
 

ServiceNow® Customer Service Management 
(CSM) EssenƟals 

 

Course DescripƟon: 

This course is designed to equip parƟcipants with a comprehensive understanding of the ServiceNow® 
Customer Service Management (CSM) product. Through a blend of instrucƟonal content and hands-on 
labs, aƩendees will learn to configure, administer, and manage CSM features and funcƟons, mastering 
best pracƟces for implemenƟng the product. This course is ideal for those looking to support or advise 
on CSM implementaƟons, ensuring smooth resoluƟon of customer issues through effecƟve case 
management and opƟmized workflows. 

 

Audience Profile: 

This course is intended for: 

 Customer Service Management Administrators / ServiceNow System Administrators – 
responsible for administering CSM applicaƟons. 

 Technical / SoluƟon Consultants and Architects – focused on configuring, developing, or 
supporƟng the CSM product. 

 Project / Program / Engagement Managers – leading the implementaƟon of the CSM product. 

 

Prerequisite: 

 Fundamental understanding of ServiceNow plaƞorm features and funcƟons. 

 Basic experience with service management or customer support processes. 

 

Course ObjecƟve: 

By the end of this course, aƩendees will be able to: 

 Understand the features, benefits, and architecture of the ServiceNow® Customer Service 
Management product. 

 Define key customer service concepts, including InteracƟon and Case Management lifecycles. 

 Administer and manage customer data like Accounts, Contacts, Contracts, and Install Base items. 

 Resolve customer issues using Cases, EscalaƟons, Major Issue Management, and more. 



 Configure case types and manage cases through CSM Configurable Workspace. 

 Enhance agent producƟvity with Advanced Work Assignment (AWA). 

 Use analyƟcs to track the health of customer service processes. 
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