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Agenda

16:00   Speaker Introduction

16:00 - 16:30  Neue Applikationen / neue Module

16:30 - 17:00 Xanadu HRSD & CSM
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Speaker Introduction

Dominik-Erik Otto

Advisory Solution Consultant

General Business - Services

6 years at ServiceNow

Sweetspots: ITSM, CSM, TPSM and SAM
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Shangdu (Yuan-Dynastie)
Shangdu (chinesisch: 上都, Shàngdū oder auch 元上都 Yuán Shàngdū)

https://de.wikipedia.org/wiki/Chinesische_Sprache
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Shangdu (Yuan-Dynastie)
Shangdu (chinesisch: 上都, Shàngdū oder auch 元上都 Yuán Shàngdū)

• Nördlich der chinesischen Mauer 

• Gegründet im Jahr 1256 von Kublai Khan.

• Hauptstadt der Yuan Dynasty und politisches sowie kulturelles 

Zentrum des mongolischen Reiches.

• Nach dem Fall der Yuan-Dynastie im 14. Jahrhundert zerstört.

https://de.wikipedia.org/wiki/Chinesische_Sprache
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Shangdu (Yuan-Dynastie)
Shangdu (chinesisch: 上都, Shàngdū oder auch 元上都 Yuán Shàngdū)

• 1275 durch Marco Polo als eine Stadt von großer Pracht und 
Reichtum beschrieben

• Seit 2012 UNESCO-Weltkulturerbes.

• Aushängeschild für die Vereinigung von mongolischer und 
chinesischer Kultur

• Freilichtmuseum und UNESCO-Weltkulturerbe

https://de.wikipedia.org/wiki/Chinesische_Sprache
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Now Platform Xanadu release
Biggest ServiceNow AI release, yet

AI purpose-built for every industry
Turn on AI-powered automation purpose-built for the unique needs 
of Retail Operations, Telco, Tech, Public Sector, and Banking
NEW: Retail Operations; Now Assist for TMT, PSDS, and FSO

Speed, scale, and data for ServiceNow customers
Easily process and analyze any data at massive scale, feeding AI 
models and improving workflows across operations, employees, 

and customers

NEW: RaptorDB

Making AI actionable
Now Assist makes it easy to take action with new analytics 
generation, custom AI skills development, reply 

recommendations and native integration with MS 365 and 

Slack all built on a single platform.

NEW: Now Assist Skill Kit, data visualization generation, Microsoft Copilot 

and Slack integrations, email/chat reply recommendations, 

guided self-service

Now Assist analytics generation

Retail Operations 

Service & operational resiliency
Improve responsiveness with dynamic, service-aware alert 
tagging. Deliver operational insights to service delivery 

teams so they can better manage their work.
NEW:  Event Management, Service Reliability Management,

Enterprise Architecture
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Now Platform
®

Now Assist 

Core technology

Platform Security 

Technology Workflows

IT Service Management & DevOps

IT Operations Management & 
Configuration Management Database

Asset Management

Security Operations

Strategic Portfolio Management

Collaborative Work Management (*new)

Enterprise Architecture (FKA: Application 
Portfolio Management)     (*new)   

Operational Technology Management 

Risk Products

Environmental, Social and Governance

Employee Workflows 

HR Service Delivery and Talent 
Development (FKA: Employee Growth and 
Development) 

Workplace Service Delivery

Legal Service Delivery

Creator Workflows

App Engine

Automation Engine

Customer Workflows

Customer Service Management

Sales and Order Management 

Field Service Management

Industry Products

Financial Services Operations for Banking

Financial Services Operations for Insurance 

Manufacturing

Technology Industry

Telecommunications

Government

Retail & Hospitality     (*new) 

Finance & Supply Chain Workflows

Source-to-Pay Operations

ServiceNow Impact

Upgrading to the Xanadu release

Partners

Microsoft Partnership

Products 

and solutions



Now Platform® 
Xanadu release
Now Platform
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What’s new in the Xanadu release

Now Assist

• Data visualization generation

• Chat and email reply 
generation

• Custom skills development

• Microsoft Copilot integration

• Slack integration

Core technology

• RaptorDB

• ServiceNow IDE

Platform Security 

• Data Privacy

• Authorization and Access 

Controls

• Identity and Access

ServiceNow Impact 

• Impact adoption accelerators

• Impact assessment 
accelerators 

• AI recommendation engine 
enhancements

• Health assessment dashboard 

enhancements – automated 
insights  

• Value blueprint enhancements
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Generate interactive visualizations in 
a simple conversational experience 

Data visualization generation

Empower users with any level of data 

expertise to easily create analytics 
visualizations

Facilitate informed decision-making 

through instant access to dynamically 
updated analytics

Unlock continuous data exploration and 
refinement of analytics insights for 

business users

Creator Pro Plus
Powered by Now Assist

1

2

3
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Automatically generate reply 
recommendations for chats and 

emails

Chat and email reply generation

Increase agent productivity with auto-

generated, context-aware reply 
recommendations

Improve customer satisfaction with faster 

responses to requests and queries

Quickly and easily refine generated 
responses if needed

Pro PlusPowered by Now Assist

1

2

3
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Easily build, test, configure, and 
publish new Now Assist skills

Custom skills development

Create GenAI skills and underlying 

prompts

Connect to platform data seamlessly to 
improve context and accuracy

Select providers (models) and 

deployment locations

Professional or Enterprise Plus

Now Assist Skill Kit

Powered by Now Assist

1

2

3



© 2024 ServiceNow, Inc. All Rights Reserved. 16

https://www.figma.com/proto/cuZBI8zb5SbJVY58cyf2C6/%5BKM%5D-ETG_Demo-Assist?page-id=1090%3A7484&node-id=1090-7485&viewport=432%2C461%2C0.05&t=HhGLPIGIwmP8sGb2-1&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=1090%3A7485
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Introducing the 
Now Assist & 
Microsoft Copilot 
integration

✓ Smarter and more personalized solutions

✓ Two generative AI assistants in one seamless, 
intelligent experience

✓ Meet your users where they work

17© 2024 ServiceNow, Inc. All Rights Reserved. 17

Copilot for M365Now Assist

Empower users to get answers and take 
actions from their preferred interface

Professional or Enterprise Plus

Other company and product names may be trademarks of the respective companies with which they are associated.
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Meet users where they are with Now 
Assist-powered self-service

Slack integration

Empower users to get answers and take 

action from their preferred interface

Smarter, personalized solutions and self-
service

Deliver seamless, intelligent experiences 

to employees

Professional or Enterprise Plus

Now Assist

1

2

3

Other company and product names may be trademarks of the respective companies with which they are associated.
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What’s new in the Xanadu release

Core technology

• RaptorDB Pro

• Integrated Development Environment

Core technology
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A next-gen database designed for 
speed and scale

Introducing RaptorDB Professional

Improve overall transaction times up to 

53%1 to make ServiceNow workloads 
more responsive

Act faster by running analytics, loading 

reports, and filtering lists up to 27 
times2 quicker 

Increase transactional throughput up to 
3 times2 so you can support more users 

and more workflows

1

2

3Jan Feb Mar Apr May Ju n Ju l Au g Sep Oct

Standalone SKU*

1RaptorDB Professional vs MariaDB for a Global Hotel & Resort Company
2ServiceNow Benchmark on RaptorDB Professional vs MariaDB
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Tightly integrated code 
development experience for the 

Now Platform

Integrated Development 
Environment

Empower your Visual Studio developers 

to partner with the business and 
innovate on the ServiceNow platform

Author scoped applications with source 

code

Compile and execute code from 
directly within the IDE

Easily integrate with familiar Git providers 
and authentication methodsServiceNow IDE

1

2

3

4
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Accelerate adoption and increase efficiency

What’s new in the Xanadu release

Speed adoption

• Impact adoption accelerators

• Impact assessment accelerators 

• AI recommendation engine enhancements

Optimize platform health

• Health assessment dashboard enhancements – 

automated insights  

Manage value

• Value blueprint enhancements

ServiceNow 

Impact



© 2024 ServiceNow, Inc. All Rights Reserved. 23

Adopt new products faster

Impact adoption accelerators 

Implement and adopt ServiceNow 

products quickly with these new 
accelerators:

• Jumpstart Your Common Services 
Data Model (CSDM)

• Jumpstart Your Event Management

• Jumpstart Your Process Mining

• Jumpstart Your Issue Auto Resolution

• Jumpstart Your Document Intelligence

• Extend Your Employee Center to Pro

1

Packages: Guided, Advanced, Total
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Fix platform health issues faster with 
automated recommendations

Health assessment dashboard 
enhancements – automated 
insights

Act swiftly on detailed findings quickly 

after completing a health scan 

Mitigate conflicting actions effectively 

Begin work more quickly with 
streamlined prioritization process

1

2

3

Packages: Guided, Advanced, Total
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Automate and accelerate IT services and 
operations

What’s new in the Xanadu release

IT Service Management

• Digital End-User Experience enhancements

• Service Operations Workspace enhancements  

• Digital Product Release

IT Service 

Management
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Continuously improve the technology 
experience for your employees

Digital End-User 
Experience enhancements

Proactively alert end-users of device or 

application health, deflecting incidents 
and keeping end users focused on core 
tasks

Create reports with out-of-the-box 
insights on health of key devices and 
applications

Embed Virtual Agent with Now Assist 

directly in the desktop client for 
streamline support

Add-on SKU

1

2

3
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Reduce swivel chairing and resolve 
incidents faster

Service Operations Workspace 
enhancements 

Speed incident resolutions with 

contextual recommendations and AI 
Search directly in the side panel

Reset passwords faster with a tailored 

assistance based on the end-user 
scenario 

Automate migration to Service 
Operations Workspace with only a few 

clicks 

1

2

3
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What’s new in the Xanadu release

IT Operations Management

• Service Reliability Management

• Automated alert context

• Discovery Admin Workspace

• Certificate management support for ACME

• Link view on Express List

IT Operations 

Management
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See the blast radius of alerts using 
related tags

Link view on Express List

Quickly understand the impact of alerts 

through a map visualization, based on 
alert tags

See relationships between alerts and 

technology elements with or without a 
mature CMDB

Compatible with Vancouver family 
release and activated view through Link 

View application

Professional or Enterprise

1

2

3
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What’s new in the Xanadu release

Connect and collaborate across the public cloud

• Service Graph Connectors for AWS, Azure, and 

Google Cloud Platform (GCP)

• Cloud Service Catalog support for Google Cloud 

Platform (GCP)CMDB
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A plug-and-play fast lane to cloud 
value 

Service Graph Connectors for 
AWS, Azure, and Google Cloud 
Platform (GCP)

Quickly integrate major cloud providers 

into the CMDB using certified 
connectors

Supports most platform outcomes 

including visibility, software asset, HLA 
and Service Operations, among others

Iterative updates enhance function with 
every store release to keep pace 

with fast changing cloud offerings

Service 

Graph
cmdb

S3
Storage

AWS Config, CFT, 
and AWS ASM

Azure Monitor & Log 
Analytics Workspace 

GCP K8S, VMs, 
Cloud Networking

1

2

3

Other company and product names may be trademarks of the respective companies with which they are associated.
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What’s new in the Xanadu release

Software Asset Management

• Software inventory analytics

• SAP Digital Access management

Cloud Cost Management

• Spend management for AI 
services

Hardware Asset Management

• Device as a Service (DaaS)

• Zero touch request

• Asset calibration

• Configurable workspaces

Asset 

Management

Hardware Asset Management & 

Enterprise Asset Management

• Inventory repair

• Inventory picking with indoor 

maps

Enterprise Asset Management

• Asset calibration

• Configurable workspaces
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Reduce time to value with day 0 
software inventory & EOL reporting

Software inventory analytics 

Examine and address issues pertaining 

to discovery, normalization, end-of-life, 
and version sprawl using integrated 
workflow

Increase visibility with day 0 insights into 
software deployments, normalization, 
lifecycle, and application sprawl

Anticipate risk with workflows to 

remediate end-of-life software

Professional or Enterprise

1

2

3
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Manage licensing for SAP Digital 
Access

SAP Digital Access license 
management

Create entitlements using new license 

metric for digital access

Gather document types and counts 
from various clients/systems for 

compliance view in ServiceNow

Show digital access over/under 
utilization and compliance with 
reconciliation process

Professional or Enterprise

1

2

3
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Empower cost-effective AI 
deployments with strategic insights

Spend management for AI 
services

Gain detailed insights into your AI 

service spend including comparative 
analysis of major AI platforms to help 
ensure each dollar contributes to 

strategic business value

Leverage budgets and alerting 
mechanisms to assess AI spend and 

align with business needs

Streamline cost management processes 
to help overcome data quality 

limitations from AI service providers

Introducing detailed analytics and 
management tools for AI services spend

1

Professional or Enterprise

2

3
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Manage DaaS offering on a single 
platform

Device as a Service (DaaS)

Leverage command center view of 

DaaS inventory to fulfill orders and 
respond to return merchandise 
authorizations (RMAs)

Pick, pack, and ship incoming requests 
using the order fulfillment workflow

Respond to RMA requests to repair or 
replace customer assets with the RMA 

response workflow

1

Professional or Enterprise

3

2
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What’s new in the Xanadu release

Now Assist for Strategic Portfolio Management 
(SPM)

• Multi-feedback summarization

• Document summarization
Now Assist 
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Build better customer-centric products 
with faster synthesis of feedback

Multi-feedback summarization

Enhance decision making with 

actionable insights, enabling product 
managers to make better informed 
decisions

Boost efficiency by streamlining the 
feedback process, allowing for effective 
product development cycles

Quickly synthesize multiple feedback 

items into a concise summary, reducing 
the time needed for manual analysis 

and work item creation

Professional Plus

1

2

3

Powered by Now Assist
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What’s new in the Xanadu release

Strategic Portfolio Management

• Scenario Planning

• Export roadmap to PPT

Strategic Portfolio 

Management



© 2024 ServiceNow, Inc. All Rights Reserved. 40

Optimize strategic planning with 
adaptive and flexible scenario 

simulations

Scenario Planning

Empower decision-making process by 

creating multiple plan alternatives for 
trade-off analysis and strategic 
alignment

Accelerate planning with side-by-side 
scenario comparisons highlighting key 
differences and strategic impact

Streamline approval process by storing 

and socializing approved scenarios with 
clear decision rationale, improving 

efficiency and communication

Standard

1

2

3
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What’s new in the Xanadu release

Enterprise Architecture

• Enterprise Modeling & Visualization

• Consolidated Technology Portfolio Management

• Enhanced Digital Integration Management

Enterprise 

Architecture
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Seamlessly design and model 
architecture aligned with the CSDM

Enterprise Modeling & Visualization

Intuitive one-click current state modeling 

with ServiceNow data

Support for standards such as ArchiMate 
& BPMN

Visualize and assess the impact of 

proposed changes and identify 
potential risks before implementing 
strategies or projects

Professional

1

2

3
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What’s new in the Xanadu release

Operational Technology Management

• Task-oriented landing page

• Operational Technology Vulnerability Response 

(OTVR) solution management

• Operational Technology request managementOperational 

Technology 
Management
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Role-based actions and overview of 
tasks

Task-oriented landing page

Deliver a better experience with 

personalized landing pages based on 
persona and use cases

Increase OT engineer efficiency gains 

with easy to navigate user experience 
and task overviews that breakdown task 
type, status, and urgency level

Professional or Enterprise

1

2
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What’s new in the Xanadu release

HR Service Delivery

• Guided Decision Tree

• Employee Journey Management

Employee Center Pro

• Content Engagement for Employee Center

• Guided Self-Service

HR Service 

Delivery
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Provide decision making structures 
to help solve inquiries faster

Guided Decision Trees

Empower admins to create decision 

trees with questions, navigation paths, 
and guidance for agents 

Help speed time to resolution with 

guidance across the triage process for 
complex employee inquires

1

Professional or Enterprise

2

Guided Decision Trees
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Supercharge employee journeys with 

data driven experiences

Employee Journey Management

Create out of the box analytics 

dashboards with critical metrics and 
personas

Enable journey admins to create 

actionable analytics that drive journeys 
forward

Empower leaders to understand 
their journey with powerful metrics

1

Professional or Enterprise

2

3

Metrics for Employee Journeys
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Connect and engage employees 

with social integrations on News

Content engagement for 
Employee Center

Create configurable interactions for 

news article content including reactions, 
comments, replies, and views

Enable users to flag content for review 

and provide feedback

Build re-usable templates for consistent 
and effective news publishing

1

Professional or Enterprise

2

3

Engagement on news articles
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Provide a visual Q&A based 

experience for employees to self-serve

Guided Self-Service

Guide users to the correct article or 

catalog item through a visual Q&A 
experience

Create use cases easily, with pre-built 

activities and templates for self-service 
help

Streamline the ability to author non-
technical documents Playbook Designer

1

2

3

Visual Q&A based self-service

Guided Self-Service on 
topic page
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What’s new in the Xanadu release

Talent Development (Formerly: Employee Growth 
and Development)

• Leader Hub

• Gigs & Projects

Talent 

Development
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Empower organizational leaders to 
truly understand their talent

Leader Hub

Visualize data of overall employee 

engagement with various talent 
development activities

Quickly understand the organization's 

skill competency status

Dive into individual skills and 
competencies with skills information and 
statistics

1

2

3
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Create opportunities for temporary 

help and skill development

Gigs & Projects

Create configurable opportunities for 

gigs, projects, volunteer roles, and 
custom job types

Enable employees to proactively search 

for opportunities of interest and receive 
system generated recommendations

Allow managers to quickly review an 
employee's interest and fit for a posted 

position 

1

2

3
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What’s new in the Xanadu release

Now Assist for HRSD

• LLM-based proactive prompts

Now Assist 
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Support proactive employee 
behavior with AI-enabled prompts

Proactive Prompts

Engage employees and managers with 

the relevant reminders to take action on 
pending activities, approvals, and more

Create conversational experiences for 

employees that support proactive 
behavior

Leverage the power of AI to assist 
employees in keeping up with important 

to-dos and milestones 

1

Proactive Prompts in Now Assist for HR

Now Assist for HRSD

2

3

Powered by Now Assist



© 2024 ServiceNow, Inc. All Rights Reserved. 56

What’s new in the Xanadu release

Legal Service Delivery

• AI-powered request categorization and routing

• Microsoft Outlook integration

• Contract Management Pro for Sales and Order 

Management

• Microsoft Word add-in for signature blocks

• Internal review framework

Legal Service 

Delivery
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Boost legal fulfiller productivity by 
enabling them to work in Outlook

Microsoft Outlook integration

Enable fulfillers to create legal requests 

and pre-populate information directly 
from Outlook emails

Add emails and attachments to 

requests with drag and drop

Find legal requests related to emails or 
search for other requests directly in 
Outlook

Microsoft Outlook add-In for Legal panel shows the legal request related to this email. 
Fulfillers can add or remove attachments at any time.

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

1

2

3
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Deliver great customer experiences while 
reducing costs

What’s new in the Xanadu release

Customer Service Management

• Rich messaging in Service Catalog

• Service model foundation: Inter-organization 

support

• Email enhancements for CSM WorkspaceCustomer Service 
Management
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Resolve customer requests faster 
and more directly

Rich messaging in Service 
Catalog

Complete request intake during chat, 

eliminating pop-ups and lengthy Q&As

Direct customers to service catalogs 
that trigger optimal process to resolution 

Make service catalogs accessible on 

non-ServiceNow portals and native 
mobile apps (with Engagement 
Messenger)

Professional or Enterprise

1

2

3

Family

Rich Messaging – Service Catalog (via mobile)
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Give agents visibility into the 
business locations they support

Service model foundation: 
Inter-organization support

Streamline communication for service 

organizations and improve visibility

Reduce back and forth communication 
by providing key context alongside 

cases for service organizations 

Define support structures for service 
organizations through hierarchies or 
relationship criteria

Professional or Enterprise

Family

1

2

3
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Provide agents with a modern email 
experience

Email enhancements for 
CSM Workspace

Enable agents to quickly and effectively 

respond to emails

Make it easier for agents to learn CSM 
Workspace based on similar UX (e.g. 

Gmail)

Consolidate locations for common 
actions (e.g. discards, drafts) and 
increase real estate for composition

1

2

3
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What’s new in the Xanadu release

Now Assist for Customer Service Management

• Email reply recommendations

• Chat reply recommendations

• Prompt configurability

• Sidebar summarizationNow Assist 
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Enable agents to easily create 
emails with generative AI

Email reply recommendations

Enable agents to quickly and effectively 

respond to customer emails while 
reducing manual errors

Personalize email replies to match 

customer tone and sentiment

Respond to customers faster, reducing 
time to resolve

CSM Professional or Enterprise PlusPowered by Now Assist

1

2

3
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Instantly write chat replies with 
generative AI

Chat reply recommendations

Enable agents to respond to the 

customer quickly and effectively during 
chat interactions

Personalize chat responses to match 

customer tone and sentiment

Provide agents with recommendations 
to help them effectively position offers 
at the right time

CSM Professional or Enterprise PlusPowered by Now Assist

1

2

3
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Customize case summary and 
resolution notes prompts with fields 

and related records

Prompt configurability

Receive more comprehensive 

summaries, enabling agents to respond 
more accurately and quicker

Handle cases more effectively with 

more empathy and confidence

Improve agent productivity with more 
complete and contextual summaries

Powered by Now Assist

1

2

3

CSM Professional or Enterprise Pro
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Generate summaries of Sidebar 
conversations in seconds

Sidebar summarization

Summarize Sidebar conversations and 

making them easily shareable to the 
case

Increase agent satisfaction by reducing 

manual effort to capture details from a 
Sidebar discussion

Powered by Now Assist CSM Professional or Enterprise Pro

1

2
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Optimize the lead-to-cash cycle and increase 
revenue

What’s new in the Xanadu release

Sales and Order Management

• Lead Management

• Contract Management for Sales and Order 

Management

• Quote Management enhancements

• Opportunity Management integration with Field 
Service Management

• Product Catalog Management enhancements

Sales and Order 

Management
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Drive revenue growth by managing 
lead-to-order on a single platform

Lead Management

Create or import leads, manage the 

end-to-end lead cycle, use Kanban 
view to change status via drag and 
drop

Launch needs analysis questionnaire to 
identify relevant product offers 

Manage lead activities and view priority 
activities needing attention, like 

incoming email or upcoming tasks

Quickly create opportunities and map 
to accounts/contacts or consumersConvert lead to opportunity and 

account/contact or consumer

11

2

* Lead data model and activity tracking are part of Sales and Order Management Standard. See Notes. 

4

3

Professional*
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Reduce field service costs with 
increased efficiency

What’s new in the Xanadu release

Field Service Management

• Opportunity management with field service

• Collaborative mobile Sidebar

• Temporary technician territory relocation

• Dispatcher Workspace scheduling options

• Multiple work configurations

Field Service 

Management
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Create opportunities from customer 
locations in technician mobile app

Opportunity management with 
field service

Generate opportunities in the field with 

intuitive data capture, multimedia 
support, and real-time sync 

View, search, and filter self-created 

opportunities with ease to track 
progression and maturation

Position technicians as trusted advisors 
to increase the conversion rate of 

opportunities into revenue

Professional

1

2

3
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Let’s talk about ServiceNow Studio!

ServiceNow Studio



Reports & Dashboards

Mobile App Builder

Catalog BuilderStudio IDE

Table Builder Service Portal

Workflow Studio

Form Builder

Theme BuilderCreator StudioWorkspace Builder

Virtual Agent Designer

UI Builder

Survey Designer

Schema Builder Guided Setup Builder



Bringing it all together

February ‘25 (Yokohama)

ServiceNow Studio as the 

“One Studio”
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X A N A D U  ( 2 0 2 4 )

ServiceNow Studio

Accelerate your development, 

decrease the learning curve, 

and build awareness of all the 

development tools available for 

you

What are we delivering

A unified experience for all your 

development activities on 

ServiceNow

Value to customer
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