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This presentation may contain “forward-looking” statements that are based on our beliefs and 

assumptions and on information currently available to us only as of the date of this presentation. 

Forward-looking statements involve known and unknown risks, uncertainties, and other factors that 

may cause actual results to differ materially from those expected or implied by the forward-looking 

statements. Further information on these and other factors that could cause or contribute to such 

differences include, but are not limited to, those discussed in the section titled “Risk Factors,” set forth 

in our most recent Annual Report on Form 10-K and Quarterly Report on Form 10-Q and in our other 

Securities and Exchange Commission filings. We cannot guarantee that we will achieve the plans, 

intentions, or expectations disclosed in our forward‐looking statements, and you should not place 

undue reliance on our forward‐looking statements. The information on new products, features, or 

functionality is intended to outline our general product direction and should not be relied upon in 

making a purchasing decision, is for informational purposes only, and shall not be incorporated into 

any contract, and is not a commitment, promise, or legal obligation to deliver any material, code, 

or functionality. The development, release, and timing of any features or functionality described 

for our products remains at our sole discretion. We undertake no obligation, and do not intend, 

to update the forward-looking statements.

Safe harbor notice for forward-looking statements
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Housekeeping

Use Q&A for 

questions, this helps 

us gather questions 
to post after the 

session

Use the chat

for comments, and 

Q&A for questions

This session is being 

recorded, the slides 

and video will be 
available shortly 

after the session
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Today we’ll discuss AI’s impact on 

Knowledge Management and concepts 

to help design and prepare for it.

Where NowAssist is used

Genius Results Concepts

Design considerations for AI

 

Today’s Goal



Concepts 
AI for Knowledge 
Management
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NowAssist with ServiceNow Knowledge Management

Article Generation and update for Agents and Authors

Leverage Task details and resolutions to build great 

article drafts and enhance existing articles

Tailored Search Results
Search across the system with natural language inputs

Boost results based on organizational preferences

Answers First
Leverage Now Assist Genius Results in AI Search

Suggest answers to posed questions with sited sources



Building Knowledge
Design and Generation
Best Practices for Now Assist
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Demo
Knowledge Creation and Update with NowAssist
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Authoring 
Best 
Practices

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential.

The following best practices are recommended for successful 

searches:

• Search first, to ensure that you are not creating a duplicate 
of an existing articles

• Adopt Article Templates within your organization to provide 
consistent structure to articles per Knowledge Base

• Think about how users will search for the article when 
choosing a title and include search terms in the article body 

content

• Craft article body language in a clear and concise way, 
and use user-centric language

• Example: Instead of simply “DNS Down”, also consider 

“Cannot open website”

• Use screenshots/videos for usability, while including 

descriptions/summaries with search in mind. Screenshots of 
text are not searchable.

• Use clear, action-based titles for articles, think about search 
when defining titles.
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Article 
Governance 
Best 
Practices

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential.

The following best practices are recommended for successful 

searches:

• Use meaningful Valid To dates on articles to ensure content 

relevancy

• Can set default Valid To per KB, i.e. HR content audited 

more frequently

• Use Ownership Groups to disperse approval, validity, and 

feedback tasks

• Implement Article Quality Checklists to ensure content is 

meeting consistent standards

• Implement an AQI audit cadence, focus on higher traffic 

articles to ensure quality, and implement a strategy for 

auditing articles based on priority
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Focusing on operation efficiency to support self-service 

success through organizational learning and 

improvement

Knowledge Centered 

Service

✓ Create content as a by-product of solving issues

✓ Evolve content based on usage and demand

✓ Develop a knowledge base of the collective experience 

to-date

✓ Recognize learning, collaboration, sharing, and 

improving



15

Consistency 

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential.

Constant review and improvement

• Now is a good time to improve incident, case, etc. 

documentation quality with your agents

• Think about using templates (incident, case) with your 
agents to ensure proper steps are being captured and 

walking them through proper documentation

• Have a process

Consortium for Service Innovation

• Explore KCS processes to empower agents to create 
articles while working incidents, cases, etc. if not already

• Use the KCS template to gather relevant information from 
incidents, cases, etc.

• A great resource to familiarize yourself with is the 

Consortium for Service Innovation’s site when looking to 

thought leadership for Generative AI and Knowledge 

Management

https://www.serviceinnovation.org/


Searching and Reporting
Best Practices for Knowledge Search Success
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What is the ‘AI’ in AI Search? 

• Now Assist in AI Search uses a Large Language Model to answer end-user 

questions based on Knowledge Base article content

• ML relevancy re-ranks the organic search results based on aggregated user 
behavior

• Machine reading comprehension (MRC) model, which finds answers to questions 
within Knowledge content to construct Q&A Genius Results

• FSAs (finite-state automata) powers People Genius Results to intelligently match 

against the User table for tailored results

As of October 2023
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Expectations have changed
 

AI Search Now Assist in AI SearchZing

Information Retrieval Consumer-Grade 

Search

Search 

Reimagined

Searches Now Platform 

records and external 

content

Genius Results highlight 
the most relevant 

information

Self-tuning

Fully-referenced concise 

answers

Searches Now Platform 

records

Returns search result list

Conversational & 

actionable results

Maintains access 

restrictions



Respond to user questions with 
contextual and actionable 
answers

Personalize and tune search 
experiences to org needs

Content security model to 
govern data access for users

Now Assist in Search
Better and faster answers

screen placeholder
and drop shadow style

Charu - 
screenshot
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Personalized

Virtual 

Agent

Now Assist

External 

Search

Connectors

Location

Knowledge

Graph

Role

Knowledge

Service

Catalog

A single data platform 
optimized for AI, 
enterprise search, and 
secure content delivery

Personalize enterprise content

Accelerate time to value

Leverage investment in existing content repository to 

deliver answers powered by generative AI

Generate more accurate answers

Transform self-service returning deeper content for 

employees and customers requests

Tailor content to user context leveraging Knowledge 

Graph relationships

Enterprise
Search

ServiceNow AI Search
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Benefits:

• Promotes self-service by providing concise answers 

instead of links

• Enhances the employee experience with 

conversational responses

• Ensures responses are grounded in vetted content 

and referenced to build trust

• Improves VA coverage while reducing topic creation 

and maintenance overhead

Generative Q&A Genius Results

Summarized answers from Knowledge articles 

Portal, VA, and Global Search
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AI Search overview...

Content Security
I18N

Portal Search

Lexical
Semantic Vector 
(Knowledge, VA, 
Catalog)

Virtual Agent + 
Mobile

Keyword,  Lemma Normalization

Result Improvement
(Boost, Block, Promote)

Genius Result Card 
powered by Now Assist

Mixed Content (KB, Catalog, VA) 

Internal + External 
content 

Deep links
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With the Click action, we have told the system that a user cares about: 

Title match — how well the query matches the document’s title

Content match — how well the query matches the document’s body 

content

Keyword match — how well the query matches the document’s tags or 

meta

Freshness — how recently the document was created and/or updated

Popularity — how often the document has been viewed or used

Child Table or Template — on which child tables or templates do users 

most frequently click

The aggregate of all user clicks for this model will determine which of 

these features are important. In time the system will adapt to which 

features are the most important and how much weight they carry. 

ML Relevancy – Signals and Features

As of January 2025
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AI Search Analytics

✓ Gain visibility into search usage and 
performance

✓ View search trends to better 
understand user needs

✓ Collect insights on how to improve 
search experience and knowledge 

coverage

S e a r c h  A n a l y t i c s

Search insights to drive higher 

self-service and productivity
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Machine learning 

automatically tunes 

search result relevancy 

scoring for search 

experiences based on 

aggregated user 

interactions.

Evolve Loop with AI Search Analytics

Average Click Position: 
Goal of 3 or less, add details to 

article or additional keywords 

from searches

Queries with No Clicks: 
Content may not be relevant 

for what users are looking for

Queries with No Results: 
Likely missing keywords or 

content



Example Outcome
Now on Now: Now Assist Article Creation
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Why AI Search

Better relevancy

Average click position

~10% relevancy lift compared 
to preconfigured Zing, before 
tuning

~2.5

Higher deflection

Click-through rate

Deflect cases/incidents by 
surfacing precise answers and next 
actions

~70%

Easier setup

Fewer VA intents 
dramatically simplifies setup 
& maintenance

~60%



31

FAQs

Reporting – Where’s the best place to report for KM?

• KM Overview, Dashboard, UExA, AI Search, NA

Search – What’s the difference between 

• AI Search & Zing

Search – Are knowledge attachments indexed? 

• Attachments, Knowledge Blocks

Search – Should there always be Genius results? 

• Mechanism, Timing, Maturity 
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Recap 

Design of Articles

• Clear

• Concise

• User voice

Search

• Search first

• Use natural language

• Matures over time



Questions
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Next live session:

Topic: TBA

Date: April 8, 2025 

Time: 12pm EST

We want your ideas!
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https://sn.works/academies 

Go deeper with Platform Academies

https://sn.works/academies


Rich Text Editor Research

Invitation to participate in research

We're looking to learn more about the goals, needs, and 

aspirations from a rich text editing software from customers 

who create and edit knowledge articles.

Respond to this quick 5 - minute 

survey

Research details

• When: Mar 3 – 7, 2025

• What: 1-1 interview.

•  60 minutes



Thank you
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