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Delight customers with
proactive service from
issue to resolution

Customer workflows

C



servicenow federal summit servicenow | Meril&]3 |

The foundation for consumer-like services

Top customer frustrations fueled by 3 problems

Disconnected experiences result in poor customer satisfaction and high costs

Departmental silos Customer needs
hinder resolution not addressed

ONLY

197 W 177

contacted customer safisfied with the acftion
service 7 or more times taken to resolve
to address their their most serious
request problems

Sources: 2017 National Customer Rage Study, Customer Care Measurement & Consulting (CMCC); 2017 Customer Service Trends, Forrester

Customers can’t
help themselves

407

prefer digital customer
service versus a phone
call with an agent
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There is a better way
Delight customers with proactive service from issue to resolution

Resolve complex
issues end-to-end

Intelligently fix problems
before customers know
they have them

Drive action to
instantly take care
of common requests

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Customer Service Management overview of capabilities

Service Management Differentiation
Incident ¢ Catalog * Request » Problem ¢ Change ¢ Configuration

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Digital Transformation
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Customer—CMS, CCSQ

CMS (Centers for Medicare/Medicaid Services)
CCSQ (Center for Clinical Standards and Quality)

As a frusted partner, they serve CMS, Improve health outcomes, promote
HHS, and the public to improve health healthy populations, and lower cost
outcomes, population health, and reduce through continuous improvement
health care costs through continuous

improvement by leading clinical quality
improvement, evidence gathering, and
health systems tfransformation

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Challenges—CMS, CCSQ

Very complex environment
— 80+ organizations
Multiple instances of Remedy (highly customized)

Cannot differentiate between internal and external
users/customers (different needs)

No historical record
Difficult/impossible to escalate
No self-serve

High operating costs

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Digital Transformation
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Quality Payment Program (QPP)—CMS, CCSQ

New program (Incentive program) inside CCSQ—2016
Existing Remedy solution was not an option

— New solution required

First adopter of ServiceNow inside CCSQ

— ITSM Incident—July 2016

— Implemented—October 2016

November 2016—The ServiceNow Customer Service Management
(CSM) was purchased

First adopter of CSM inside the Federal Government

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Digital Transformation
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Enterprise needs—CMS, CCSQ
Enterprise: The rest of CCSQ (Healthcare Quality Information System, HCQIS)

« Replace outdated, insufficient existing system
— At a minimum replace all functionality in Remedy
Establish robust platform that allows for scalability and flexibility
Keep customizations to a minimum (close to out of the box|
Create self-serve capability
Metrics based
Support existing processes
Do no harm to QPP

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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A picture is worth a 1,000 words

~ 1,000,000 customers
Physician Hospital
Offices Administrators

Calls Emails

CCSQ Users Incidents,

Calls Emails Internal Portal Service Requests

CCSQ,
Gov't

ITBM ITOM ESRDs QINs

~ 5000 CCSQ users across 80 organizations

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Enterprise timeline of implementation

| l |

Implementation plan First workshop Implementation team “Go-live” with CSM at the
presented fully staffed Service Desk, ITSM and
CMDB/Discovery

4 Scrum teams + Architects,
OCM, Training, O&M, and
Management

February 18, 2018: Must be off current implementation of Remedy

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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One key to CCSQ’s success

Minimal Viable Product
« Just enough to get off Remedy
« No “wish list” items

« Backlog item work down continues after go-live

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.



Digital Transformation
The foundation for consumer-like services

servicenow federal summit servicenow \ Merilie]y \\ ,

Benefits with ServiceNow—CMS, CCSQ

Substantially improved performance metrics

— 15 second average speed to answer

— >90% customer satisfaction

— >80% first call resolution

Scalable to integrate additional Help Desks and Service Centers

Dynamically configurable to respond to call volume surge
at the Service Desk for multiple programs

Can support a wide variety of personas to personalize support

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Solutions implemented to date—CMS, CCSQ

CSM: 5 major organizations and 4 Service Desks supported
— Over 1 million external customers
— KM for the Agents

ITBM: Ideation, Demand Management, Project Management, Portfolio
Management, SDLC, Resource Management, Managed Docs

ITSM: Incident, Problem, Change, Service Request Catalog, Asset and
Procurement, Service Portal, KM for the functional areas, Semi-Custom Apps

ITOM: Discovery, Service Mapping, AD Password Reset—moving to
wider Orchestration, Cloud, and Event Management

Performance Analytics across the board

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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How ServiceNow products work together for CCSQ

\ N 2N

Incidents, Problems, Discovery/CMDB
Changes Service Mapping

Asset/Procurement Events o Alerts
Service Portal

Leveraging native connectivity between products

Radical change rather than continuous improvement

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech’s ServiceNow practice

|

Built a rapidly growing 45 people and growing

practice
Center of Excellence

established for cross-
Ventech support and BD

« Accomplishments: Results-driven More than 30 ServiceNow Certs plus
success—on-time delivery of significant ITIL experts, PMPs, Certified Scrum
ServiceNow deployments at CMS masters, trainers, and testers

* More than 85 SN deployments Bronze partner
across the team

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Solutions’ role supporting CCSQ

Infrastructure support contractor

« >400 personnel

Health Care Quality Information System (HCQIS)
« 80 organizations, including CCSQ oversight
« 5,000 internal users

 >1 million external customers

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech’s challenges for a successful implementation
of ServiceNow to CCSQ

In addition to the challenge of replacing Remedy and standing up a new program,
there were additional challenges:

« Remedy hard stop—February 18, 2018
Short implementation period
Migrate QPP’s user records to contact records
Archive incidents created by QPP
Reset Incident to OOTB

Multiple custom Remedy forms

>300,000 encounters per year (Service Desk)

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Overview of Ventech’s highly successful implementation
of ServiceNow to CCSQ

Ahead of schedule: February 16—Go-live, On-budget
Remedy turned to “read only” for archiving

Early adopter of CSM for the Quality Payment Program (QPP)—created
a new Many-to-Many data model to support the healthcare community

Conversion of remaining Service Desks to CSM from Remedy

Currently CSM supports more than 1 million customers (165-person Service Desk)
1,300 fulfillers (CSM and ITSM)

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CSM for Support of Critical Systems

CCSQ’s unigue business requirements needed a unique solution

« CSM—Supports multiple lines of business and service desks

 The CSM implementation for CCSQ is very complex and extraordinarily important
— How many of you know someone who is on Medicare or Medicaid?e Maybe a family membere
— Providers who participate with Medicare/Medicaid participate in quality programs run by CCSQ

— The interactions between the providers and CCSQ are captured in CSM

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CSM, not a “One Trick Pony”

5 different major organizations with different requirements
— Similar enough to be data-driven vs. scoped app

30 smaller application and support organizations who support providers
of various types including:

Doctors

Hospitals

Clinics

Post-acute care facilities

« Coming Soon: Service Portals for CSM

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CSM, better together with ITSM and ITBM

« What if the Case needs to be an Incidente
« How about a Service Requeste

« What about an improvement suggestion?

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Implementation Methodology: Building blocks

Trusted partner with the customer and with ServiceNow

Use the ServiceNow Implementation Methodology (SIM) as a foundation
Project and Program Management

Imbedded Organizational Change Management

Imbedded ServiceNow frainers

Post Go-live support tailored to the organization’s needs

Operations & Maintenance built-In

Over-communicatel

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Digital Transformation
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Ventech Implementation Methodology: Project/Program Management

Superior Project/Program Management

How it happens

— Plan, plan, plan

— Adjust

— Trust

Multiple concurrent Development scrum teams

Operations & Maintenance scrum team

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Implementation Methodology:
Organizational Change Management

« Change is hard! Working with OCM makes it easier
« Stakeholder ID
« Adoption campaign (top down and bottom up)

« Over-communicate with stakeholders and users

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Implementation Methodology: Training

Embedded Certified ServiceNow Trainers from the word “go”
* Included in all implementation activities

* 140 “just-in-time” classes (220 hours of instruction)
Indispensable part of the success in CCSQ

« They saw things from the customer/user view

« They found the little things that may have been missed

They were as important Post Go-live as they were Pre Go-live

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Implementation Methodology: Post Go-live support

Go above and beyond
« On-premise war rooms set up at primary locations
« Admins roaming the SD floor providing hands on assistance

« WebEx rooms live for up to two weeks following Go-live

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ventech Implementation Methodology: O&M built in

One Scrum team (reinforced)

« Day-to-day Admin work

* SN Team Queue Management

« Backlog of minor enhancements

« Coordination with process owners and customer for prioritization

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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The foundation for consumer-like services

Ventech Implementation Methodology: Over-communicate!

Really? Is there such a thing?
 What info do you have and who needs it?
The entire team
Never sit on bad news
Resist the temptation to wait for a little more information

Set expectations with the customer and exceed them

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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A snapshot in time—What's been done

2017 2018 2019
8/17 eNn7 o1z o nnzoo2n7 0 1/18 0 2/18  3/18 4/18 5/18 6/18  7/18 8/18 9/18 10/18 11/18 12/18 1/19 2/19 3/19

Sunset
Remedy
2/16/18

A A A

Email Handler QPP Targeted QPP Hardship
Installed Review Exception Update

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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What's next for CCSQ?

External Service Portals (for Providers)

Software Asset Management (SAM)

HARP Integration for Authentication (OKTA and Savynt)
Expanded ITOM integration

Madrid, once FEDRAMP'd
Agent Workspace
Agent Intelligence
SAFe Agile

Integrations Hub

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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A snapshot in time—The present and future

2019 2020

1/19 2/19 3/19 4119 5/19 6/19 7119 8/19 2/19 10/19 11/19 1/20 2/20 3/20 4/20 5/20 6/20 7/20  8/20 19/20

Replace

RightNow with KM Agent Intelligence
Learning Mgmt System

HARP Manual Proofing

Incremental Release Case Attributes “Pel’sonds"
(Provider Self-Serve Portals)
ITOM Orchestration
On Boarding (Release 3)

Customer
Experience:

New and
Enhanced

IQIES Help QIES Legacy Help Desk Migration from

Desk HARP Integration
Stand-Up (API for ServiceNow) Remedy

HIDS PI-2 HIDS PI-3 HIDS PI-4 HIDS PI-5 HIDS PI-6
(Improvements) (Improvements) (Improvements) (Improvements) (Improvements)

Major Enhancements
IT Operations Mgmt Orchestration

Service Request Catalog - v2 Updates

Functional
Capability

¥
c
hd)
o £
a'w
(8]
=c
O
<
[<
(18]

Intelligent Apps -

Hardship Exception
Automated Testing

for Hospitals

Cloud Service Model Release Mgmt

Service Mapping - Release 2
IT Operations Management (ITOM Suite) - Orchestration/Event

Software Asset Management: Mgmt
Asset Repository Integration License Management Inventory Atlassian Iniegrcﬁon

A BFCC Awards A c0/QIN Award Prioritized for Delivery
Recommendations

New
Functionality

In Progress

Madrid Upgrade
Key Dates

Scheduled monthly releases of minor enhancements and backlog items

‘ Quality Conference A Knowledge 19 A RighfNow Renewal Decision AR\'ghTNow License Expires

Dev Freeze for Madrid Upgrade

0&Cl:
Operations &

Minor
Enhancements

QPP operations, enhancements and projects as outlined by quarterly QPP Pl Events

QPP

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Beiter together—and getting better!

CSM to support the external customers
ITBM to run all infrastructure projects and ServiceNow projects
ITOM to run the infrastructure

Leverage native connectivity between ServiceNow products

More 1o come

Ventéch knows how to get it done!

S ol ution s

35 © 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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What's new in Madrid
with Customer Service
Management
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]  CSTOMER SERVICE MANAGEMENT
Agent Workspace

o Improve agent and customer experience

Operations Manager | Boxeo

| 82 with optimized workspace layout

(498) 987-9999 (626) 722-6969 julielewis@mailinator.com

Details Julie Lewis *

Emails not being sent CloseCase  ProposeSolution Requestinfo  Save

@ Account Boxeo  Contact JulieLewis  Priority 2-High  State Open

I 0seconds

Multi-task efficiently Quickly view key Solve cases faster
with tabs and customer details, with machine

‘ child tabs timeline and learning* and
T Pl itts ' service levels contextual help

Web

Details SLAs(1) Interactions Emails(2) Attached Knowledge Escalations Appointments Requests Blockedby Tasks Work Orders more Vv = = @ C

Case ~ Activity Agent Intelligence

Number

Respond to this record via Additional comments (Customer visible) ~ L
€S0090008

Account
Boxeo A Major Case
S Performance problems with email
Julie Lewis
Product s system Email sent + 2019-014 Number C50001020
KNOWLYTICS

Subject  Case CS0090008 comments added State RESOIVEdI

Product KX Series - KX5000

Asset From [T Service Desk v il
Assigned to System Administrator

98723-3445 - ACME KNOWLYTICS o
To the.Lqueen@gmail.com

Needs attention = -
Updated 2018-12-21 10:06:46

W Case

*Agent Assist uses machine learning capabilities in Agent Workspace, requires a subscription to CSM Professional.

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CUSTOMER SERVICE MANAGEMENT

Advanced Work Assignment

t description Action status Contact Account
¥ Case ,

S — Automate omni-channel assignment
¥ chat P to reduce complexity
‘ @ Away ferformance Issues with Analytics ® Blocked internally ewis
- .y BN elews  ondoutroutig Auto-assign based Push chats and Configure
outer upet M A —————— - on availability, cases to agents priorities and
capacity, and skills for faster timers fo meet

. Performance Issues with Acme Analytics @ Needs attention
Diagonal Inc.

_ I response response goals

- )001036 Router Heating up
m €S0001030 Trouble with router
CS000005: Router overheating after firmware upgrade
ACME XTRA upgrade error
How to do firmware upgrade on KX50007

Help with installation

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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CUSTOMER SERVICE MANAGEMENT

" Action status

B : @® Needs attention C q S e Mq n q g e m e nt
er Short description annel e foril ssign

Router crashed during |
— : enhancements
Acme Analytics performal N e pen ® 1-Crtical

ance issue all na el en 2.Hi

c ‘Wel New ® 1-Critics

® Blocked internally

Help agents deliver a better customer experience

Streamline customer Quickly see Respond faster
lookup and which cases with related case

verification steps need attention recommendations
= & m

Verify Contact Agent Intelligence

e . Q, Router keeps dropping connection
4 Needs attention

George Warren Y 1Result (Filtered)

i . '5’ George Warren P 1 B Case
g 3 . \ Router performance issue after so...
20 18‘09‘18 09:21:16 8 ovarr "@malinatof Nu:1ber €S0000870 -
e "Z.ele 9th Street Product KX Series - KX5000

2 e
Zip / Postal codg Assigned to John Jason
92102

~-Itv : $.2018-10-07 11:23:01

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Category ACME Analytics Software Suite
Ownership Group Acme Analytics Experts

Valid to 2020-01-01

Shooting

Update Searciy
Related Links

View Article
Run User Criteria Diagnostics

Affected Products ~ Knowledge Feedback =~ Knowledge Feedback Tasks (2) = Approvals (3) = Article Versions (20)

= Approvals Search State v

Approvals

= state = Approver

@ Requested Emily Jason
@ Requested Beth Anglin

@ Requested Bernard Laboy

& =

Version

Article type

Workflow

Source Task

Attachment link

Display attachments

= Approval for

(empty)

(empty)

(empty)

oo Update
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et el CUSTOMER SERVICE MANAGEMENT « KNOWLEDGE MANAGMENT

Group Ownership

Improve article quality and response time
with team confent management

Configure Assign articles Control feedback
ownership groups to groups to management

to support ensure tfimely and publishing
knowledge teams response workflow

1 to3of3
= Created
2018-09-18 11:58:39 @ C S ®
2018-09-18 11:58:39

2018-09-18 11:58:39

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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New Mobile with
offline capabilities

Boost technical productivity

My Tasks
Provide faster and Integrate maps, Enable offline
——— E : easier mobile geo-location read/write when
Assigned ' N | experience tracking, and disconnected

San Francisco Need to move equipment to get to the

router, may take longer than expected. SW| p e O C h O n S

Reject Create Bant Accept —

Requirements

Add Work Notes
Router Maintenance

Open Camera

Assigned
144 2nd St,San Francisco,CA

Open Library

Attach File

ASSIYISU LU Touuy rayiun

Cancel

AGuvIy DUt

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Mona Lisa
Bay area technician
On site

n 20180913 G 08:30:00 To | 09:30:00 2018-09-13 | G

@ San Francisco, CA

(] eso-724-6567 —
wiicians Agent: Alex Ray .i
<) mona.lisa@servicenow.com

#o Filter Cancel Apply

3 Send a Direct Message

S AL View User Profile

Optim'&e Route

Ik ¢ Date

2018-10-11
My agent's work group

‘ 4 NorCal Technicians

Agent (current location)

Alex Ray

‘
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CUSTOMER SERVICE MANAGEMENT « FIELD SERVICE MANAGEMENT

New Mobile with
offline capabilities

Boost technical productivity

Provide faster and Integrate maps, Enable offline

easier mobile geo-location read/write when

experience tracking, and disconnected
swipe actions

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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