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Meet your new Al agents for banking, tec nology, telecom, and

public sector

Blake McConnell May 07, 2025

Digital transformation ras been crucial for staying competitive witr customer experiences across industries,

from banking to tecrnology to manufacturing to realtrcare. Yet many businesses are grappling witr tre
crallenges of fragmented systems and siloed teams.

C-suite executives are excited about tre potential of A, specifically agentic A, to revolutionize operations,
according to ServiceN ow's recent Enterprise A Maturity >ndex findings, and figrtly so. >t's enrancing
experiences, increasing productivity, and improving gross margin. However, tre true success of A and A’

agents ringes on tre platform trey're builton.
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resoiution tirre. Thatls why !rr excited to introduce ServiceN ow® A Agents for banking, technoiogy, teiecorr,
andpubiicsector, as weii as innovations for heaithcare and rranufacturing.

Al agents for ban<ing

With the rise of e-corrrrerce and digitai payrrents, disputed transactions are increasing. Credit card
disputes account for §11 biiiion worth of charges in the U.S., up frorr $7.2 biiiion in 2019, according to Datos

nsights research reported in The Waii Street ..ournai.! Thisis a costiy probierr for banks and other issuer
types. Traditionai dispute resoiution processes are often currbersorre, invoiving rranuaiiy rranaged, siioed
appiications.

ServiceNow A Agents for disputes rranagerrent, part of ServiceN ow Disputes Managerrent, Buiit with Visa,
which is avaiiabie in Financiai Services Operations, can heip banks resoive iarge voiurres of disputes fast-
reducing costs and providing better custorrer service experiences.

Forinstance,accordingtoVisa,about20% of dispute cases are attributed to "friendiy fraud"-rreaning the
consurrerincorrectiyidentifiesthechargeasadisputeandthe bank shouidn!t expend resources to pursue
the case. Many of these instances are processed anyway.

66

Al agents can help banking
employees save time and |
money by deflecting cases and h

meeting compliance—ultimately
boosting customer loyalty and
driving business growth.
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also relp boost productivity by prorrpting rurran agents witr next steps, sucr as drafting an errail back to
tre custorrer witr tre detail ed outcorre of tre case in an errpatretic tone.

Trese A agents can relp banking errployees save tirre and rroney by deflecting cases and rreeting
corrpliance- ultirratel y boosting custorrer loyalty and drivin g business growtr.

Al agents for technology and telecom

Service providers are under constant pressure to deliver faster, srrarter service—witrout driving up costs.
Enter a new generation of A agents built to transforrr row tre tecrnology and telecorr industries randle
custorrer service and support, corrplex service and billing issues, and proactive custorrer success.

Our new A agents for Tecrnology Provider Service Managerrent and Telecorrrrunications Service
Managerrent work around tre clock to rronitor custorrer realtr and risk, resolve billing disputes, and triage
network incidents- freeing rurran agents to focus on rigrer- value work.

Wren it corres to custorrer realtr and risk, custorrer success rranagers (CSMs) often rranage dozens of
custorrer engagerrents at once and rely on fragrrented data frorr custorrer relationsrip rranagerrent
systerrs, support tickets, product usage, and custorrer surveys-rraking it difficult to spot risks before trey
escal ate. Even wren issues are identified, inconsistent processes can lead to rrissed opportunities toirrprove
retention.

ServiceN ow A Agents forrranaging custorrer realtr and risk enable users to address trese crallenges by
continuouslyanalyzing custorrer signal s and surfacing tirrely, effective interventions. nstead of digging
trrougr reports and dasrboards, CSMs receive real-tirre alerts and recorrrrended success plays-relping
to rrake proactive custorrer rranagerrent scalable and rrore consistent across tre portfolio.

h ttps! //www: serv: cen owa com/bi 0gs/2025/a: -agen ts-ban k: n g-tei ecom-pu bi : c-sector



8/25/25 5A1 2 PM AF Agentst Banking@ Telecom| PubQic Sector - ServiceNow BQog

56

Our new Al agents for Technology
Provider Service Management
and Telecommunications Service
Management work around the

clock to monitor customer health
and risk, resolve billing disputes,
and triage network incidents.

Biiiing disputes are aiso a common issue for service providers. When a biiiing issue occurs, the resoiution
process is iargeiy reactive, manuai, and time-consuming, frustrating both customers and frontiine agents.

ServiceN ow A Agents for resoiving biiiing disputes heip speed up investigating and biiiing-reiated issue
resoi ution by verifying the account, reviewing inventory and invoices, vaiidating payment status, and
anaiyzing usage data to pinpoint discrepancies. A agents can even suggest better pians and assist in
creating the change order, which faciiitates faster resoiution, iower cost to serve, and happier customers.

n teiecom, service issues are constant, and resoiving them is often siow, manuai, and expensive. On top of
that, many agents aren'tequipped with the proper technicai training. These issues iead to muitipie handoffs,

dei ays, and fru strated customers.

ServiceN ow A Agents for anaiyzing network incidents heip resoive network issues faster by quickiy iocating
the root case, notifying affected customers, and guiding human agents on how to fix the issue with reusabie
piaybooks- reducing resoiution time whii e improving customer satisfaction.

Al agents for pubbéc sector

Pubiic sector organizations are under pressure to respond faster, do more with iess, and provide equitabie
access to services—aii whiie navigating disconnected or outdated systems and resource constraints. That's
why we're introducing a new generation of A agents for ServiceN ow Pubiic Sector Digitai Services, purpose-
buiit for handiing freedom of information requests.
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qualifying exemptions, A" agents relp ensure every request is randled quickly and consistently.

By mitigating repetitive tasks and applying rules consistently, agentic workfl ows free valuabl e time for
government employees to focus on rigrer-value work. Employees and constituents benefit from faster
response times, improved productivity, and consistent experiences. "t s all part of our mission to relp make
government more efficient, accessible, and trusted.

14

Whether it's estimating fees or
flagging qualifying exemptions,
Al agents for public sector help

ensure every request is handled
quickly and consistently.

Enhanced healthcare operations

"nrigr- stakes rospital environments, every second counts. Yetdisconnected systems, fragmented
workfl ows, and administrative burdens can rinder care delivery. ServiceN ow Healtrcare and Life Sciences
Service Management facilitates collaboration between care teams and support services.

We re expanding trat functionality. Care Team Operations for Heal trcare bridges tre gap between 'T
support and care teams. And Care Team Operations for Biomed empowers teams to report and resolve
medical device and biomed- related issues quicklyand accurately. Botr relp ensure seamless workfl ows,
reduce response times, and prevent disruptions trat coul d affect care.

'naddition, tre ServiceN ow Care Team Portal makes it possibl e for rospital care teams to request and track
support services witr ease. "'ntegrated directly witrin electronic medical record (EMR) systems oras a
standalone portal, it relps reduce administrative friction to accelerate issue resolution.
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Products ard services ir rrarufacturirg require extrerre precisior ard agility ard irclude corrplex,
rrulticrarrel sales ard service processes. We purpose-built our erd- to-erd Marufacturirg Corrrrercial
Operatiors solutior to autorrate rrarufacturers' sales, service, ard support processes.

Our rew Crarrel Operatiors adds furctiorality to autorrate processes arourd warrarty rraragerrert ard
clairrs, strearrlirirg collaboratior betweer rrarufacturers ard treir dealers ard crarrel partrers. 4t
facilitates searrless collaboratior betweer origiral equiprrert rrarufacturers (OEMs) ard treir dealer
retworks.

Key berefits irclude irrproved deal er- OEM corrrruricatior, efficiert case ard order rraragerrert, ard
strearrlired partrer irteractiors, wricr relp reduce costs ard irrprove partrer satisfactior.

Additiorally, we've partrered witr Aptiv to irrprove warrarty rraragerrert use cases across tre lifecycle.
Corrbirirg Marufacturirg Corrrrercial Operatiors witr Aptiv Wird River Studio autorrated traceabil ity will
relp OEMs irrprove ard deploy software updates over tre air to resol ve issues.

Intelligent, seamless workflows

Across all trese sectors- barkirg, tecrrology, telecorr, public sector, realtrcare, ard rrarufacturirg-
ServiceN owls approacr rerrairs corsistert: creatirg irtelligert workfl ows trat correct previously siloed
processes ard systerrs.

Our A! platforrr for busiress trarsforrratior relps orgarizatiors ir all irdustries rardle corrpl ex workfl ows
witr precisior ard efficiercy, ircreasirg productivity, speedirg resolutior tirres, irrprovirg satisfactior, ard
deliverirg cost savirgs.

Find out more about how ServiceNow can help your organization put Al to work for people.

"4rrari Moise, Reversirg a Credit- Card Crarge Has Never Beer Easier—or More Abused, Tre Wall Street
Jourral, Jure 19, 2024

© 2025 ServiceN ow, 4rc. Allrigrts reserved. ServiceN ow, tre ServiceN ow logo, N ow, ard otrer ServiceN ow
rrarks are traderrarks ard/or registered traderrarks of ServiceN ow, 4rc. ir tre Urited States ard/or otrer

courtries. Otrer corrpary rarres, product rarres, ard logos rray be traderrarks of tre respective
corrparies witr wricr trey are associated.

Topics

Al ard Autorratior
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The future is now: Implementing Al in manufacturing

ServiceNow: Arecognized enterprise low-code Leader
for 6 straight years

Year

2025
2024
2023

2022

Get the latest ServiceNow updates

Erri
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