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ServiceNow Brazil:
What’s New, What 
Matters, and What’s Next
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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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Ron Burt
ITSM Associate Director, Business 
Solutions Consultant

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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Agenda

1. Introductions

2. Brazil Overview

3. Top 10 Changes

4. Beyond the Top 10 + ITOM

5. Preparation & Prioritization

6. Q&A & Closing
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Were you planning to 
upgrade to Brazil?

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

B

C

D
It wasn't on our radar, and we aren't 
sure if it's worth upgrading now.

Yes, we are beginning the steps for 
the upgrade.

We're contemplating it but aren't sure 
where to start.

Yes, we already finished the upgrade 
and are exploring the new features.
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Brand New Products in Brazil

Arc Otto
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AI

Strategy

People

Technology

Easier work for 
employees and operations

Investments traced 
to business drivers

Faster builds, with
human review

From answers 
to governed action

Better business 
outcomes

Brazil: Key Elements

8
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AI: Answers 
to Action

Everyday 
Work, Easier

Strategy 
to Execution

Governing AI 
at Scale

FEATURES 1–3

1. Autonomous Engineer 

& Build Agent

2. AI Agent Advisor & AI 

Admin Center

3. AI Desktop Actions

FEATURES 7–9

7. Employee Experience 

Connectivity

8. Asset Management 

Enhancements

9. Intelligent Approvals

FEATURES 4–6

4. MCP for Key Apps

5. Hybrid Project 

Management

6. USEM

FEATURE 10

10. AI Control Tower

The Top 10 Changes That Matter
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AI Moves From Answers to Action
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1. Autonomous Engineer & Build Agent
AI plans, builds, and tests. Developers approve and review.

Autonomous Engineer plan for an Employee Onboarding app  |  Source: 
ServiceNow docs

Requirements become a plan with test criteria

Builds work items in parallel

Runs ATF tests, exports an update set
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2. AI Agent Advisor & AI Admin Center
Find where AI pays off before you build.

AI Agent Advisor automation opportunities  |  Source: ServiceNow docs

One place to set up AI

Readiness assessment for your instance

Ranked automation opportunities with est. savings
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3. AI Desktop Actions
Automate the work that has no API.

How adaptive desktop actions work  |  Source: ServiceNow docs

Agents run multi-step desktop and web tasks

Users review the plan and give consent

New: macOS support, reusable skills
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Connecting Strategy to Execution
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4. MCP for SPM, ITOM, ITSM, EA
Ask your data questions in plain language.

MCP for SPM tools in the MCP Server Console  |  Source: ServiceNow docs

Tools for directly interfacing with your data

Works with approved AI clients

Respects existing ACLs and audit
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5. Hybrid Project Management
Each role works its own way. Status stays in sync.

Project tasks in CWM My Work  |  Source: ServiceNow docs

PMs govern in Project Workspace

Teams execute in CWM

Updates sync in real time



17

6. USEM Arrives
Consolidate your Vulnerability Management workstreams.

Security Exposure Workspace dashboard  |  Source: ServiceNow docs

New product for complete exposure management

Integrates with vulnerability data sources

Supports AI security initiatives
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Making Everyday Work Easier
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7. Employee Experience Connectivity
One front door for HR, IT, and more.

Employee Center at a glance  |  Source: ServiceNow docs

Employee Center, EmployeeWorks, Employee Slate

Fewer handoffs between teams

Stronger self-service adoption
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8. Asset Management Enhancements
Less admin, better control of spend.

AI-assisted EAM data imports

HAM contract integration

Software reclamation updates

Software Asset Workspace License Usage view |  Source: ServiceNow docs
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9. Intelligent Approvals
Approvals that follow your written policy.

Intelligent approval overview with test results  |  Source: ServiceNow docs

Builds approval logic from a policy document

Auto-resolves clear cases, routes the rest

Tests accuracy before you publish
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10. AI Control Tower Overhaul
See every AI system, owner, and outcome.

Strategy tab in the AI Control Tower workspace  |  Source: ServiceNow docs

Lifecycle playbooks for AI governance

Links AI systems to business apps

Role-based views of value and cost
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Beyond the Top 10

Brazil Update:
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Beyond the top 10: worth watching
Four more changes we like

MCP 
GOVERNANCE

EA TECHNICAL 
DEBT

DEV 
SANDBOXES Pooled, self-service development spaces

AI summaries and duplicate detection for incoming demand

Technical debt tracked over time, against targets

Easier setup, plus security posture metrics

SPM DEMAND
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ITOM: Ask Your Operations Data
Triage and act on alerts from the AI tools you already use.

Service Mapping MCP tool: services impacted by a server failure  |  
Source: ServiceNow docs

Act on alerts from an MCP client

Check CI reliability and service impact

Query service maps in plain language
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ITOM: AIOps You Can Supervise
More automation, with the reasoning in plain view.

AIOps 360 overview dashboard in Service Operations Workspace  |  Source: 
ServiceNow docs

Monitor agentic workflows in one view

See why each alert was auto-closed

Set up alert grouping with AI
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More ITOM changes in Brazil

Log Analytics DiscoveryCertificates Synthetics

Quick wins for operations teams

Health Log Analytics 
alerts only when an 
issue persists

More ACME CAs and 
CyberArk key 
storage

PowerShell 7 and 
smarter credential-
less scans

One synthetic check 
covers many 
services
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Preparation and Prioritization
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Do you know how to 
prepare for the 
upgrade?

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

B

C

D
We are not prepared or looking to 
upgrade right now.

Yes, we are prepared but have 
not upgraded yet.

We have a sense of what we should 
do but might need to review the 
process further.

Yes, we already upgraded!



30

Brazil Is Here. Where Should You Start?

• Portfolio visibility?

• Manual work?

• Dev capacity?

• AI governance?

• Pick 2–3 Brazil 

capabilities

• Set one measure for 

each

• Confirm licensing

• Assign owners

• Agree on governance

Build an adoption plan, not just an upgrade plan

3. Plan adoption2. Match capabilities1. Name the challenge
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Preparing for the Brazil Upgrade
An upgrade gets you onto Brazil. An adoption strategy makes it worth the investment.

ACTIVATE

TEST

CONFIRM

REVIEW Release notes, deprecations, and compatibility

Store app dependencies and licensing

Customizations, integrations, and key workflows

Regression tests, especially for customized apps

Which new features need setup or governance

VALIDATE
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Getting Started Is Easy!
Check Out Our MasterClass SeriesTell us what topics you want 

to learn more about!
Look for a survey following this session!

Stop managing your managed services, and 
start unlocking real results from the platform.

Plan which features to adopt now or later.

ONDARO PROPEL

ONDARO PROPEL

ROADMAPPING SERVICES
ROADMAPPING 

SERVICES

Get someone to handle your upgrade for you.
EXPERT ASSIST

EXPERT ASSIST

CMDBMASTERCLASS
CMDB 

MASTERCLASS

CMDB Part 1

ITAMMASTERCLASS
ITAM 

MASTERCLASS

ITAM Part 1

PLATFORM OWNER MASTERCLASS
PLATFORM OWNER

MASTERCLASS

Join an upcoming 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
https://ondarowave.com/platform-owner-masterclass-intro
https://ondarowave.com/platform-owner-masterclass-intro
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Thank you!

Questions?

Email: inbound@ondarowave.com
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