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Completing this questionnaire will help in gathering information to be used in estimating the implementation scope for your deployment of ServiceNow Platform and/or a specific Platform capability. 
To complete this questionnaire, it will be necessary to engage strategic, technical, and operational business representatives to ensure that new concepts are considered while still meeting daily operational needs.
We understand that you may have already answered some of these questions with our sales team; however, it is necessary for the implementation team to obtain responses directly from you. This is to ensure we have the most up-to-date information to accurately estimate the effort needed to configure the ServiceNow solution for your organization’s unique goals and objectives.
Based on your responses, additional meetings may be required to ensure clarity and to answer any questions you may have while completing this questionnaire. If time does not allow, you can skip a question, make a note in the response column, and we will address it in a planned meeting.
We look forward to working with you collaboratively during this process.
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	#
	Question
	Response

	
	Is your organization using ServiceNow?  
If yes, please answer each of these questions:
· Will this new solution be implemented on the existing platform with the other solution(s)?
· What is the release version of the platform?
· What ServiceNow products are in use?
· What ServiceNow portals are implemented (e.g., IT Service Portal, Knowledge Portal, Facilities Portal, Employee Service Center, etc.)?
· Have you implemented the ServiceNow Now Mobile app?
· Have you implemented the ServiceNow Virtual Agent for any other Solution?
	

	
	Why are you implementing these ServiceNow Solutions/Capabilities? What are the objectives & goals to be realized by implementing it?
	

	
	Are there any other in-flight initiatives/projects that are related to or impact this implementation?
	

	
	By what date does this implementation need to be completed, and is there a specific event driving this date?
Are you looking to go live all at one time or do a multi-phased implementation? If multi-phased, please describe phases in detail.
	

	
	Who are the anticipated users in your organization that would be using this ServiceNow Solution, and how will they be using it?
	

	
	Process readiness:
· Is a process already well defined for the solution(s) to be implemented?
· Is there an identified owner for the solution and process?
	

	
	Please describe your organization's onboarding process that may be required for our team and the average time to complete.
	

	
	In which countries will the in-scope solutions/applications be used?
	

	
	What language(s) will need to be configured? Also clarify:
· Does the Agent/Fulfiller/Platform view need to be translated, the Employee Center/portal need to be translated, or Both?
· If already a ServiceNow Customer, are you providing a translated experience for other ServiceNow Solutions? 
· If any language other than US English, does just the end-user experience on the Employee Center need to be translated? Does case agent experience on the Platform need to be translated as well?
· Do you have a translation provider, such as Microsoft Azure or IBM Watson, with which you could use ServiceNow’s Dynamic Translations?
	

	
	ServiceNow’s standard implementation approach provides for onsite workshops during the Plan Phase of our engagement and ongoing virtual online meetings thereafter. 
· Do you want to conduct onsite workshops to support designing the solution? 
· Do you have any additional expectations for onsite support (e.g., for UAT, for go-live support, etc.)?
	

	
	ServiceNow’s standard implementation approach presumes the Customer is accountable for managing any System Integration (SIT) or User Acceptance Test (UAT) preparation activities within a specified timeframe. This includes, but is not limited to:
· Identifying a Testing Coordinator
· Creating SIT/UAT scenarios, scripts, and test data
· Building SIT/UAT test plan
· Scheduling SIT/UAT logistics and preparation meeting
· Drafting and issuing SIT/UAT training material for testers
· Co-ordinating and conducting SIT/UAT
Based on former technology implementations at your organization, do you have any guidance (or requirement) on how long to plan SIT/UAT will take for this engagement?
	

	
	Do you want ServiceNow to include Test Management Support services which includes running a test management workshop, developing a test strategy and assisting with all of the above Customer responsibilities?
	

	
	Throughout the engagement, and by go-live, Customers need to align Administrators to support the engagement and the solution post-go-live.
Each organization’s size, anticipated ongoing system changes, etc., impacts the quantity of system administrators needed, and most organizations minimally start with 2 (one primary, one secondary), and guidance during the engagement will be provided.
How many administrators do you anticipate need to be trained?
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The Now Platform® is an application platform for automating business processes across the enterprise. The Now Platform provides the infrastructure to help your organization develop, run, and manage applications.
The Now Platform provides a multitude of configuration options for your applications, user experience, data, and localizes your instance for time zones, currencies, and more.
The core configuration of the system is vital to getting the instance started and includes pieces like:
· Loading of data that is critical for operation of instance
· Connection to user management systems
· Authentication configuration (SSO, multi-factor, etc.)
· Basic instance branding
· System Localization Setup:
· Local – Dates, Times, and Currency
· Language 

	#
	Question
	Response

	
	All ServiceNow instances come with a table structure that contains data used by all applications across the platform. These tables include Users, Groups, Roles, Departments, Cost Centers, Locations, etc.  
Do you know if the supporting data is already available within ServiceNow?
If not, do you know if the data is available to be added either from another system or a file? (e.g., XML, XLS, etc.)
	

	
	Are there any specific security needs/requirements to be considered as part of this implementation (regulations, encryption, data separation)
	

	
	How many instances of ServiceNow will be used for this project? (typically 3-4)
Do you know if there are policies in place restricting how many of those instances ServiceNow will be allowed to access?
	

	
	For existing ServiceNow customers: Do you know if there is already a deployment process in place utilizing the instances above?
	

	
	What is the local currency that should be used on the instance?
If multiple currencies will be needed, please specify which.
	

	
	How will user data be maintained/updated in ServiceNow?
	

	
	Does your company use any applications for you to connect to other applications?  (Example: you use an application on your phone to approve for you to log in, when you sign into an application it navigates you to a different screen to login and approve login)
	

	
	Any other configuration details to provide that you expect to impact the full platform?
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Predictive Intelligence is a powerful set of tools to use artificial intelligence and machine learning to improve the work experience. You can create and train models on the platform and integrate with other ServiceNow products and applications. The following goes over the underlying concepts behind Predictive Intelligence and the different frameworks available.
Predictive Intelligence is the interface by which you can train models on the ServiceNow AI Platform. These models enable you to predict, estimate, and identify patterns that can be used to route work, populate form fields, estimate wait times, and more. 
· Show suggestions for relevant articles.
· Assign, categorize, and prioritize tasks.
· Detect major incidents.
· Recommend case resolutions.
· Prevent duplicate articles and ideas.
· Detect phishing attempts.

	#
	Question
	Response

	
	Based on this list which applications are you interested in using Predictive Intelligence solutions with?
	

	
	Approximately how many records with relevant information are available in the applications you’re targeting?
	

	
	How many languages from the supported list would you like to utilize PI for?
Languages supported: English, French, German, Japanese, Dutch, Spanish, Italian, and Brazilian Portuguese.
	

	
	Do you wish to use this feature to identify patterns? For example, you can group similar incidents that have occurred recently to identify a major incident.
	

	
	Do you wish to use this feature to predict numeric outputs based on historic data? For example, you can use it to estimate the time it takes to resolve an incident or a case.
	

	
	Do you wish to use this feature to identify existing records that have similar values to a new record? For example, you can train a subset of your incident records to recommend a resolution based on the information of a similar incident record.
	

	
	Will this be used in a domain-separated environment?
	

	
	Any other configuration details to provide?
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Domain Separation
Domain separation, also known as ServiceNow multitenant platform architecture, adds considerable overhead to the management of an instance. If you use domain separation correctly though, it can improve efficiency, add greater security, and increase the performance of your customers’ instances.
Additionally, Domain Separation provides:
· Data separation: Enables tenants of the domain to see only data that they have permissions to see. Tenants can be granted access to other tenant data but can’t query tenant data that they don’t have access to.
· When you update data records, they do not generate Update Set records.
· Users, including the customer accounts that are used for integrations, see only the data in the domains they have permission to access.
· Customers, agents, and fulfillers see data that pertains to the customers and organizations that they support.
· UI separation: Supports a tenant-specific experience for UI elements such as views, lists, labels, and so on.
· You can override the browser-based user interface, including application menus, lists, forms, and dashboards. You can also customize them for a specific domain or set of domains while preserving your basic process logic.
· Service providers can alter the displayed branding and UI elements to meet individual customer needs.
· Business logic separation: Creates tenant-specific system policies such as email notifications, business rules, client scripts, UI policy, and UI actions.
· Hierarchical modeling: Nests your multiple tenants so that parent tenants can access child tenant resources. Business logic for parent tenants runs automatically for child tenants, which you can override at any level.
· Cross-tenant intelligence: Automatically handles data, metadata, business logic, and processing context for tenants with access to additional tenant data. 

	#
	Question
	Response

	
	Are we separating data only, or data and process?
	

	
	Are there services that will be shared between all customers, or are services provided different per customer?
	

	
	How many customer domains will be onboarded initially?
	

	
	Will a shared CMDB be used, or will each tenant domain have its own CMDB?
	

	
	What is the expected user data and authentication approach? Individualized per tenant or consistent for all tenants?
	

	
	Are there different branding requirements for each domain?
	

	
	Any other configuration requirements to share?
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The ServiceNow Localization Framework application standardizes and enhances the translation process of artifacts across the platform through configurable workflows. The localization framework provides the following:
· Create configurations to onboard any other application to Localization Framework.
· Request translations of the artifacts into one or more languages.
· Translate content of the artifacts using manual translation or any of the supported translation modes.
· Approve translations by proofreading the translated content.
· Publish the translated content.
· Analyze the localization health of the system using the Localization Insights dashboard.
Modes of translations include the following:
· Machine translate – also known as Dynamic Translation
· Send to translation management system – integration with 3rd party system
· Send via Email
· Export/Import 

	#
	Question
	Response

	
	What language(s) will need to be configured? Also clarify:
Which personas will the translations be used by? (e.g., Agent/Fulfiller/End User)
	

	
	How are translations currently handled for other applications in the company?
For example, a translation service, manual translations, etc.
	

	
	Are there multiple languages available today on your ServiceNow Platform? If so, please specify which languages?
What personas are the languages being used by? (e.g., Agent/Fulfiller/End User)
	

	
	Are there any translation services or solutions being used today on the ServiceNow platform?
	

	
	Would dynamic translations be required via integrations for task comments fields?
More information on dynamic translations can be found here: Dynamic Translations
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A ServiceNow integration is an information exchange between the Now Platform® and another system or source. Integrations are essential to implementing digital workflows and creating seamless user experiences. ServiceNow integrations support three use cases:
· Process integrations move data across systems to facilitate a process, like sending ServiceNow records to Jira to support a development process.
· UI integrations present public web information within the Now Platform, such as displaying weather forecasts.
· Data integrations enable data sharing, such as viewing demographic HR data, like titles or managers, within the platform.
The Now Platform supports most common integration technologies including but not limited to web services, file retrieval/import sets, JDBC connections, LDAP, REST and SOAP, Excel, CSV, and email transmissions.
ServiceNow offers several methods to manage integrations:
· ServiceNow Store integrations are built by ServiceNow or a partner.
· Integration Hub is the preferred integration solution and is used primarily for outbound integrations from ServiceNow. Integration Hub offers a wide variety of pre-built configurations (called spokes) that give you automation capabilities in a single system of action. Process owners and developers can use IH to build and leverage reusable and expandable integration actions to execute commands against an external system.
· Stream Connect with Apache Kafka enable seamless, real-time, high-volume event and data streaming between ServiceNow and Apache Kafka environments.
· Remote Process Sync/Remote Instance Spoke enables one-way or bidirectional integrations among multiple ServiceNow instances, so that your process flows stay in sync.
· Instance Data Replication copies data updates from one instance, called the producer instance, to one or more other instances called the consumer instances.
· Zero-Copy Connecters leverage data stored across the data estate by connecting data lakes, warehouses and platforms to ServiceNow all through clicks not code.
· Custom integrations enable a specific use case and are designed from scratch. Note that customers must own and maintain these long-term.
For detailed planning guidance please consult our Integrations Planning Template
Note: ServiceNow does not provide consultation or configuration services for other systems. The customer must ensure that an integration Subject Matter Expert (SME) is available.
	#
	Question
	Response

	
	Does your organization need ongoing integrations between ServiceNow and any other system(s)?
If yes, please explain including the system’s name and the purpose/use case.
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Included in all implementations (unless specifically excluded) are:
· All standard operational reports and dashboards  
· All Platform Analytics reports, dashboards, and metrics (if licensed)
Note: After required training for Admins, operational reports/dashboards are easily configurable by an organization.
	#
	Question
	Response

	
	What business process areas require Platform Analytics?
(PA allows for reporting against historical point-in-time data to illustrate trends, comparisons, etc., as compared to real-time data reporting)
	

	
	Are there metrics (measuring KPIs, OKRs, etc.) you will need to track?
If so, please provide examples at a high level.
	

	
	Are there any dashboards, reports, or metrics that you use now that you know are unique and required to be delivered from ServiceNow in the future?
	

	
	Does your organization require this estimate to include any efforts above and beyond what is in the standard scope noted above and/or do you have any additional information you’d like us to know?
	

	
	Does your organization require data from ServiceNow to be passed to another reporting tool (e.g., Snowflake, Tableau, BI, etc.)?
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Process Mining (formerly named Process Optimization) automates the process of identifying inefficiencies, allowing businesses to streamline their operations and achieve higher levels of efficiency. 
Every record on the ServiceNow platform creates an audit trail. Every time a record is updated, this change is stored in the audit log. This means that organizations on the ServiceNow platform already have plenty of data to begin building improvement models using Process Mining. 
Process Mining enables you to find answers to process improvement questions such as: 
· Where is the business spending or wasting the most time? 
· How can we cut the resolution time in half? 
· What’s the root cause behind slow-performing business processes? 
· Where should the business apply automation next in its process? 
· Where does unnecessary rework happen? 
Included in all implementations (unless otherwise excluded) are: 
· Install the necessary Process Mining plugins.
· Configure the process mining framework for the identified processes.
Conduct analysis of each process area by interpreting process mining flows and outputs to detect bottlenecks, complexities, and opportunities for improvement.
	#
	Question
	Response

	
	Which business process areas require Process Mining?
	

	
	Describe the current state of identified process areas. 
Are there any connected or custom workflows? 
	

	
	What are some of the use cases we are looking to mine against?
(e.g., SLA Breach Analysis, Multi-Hop Analysis, Automation Opportunities, more examples linked here)  
	

	
	Which metrics, such as KPIs or OKRs, are you trying to improve with these process mining projects? 
	

	
	Are there any existing dashboards that align with these process areas?
	

	
	Does your organization require this estimate to include efforts beyond the standard scope mentioned above, or is there any additional information you’d like us to know?
	

	
	Do any of the process areas identified above involve process data external to ServiceNow? Which systems? Which applications? 
	

	
	Are there any Process Mining solutions currently being used from other solutions? What are the use cases? What are the specific solutions?
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