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High-level overview of the steps 
 

1) Add the Customer Service plugin to the ServiceNow instance 

2) Add and configure API user 

3) Configure the CRM replicator in the ROGER365.io portal 

 

At the time of writing no licenses are required to enable this connection. 
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Adding the Customer Service plugin 
For the connection to work, we need the Customer Service plugin available in the ServiceNow 

instance. This can be added through the plugins section. 

Go to all and search for plugins and select the menu item 

 

In the System plugins menu, search for the com.sn_customerservice by entering this in the id 

column.  
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Click on the Activate/Repair link to access the activate plugin screen 
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Scroll down to get the activate button and press is to add the Customer Servicedesk plugin to the 

ServiceNow instance.
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Create a ServiceNow user 
After the Customer Servicedesk plugin is added to the instance, an user have to be created to be 

used for the CRM replicator. 

Go to the users screen (all > users) 

 

And add a new user to be used as the CRM replicator user. Check the Web Service access only toggle 

box. 
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Create the user and open it again to set a password for the CRM replicator user 
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After generating a password and saving the user. The role csm_ws_integration has to be added to 

the CRM replicator user. This also can be done in the user screen by pressing the edit button on the 

Roles tab. 
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Creating the ROGER365 ServiceNow replicator 
 

In the ROGER365.IO portal choose the CRM replicator option and choose the + add replicator 

 

 

Give the replicator a Name and choose the type ServiceNow from the pull-down menu. If done 

correctly the screen changes to the screen below. 
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In this screen all the configuration from the previous steps will be used.  
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Setting Value 
Connection 
URL 

URL to the ServiceNow tenant for example:  
https://dev178427.service-now.com/ 

User Username of the CRM replicator user created earlier 
Password Password of the CRM replicator user created earlier 
Contact 
URL 

URL syntax is:  
 
https://<Url-to-your-ServiceNow-Instance>/{Custom0}?sys_id={SourceId} 
 
For example: 
https://dev178427.service-now.com/{Custom0}?sys_id={SourceId} 
 

Country 
Code 

All phone numbers must be in E164 format. This setting gives the default country if 
local phone numbers are used. For more information see doc.roger365.io 
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