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From McKinsey research:

https://www.mckinsey.com/~/media/McKinsey/Industries/Public% cfor/C‘ZOInsin&Deliverinq
%20for%20citizens%20How%20t0%20triple %20the %20success %20ra 20governmeni%20transformations/
Delivering-for-citizens-How-to-friple-the-success-rate-of-governme ions.ashx
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Digital Workflows create
great experiences and
unlock productivity

Network access

Badge set-up

.

Manager notifications

PC hardware

Desk set-up Payroll

Security

New hire training

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






servicenow federal summit

The foundation for consumer-like services

66
When | started ServiceNow

INn 2004, my vision was to build

a cloud-based platform that
would enable regular people
to route work effectively
through the enterprise.

Fred Luddy, Founder
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ServiceNow purpose

We make the world

of work, work better
for people.
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The strategic platform to build any digital workflow fast

N o
J

Now Platform®
The intelligent and intuitive platform for work.™

3 Workflow Experiences

o
f Employee

App Engine &

IntegrationHub
Custom Workflows Build enterprise workflow apps fast

®
Citizens

Partner Workflows
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Critical components of the Now Platform

Reimagine your process as digital workflows Super charge with Intelligence
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Reimagine your processes as digital workflows

Self-Help Case [x_pisn_tsh v Case

Fields | Figid Types

Anyone can build forms to To—
digitize business process '-

i Active escalation
# Activity

i Activity due

# Actual end

# Actual start

i Additional assignee list
# Approval

# Approval history
# Approval set

i Asset

i Assigned to

# Assignment group

i Business duration

Form Design

£ Self-Help Case [x_pisn_tsh_core_case]

£ Number

# Account

i consumer

§  Affected service

# symptom

i state
# stage
i step
£ Duration
# Opened

# Qutcome

EEED o o
L <}
o -]
[ )
e ]
e <]
e <]

£ Notes

#  Additional comments

£ Work notes

# Activities (filtered) (Formatter)

DD o o
o |
e <]
e <]

Automated Testing

# Auto-Text E: on->Parent |

DD o o

ol -]
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Reimagine your processes as digital workflows

servicenow

& 1, * SetUp Contract... &)

Set Up Contract Collaboration Environment in Box Status: Modified = Application: IHUB Demo Spoke | = Properties Test | Executions Publish

v (%) ek s

Automate any process as i @
a digital workflow across

all departments, apps, 2 -
and systems R [ o i T

Q, Search acj lions
Else

@ servicengNow Core Document Management GetFile Info

@ Global 3 % Add Mef This action copies the file gt in a box folder and attaches it to a
B record in ServiceNow.
@ o x % Downlo

® ® @ cong Inputs:
@ Con oncur \ting the file in Box.
@ Click to add an Acti @ onnect % Lookup"'\leID * FileID - Unique ID reps which is to be retrieved, this is
Dog'

o File Name - Name of tl:hat is attached back in
Explocker % Move Owned Item also used for the file n

@ r58kpenses & RemoveFile ServiceNow.

@ Facel. . Version ID - Optional /4 to attach the file to.
pIG-IP % UploadFile current version).

HipCht

book Workplace Document Sharing ¢ Record - ServiceNg .
@ IHUB De success" if the request succeeds or

ITSM it % Add Collaborator Outputs: urs. o
= i be populated when the status is "Error".
@ Infoblox % Create Shared Link * Status- Will B~ serviceNow record sys_id of attachment

B atien “Error" if affile is stored.
Get Folder Collaborators
%} . Error/v

%  Remove Collaborator - A Y N

Pl dme M amk

-— —

Create User

A

Data Panel

A

rsion ID to copy (defaults to the
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Reimagine your processes as digital workflows

Use out-of-the-box
integrations for external
services like Azure Active
Directory, Active Directory,
Slack, Microsoft Teams,
and Hipchat

L X )

@
0

% Action ¢, Flow Logic

O\ Search actions

Q ServiceNow Core
@ Global

@ Connect

- HipChat

Group Management
Add Owner to Group
Add User to Group
Create Office 365 Group
Create Security Group
ITSM Lookup Group ID
Microsoft Teams Remove Owner from Group
ServiceNow eBonding Example Remove User from Group
Slack License Management
Visual Task Board (VTB) % Assign User License
@ Remove User License

User Management

N N ST T PR ¥

@ Lookup Groups thata User IDis a...

\
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Add Owner to Group

This action will add an owner member to the group. The user id and
group id are mandatory fields. The group id and user id should exist in
Azure AD. The status will be Error in case of a failure while adding
owner member to group

e Group ID
* UserlD

The output Error Message will be one of the below Unauthorized
Insufficient Permissions Invalid Connection Invalid Group ID Invalid
User ID Owner Member Already Exists in group Unknown Error

To use this action, the corresponding Azure AD connection and
credential must be created and associated with the Azure AD
Connection & Credential alias. Learn Mori

Note: Requires a subscription for production use. Read More.
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Reimagine your processes as digital workflows

Create a new applet

M I iI StU I i Define the properties of the applet
a My incidents

Quickly build and o
deploy native mobile-
first experiences

Choose screen template

‘You can deselect the screen(s) from this template, then it won't show out on the applet

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Reimagine your processes as digital workflows

m y H R CHAT WITH HR

HR SERVICES COMMUNITY KNOWLEDGE BASE

Ul design and high control / W 1 )
4 LetUsHelp

The answers to many questions you have are just one click away. Browse the HR answerbase.

HR Answers
090

©47 Lightspeed Cable =

| 3 Welcome back, Elaine 1 \rC | o
: Notification

HOW CAN WE HELP?

ng Events

DEVICES AND SERVICES

HR is pleasé . l. / mployee Fitness
Challenge!
Cable Route Voice

Box
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Supercharge apps with machine learning, chatbots,
real-time analytics, and predictive insights

Take chat from conversation
to resolution

You can type your request below, or use
the button to see everything that | can
assist you with

Order a new laptop

Happy to help, what happened with the
previous laptop?

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Supercharge apps with machine learning, chatbots,
real-time analytics, and predictive insights

Machine learning-powered
adaptive intelligence

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



A

Digital Transformation
The foundation for consumer-like services

servicenow federal summit servicenow | MerifE]3 \\ ‘

Supercharge apps with machine learning, chatbots,
real-time analytics, and predictive insights

= Monthly Performance Council v

Incident Management  Problem Management  Change Management

A”gn dO_I_O, people, (]ﬂd Overview SLA Performance

2 B CIO Breakdown

goals to drive business
Cla1 §6.67% 5l 52 & 1029
€02 IL77% L3 242 27 I
clo3 T240% 250 240 348 &8
Cl0 4 10.22% 272 259 L 24
Cios 81.82% 1 12 i) 2%
Incidents Not Updated in 30 Days
05 o 1] 0 o 0 1] 0 (1] 0 [1]
QI 4 o 1 o 1 [1] 1 4 1 1 0
Ci03 1 F 1 z 0 ] 3 0 2 [
o 2 1 4 4 4 (1] 2 4
ol 1 1 0 0 0 ] 3 0 0 0
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The Value Journey on Now Platform

Extend Accelerate Transformation
Your ServiceNow use cases For your entire enterprise

\ Equipment Loaner App
° Apps Access & Role Mgmt. App Q
T

for IT

| Inventory Mgmt. App

Apps for
Marketi
Employee Feedback App arketing

Employee Recognition App
Staff Resource Request App
A

e N
Apps for Fraud & Investigations App Py Apps for

Customer Claims App Legal Facilities

Service

Customer Service Know Your Customer App

+ Replace 'ﬁ
n ° Your Legacy Platforms & Apps g -

i A f f
\J Lotus ©?Notes E:) SharePoint Fiﬁﬁf,c?! ECZFYZ,?Q!

Now Platform®—App Engine

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



servicenow federal summit servicenow \ Merilie]y \\ ,

Digital Transformation
The foundation for consumer-like services

State Department

« This is a placeholder for their slides

« Share how they built Workflows for any embassy worker

« Talk about where they are headed next in developing apps on the platform

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Department of Labor

« This is a placeholder for their slides

« Talk about the potential they see and what their plans are

© 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Acquisitions for technology and talent

w
Telepathy FriendLyData Rep|qfformed and available in:

@Brightpomt @ glue oy DxCcontinuum Kingston, 12 mo

SECURITY

i l l Qlue; London, 15 mo
SkyGiraffe: Madrid, 17 mo
I VendorHawk: Madrid EA*, 11 mo

| |

intreis < ITAPP “( SKYGIRAFFE

Parlo: New York*, 16 mo

2o FriendlyData: Orlando®*, 17 mo
3 DxContinuum  OParlo
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Innovation schedule for application developers & builders

Madrid
QI1-19

* Mobile Studio

* No Code Tooling,
with Flow Designer
and Integration Hub

New York
Q3-19

Easier application creation
experience for no-code
builders

Expanded Mobile App
building capabilities

Streamlined configuration
for team development

New Ul framework
More powerful integrations

Orlando
Q1-20

* Infegrated developer

experience

« Even easier no and low code
developer experience from
Ul, to business logic and

integrations

2020
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Infroducing, Guided App Creator

Hi, Audrey! Welcome to the new way to set up your apps

We're going to help you set up the same apps you know and use, butin
a different, faster way than you may be used to. Learn more

Here’s what’s coming up:

T -

l#i

Choose a name and app format Create a table and add data Customize the details

Can | still use Studio?
What is this? Let's get started

Available in
New York




Infroducing, More Powerful Integrations

Jira eBonding Status: Draft =~ Application: Global Properties AVO”O ble iﬂ
. New York

Post a Message w Trigger - Record Cred

» (incident Record )
o Create Issue (In(\dvm Tablc/\\ Table

(Run Sm:lTunc) Date/Time
Action Create Issue
1- Create Channel
K ProjectKey | TES

@

(‘status ) Choice
5 )

P

( ChanneHD\g String

I

% Summary (Trigger *Incident Record -» Short description x)

[ ) Strin
Description (Tngger »Incident Record -» Description x) (Chammmgmo ) ring

I

( Error Message ) String

Xk Issue Type | Bug

I

2 - Post a Message

I

Assignee
(\Slatus} Choice

Priorit | i i i oo
> Priority switch(data.trigger.incident_record.priority){ (\E”m Message ) String

v

case 1:
return “high”; 3 - Create Issue

case 2:

i Strin,
return “medium”; g

Data Panel

v

Label fo ©
Update History fo ©

Parent Key f || ®
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ServiceNow IntegrationHub connector roadmap

Available OOB in Madrid: Available on the Store (April*) Available on the Store (June*)
Slack Docker » LinkedIn
MS Teams AdobeSign « Coupa
HipChat MS Teams v2
SCCM for Client Software Distribution InfoBlox
AD One Drive
Azure AD

Q3 2019

o ®
April .
Available on the Store (March*) Available on the Store (May*) Available on the Store
* Box - F5 « Google Drive (New York, Q3 2019%)
« Jira » DocusSign « Exchange Online » SalesForce (Infrospection Based)
+ Jenkins » Kubernetes « Jira v2 (Introspection, bi-directional)
» FB Workplace  +« MS SharePoint » Password Reset on IntegrationHub

. Okta Online (Stretch) » Client Software Distribution on
IntegrationHub

*All futures subject to change

27 © 2019 ServiceNow, Inc. All Rights Reserved. Confidential.
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Innovation schedule for plaiform intelligence (PA, Al, VA)

Orlando
Q1-20

Madrid
QI1-19

Analytics Hub
Similarity Framework

Expanded OOTB
Analytics content

OOTB Virtual Agent
conversations

New York
Q3-19

NLU for Virtual Agents

Analytics: new
visualizations embedded
in Workspaces

Shared prediction service
for Machine Learning

Machine Learning Auto
Trainer for faster modeling

» Natural Language Query

* Machine Learning applied to

in Analyfics

Machine Learning clustering
for auto discovery of Virtual
Agent conversations

Knowledge (auto-identify
dupes, gaps, update needs)

2020
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Infroducing, Analytics Hub

Available in
Madrid

= Analytics Hub
Overview Compare Insights

Number of resolved incidents September 23 - November 6

Yesterday «

17 w-3s(67.3%)

60 2,356 3 15% 39 13 52 42 9
No. of scores Sum Change Change % Average Minimum Maximum Median Std deviation

N i~ X

60
Priority

Element Score ¥ Change

5-Planning 8 -26

4 -Low -7 ' 28 Oct 20 18
3-Moderate ; ‘ ® Forecast: 24
1-Critical
2-High ‘ ‘ Forecast: 14
v !
|

Categor
o Forecast: 7
Assignment Group

Forecast: 1

|
E @® Forecast: 0




Infroducing, Natural Language Understanding

Available in

rtual Agent (Test)

Madrid

< Home

No problem, let's try again.
Type your request below or
select one that matches what
you want to do.

Click the button to see
everything | can help with.

open ticket

| want to be sure | got this
right. What item below best
describes what you want to
do?

Open IT Ticket

Please enter a short
description of your issue.

Forgot my password

What's the urgency of your
issue?

1- High ) ( 2 - Medium )
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Figure 1. Magic Quadrant for Enterprise High-Productivity Application Platform as a Service

ServiceNow named a Leader -
in the 2018 Gartner Magic Quadrant & e
for Enterprise High-Productivity S
Application Platform as a Service

@ Mendix

Microsoft @

AgilePoint @ @ BettyBlocks @ Kony
@ Appian @ oracle
@ Pegasystems

Caspiog@
MatsSoft
bpmonline @ o
Quick Base @

Kintone

READ REPORT TackVie @

—)

Fujitsu @
) . ) ) OrangeScape @
This Magic Quadrant graphic was published by Gartner, Inc. as part of a larger research note and
should be evaluated in the context of the entire report. The Gartner report is available upon request from
ServiceNow. Gartner does not endorse any vendor, product or service depicted in our research publications,
and does not advise technology users to select only those vendors with the highest ratings or other
designation. Gartner research publications consist of the opinions of Gartner's research organization and
should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with
respect to this research, including any warranties of merchantability or fitness for a particular purpose.

Zoho @

ABILITY TO EXECUTE

Source: Gartner, Inc., Magic Quadrant for Enterprise High-Productivity Application Platform
as a Service, Paul Vincent, Van L. Baker, Yefim V. Natis, Kimihiko lijima, Mark Driver, Rob 3 As of April 2018 © Gartner, Inc
Dunie, Jason Wong, Aashish Gupta, April 26, 2018 COMPLETENESS OF VISION P

Source: Gartner (April 2018)
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