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About the speaker

Simon Hendery

Simon Hendery is a Freelance ServiceNow
technical project manager specializing in
implementation of Security Operations
and Integrated Risk  Management
solutions.

He has broad experience delivering
strategic = marketing  solutions  and
customer-facing projects on behalf of a
range of large and small partners across
the ServiceNow ecosystem.

As well as spending the past five years
working with ServiceNow partners, Simon
has spent much of the past 20 vyears
contracting in the IT space.

5 ways to boost

productivity with
Now Assist

Simon was recognized as a
Community Rising_Star in 2023 and
2024 for his significant contributions
to the ServiceNow community.

He is regularly asked to provide
mentoring, training advice, and
career guidance to new members of
the ServiceNow ecosystem.
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https://www.servicenow.com/community/in-other-news/announcing-our-2024-servicenow-mvp-and-rising-star-awardees/ba-p/2812367

5 ways to boost productivity with Now Assist

Service desk agents can quickly get up to speed on the

details of a case or incident from a summarization

generated by Now Assist. By reading the Al-generated
case or incident summary, save themselves time and save their requester from
having to repeat the same information they have already provided.
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Case/incident summarization is available for IT Service Management (ITSM), Human
Resource Service Delivery (HRSD), and Customer Service Management (CSM) workflows.
New features in Xanadu include change request summarizations in ITSM, and the ability
to generate security incident summarization and resolution notes within the Security
Operations workflow.
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Now Assist helps create knowledge

articles for cases or incidents S s ok ORGP el Ak )
error messages or unusual noises coming from the laptop?

-l-h FOUg h I-l-s pq nel , CIGSS ic Have you tried restarting it or checking for any updates?

environment, or configurable — =

workspace. Agents in ITSM, HRSD,
and CSM can use these articles to
provide faster resolutions for

customers.

t 3. Agent chat reply

Mo ASslst recommendations

Relp you with your werk The chat reply recommendation skill
today? displays a pop-up window that an

. , agent can use to generate a
To give you an idea of what | . . . .

» Generate Article Now Assist, and then review it
» get a temporary badge
« order a laptop

« summarize an incident

before sending it as a reply.

Generate Article
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Here's a drafted KB article for (&%@j Chat reply functionality in Xanadu
C50000716. N \U{” supports ITSM, HRSD, and CSM by

'\\ 1

generating context-based responses.
Recommended replies assist agents by
providing quick answers to common
inquiries.

View KB article KB0010048 =
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4. Code Code generation is designed to empower developers to write
. scripts quickly with Al-generated code based on text or code
generahon prompts and can improve time to value for applications.

script @ (€ | (O] E[3«[38][Q] v [~ |[Z][@ ][ B ] % |[ G ] [share Feedback

1 1 (function executeRule{current, previous /+=null when asynce/) {

var email = current.getValue('email®);
var re = /(0" (NN 6 st 100 [ ON NN @+ ) =) | (o) bal (v [[e-9141, 30, [@-9]1{1,3M\. [e-9]{1,3W. [e-2]{1,3}N]
6 if (!re.test(Stringlemail).toLowerCase(})) {
' gs.addErrorMessagelgs.getMessage( 'Invalid email address®));
current. setAbortAction({true);

¢ Codewith Now Assist
+ Code with Now Assist D
Validate emails using regex

Review the Mow Assist generated code in the editor for accuracy. Accept adds

the proposed suggestion.

Create an app

Use this feature only in an
';Stance i e e App generation allows developers to initiate
evelopment.

application building through conversation with
| can help you create an
application. To get started, I'll
be asking a series of questions developers can engage in dialogue with Now Assist to
to better understand your use . . .

case. Let's begin: What is the create a basic app quickly, which can later be

° purpose of the application?

generative Al. By describing their business processes,

customized for the organization.

| want to manage product returns
for my business. i'd like for my
agents to handle customers'
requests for a product return for
our clothing line

Ask Now Assist to...
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About N2

N2 Help & Solutions is an innovation
focused collective of Enterprise Service
(ESM)
freelance consultants.

Management and ServiceNow

Since 2020, N2 strives to federate the
most talented ESM and ServiceNow
consultants across the world, making it
easier and safer for organisations to meet
top talent. N2 is more than a recruitment
focused on

service, however. It is

prioritizing customer satisfaction and
support throughout the lifetime of its
members’ involvement in all enterprise

engage- ments.

With its extensive network of 50+ global
experts, N2 was able to work with many
major account customers.

Global projects

Since its creation in 2020, the
experts of the N2 community
have already completed
numerous large-scale projects
with international brands.

Al use cases mapping

by data maturity level

N2 have already helped

Deloitte.
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