ServiceNow Training Storyboard
Overview

@ Purpose

This training storyboard is designed to onboard the Customer Service Team to ServiceNow,
replacing Zendesk. The training ensures team members are confident in navigating the new
platform and managing customer service cases effectively. Go-live is scheduled for October

10, and training completion is required by October 8.

€& Tasks & Learning Objectives

e o Access and navigate their queue via myapps.microsoft.com and service-now.com/csp

e « Navigate the ServiceNow interface using navigation pane, favorites, and history

e e« Customize views and reports to create personalized dashboards and access team
metrics

e e« Handle cases across channels (portal, chat, email, phone, API)

e e Resolve cases effectively using comments, attachments, and knowledge articles

& Gaps to Address

e o Lack of familiarity with ServiceNow interface
e o Uncertainty around case lifecycle and escalation
e ¢ Need for confidence in using dashboards and reporting tools

@ Storyboard Modules

Module 1: Introduction & Overview
Scene 1: Al avatar on screen with branded background

Narration: Welcome to your ServiceNow training! Starting October 10, we'll be using
ServiceNow instead of Zendesk to manage customer service cases.

Visuals:

e Title slide: 'Welcome to ServiceNow'
e Timeline graphic: Zendesk — ServiceNow (Go-Live: Oct 10)
e Patient-first message overlay



Scene 2: Heading, Subheading text and video

Scene 3: Al video of case lifecycleE

Visuals:

e Lifecycle graphic
e Counting and Closed animation/gif

Scene 4: Screen recording of ServiceNow homepage

Visuals:

e Screenrecording

Module 2: Navigating the Platform
Scene 5: Heading, Subheading text and video

Scene 6: Screen recording of navigating CSM Workspace


Abhijit Inamdar
New → Awaiting Info → Resolved → Closed.


Visuals:

e Screen recording

Scene 7: Heading, Subheading text and video

Scene 8: Screen recording of navigating to Case List

Visuals:

e Screen recording

Scene 9: Navigating Favorites & History

Scene 10: Favorites & History Demo

Visuals:

Screen recording of adding to Favorites and accessing History


Salinas, Adriana
Do we need this or will they automatically land on their Workspace? 


Module 3: Managing Cases
Scene 11: Heading, Subheading text and video

Scene 12: Screen recording of Assignment and Escalation in Action

Visuals:

e Screen recording

Scene 13: Resolving Cases with Knowledge & Attachments

Scene 14: Resolution Tools Demo

Visuals:

Demo of adding comment, uploading attachment, linking knowledge article

Module 4: New Feature — Template Creation
Scene 15: Heading, Subheading text and video



Scene 16: Screen recording of Email and Tasks

Visuals:

e Screen recording

Scene 17: Multi-Channel Case Handling Overview

Scene 18: Multi-Channel Case Demo

Visuals:
Screen recording of case detail with channel field
Callout: “Channel: Chat | Portal | Email | Phone | API”

Module 5: Personalizing Your Workspace
Scene 19: Heading, Subheading text and video




Scene 20: Screen recording of Creating Views & Filters

Visuals:

e Screen recording

Module 6: Notifications & Automations
Scene 21: Heading, Subheading text and video

Scene 22: Screen recording of Creating Views & Filters

Visuals:

e Flow diagram showing status change — notification

e Callout: “Automated alerts based on case state”

Module 7: Tracking Performance
Scene 23: Heading, Subheading text and video

Scene 24: Screen recording of Dashboard setup and report scheduling


Singh, Yugveer
We can also add to show how notifications work when state of case changes. If a case is put into awaiting info, an automated notification would trigger to customer. There are other states and conditions when automated notifications would trigger. This can be added as additional information for analysts.  Srikant or Gayatri can provide detailed list of all notifications with screenshots to help.


Visuals:

e Screen recording

Module 8: Final Reminders
Scene 25: Heading, Subheading text and video



Salinas, Adriana
might need to map out the steps again for this more clearly. 
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