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A CONVERSATIONAL Al SERVICE DESK

Flow
by ServiceNow.

The service desk that
lives in your chat.

A practical guide to what Flow does, who it fits, how it
works and what it costs.

| can’t connect
to the VPN.

You’re all set.

Support, right where you work.
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THOUGHT LEADERSHIP

Is ServiceNow
finally the right
size for you?

Jeslyn Carlson

VICE PRESIDENT, GROWTH & MARKET STRATEGY - CROSSFUZE

Many of the organisations we speak to have reached
the same conclusion: ServiceNow sounds right, but it
isn’t built for a company our size.

They choose instead to run support through Slack
messages, a shared inbox, and a spreadsheet someone
set up years ago. It works, until the team grows and the
same questions keep coming back.

Flow by ServiceNow starts from a different question:

What if the service desk
came to the conversation?

ServiceNow describes Flow as a conversational Al-native
service desk. Employees ask in Slack, Microsoft Teams
or email. Flow answers from existing knowledge, runs
an automation when one exists - or gives teams the

ability to “vibe code” new workflows using plain English.

For organisations new to ServiceNow, Flow is
positioned as a standalone product. ServiceNow’s
launch materials say no CMDB, ITIL alignment or
knowledge migration is required for that use case, and
that Flow can be up and running in a day.

That is a meaningful change. The barrier was rarely
whether a team wanted better support. It was

everything that used to sit in front of it.
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That changes the first question. It is no longer
whether you can take on ServiceNow. It is where you
should start.

Flow makes getting started simpler. Crossfuze helps
you decide where to start. Which requests should Flow
tackle first? What should it be allowed to do? Where
should people stay involved? What could adoption

mean for usage?

The same question comes up inside organisations
that already run ServiceNow. For a satellite team or a
department that can’t wait for the platform roadmap,
Flow isn’t a replacement — it’s a faster way in, syncing
with your existing ServiceNow environment and using
eligible Assists.

This guide sets out what ServiceNow has published
about Flow: what it is, who it is for, how it works and
what it costs. Where we add our own view, we say so. We
have dated this guide as pricing and details will likely
evolve.

Flow is in controlled availability today, with general
availability for North America and EMEA expected in
Q4 2026.

Whichever description fits your organisation, request

early access with us. We will help you get the start right.

Request early access —>

EDITION 2026


https://www.crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access
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WHY A CONVERSATIONAL SERVICE DESK?

Work moved into conversation.
Support should too.

Employees expect support in the tools they already use, not another portal.
Flow by ServiceNow answers from your existing knowledge in the same
thread, and runs an automation when one exists.

= Slack T‘ Teams M Email

L * )
@) Can you help me reset my VPN? 1024 ‘
>

Here’s how to reset your VPN.

@ Checked your device @
@ Reset your VPN connection

® VYou'reall set

Ask in Slack, Teams or email. Get it resolved there.

Sources: Flow by ServiceNow homepage and Features pages.
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AUDIENCES

Is Flow for us?

We’re a small team with no service desk.

@® SMALL AND LEAN TEAMS

We’ve never bought ITSM. It looked too heavy.

@ FIRST-TIME ITSM BUYERS

Our acquired team needs its own help desk, fast.

@® EXISTING SERVICENOW CUSTOMERS

Can it help teams beyond IT?

@® BEYOND IT

THE ANSWER

Flow could fit your team.

A help desk in Slack, Microsoft Teams or

email, live in a day. No infrastructure, no
portal, no ServiceNow instance needed. Request early access ->
Built for IT today, with more teams

planned.

30-day free trial - No credit card - Limited release - In the UK? Request early access

CROSSFUZE - FLOW BY SERVICENOW EDITION 2026

Sources: ServiceNow press release (1 Oct 2026) and Community posts 1, 2; analysts SiliconANGLE, Constellation, Futurum; expansion plans per The Al Economy.

Trial terms per ServiceNow pricing; limited release.


https://www.crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access
https://www.crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access
https://newsroom.servicenow.com/press-releases/details/2026/Introducing-Flow-by-ServiceNow-a-new-AI-service-desk-that-deploys-instantly/default.aspx
https://www.servicenow.com/community/flow-by-servicenow-blogs/introducing-flow-by-servicenow/ba-p/3601024
https://www.servicenow.com/community/flow-by-servicenow-blogs/what-is-flow-by-servicenow-an-ai-service-desk-for-slack/ba-p/3603934
https://siliconangle.com/2026/10/01/servicenow-launches-conversational-interface-to-its-service-desk/
https://www.constellationr.com/insights/news/servicenow-launches-flow-targets-first-time-itsm-users
https://futurumgroup.com/insights/servicenow-flow-can-a-one-day-deploy-reshape-enterprise-itsm/
https://theaieconomy.substack.com/p/servicenow-flow-help-desk-chat
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FLOW BY SERVICENOW GETTING STARTED

Deployed in a day.

Four steps. Start resolving. Connect Flow by ServiceNow to the tools,
knowledge and systems you already use without beginning with a traditional
service-management implementation.

AddFlowto Connect Start resolving
your team Slack or Teams | | your apps | requests
L L L e

Invite teammates Put support where Connect your knowledge, Flow handles the first pass
individually or connect employees already ask for assets and ticketing in your support channels,

your company sign-on to help in the tools they systems to give Flow the with admins controlling
bring everyone in at once. open every day. context it needs. the limits and safeguards.

L L , J )

Flow by ServiceNow can be

up and running in a day.

No implementation project. No infrastructure.

Source: ServiceNow launch release, 1 October 2026.
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FLOW BY SERVICENOW EMPLOYEE EXPERIENCE

Frictionless employee
experience.

Employees ask in chat. Flow answers, acts and hands off.

CONVERSATIONS
IT Support ®

Available

Emma 10:24

i ™ Can you help me reset my Support Where
VPN password? people already
work

Flow 10:24

| can help with that. I've sent you
a secure link to reset your VPN

assword. Let me know if you
R No portal. No form. Employees ask

a3
M r in Slack, Microsoft Teams or email.
. Flow by ServiceNow keeps the
" ORISRt o request in the conversation instead of

sending them to another portal.

Resolution Answers from your Any channel Slack, Microsoft Open by design Connect bots
existing knowledge and runs an Teams or email. One experience and Al assistants to Flow through
automation when one exists. across every channel. MCP and APIs.

AUTO-RESOLUTION

Automate IT onboarding to provision

N ever so l.ve the new employee email and Okta access
same problem twice

G9) Flow working v

Tell Flow what to automate in plain v Initialised the automation

. + Found available integrations
language, from onboarding to software &

v/ Selected actions for the automation

access. Once the automation exists, Flow

Y Saving the automation

takes the next action itself, so repeat

requests stop being repeat work.

Source: Flow by ServiceNow Features page.

CROSSFUZE - FLOW BY SERVICENOW EDITION 2026
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AUTOMATIONS Chat with Flow
= Getting started +
L] [

Describe it, ® tome ot -

O Conversations reate a new automation
don,t build it. N —— Describe the automation you want to create.

¢ Route approvals to the right manager
(0 Intelligence . Messageleack whenafofm is subr\gﬂtted
o Email owners of unused licences
Say what you want to happen in plain =l R
. . & Integrations Route laptop requests to IT and notify

language. Flow builds the automation, : ,

il Analytics the employee’s manager |
while admins control the limits and ® settings p s (@

<
safeguards.
Create Describe what you want to Adjust Walk through each step Test Run it safely before the first
happen in plain language. Flow and change what you need before real request reaches it.
builds it. publishing.
Chat with Flow

INTELLIGENCE
Jordan 10:24
JD

Canyou list st important work,

sorted by business impact? AI for both Sides
Flow 10:25 of the ser\’ice deSk.

Here are your top items, by urgency and impact:

TICKET PRIORITY NEXT STEP

SN-16 Payroll serverdown @ Urgent  Investigate Flow by ServiceNow works for the person

SN-42 Laptop damaged SR Order replacement asking and the person answering. Admins

SN-27 CRM access request ® Medium Review and approve dedde hOW it behaves fOI’ eaCh team.
Helper Answers Resolver Completes Builder Turns plain- Coach Helps teams get
employee questions in requests when Flow has language instructions into more value from Flow.
chat. the answer or automation. automations.

Source: Flow by ServiceNow Features page.

CROSSFUZE - FLOW BY SERVICENOW EDITION 2026
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INTEGRATIONS

Connect your tools. \ /
Rebuild nothing. -

2
,
=

Connect Flow to the systems that
already hold your identity, / \
knowledge, assets and tickets. No

. . /A% box
migration required to get started.

Prebuilt 100+ ready-made Permission Each connection ServiceNow Sync Keep tickets,
integrations for the tools your stays scoped to the team that assets, knowledge and Assist usage
teams already use. needs it. connected.

ANALYTICS RESOLVED BY FLOW ANALYTICS

Flow resolved 68.4%

68.4% of 214 °
requeststodzy. | [ Proof, not promises.
REQUESTS / WEEK SUCCESS RATE OPPORTUNITIES See what’s been resolved, and what to
1,068 98.6% [ automate next.

Request early access >

Illustrative data

Tracks Request volume, what self- Surfaces Repeat requests, flagged Value See what Flow handled

resolved, and resolution time. as knowledge or automation ideas. alongside what your team handled.

Source: Flow by ServiceNow Features page.

CROSSFUZE - FLOW BY SERVICENOW EDITION 2026


https://www.crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access
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Clear pricing.
Usage-based.

Start small. Pay for what gets used. Flow by ServiceNow is priced around consumption
rather than seats, allowing organisations to start with defined use cases and align spend

more closely with actual conversations and automation usage.

NEW FLOW BY SERVICENOW CUSTOMER USE SERVICENOW Al CREDITS (ASSISTS)

30 d ays Free trial - no credit 10 Assists per conversation

card required

10 K 5 Assists per standalone automation
Annual commitment - renews run

yearly

$2 Flow by ServiceNow can complement

Per conversation your existing ServiceNow environment.

Entitlement depends on your current

ServiceNow Al SKU; some customers
1 Per standalone automation run may need an additional Assist pack.

$ 1 K Top-ups when additional capacity
is needed
Request early access ->

CROSSFUZE VIEW

We’ll help you choose the right use cases and estimate

consumption before you commit.

Talk to Crossfuze

CROSSFUZE - FLOW BY SERVICENOW EDITION 2026

Source: Flow by ServiceNow Pricing (letsflow.ai/pricing), checked 6 Oct 2026. Prices as published, in USD. Re-check before purchase.


https://www.crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access
https://www.crossfuze.com/contact/sales-enquiry

O Crossfuze

WHAT COUNTS AS USAGE

Two simple units.

Conversation

Asingle issue handled by Al or a
person. Charged once, whether it
starts from a new message or is
created manually. Automations that
run inside the conversation are
included.

$2 each, or 10 Assists for existing
ServiceNow customers

HOW CROSSFUZE CAN HELP

Know your likely usage before you commit.

ﬁ Automation run

Any Flow-defined automation

triggered directly outside of an

employee conversation, such as by

MCP, an APl or an agent.

$1 each, or 5 Assists for existing

ServiceNow customers

Crossfuze helps you choose where to start, model expected usage, purchase the ServiceNow

subscription you need through Crossfuze, and get Flow live with confidence.

01 02
Select your use Add your
cases volumes

Identify where Flow can
remove the most
friction and deliver

value first.

Select use cases

Password resets
Access requests

(O Hardware requests

Add expected
conversations and
automation runs to
build a realistic view of
usage.

Volumes

Conversations

Automation runs

(O onboarding

Source: Flow by ServiceNow Pricing page. Crossfuze guidance. Product access and the official Flow trial are provided by ServiceNow.

CROSSFUZE -

Per year - illustrative

FLOW BY SERVICENOW

50,000

03

Estimate
consumption

Model the ServiceNow
Al credits (Assists) your
planned use cases are

expected to require.

Est. consumption

525K

Assists per year

50K x 10+5K x5

04

Plan, purchase
& launch

Buy the ServiceNow
subscription and
capacity you need
through Crossfuze.

Your plan

Estimate
complete
Review and plan

the right level
of Assists.

10
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O Crossfuze 1

FLOW BY SERVICENOW, ANSWERED DIRECTLY

The questions people ask before they
start.

Six practical questions to help you decide whether Flow fits your team and how to start.

01

Do we need an existing ServiceNow
instance?

No. Flow can run standalone for a team new to
ServiceNow, or complement an existing
environment. Start with a defined team and a set of
repeatable requests.

03

How quickly can we get started?

ServiceNow says Flow can be live in a day with one
admin. Your launch timing depends on access,
connections and the first use cases. Confirm these
before committing to a date.

05

Can we access the free trial in the
UK?

Flow is in controlled availability. ServiceNow
advertises a 30-day trial with no credit card
required; access is confirmed individually. North
America has initial priority, with general availability
for North America and EMEA expected in Q4 2026.

02

What can it automate, and who
stays in control?

Flow can answer from connected knowledge and
run automations for repeatable requests. Admins
set safeguards, review and test automations, and
keep approval or human handoff where needed.

04

How should we budget for usage?

Forecast conversations and standalone automation
runs. New customers have a $10K annual
commitment that renews yearly, with rates of $2
and $1 respectively. Eligible existing customers use
10 and 5 Assists. Automations within a
conversation are included.

06

Where does Crossfuze help us start?

Crossfuze helps choose the first use cases, define
automation boundaries, estimate usage and plan
the subscription and capacity required. Request
early access through Crossfuze; ServiceNow
controls product access and the official trial.

( For the latest detail: availability, pricing and commercial terms should be confirmed when access is requested.

Sources: Flow by ServiceNow homepage, Features page, Pricing page and ServiceNow launch materials. Availability, pricing and commercial terms are time-sensitive
and should be confirmed when access is requested.
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Flow makes getting started simpler.

Crossfuze helps you
decide where to start.

Request early access, and Crossfuze will help you plan your first use
cases, expected usage and launch.

Request early access - Talk to Crossfuze -

30-day free trial - No credit card required - Limited release

In the UK? Request early access. General availability for EMEA is expected in Q4 2026.

O Crossfuze

crossfuze.com/servicenow-solutions/flow-by-servicenow-early-access

© 2026 Crossfuze - Edition 2026
ServiceNow and Flow by ServiceNow are trademarks of ServiceNow, Inc. Crossfuze guidance; ServiceNow controls product availability and the
official trial.
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