Advanced Work Assignment (AWA) in
ServiceNow CSM: What CIS-CSM
Candidates Must Know

AWA is one of those topics that looks straightforward until the exam puts it in front of you
with four plausible-sounding answer choices. Many CIS-CSM candidates understand the
general concept of intelligent routing but stumble when the questions get specific - which
component does what, what triggers push routing and what happens when agent capacity is
full.

This guide covers exactly what you need to know: the core AWA components, the difference
between push and pull routing, how AWA operates within a CSM context and the exam
traps that cost candidates marks they should not be losing.

What Is AWA in ServiceNow?

Advanced Work Assignment is ServiceNow's intelligent routing engine that automatically
assigns work items - cases, interactions, chat sessions - to the most appropriate available
agent in real time. Rather than relying on manual assignment or simple round-robin logic,
AWA evaluates agent capacity, presence and affinity before routing any item.

AWA does not function out of the box. It requires activation of the Omni-Channel plugin
(com.snc.omnichannel), which is a detail of the CIS-CSM exam tests directly.
Candidates who rely on quality CIS-CSM Exam Dumps from trusted platforms encounter this
activation requirement frequently in practice questions - and for good reason, because it is
one of the most common first-answer traps on the real exam.

The 6 Core AWA Components You Need to Know

Understanding each AWA component individually - and knowing how they interact - is the
foundation of exam success on this topic.

Component What It Does
Service Channel Defines the work type and capacity units per item

Queue Holds work items waiting to be routed
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Filter Conditions  Rules that qualify a work item for a specific queue

Agent Capacity = Maximum workload an agent can handle
simultaneously

Agent Presence  Agent's availability status: Online, Busy, or Offline

Agent Affinity Preference to route work to a familiar agent first

The Service Channel and Queue are the two components most frequently confused on the
exam. The Service Channel defines what kind of work is being routed and how much
capacity each item consumes. The Queue is simply the holding area where qualifying work
waits until an eligible agent is available. They work together but serve completely different
functions - understanding that distinction alone eliminates a significant category of wrong
answers.

Agent Capacity and Agent Presence work in sequence. The system checks whether an
agent is Online before it checks whether capacity is available. This ordering matters for
scenario-based questions that describe routing failures and ask you to identify the cause.

Push Routing vs. Pull Routing

Push routing means the system automatically assigns a work item to an agent without any
action required from the agent. The item appears directly in the agent's workspace when
they are Online and within capacity limits. The critical exam point here is that push routing
only works when the agent's presence is set to Online - agents in Busy or Offline status do
not receive pushed assignments.

Pull routing works in the opposite direction. The agent actively selects work items from a
shared queue rather than having items delivered automatically. This model gives agents
more control over their workload but removes the speed and consistency benefits of
automated assignment. On the exam, if a scenario describes agents choosing their own
cases from a list, that is pull routing - not push.

How AWA Is Used in ServiceNow CSM

Within a CSM context, AWA handles two primary routing scenarios: Case routing and
Interaction routing. Case routing assigns incoming customer cases to agents based on
capacity, skills and affinity. Interaction routing covers real-time channels - chat, messaging
and phone - where response speed is more time-sensitive than case-based work.

The CSM Agent Workspace is where routed work surfaces for the agent. It is the unified
interface that displays pushed assignments, active interactions and case queues in one



view. One important distinction for CIS-CSM candidates: CSM routing operates at the table
level, meaning configuration differences between CSM and ITSM routing are structural
rather than architectural. The underlying AWA engine is the same; the tables and business
rules differ.

Common Exam Traps to Avoid

The CIS-CSM exam is deliberate about testing misconceptions and AWA generates more
than its share of them. Here are the four traps that appear most consistently.

The first is assuming AWA is enabled by default. It is not. The Omni-Channel plugin must be
explicitly activated before any AWA functionality is available. The second trap is believing
that any agent receives pushed work regardless of their presence status. Only agents with
an Online presence receive push-routed items - Busy and Offline agents are excluded from
the routing pool.

The third misconception is treating Service Channel and Queue as interchangeable. They
are not the same component and they do not serve the same function, as the table above
clarifies. The fourth and most nuanced trap is assuming that Agent Affinity always overrides
other routing factors. In reality, capacity limits are evaluated first. An agent with affinity for a
customer will not receive that customer's case if they have already reached their capacity
threshold.

Quick Exam Prep Checklist

Use this as a final scan before exam day to confirm you have covered the essentials. Know
that AWA requires the Omni-Channel plugin to activate. Understand that push routing
requires the agent to be Online. Be able to distinguish Service Channel from Queue by
function, not just name. Remember that Agent Capacity is evaluated after Agent Presence in
the routing sequence. And know that Agent Affinity is a preference, not a guarantee -
capacity always takes priority.

Before your exam date, supplementing this knowledge with structured ServiceNow Exam
Practice Tests gives you the scenario exposure needed to apply these concepts under real
exam conditions rather than just recalling them in isolation.

Conclusion

AWA is a high-value topic on the CIS-CSM exam precisely because it combines
configuration knowledge, component relationships and routing logic into questions that
punish surface-level understanding. Master the six components, know the push versus pull
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distinction cold and memorize the common traps - your exam performance on this domain
will reflect that preparation directly.

Frequently Asked Questions

Q1: Is AWA the same as the Omni-Channel routing in ServiceNow?

AWA is the intelligent assignment layer that sits on top of Omni-Channel. Omni-Channel
provides the infrastructure - channels, queues and presence - while AWA adds the
automation that decides which agent receives which work item and when. Activating the
Omni-Channel plugin is a prerequisite for AWA, but the two are distinct concepts that the
CIS-CSM exam tests separately.

Q2: What happens to a work item if no eligible agent is available in AWA?

If no agent meets the routing criteria - whether due to presence status, capacity limits, or
filter conditions - the work item remains in the queue until an eligible agent becomes
available. It does not get dropped or automatically escalated unless a separate escalation
rule is configured. The exam occasionally presents this as a scenario and asks candidates to
identify why routing has stalled, with the answer typically pointing to capacity or presence
configuration.

Q3: How does Agent Affinity work in practice on the CIS-CSM exam?

Agent Affinity routes a work item to an agent who has previously worked with that customer
or account, creating continuity in the service experience. However, affinity is a preference
rather than a rule. If the preferred agent is offline, at capacity, or unavailable, the system
routes to the next eligible agent without waiting. The exam tests this by presenting scenarios
where affinity-based routing fails and asking candidates to identify the correct explanation.

Q4: How much of the CIS-CSM exam covers AWA and Omni-Channel topics?
ServiceNow does not publish a precise per-topic percentage for the CIS-CSM, but AWA and
Omni-Channel consistently appear across configuration, troubleshooting and
scenario-based question types throughout the exam. Candidates who treat AWA as a
secondary topic tend to underperform on the questions that combine routing logic with
CSM-specific context. Practicing with realistic CIS-CSM exam dumps that include AWA
scenarios is one of the most effective ways to build the depth this topic requires.
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