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Agenda

1. Welcome & Introduction

2. Pro Plus: Unlocking Now Assist AI

3. AI Agents in Your Asset Workflows

4. Introducing: ServiceNow AI Platform

5. Are you AI Ready?

6. Q&A
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Ondaro is the only pure play ServiceNow partner 
with fully certified resources across the platform

ITSM ITOM ITAM

HRSD CRM SPM

SECOPS IRM APP ENGINE

ENVISION IMPLEMENT & DEVELOP MANAGE & OPTIMIZE

Business Transformation

Organizational Change 

Management 

AI- Readiness

Platform Strategy & 
Governance

Platform Architecture & 
Engineering

Product Implementation

UX & UI Design

App Development

Data Management & 
Integrations

Platform Operations

Enhancement Services

Product Management
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Christine Morris
Sr. Director, Consulting Services

Ondaro

Introductions

Ian Cahall
Associate Director, Principal 
Architect

Ondaro
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Join the Conversation: Using Teams
Turn on Video 
Let’s get interactive and enjoy ourselves!

Unmute – Click the microphone icon to unmute and participate

Chat – Message everyone or just one person

Get Help – Use Chat

Show Captions - Click More, Language & speech, Show live captions
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Catch up with our 

MasterClass Series!

Find recordings, resources & more! 

ITAM MASTERCLASS

ITAM MASTERCLASS
CMDB MASTERCLASS

CMDB MASTERCLASS

PLATFORM OWNER MASTERCLASS
PLATFORM OWNER

MASTERCLASS

https://ondarowave.com/itam-masterclass-intro
https://ondarowave.com/cmdb-masterclass-intro
https://ondarowave.com/itam-masterclass-intro
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What’s your current 
relationship with AI?

A U D I E N C E   P O L L A

B

C

D AI – what is that?

Use it for work or home

No, I am scared of the bots

My AI assistant is my BFF – use it for 
everything



8

Pro Plus: Unlocking Now Assist AI 
for Asset
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Now Assist
What is it, how does it work?

AI Platform Generative

Agentic

Prompt ⇒ LLM ⇒ Text

Goal ⇒ AI Agent(s) ⇒
Complex Action

Predictive Analyze⇒ LLM⇒ Output



10

Now Assist 
Generative & Predictive AI

“Summarize the software asset 
estate's overall compliance 
position”

Using the input received, 

the LLM generates an output

“250 Publishers are currently 

under management

23% are fully compliant

Highest priority publishers are 

Microsoft(56% Compliant) and 

Oracle (38% Compliant)”

PROMPT LLM OUTPUT
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How to Get Now Assist
For HAM or SAM*

• Request on the ServiceNow Store

• Once approved, Install Plugins

(All > System Definition > Plugins)

• Enable the NowAssist Panel if not 

already done (All > Now Assist Admin > 

Now Assist Experience)

*Must be a Platform Admin
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• Generate Hardware Asset Insights

• Pre-Built HAM AI Agents

NowAssist for HAM NowAssist for SAM

• Publisher Compliance Summarization*

• Product Compliance Summarization

• Recommended Actions

• SaaS User Resolution

• Extract Software Entitlements from Contract**

• Pre-Built SAM AI Agents

Asset Management AI Skills
Available for NowAssist
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Activating AI Skills
For HAM or SAM*

1. Open the specific feature you want to activate (All > 

Now Assist Admin Console > Features)

2. Select the Feature Card for the Skill you want to 

activate and select Activate Skill

3. You may need to configure the skill's behavior, like 

where to display the output from the skill.

NOTE: Some skills are activated by default when the 

relevant Now Assist Plugin is installed.

*Must be a Platform or Now Assist Admin



14

SOFTWARE ASSET WORKSPACE EXAMPLE

• Surface data trends

• Highlight priority actions

• Summarize hardware service 

history

• Streamline and optimize asset 

workloads

Asset Workspace Enhancements
Enabled by Now Assist
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Software Asset Workspace Example

Asset Workspace Enhancements
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Extract Software Entitlements
Enabled by Now Assist

Extract software entitlement data from 

Software Contracts, POs, etc in PDF, 

PNG, JPG or JPEG format

1. On a Contract record with the 

Software License contract model, 

select Import Contract Document.

2. Select Publisher (optional) and 

upload the file.

3. Review and approve entitlement 

record creation.
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Extract Software Entitlements
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Which AI capability 
sounds MOST valuable 
to you?

A U D I E N C E   P O L L A

B

C

D Custom AI workflows.

Data qualification and cleanup.

Pre-built AI agents.

Automatic data summarization.

E Give me everything, I want it all!
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AI Agents for Asset Workflows
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Manually created flows

AI Agents are empowered 
to analyze make decisions 
and delver highly complex 
outputs. A new reasoning 
model agentic framework 
orchestration

Business Value

A
u

to
m

at
io

n
 R

e
ac

h

Process ‘mirroring/ 
copying’ workflows run 
by robotics

More self-aware/develop 
processes using AI

AI Workflows

Agentic Workflows

RPA Workflows

Scripted Workflows

Now Assist introduced 
and LLM’s begin doing the 
heavy lifting

Conversational 
Workflows

What is an Agent?
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How Agents work on ServiceNow

AI 
AGENT

“Monitor Active Directory Sync 
Errors"

• Interprets and reasons request

• Checks if anything similar is 

running or has run 

• Performs actions a human 

would, to achieve goal

”Logs Retrieved.

Errors Detected.

Data mismatch in column 

detected, Shall I fix it?”

GOAL INPUT ACTION

LLM

MEMORY

TOOLS
AI 

AGENT

“Handle Software Requests"

• Interprets and reasons request

• Checks if anything similar is 

running or has run 

• Performs actions a human 

would, to achieve goal

”User Requested Microsoft 365, a 

certified software. Allocating an 

E3 Subscription. Provisioning AD 

Access. Kicking off Install on their 

Device.”

GOAL INPUT ACTION

LLM

MEMORY

TOOLS
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• Help Manage Hardware Request Workflow

• Help Repair Hardware Assets Workflow

Hardware Asset Software Asset

• Help Manage Software Request Workflow

• Evaluate Software Removal Candidates 

Workflow

Available Asset Agentic Workflows
Powered by Now Assist
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Help Asset Repair Agentic Workflow

Repair Asset AI Agent
Performs web search and provides detailed 
repair steps for technician to follow. Adds 
repair notes to task and closes task.

Evaluate Asset AI Agent
Performs web search and provides detailed 
evaluation guide for technican to identify 
issue.

Asset Next Best Action AI Agent
Validates repair tasks and types, and triggers 
other AI Agents to act when appropriate.

AI Agents Involved
Asset Manager creates 

repair order

Asset Next Best Action 
Agent establishes tasking 
and validates task details

Evaluate Asset Agent 
finds a guide that 

matches the affected 
asset

Technician follows the 
guide and confirms the 

troubleshoot result 
(Repairable, Unrepairable, 

Redeployable)

Once an issue is 
diagnosed, the Repair 

Asset Agent is called and 
finds repair steps that 
match the asset and 

diagnosis.

This process continues 
iteratively until the issue 

is either resolved or 
deemed unresolvable.
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Agentic Capabilities

• While there are a number of out-

of-the-box AI Agents made 

available with Now Assist, Agent 

Studio gives you the ability to 

create & customize Agents.

• Customizable Agents need to be 

given a context & data set to work 

from, and specific actions they 

can take.

• Compare with a Decision Table –

same concept, but more robust 

and capable.

• Both out-of-the-box and created 

AI Agents can be called natively 

in Flow Designer to support your 

workflows.

• This methodology allows your 

Agents to extend to and call 

Spokes, SGCs, and Action packs 

to do even more.

• E.g.: create an Agentic Workflow 

that calls a data import from SCCM 

and then evaluate changes in that 

data to take a specific action.

• As seen previously, Agentic 

outcomes are enhanced when 

multiple Agents are working 

together.

• ServiceNow Agents can work in 

concert with off-platform Agents 

to share context and drive multi-

lateral action.

• E.g.: A ServiceNow Agent assisting 

with a Warranty Repair can work 

with an off-platform OEM Agent 

to generate an RMA order.

Agent Studio Flow Designer Off-Platform Action
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What’s your biggest 
blocker to adopting AI 
in ITAM?

A U D I E N C E   P O L L A

B

C

D Governance / risk concerns

Lack of internal expertise

Cost or unclear ROI

Data quality

E All of the above and my own 
internalized self-doubt as an adult 
caused by my parents
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Introducing: ServiceNow AI 
Platform
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The ServiceNow AI Platform 
AI In Every Product

OOTB GenAI Skills & AI Agents

AI helps your work:

• Summarization

• Pattern Recognition

• Categorization

• Task-based assistance

OOTB Agentic Workflows

AI completes parts of the work:

• Understands context

• Applies domain knowledge

• Automates an entire process

Create Custom AI Specialists, 

Agents, & Skills

AI completes work end-to-end:

• Fully independent

• Makes decisions

• Role-based expertise

PrimeAdvancedFoundation
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ITAM Product Changes

HAM Professional

SAM Professional

SAM Enterprise

HAM Advanced

SAM Advanced

SAM Prime
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Autonomous Workforce
What is it?

AI Agents

Autonomous 
Workforce

• Each agent does a specific task
• Requires orchestration
• Requires technical setup

• Each AI specialist does a job
• Executes autonomously as a 

group of agents
• Onboarded in a few clicks
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Autonomous SAM Analyst
Available in 2H 2026

✓ Tracks software inventory

✓ Manages license compliance

✓ Automates access requests

✓ Optimizes software spend
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Are you AI ready?
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• Context is constrained to the individual

• Models trained on public consumer data for 

consumer outcomes

• Results are rapid, trustworthiness can be 

variable

Chat Interface AI (Copilot, ChatGPT, etc) Enterprise Platform AI (NowAssist, etc)

• Context is platform-wide

• Models can be trained on your enterprise data 

for outcomes tailored to your enterprise

• Results can take longer, because 

trustworthiness must be maximized

Why do I need to get ready?
Comparing Enterprise Platform AI & Chat Interface AI
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AI Data Foundations
It starts with your core platform elements! User Data

•Employee Hierarchy
•Group Membership
•Location Information

Asset Data
•Lifecycle Dates
•Warranties
•Renewals

CI Data
•Operational Info
•Change Log
•Relationships

Knowledge
•Recent Process
•Organized Info

Activity
•Service History
•Usage

AI relies on context to function 
properly. That context doesn't exist 
outside of your enterprise perimeter!

When you think about what AI needs 
to work effectively, consider how you 
would go about answering a question 
asked by a new employee if you had to 
cite your sources. AI will need the 
same resources to answer the same 
questions!

AI for Asset 
Foundation
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How to Get There

Consider measurable criteria for 
success

Consider a timeline that meets 
your business needs
Which specific outcomes are 
wanted/needed?

Establish your goals

Who needs to participate?
Who needs to approve?
Which technologies are involved?
What's a notional consumption 
budget?

Understand your 
requirements

Finance

Security

Technology

Stakeholders

Gain your approval(s)

Data Quality
Data Coverage
Upkeep
Exceptions

Assess your data

Prove your use cases

Test consumption levels

Establish an adoption roadmap

Scope a pilot

Execute roadmap
Establish an AI Governance 
Program
Control costs and risks

Adopt/Govern
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Measuring AI Success
Key AI Governance KPIs

• What is your organization 

getting out of AI?

• Measure: 

Cost in / Value Out

• Requires strict measurement 

of AI token costs and usage

• Most important KPI for most 

AI Programs

• How often does a human 

need to correct AI?

• Measure:

Duplicate AI Transactions, 

Prompt Overlap, & AI-driven 

Incidents

• Requires structured AI data 

on models, prompt visibility, 

and strict root cause analysis.

• Hallmark of a mature 

organization AND AI 

program.

• Who is using AI, and how?

• Measure:

Users Granted Access / 

Users With Transactions

• Requires good telemetry on 

user access to AI and 

relevant usage metrics

• Usually the second-most 

important KPI for success

• Can be enhanced with more 

mature vision for what "good 

adoption" is

• What is AI exposing our 

organization to?

• Measure:

AI Model Risk Profile(s) & 

Controlled Data Access

• Requires a strong pre-

existing Risk Management 

posture and a means of 

measuring Model Risk.

• Critical KPI for organizations 

in compliance-heavy 

verticals.

ROI QualityAdoption Risk
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Bring Your Own AI to ServiceNow
Voice VideoSearch Chat AppsWebAny Experience

IT Risk & SecurityCRM Employee App DevelopmentAny Workflow

Decide

Any AI

Sense

Any Data

Act

Any Action

Any Industry
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AI Readiness
Questions to Ask Yourself:

❑ What is the current confidence level in the 

underlying CI and Asset Data quality?

❑ What compliance requirement(s) do we need 

to meet to use AI?

❑ Which specific AI use case(s) do we want to 

take advantage of?

❑ Do we have the right operational oversight to 

control and govern AI use?

❑ How can we measure the impact AI will make 

on our Asset workstream(s)?

❑ Do we have the right executive sponsorship 

for our AI use case(s)?
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Need Some Help?
Ondaro AI Offerings for Asset & More

AGILE TEAM BASED CONTINUOUS AI DELIVERY

FOCUSED, POINT SOLUTION DEPLOYMENTS

AI Spark
for ITSM

AI Spark 
for HRSD

AI Spark
for SPM

AI Spark 
for HAM

AI Spark
for EAM

AI Spark for 
ITOM & CMDB

AI Spark
for SAM

AI Spark 
for CSM

Align the organization with a unified AI strategy, vision and roadmap 
that is mapped to your business goals to accelerate outcomes with 

platform AI and GenAI capabilities.

BUSINESS-LED AI STRATEGY & ROADMAP

DRIVE HIGH-VALUE AGENT CAPABILITIES

AI AGENT ACTIVATE

NOW ASSIST OFFERINGS AI VISIBLE VALUE

PROGRAM BASED 
AI VALUE DELIVERY
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Have you evaluated 
your organization’s AI 
readiness for ITAM?

A U D I E N C E   P O L L A

B

C

D No idea where to start

Yes, but we have gaps

Not yet, but planning to

Yes, and we’re ready
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Next Steps:
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Getting Started Is Easy!
We can help you optimize your Public Cloud.

Check Out Our MasterClass Series
Tell us what ITAM topics you 
want to learn more about!
Look for a survey following this session!

Need a dedicated team for maintaining your 
ServiceNow Platform?

Need to implement AI and 
see value fast?

ONDARO RESERVE

ONDARO RESERVE

ASK ABOUT AI SPARK

ASK ABOUT AI SPARK

Want a quick assessment 
of your AI readiness?

AI VISIBLE VALUE

AI VISIBLE VALUE

CMDBMASTERCLASS
CMDB 

MASTERCLASS

CMDB Part 1

ITAMMASTERCLASS
ITAM 

MASTERCLASS

ITAM Part 1

PLATFORM OWNER MASTERCLASS
PLATFORM OWNER

MASTERCLASS

https://ondarowave.com/servicenow-solutions/operational-services/
https://ondarowave.com/contact
https://ondarowave.com/ondaro-clear-path/
https://ondarowave.com/cmdb-masterclass-intro
https://casknx.com/cmdb-masterclass-intro/
https://casknx.com/cmdb-masterclass-intro/
https://ondarowave.com/cmdb-masterclass-intro
https://ondarowave.com/itam-masterclass-intro
https://casknx.com/itam-masterclass-intro/
https://casknx.com/itam-masterclass-intro/
https://ondarowave.com/itam-masterclass-intro
https://ondarowave.com/itam-masterclass-intro
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Questions?
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Thank you!

Questions?

Email: inbound@ondarowave.com
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