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LLMs generate responses based on patterns learned
from pre-trained data

In general, LLMs don’t actively traverse data sources in real-time
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RAG enables LLMs to retrieve and incorporate data in
real-time

User question LLMs get contextualized Generate the response
transformed to refrieve » with augmentation with » accurately and in a timely
relevant data relevant data manner
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RAG is one example of a Compound Al System

RAG <

Type of system
Prompt engineering

-~ Unstructured data RAG

Structured data RAG
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~ Agent-based Chain

Orchestration Chain

Components

Prompt generation logic
LLM

LLM
Retrieval system

LLM
Data APl e.g., Databricks Online Table
Text-to-SQL engine

Function-calling capable LLM
RAG chain
Orchestration chain

Function-calling capable LLM
APl services
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We are using RAG as a fool for Al Agent
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Al Agents architecture
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ServiceNow Agents Push Nofification

Custorn Agents Actionable Nofification
External Agents Follow Up Question
Email

Other Channels
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Best in Class LLM (Planner)

|

Tools

Flow Action/SubFlow/Spoke
APls Action
Conversational Topics*

Skills {aka Prompt)
Code/Script

*Coming after March GA
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LLM's internal knowledge might
be outdated or insufficient.

RAG is essential for leveraging
intfernal, external knowledge
sources to enhance knowledge
sources to enhance accuracy
and relevancy in generating Al
agent strategies.

We are using RAG to transform
query, retrieve the knowledge
and prompting the LLM with
relevant context to generate
accurate and informed
responses.
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Now Assist Al Agents Studio provides RAG framework

ServiCeNOW Al Favorites  History Workspaces i  ( NowAssist Al Agents Studio 77 ) | @ search ~]l e ¢« 20 0 @

Overview Testing Settings

Email Cleaner

B e

e ~

U4

’

Add RAG

Describe and instruct Add tools and information
Add tool

Add tools and information 2 Add a single tool or information source for the Al agent to begin working. Additional tools can be added | F
ow action

Define availability
Retrieval-Augmented Generation (RAG)

Scripts Allnstruction Script
Use scriptable APIs and backend integration to support the Al agent with scripts.

Retrieval and incorporation of relevant information from an external source.

Al instruction

Skill
Sub flow

Name Execution mode Display output Description Date added Remove

Distribution list This tool unsubscribes users from email distribution 2025-01-

. Supervised true " ) . - Execution
unsubscribe P lists. This tool is used to resolve the given task number 30

(® Supervised () Autonomous

(® Yes () No

Subflows Allnsiruction
Subflows are reusable sequences of processing steps that can be called from within a flow.

Name Execution mode Display output Description Date added Remove

Add work Supervised true This flow adds a work note to the Task being resolved. The work 2025-01-
note P note describes how the steps taken to resolve the Task. 30

o T T -
B e S

4
\

N

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. Confidential. 6



	Slide 1: RAG 
	Slide 2: LLMs generate responses based on patterns learned from pre-trained data
	Slide 3: RAG enables LLMs to retrieve and incorporate data in real-time 
	Slide 4: RAG is one example of a Compound AI System
	Slide 5: We are using RAG as a tool for AI Agent
	Slide 6: Now Assist AI Agents Studio provides RAG framework 

