RingCentral for ServiceNow
User Guide

NOW CERTIFIED RingCentral



RingCentral for ServiceNow | User Guide | Contents angCentral'

Contents

INtrodUCEION . . . ottt e e e 3
ADOUL this GUIAE . . v ottt ettt e e e e e e e e e e e e e e e e e e e e 3
ADOUL SEIVICEN OW & v v vt e e s e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e 3
About the RingCentral for ServiceNOW. . . . . o i it i et e e e e e e e e e e e e e e e e e e e 3
Features and Benefits . . . . . . .o 4
HOW it WOTKS . . . e e e e e s e e e e e e e e e e 5



RingCentral for ServiceNow | User Guide | Introduction

Introduction

This guide assumes that RingCentral for ServiceNow is already
installed in your company’s ServiceNow instance by your
company’s ServiceNow administrator.

About this Guide

This guide is designed for ServiceNow users after RingCentral
for ServiceNow has been installed and enabled by their
company’s administrator. This guide is not intended for
system/network administrators and does not provide any
information on how to set up the application or how to
configure the ServiceNow instance to be able to use this
application. This user guide will show you how to use this
application.

RingCentral

About ServiceNow

ServiceNow connects people, workflow, and processes to
engage across departments in case management and
resolution. It improves efficiency with automation that gives
agents visibility into the health of customer systems, and
provides tools for performing root cause analyses in order to
deliver preemptive service. The result is customer service that
is effortless, connected, and proactive.

About RingCentral for
ServiceNow

RingCentral for ServiceNow provides seamless integration
between the ServiceNow application and RingCentral
services to enable improved customer retention, greater
agent productivity, and advanced business processes.



RingCentral for ServiceNow | User Guide | Features and Benefits HingCentral'

Features and Benefits

¢ Receive calls without leaving the ServiceNow application.

» Instantly display an incoming caller’s record or search result when a matched caller ID is found.

* See amatched record and quickly log calls within one interface.

» Flexible options to meet users’ needs when handling a new incoming number—create a new customer record, new incident, or no action.
¢ Click to dial phone numbers from any ServiceNow account or customer to enhance productivity.

« Easy report generation for historical call logs.

* Seamless integration lets you make calls with any preferred device: Desk phone, softphone, or mobile.
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How it Works
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With aninbound call, if there is no caller ID match, RingCentral for ServiceNow will automatically create a new user and incident.
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With a new or existing phone number, RingCentral for ServiceNow will automatically create a new incident based on caller ID match.
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Edit your ServiceNow phone settings utilizing the RingCentral for ServiceNow integration.
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