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ServiceNow: Principali elementi differenzianti
Today

Single Platform
Single Data Model 
Single Architecture

Best-in-class, purpose-built core capabilities

Easy integrations with best-in-breed systems of record and SaaS

Low-code/no-code configuration and creation

Massive scalability

Passionate user base, vibrant community

Embedded intelligence - Increased time-to-value / accuracy



General-Purpose GenAI

Learning 
Phase

Inference
Phase

"Dimmi ChatGPT: Cosa hanno in 
comune Kubrick e ServiceNow?"

"Kubrick era noto per spingere i limiti 
della tecnologia cinematografica, 
proprio come ServiceNow cerca di 
fare nel suo settore, offrendo 
soluzioni sempre più avanzate per la 
gestione di workflow aziendali."

1. Learn grammar
2. General-Purpose Training

Large Language Model



Learning 
Phase

Inference
Phase

"J. Ross opened a case on 
September 4 because he 
couldn't access Sharepoint. 
Support provided..."

Domain-specific GenAI: NowLLM

Now

Large Language Model

1. Learn grammar
2. Knowledge Base Training

ServiceNow
Knowledge Base

"NowAssist, please summarize for 
me the story of Case CS02345"



Best Gen AI
Model for the Job

E X T E R N A L
O R  

S E R V I C E N O W  
P R O V I D E D

SERVICENOW MODELS

Model accuracy Data privacy Responsible AI OOTB Use-casesDomain Expertise

W H Y  I T  M A T T E R S

Now Assist

Get value faster 
with Now Assist

BRING YOUR OWN MODEL

NowLLM for Dev NowLLM for Agents NowLLM for...

https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/resource-center/ebook/ebk-responsible-ai-guidelines.pdf


Now Assist accelera la Value RealizationNow Assist Skills



Now Assist accelera la Value RealizationNow Assist Skills



What do we mean by Business Ready Gen-AI?

Origin of Training Data

Fine-tuning

Bias and Moderation

Prompt Engineering

Context-awareness

Deployment

Scaling

Testing

User Experience

NowLLMs know the Domain in which they are operating (e.g. ITSM).

NowLLMs are trained with Public-Domain data. No risks of copyright infringement.

NowLLMs prevent harmful content, support compliance and brand safety.

All Prompts are already tailored to get exactly what you need.

Each NowLLM knows the context in which it is operating (e.g. Incident, KB, Script).

Each NowLLMs is deployed and managed in SaaS.

Each NowLLMs scales according to your needs.

Each NowLLM is fine-tuned and tested according to standard benchmarks.

All Gen AI skills (e.g. KB Generation) are immediately available in the UI.

Now Assist is Business-Ready from Day 1
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Tavoli di design 
thinking Gen AI
Casi d'uso nei processi della 
tua organizzazione
18:40-19:30

Pietro Moscon 
BI & Advanced Analytics Manager – Accenture

Tommaso Pernice
Advisory Solution Consultant – ServiceNow

Carlo Quadrini
ServiceNow Practice Director – Accenture



Get started with AI now

Put AI to work 
with Now Assist

Optimize
for instant insights & 

smarter decisions

4
Automate

and deflect with 
self-service

3
Deliver
engaging 

experiences

2
Establish
a solid data 
foundation

1



Easier and faster to deploy and 
optimize apps – delivering faster 

value for customers

Exponentially faster 
time to configure 

and customize apps

Productivity catalyst to resolve 
issues faster 

and provide better support

Better, faster answers 
and resolutions – 

smarter service delivery 

Efficient, cohesive 
and simpler 

customer experiences

Employee Customer Agent DeveloperAdmin

Business-ready Gen AI con ServiceNow

INTELLIGENCE EVERYWHERE

AI ENGINE

GENERAL PURPOSE MODELS DOMAIN-SPECIFIC DOMAINS

BRING YOUR OWN MODELS

MACHINE LEARNING

AI AND DATA SECURITY GOVERNANCE CONTROL TOWER

EXPERIENCE LAYER WORKFLOW 
AUTOMATION

Now Assist



Is prompting easy?


