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https://www.servicenow.com/docs/bundle/yokohama-platform-administration/page/administer/users-and-groups/task/t_CreateAGroup.html
https://www.servicenow.com/docs/bundle/yokohama-platform-administration/page/administer/users-and-groups/task/t_CreateAGroup.html
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https://www.servicenow.com/docs/bundle/yokohama-platform-administration/page/administer/users-and-groups/task/t_AddAUserToAGroup.html
https://www.servicenow.com/docs/bundle/yokohama-it-operations-management/page/product/service-mapping/task/control-user-access-to-business-services.html
https://www.servicenow.com/docs/bundle/yokohama-it-operations-management/page/product/service-mapping/task/control-user-access-to-business-services.html
https://www.servicenow.com/docs/bundle/yokohama-it-operations-management/page/product/service-mapping/task/control-user-access-to-business-services.html
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"title": "KPIs for area manager and regional manager",
"relatedPartyTypes": ["'0598ebfd105a0e90f877992571046f22",
"02a86f3510da0e90f8779925710462¢e"],

"reports": [

{
"report_id": "7e80564b43561210ae0a620465b8f2fc",
"link": "/rsp?id=rsp_cases&category=escalated%20cases"

"report_id": "e68538d743961210ae0a620465b8f22",
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{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=open%20p1%20cases"
}1

{

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]1

"order": 10
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https://www.servicenow.com/docs/bundle/yokohama-retail-industry/page/product/rahi-retail/task/rahi-retail-operations-install.html
https://www.servicenow.com/docs/bundle/yokohama-retail-industry/page/product/rahi-retail/task/rahi-retail-operations-install.html
https://www.servicenow.com/docs/bundle/yokohama-retail-industry/page/product/rahi-retail/task/rahi-retail-operations-install.html
https://www.servicenow.com/docs/bundle/yokohama-retail-industry/page/product/rahi-retail/task/rahi-retail-operations-install.html
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-page-configurable-portal-widget.html
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-page-configurable-portal-widget.html
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-page-configurable-portal-widget.html

servicenow.

},
{

"title": "KPIs for store manager fulfiller",
"relatedParty Types": ["4c78677510de0e90f877992571046f17"],

"reports": [

£r.eport_id": "8ec2120f43561210ae0a620465b8f253",
"Dpskp’f?idzrsp_cases&category=action%20needed&sub_category=open%20p1%200ases"
?

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

}1

{

"report_id": "b297b45b43961210ae0a620465b8f272",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assigned%20cases"

}7

{

"report_id": "e68538d743961210ae0a620465b8f2f2",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]1

"order": 20

}1

{

"title": "KPIs for store manager contributor",
"relatedPartyTypes": ["'36b4¢c8297701121080b68b457d5a9994"],

"reports": [

£report_id": "8ec2120f43561210ae0a620465b8f253",
"D:]skp’f?id=rsp_cases&category=action%20needed&sub_category=open%20p1%200ases"
?

"report_id": "85f7389b43961210ae0a620465b8f247",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"
}1

{

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

}7

{

"report_id": "e68538d743961210ae0a620465b8f2f2",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=sla%20breached%20cases"
}

]1

"order": 30

}1

{

"title": "KPIs for store associate fulfiller",

"relatedPartyTypes": ["df267ece38f30210f8779¢c150ba3e504"],
"reports": [

{

"report_id": "b297b45b43961210ae0a620465b8f272",
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"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assigned%20cases"
}1

{

"report_id": "f827385b43961210ae0a620465b8f2fe",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=unassigned"

}7

{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=o0pen%20p1%20cases"
}

]1

"order": 40

}1

{

"title": "KPIs for store associate contributor”,

"relatedPartyTypes": ["8d046b7d105a0e90f877992571046f3b"],

"reports": [

{

"report_id": "85f7389b43961210ae0a620465b8f247",

"link": "/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"

}7

{

"report_id": "ed3cfc9343d61210ae0a620465b8f294",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=awaiting%20info%20cases"
}1

{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=o0pen%20p1%20cases"
}

]7

"order": 50

}1

{

"title": "KPIs for all users",

"reports": [

{

"report_id": "8ec2120f43561210ae0a620465b8f253",

"link":
"/rsp?id=rsp_cases&category=action%20needed&sub_category=o0pen%20p1%20cases"
}7

{

"report_id": "b297b45b43961210ae0a620465b8f272",
"link": "/rsp?id=rsp_cases&category=cases&sub_category=my%20assighed%20cases"
}1
{
"report_id": "85f7389b43961210ae0a620465b8f247",
"link": "'/rsp?id=rsp_cases&category=cases&sub_category=requested%20by%20me"
}1
{
"report_id": "7e80564b43561210ae0a620465b8f2fc",
"link": "/rsp?id=rsp_cases&category=escalated%20cases"
}
]7
"order": 60
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HQ Manager

Creates a multi-location case with task
details and selects the stores that need to

complete the case.

Receives the case at their store and
reassigns to store associate to fulfill.

Store Manager

Store Associate

b

HQ Manager

1. 2o 2 g 22| Xp7t of Z2|#H o]

2. HQ Z2| A= AlolA M7 HEE AL

AEHE MENEHC

3. o 22X ofEolAM AlolA

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X ME ol 52 0| U= sHE slAte] H4EY

=T o pos

Completes the case and marks it as
complete.

Has visibility into case completion
status across all stores.

EAlE 0|2 Y/=E= 7|6 Z7tol|A ServiceNow, Inc.o] 4% Y/E= S5 AEQLCH
o

1A
=]

43



servicenow.

4. i T 20| AO|AE 2Rt ABE HEAIFLCH
5. HQ Ze|Xt= 2E A2E0{9] Alo|A 27 HEE &eld = sHH

Retail Task Management 0| &

CtE oiE AlolA dd7|E AHE5H0{ HQOI A 2o ofs ofE AolA HQ B2[RE AE0
o{2f 2ol %[0l SAlol 2t S et 22X}, AE 0]
CHE &1 84l 2o 2Eof|AM o|2{ ojz=Aloflol E

Ao|AE £ FH5t0] gEE ZE ?IX|0lM
22 LEE 2L EE o

ClEez dns HE

Retail Task Management CoreE 4§35t AtSst= 2ol st XIMS LHE2 ClSS
EHZSHHAIL

o ZOf A ZhE| Am{ET|

[ =
o 2oof 2t 2he| 74
¢ OM CtS AEOf #HO|A M 2o 2ed 22| F0

2o ot ofE Ao A&

2of ofS ofE AO|A S ALESHH deks we AEo{of CHSH 2t 2ot 8hA ot 9l AO|AE
dde = AFHch 20 ofS ol AHo|AE ALZSHH UiE =& MEdez 8 s AsHH

O Z I E AEstH Ot AE0] AR Alellofl &ofst= &g e o0 AE0E MEig =

U H
2o okE i E Alo|A = ofS ol AHo|AE WHsHY| 2ok dadsts A ME|A FololM oS
AolA FMo| AR E Mg CSM H|o|2 W =0l o/ &gfct

MA M A CHEE XIM|EH LIRS 2AME EZSMAIR A0 2 nlz| 7M.
20 ChS o & A o| A ZZ2M|A

2o &ef 22| CoreE AF&sHH CSM/FSM 74 7ts 2l 37t At&ste 2ol =&|of| thst CtE
AE0 AO|AE oHE F JUFHICL

Aol 27t M= 519 AO|AS TS A0{S MEE 5 U= PBS L Lof A=0{ o
LbEbEtLIEt,

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo

w EA|= 0|5 Y/EE= 7|EF I7HollM ServiceNow, Inc.o 4% Y/E= &5 SFEUCH
7|Et 5|AL &L MIZF Ol 52 W0l A e slAtel 4EL 5= U

& ch



servicenow.

HMEE Ao|AE =St

NEIET-

servicenow

= List RCO001006 % Create NewReta.. x | +

) RC0001006 Parent Cchild »
being generated and may take some time.
T Details Affected Retail Stores Child Cases Tasks. Escala ”
=] \

product recall for PID #100 =

Affected retail stores [#l

Identification number Name
GMARTO0000070 PhiladelphiaMart
GMART0000068 BostonMart
GMARTQ000057 DallasMart
GMART0000058 AdantaMart

2, of cHet ME[A MHEHT| ALZ 20 2

e

Shapirg |- 13 o 30
188 4 &

49

CtES 2E0] AO|ATF ME =1 59l Ao|A Wd Z2 M AT

CSM/FSM Configurable Workspace

[ close case || piscuss 'E[ Assign to me ]3

‘E ‘j Record Information ‘ e
Parent Service Organization Manager Ownership Flagship .
GlobalMart North-East Jessica Lewis Franchise fakse o o
GlobalMart North-East William Watson Franchise tatse 4-lLow
GlabalMart South-West Danel Sanchez Company owned fabse Sy
GlobalMart South-East Sarah Adams Company owned fakse

.,.
)

Z 2 M A0 CHSE XEMIEH LHE S oM CE AE0] AHlo| A MA Ao &ed 22| 20| EME

i
o
]
2

3.0l tigt ctS i Zlo[A dd S flet Mu|A Fo| 7o 4ol 2 el 20

4. ~off 2 22| Fofof cet CSM H|o|= & Md

[

© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, ServiceNow 211, Now % 7|E} Service
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

HEAlE ol= Y/EE= 718 Z7tol|A ServiceNow, Inc.o] &% H/E= 5 HERLCH

w =
& UFLHch

No
[e]]

=y z1l74 V4

45



servicenow.

5.0lM CtES AE0] M4 32 2[5t k& Alo|A 74 H|o|=ol AEE| M4 2ol e 22
6. 0l M CtE ol F Alo|Aof cHet MH|A Fof Mo Ao 2] 22| H0

ZE| At Agto] AL H ol A | F0] ofZE2|Ao|ME Hx[E + UFLIC

20]

|4 2 12 =l ServiceNow” 2= AE0] ofZ2|7|o| Mol RE 35 ServiceNow H2|7}
QU=X| Zolgtch XM|EH LHEE ServiceNow M| Z == ofZ 2|70 Mof| CHEH HE| 2V e E
EZESIAAIR

| E
Chs &=0f 2of 2t el F0] At g Hx[E et

=2 A|X
1L LSS Z 0|8 25 ) A|2=H ofE2|A0|M ) ZE ALS 7Is ofE2|AI0|M ) 2+,

=
{ 20f 2t a2l 20] ofE2|AH 0| S RELCh

2. ZE J7|&E Y HM ES AtEsto
ofZ2|7o|M o] § = IDZ ofE2|Alo|d s AME = AFLCL ofEZ2|AH0|ME &S F 8l
A AE0{o|M QEsloF & 5= Y& ServiceNow™ . CFE O & 0|5
ServiceNow Store@ ¢ AO|EO|M AL 7158 2EE 2 E1l AENO| LEES MHEsts U
golgh 4= &t
3. BA|X|7} FA|EH AE0{of Ch3t ServiceNow” 213E mat E4A o st St Hals A& ch,
4, MX| & MEiFct
of| CHEE AMH| A MERT| ALZ Aol 2He 22| 2.0
MH|A MEHT|E 2M35teto] CfE AE0] AO|A 7|sS MEFL
AlZst7| Hofl
L5t Agh: ma|xt
Z2AN
1. CHS 22 0|5 25 ) Now Experience =293 ) MAX =t¢] ) =25 =H¢]
2, 22I0|HE &Y XA Mol Alo|A FE MEIT|E HAMFHLCL
3. 2N Struez MHELCI
4. 2Hjo|EE MEigLC}
5 @ =
Utah 0| Z2|AE AISStE AFESXEe] Zol2t ChS ot 242 F7} chAD} 2hAslof gt

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH

=T o

mjo

46


https://store.servicenow.com/$appstore.do#!/store/help?article=KB0030186
https://store.servicenow.com/$appstore.do#!/store/help?article=KB0030186
https://store.servicenow.com/$appstore.do#!/store/help?article=KB0030186
https://store.servicenow.com/sn_appstore_store.do#!/store/home
https://store.servicenow.com/sn_appstore_store.do#!/store/home
https://store.servicenow.com/sn_appstore_store.do#!/store/home

servicenow.

OISR 0|8 EF ) Al2E K ) =2

7. 70|12 79

8. |0l EE MEHEL T}

21t
AMH|A AMEH
UREE & gira =

X}

_|

=AM
— o,

.l

6. sn_csm_case_types.service_definition_select =42 Z{ AL

S5t Mu| A o] 7o eof

45t oS

f] Configuring Service Definition form
o in the CSM Case Types application (cancel )
(<]
o B
[
i T
= -
Form view and section Create new field
T e |
Type | string B
Field length Small(40) v‘
Add
Related Links
Show versions
Z2AXN
1.CH22 2 0|8 BF ) MH|AF e,
2. ¢4 SICiE 2| F2AL 0leA 222 HECR 225D 7Y
.ot Ao~ WY 74 HEE A2 7tsoM UERE S 2 o|SELIT
4. M-S =gt ot
| .T_'|-

Cts AEO0] AHolA MM 7|52

gdatE Lot

.
T .
S2 87} 49| HolA BH 222
"Eet A BEES HASEE U4
Z~0f 2ted Zh2| Z.0{0f| St CSM E|O| =
CSM Elo|2 S MAst0f Au|2 Holof AR

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

w
& UFLHch

HEAl= ol= Y/E= 718 7ol A ServiceNow, Inc. 2] &
ol

1=

XFod
-

& MET[o "M E ME|A ME” TS AFSStE M gt 2 Lo

= ! I'—l—, S T

oiz| Z o]

AEN AO|AE

47



servicenow.

SErVICeNOW Al Favorites History  Workspaces  Admin CSM Table Map - New Record <

.| = CSMTableMap & = - m
L New record
% Mapping Name | Retail Multistore Application  Retail Task Management Core.
APIName sn retail task crretail multistore Advanced Field Mapping
# Source Table | Retail Case [sn_retail_cas ¥ TargetTable | Retail Case [sn_retail_ case]
Active 8
Condition
Use Advanced Condition Order 100
Conditions | Add Filker Condition |[ Add OR Clause

choose field * | -oper value

etol ofloll A Z~of Alo|A= o Ho|= ohE el &9f Ao|lA 7zt 5] AHo|A FHALICH =, 20f
o]~ Fe &9 #Ho|Aof B2 5He Alo|Ak% o] #¥o| FHUC

All Favorites

FAVORITES

Mo Results

ALL RESULTS

Mo Results

2. Enter 7| & +&UICh.

3. CSM H|o| = Mol ofd o| 5 U= F I

4. 2=~ H|O| S0l M CHE o7 Alo| Ao CHal *st= A9l Ho|lE2S MEfgL )
5. CHALEO| £ 0l CfS AE0] Ao|Aol s 25H= 519 Elo|E

6. MEg MEdgCE

21t

OlHl ct=E Zo|A M 74 LEE &850 CtE AE0] Ao|A MM V|58 &5t AMH[A

—_
do|7t gdstE o
BHSO{X|H HE S ALZsHof A9l Ao| A0lM B9l AlO|AZ njEEE HES
© 2025 ServiceNow, Inc. All rights reserved.

ServiceNow, ServiceNow 211, Now % 7|E} ServiceNow
7|Et AL X HE ol §2 0| U= e slAte] 4EY = AFLICH

48



servicenow.

[ ]
nx

[
Mmoo
ret
[
02

Ho
2
My
10

oM ot AE0] MM S flet ofsS Aol A 7+ H|o|=of AlE{E| MM 2o 2

=

2|

Mot ol S T[Ete 2 ofF Ao|A e T4 Ho|S0lM AFHEIE Mgt

SErviCenOW Al Favorites  History  Workspaces  Admin Multiple Case Configuration - New Record 71

.| = Multiple Case Configuration P -
<] % Newrecord ¢ = Submit

Name | Retail MCC % Case creationentity | Service organization

s Enttymapiog [ Rerstvastore (8]
Submit

ZE2AKN
1. 25 2 0| 535}0{ sn_case_creation_config.doS Z{Ai&fL|C},
2. Enter 7| & +&Uct

3. cts AlojA 7+ Eo|=0M ChE 2EE AFH Tt

== oI5

JE ol t}E Ao~ TAe| oSt

QlEfE] of
o| tE Ao~ Aol chst AlEfE] ohE S
Mehgct,
ol 242 o] T Chet A4 EHlo|2 T} CiAl
Hlolgg Axct,

7oA M ollEfg]

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo

w EA|= 0|5 Y/EE= 7|EF I7HollM ServiceNow, Inc.o 4% Y/E= &5 SFEUCH
7|Et 5|AL &L MIZF Ol 52 W0l A e slAtel 4EL 5= U

& ch



servicenow.

21t
ctS Aol T+ Ho|=oll AEE[7F MM = A& T

(e)
ChS of Y dd diXls 2&3510{ kS o 2of Ao| A& dd3sh= ME|A He|

Admin Service Definition - New Record ¢

Servicennw Al Favorites History ~ Workspaces

Active @

% 1D | retail multistore_sd
% Table | Retail Case [sn,_retail case] Description

choose field | ~value—

fg | Retail MCC

T2 AA

1.CIS2E 0|8 25 ) MH[AH 2,

2. 0|5 % ID ZH=E ziZLch

3. 0|2 Z=ofM Ao Ho|A (sn _retail case) S ME4EL|CY,

4. cE Ao|A MA T AofA o MH|A Mool chsl MM E CtE Alo|A MdS MEfghct
=5

5. 2o m2t ctE H=E xS Ct
olz{st Z=of CHet XiMEH L2 Ct2 EME XS AIL https://www.servicenow.com/

docs/bundle/ xanadu-customer-service-management/ page/ product/ customer-service-
management/task/ create-csm-service-definition.html. & .

7:|_,—_||_
=
oi2f Ao|AE dMst= o &

oM Cts AE0] Ho| A e 2o 24 #e| 204

HQOlIAM of2f &~off /X2 SAlof| &S eEst= ofs & AolAE

1. oM &9 CtS ol E #Hlo| A Md 2~of 2ped 2

2, 20K 2 22| F0ojol|A 5k #HolA 22

- H =

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now X 7|Et ServiceNow ¥A|= 0|= 3/E+= 7|EF =710l M ServiceNow, Inc.2| & & Y/EE= S5 4EUCH
ol 2 gl L|c}
&

w
7|EF B|AL & HIZF 0|52 #R0| U MY slAte dEY = U


https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-csm-service-definition.html.
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-csm-service-definition.html.
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-csm-service-definition.html.
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-csm-service-definition.html.
https://www.servicenow.com/docs/bundle/xanadu-customer-service-management/page/product/customer-service-management/task/create-csm-service-definition.html.

servicenow.

3. &0f ckE o E ZlofA el

O A &t 2| cts o & #Hjo] A e Ao

& h
£ AHSSHo] o 2 e FZojaof =Eof thet &9 oS 220 Ao|AE W RLch

BYUE £ olaHA SR olsl 5tel Ho|A MM Mufshs Aol MAIE oiHLIFo|
g&LIch ZRMOoR 49 AolAE 2R B HLEoR FAIHLIC 0| FR HSTH
A9l 0|28 grELch

TEAXN
1. CSM/FSM /A 7= 2t SZtol| M Aol A|o|A 2 o| S &L CY.

3. ME|A HEIT[0M CtE AE0] AHo|A W 7]50| U ME|A HolE MElE oFF, AlolA

7| AolA HEE 251 Ao|AE MEStH J&¢g we 20 AE0 BO| LHEFELC
degS s o0 2E0] HE AS ﬁPd Ele AEOf0f it Sh9 AO|AE 2HE = UFH

of Alo|AolM S L2 20 AR E O|SELH T

[ =
8. &elet H2 ALE35t0] 5t AHO|AR Fotet AR E MEISI F7HE MEiRLC]
CHS o #lo|& ddolls I, A, X|F E£= FM7F LS =X Q222 07]ol|A 2ol

o ddg Ao|A7t MEE X 5L AolA MES HEE w7t

I' (=} — 1=
L HE wE AAY 5 Ustich 28 ofg A9 2of Ao A7} MEED 5t
Ao|x dd Z2MATHAIRE L CL

10. == 59| AO| AT} FIt=|1 HAEEH Ao|A ME S MBS0 9] #Ho|AE HME&Ch
T2 ™ 5] Alo| AT W =T AlRFEH T

M. A 0| A7t HE =™ 5t Alo| & EP: MzE 2 50| LHEH D dd Z2MATE 22 E = 0
&2l Alolxol s

E|
I_
12. §4: mel B =22

H
13. 24 ZR

of et 7t ool A #HolA ol AZ o] = XA AR HOE AFS gt
14. 2= St&| Alo|ATF S &3 =M Alo|A BZE S ALSSHo] 9| AHo|AE SZELCh
© 2025 ServiceNow, Inc. All rights reserved.
= 0|2 Y/Ee 7|E Z71olA ServiceNow, Inc.o| 4F Y/E= S2 4zt

ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y



servicenow.

20 2hed Zh2] Z0{ol|A] 5H9| 70| A 22|
A

aof 2ted mhe| Zojel &9l ks oiE Alo|AoAM BHE 58| AHo|AE Hel" & AFLICH

A|&EsEZ| Hof|
Z 235t 45t sn_retail.manager_fulfiller

Zest Mol Axo0f BalX} - of#x}

oiat o Mol F7lof thit RS HBS £k BME AESHAIR Lof ALRXof ofgt gel,

= H o - = o
O| ElA3 HH
Chs 2E0 Zo]AoM MM E 519 7oA &= oS I3l sn_retail.associate_fulfiller &S
ZHA A SR A A= AL 22| Xp7F A o]l = UF L E

ZZAIX
1. CSM/FSM 74 715 2t SZHollA 2o Alo|A 2 o] SgfLct.
2, zt2|sta{= 20f #Ho|AE MEfRCf

—H
3. 2 tfet H=E ALZSto] 2ol w2t Ao|A S 2ot
4. 23 gidof &9 Ao|x HE7 LA F oL
5 ol

. Alo|AE o|Hst Eof met 2| g ot

2~0f ch&S ol E A o] A el

N

te Zoll= o oS 220 &9 Alo|20l tish 7ts8 2= SE7F LR = 0] AFH T

lz

CtEs AE0] &9l 70| A & EY

N

te Zoll= o oS 220 &9 Alo|2o0l tish 7tse 2= SEiTF LR = 0] AFH T

R

Zob  Abg| Ao| A7} o & Eot Atefo|nd o= MZEX| ek LiEbH UL,

MM E Ak Aol AT MBEAT 519 Alo| AT} HAY AT S et cf

o= g FolAr} Ay USS LiEHLICH

2F2 UpHoz olAHA wE ZYHE 2H[2 olof A9l Ao|AT} MRS S L)
olef  MAME 2E o} Holas NSO FA= 0 o] A9 Ho|AE CiA| BHSOfo} BLIC
PN

ZHE A9 AHolArt EEEAUSS HetL o),

2ol Chs AE0] 59| AH|O| A SEl

se Ay

AF 82 AolATH M2 BHEOIHS S LiEpdLIC,

RE 59l AolATt RESIUSS et

9fiz  duioz elada EE BUE B2 ols) 49l AolL} HosUSE LefHiich
olsf MM 39 oAt BF RS0 MYt o] 49| AOIAE CHAl BHS0fof BhLich
#2

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
]

w EA|= 0|5 Y/EE= 7|EF I7HollM ServiceNow, Inc.o 4% Y/E= &5 SFEUCH
7|Et 5|AL &L MIZF Ol 52 W0l A e slAtel 4EL 5= U

=
& ch



servicenow.

sl 5t9l ZAlo|A7F HEE A2 EAIZUSS LIEHRLCL
LAl
SZE St Ao|AT SEEASS HEHHLICE

aof 2 22| CoredllM AFE == 200 7|2 Alo|A 7S AgE

com.sn_retail_core

CtE AlolA gh=7|

com.sn_multi_case_creation

(i Rk

Retail Core7} o|o| M| =0 2™ com.sn_multi_case_creation =120t Retail Task
Management Core®} &7 A x|E L},

2~of e 2he| Z0of Hjo]E 2

—

El

Clolef 22 3 s 2| clojoja e B oo 2t el ofZz|A|olMof chsl otE L ct.
olz{gt ctoloja 2 of=2[#[o[4d W Eo| =1t HE
ofZz|Alo| Mol =tF Ao CHEt MAAel 22l A

r

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HME ol §2 0| U= slHE slAte] Y

=T o

w EAlE 02 Y/EE 7]EF F 710l M ServiceNow, Inc.2| AE ¥/Ee S5 Axeduch
& A&



servicenow.

Z~of 2hed gt ool & 2 &

Existing tables
Etends
4
Beaicastase One-to-One Relationship
4 <
One-to-Many Relationship

*indicates overrided column

Retall Organization Service Organization Case
(sn._retail_organization) (sn_customer_service_organization) M (sn_customerservice_case)
Ownership Choice Number [String (Auto generated) Number TString (Auto generated)
Retail subtype Choice Manager Reference (User) Stage Choice
Flagship Boolean internal Boolean state Choice
Brand Reference (Service Organization) Service organization code Suring Channel String
Senvice organization Reference (Service Organization) Senvice organization path string Assignment group Reference
Parent service organization Reference (Service organization) Assigned to Reference
Location Reference (Location)
Email Email
Type Choice
Subtype Choice
Retail Organization Reference (Retail organization)
— (sr'ﬁ:gui acsaie)
Name String
I Business Location l Active Boolean
(sn_csm_business_location)
( I J

T

| External Business Location |

I Internal Business Location

(sn_csm_business_location_internal) (sn_csm_business_location_external)

>
=2
N
o
|>
%)
>
lﬁ
D
—+
Q
lO
Q
w
2,
o
o
T
1o

2
0ok
njo
nz

o
F>
=2
=2
0

El
In
rir
inl
o
)
o
[>
0=
0x
N
i
|>
[m
=2

o — =
et 22 ol M FES we Ao ohES MM o ALBELIC

o= = -

Chs Alo| A dd =2 ¢f3 Se{aclolM =& HE Are

2o 2t 22| CoreE M A|5tH ot #Hlo| A M
Md LElE FH3Y| fIet M Ui 2= Sk Alo] S,
HSHoR AREH &9 Ao|Aof ool e HEVH 2EcZ MHEE U

Cts AlojA MM E5{acl2 ¥

=]
Hol&E2 MH|A =Z[(SO) 2t 7| Zhol| o ofE & FA[2el g ot

+— Case (sn_cusiomerservice_casa)
MNama Smng

Acirae Bioolean

Casa Redenencs

SENICE OPgRMZAlo! Felerenca

Status Choice Est{Ready, sucoess, emor)
i Bagg

.

59l Alo| A W HEf HEop e
AT CE A ojA AlIElof A
HFHezet ArgE Lo

N o

Ol MM

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

=T o

w =
& UFLHch

=S e MH[A Z=Xo[2t= ME2R T Ho|l 22 Zigot. of
A =

EAlE 0|2 Y/=E= 7|6 Z7tol|A ServiceNow, Inc.o] 4% Y/E= S5 AEQLCH
o

54



servicenow.

Applcation Fiz
Lrgenss [Fe Trype
. s
et !
Child case creabion entity Choipe {Sarce Organdcadon)
[ S el ) Filiy Mayzing Hetkn
L] Hring
nite
farfas ¥
Cose Type Relerene
CtE AlolA ¥y E8{aelg MX(5HH oS Alo|A dd 74 =71 Me[A Fo| H|o|=o
F7hEu ot ol 2= 281l M| Zof S0 X|= Al Hlo|22l ofF AHolA MM FdEg

ChE AlolA dd 74 Ho|=oll= 02| #Ho|A MMof et 2T AFLIC

A
re
e
[n

© 2025 ServiceNow, Inc. All rights reserved.
ServiceNow, ServiceNow 211, Now % 7|E} ServiceNo
7|Et AL X HE ol 52 B0l U= sHE slAte] H4EY

w
~
%=

1
pos

EAlE 0|2 Y/ == 716 Z7}ol|A ServiceNow, Inc.2| &3 /=
o

=
& ch

o

AA

l 7t HEl 220 dd Z2 M| A9 o1E A ZHH = =X[ol thet AiMet LHE2
ZESHYAIR 2o 2 el 7+,

£ 58 Mzt

=1z1l74 V4

55



	취리히 소매 산업
	목차
	소매
	소매 탐색
	소매 케이스 개요
	소매 포털
	소매 모바일 애플리케이션
	소매 케이스 유형
	매장 문의 케이스
	고객 불만 케이스
	HQ 커뮤니케이션 케이스
	매장 내 운영 케이스


	소매 구성
	플러그인 사용
	소매 사용자에 역할 할당
	관련 당사자 구성 구성
	소매 조직 생성
	소매 조직에 구성원 추가
	조직 구조 구성
	소매 지원 팀 설정
	소매 포털 설정
	소매 KPI 위젯 추가 및 구성


	고객 불만 관리
	작업 공간에서 소매 고객 불만 케이스 생성 및 할당
	작업 공간에서 고객 불만 케이스 추적
	작업 공간에서 고객 불만 케이스 종결

	스토어 문의 관리
	소매 포털에서 스토어 문의 케이스 생성
	소매 포털에서 스토어 문의 케이스 관리
	소매 포털에서 스토어 문의 케이스 추적
	소매 모바일 앱에서 스토어 문의 케이스 생성
	소매 모바일 앱에서 스토어 문의 케이스 관리
	소매 모바일 앱에서 스토어 문의 케이스 추적
	작업 공간에서 스토어 문의 지원 요청 해결

	소매 포털에서 케이스 및 작업 추적
	소매 포털에서 케이스 및 작업 추적
	소매 포털에서 조직의 지식 문서 검색
	소매 포털에서 연결된 소매 조직 보기

	소매 참조
	플러그인과 함께 설치되는 구성요소
	소매 코어 개요와 함께 설치되는 구성요소
	소매 모바일과 함께 설치되는 구성요소
	소매점 서비스와 함께 설치되는 구성요소
	소매 고객 불만과 함께 설치되는 구성요소
	소매 HQ 운영과 함께 설치되는 구성요소
	소매 매장 운영과 함께 설치되는 구성요소

	소매 조직 데이터 모델
	소매 조직 데이터 모델 테이블

	소매 통합 케이스 및 작업 데이터 모델
	의 도메인 분리 소매 코어

	소매 작업 관리
	소매 작업 관리 살펴보기
	소매 다중 매장 케이스

	소매 작업 관리 구성
	소매 작업 관리 코어 설치
	에 대한 서비스 선택기 사용 소매 작업 관리 코어
	에 대한 다중 매장 케이스 생성을 위한 서비스 정의 구성 소매 작업 관리 코어
	소매 작업 관리 코어에 대한 CSM 테이블 맵 생성
	에서 다중 스토어 생성을 위한 다중 케이스 구성 테이블에 엔터티 생성 소매 작업 관리 코어
	에서 다중 매장 케이스에 대한 서비스 정의 생성 소매 작업 관리 코어

	에서 다중 스토어 케이스 생성 소매 작업 관리 코어
	에서 상위 다중 매장 케이스 생성 소매 작업 관리 코어
	소매 작업 관리 코어에서 하위 케이스 관리
	소매 다중 매장 케이스 상태

	소매 작업 관리 참조
	소매 작업 관리와 함께 설치되는 구성요소
	소매 작업 관리 코어 데이터 모델




