to
meet their unique needs

To ensure success, it's crucial to align your
business goals with what your customers
want, means understanding their needs and
preferences, and tailoring your products or
services accordingly
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5U TR EEZQLIEZIE T, BRYYEYI IO RZBRILTERI,

Now Assist CSM/FSM 184 0JgE D — 2O AR—AD/\R)L

I—Y 1Yk, CSM/FSM BRRTIEED — 0 ZAR— D Now Assist /\RILZEFERATEEXT,

CDRFRAVY—DIA R%&FERTDE. I-VI VY RIT—EREBET—ADY ) —EERK
L. T—ERRBT —RADBRXEZERTEXT, Now Assist /CRILDFEHBICDWLWTIE. "Now
Assist panel@ ; ZZ2RULTLZEL,

EBELE
Now Assist&@

Exploring Now Assist@

BESBE. XFTo 7. T2./0Y— (TMT) D Now Assist [CRET D R— MER
Now Assist for BIESE. XT« 7. T2./0Y— (TMT) @ Now Assist ([CEEET 2EERRIBIR
DR EEBB(ICHERTEET,

HiR—hERO/IN—-V 3V

TMT @ Now Assist (&, Xanadu LI THR— kSN TWET,

HR— ,cEROLI—F—aA V5 —T 114 R

TMT @ Now Assist 7 U5 —Y 3V ICF. RORICRTRAFILHIEENE T,

Now Assist for TMT CH/R— SN TWDA VY —TIT14 R
[ e
CSM/FSM %E‘Zﬂﬁg'j_az’\"—z . _|j,_ E‘\RFCﬁiB,éi\b-_R@Eﬁ\’\J
o FRER X EARL
« TRARDEH
e FLWIERK
c POV RAVR—FT 4V ITT—2ADERN
e IVHT—IXVKLI—RDER
e AYFIRAYVELI—RDEWN
Core Ul (37 UI) « H—E2EET— 20OEH
« TARDEH
e FLWIER
e PHIOVRAVYN—FT 4 VITT—-RDEHN
e IVT—IXYVKLI—RODER
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Now Assist for TMT CHR—hENTWB1I VY —T 1214 R (<)

« FYFIRAY L I—FDER
NV EVIXIE

PTVT— a3 ViER

H—ERBBT—RAOBHRAFILEFER L. T—RBRXAEEEMT BICIE. TMT @ Now Assist
(sn_tmt_gen_ai) AP P TV ETP T4 TILULET,

CDRNPT7ZTUE hRIV—T—ERRBEIR (sn_sprb_mgmt_case) [CEKEFEL TWVEXT,
UTolBRTTS014 v &7 07147 ULET,

1. AR ——EREEEHE

2. TMT @D Now Assist

FBICOWTIER. MBESHE. AT« T2./0Y— (TMT) @ Now AssistDiERl) ZZHR LT
<&,

BIESE. AT« 7. T0./0Y— (TMT) ® Now AssistDIER

I—Y 1Y hH CSM/FSM BRTIEED —O AR—E D7 Ul TERL Al RFIILEERATED LS
. BEBE. XT« 7. T2./0Y— (TMT) @ Now Assist 7TV T—y a3V EEBRUET,

W& 3aIlC
WMERO—)L : admin

CDIRDICDWNT

Now Assist 7RIV Y —IL&EEALT TMT @ Now AssistEEBRELET, cOIVY—)LIC
(E. TSTAVDAIYRAN=ILEER Al AFILDBRRICHEBREDHNINTEENTVEY,
[CDWTIX. "Now Assist Admin consoleB ; ZZBLTLEE L\,

Now Assist 7RV IOV Y—)LO TMT & X)L

TMT DOEEE 2F)L

H—EXDBET—X o« T—RADEH

«BERXEAR
« TARDER
e FLY IR
PADLSAITATNANT B c PADYRAVR—F 1 VI — 2DEK
CIVT—IXY R OEH
o« FYFIRA YV EDER
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o EE\E ®
ServiceNow KMESFEBET /L (Now LLM H—ER) (E. IBE. <D Now Assist 71
T—Y3aVDRF)IOE—DFO/NAFT—TT,

Fl&

1. BESE. AT« 7. 72./0Y— (TMT) @ Now Assist 7S5 > (sn_tmt_gen_ai) &1 >
l\ _“J LJ ig_o

o FSUAVDIKERRETSTA VDT O T« TUIBFOFEBICOVWTIE, PV Tr—v3Yy
155 #SBLTLIEE L,

o AYRAL=ILTOCRDEHBICDOWNTIE, Minstall Now Assist pluginsB ; Z2BLTLES

2. RDKS(CHEHT D, Al(TART) > NowAssist 7 K=V > #EE =2 1) v o L. Now Assist 77
RTyIOVV—ILD [#E 1 Y TP OERAULET,
BE(C Now Assist 7 RIVIVY —LHRRSNTVDIBE(E. BE®D [Now Assist #EE ] 57
ZEIRTEFRT,

3. TMT @ Now Assist BBED R FILET VT 14 TIL U TER T DREHNH D X,
INSOEEEIE. [BER] 7—2 20— —FICTI—FbEaNTVNET, RIEEEICIERFILHES
B F5NTVET,

4. [ HRZEER] 714—J)LRT. [ TMT] ZERLZX

Now Assist skills for TMT
Manage a1 TMT ki,
Test Run

Customer Success Account Onboarding Case

+
related functionality for workspaces

........

ED
5. 7074 7T BRAFIICEEMIFOSNTVNDHEN— KT, [FEllzxT] ZFRULEXT,

6. (FIATRERINTDRFIL] EOY3 VT, [RFILDF DT 1 T1k (Activate skill)] Z:ERL X
ED

7. ZBRUERAFILDANEHERLE T,
ANT—=TIW 714 —ILREFFHAIROEMATY,

BRAXILDAAE RUH—DFEBICDWTIE. TTMT @ Now Assist DXFXIJLAAD) ZSBRLT
<fEEL,

8. BRULAFIDANZEER LS, [ REL THIT ] Z8IRU CROFIRICEH T,
(R3] RYVZERALT, FIOFIEICRDZENTERY,

9. [JAMZEER] EOY3 VT, ROVWINHEERLEXT,
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servicenow.

o MATJRERINTDFPATRAFILVEBRICTBICE. [ RFILEFEICHIATRE] ZFRULK T,

o AFI)LHMATREICRD I I VI DRBZFEHTRET DICE. [ RFILOFRUSZHRY
V1 XR) ZERULET,

10. ¥ )LOOTBUZBR LS. [REL THT] 28 RU TROFIRICEHF T,
M. ¥ )L 2RI S DEAERRLET,
o ENANI-YIVEPTVICRF I ZRRTDICE. [ BRA] 2#RLEXT,
o Now Assist /\RIVLICRFILZERRT B(C(E. [ Now Assist /\R)L] Z#IRUET,

2% L% Now Assist /ARILICRRT BHEE. TASKRENERRL T ZTORFILZERT
EZ0-IZEHELXY,

12. BIRUIERFILORREEBR LE S, [IRFL TRT) 2BIRL TROFIBICEH XD,
13. BIRANBEERE L. [FPOT+ 71t ZBRLU TERERT UET,
H RO DIER
2F DR ESNE LT,
BIESE. XT« 7. T2./0Y—(TMT) ® Now Assist D 2F)LDOAN
BE2EILDANEFERLT, RFILEVNDEDELS [CERTINEERLUET,

TMT @ Now AssistDiLE

BIRUVIEZAFIVEIHEU T, ANZBRTEXRT, INSDRER. AFIZEDKSICERTIHZ
RELET. AN U—ERBET—ROYIYYU—, BRXEDOYIU— TRLOYYU—Z4
Y BIOHITERAENDT—TILP T —ILRBE, RAFILICERBSNZDT - ZHIILET,

Y—ERBET —RDEHNRFIL

P—ERB@ET—ROBHNRAFILICE, —ERBBET—ADY Y —DERINDEE(CHERSN
BT —TINETA—ILRZEHHNTDANDETINK T, ROY—ERBFET—RDBHRT—ITA
N=EBHTEET,

o —RREV7REE

¢ ANZERR

e JOVTIRZENRINVAR
- TRUZEESR

o RRZEIR
eLE2A—ET7OTaTM

CDVI—=RTlE. RFIDANT =YV —-REZZEFTIZEEFTEFTFRA, T—FV—RIClF. R
FILDMKFET DT —TILE T —ILRAEENTUVET,

Y —ERBBT—ROENRAFILDOAA

ADT—=TINI P —EXDEET — R [sn_sprb_mgmt_case]
o EBREREA
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H—ERRBET —RDENAFILDOAN (#:<)
AR Bl
« EEXE
< BHIIXY K
« ZHIYRD
Fields :
o E488
o FEREREA
o fEEXE
o KR
o SysID
o BRI 2D
Fields :
o 88
o FEREREA
o EEXE
o R

ANFYTL—h ST
. W
« B1=
o« TR ERRR
«V0—-2X

R XEERRFIL

BERXAEEMRFILICE. U—ERBBT—ROBRXENERSNDEE(CERESNZT—TILE
T4 —ILRZEFHNT DANDERNKT,

ZDIVY—RTE RFIDANT—FY—REEBIBIERTEREA. T—FY—RICE R
FILMKTFET BT —TILET A —ILRAEBENTVLEXT,

FERXAEBERAFILOASD
ANT=T) P —EXADRET—R [sn_sprb_mgmt_case]
o B 8735758
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FERAEBLERRAFILDAND (#:<)

o EEXE

BHIIOXY
FTRARENRFIL
FRAREBHD[E., AFILICE. TR —OEREICEREINZT—TILE T4 —ILRZEER
TRAINDEENET,

RORKRIC, TRARBHRAFILTERTEDANZRLE T,

TARENZAFILDOAD
ARDT=TI 7T A RNEAT [sn_st_mgmt_test]
ANDT71—=ILR [Name (%&#i)]
FRANEHNRFILOREEA N [Il}
AN S8R @
ADT—=TINI TR NAIRE [sn_st_mgmt_test_measure] B
« XU D RDERA
« Value (1B)
o JL—ILER
FLYIREBERRAFIL
FLYIRBOEMRAFIVLCE, T—RICEATRFLYIRREORS T MDEREINDEE(CERS
N37—JIL® 714 —=ILRZHBNTDANDEENET,
CDVU—RTIE. RAFILDANT IV —RZEZEBEITBIZEETEFFA. T—FV—-RICE R
FILIMKFET DT —TILET1—ILRHAEEXTNTVET,
ROKIC, FLYIRBERRAFILDANZRUED,
FLYIREERRFTILOBEEAS
ADT—=TII r—2 [sn_customerservice_case]
ANT71—=ILR . B 7S
« 57268
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FLYIRBEERRAFILOEEAND (#:<)
AN

598
- BRXE
- EEXE
S IXVR

PADYRAVIN=—FT 14 VI T—ROEHNZF)L

PRAOYRAYR=T 4 YIT—ROBHNRAFIVICE. PAODYRAVIR=FTr v IOYTU—H4%
BRENDEECHERENDT—TINETA—ILRZHFNTDIANDEINKT. AN ROTPAHD
VYRAYR—FT A VI T—RART—ITRECTEEXT,

F ENOE:=
cT—HXVYTF¥v
o %

e bL—=VY

o TRAK

PAIYRAYR=T 4V ITT—RDEBEHRAFILDOAN

AR 588
AHDT—TII Account Onboarding Case
[sn_acct_Ic_onb_case]
ANZ4—ILE CH—E2TU YIS
o B REREA
« 508
 AEBSB
5RO B
« EEXTE
BIIXYV
RT7T=Y -T=9FvTFv
PAIYRAVYR—T 4 VT RFI)LOEEAD
AR Sl
ADT—=TII PHOVRSA DA DA VIR—KYRD [?]
« RO B
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PRAOYRAYR=T 4 VI RF)LOEEEAA (#:<)

AA

598

«EEXE
«BHIDIXYV
=TV RT—=TI
B ENEAHLI—R

PRAOYRAYR=T 4 VT RF)LDOEHEAS

AR
AHDT—TII
ANT1—=ILR

A
PRAOYRSATHADIIRD [?]

o EREREA
« AT—HR
« %0 B¥
«HA1T
« EEXE
«BHIXYV

PAIYRAYR—=FT 1 VI RF)LDOREEASN

AAB
AHDT—TIL
AHTrs—=ILR

A
PRAOVRSATHADIIAVIR—RIRD [?]

« RT—H R

< FZDOB¥

« AAENFLI—R
«EEXE

< BIIOXY

=T whkT—=TI
 BHIENLEELI—R

IVT—IXY RDEHZT)L

IVT—IXYRDBEHNRFILIECE. TVT—IXYRDOYII—DEFESNDEE(CERSND
T ETA—ILRZEFHHNT DANDERNTT,
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IVT=IAXYRDENRFILOAS

A B
ANT=T ) IVS—I XV [sn_acct_|c_engagement]
« AT =Y
- 8578
o RYDOABED
o D geh
IVT=IXYSDENRFILOBEAND
AB 188
ADT—=TW 2RO EERE
« HAB8
o fEx
IVT—=IXAYEDOENIAFILOBHREAR
AR el
ANDT=TI RETL
ART1—ILR =
o EHIRR
IVT=IXYSDENRFILOBEAND
AB B
ABDT—=TI BXIhT — X
o EHIRT

TVT=IXYSDBENRFILOBEEAN

ANDT=TI
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ITVT=IAXY SDOENRFILOBHEAS (#E:<)

o EHIRR

IVT=IAXYSDOENRFILOBHEAND
A7 A
ABDT—=TI RE
ARZA—ILE EBRR
G
- BEOfE
« =7 ME

HyFIRAY SEODENRFIL

BYFRAYRDENRAFILICE, FYFRAYEOYI) —DNERESNDEECERSNDET—T
WET 14— ILRZFHHNT DANDERNKT,

tR(ES

BYFRAYEDEHNRFILDAN

AR 5588 ol
ADT=TII IV —I XV [sn_acct_lc_touchpoint]

o EWIRR
HYFIRA Y SDEHAFILDEEEAN
AAB e
ADT—=TII KEDEM
ARZA—IE - RBOHD

c REDYATS

o REDFHIBERE

« REDR TR

cBEEXE

« REXE

e AT —H R
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BESE. XFTa 7. T0./0Y—(TMT) ® Now Assist D/\F—

INF =T £ Al RFIVICEATBERE. ENSORFIVICK > TERRZQEFRAEND T A4 —
LT 4 —=)LRDRRENKT,

DI)\F—DHIE TMT D Now Assist

HRE Al JNF—IZ(E. TMT @ Now Assist THIFETJEER R FILICK > TER KX F =N
TA—LEDT7 14— I)LRICEATRERDIFRRSNET, /\F—[CRRSNBAVEL-—IFRDELSD

T,
P DAL RPERELBFAINTNBES, BLVTOLRDET LLESEI-YIY NP
S—hEBLET.

e INSDT 4 —ILFDERZERI DL SI-IY IV MRULET,
¢ D14 —)LREZERTZFFRTERVNEER. I-IY TV MIBHOULERT,

Xyvt—YICE. TMT D Now AssistlC&k > TERFLEFRHAEINZ T —ILRADU VY OHEEX
NTWLXY,

CSM/FSM BT D — O AR—RADAERL Al /X
Generate Resolution Notes X

+ Check fields predicted by Now Assist for accuracy: Resolution notes

Resolution code %

Cause

Resolution notes %

I Replaced router with TX9000 model. Issue resalved.

| Add resolution notes to comments

j—_—

TMT @ Now Assist TOT—XEBHNAFILDOHRIYVA X

PRIYO-ILEF>TVNBESEE,. I-YT Y hh CSM BRTEED — 9 AR—2B LTI 7 Ul
DER Al RFEFRATED &SI BIEBHE. XT« 7 79./0Y— (TMT) ® Now Assist 2
FILENRIRAXTEET,

S LY P
WHERO—)L : admin

CDYRDICDWNT
Now Assist PRIV IVYV—=ILHS. PAIYRAVYR—FT1 VI ET—ERBEBBOZEANT
VIL—rDAAT—=TIL. BELI—R, LV T7r—ILRZZEIRL. ZhoZz—ROBTYU—
CEHDELSCTOVIMNYSI—ZBRTEET,
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FIR

1L.ROKSCHEET D, AN(TART) > NowAssist 7 K> > #EE #21J w o LT, Now Assist
7RIV O3V —)LD [Now Assist 4EE] Y T(CT7OERAULET,

2. [ARHINY—D0—020-]) JIL—TT [TMT] Z:#IRLT. TMT D Now Assisttéaed 2 ¥ )L %

KRUED,
RD TMT @ Now Assist FI)ILENRIYTA XA TEXT,

o Account Onboarding Case (P hOY cAVIN—=FT 4 VT —2R)
o H—ERDRBEIT—R

3. TMT @ Now Assist BRED T —RBRRFILE TP VT« L LTIE— L. ARIIAIIAULE
EDR

a. 7O T4 7T BRFIVICEEMITONTLDHREEN— R T, [FHllzRR] ZERULET,

b. [fIFBTIEER T RTDRF)L (All available skills)] oY 3>V T, 7O9T74 LT3 RFILER
DIFT [RFILET DT« Tt (Activate skill)] ZERL KT,

POT 4TS BRICRFILOIC— SRS 22 EEBRTEZT,

C[PUOTATRRAFI] CIYVIVTRFILOD [ZOMBDTHY3IV]) P4 IVERRL, [ DE—
HER) ZBIRUTHRIVA X TEZIE—ZERULET,

ERRUT=DE—(&. [POT 1 TR FE)L (Active skills)] €O Y 3V C—BRRSNET,

d. (7O T4 TRBRFIL (Active skills)] €Y 3aVyhS5IE—ULERFILEBRLTHERT,
HAREELY P YT ICR ST, ARIVA XSNIERFILO—MEVBEB. AN, TOVT
b A%, ®R. LEa— 8XOTPOT TLOBRETVERT, DA —IR—2HF%Z5%T
TIdE T—2RBNRFID T O T4 TSN ZET,

4. [—ROLGEEE] RTY T T 724—ILRICAAULET,
BAXILDAAHE RUA—DFEBICDWTIE, TEEZE. AT 7. 72/09— (TMT) D
Now Assist D2F )LD AS ) ZSRBRUTLIEEL,

a. AFX)LDBAIEFHPZANLUET,
b. [(R7Z L THL1T] Z#IRLU T ROFIEICEHAK T,

5. ZXERBANTYTIL—EDNR—=RANT 4 —LEPEEY R RRE BRAFILDANT 5%
FRULET,

AFNDESXEXBANT YT L= rDR=RANT =TI T4 =)L EBEEY R ZRBR U X
ED

BRF)UIE Now LLM U —ER NGB ZLEMRT /OO IV THF R =R I B58%ZE0
N=2ZANT=TIVEAANT 4 —ILRICEEFLTVEXT,

ANT=ID—WELT, R—RYRTLEUVTRHENZEET —TILOHEERLET,

a ANTVYTL—hZEl, [+#FHUWAR=—ANT 1 —ILE ] BFERL. R—RAAT—TILO
4 —ILEZBRLET,

BEICIHU T, BHDONR—RAANT 1 =)L FZENLET,
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servicenow.

[ AN ZEFRR (View input)] R 7 v

Account Onboarding Case Summarization (copy) ™

General Details

Choose input data

View input Select:

Configure Prompt

Define Availability Input templates 8

Select display

More

want the

|| S oot

LM)to consider ing a response. The input fields and rule conditions form an input template that you can edit to control what data is sent to the LLM.

Stage - Form Details:

1.Add base input tabie fields

Stage - Data Capture

Stage - Development

Stage - Training
Stage - Testing

table and input felds
Base input ble

sn_acct_lc_onb_case
Base nput kg

Service bridge integration

Basenput fed ¢
Short description

Base npot ficd

Description

Base nput itk

Go live date

Base input ekt

Days remaining

Base input ek

Work notes

Base nput ek

Additional comments

+ New base input field

2. Add rule conditions to the input template

for the LLM

Fieddescripion %

Type of service bridge integration customer has

Flld deseripion

jdes quick i case

Fielddescripion

Description of case, provides detailed info about the case.

Fie descripion %

“«

Date on which customer will be going live:

Fied descripion %

| | Days remaining for customer to go ve

Field description

‘

Internal triaging notes.

Fielddescripion

~ || Notes shared with requester

(AN %ZEFRR (View input)] 27 v

Service Problem Case summarization mr

General details
View input
Customize prompt
Define availability

Select display

Review and activate

RDRIC, R—ZAANT—TILDT71—ILRE

N—=2ZAHNT 1=l

Input templates [§

Verify
Diagnose
Repair

Test & Resolve

Close

Choose input data

Verify

By default, record input template the LLM uses.

View all input tables and fields being used to define the prompt that will determine where to pull data from. Explain this

1. Add base input table fields
Each skill relies on a base input table and input fields with descriptions to provide context for the LLM to generate a response.

Base input table

sn_sprb_mgmt_case

Base input field %

Description

Base input field %

Additional comments

Base input field %

Short description

Base input field %

Work nates

Field description %

Description of case, provides detailed info about the case

Field description %

Notes shared with requester

Field description %

Short description of case, provides quick info about the case

Field description

Internal triaging notes

2. Add rule conditions to the input template

Rule conditi det:

when the input template is used. By default, record state determines which input template the LLM uses.

Condition: stage=verify*ORstage="EQ

3. Add additional input data sources (Related tables, Activity streams, Relationships, etc.)
You can add input data sources like related tables, activity streams and relationships to provide more context to the LLM. You can also add rule conditions to
these additional data sources.

[ Save template

(&)

g

it

RSB

i

9

(]

A (BEY 2123 0) ZRULET,

[R—=ZRANT+1—)LE (Base input field)]
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Z14—ILk St

714 —)LRD5R8A .
[R—=ZABDT+1—ILK (Base input field)] {&
D378,

5l : TShort description of case, provides
quick info about the issue.,

b. \A7VTL—bho&lC, RMHELT—ZFRLTIL—ILEZEZBRL. T—9Z71IL5VY
JULET,

CDANTYTL—hEERBIBIANIVIZERET DI —IE, TI7AILLTRE LI—F
DRT—HRCLDT. Now LLM H—ER DMERITBIANTYTL—RDRED XY,

[+#FHLUWRGELY ] ZBRU, BIHDO/NS X5 —ZBRT DI ET. FHEEZSSICBETE
ESC

c. ANWTVTFL—hoEll, +F#HMULWT—9Y—R ] ZERLT. BECIHUTENDRET —
TNEPOTAETA AN —LT -9 2R LET,

BT —TILPTPIOTAETA AN —LRBREDAAT -9V —R%EBNTDE. BEYRNA
D Now LLM HH—ER [CXDZLLDIVTFRAMDRIEEINEK T,

INSDBNT =Y —RCI—ILEEZENTDZEDBTERY,
d. (RELTHT] ZBIRL T, ROFIRICEHAF T,

6. JOVTRZNRINAXULET,

BANTYTL—bBEROTOV T Z#ERBLUTTRANUERY, JOVTRE BELCHUTHL
WBRIERSNEI Y3 VZBIULIEDUNBZ /D UTIRETE XIS

a. ANTVTIL—hEC, ERURBEIYIVOURMNSTOVY IOV 3 VZEERL
T EHENZ YU —(CEHXT,

OV VEEBNT BICE. CORTY TDRICEET DANT — Y ZBRT DRENH DX
ED

(EREFED) OV TR ET—RICEBINTERDE. T—RADRT—Y D [IE#HREFE] TH
ZBEDHTYT, TS5 TRWEE, COANVY—ZEMDODRT—HR(CBIT S E. Now LLM
H—ER DN REBXZIEBEDEWVEREER T DN B O XTI,

b. ((R7F] ZFIRL T IWEDTRAKTEHXT,

c. IEZEDT R~ (Test response)] €23V TT—RALI—RZEFIRL. [T S%E3E1T(Run
Test)] Z#IRL IOV I RNEOENERET AN UET,
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[(FOY T kZEHRH YA X (Customize prompt)] 27 v

Account Onboarding Case Summarization (copy) ™

Exit
General Details °© Customize prompt output
View input L] To customize prompts for each input template, add new sections that will be added to the summary.
Configure Prompt o
Define Availability ] -
Stage - Form Detall Prompt Test response
Select display L Stage - Data Capture Choose arecond %
Choose sections to include in the generated summary. If you want to add a section, make sure you've already selected —
Stage - Development relevant input data in the previous Choose input step, such as SLA fields for the SLAs section. ALEONB0001007 @ Run Test
stage - Training bl romotsectos (15 ot o o
Stage - Testing Result: Below is the prompt response
Q searc )
& Onboarding Case ErT e
Waiting on Customer ©
= iled © i Data Capture Tasks % ’s service bridge i They o live
Development Tasks Detailed © on December 28, 2024, with 6 days remaining. No work notes, comments, or emails
Service Level Agreement © are provided in the case activity.
i Data Capture Tasks Detailed %

Issue ©

Testing Tasks Detailed ©

Key Actions Taken ©

Training Tasks &

Training Tasks Detailed ©
Data Capture Tasks Detailed ©

Development Tasks ©

Data Capture Tasks:

There are 8 data import tasks in total. All tasks are in the Open state and none are due
in 7 days. No records have been published and no records have been uploaded.

Summary of Data Import Tasks for different targeted tables:

Entitlement: State - Open, Number of records published - 0, Summary of work notes
and comments - N/A Install Base Item: State - Open, Number of records published - 0,
Summary of work notes and comments - N/A Contract: State - Open, Number of
records published - 0, Summary of work notes and comments - N/A Sold Product: State
- Open, Number of records published - 0, Summary of work notes and comments - N/A

Account Address: State - Open, Number of records published - 0, Summary of work
notes and comments - N/A Location: State - Open, Number of records published - 0,
Summary of work notes and comments - N/A Contact: State - Open, Number of
records published - 0, Summar and comments - N

Testing Tasks ©
Child Cases ©

Data Capture Tasks ©

State - Open, Number of records published - 0, Summary of work notes and comments
-N/A

Resolution

Now LM

[(FOY T kZEHRH YA X (Customize prompt)] 257 v

Service Problem Case summarization mr Exit

General details Customize prompt output
View input To customize prompts for each input template, add new sections that will be added to the summary. Explain this

Define availability -
vy Prompt Test response
Select display Diagnose Chaose a recond 5

L]
L]
Customize prompt L]
L]
L]
L]

Choose sections to include in the generated summary. if you want to add a section, make
sure you've already selected relevant input data in the previous Choose input step, such as
SLA fields for the SLAs section.

Review and activate Repair

Test & Resolve

Close Avatatie prompt sections (1 Final prompt sections (1)

Issue
H

Na record selected

Chease a record above to test premet output.

d. [(RFELTHT) ZBIRL T, ROFIEICEHAK T,
71D RAFINZEDKSICHATEDDZEERLET,

a. 1I—H—HWBICRAFIZFNBATEDRLSICBRT D2 EH. AFILHFBOIRECRBRIICTHRET
DELBHDRHBEEIRTDZEHTEXT,
[RFILOTIBE%E HRD A X (Customize skill availability)] 2RI 2 &, FEEILY—D
RREN, EBCT—9& 749V VITEET,

b. [(R7Z L THtfT] ZBIRL T ROFIEICEHAK T,
8. T—ADBNERTY DG EBM L XI5

a. [In-product (E.5A)] F7=(L [Now Assist /\R)L] ZRIRULET,

» [BRA (In-product)] : #IRT B E. Now Assist AFILNNT A —LED—D AR—R(CEKR
EINET,

(B@A)] CRRENDBRAFILICOWVWT, TRENEERL T AFI)IZEBTEH0-ILZRE
LET,
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= [Now Assist /\R/L] : &RI D&, Now Assist /{RJLT Now Assist 2FILEFERATES
K3EBRDET,

ZDATY 3 VUDRRENLZEVEE(E. Now Assist INRILETF I T« TILT 2B N H D E
9o FEMBICDWLTIE, Turn on the Now Assist panel@ ; 2B L TLEE L),

Now Assist /{ARILICRRENDRAF)LCEC, TREDZFBRL T, AFILZ2EATEZ0—
IWERELED,

b. [(R7F L THtfT] ZBIRLU T ROFIEICEHAK T,

9. AF¥)ZELE2—-LTPIOT4TIHULET,
BIRABTEMBU. [P0T7 1 T1L] ZERUTRAFILOARIRA A%ETT LET,
T—2RT [BWZE/ER] ZZIRL T, T—RODBNZEEMRTEDLSCBDEXT,

H—ERXRTUYYBESE. AT« 7 T2./0Y—(TMT) ® Now Assist DIERL

IVHY—TFS5A4XTONCH—=HDI7 Ul TH—ERT U wI Mapping Assist tEExFRATE S
KSIC, BEBE. XTq 7. 7T2./0Y— (TMT) @ Now Assist 7 V-3V EBRRULE
ER

W& BREIIC
WERO—)L : admin

F&

1. BESBE. AT, 72./0Y— (TMT) @ Now Assist 7> > (sn_tmt_gen_ai) 1 >
l\ _“./ lJ ig-o

o FSUAVDIKERRETSTAVDPOT« TIUIBROFBICOWTIE, 77U I5—y3y
153 #SBLTLIEE L,

o A VRAM=)LFOLROFHBICDWTIE, (install Now Assist plugins@ ; ZZR LTS

2. ROES(CHEFHT D, Al(TART)> NowAssist 7RIV > #EE #01Jw o L. Now Assist 77
RETVIOVV—=ILD [#EE 1 Y TP OERAULET,
BEIC Now Assist P RZ VIOV Y—LHARRSINTUVDIHEE(E. BED [Now Assist HEEE | 57
ZEIRTEFRD,

3. [BB%] &FRL. [HROEFER] ROV ITFOY URLT [TMT] ZBIRULK Y,
4. T—ERTV vy Y HEEN— KT, FHBORT ZERULE T,

5. [RIATEERINRTO U—ERTVUYY RF)] €OV VT, [ AVICTB] ZBIRLET,
X ILHBREN. POTcTbanEz bz, I—VYzVRE ZJONAMY—Dr—)LREDY
V21—V —J14—I)LRBEOEHRIYEY I EBENICERTEDLSICRDE UL,

TOAII—YVIVErDIA—RT—RADERBESHE. XFT4147. T
/0OY— (TMT) @ Now Assist
TMTAI I—Y VDL OY3VZEFERALT YR OZBEBVICETULED,
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DAII—Y TV THATERI-RAT—RABESE. XTq7 T2./0Y—(TMT) ® Now

Assist

ERBEY—EROMEET R
REXMEET D

A—-RT—RE Y—ERERE
TJ—2AT—RI—-YTVhk(C
THLAYSN, T-ADRT—
HAW [A—=T V] (X

R THBHBBICKUAH—=N
xI, BEHNY—ERPEICD

FIATREGAIT—Y TV

« H—ERARBBEIYR—I v —
e XINRT—HRFTYH—

« FENB RS TILY a2 —F
Vg
cAVFIYYRY—ERFTR

L\TEE bﬁt%o g_

H—ERMET—Z (SPC) (&« Y—EREREE

SPC &FESHS5H8BEDET,

CDOAI-YIVkIE PR
D DFANF X (35RBHIIEE
INTLSH ESHICRRE
K RO (T—R)DRST
WYa—TaV0, Z. »
. EEEBREVDEET D
H—ERARBET — ABRENIE
ITIDLSICHREFENTVET,
Ffe. 5Z25NEYRVICEE
IT2IVTFRNEFHBERGS
IBZEHTEXRT,

Al T—IJTVRNIRO%ER
TUT. BEORBERRLUE
ER

A—RT—RATEAEINTULEWAI I—-Y TV A, Now Assist 7PTUT—yaveEsEblcry
AR=ILENTVBRBELHD XY, FIRTERIRTDI-I TV cERRITDHECDVNTIE,
TAl I—Y TV hZzigRTd8 ) Z22RULTLLEEL,

0EZ:
TI2AILRTE, IRTDA—RT—RE A I-IIVELI—-REFZHRDEATT,

A—-RT—RZBRVICETIBICE. NIA—ZT7IT1THLET, FRTHENEIHZERE.
UN—&7 074 TTDRERLHD Rt A,

Al I—YIYVRRYIAZEKET BICIE.
agentsB ; ZZRLTESL,

Al I—-VIVRRIIAZA VR =ILTBICIE,
Al agentsB ; ZZRU TS,

FAl Agent Studio& & Configuring Now Assist Al

FAl Agent Studio& ; & finstall Now Assist

FIFAOIERITARTD Al I—YV TV hERRT BITIE.
(AW

M Find Al agents@ ; Z2BRLTES

WEEE. XTo 7. T2./0Y—(TMT) D Now Assist Al T—I T NRE, &
[UBEY—EROBEOTRNEEBOI—RT—2R

BRBEY—EROBEDT RN EEBEBOI—-RT—R%ZFEALT. JO-RN\YREAI VI —RY
b DOREIEZEFERLUE T,

@
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BIUBET—ERDBEDT X kb EEBOHME

BRIBEY - EXROBEDT RN EEBEBOI—-RT—R T, Al I—I Y DF—L%ZERLTEE
DEEZERLUE T, YRV (T—R) DLSTIWNYa—FT1 V0, ZH. D RIcEBRELEE
FBIRVERE, YRODHERIFIRICEHRBPHEESNTVDIHESHICEBFREBTER Y,

WBIESBE. XTo 7. 72./0Y— (TMT) @ Now Assistd TMT Al T—Yx Y k3L HY3I VT
DESBEY—ERAOBBOTRANEERBOI—RT—RICEAETDII—I TV Y—IL. KU
H—CDVWTIE, CCIERFE=NTVBBHRESBL TS,

BRIBEY—ERDORBEDT R ~&BEBDOI1—XRT—2X Duplicate an agentic workflow @ ZZ &
U. EHEIHGUTHREZRELE T,

0 E=:
[(FUA—ZRE] 7A—ALT. [POTAT IRIIYDAVICHBO>TWD I EZMHERL. Al
I—YJIVrHBERNIECKUAN—TEBRLIICLET,

BSBEY—EROMBEOT R b EEBOL—2T—2

A—RT—RICFP ORI BICIS:
1L RDESCHEENT D, AN(TRT)>AIT—IITVRRYIA > ERREBIE.
2. ERBEY—EROBEET A ULTEELEXD,

HFLWI—RT—REERTBIC(E. T Create an agentic workflowB ;3 ZZ28BLTLEE L,
A—RT—RADT A
A—RT—RTFRAR=IZPOLRTBICIE:

1. ROESICEHNT D, AI(TRT)>AII—IITVRRIYIA > TR,
2. [fB] R—IT, [I-RT—RDTRAK] ZRIRLET,
A—-RT—R%ETAKTSI(CIE. T Test an agentic workflowB ; Z&BL TS,
BRBEY-—ERDODBEL-RT—ADTRANEEBEBON) H—
kU A — Duplicate an agentic workflowB ZZ8 U, BHICHUTREERAELED,
[(FUH—ZER] BET. ROFHEERTULET,
e NUHN—ZZIRUET,
e NUSH—%,
L4 7___7‘“/0
e ROFHZERRUET,
o 74—)LRZZERU .
o BIEEEIRL .
o fBZAN
« EITAE
L4 g*gj{?\/jl/_ l\o
° 9:'\7*)1/0
[POTAT 1 BKU BHNERR] FIVIRY IR,
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Add trigger

Select trigper &

Created -

Trigger name 3

service
Active @l
Table sk

Service Problem Case

Conditions # /A At least one condithon |s requined.

G

Select field - | Select operat... * Enter value oF il 4

I + New condition set

Rumni a3 3k {0

Objective template %k (0

Help me resolve ${number]

Channel ¥ &)

Mow Assist panel

3 Toview the output rom o nggered use case, you'll veed the now_assist_panel_role

tR(ES

Show Maotifications onli
: Cancel
NUA—DEZEDFHBCDOWLWTIE, [ Create an agentic workflowB ; Z2RB UL TLEELN,
0 E=:
(FUA—ZRE] 74—AT. [POT14T 1 MRIIYDAVICIHRO>TWDZ EZER L. Al
I—IIVrHBRNICKUA-—TEBLSICLET,
BERBEY—ERODRBBOTRANEEBEBOLI—RT—RATERASNDZAII-YTV
RD A I-ITVMIE AI—RT—RDIEREXRTIDEDICEREINEKT,
Al I—Y Y bZEERTBICIE. T Create an Al agentB ;3 ZSBL T ZS L,
Al T—YTVhk AlIT—Y TV ~O-JL
H—ERABBBYR—I v — . _ . .
Al I—-Y V@& EEOE., AR, SLU
BOI—V TV MNOEEEBYELET,
BEDAINY NI RT—YRZERLXT,
FLyIYREZERRUED,
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Al T—YIVhk Al T—Y TV k~O-)L
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ED
0 T

ATV I VUDRRSNBUVESIE. PREIZRML—%—N" Now Assist PRIy OVY—
IICEIRLIET 7AW RDTY T L —RDMERESNE T,

5. [SCEDERK] Z&RULE T,

6. [Al ZEALTZDELEEDOTEEZ/EM (Use Al to draft this article)] E—4'JL T, [(L). Now
Assist TTEZZ U X9 (Yes, draft with Now Assist)] Z#:2RL X9,

Al ZFEAUTESBSETEEITDIE-FIL

4" Use Al to draft this article?

m tasks that have more detail and activity.
No, write it myself + Yes, draft with Now Assist

T.ATY3Y: HIULWE—FILT, EBOLEMICERATEDEUT —RZERRLET, TNLUHNDS
Bl [FrrIl] Z#RUET,
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ENDREEY 2D

We have found additional relevant tasks - select up to 5 to help in the creation of the X

article

Number Short Description  Description Resolution Notes

The customer reports  Temporary network

Customer isunable  _, cjic messages fail  congestion in rural areas
ive in

to send or receive

SPC0001009 to send or i caused delays in SMS

SMS in certain
areas.

delivery. Network
provider updated...

n rural..
Cancel + Continue without more tasks

TR UIEESMBIRLET Y L — K IRRSN. This article was drafted by Now Assist.
Be sure to review it for accuracy before saving (ZD3EE (& Now Assist [C&D TFEESNF
UTzo RETDRICERTHIHNRITERBL TSI, )1 EVWS XY E—IHRRINET,

[ R
o BBDT-INBEELLBWEES. COE—FIERRSNT BBFMERSNETT, £
SINEBE. BRULEELI—RICEDVWT PHIOYRT—REBRULEIRTO
B&ET—20mAICY Y IENXT,

o FILWE—FILTRK 5 DDEINEET—RZERL T, BEEERTERY,

o TEZRMREIDHICEETEERI, FLYIRSH—RDIDFESEEBICHLWLWITIC
T, BLI-RICRES=NET,

o Now LLM ' —ER HBMERDEMICEKKUIIHERF. TS5 —XyE—IDhRREINET,

o Now Assist Z{ERB U TEEEZENT 2HBE. TOCAN KNI H—SNRIIELETEX
Tho E=HILZFLUTH. Now Assist (FBOERZEHRTLET,

8. FLYINR-RE, RYTPYTOAVRODEBERBIRUET, COLEDTEEZHREDSEE
TNow Assi st D

9. [Continue (t1T)] Z#IRLEX T,
BIRUEF LY INR—RESB TSI ER SN, IVTFYVYERILEBETRRSINET,

10. [EA] ZBIR U T, ERSNTEREZBDHITET,
11. Now Assist [CKDEMEINEEEBEER L. [REF] £7/2(3 [2F) ZBIRUET,
Now Assist DREIHX v E—IHDSHZ KT, <N(E. Now LLM U—ER [C&DER NS
TG L BoTec &EEZBKUET,
EBELRE
Now Assist in Knowledge Management&@

ZERAULEY—ERBRET—ADOTRANDEN BEBE. XT17 70./0V—
(TMT) @ Now Assist

P—E2RET—RALI—ROTFRETUIV—Z4ER LT TRAMEROIVTF RN ERBED

BARRAZT [P IBELE T,
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488 Bl
WERO—)L : sn_customerservice_agent. sn_customerservice.consumer_agent

CDYRIICDWNT

TARENRAFILE, TRMNER. TRANDER. BEXPRHEDTRAMEERICXT U TEBRSNEZZD
OIS A—Y—%ET, H—EROBEIT—RICTHUTETEINLETRAMOERBRENZIZHLUE
o CORAFIZEFERTDE. T—EROREARAZAT BHIC. T—ERDBET—ADTR
AU —ZERTEXT,

TRARDEHRF)LIE. CSM/FSM Configurable Workspace 8KV 37 UITERTEX T,

« CSM/FSM #8pLTIRED — 0 AR— R T, Now Assist IVIR—RY MCEKDTRANETYR
D—ZFEALTYIV—Z4ERUET, COIVR—RYEE, TRMERL I—RICRRENE
ED

« J7 UI TR TRMERL I— RO [BRZER] RY VEBRULTENZER LTI,

TARDOENRAFILE, TRMERLI—FZFIv I LT ENZEERT DD C+HDERNFIA
JENESHZHMLE T, +2RBT—IDHZHBER. TR -IYR—RV K [EN ]
MY YHBRRENKT, YU —ZERT2DCHRBT —IDREE. YRTAR [TRNY
D=JYR—RYK] T1—ILRIEXYyE—IZHRRLET,

Fl&

1. RDEKS(CHBENT D, T—ORAR—R > CSM/FSM #EBTJRED — 9 AR—2X > Lists (U R ~) >
H—ERDEET—R.

H—ERORBET—REREXT,

ZW 1 YT T, [TANSER] BERUET,

BT RNERERSE L, [BlERT) 7o0v (D) BBRUEYT

. Now Assist IVR—RY KMCEKBDTRANEITHYYU—T, [ BNZER] ZZIRULE T,

Now Assist JVR—RY MCKBDTRMERTYIYU —DNTFRAMERL I—RICRRSNET, I
VYIR—RYKET 7AW RTREIFOELEENTED, BRI EYTU—DRREINET, D1V
KORIREDESHLWRWHTYU —DBEIE. [E5ICERR] &FIRL. ROO0—-JLI\—ZFEALT
BODIVTFIUYERRUET,

uoRp wN

0
YU —DEMERRICEIEHHNBIBEDNHD XTI,

6. A7V 3y U—ERDRBBIT—RDTRAKDENNTT LIS, BREEBEBLXT,

7. A7V 3y: BROKE] ZFIRULT, TRAMNERZRREEBIBICRELET,
8. BRZEREFEFv Y LRILLET,

o IBREFJ/EITBICIE. [REF] ZBIRLEK T,

o FRAMERVRANCRZICE. [Frrtil] #RIRULET,

ZERALET O/ OV -8R T R—ET—ADTRACDERN BIESBE. X741 7%
T2 /03— (TMT) ® Now Assist

FRAMERDOIVTFRAMERBBORARRAZIBET D/HIC. T /0V R Y R—KT—ZL
I—ROFRRETUYYY —ZERUET,

8 BHEIIC
WE7RO—)L : sn_customerservice_agent &K U sn_customerservice.consumer_agent
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ZDYRDICDOWNT

TRREHRAFILE. TRAMER. TRASOER, BLOFEDTRAMERCH L TEBRSNZZD
DN A=Y —ZE, 7/ 0I-HRYNR—-FT—R(HUTERTENET R S DEFRBREN
ZRHULET, CORFIZERBIBE. TH/O0V-HEYIR—ET—ROTAMY YU —Z4R
LT, BIREDRAREZNHITEET,

TRARDEHRFILIZ. CSM/FSM Configurable Workspace £ &0 37 UIERATEEXT,

« CSM/FSM 1Bt — 20 AR—RATlE. Now Assist IVR—RY M LKBDTRNETHYY
D—ZERLTYYU—ZERLET, COIVR—RYME, TRAMERL I—RICRREINE
ER

« J7 UI TR TRAMERL I— R0 [ERZER] MYV EBRULTENZER LTI,

T2ZRDEBENRAFILE, TRAMERLI—FRZFTv I LT BENEERT 2DICHHBIERIH D
DNESHZEHMLE T, +ORBT—IDHZHEEF. TRNTU-IVR—RV KT [EN ] RS
VHBRRENKT, UYU—ZERTDDICHRNBT —IDRBWEE. YRTAR [FTRMYU—
IVYR—RYKR] To—ILRICXyE—IZRRULET,

F&
1. RDES(CBENT D, T—ORAR—R > CSM/FSM #BTJAED — 2 AR—2R > Lists (U R ) >
FO/0Y-RRYR—-—KT—2R.

2. 70 /0Y-HRYNR-rT—RZREXT,
FIRTRERT A MERDRBWEEE. TR ZERTUTTRAMERERGLEX T,

[ RSTNY2—F1 V] 9TT. [ FRER] BEBRUET, T+

Speed Test TROOO1129
‘This service test is a simple one

=Octalls D Test response

Speed 10 0w 11

State

completed

 Test Run summary by Now Assist |

Set result

4. < FRNERESEL, BHlERT) 700y () BBRUEYT
5. Now Assist IVR—RV K TEBTRAREITHYD—T, [ BNZER] 2ZIRULET,
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Speed Test TROOO1129
This serv asimple one

OVERALL TEST OUTCOME:

OVERALL TEST INTERPRETATION:

Il test outcome is pass as the test measure value satisfies both the lower limit
ndi

re v
jon is satisfied) and the upper limit conditian (upper
limi satisfied).

* Description - N/A

Viewless &
5 R 00
| B sure to check A penerated summaries for accuracy.

Set result

Now Assist AVIR—RY MCEBTRAMEITHYU —DFRAMERL I—RICRRESNET, I

YR—=RIYRETFI7AILTRIADZZENTED, BERIDET YU —DRREINET, D1V
ROCIREODESBULWRVWI YU —DFERE, [S5ICFRR] &FRL. R20-)LI\—%FALT
BODIVTFIUVERRIUED,

0 T
YU —DERERRICEBEWHDBHBEDHD XTI,

6. A7V ay: FUO/OYV-BEYR—KT—ADTRANDEHNHNTT LS. BREBEBLET,

7. ATV 3V [BRORE] &FBRLT. TRAMERERBICFIEBICHRELTT,
8. BREMRBEXICEF VY EILLET,

o BRERET BclE. [RF] ZBRULET,

o FAMBERVAKCRBICE. [Frrl] ZERULET,

Now Assist/ \R)LZ{FERA LT TMT Q4L Al Eex BRI D

Now Assist/\RILDMFER A VY —T T A RZEALT. IVTFRANER Al BEEZERULET,
INSOEEICIE. TMT PTVIT—Y 3V —ERDOBBYT —ADY YU —PERRXENEERN
ENER

488 DI
AVRIVRAT RIOARIIZARVIVR BB O>TVNS I EZERE LRI, FHBICDNT
(&. "Next Experience Ul@ ; Z#Z8RBL T EEL\,

WEIRO—)L : sn_customerservice_agent. sn_customerservice.consumer_agent

ZDIRIICDONT
CSM/FSM #&m ol gED — 9 ANR—2®D Now Assist /IRILZEALT. T—ERBBEIT—ADOYY
V—ZBKU. UY—ERBET—ADBRAEZERT B ENTEXT,

Now Assist /\RILDFEMICDWTIE. "Now Assist panel@ ;3 28 LT XL\, Now Assist
IRRILDT DT 4 TIEDFHBICDWTIE.  Turn on the Now Assist panel@ ; #8RBULTLEX
\I\o
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FIR

1. TMT @ Now Assist 7TUT—Y 3 VHhRA YR R—=)LENTVWBRAIVYRI VR [COTAL YV ULE
ED

2. RO&KS[CBHT D, T—PIRAR—R > CSM/FSM B TIAED — 0 AR—2 > Lists (U X ~) >
H—EXDBET—X > All (TNRT).

3. U —ERDOEET—RZRAEXT,

4. AvH—XZ2—H5 Now Assist 7+ IV ( ¥ ZBRU. F—ERORIEY —RICH LT TMT
DR Al HEEZZERUL XIS

5. Now Assist/\RILDSBHET DL Al HEEZEIRULE T,
o U—ERDBBYT—RZEENT BICE. [ LI—ROEN] ZBIRULET,
o Y—EREET —ADBRAEZENT BICIE. BERAEDAEMR ZERLE T,

ZHEAUEIVIT—IXYNDENBEEE. XT1477. T2/09—(TMT)D
Now Assist

IVT—IXAVEMLIO-—RTERULIEDs—ILRASH YU —ZERBUET, TVIT—I XV KICE
BIDIHINAZVT7FI. KRB, YRD, BXUOAREBILAICDODVWTERHFIBREICEUET,

W& BFIIC

WERZO—)L : admin

CDHYRDICDWNT

IVH—IRXV KRG —F)(E. IVT—IXVKCEEETBINTDTPIT 1 ET 1 EBHRD
BELQIRA Y FOFRRBRY Y —ZBHUEST, CORX I EFRITDE. ROYIRDEERTTEE
ER

¢ AVFFRNEBRBTEDRLSIC, IVF—IAXY MO Y —ZEHUET,

cIVS—UAY NIRRTV S TR TOREEBNLET,

IVF—IAY ROBYZFILE, CSM/FSM BHTHED—H2R—2& I7 Ul TRRATEE
7.

« CSM/FSM #BR oD — 9 AR—RATld, Now Assist IVR—RY KMCELBDIVT—I XV~
YIU—ZFRLULTYY U —ZERUET, COIVR—RY KNI [PHOYV DR h— RO

FICRRENZET,
¢ D7 Ul Tl TVF—=I XY MLIO—RD [BHNZER (Summarize)] 1hY VaBIRLTH Y
D—Z4RUET,

IVT—IAXVRDBHRAFILE, IVT—I XV ELI—REFIVvIULT YIU—ZEHRTSD
D(c+RRXEBRONFBAURED ESHZHBT LT,

I—ITVRHAIVIT—IXVKLI—RZERWEZEE
e I—VIVIAIVS—IXAYKNLID—RR—YVZEBHFLUEEE

FRRBT—IDHBHBEEF. TVT—I AV RYIV—IVIR—RV KT [BH ] RYVDKRTEIN
XY, THRBT—HIDRBVEES. VYRRV KRR VORDD Xy E—IZRRLET,

0 T
IVT=IXAYVRBHRAFILTE, YY) —ZEMTDEHC. LI—KRICRE 50 BHAKE
T,
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FIR

1. RDKS(CHEENT D, T—OUAR—R > CSM/FSM B TJEED —9 ARX—2 > Lists (U K~) >
IRTOIVIT—=I RV,

2. TVT—I AV REREEXT,

3. Now Assist IVR—RV KMCEKBDIVIT—I XY B U—T, [ 4 (Summarize)] &R L
£,
Now Assist AVIR—RY MCEKBIVT—IXY NG U—(E, [PHOYVOFER h— KoL
[CRRENET, IVR—RVKRETI7AITEIADEEENTHO, BT IETIU DK
RENET, DAY RICPWEDESHVWRWH YU —DIFEIL. [ESICRR] B&8RL. RY
O—JILI\—ZFERLTEODIVFTIVYERRULEXT,

0 T
YU —DERERRICEBEIHDBHEDHD XTI,

4. ATy TVT—IAVRDENITET LS, BREEEBLET,

EERAULEYYFRAYNDBHNBESE. X747 72./09—(TMT) D
Now Assist

BYyFIRAYELI—RTERUE D4 —ILEDSYIYY —ZER LTI, SXERBRT—IMRIL
F—BTPORDESNIEIRTORFBEX—I. BXUVT7A0-FPYITPIT4ET 1 DREERYY
U—ZBRRLET,

B8 BREIIC
WERO—)L : admin

CDHYRDICDWNT
FYFIRAVERGRIU—RFXIIE, TVT—IXIRSATHAIIIICEIFRDESIEIEZRY Y FRA
VEOEGREBYYY —ZRMHUEXT, CORFILEFERITDE, ROVRIDEERTTEXT,

e AVTFXFRANZBMRTEDRLSIC. YYFRAYEDHWEAT ) —Z4ERK LXK,
cAYVFIRAYVKICEETRBINTOEEZEHNLET,

BYFRAYSDOENRFILIE, CSM/FSM #BROJAED —DU AR—2 & I7 Ul TRIATEX T,

« CSM/FSM #Bm oD — 9 AR— R Tld. Now Assist IVIR—RXYV KICEDYVFRAIY LY
VU—ZFERLTYIY—ZERMUET, COIVIRK—RY KNG, [PHOYVROEE h— RO L
[CRRENET,

¢ D7 UITIE., ZyFRAYELI—RD [BNZEER] MY VEERUTEWZEERLE T,
IVT=IXVERDEBHNRAFILE, YvFRAVELI—REFIVvOULT, YYU—ZERT DD
C+DRIERDBH DD ESHEHMTLE T,

cI—IJI VMY YFIRAYELI—RZERLZEE

e I—IJIVRDYYFRAVELI—RR=IZEB#HLIEES

TRRBTFT—IDBHZFEE. FYFRA Y YU —IVR—RY ~C [E# (Summarize)] Ty YV

DRRENKT, +HBT—FIDRMES. JVIR—RYKMIRYVORDLDICX Yy E—IZRRL
ENE
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[ Rt
FYFIRAYRBHNRAFILTE, YV —ZERTBcHICL I—RICKRIE 50 BNRET
ED

FI&

1. RDES [CHBEMT D, T—OANR—R > CSM/FSM BRI TIRED — 9 AR—2 > Lists (U X ~) >
INRTDYYFRA V.
2. 9VFIRAY L EREZXT,

3. Now Assist IVR—RV KM CEKBDIYYFRAVEHGYU—T, [ BNEER] ZFIRULEXT,
Now Assist AVR—RYV M CKBYVYFRAVESU =& [PHOVRDER h— KDL
REREINFET, IVR—RYKREITIAIRTEIFOZZENTED, BT EH ) —HERR
ENET, D4 YRICREDESHBLVRVWT U —DIEE(E. [E5(CRFR] &&8RL. RoY0—
JIN—ZFERALTEODIVFIYVYERRULETD,

0 T
YU —DERERRICEBEMHDBHBEDHD XTI,

4. ATy TVT—IAVRDENDITET LS, BREEEBLET,

[CXBDZHDOBEENL TMT D Now Assist
TMT @ Now AssistZ#favy EV I XEMEEZFERAL T, J7O0N\M5F—F7—J)L&EDI VY1 —v3—
F—JII B TERET I 2BHNCERLET,

W& B8l
WHERO—)L : admin

ZDYRDICDONT
Y Y EVIXTEIFIVE, ROZEZTSKICHRFASNTVET,
« TONAI—=FT—=TNEDIVY 21— —T—TIIEDBRKY Y EV T ZBBICER LT T,
BRETHREREEET I EEMTERWNGEE R, BROHDIS—RAvt—IZANLTLE
=LY
cZ}NVYEVITOLRZEBMET B LT, BREAZEHNL. FIEEZERSTIENTEXRT,

cBEVYEVIRLELD, IS—ZR5L. MEDREZOLEERT,

¥Fl&
1. RDESCBENT D, AN(TART) > B—ERTUwITFONAMY—> PRIZAKL—Y3Y >

2[RI ZOUv oL, BRGEBRZERULXT,
FIBICDWTIE. lCreate a transform in Service BridgeB® ; Z2RULTLEEW, TMT @
Now AssistZTaXIEVY Y EV I (F, BHRERTOMEATEXRT,

3. JONA ==&V ya——T—TIb. BXUEET 1 —ILRZERULET,

4. [VYEVIXEI EZOUVIULET,
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Ty EVIDERSN., [BIRS 1Y) BEUR N IEASNE T,

0 T
o AT Y EVIXEMEEELE. (TONAY—] DJ0—ILRE [DYY2—7Y—] T4—ILKT
BIRUZAKR 4 —I)ILRZEBIRUIEIBEICOMEBTEXT,
o MBICHUT. ERSNIEIRTOETIS A VEHIBRLTIYYEY I ZBETTEXT,

o BBRBIATDIT4—)LREATER|Y Y EVIZER LIS ETDE. ROESX Y-
IDRRENKT,

BIRLET74—ILEPRERYFEFT, oD 74—k a2TvEYILTHLALWLWTT
H? ZOBEIZ. BERILAWVERICOADBAIEELH Y £,

[OK]ZOUYIULTRYEVYIZERITLET,. YYEVINRBIOHNSRIMESE, T
S—AYE-—IDPRRENEKT, BRREZER L. DELCIGUTERT DI LD, FB
TYYEVIZERTBDIEBTEXRT,

Proactive Service Experience WorkHows

Proactive Service Experience Workflows 7 U4 —y 3V (d, BE. XFT«47 72./0Y—
P—ERTONAI—DILYRY—ITYROYR—~ZRHET DAHEZRET 2 ERAIFIC. BEDE
E7BRL, YR—FTOBRICHASTZIINRTOBRECEBNRIZI 2 ZI—YaVEIR#HUE
ED

Proactive Service Experience Workflows (&, T —EXAXRL—Y 3V D=9 RR—R %KL
T I—YIVRCBEPEYRRADIVTFRANREDBELE T Y EU T ZRMHEL., —E
RATONA =D —ERDOBREZRERNDTOP VT 1T (C. EUVWEFT. T2EPUEES S
THRTEDLSICLETD,

Proactive Service Experience WorkflowsZf#Rd 25 &, U—ERXRTO/NAF—(FRODZEMNTE
X9,
e AVITYNEBENOEEDHEEM T ZBEELEXT,

BEELEIYRRDIVFTFRNEDVWTT I Z AT R—-bZRIE L. EUBRBREZDRIC

I52EDTEXRT,
c JOPOTATRIT—RZER L. TVRY—IVROTOERZB88EL T, BEZRICHER
LEXT,

« AT —HRADEHEBENRIZI 2T —Y3VICKD, BECERAEZRHELIT,

INSDMEEEBAR L TEBT D AEDFHBIC DLW TIX, Proactive Service Experience
Workflows&@ ZZRUTLZE L,
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