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Extend ServiceNow Al Platform capabilities

Extend the ServiceNow Al Platform with additional applications and features.

Get started

Choose one of these tiles to get started.

Manage the Configuration
Management
Database (CMDB)

Configure connected
devices, apps, and
services you use
with a powerful
decision support tool.

Manage Services

;2

—

Manage service-
related applications
like self-service, and
the service catalog.

Manage Instance
Data Sources

Handle all your
data efficiently

across instances,
databases, and more.

Manage People and Work

2ol

Take care of administrative
and management
demands in one place.

Manage Content

Create and share
documents and knowledge
articles with your users.

Additional Capabilities

<-->

Explore additional
capabilities.

Manage the CMDB

Control your organization's infrastructure by tracking assets, services, and the relationships

between them in the CMDB. Use configuration strategies and consistent modeling in the CMDB
to work with all ServiceNow products on the ServiceNow Al Platform.
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Manage Instance Data Sources

Ensure clear oversight of all data in your instances, databases, and third-party applications using
ServiceNow tools to manage data retrieval, storage, sharing, standardization, and monitoring.

MID Server 3

Manage Content

Give your users access to the information that they need quickly and easily using the content
management suite with products for document and knowledge base management.
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Manage Services

Give your customers tailored catalogs for products and create portals for service requests using
the ServiceNow® Service Catalog application. Combine this application with the Self-Service
plugin to provide your users with quick access to the tools at their disposal.
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Manage People and Work

Supervise personnel, assignments, and tasks all on the ServiceNow Al Platform using tools to
centralize communications, connect agents and users across apps, assess and associate skills
with people, and assign tasks based on available personnel.
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Legacy Capabilities

Explore the various ServiceNow Legacy options for past releases of the ServiceNow Al Platform,
including automated work processes, communications process management, and voice and text
messaging integrations.

Applications and features

« Configuration Management Database (CMDB)
» Advanced Work Assignment

« Interaction management

» Live Feed core Ul

« E-signature

« ServiceNow Voice

» Password Reset

« Skills Management

« Service Catalog

Configuration Management

The Configuration Management Database (CMDB) application is a centralized source that
gives you full visibility into your IT environment. By storing information about your organization's
infrastructure and how it is configured, this system allows you to monitor your network

and ensure stability and best performance. Other ServiceNow ™~ applications enhance the
effectiveness of the CMDB application or closely overlap to enable needed business goals.
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Overview of CMDB

https://playervimeo.com/video/973320817?
h=1eb2620107&badge=0&autopause=0&player_id=0&app_id=58479

Configuration
Management
CMDB (CMDB)

Build, adjust, and monitor
representations of your
business infrastructure

to support ServiceNow®
products and services.

Data integration

/

Use Service Graph and
associated tools to
populate the CMDB with
data from third-parties.
Convert imported data
to comply with CMDB
definitions and structures
to ensure CMDB integrity.

Common Service
Data Model (CSDM)

Gel consistent modeling
in the CMDB, with
standardized data

terminology that can be

used across the entire

ServiceNow Al Platform.

Application Services

Create application
services Cls from devices
and applications that
business units and
different products can use.

Configuration Management Database (CMDB)

Create models of your infrastructure using Configuration Management. Store your infrastructure
data, represented by configuration items (Cl)—all the computers, servers, routers, database
instances, and services in your network. Analyze trends, reduce problems, and handle incidents
by monitoring relationships between CI.

Common Service Data Model (CSDM)

Ensure your data is consistent across every database and ready for every ServiceNow product.

The CSDM provides standard terms and definitions for your Cl, and any IT services you use. Map

your data to CMDB tables clearly using this modeling to provide it to the apps that use it, across

the entire ServiceNow Al Platform.
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Application services

Use application services to represent and manage operations of various ServiceNow business
units and products. An application service is a set of interconnected applications and hosts
which are configured to offer a service to the organization such as an organization's internal
email system. The various Cls and the relationships between them comprise an application
service and are stored in the CMDB.

Data integration

Populate the CMDB by importing and integrating third-party data into the CMDB, in bulk. Use
Service Graph connectors to specify process parameters and any needed conversions to
be applied to the imported data. Such integrations utilize robust CMDB processes, such as
Identification and Reconciliation, to ensure the integrity of the CMDB after third-party data
integrations.

Troubleshoot and get help

« Whitepaper: CMDB Design & Configuration &

» Whitepaper: CMDB Design &

« White Paper: ServiceNow CMDB - Unlocking the Power of Configuration Management @
» Whitepaper: CMDB Design Guidance @

« CMDB 101 - What is a configuration management database and why do you need one? &
(ServiceNow® Community post)

* KBO546686: CMDB Resources Page @
e Search the Known Error Portal for known error articles &

» Contact Customer Service and Support &

Configuration Management Database (CMDB)

Use the ServiceNow® Configuration Management Database (CMDB) application to build logical
representations of assets, services, and the relationships between them that comprise the
infrastructure of your organization. Details about these components are stored in the CMDB

as configuration items (Cls) which you can use to monitor the infrastructure, helping ensure
integrity, stability, and continuous service operation.

Overview

Use core features such as CMDB Health, CMDB Identification and Reconciliation, and CMDB
Data Manager to monitor and detect health issues, reconcile data integrity issues, and manage
data life cycle.

Note:

o CMDB modules, features, and wizards are not supported on mobile devices. You
cannot use a mobile device to access the Cl Class Manager, Query Builder, or Duplicate
Cl Remediator or to access or configure CMDB features such as Identification and
Reconciliation, CMDB Health, CMDB Data Manager, baseline CMDB, and proposed
changes.
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Get started
Explore Configure CMDB Workspace
Overview of CMDB Populate the CMDB. Manage CMDB health

and its predefined
tables and key classes.

Cl Class Manager

View, create, or edit basic
class definitions and class
settings for identification
and Reconciliation,
and CMDB Health.

Duplicate Cls

Remediate single or bulk
de-duplication tasks.

© 2026 ServiceNow, Inc. All rights reserved.
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CMDB 360/
Multisource CMDB

=

Track and manage how
multiple sources populate
the same Cl attributes.

Cls attestation

Verify the existence of
actual IT infrastructure
and applications,

systematically and in bulk.

through dashboards.

CMDB Data Manager

020
o)

Perform bulk management
of Cl life cycle operations
such as deletion,
archival, and attestation.

Data Certification

Validate all your data
in the CMDB on a
regular schedule or
on-demand, in CMDB
and non-CMDB tables.
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CMDB Query Builder Unified Map CMDB Health
Build complex View a hierarchical map of Monitor and maintain
infrastructure and Cls and the relationships CMDB health: duplicate
service queries. between them. Cls, required ClI

fields, and audits.

Reference

Reference topics provide
detailed descriptions
of tables, properties,

forms, and roles.

Troubleshoot and get help

+ CMDB Design & Configuration &

« CMDB Design &

 Improving Configuration Item Data Quality &
« CMDB Design Guidance &

« CMDB 101: What is a configuration management database and why do you need one? &
(ServiceNow® Community post)

» KB0O546686: CMDB Resources Page @
e Search the Known Error Portal for known error articles &

« Contact Customer Service and Support &

Exploring CMDB

Use the topics in this section to learn and explore CMDB concepts, its predefined tables and the
relationships between them.

Overview of CMDB

The Configuration Management Database (CMDB) creates and maintains the logical
configurations your network infrastructure needs to support a ServiceNow service.

https://playervimeo.com/video/973320817?
h=1eb2620107&badge=0&autopause=0&player_id=0&app_id=58479

In CMDB, the logical service configurations are mapped to the physical layout data of the
supporting network and application infrastructure in each of your respective domains. They
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track the physical and logical state of IT service elements and associate incidents to the state of
service elements, which helps in analyzing trends and reducing problems and incidents.

The configurations are stored in a configuration management database (ServiceNow CMDB)
which consists of entities, called Configuration Items (CI), that are part of your environment. A ClI
may be:

« A physical entity, such as a computer or router
« Alogical entity, such as an instance of a database

« Conceptual, such as a Requisition Service

In each case, there are attributes about the CI that you want to maintain, and there is control
you want to have over the CI. There are changes that may need to be made and tracked against
the CI. Also, a Cl does not exist on its own. Cls have dependencies and relationship with other
Cls. For example, the loss of disk drives may take a database instance down, which affects the
requisition service that the HR department uses to order equipment for new employees.

It is this relationship data that makes the CMDB a powerful decision support tool. Understanding
the dependencies and other relationships among your Cls can tell you, for example, exactly
who and what is affected by the loss of that bank of disk drives. When you find out that a router
has failed, you will be able to assess the effect of that outage. When you decide to upgrade the
processor in a server, you can tell who or what will be affected during the outage.

Configuration items differ from environment to environment because each customer has
unique needs. Details about the exact physical attributes of a computer may be needed by

one customer, but may represent meaningless data to another. The NOW Platform provides a
mechanism to easily define new classes of configuration items and new relationships that may
exist between Cls. New classes can be defined that extend other classes. For example, a laptop
class exists that extends the computer class. The computer class itself extends the base CI
class. Customer class extensions are automatically part of the ServiceNow environment and
blend seamlessly into the integration points for other ITIL processes.

You can for example, set the Used for attribute in the cmdb_ci_server table to a value such
as ‘development’, ‘test’, or ‘production’. These values indicate the environment that the Cl is
supporting, and serve as a way of tracking a Cl through its life cycle in a changing environment.

Extended CMDB

In base systems, CMDB provides core functionality for the configuration management database,
including modules for hardware and configuration items. The separate Extended CMDB plugin
includes a collection of modules for specialized configuration items, such as radio hardware, test
equipment, and voice system hardware.

To extend the CMDB you can activate B the following plugins to access the modules for
specialized configuration items.

« CMDB Mainframe (com.snc.cmdb.mainframe)

« CMDB Radio Category (com.snc.cmdb.radio.category)

« CMDB Telecom Category (com.snc.cmdb.telecom.category)

« CMDB Test Equipment (com.snc.cmdb.test.equipment)
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CMDB hierarchy and CI Class Manager

Sets of Cls that share attributes are stored in their own class table. All CMDB tables are
connected by relationships and inherit attributes from each other to form a web of tables referred
to as the CMDB hierarchy.

Use the CI Class Manager to manage CMDB classes within the CMDB hierarchy, CMDB Health,
and other class-related definitions. For example, in the CI Class Manager you can view class
attributes, class identification rules, and the list of Cls for a specific class. To view the list of Cls in
the CMDB, you can also enter cmdb_ci_1list.do in the filter navigator.

Architecture
CMDB Core
ClI Class Manager
el Identification Reconciliation Engine CMDB CliTables Health Dashboard
Service Mapping Identification
~=
Reconciliation Schedule worker
API
Table /IRE / Import sets
Query Processing
Management
Data In Engine Data Out
Related tables

There are tables that are not part of the CMDB hierarchy but which still qualify as CMDB data.
Related tables, such as the Serial Number [cmdb_serial_number] table, don't inherent from the
Configuration Item [cmdb_ci] table, but have at least one column that references a CMDB CI.
Related tables are specified in the Related Entries [cmdb_related_entry] table.

Some scenarios that involve related tables, can result in orphan or otherwise stale records in
related tables. A Cl in a related table can, for example, become orphan if the referenced Cl in the
CMDB is deleted. You can use the CMDB Data Manager to create a policy of the 'Delete CMDB
Related Entry' policy type, that will cascade-delete that un-needed related items data. For more
information about creating that CMDB Data Manager policy, see Create a CMDB Data Manager
policy in CMDB Workspace.

Localization

Using the Translated Text field type (instead of string) for attributes in CMDB tables, can reduce
overall performance, including performance of features such as CMDB Health. This is because
values in CMDB tables are dynamic and are likely to change often, and the data itself is likely
to continuously grow. Using the Translated Text field also requires manual update of related
text. The Translated Text field type is typically effective with static data that doesn't change and
doesn't grow. For more information aboult field types, see Field types reference @.

Roles required

Reading CMDB tables directly requires the cmdb_read role, however accessing the
Configuration module requires the asset, itil, or itil_admin roles. For viewing CMDB-related
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records in the user interface, the itil role is usually sufficient. For updating records and for other
manipulation of records, roles with higher credentials are usually required, as noted in each
procedure throughout the documentation set.

For details about CMDB and other roles, see Base system roles &, or see a feature components
topic such as Components installed with CMDB Workspace.

Related topics
CMDB schema model

CMDB tables descriptions

List of tables in the CMDB in a base system with its name, label, and a description of the type of
information that is stored in the table.

You can extend tables in a base system by installing a CMDB CI Class Models store app

which adds class models that support specific technologies. These extensions include class
definitions, identification rules, identifier entries, and dependent relationships if applicable. A
CMDB CI Class Models store app can also modify the label of a base class. For more information,
see CMDB CI Class Models.

Class descriptions are integrated into the Cl Class Manager and appear in the Description field
on the Basic Info page for a class. For more information about viewing class descriptions, see
View and edit class definitions and metadata.

Table name Display name (label) | Table description

cmdb_ci Configuration Item  Base configuration item (CI)
table.

cmdb_ci_acc Accessory Accessories for phones,
computers, and so on.

cmdb_ci_ad_controller Active Directory Microsoft Active Directory

Domain Controller domain controller.

cmdb_ci_ad_domain AD Domain Microsoft Active Directory
domain.

cmdb_ci_aix_server AIX Server Server running the AIX

operating system.

cmdb_ci_alias Alias Pseudonym for data locations,
virtual email addresses,
pointers, and so on.

cmdb_ci_apache_web_server Apache Web Server Server hosting Apache web
server software.

cmdb_ci_appl Application Application, which is a
collection of files and data that
deliver a service and manage
business processes.

cmdb_ci_appl_now_app ServiceNow
Application Cls that Event Management

generates for various
components such as Impact
calculator, which is used

to bind alerts that are later
shown in maps. Used

© 2026 ServiceNow, Inc. All rights reserved. 15
ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc., in the United States and/or other countries.
Other company names, product names, and logos may be trademarks of the respective companies with which they are associated.


https://www.servicenow.com/docs/access?context=r_BaseSystemRoles&version=yokohama&pubname=yokohama-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=r_BaseSystemRoles&version=yokohama&pubname=yokohama-platform-administration&ft:locale=en-US
https://www.servicenow.com/docs/access?context=r_B