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Automation Evolution: 
Currently Generative AI has been simple actions taken in 
response to direct human prompting
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“Summarize my case”

• Ask a question 
• Click a button

• Provide an 
answer

• Summarize 
something

• Build something

Scripted

Workflows

PHASE 1
Flow Engine

Integrations

RPA Bots

Predictive

Workflows

PHASE 2
Machine Learning Models

Vision Models

Conversational

Workflows

PHASE 3
Gen AI

RAG

Conversational Engine

NOW ASSIST EXPERIENCE

B U S I N E S S  V A L U E

CURRENT
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Put AI to work for every

corner of your business

Transform Self-Service

Get customers and employees quick, personalized help with a smart 

conversational AI assistant.

Unlock Productivity & Efficiency

Let AI assistants handle time-consuming, repetitive tasks. Combine the 

power of two GenAI assistants with Microsoft Copilot integration.

Boost Developer Productivity & Creativity

Reduce IT backlog, create and configure workflows, and build 

custom apps faster with AI.

Accelerate Time to Value

Realize value faster with prebuilt AI-powered workflows running on the 
world's leading automation platform.

Now Assist
Experience



Short
Survey
on Phase 3

What is yours 
companies state 
with Phase 3? 





Conversational

Workflows

Predictive

Workflows

PHASE 3

Scripted

Workflows

PHASE 1

AI’s next phase: 
AI agents will close the productivity gap

PHASE 2

Flow Engine

Integrations

RPA Bots

Machine Learning Models

Vision Models

Gen AI

RAG

Conversational Engine

PHASE 4

Agentic
Workflows

Reasoning Model

Agentic Framework

Orchestration

B U S I N E S S  V A L U E

AGENTIC AI EXPERIENCE

AI AGENT ORCHESTRATOR

PRIORITY
PREDICTION
AI AGENT

ASSIGNMENT 
RECOMMEDATION

AI AGENT

SENTIMENT
ANALYSIS
AI AGENT

KNOWLEDGE 
FINDER

AI AGENT

REASON &
PLAN

TOOLS DATA
BUSINESS 

GOAL

NEW

My laptop is running slow
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AI Search 

Question Answering 

Summarization

2 0 2 4

Generation Skills 

Conversational Catalogs 

Skills Kit

AI Agents
Degrees of 
Automation

A U T O N O M O U S AI Agents
AI agents collaborate to deliver seamless, end-to-end 

workflow orchestration across systems and domains

P R E D I C T I V E AI Agents
AI agents anticipate and prevent issues before they 

happen, delivering a fully optimized experience.

F U N C T I O N A L AI Agents
Single-domain AI agents autonomously manage workflows, 

optimizing performance within their area of expertise

A S S I S T I V E AI Agents
AI agents assist humans by providing context-

aware suggestions and completing specific tasks

2 0 2 5

AI agents Studio

Multi-Agent System

100s use cases

C O M I N G  
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What are your goals?



What are your goals for AI?

Enduser 

Satisfaction
Reduce Costs





What are your goals for AI?

Enduser 

Satisfaction
Reduce Costs



What are your goals for AI?

Better 

self-service

Improved agent 

productivity
Higher developer & admin productivity

Accelerate AI 

Initiatives

Enduser 

Satisfaction
Reduce Costs
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Better 

self-service

Improved agent 

productivity
Higher developer & admin productivity

Accelerate AI 
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15% 10% 30% 30% 15%

Reimagine Incident Management

Identifying the opportunity:

Incident management 

process steps with estimated 

% of time per step

Post 

incident 

activities

* Metrics provided per industry benchmarks; please adjust with your data

Examples where 

ServiceNow AI impacts 

the process

Incident triage (categorization & routing)2

Transfer summarization (via virtual or live)3

AI agent Gen AI

Notify users via text (auto responder)4

Resolution notes summarization5

Generate major incident review (PIR)6

Knowledge Base (KB) article creation7

Post 

incident

Pre 

incident

Volume reduction via AI search

(via Portal or Virtual Agent)1
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Identification 

+ Logging
Triage

Initial Diagnosis

+ Escalation
Resolution

Closure

+ Review
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Some thoughts
from customer discussions





for the best AI Use Cases 



Use AI to make data better 
for the best AI Use Cases 

Group and Action 
Framework

KB Generation ... 

Catalog Item 
Optimization

Assignment Group 
Review 

Daily Ticket Analyze

KB Coach
Service or 

Assignment Group 
Description

Description and 
Resolution Notes 

Optimization 



To enable assistive AI and 
agentic AI Use Cases

Phase 3

Phase 4



4 The technologies and resources that AI 

Agents leverage to perform their tasks 

and achieve the use case.

Tools What

2 The orchestrator conducts the planning 

and leads a team of AI Agents to 

address a given use case.

AI agent               
orchestrator

How

1
This is the overall business problem    

or goal you’re trying to solve. Think of 

it as the why—the reason you’re 

deploying AI agents.

Agentic workflow Why

AI Agents

Planning

Skills

PromptResponse

Orchestrator

3
The virtual workers that performs specific tasks. 

The AI Agents will leverage tools from the 

platform (workflow, skill, script, KB, etc.) to perform 

the task.

ServiceNow 
AI Agents

Who

Information
(e.g. KBs)

Workflows
(Scripted, AI, 

Conversational)
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New ITSM Agentic Workflow Collection

I don’t have time or 

expertise to create 

detailed Change Requests

IT Agent

A G E N T  T E A M

AI Agent 
Orchestrator

Generate Change Request 

Planner

A G E N T  T E A M

AI Agent 
Orchestrator

Notify Users with Twilio 

A G E N T  T E A M

AI Agent 
Orchestrator

Triage & Categorize ITSM 

Incidents

A G E N T  T E A M

AI Agent 
Orchestrator

Generate Post Incident 

Reviews

A G E N T  T E A M

AI Agent 
Orchestrator

Investigate & Resolve ITSM 

Incidents

A G E N T  T E A M

AI Agent 
Orchestrator

Manage O365 Groups

Change Implementation 

Planner

Change Test Planner

Change Backout Planner

Change Justification Proposer

Change Risk & Impact 

Analyzer

Post Incident Reviewer

O365 Group ManagerTwilio SMS Texter

Find Catalog Item

ITSM Incident Resolution 

Investigation

Incident Triage

Link Incident to Problem

Link Major Incident

I don’t have time to 

create a Major 

Incident Post Incident 

Review report

I need to quickly notify 

the right SMEs to swarm 

around an issue

I need help resolving the 

incidents assigned to me

I am inundated with 

straightforward but time 

consuming O365 group 

management requests
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Identifies relevant catalog item(s) and orders. 

Completes resolution steps. 

Analyzes related CIs, historical incidents, available 

catalog items and knowledge articles to diagnose 

issue and generate a solution plan.

Investigate & Resolve ITSM Incidents aka

How it works
Automate incident resolution with 

Agentic recommendations and 

dynamic remediation. Leveraging 

insights from available catalog 

items and knowledge, AI Agents 

dynamically orchestrate resolution 

actions, reducing MTTR, increasing 

deflection, and improving 

employee and agent experiences.

* May+ ITSM Roadmap

Integrate additional AI Agents to solve a 

broader range of incidents (Software 

allocation, Wrap Up)

Find Catalog Item

ITSM Incident 

Resolution 

Investigation

Future ServiceNow 

and Customer-built 

AI Agents

AGENT TEAM ACTIONS
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AI Agent Orchestrator

Agent Zero 
variant one
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Investigate & Resolve ITSM Incidents aka

* May+ ITSM Roadmap

Find Catalog Item

ITSM Incident 

Resolution 

Investigation

Future ServiceNow 

and Customer-built 

AI Agents

AGENT TEAM
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AI Agent Orchestrator

Agent Zero 
variant one



More examples later from



Questions



Thank you
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