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https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/upgrade/vancouver/vancouver-upgrade-kit.pptx

Safe harbor notice for forward-looking statements

This presentation may contain “forward-looking” statements that are based on our beliefs and
assumptions and on information currently available to us only as of the date of this presentation.
Forward-looking statements involve known and unknown risks, uncertainties, and other factors that
may cause actual results to differ materially from those expected or implied by the forward-looking
statements. Further information on these and other factors that could cause or contribute to such
differences include, but are not limited to, those discussed in the section fitled “Risk Factors,” set forth
in our most recent Annual Report on Form 10-K and Quarterly Report on Form 10-Q and in our other
Securities and Exchange Commission filings. We cannot guarantee that we will achieve the plans,
intentions, or expectations disclosed in our forward-looking statements, and you should not place
undue reliance on our forward-looking statements. The information on new products, features, or
functionality is intended to outline our general product direction and should not be relied upon in
making a purchasing decision, is for informational purposes only, and shall not be incorporated into
any contract, and is not a commitment, promise, or legal obligation to deliver any material, code,
or functionality. The development, release, and timing of any features or functionality described

for our products remains at our sole discretion. We undertake no obligation, and do not intend,

to update the forward-looking statements.

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved.



3 ways to

Get up to speed fast with a

C h q m pio n playlist of links and demos
@ SHARE
ih e ﬂ Educate your team on the

latest innovations with a
ready-to-use presentation

vancouver i

Provide a seamless upgrade

experience using a complete
re e q s e list of resources

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved.



Plan and schedule your upgrades

Get ready to upgrade to the Vancouver release

2022 2023 2024
— T T T T T

September March September February March September
Tokyo Utah Vancouver Washington, Washington, Xanadu
release release release DC release DC release release

Early availability Get all the new

Get a head information about

upgrades

Current version Support entitlement Upgrade to By

Understand your
support entitlement

servicenow.

Tokyo release N-1 entitlement Utah or Vancouver release | September 2023
San Diego release N-2 entitlement Utah or Vancouver release | September 2023

Utah release N-1 entitlement Vancouver or Washington, | March 2024
DC release

Tokyo release N-2 entitlement Utah or Vancouver release | March 2024

© 2023 ServiceNow, Inc. All Rights Reserved.



Now Platform Vancouver release:

Drive growth and reduce cost with the intelligent

platform for end-to-end digital transformation

Accelerate productivity

Automate and optimize every process, so every employee
can focus on work that matters most

* Generative Al Controller (GA), Now Assist for
Creator, Next Experience workspaces

Improve experiences

Empower your customers, admins, and developers with
low-code tools and connected data across your business

* Now Assist for ITSM, CSM, HRSD
* Employee Growth and Development

Increase agility
Provide more visibility and control for faster and smarter
decision-making

e

* Zero Trust Access, Third-party Risk
Management, Clinical Device Management,

Accounts Payable Operations

Servicenow Al Favorites

@ Home INC034532

Details
i Car™ -~ work email on iPhone ©

T view Investigate
0 ~ Compose Recommended Actions

+ Summarized by Now Assist ® 4Co ok o et Hstory
¥ new iPhone due to compliance requirements. =

Issue: Il with Intune and set up Outlook, but the issue
¢ Jane Cooper can't access her'
Jue to ne

Actions Taken:
e Followed the instructions in rofieinin
persists.
o Abel Tutor created an in~
Abel Tutor assigned t*

.
vl +0 fallns akemail prevents me from communicating with team members and doing my job
effectively.

Affected Cls Impacted services Assets

t ( Business Rule-New Record % )

nnnnnnnnnnnn

(function executeRulelcurrent,

This is powered by
Now Assist

(gs.nil(

E 2 return;
3 emailDomain = e
(emailDomain !==

gs.addErrorMess
4 current.setAbortAction(true);

current, previous);
“the order | found: .ejofyourorderor
trans..

Refund

Please pickan option. °

© 2023 ServiceNow, Inc. All Rights Reserved. S



ServiceNow Product Map

w Now Platform®

® Customer A, Technology ® Employee A, Operating o2 Hyperautomation
L. Experience ®ee Fxcellence Experience ®ee [xcellence e and low-Code
Customer Service Management IT Service Management HR Service Delivery Risk Products App Engine
Field Service Management & DevOps. Workplace Service Delivery Environmental, Social and Automation Engine
Governance

IT Operations Management &

Configuration Management

Database Employee Growth &
Development

Legal Service Delivery Clean Core ERP with App Engine

Asset Management

Security Operations

Strategic Portfolio Management

Application Portfolio
Management

Cloud Observability

HEE[ Industries  Finance | Manufacturing | Technology | Telecommunications | Healthcare | Government

@ ServieeNew lisee™ Rd% Microsoft Partnership <2> Upgrading to Vancouver release

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 6



Get up to speed fast on the
Vancouver release

[ ] Vancouver Release Blog

@ Community (complete listing of blogs)

"% Vancouver Release Notes

servicenow.



https://www.servicenow.com/community/product-launch-blogs/now-platform-vancouver-release-now-available/ba-p/2668275
https://www.servicenow.com/community/product-launch-blogs/what-s-new-in-the-now-platform-vancouver-release/ba-p/2665358
https://docs.servicenow.com/csh?topicname=family-release-notes.html&version=latest

Now Platform®
Customer Experience
Technology Excellence
+ Employee Experience
A\

Operating Excellence

o0
® Hyperautomation and
e Low-Code
Industries

ServiceNow Impact™

i
Table of Contents &

Click the buttons to go directly to the section/s relevant to you Rﬁ%

Microsoft Partnership

Get Ready to Upgrade

servicenow.



servicenow.

Now Platform

Now Intelligence Platform Security

Next Experience Platform Foundations




w Now Platform®

What's new
in the
Vancouver
release

Accelerate value with the platform for
digital business

Now Intelligence Platform Security

« Now Assist « ServiceNow Data Discovery

« Generative Al Confroller » ServiceNow Zero Trust Access
« Automated findings in Process Mining » ServiceNow Access Analyzer
Next Experience Platform Foundation

« Guided Tours in workspaces « ServiceNow on Azure

© 2023 ServiceNow, Inc. All Rights Reserved. 10



servicenow. | Store

N OW ASSiSII. Next Experience

‘5 Add-on Professional or Enterprise

Accelerate productivity with
- generative Al experiences on the
.: Now Platform®

Log in issue

J:‘ Generative Al

Augment agents, admins, developers
and end users with generative Al

Provide more specific and relevant
search results in portals, workspaces,
and Virtual Agent

(Powered by Now Assist)
° How can we help you today?

| accidentally ordered my caran
from the wrong store. What do |

Sorry to hear about that. But no p
we can either transfer your ordeg
correct store or issue you a ref]

Here's what we found:

Automate mundane tasks and increase
MTTR with Q&A and case summarization

8
2. Open any incident recorg?on ftem Location, Piory. and shert Description
3. Click Create Change Rec
4. Enter the details such a’
5. Click Create.

Reduce manual work and increase
consistency with text to code and
recommended actions in Flow Designer

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 11



Generative Al Contiroller

J:‘ Generative Al

[ Flow x =

Summarize Incident...

s Summarize Incident Description A es Deactivate

IRIGGER

@ Incident Updated w

ACTIONS  Select multiple

Data

Intent  Properties  Languages

@ Sel Now eBonding Exa...
@ Update Incident & @) rrsm —
- KB Article Content -
now Generative Al Controller Request
Decision Topic Custom
Connect sioc Control
id an Action, Fla @

@ 11sM NLU Model for Virtual...

A\
e Article Title Request

- ®
Hh AIKB Generator

servicenow.

servicenow. | Store

Next Experience

$ Professional or Enterprise

Easily connect to OpenAl, Azure
OpenAl, or ServiceNow large
language models

Embed generative Al directly into
ServiceNow workflows

Get faster fime to value with out-of-the-
box generative Al capabilities

Deliver a seamless design experience
within Flow Designer, Virtual Agent

Designer, and scripting

© 2023 ServiceNow, Inc. All Rights Reserved. 12



AUfomCI‘l'ed findings in Next Experience
Process Mining

‘$ Professional or Enterprise

SErviCeNOW Al Favorites  History  Workspaces  Admin Process Mining Workspace 7 Q Search >l ® 2 0 o @

Automatically surface common
incident Analysis process inefficiencies

- G ]| Expose process inefficiencies such as
' = G rework, ping-pong, or extra step as
: o : improvement opportunities

6

Administrati 96 3w 5d 324 3 i g )
waiting Caller |
s . Duration

SAP 4 3w 3d 01 b I = 2 days

S o Improve processes and reduce manudl
G . s . Improvement Opportunities V On0|y5is effOFTS

Last updated 3dagn  Create new finding rule

Reporting/B 20
|

S 1mo 3w

Avg. duration  Total inefficiency & = Std. deviation O
Hardware 9 2wéd
Call Center

Lo Accelerate time to value and time to
S B | improvement

Advanced filters

Ping-Pong

Showing 11-18 of 18 R Records per page

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved.



GUided TOUI'S in WOI'kSpCICGS Next Experience

t} ‘GUIDED TOUR DESIGNER =/
ServiCennw Al Favorites  History  Workspaces | Service Operations Workspace 77 Q. Search > e 20 0o @

o Deliver on-point assistance and
v Hello! . @ onboarding guidance in workspaces

ovenven : Upcoming © Accelerate adoption of workspaces
L e with built-in visual cues and role-based
guidance

ServiCenOW Al Favorites  History  © Workspaces  Admin Service Operations Workspace 1 Q Search

———— Drive productivity with on-demand tours
| Create New Incident g | e

that help users complete tasks and
Incident = Agent Assist mOXimize effiCiency

“YA

(il ) &
®
-]

View all

Incidents assigned to

Get insights info where users seek
guidance and recognize behavior
patterns within user journeys

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 14



ServiceNow Data Discovery

Accurately identify sensitive, critical, and personal
data across the organization

Gain insights into your data
landscape

Protect personal data by identifying
where it is stored and limifing
unauthorized access

Comply with regulations and help avoid
fines and reputational damage

Minimize risk resulting from mishandling
of sensitive information, including by

third-party vendors. Help ensure proper
data protection measures are in place

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 15



ServiceNow Zero Trust Access

Reduce attack surface, lower complexity, and
improve productivity

servic.enow All Favorites  History = Workspaces Session Access Role Configuration - Remove ITIL role outside trusted network % Q, Search

e 20 o @

. Session Access Role Configuration
¥ zerotrust +* Remaove ITIL role outside trusted network

FAVORITES

lidated roles that are part of this configuration, click here,

v Zero Trust Access
= Session Access Role Configurati...
= Session Access Audit

Properties

ALL RESULTS
v Zero Trust Access
X * Policy | Remove ITIL role outside the trusted n
Session Access Role Configur... %
Session Access Audit *

Properties *

servicenow.

Least-privilege access with
continuous trust verification and
ongoing security inspection of all
users, devices, apps and data

Granular access enforcing fine grained
contextual policies

Improve security posture through
consistent verification of users and
devices

consistently verifying the identity and

e Protect against insider threats by
access privieges of users

Meet compliance for regulatory
mandates by helping ensuring secure

access and data protection

© 2023 ServiceNow, Inc. All Rights Reserved. 16



ServiceNow Access Analyzer

Improve access visibility, and bolster productivity

oz ?
ES 2 8 S -

Manage User
Access Permissions

Address Security
Incidents

ServiceNow -

Access Analyzer

2 B

Simplify ' Increase
Troubleshooting Productivity
servicenow.

Gain visibility and manage user
access policies on the Now Platform

Assign user access permissions with
confidence based on user, block of
users or specific role.

Help admins and developers design, test
and modify access controls on the Now
Platform

related incidents due to unauthorized
access

e Help security teams resolve security-

Allow IT teams to diagnose and address
user access issues

© 2023 ServiceNow, Inc. All Rights Reserved. 17



ServiceNow on Azure

Transformation, simplified

Extend across
your business

Access 3¢
party data

Cloud
Infra

servicenow.

Finance &®

": Supply Chain
Workflows

,“o Industry
®4®" Workflows

Technology

Employee eee Workflows

® Customer
&. Workflows Y  Workflows
@ ® & @ 7 vgtrstap
Accelerate time

°
000 reator Workflows .
° c to business value

Single platform 04O

: F @ = 8
One data model <o

One architecture Automation Engagement Al& ML Low code Secure

cx} Now Platform

Available on

\Microsof‘tAzure ‘ . . e u < -, ) Microsoft Azure
 Data & Al- Security - Compliance - Scalabilfy - Data Residency - Govemance - Automation " *

Other company and product names may be trademarks of the
respective companies with which they are associated.

Available to new US customers
only, in the Vancouver release

Transformation, simplified

Empower digital fransformation
imperatives with your cloud
infrastructure spend

Harness the power of the Now Platform
running on Microsoft Azure

Leverage an expansive ecosystem of
partners and developers

© 2023 ServiceNow, Inc. All Rights Reserved. 18
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°
L’ Customer Experience

Customer Experience

Customer Service Field Service
Management Management




. (]
k Customer Experience

What's new
in the
Vancouver
release

Reduce costs while delivering seamless
customer service experiences

Customer Service Management

* Now Assist for CSM

ServiceNow Voice: Agent and Queue Transfer
CSM+ESM: Install Base Maintenance Plans

Service Organization Management: Available Services

Service Organization Management: Customers Served

© 2023 ServiceNow, Inc. All Rights Reserved.
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Now Assist for CSM

J:‘ Generative Al

servicenow All  Favorites  History  Workspaces ! CSM/FSM Configurable Workspace 7

+ Summary: Mike Rogers connected with the virtual agent and began a conversation around his issues
being able to check his mail. The virtual agent had Mike go through some basic troubleshooting steps
like ensuring his password was correct, verifying his server settings, and updating his email client. None
of the steps worked and the virtual agent suggested that he speaks with a live agent for further analysis.

Powered by Now Assist

Show less a

! Case

servicenow.

Q, Search -

Summarize ¥ Close Case

Emails

Compose

Task Skills

& Work notes (Private)

Create Work Order

B Email

servicenow. | Store

Next Experience

‘$ Add-on Professional or Enterprise

Accelerate customer service
productivity with generative Al

Accelerate service response with faster
context gathering on issues and actions
taken

Rapidly generate summaries for cases,
interactions, and other record types

Improve operations by collecting
consistent resolution data

© 2023 ServiceNow, Inc. All Rights Reserved. 21



ServiceNow Voice: Agent and
Quevue Transfer

Servicen(')w All  Favorites  History = Workspaces CSM/FSM Configy| Servicenow All  Favorites  History = Workspaces i CSM/FSM Configul
0 & lobo »
: X
iz Agent Softphone . : Agent Softphone
ser Contact via Ph...
ae : Hello, John!
Bef Eoniaie Y n LI, . Detis  Customer Infor & nvaltable

) Get a little help monitorir
(ﬁ +1 e S ] i h +1 o -
o ©03:31 Connected call P ®© oo:08 On hold
Interaction oo
s INTERNAL-TRANSFER 08
ick conn §
Quick connects x INumbe: |mportant items ® o0:08 Connected call
Country Phone number or quick connect | IMS0001437 Che

- [Enter quick connect or numbe
fiype * High-prior
John Jason S
-
Sales Queue | K-Tech

My active cases

Last refreshed 3m age

Number Short de Join

(ST E 11 P ———

# Number pad

CTUUI Lan T VETY TPV AN WU ana We
< be answered in the order.

Full transcript and re wpear when the call is

servicenow.

servicenow. | Store

Improve agent productivity with
agent and queue call transfers

Streamline a call with the ability to
transfer from one agent to another
agent

e Increase resolution with the ability for
agents to fransfer calls to a queue

Expand the organization’s ability
to configure Agent Ul with new

OpenfFrame capabilities

© 2023 ServiceNow, Inc. All Rights Reserved. 22



CSM+FSM: Install Base
Maintenance Plans

Access and track FSM planned
maintenance and work orders from
CSM Configurable Workspace

SErviCenow Al Favorltes  History  Workspaces  Admin CSM/FSM Configurable Waorkspace 71 Q Search Sl »e o0 @

comprehensive view of the install base

o Improve agent efficiency by providing a
details and maintenance plans

Improve admin efficiency by driving FSM
planned maintenance activities from

within Install Base Management in CSM

Improve CSAT by responding to status
inquiries about activities like work orders

without transferring to FSM dispatchers

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 23



Service Organization
Management: Available Services

‘$ Professional or Enterprise

coriconow. @ List services offered by a service
Support Knowledge Cases Your information « » » org q n izatio n

Home » Business Location Details | Search Q|

LA Show Room Reduce case rework by submitting
e I . requests only fo service organizations
5 that can resolve the issue

Manag
John Chipley

Business Location Details = Services Offered Keyword Search Q ‘

them easily find relevant service
B Cases Requested Name Active Customer service type Table Service Organizations offering Service De O rg O n iZO Ti O n S for O re q U eST

& Members Annual  true  Post-Sale sn_customerservice_case Criteria-based

. . Check-up
= Available Services Service

B Accounts Car loan true Pre-Sale sn_customerservice_case Criteria-based
Service

e Improve agent efficiency by helping

B3 Consumers

Rows 1 -2 of 2

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved.



Service Organization
Management: Customers Served

‘$ Professional or Enterprise

servicenow. @ s List and track customers of a service

Support Knowledge Cases Your information « org q n izatio n
Home > Business Location Details ‘Search—'TJ

LA Show Room Increase CSAT by understanding the
customer relationship across the

620 S Virgil Ave Ste Los Angeles

customer service value chain

John Chipley LA City Center

Provide the staff across the service value
SRR & Conmen [emordsearcn [ @] chain visibility to customer details to
B Cases Requested Number A Name Mobile phone  City Zip / Postal code ~ Updated deliver beTTer Service

& Members CSMR0000001  Gilly Parker Santa Clara 95054 2016-08-15 12:47:33
B Available Services CSMR0O000002  Sam Collins San Francisco 94105 2016-08-11 17:20:27
B Accounts CSMR0000003  Dee Sam Atlanta 30361 2016-08-11 17:17:59

CSMR0000004  Harding Asher Plano 75024 2016-08-11 17:19:12
B85 Consumers

CSMR0001001  Hans Fischer 2018-10-09 07:34:30

THT Rows 1-50f 5

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 25



. (]
k Customer Experience

What's new
in the
Vancouver
release

Drive frictionless customer experiences

Field Service Management

« Scheduling enhancements
» Dispatcher Workspace enhancements

« Contractor App

« Mobile Playbooks for Field Service Management

* Planned Work Management — Planning Calendar

© 2023 ServiceNow, Inc. All Rights Reserved.
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Mobile Playbooks for Field Service

Management

9:41 ol T

=
My Work see Q
0

Q Search for services, articles, people Q

My tasks

Work in progress 4 - Low

WOT90010015

WLAN Outage

View playbooks

Assigned 4 - Low

WOT90010015

Network Install

=

servicenow.

9:41 all T -

< Playbooks

WOT Playbook

™\ Troubleshoot
2 R elated articles

Parts
Record time
1 remaining

Log incidentals

Verify work completion
1 remaining

Close work order task
2 remainin

9:41 il T -
< Troubleshoot
In progress

Troubleshoot

Review related articles

Find related articles to help troubleshoot and
aide in installation and removal of parts.

Browse knowledge base

Mark complete

Skip

servicenaow. | Store

‘$ Professional

Boost technician efficiency with
a guided Mobile Agent experience

Speed time to resolution,
reduce resources, and improve service

consistency with step-by-step guides

execute and document work order tasks
effectively, like performing maintenance
or resolving issues

e Help ensure new technicians can

Reduce risk by requiring technicians to
perform compliance checks or follow

mandatory steps during inspections

© 2023 ServiceNow, Inc. All Rights Reserved. 27



Scheduling Enhancements

servicenow a Faworites  History  WWiorksg

Teddy Taylor =

WOT90010002 crew !

Equipment

ction and Alarm

Dynamic Crew Creation and Scheduling (FSM Pro)

: *Dynamic Crew Creation and Scheduling and Dynamic Task Bundling are available with FSM Pro, while
el Infra-day Schedule Optimization is available with FSM Enterprise.

servicenow.

‘$ Professional and Enterprise*

Automate scheduling, dynamically
bundle tasks, and optimize crew
management

incoming tasks, cancellations, and

o Auto-adjust schedules based on
early/late job completions

dispatchers through automatic creation

e Reduce scheduling burden on
and scheduling of bundled tasks

crews with Dynamic Scheduling,
reducing errors and freeing up
dispatcher capacity

e Automatically create and assign ad-hoc

© 2023 ServiceNow, Inc. All Rights Reserved. 28



servicenow.

Dispatcher Workspace
Enhancements

‘$ Standard or Professional*

Accelerate dispatcher productivity
with enhanced KPIs and maps

ServiCenaw Al Favorites  History  Workspaces  Studio Field Service Management 7r Q Search ® 2 0@ o @

patcher Workspace | WOTO00001 % WOT000004 % | & TeddyTaylor x

e [ X at their fingertips

Search resources Q ‘ iF 08:00:00 | 09:00:00 10:00:00 | 11:00:00 12:00:00 13:00:00 | 14:00:00 15:00:00 14:00:00 17:00

Act on real-time utilization and travel
metrics at the group and individual level

~ NorCal Technicians [JShowallroutes  Tasks 7  Work 1d 5hr  Travel 22hr 15min  Utilization 122.03%  Productivity 69.05%

E Alex Ray i Wireless access point installation . ' | Network connectivity

WOT90010092
2200 Powell Street, San Fr. T T

% Alex R . .. .
. Improve Dispatcher decision-making
@ Behind schedule, more than an hour 'elale Speed by d|sp|0y|ng key Qgerﬂ' and
- task information in the Contextual Side

Location 2200 Powell Street, San Francisco,CA PO nel
© Schedule 8-5 weekdays

Phone 650-734-6567 o o o 9 9
e ’ Optimize routing and visualize

work assignments with a new map
o Metrics Tuesday May 23 2023 experience

Tasks 1

@ Email alex.ray@servicenow.com

Utilization Té.Sl%
Productivity 38.89%

Group Metrics in Dispatcher Workspace il

Canon Printers DELL Desktops Cell Phones

servicenow. *Contextual Side Panel and Maps are available with FSM Standard, while Group Metrics is FSM Pro. © 2023 ServiceNow, Inc. All Rights Reserved. 29



servicenaow. | Store

Planned Work Management -
Planning Calendar

‘$ Professional
ServiCeNOW Al Favorites  History Workspaces  Studio  } Planned work management 7r Q. Search e @ ® o @ Op‘l’imize mainienance plans Wii'h
actionable visualizations

Visualize and adjust preventive
maintenance and recurring Visits

across customers, assets, and
equipment

Dec 2021 - Feb 2022

200

CNC 3018

i @ 8 8 8 &8 o

CNC 3018

~ IT System

A12.1053

A12.1055

Improve schedule forecasting with
enhanced maintenance calendars and

flexible calendar formats

e ' | Adapt to cancellations, overlaps, and
deviations with flexible rules and on-
demand adjustments

Asset G
Showing 1-40 of 80 > Showing 1-400f 80 [ Lose

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 30



Contractor App

09:41

« Search

< My work WOT0010047

Parts removed

Consumable

3Com Cat 5 Cable (10ft)

Quantity 1

Part requirements

Router Cooling Fan
-06-19 16:17:56
1

m— \

servicenow.

—_

(

——
09:41 A = \
< Search i

Q, Fix damaged © Cancel

(Wo:k Order Tnsk) ( Work Otdor)

Assigned 4 - Low

WOT0010048
Fi fibre lines
2 2017:17:66

oIl Streot, San Francisco,CA

(

* Installation type

" 15 this a now Installation, replacement or ro

09:41 a1 -
«Search e

< Back Questionnaires n

Pending Completed

Cancel Inspection Questionnaire

Inspection Questionnaire

Doos the customer have p
maintenance contract?

installation?

Signal strangth test performed?

Is earthing done correctly?

Is sufficient clearance provided on all sides
for cooling?

servicenaow. | Store

‘$ Professional

Empower coniractors with superior
visibility and control over work and
inventory management

Control access to inventory, support
contractors with Pick Up and Drop Off
lists, recognize overdue returns

Promote process compliance and
enforce documentation needs across
contractor organizations and
technicians

Facilitate contractor resources finding

information and speeding time to
completion

© 2023 ServiceNow, Inc. All Rights Reserved.
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servicenow.

¢ Technology Excellence
Technology Excellence

IT Operations Management
& Configuration Asset Management
Management Database

IT Service Management &
DevOps

Application Portfolio Strategic Portfolio

Management Management Security Operations

Cloud Observability




Technology
eee Excellence

What's new
in the
Vancouver
release

Automate and optimize service operations

IT Service Management

* Now Assist for ITSM

* Process Mining

+ Success Dashboard Enhancements
« ServiceNow for Microsoft365

« DevOps enhancements

© 2023 ServiceNow, Inc. All Rights Reserved.
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servicenow. | Store

Now Assist for ITSM

Next Experience

43' Generative Al

Servicenaw Al Favorites  History Workspaces  Studio  § (_ Application Title ¥ ) Q. Search & @ 0 o (f}

= Lists INCOODOD1 %  INCO0D002 %  ® BethAnglin % | + Accelerqte IT serVice prOdUCiiVity
Active chat = Details INCOOO005 Wii'h generative AI experiences

‘$ Add-on Professional or Enterprise

+  Smart summary < There is an issue with my my mobile data and 5G connectivity = Assigntome | [ Rresoive | ([EERR ()
Karolina reports that her password isn't
the problem and she has already tried D Playbooks ~ SLAs  Tasks Interactions Emails  Task skills

sting — " . e Generate contextual summaries of

Number

C500001006 Needs attention SiWorkinotes (Ftivats) ‘ inCideﬂTS O ﬂd prO b|emS fOF OgeﬂTS TO

y 0 mments here
May | have your name?

Channel

.
_— - review
CsM @ Q 2022-12-12 15:14:37

Kpica54@gmail.com

Karolina Pica

One more thing: in case the connection - ‘F Smart summary

is lost, can you provide your phone

numbér)? (if you don't want to share, 5 rolina Pica Q = Issue Provide GgenTS WiTh O SU mmOry
type no|

Employee has an issue with their email and is very frustrated.

. ' e of previous history from live chat

Research

, e e and Virtual Agent interactions

the next available agent. Karolina Pica attached image of error message.

John Jason joined the chat

Next Steps

1. Investigate root cause with Meredith Arcand Ad h ere TO beST prO C Tic es WiTh

2. Keep affected employees up to date on status

B S T— automated resolution notes and code

Partner

Meredith Ar
121:35:45

upon incident closure

In progress was New

ieh - 1 was Fmnty

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved.



servicenaow. | Store

Process Mining

$ Enterprise

servicennw All  Favorites History = Workspaces  Admin Process Mining Workspace 7 Q. Search - °
il ' Automatically surface common
= Process Projects Incident % | Incident ®

Inciden

o process inefficiencies

tocg Do crds I mordel 7 Incident (2023-0... ¥ || €

Analyst Workbench Automation Opportunities Red Uce mo ﬂU(]l O nO |ysis ViO OUTOmOTed
exposure of process inefficiencies such

as rework, ping-pong, or extra step

Improvement opportunities overview

15 opportunities

% of opportunities by category Top 5 opportunity types by # Records Top 3 KPIs by # records & opportunities

Conformance Automation Quality Performance

67% 9 20% P 7% 2 7% e 2 . oD g
: Rework identified processes with an
somor optimized remediation recommendations

Improvement Opportunities

Visualize and gain further insight into
Title Records Type Impacted KPls Avg. duration Total inefficiency © « Std. deviation © bo.l..l_le nec ks relc .I.ed TO SpeCiﬂC KPIS viO

Success Dashboard

i repetitions is 7 o) 354 (9%)
O Group 16 [Ma»

Rework on PO Group 8 [Max repetitions is 2)
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Success Dashboard Enhancements

SErviCenoW Al Favorites  History  Workspaces  Admin Success Dashboard r Q. search e =0 o @

$ Professional

Inform critical business decisions

Success Dashboard  Cost savings

Insights

S e Benchmark your implementation
performance against best-in-class peers

Benchmark insights

Benchmark

:98? S Gain deeper insight with dynamic time-
= based performance metrics

Call deflection - percentage o} Call deflection - percentage

Q@ Jun2023
22 . j_ 1 View in benchmark Percentile: N/A

10.16% since

Quantify performance for individual
capabilities and processes with
dedicated KPlIs
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ServiceNow for Microsoft 365

servicenow

T+  OrgChart

@ Temsal @ & 0 & 2 =ﬂ

Bl servicenow

ITv  OrgChart

How can we help?

o Microsoft Teams

How can we help?

Recommended for you

@ seauest

servicenow.

servicenaow. | Store

Boost productivity with embedded
experiences across the apps you
use every day

Streamline experiences with Employee

G Center embedded directly where you
work across Teams, Viva Connections,
Outlook, and Microsoft365

information fast with Al Search powered

e Minimize window switching and surface
by the Virtual Agent Teams extension

collaboration experience native to

e Resolve issues faster via a Teams
Service Operations Workspace
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ITSM Pro DevOps adds new
DevSecOps support

DevOps SecOps
c-- Test Déploy Operate :
Pre-production Production
ITSM Pro DevOps Change Velocity — SecOps -
Connect to security apps in the Pipeline Confinuous

vulnerability

| I assessment

Help ensure the right security scans and
verifications have been completed as part of a
change request

servicenow.

servicenow. | Store

$ Professional or Enterprise

Simpler integration with security tools

Single data model for DevOps and
SecOps to share security tool
integrations

Adds Veracode as an out-of-the-box
DevOps Change Velocity integration —
more SecOps integrations coming soon

Utilize our data model and the provided
documentation to add your own
security tool integrations to the DevOps
Change pipeline
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Technology
eee Excellence

What's new
in the
Vancouver
release

Automate and optimize service operations

IT Operations Management

+ Redesigned AlOps User Experience

+ Enhanced Visibility User Experiences

« Service Graph Connector for OpenTelemetry

© 2023 ServiceNow, Inc. All Rights Reserved.
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Redesigned AlOps User
Experience

servicenow All  Favorites  History  Workspaces Service Operations Workspace 1r Q, Search

= Express List ar
Filters Save new = Active Alerts 18 All time

Active alerts (Default) i Number Duration Severity priority Source Impacted services

This filter was recently change. Update
17 minutes ® Critical ol Pingdom
2 Applied conditions ¥

27 minutes ® Critical ger Group Alert
N 59 minutes * Warning ge Group Alert
+ Severity

priority Clear Alert 7 2 days * Minor o u

Urgent
High 1 Ale 2 days » Minor
Moderate ©Matching

Low 4 A 75 2 days = Minar |

Source
+ Number Alert002040 2 days * Critical

+ Configuration items

) . 2 days * Major " DYNATRACE
Impacted services

Node 2 days * Warning

Description

Assigned to 2 days

+ Assignment group

+ Metric name Al 2 days ® Critical

servicenow.

Description

Service is down https:/www.supportg

Group of alerts, Disk Usage Check Cri

Group of alerts, The volume of logs wi

Non System Logical Disk Free Space is

CPUO2 exceeds 85% threshold on noc

CPUO2 exceeds 85% threshold on noc

Node v-w2k8-r2-wmi02 disk C: below

High wait times detected on PostgreSt

Database read I/O greater than 200m:

Available disk space on v-rhel-5-32-wi

Node Lnx1835 mount /opt/db/log bel

servicenow. | Store

Next Experience

‘5 Professional or Enterprise

Empower operators with better
AlOps navigation and set-up

Quickly navigate through all facets of
an issue on a single Express List screen

Easily add third-party events, logs, or

metrics from the Integrations Launchpad

Get more value in less time from AlOps
with new admin dashboards

© 2023 ServiceNow, Inc. All Rights Reserved.
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Enhdnced ViSibiIity User Next Experience
Experiences

servieenaw & e wn tewee em— —JeseeC Clean, clear views of certificates
and firewalls. Introducing SBOM.

Certificate Inventory

2 Better prioritize certificate renewals from
5 6 a single pane of glass including in
Kubernetes

Updated at 16:35

Track and audit firewalls from an
improved interface.

Certificate by fingerprint algorithm

Create and export a Software Bill of
Materials (SBOM) for containerized
environments.
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Service Graph Connector for
OpenTelemetry

ServiCeNOW Al Favorites  History Workspaces  Admin Dependency Views e Hle oo @

Calculated Applicatio... ¥
rh ebank

Calculated Applicatio... ¥ Calculated Applic:
l'h ebank_web/ebank ‘-h ebank_iOS/ebank
=A =AM

! J icatio... ¥ a licatio... ¥
l’h f;:,:g'::"“"’"“"° gal'_‘“a'(’e'i‘\p”"““" {O} Kubernetes Deploym... ¥ {@} Kubernetes Deploym... ¥ {é} Kubernetes Depid
= oo ebank_android ebank_web ebank_iOS
= = lew For ’
e

ed Cls —
e g VL =
Kubernetes Deploym... ¥ s Cluster ¥
ads - cluster-1
o0ad More

* Requires ITOM Discovery license

** Requires Cloud Observability license

servicenow.

servicenow. | Store

Next Experience

Seamless Visibility to cloud native
architecture

Manage Kubernetes, microservices and
other OpenTelemetry elements from
your CMDB and relate changes & tasks *

infrastructure to calculated applications
and services

Help predict and prevent outages,
assess performance, and address alerts
from cloud native traces, logs, and
metrics **

e Automatically map cloud native
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Technology
eee Excellence

What's new
in the
Vancouver
release

Data Foundations

CMDB
« Unified Map View



servicenow. | Store

Unified Map View

Next Experience

ServiCeNOW Al Faorites  History  Workspaces  Admin CMDB Workspace 7 Q Search e 20 0 @

e e e The best of current CMDB views in a
e —— single unified interface

Combine the power of the Dependency
view with the relevance of the Service
Map view

See key details from Cls and related
changes in their full context

Manipulate and filter detail in unified
maps and reuse helpful views

Access the Unified Map from the
CMDB Workspace v4
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Technology
eee Excellence

What's new
in the
Vancouver
release

Optimize technology asset investments

Software Asset Management

» Success Guides & Guided Experience
« Overlapping Usage

» Software Bill of Materials Management

Cloud Cost Management (formerly Cloud Insights)
» Cloud Cost Management Workspace

» Cloud Storage and Database Optimization

« Guided Experience

Hardware Asset Management

* Hardware Asset Management Success Portal
» Zero Touch Refresh

» Asset Inventory and Distribution

© 2023 ServiceNow, Inc. All Rights Reserved.
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Success Guides & Guided
Experience

(Software Asset Management)

ServiCenOW Al Fawortes  History  Workspaces Software Asset Workspace 17

a B
Y
G"

s portal

Value builder tasks ‘ New updates 2

In progress |1

D ae

integrate with ILMT

servicenow.

servicenaow. | Store

‘$ Professional or Enterprise

Step-by-step setup process accelerates
configuration and data health

Step-by-step guide for administrators
froon CMDB to SAM configurations,

culminating in reconciliation

helping ensure accurate license

e Scans for SQL Server install record issues,
calculation

Reveals Software Asset Management
configuration issues, including issues with
software models and entitlements
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Overldpping USClge Next Experience

(Software Asset Management)

‘5 Professional or Enterprise

Enhance visibility of overlapping
Saas applications and feature usage

Assess overlapping SaaS applications
based on highest usage count and
expenditure

Analyze SaaS activities in applications
with high and low usage for deeper
insights

Provide SaaS reclamation suggestions
and automated workflows for
subscriptions
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Software Bill of Material
Management

(SAM + SecOps)

SSIVICENOW & heees e e Axe b g Sy

Bl Software Bill of Materials

servicenow.

servicenow. | Store

Next Experience

‘$ Professional or Enterprise

Reduce vulnerability risks with
visibility into software bill of materials
- linking vulnerabilities with software
components

Ability to understand what components
are included in software

Gain rapid, centralized visibility into
understanding which components map

to which software and where they are
installed

Benefit from remediation workflow
support for critical issues with SecOps for
vulnerable sofftware components
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Cloud Cost Management
Workspace

(Cloud Cost Management)

servicenow All  Favorites  History  Workspaces

Cloud Cost Management Workspace +r
@\ ( Home Spend analytics
4

Q. Search e 2 0 o @
% | Total potentialsa.. x | Application featu.. x |

Overview

Total spend this month Total budget

Total potential saving

$120.79K

o i

472)  Alerts (3)

_DB

servicenow.

servicenow. | Store

Next Experience

‘5 Cloud Cost Management or Software Asset
Management Enterprise

Intuitive workspace for enhanced
user productivity and ease of use

Surface cloud optimization savings

opportunities and show progress over
time

Make faster and smarter decisions with
enhanced cloud cost reporting,
analyfics, and actions

Save time with easier configuration and
setup process
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Cloud Storage and Database
Optimization

(CIOUd COST I\/\Gﬂdgemeﬂﬂ “S Management Enterprise

Expanded coverage for improved
Rightsizing cost management and optimization

Total potential savings by service category Total potential savings by change group

‘ $38.25K

(320)  Scheduled (205)  Completed (225)  Declined (83)  Failed (41)  Excluded (56)

Reduce cloud storage and database
expenses through optimization

Integrate with existing support for
compute and database optimization

B Recommendations (8 i Full cost-saving coverage across the
= e feanmdeds most common cloud services of AWS,
Azure, and Google Cloud

Completed (225)

mendations 56
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Guided Experience

(CIOUd COS'I' M(]ﬂ(]gemen'l') $ Cloud Cost Management or Software Asset

Management Enterprise

Central workspace location for
[ e LRSS guided setups, tasks, resources, and

Find everything you need to do in one place. Install and set up the application; configure it as per your operational needs, and get started!

g o
Use this hub for a guided experience to navigate through your adoption journey. eX p e rI e n C e S

ServiCenoOwW Al Favorites  History  Workspaces

Product tour

Accelerate the implementation of your
Cloud Cost Management with

2 minimized setup time

3 major steps to setup

~
() il » R &

Activate plug-ins

practices right in your cloud cost
[R’e‘lvat‘efi“;‘:rt‘)fivljxctsllfeatures to suggest mandad g eme n‘l’ WO rl(s p ace

o e Find handy learning resources and best

E Get helpful recommendations and keep
e g o W— tfrack of tasks as you complete them
_

MetricBase pl
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Hardware Asset Management

Success Portal

(Hardware Asset Management)

SErviCBNOW Al Favortes History Workspaces  Admin

]

Hardware asset success portal

Open success goals H Projected success savings by status
[ ] a |

@)E & i =

o~

servicenow.

Hardware Asset Workspace 7+

‘ $37.67M '

e

servicenow. | Store

Next Experience

‘5 Professional

Set goals and assign activities to track
hardware asset program success

Define and track asset management
success goals and activities

Functions within hardware asset
workspace, plus content integrates into
executive asset management
workspace

Delivers visualizations to tfrack hardware
asset program savings for management
reporting
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Zero Touch Refresh

(Hardware Asset Management)

‘$ Professional

Workflow for improved inventory
visibility, asset fulfillment, provisioning,
and aged asset reclamation

servisam e . Al Favorites History Workspaces Admin Hardware Asset Workspace 7 Q Ssearch e «a 0 0 @

B 2

Replacement model Refresh method Requested for

Enables automated asset refresh,
reducing human intervention,
which helps saves time with large
volume refreshes

OX-N-N-2 N

Enhances your distributed or remote
employee experiences during
onboarding and offboarding

Asset Refresh Request sent Provider shi
i
P\ Added energy rating and energy type
R i Id 1, User ships
A Toconcnoaer }—{w}— M data can further enhance energy

savings and user selection of
environmentally-friendly hardware
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Asset Inventory and Distribution

(Hardware Asset Management)

ServiCenOw Al Favorites  History Workspaces  Admin Hardware Asset Workspace 17

£l All stockrooms Test

5)5

Y
N

i ®@ B W ®

Hardware loaner orders

13

servicenow.

X Southern Califor... x

Southern California Warehouse

Open stockroom tasks

Hardware loaner orders

Created 2024-1...

Bundles (3)  Pallets (1)

Hardware loaner orders

615 North Bush Street, Santa Ana,CA

Stock rules

APC 42U 3100 SP1 NetShelter Rack

Apple iPad 3

)

X

servicenow. | Store

Next Experience

‘$ Professional

Make multi-location stockroom
distributions easier and more tailored
to your organization

Redesigned UX with inventory stock
levels, tasks, and new shipment table to

track all outbound and inbound
shipments

consumption for multiple buildings
served by one stockroom

Distribution channels connect

e stockrooms logically and
geographically, optimizing the path to
an in-stock, in-region asset

e Service location optimizes inventory
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Operating
eee Excellence

What's new
in the
Vancouver
release

Optimize enterprise asset investments

Enterprise Asset Management

* Linear Asset Management

« Enterprise Asset Onboarding

» Enterprise Asset Move Workflow

© 2023 ServiceNow, Inc. All Rights Reserved.
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Linear Asset Management

(Enterprise Asset Management)

Next Experience

‘$ Professional

Efficiently frack and manage linear
— AAREE. assets (roads, cables, pipes, etc.) for
Enterprise asset estate analysis and maintenance

ServiCeNOW Al Favorites  History Workspaces  Admin Enterprise Asset Workspace 7

Overview  Asset tasks Linear asset typ

All Linear Assets [205

vt | s - Manage linear assets and related
S ey & R . ol e a2 M e attributes with parent-child relationships
for complex tracking

2 % i @m(@mit >

Specify asset sections to speed up
servicing based on distance or
coordinates

Link discrete serialized or consumable
assets to a linear asset's relationship
point

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 56



Enterprise Asset Onboarding

(Enterprise Asset Management)

Servicenaow Al Favorites

History = Workspaces  Admin

[ Enterprise Asset Workspace 7: |

C10766 - Caterpill...

In Progress
Review asset |IDs and details

so you and others can find and track this asset quickly

Gh [E] Enterprise asset estate C10766 - Caterp... x
Tl Details EAONBTASKOO... x
EAONBTASKOO0O01002 ©
Priority  State Number
4-Low Open  EAONBTASKOQOL...
o
= Details
& .
Asset onboarding
Asset details
; 1 remaining
TJ; {2 Review asset IDs and details

Responsible parties
2 remaining

Maintenance
2 remaining

A ontracts

Asset risk
1 remaining

Depreciation
1 remaining

servicenow.

RFID tag

| RF100000866

)

Enfen

servicenaow. | Store

‘$ Professionall

Prescriptive workflow for enterprise
asset onboarding

Provide necessary asset onboarding
details, including warranty dates,

maintenance contracts, service
contracts, and asset risk values

Assign ownership, and accounting
method for closer tracking

capabilities for the end of the asset

e Complements existing offboarding
lifecycle
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Enterprise Asset Move Workflow

(Enterprise Asset Management)

Sel'vicenow Al Favorites History Workspaces  Admin | Enterprise Asset Workspace 17 | . Search

MOVOO001001 ®

Details Enterprise mo ssets (2)

! Move order

Select . . Complete

Local Move

servicenow.

servicenaow. | Store

‘:5 Professional

Streamlined workflow for asset
movement between locations

Asset managers or end-users can initiate
move requests from the service catalog
Follow a prescriptive workflow to
execute asset moves between
locations, utilizing shipping or local move
tasks

Help ensure the right assets are moved
to the right location on time
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Technology
eee Excellence

What's new
in the
Vancouver
release

Transform Enterprise Security

Vulnerability Response

« Software Bill of Materials Support

« Unified Vulnerability Attack Surface Dashboard
« Jira Integration

» Integrations and other updates
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Software Bill of Materials Support
in Vulnerability Response

ServiCenow Al Faerites  History Workspaces  Adrmin SBOM Workspace 7r @ Search @22 o @

3 Home

Software Bill of Materials
Vie posure with the inventory of applications and third-party cor

TN NGY

BOM Entities |28 ServiCenow Al Favorites  History Workspaces  Admin SBOM Workspace 7 Q, Search Feaco @

Name

nnnnnnnnnn

servicenow.

servicenaow. | Store

$ Professional and Enterprise

Reduce Open-source Vulnerability
Risks
Ingest SBOMs to get Visibility into the risks
of using open-source components used

in homegrown applications, COTs, OT,
loT, etc.

Assess high-risk open-source software in
your environment

e Act with automated response workflows
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Unified Vulnerability Attack
Surface Dashboard

ServiCenow Al Favortes History Workspaces  Admin Vulnerability Manager Workspace Q Search 2 =0 o @

. Nfelalelelfo]
e Vunersbilty Response Dashboard - Consolidated Attack Surface Views

Centralized dashboard for Infra, Cloud,
Container and App risks

ServiCenow Al Favortes History Workspaces  Admin Vulnerability Manager Workspace @ Search * 2 »2 c @

Asset context helps to identify high risk
assets

Unified Vulnerability Response Dashboard -

i ® @E)

Aggregated risk posture on
Organizational Units (by BU/Asset
class/Owners)

Vulnerability Overview

CISA KEVs

CISA Vulnerability fost Cls - Internet Facing s TS
] [ 1 [ 1
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JIRA Integration

ServiCenow Al Favorites  History

Watch Topics

> Host Vulnerabilities

> Container Vulnerabilities

~ Application Vulnerabilities
Overview - Application Vulnerabilities

I Application Vulnerabilities DAST Findings

Application Vulnerabilities SAST Findings
Application Vulnerabilities SCA Findings
Application Vulnerabilities Penetration Testit

> Configuration Test Results

> Inactive

Create Watch Topic J

servicenow.

Workspaces  Admin Vulnerability Manager Workspace

Application Vulnerabilities DAST Findings

Remediation Progress  Refresh Status  Refreshed On
0% Completed 2023-07-28 07:00:27

Search

e | TN (-

Witch Topics monitor items that meet a filter criteria. Creating a Remediation Effort from a Watch Topic, generates tasks for IT to drive remediation.

Overview Vulnerable Items

= Application Vulnerable Items [28]

Last refreshed 5m ago.

| Create Agile issue

| AVITOU15662 DVWA
[ AVITOO16129 Acunetix

[ AVITO016157 Google Gruyere

(2] (0] (7" I [ vt | cromte At e |

x v

Remediation target

Remediation status

servicenow. | Store

‘5 Professional and Enterprise

Integration with Prisma cloud to
ingest container vulnerabilities data

Create Jira issues corresponding to
Remediation Tasks or Vulnerability ltems

of Applications/Containers

Track remediation progress by syncing
Jiraissue status into ServiceNow

Move between Jira and VR with the

e deep links, choose between
Automatic vs Manual creation of Jira
Issues, map to custom issue types and
custom attributes in Jira
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Integrations and other Updates

$ Professional and Enterprise / standard

0-Day Vulnerabilities, and New VR

Dashboard
L Exposed Assets for CISA & 0-Day
Vulnerabilities. Early visibility into High

priority vulnerability impact (Ex: CISA
CVEs and 0-days) with installed software
information on assets (w/ SAM)

u Health Dashboard -

New VR Health Dashboard: Get visibility
SecOps - Vulnerability Response Health e info unhealthy aspects of Vulnerability
Response Breakdown metrics to pinpoint
issues affecting the system health
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Technology
eee Excellence

What's new
in the
Vancouver
release

Transform Enterprise Security

Security Incident Response
« New CISO Dashboard
 DLPIR updates

© 2023 ServiceNow, Inc. All Rights Reserved.
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Updated Dashboards

‘5 Professional

CISO and Incident overview
dashboards upgraded to new user
interface

Servicenﬂw Al Favorites  History Workspaces ¢ Security Incident Response Workspace ¢ Q, Search ¥y &) @ O o ﬂ

CISO and Security Incident Manager
overview dashboards migrated to
enhanced user interface

JJJJJ

— e~ e e e O e— BO-- - o New interface delivers improved
: usability and ease of customization

§ Security Analyst Overview -

Share insights easily with SOC leaders
and other collaborative teams

idents and Tasks assigned to me 58

Priority State v - Task type 7 SLA due ~ Category [Service Order]
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DLPIR Updates

SErVICENOW Al Favorites  History Workspaces  Admin Data Loss ops Q Search Yo oo0o @

* ‘,; Professional and Enterprise
[All = DLP Workspace DLP0001077 X

Unified DLP Incident Response

&  DLPO001077
OKIY‘L‘DYIVL' "2023'09'05 04:30... t.H @

ils  Custom Attributes  Child Incidents (4)  Detected Sensitive Infor.

Assign incidents to any users involved in
the workflow, move incident to a pre-
defined or custom state, use custom
fields to store incident specific data

¢ Details

" & Work notes (Private)
DLP0001077

| | Incident Consolidation: Automatically

I s consolidate multiple incidents as child
incidents under one parent based on
——— - custom criteria

2023-06-05 12:24:31

R . Supported Integrations: Symantec,
Proofpoint, Netskope, Microsoft Purview

RIDDHI.BHAVSAR1@ITXLAB.ONMICROSOFT.COM
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Technology
eee Excellence

What's new
in the
Vancouver
release

Deliver strategic technology initiatives

Strategic Planning / Portfolio Planning Workspace

» Product Feedback
« Capacity Planning
» Financial Planning

« Data Separation

© 2023 ServiceNow, Inc. All Rights Reserved.
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Product Feedback

servicenow.

servicenow. | Store

Next Experience

$ Professional

Single repository to drive innovation

Drive faster product innovation directly
from customer feedback

Actionable insights for data-driven
product roadmaps

e Workflow feedback into planning items
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Cq qu“.y qunning Next Experience

‘$ Standard & Professional

SErviCenOW  An  Favortes  History Workspaces  Admin Strategic Planning Workspace T, Search =l e = ® o @

Optimize resource utilization to meet
demands

Help ensure sufficient capacity to deliver
work

Foresee and reduce risks by having
insights into future capacity needs

Plan capacity across portfolios with new
visual interface
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FiﬂClI’lCiCll qunning Next Experience

$ Standard & Professional

SEerviCenow Al Favortes  History  Workspaces Strategic Planning Workspace ©Q, Search

—— Access financials for true budget
&) Employees and profiles e mandgemenf

L]

Forecast, plan, and frack costs for
accurate budget management

mployee Type Total planned cost Total actuals...  Total ETC Total EAC FY23: M10 F M11

Adjust your budget and forecast based
on detailed expense lines to understand
total cost of work completion

Generate labor cost for epics to
account for agile teams
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Data separation

SErviCeNOW Al Favordtes  History Workspaces  Admin

servicenow.

Getting started

Guided Setup *

servicenaow. | Store

$ Standard

Safeguard data by implementing
access restrictions

Help protect sensitive data with access
restrictions in Strategic Planning

Allow access based on lenses and
hierarchical information

e Easily configure and maintain access
rules
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Technology
eee Excellence

What's new
in the
Vancouver
release

Optimize technology asset investments

Application Porifolio Management
» Technology Portfolio Management
» Enterprise Architecture Workspace enhancements

© 2023 ServiceNow, Inc. All Rights Reserved.
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Technology Porifolio Management e

‘$ Standard

Automate and proactive
management of application
lifecycle risk

SerVICEeNOW Al Faverites  History Workspaces  Ademin Enterprise Architecture Workspace ¢ ©, Search = & & o .

lifecycle applications in Enterprise

o Manage hardware and software
Architecture Workspace

Proactive management on technical
debt and technology risks

Needs Attention <
e e Complete visibility of software and
Type Softw produs ﬁ Product rsion Hardware model Verification Status Comments Lifecycle phase Phase start date = Versior h O rdWO re Wi 1- h d O TO re Tri eVO | fro m ITA M
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Enferprise ArCh“'eC'l'Ul'e WOI'kSpCICG Next Experience
- enhancements

‘5 Standard

servicenow i spaces  Admin = a0 o @

_______ — Improved experience for business
o HR Case Management. application lifecycle management

Manage key business
application lifecycle dates to reduce
risk and operational disruption

Application Model Lifecycle &

Model 7 Lifecycle phase Lifecyche type Source Phase start date

Track decisions on the
planned disposition for business
applications

servicenow Al Favorites  History O Workspaces  Admin Enterprise Architecture Workspace 17

Gain greater insight into business
application characteristics such as
accessibility, installation dates and age

! Contract

Planned Disposition
Track the application dependency
map, and evaluate the technology risk
of an app

Planned disposition
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Technology
eee Excellence

What's new
in the
Vancouver
release

Accelerate software transformation

Cloud Observability

» Service Graph Connector for OpenTelemetry
* Health Log Analytics infegration

» OQOTB Service Dashboards (OOTB Experience)

© 2023 ServiceNow, Inc. All Rights Reserved.
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Service Graph Connector for
OpenTelemetry

servicenow Al Favorites  History ~Workspaces  Admin Service Operations Workspace

g i@

Properties

B B

Application Service

Service map populated by cloud-native data identifying errors in context of
the application

servicenow.

servicenaow. | Store

$ Professional or Enterprise

Improve visibility, efficiency, and
collaboration while reducing risk for
your teams

Discover cloud-native apps and
Kubernetes objects automatically from
your telemetry data

Understand how your cloud-native apps
connect to your traditional estate

|ldentify relationships between
application services and the
infrastructure they run on - automatically
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Cloud Observability data source
for Health Log Analytics

ServiCeNnOW Al  Favortes History Workspaces  Admin Service Operations Workspace < Q_ Search vl e ©® 0o @

The volume of logs with 'Oracle - DB' is above normal

E2) ‘EH {6 T )

Utilities

Anomaly

3720

Augment root-cause analysis with log data from Cloud Observability.
Identify errors before they impact your applications.

servicenow.

servicenaow. | Store

‘5 Professional or Enterprise

Reducing MTIR and increasing
efficiency with logging data

Augment existing monitoring and root-
cause analysis workflows with log
data from Cloud Observability

Reduce noise, help predict future
service issues, and infroduce efficient
scalability to your log monitoring

Collect and analyze real-tfime insights
from your cloud-native applications
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servicenaow. | Store

Out-Of-The-Box Service
Dashboards

‘5 Professional or Enterprise

y Service immediate i Pf'-'fT"fmﬂncede'a"s SpOi' performdnce iSSUGS GCI’OSS YOUr

dependencies

applications - faster
Gain a high-level view of the
performance of your entire technical
estate

Visualize the performance of your
applications with smart filters to isolate
particular services

Monitor Service Level Indicators (SLIs) for
all your business-crifical applications

Automatically populate dashboards with data from your critical business
applications for an at-a-glance view of your digital business health
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Employee Experience

HR Service Delivery Workplace Service Delivery

Employee Growth

Legal Service Delivery & Development




e Employee
Experience

What's new
in the
Vancouver
release

Optimize employee experiences and

shared services

HR Service Delivery

» Now Assist for HRSD

« Employee Center Pro enhancements
» Journey designer Admin Console

© 2023 ServiceNow, Inc. All Rights Reserved.
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servicenow. | Store

NOW ASSiSII. fOr HRSD Next Experience

++ .
+ Generahve AI $ Add-on Professional or Enterprise

servicennw Al Favorites  History = Workspaces  Admin HR Agent Workspace v Q  Search - @ @ @ o e

o Accelerate HR productivity with
generative Al experiences

Summarize Save Suspend Cancel

Emergency Contacts  Cases Opened for User (1) Interactions  Task SLAs

Allow HR agents to instantly view a
. Summary: Issue: ) Addit Youremployee SUmmOry Of O Cgse Topic, OCTiOn iTemS
Ticating e e et e e et e ookt v cCCizz P tobss and resolutions taken to date

Actions Taken: them.

The agent added a checklist item to the case, noting that it should be escalated to payroll.
The agent then created a checklist for the case.
The agent then informed the user that a Pay - other request had been initiated

oo R A T, - B e | Provide agents with a summary of

Tammie ,

Miranda Hammitt

The agent infarmed the user that they would receive two emails - one to evaluate the resolution

d another f isfaction. Miranda’s team 1 h- 1' f |. h 'I' d
e T e Tamenie Schwartzwalde : previous Nnistory mrom live cndrt an

L
Resolution:

Virtual Agent interactions
The agent informed the user that the case had been closed and that they would receive two

emails. 1t A our & checkins sowe Miranda's recent cases

deemed it necessary.

Powered by Now Assist

HRPHC , Payl discrepancy o Auto-generate resolutions for HR cases
: ayroll Lase Miranda Hammitt .
2] .

HRCO000765 Work in Progress Thank you for your help.

Tammie Schwartzwalde

nda Hammitt B L

HR case summarization
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Employee Center Pro

servicenow.

Health and Safety ~ HR + IT~ Workplace v Legal v Community v

Home > News Center

Welcome to News Center

R W
- Annual
Company Retreat Confirmed

Save the Date

Manager Hub ~

Ground Breaks on New Office
Development in Atlanta Area

Mark your calendars for our highly-anticipated New office to support significant growth and job

annual company retreat, where we'll come...

creation in the Atlanta area

Employee Growth Opportunities: Introduction of Mentorship Program
We are excited to launch our new mentorship program, designed to foster
professional growth and cultivate a culture of learning within our organization. Th...

» Upcoming Training and Development Programs
% Get ready to enhance your skills and knowledge! We are excited to introduce a
" series of upcoming training and development programs designed to empower our...

Employee Appreciation Day: Let's Celebrate You!

Employee Center Pro News Center

servicenow.

M\/Tasks38 My Requests %  Journeys @

Increase in 401k Match

Employees now get a 100% company match on
up to a 4% contribution

servicenaow. | Store

‘5 Professional or Enterprise

Bring relevant news and updates to
the forefront for your employees

Inform and engage employees with a
personalized employee news
experience

Find relevant news and microsites in a
single, Al assisted, global search

Make content management faster and
easier with new templates and drag
and drop microsite layouts
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Journey designer Admin Console

‘5 Enterprise

servicennw All  Favorites History ~ Workspaces  Admin Journey Designer Admin Console ¢ Q. Search > (®) @ ® o ﬂ

Simplify journey configurations with a
Journey designer . a . dediCCIfed ddmin COhSO|e

Journeys connect lifecycle events and journey accelerator plans into one path. This helps employees
and managers navigate important employee transitions from a single space

Learn more about journeys

Provide an out-of-the-box landing page
Top ey confguations Phewleares for Journey enablement, guidance, and
:vlew :-:l‘rle Onboarding Active iareer Growth tive ::omoticn At . ~ fe O 'I'U re re C O m m e n d O 'I'io n S

Guide HR admins step-by-step with a
detailed outline on how to build journeys
using Lifecycle Event and Journey
Accelerator

Here's what you can do next

Prompt users to add optional features to
journeys like personalized messages,
learning and listening posts, and quick
links

Journey designer Admin Console
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e Employee
Experience

What's new
in the
Vancouver
release

Deliver productive employee experiences
and drive operational efficiencies

Workplace Service Delivery

« Workplace Reservations and Mapping

« Workplace Connectors

« Workplace Central

« Workplace Space and Move Management

Health and Safety
« Health and Safety Incident Management

© 2023 ServiceNow, Inc. All Rights Reserved.
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Workplace Reservations and
Mapping

servicenow. MyTosks®  wyReuests @ Joumers (BY
Health and Safety « HR = IT= Workplace « Legal = Community ~ (Micrﬂsltes.:'\ w_:Gsl Helpil

Make a reservation

Book available spaces or items, and they'll be ready when you need them.

Lockers Parking Cars

*Building

Building B, Lawson HQ, Santa Clara

“Building

well build

You must select a start and end time within building opening hours from 9:00 AM to 6:00 PM

servicenow.

servicenaow. | Store

$ Professional or Enterprise

Enhance the employee reservation
experience

Display descriptions for services to inform
employees during the ordering process
what is included

Allow employees to seamlessly move
both their reservation and the related
services in one step

Intfroduce map filters to display specific
space types and apply layer selections
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Workplace Connectors

Servicenow Al Favorites  History  Workspaces  Studio Workplace Central 57 Q. Search ® v @ 0 B
(A = Dashboards | +
= Close®

Workplace analytics

Maonitor and optimise workplace performance.

m &

Space optimisation Lease administration Maintenance management

Occupancy Insights

Filter by (B Lastsixmonths v | | 2 | Region v | | Site v | [ Camgus v | | Building v
43

Total headeount headcount in a day wverage daily onsite percentage

Total headeount vs onsite headcount Average onsite headcount by day of week

servicenow.

servicenaow. | Store

‘$ Enterprise

Infroduce new application that
supports badge scan integrations

Integrate with badging systems to
visualize employee badging data

Access badging data to view insights on
employee attendance in office

Utilize badging data to view office
occupancy in dashboard view
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Workplace Ceniral

ServiCennOw Al Favorites  History  Workspaces  Studio ( Workplace Central ¥¢
Q )| = Dashboards ar
= .
Workplace analytics
I@ Monitor and optimise workplace performance.

Space optimisation Lease administration Maintenance management

Space optimisation

Filter by (8 ) Lastyear v ) (2 ) Region v ) (Site v ) ( Campus v ) ( Building v ) ( Floor v ) ( Area v ) ( Cost Center v ) ( Department v

Capacity vs utilisation Peak utilisation days

28 May 2022 | 10:26 AM
| Utilisatic 410

Space utilisation by department Space type utilisation

servicenow.

& 2 0 0 &

Close®

servicenaow. | Store

$ Enterprise

Enable strategic decisions with key
KPIs/metrics in a dashboard view

Access workplace analytics around key
space optimization metrics

Enable maintfenance teams with access
to key insights and actions for plans

View holistic lease information within a
single dashboard view
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Workplace Space and Move
Management

Servicennow Al Favorites  Workspaces Workplace Central ¥ Q Search @ @ @ » fﬂ
Gh <& Move management Move project
o

Gl Argus 15th floor redesign E v |E

Move project details Move requests

‘ Today >  Sunday, September 25 - Saturday October 1 =
Case details
Sunday Maonday Tuesday Wednesday
25 26 28

WMOVED12012
Move requests 0 40 48 32

@ Move request 1 - WMOVEO012012
A\ Move request 3 - WMOVEQ012012

A Move request 3 - WMOVE0012012

@ WSD PM - Reorg - WMOVED130886

®, WSD PM - Reorg - WMOVED0120012

servicenow.

servicenow. | Store

Q; Enterprise

Enhance space visualization and
bulk move management

Provide a visual move planner
experience to streamline bulk moves

Enable the workplace system to
recommend and deploy space options
for the requesting departments/BUs

Track space allocation deployments
and notify stakeholders
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Health and Safety Incident
Management

Servicenow Al Favorites History — Workspaces

= List HSI0001025 x

Details

opl

incident Incident Overview Health and Safety actions (1)

Report an incident

° Enter incident summary
Complete

o Add people involved
Complete

° Describe the event
Complete

@ Describe the injury/iliness
@ Select injured body parts
@ Add hospital information

& Add assets involved
o Add root cause analysis
Complete

° Create OSHA report
Complete

servicenow.

@ Complete

Select injured body parts

Front

Health and Safety Workspace 7

Q, Search

Body part

Minor Right
shoulde
r

Meoderate skin
irritation

Severity  Body part
Mode... Neck

Severe skin

- @ @ @ Q

Close incident

Attachments
Q, Search attachments
MR Chemical-Spill.png
0 16k8

& litho.jpg
g e

L OSHA 301 06-29-2023
4415 KB

servicenaow. | Store

‘$ Health and Safety, Professional, Enterprise

Launch new Health and Safety
Incident Playbook

step process for easy and consistent

Incorporate injury/illness into a step-by-
0 investigation

Aid the investigation process with visible
e attachments and investigation artifacts
from any view

Access the Incident Overview to give a
high-level summary of health and safety
incidents
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e Employee
Experience

What's new
in the
Vancouver
release

Drive Shared Services Efficiencies

Legal Service Delivery

« Legal Counsel Center
* Legal Confract Enhancements

© 2023 ServiceNow, Inc. All Rights Reserved.
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Legal Counsel Center

ServiCenow Al Favorites  History  Workspaces i Legal Counsel Center ¢

(@ Home

B i (D

Legal Counsel Center

Welcome back, Micheal

Overview

Requests Matters

Groupby | State - X Groupby | Assignmentgr.. ~

Comments

Conflict of interest

Data collected for internal investigation
Review agreement document
Corporate gift review

Data collected for internal investigation
Review agreement document

Corporate donation

Next Experience Workspace

servicenow.

Matter tasks

Groupby | State

)

Approver
Roger Seid
Neils Bohr
Maria Davies
Roger Seid
Maria Davies
Neils Bohr

Roger Seid

Q Search

Pending approvals

Created v

2023-03-25 15:24

2023-03-25 15:45

2023-03-25 15:55

2023-03-27 16:10

2023-03-27 16:20

2023-03-27 16:25

2023-03-27 16:30

servicenow. | Store

Next Experience

Personalized legal workspace helps
drive team efficiencies and business
outcomes

categorize and prioritize requests

o Enables legal team members to quickly
relevant to their role and importance

to make it easier for lawyers to provide

e Improves visual listings and reporting KPIs
prompt service

simplified application to help fransition
their teams away from unstructured
email to actionable data

e Provides legal operations leaders a
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servicenaow. | Store

Legal Coniracts Enhancements

- Comments

Streamline legal contract creation,
review and delivery

Leverage Microsoft Word to create new
contracts and other legal documents
———— o oo R SN TR associated with the contract request

Purpose. Al
this

Author and store repeatable contract
templates with Word for rapid service
fLrkomacion st delivery

to the produ
n or business of the Dig of, however, inch
n which the Receiving Par

: | Keep the business informed with
:nw{elgug::;;\';f- known or ctherwise generally av: e to the public through no acticn or fault of O U .I.O m O .I.e d e m G iI re m i n d e rS .I:O r exp i ri n g
od withourr fon frrnrmra third pém- vo:h\rh was lawfully in possession of such information C O n .I_rG C .I_S

as independently developed without use of any Confidential Information of the Disclosing Party.

and Non-disclosure. The ees not to use the fidential Informati
i potential bu: relatio
h

Microsoft Word Templates
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e Employee
Experience

What's new
in the
Vancouver
release

Employee Growth and Development

« Skills and Career Profiles
e Career Hub

Proactive Prompts and Notifications

© 2023 ServiceNow, Inc. All Rights Reserved.
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servicenaow. | Store

Employee Growth and Development: Career Hub

servicenow

Empower employees to take action
with their career growth

Help employees understand their skills
Career growth that's uniquely you and bring them to the forefront with the
' o : Skills and Career Profile

& ‘Welcome to Career Hub
e Enable employees to understand where

they are and work to achieve their
Grow with intent Career growth tasks COreer gools WiTh COreer HUb

New Trending Featured

[ Engage employees and keep their
profiles up to date with proactive
prompts and recommendations
delivered in the flow of work

Career Hub
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servicenow.

Operating Excellence A

(LY
Integrated Risk Environmental, Social, and
Management Governance

Operating Excellence




A Operating Excellence
'Y

What's new
in the
Vancouver
release

Manage risk and resilience in real-time

Risk Products

» Third-party Risk Management
» Business Continuity Management Workspace
» Source-to-Pay + Third-party Risk Management

© 2023 ServiceNow, Inc. All Rights Reserved.

96



servicenow. | Store

Third-party Risk Management

Servicenow All  Favorites History Admin H ( Vendor Management Workspace ¢y | 'O\ Search ‘v ‘ <® Q@ @ Qo Q $ BOSG Ond STOndOrd

Manage Risk Across All Third Parties

. Effectively manage and mitigate risks
B _ associated with third parties from initial

onboarding due diligence throughout
the entire relationship

Portugal

Saudi Arabia

Hoommeswamn . § Visualize concentration risk globally to
‘ understand the risk of engagements
across the entire third-party ecosystem

Zambia

Somalia

Kenya|

Angola
Mozambique

i Increase productivity with out-of-the-box
Q- content and workflows for onboarding
due diligence, renewals, offboarding

The Risk Concentration Map provides a map of all third-party engagements to and intuitive inherent risk questionnaires
improve visibility into the geographic concentration of risk worldwide.
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Business Continuvity Management
Workspace

ServiCeNOW Al Favorites  History  Workspaces  Admin Business Continuity Workspace 7 Q, Search y 2 2 0 o @

In progress [2

Number =

Monitoring and tracking of ongoing events

Improve visibility and drive efficiencies with persona-based
workspaces and dashboards.

servicenow.

servicenow. | Store

Next Experience

$ Standard or Professional

Improve visibility, drive efficiencies
with tailored experience

Improve productivity and ease of use
with new modern design, improved UX,
and configurable, persona-based
workspaces

Leverage new dashboards for business
impact analysis, program planning and
exercises, crisis management and tasks

Create situational awareness by
seamlessly connecting to other
ServiceNow applications to monitor
impacted assets, communicate with
impacted people and drive recovery
actions in the event of a crisis
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Source-to-Pay + Third-party Risk

Management Combined Solution

servicenow

Welcome to Supplier Collaboration Portal |
With Supplier Collabotation Portal, you can check invoice status, re:

How can we help? My compan

Supplier King, Inc.

oooooooo

Use the Supplier Portal to drive collaboration
and communication with suppliers.

servicenow.

o (S @ -

Welcome to Supplier Collaboration Portal

COVID-19 Safety Information

Supplier Diversity and Inclusion

m Our Global Impact

servicenaow. | Store

& Solution

Mitigate and Manage Supplier Risk

Shorten supplier onboarding time and
achieve higher supplier quality by
embedding risk in onboarding processes

Monitor supplier risk throughout the
entire relationship and accelerate
resolution fimes of risk-related issues

Improve compliance and adherence to
corporate standards with formalized risk
processes, built-in templates and cross-
departmental collaboration workflows
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A Operating Excellence
'Y

What's new Activate ESG across the enterprise
in Illh e ESG Management
Vq n Co Uver » Sustainable IT dashboard

» Microsoft Office 365 Integration

releqse « SAP Concur Integration

« ESG Content Accelerator
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servicenow. | Store

Sustainable IT dashboard

The Sustainable IT dashboard allows users to track sustainability
metrics related to their hardware assets and data centers.

Automate the tracking and reporting
on IT sustainability performance

View your organization’s IT carbon
footprint from hardware assets and data
centers

Track efficiency metrics for your data
centers — like Power Use Efficiency (PUE)
and Water Use Efficiency (WUE)

E-waste reused, donated, or landfilled

Lot Complete your hardware asset lifecycle
S by tracking e-waste disposition
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servicenow. | Store

Microsoft Office 365 Integration

Streamline reporting and data management through reviews by
embedding secure, auditable, and refreshable ESG data directly

from ServiceNow ESGM into Microsoft Word documents Accurate and easily accessible
ESGM data within a familiar interface
SR e el L LR for the ESG report writer

Access metrics, material topics, and
custom report data from within the

e e ot B e g o0 frd o ServiceNow® ESG panel

Our data was verified by Apex, a third party, in accordance with ISO 14064-3 Metric Dat VieW O COmpleTe |iST Of O” embedded

"(;rccnhauwgnscmi\\ions(ml('()Zc) dOTO Ond When iT WOS mOST recen'ﬂy
T TR updated, with hyperlinks to view each

s : , field inline within the created document
v or within ServiceNow

and configured reports, or choose
individual metrics to add inline within
document text

e Add auditable data in bulk with tables
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SAP Concur Integration

Automatically pull business travel-related greenhouse gas
emissions into your ESG reports

servicenow  a Favorites  History ~ Workspaces i | Connection & Credential Aliases - sn_sap_concur_spok.SAP_Concur_v4_APIs ¢r || Q search (@: @ o .

» = e e - B Urst= LI

Create Connection and Credential

/ SAP Concur
~ Environmental, Social, and Govern... * Name | SAP Concur vé APls sncur Spoke o]
~ SAP Concur |
Connection & Credential Alias

1D SSASSPCONEUESPORSARIE  Please Enter the Connection Information sction and Credential v}

]

Webhook Registry - ; | sbdilmaiang aJ [}
« SAP Concur Spoke ancur va APIs Connection Templ | €. | ‘E]
% Version

"

Metric Definition Mapping nection
Entity Mapping

SAP Concur Expense Entries

SAP Concur Expense Report Details @

SAP Concur Expense Report Last ... Related Links

SAP Concur Expense Reports Create New Connection & Credential
S r the Credential Information
SAP Concur User Mappin,
oues Connections (2) | Connection Attributes(1) | Child Aliases
= Vv |Nam « | search neurse S com/eauths @& — | Actionson selected rows.. 'M|
Connection alias = sn_sap_concur_spok.SAP_Concur_vd_APls Client 1D
[ & Name Connectionty " upplied by App Man it Host Override default port
SAP Concur v4 APIs Connection_test  HTTP{s) Conn Client Secret us.apl.concursolutions.com
‘ SAP Cancur v4 APIs Connection HITPEICERR | ~policatic t_secret supplied by App Managem t us.apl.concursolutions.com
Ll

servicenow. | Store

Automate travel-related portion of
ESG reporting as part of Scope 3

Automate the collection of employee
business fravel data for Scope 3 emission
calculations

e Minimize risk of data entry errors

o Streamline data collection efforts
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ESG Content Accelerator

Get started quickly with reporting
against GRI, SASB, TCFD, and United
Nations Sustainable Development Goals

&
k’: Preload metric definitions for the most
s ; GRI common ESG reporting frameworks

@‘A‘ a Save time in implementation by using

provided metric content packs

“o ‘l'\‘.

Accelerate fime to value for your
ESG reporting tool

Ll
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Hyperautomation and
Low-Code

o
App Engine Automation Engine Llean Coéigizw'fh APP

:. Hyperautomation and
() Low-Code




® Hyperautomation
.z. and Low-Code

)
What's new Drive agility with hyperautomation and
in -|-he low-code app development
Vancouver App Engine
 Now Assist for Creator
releqse * |nstance Scan & Automated Test Framework
(ATF) Suites

« Scheduled Deployments
« Table Builder — Table View

« Workspace Builder — Usability Enhancements

© 2023 ServiceNow, Inc. All Rights Reserved. 106



servicenow. | Store

Now Assist for Creator

+ Generative Al

COFFEE CORNER All  Favorites  History  Workspaces i 'Buslmnnulo-mwnuord*

Business Rule
New record View: Script

2llnloie cEN: Accelerate developer productivity
T — with generative Al experiences

seript 2% [l (gQlva|lFO0|B[BB
(function executeRule(current, previous /*null when asyncx/)

Reduce app development time while
// If email is provided, make sure it is from my domain. . . 2 o o
£ DT Y AR increasing developer productivity with
// Powered by Now Assist text-to-code

var email = current.getValue('email');
if (gs.nil(email)) {

} return; e Generate code on the Now Platform

var emailDomain = email.split('@')[1];
if (emailDomain !== 'servicenow.com') {

gs.addErrorMessage( 'Invalid email domain'); 9 o
current.setAbortAction(true); Deliver seamless, m'plaﬁorm
experiences for developers

using natural language

}

}) (current, previous);
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Instance Scan & ATF Svites

S pE—— e——— e e Enable admins to leverage best
cocramormes | (5w ] = practices during deployment

Quote Generator

In Review Deployment Requ. om.freeman@exa... 2023-06-07 10:46...

Enable admins to reuse Instance Scan
and ATF suites that they have already
invested in creating as part of the
deployment pipeline

Approvers (6)  Group approvals (2)  Deployment Environmen... (2)  Scheduled Deployments (1)

App Details Activity

System
dc39b2110f5£370f9d001311f

101

Reduce rework and help ensure custom
apps are adequately tested

Requestor Details

ication Deployment Test Suite”,
b2110f5f370f9d0013188

@example.com

Deployment Details

-now.com/nav_to.do?
D1c2548edc39b2110f5f370f9d001311f*

App Engine Management Center
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Scheduled Deployments

SErviCenow. Al Favorites History  Workspaces App Engine Management Center @ o @ E n q b I e q d m i n S io SC h ed U I e

Overview Requests Pipelines Cusiomapps Developers

Quote Generator © ((reect | (TN sove | pl'OdUCﬁOﬂ deployments

State Task type Requestor Email Created
In Review Deployment Requ... tom.freeman@exa... 2023-06-07 10:46...

° Enable admins to deploy an app during
the production deployment window
without logging on after hours

Details  Approvers(6)  Groupapprovals (2)  Deployment Environmen... (1) Scheduled Deployments (1)

i App Details Choose when to deploy this app Attachments

App name AppSys ID
Quote Generator 1c2548edeasbot0maA

- . T Avoid admins having to click ‘approve’

101 https/emptiumardsecd
Ds

on each deployment request during off-
hour production deployment windows

Requestor Details

stor Sys Id
4c4adc39b211015f370r7avwisive % System
5 Work notes « 2023:06:07 10.53:51

Requesting approval ta run flow for environment with name Prod

@example.com Uriainhdy

Deployment Details 8 :f.:er:m + 2023.06:07 105351
Originating Environment % Pipeline Results for environment Test at order 100:
[ ocal| Defaut ;
e atf": [
Torget Environment §

Prod Show more.

Notes St

App Engine Management Center
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Table Builder Enhancements

Table Builder

servicenow.

I3 item_gu...

V Show Matching |

servicenaow. | Store

Build high quality data models
quickly and easily

Quickly filter the view using right-click
Show Matching & Filter Out

View the most common referenced
tables at the top of the list with
integrated Preferred Tables feature

Enjoy improved performance to
Schema View

© 2023 ServiceNow, Inc. All Rights Reserved.
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Workspace Builder - Usability
Enhancements

e — S e =Re Develop efficiently with optimized

e S e T loading and categorized tables
NArEIDISE MACRERTIENE # Jiasie = *‘ Show tables grouped by categories
Happening Now  setines < aligned to the workspace being built
0 Load the builder faster, even with large
\ datasets, so your time is dedicated
My Work o e e more to the task at hand

Last refreshed just now

Item name ~

Transition between the Now Platform®
and App Engine Studio smoothly

INO recoras to aispiay.

Workspace Builder
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® Hyperautomation
.z. and Low-Code

What's new
in the
Vancouver
release

Automate and connect anything to
ServiceNow

Automation Engine

 Integration Hub: Spoke Generator, JSON Builder, Integration Hub
Import enhancements, Generative Al Conftroller

» Process Mining for External Data
« Stream Connect enhancements

« RPA Hub: Code Quality Check, Robot Pool, Robot Calendar
enhancements

« Document Intelligence enhancements
« Avutomation Center: Improved Recommended Actions

© 2023 ServiceNow, Inc. All Rights Reserved.
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Spoke Generator

servicenaw Flow besigner ° ‘$ Integration Hub Professional

Build spokes fast with no code

Let's get started on your new spoke . . .
A nameand descrption tht define your spke Youcan Access a guided experience in Flow
Designer for building a net-new spoke

>

automatically create and generate

e Leverage OpenAPI specs to
new actions

scripted approaches for enabling
developers of all skill levels to build
integrations

e Reduce risk and manual steps from
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JSON Builder

servicenow.

$ Integration Hub Professional

Construct complex JSON payloads
without code

Generate richer JSON payloads with

support for JSSON Objects, JSON Arrays,

Booleans, Numbers, and Nulls

Enable more flexibility for handling
empty values

© 2023 ServiceNow, Inc. All Rights Reserved.
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Integration Hub Import
enhancements

Servicenow integrationtub

< % Shift Duty Details

Setup steps @

Task [ task )

Source: Shift Details Target: Task [task]

Name
© (Stadue

© (Time worke:

servicenow.

$ Professional

Simplify external data import into
ServiceNow

Map and import into multiple target
tables for speeding import
configurations

View target field mapping with
checkmark indicator for source fields

Select target Excel sheets via an intuitive
drop-down menu

© 2023 ServiceNow, Inc. All Rights Reserved. 115



servicenow. | Store

Generative Al Contiroller

‘5 Professional or Enterprise

++ °
+ Generative Al Easily connect, configure, and

. @ govern OpenAl, Azure Open Al, or
ServiceNow large language models

\.Q..:w For Each Item in (4 - Lac

- Flow Logic 2. Subflow

Use native low-code integration to
connect Azure OpenAl or OpenAl to the

Now Platform®

30 Al Search Default

@ ServiceNow eBonding Ex Generate Content

exroR hanoLer | @ s SenericPrompt Fast fime to value with out-of-the-box
generative Al capabilities

fan error occurs in y GG CEREETERN R liglllg Qna

ITOM Event Generator summarize

@ Connect

@ ITSM NLU Model for Virt...

Deliver a seamless design experience
within Flow Designer, Virtual Agent

Designer, and scripting

e Deployment Pipeline
@ Agent Client Collector

@ AES Decision Table Build...
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Process Mining for External Data

servicenow All  Favorites  History Workspaces

servicenow.

Admin

Process Mining Workspace =

INTERVIEW
State

Q. Search

servicenow. | Store

‘5 Enterprise add-on

Gain end-to-end process visibility
from external systems

Access a step-by-step approach to
import and mine data from external

systems

Easily map data fields and schedule
incremental data updates with

Integration Hub Import

Mining to identify opportunities for

e Leverage external data in Process
improvement in aggregated processes
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Stream Connect enhancements

SEerviCenOW Al Favorites History Workspaces Kafka Stream - Example Stream v Q, Search | ® = ® o @
‘_‘ _  KafkaStream

Example Stream

# = - | Update || Delete | T L

* Name | Example Stream

ssages received after the first activation v

- | Search @  — | Actionson selected rows... v

State Kafka partitions

ACTIVE alse sys_kafka_stre 12887ce211069a4855...

servicenow.

‘5 Enterprise add-on

Simplify topic management and
prioritize data import for Kafka streams

Create and delete topics directly in the
ServiceNow admin console

Prioritize processing capacity for
selected consumers to support
expanded message consumption
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Code Quality Check

Q; Professional or Enterprise

RPA Desktop Design Studio - ExtractDataFromPDF = X

Standardize RPA development to
ensure consistent code quality

Establish predefined rules in Desktop
Design Studio for high quality
automations across the enterprise

Enable RPA admins to control the
package version upload or assignment
based on severity of the code check
output

into active rules and ensure code
quality adheres to best practices

e Empower developers to gain visibility
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Robot Pool

SerVicent‘)W Al Favorites History = Workspaces Admin

= List Onboarding robo... x  +

-
i) &

Onboarding robot pool ©

Details Robc ) Bot Process (1)

Robots (2
Last refres m ago

Machine Name
WHYD1TKY6S

uswdwrpahubé2

servicenow.

RPA Hub Workspace <

Life Cycle Stage Status
In Use

In Use

Q; Professional or Enterprise

Distribute workload efficiently for RPA
bots

Automate workload assignment by
grouping robot devices

Specify allocation type between SLA or
percentage reduction load balancing

Leverage robot calendar to create and
modify bot schedules
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Robot Calendar enhancements

Q; Professional or Enterprise

SErviCeNOW Al Faworites  History  Workspaces RPA Hub Workspace 7 Q Search sle 20 0 @

Quickly manage bot schedules with
a user-friendly interface

Create and modify bot schedules in
Robot Calendar with improved usability

Edit schedule

Schedule

Manage the lifecycle of Cl
maintenance requests and activities
with mapping to change requests

Manage bot schedules for pooled
robots to reduce scheduling conflicts

with individual bots
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Document Intelligence
enhancements

Q; Professional or Enterprise

ServiCenOW Al Favorites  History  Workspaces  Admin Use Case - Document classifier Q. Search *l (e ®© o @

: Boost operational efficiency with
improved document processing

Use Case
Document classifier View: edit_sys_di_task_definitior

Classify and extract critical information
from structured and semi-structured
documents incoming documents

Access a customizable experience for
configuring agent validation and data
extraction based on use cases

Duplicate and export common use
cases via Update Sets
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Improved Recommended Actions

Q; Professional or Enterprise

SErviCeNOW Al Faorites History Workspaces  Admin Automation Center Warkspace 17 Q Search e e 0 o0 @

Increase visibility intfo recommended
actions

i Automation Request n~ Compose

Drill-down on recommended actions to
access extensive information for further
insights

Activity

Access grouped capabilities of
automation requests

1

Automate employees creation

Additional Details

203
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® Hyperautomation
.z. and Low-Code

What's new Drive agility with hyperautomation and
in fhe low-code app development
Vq ncouver Clean Core ERP with App Engine

« ERP Canvas

releqse * ERP customization mining

© 2023 ServiceNow, Inc. All Rights Reserved. 124



ERP Canvas

Servicenow Al Favorites  History  Workspaces

SQLM could was not proce:

Active remote tables 2 ©

ast refreshed 1m ago

Remote table ERP system Attachment setting

lesOrder System1 Use attachment

&)
.=l ERP Canvas overview
Manage your ERP integrat on NOW
=
3
&
Your connected ERP systems and tables
@ Filter by = All systems v | [ 4 |ERPmodels v | | All remote tables v | | Al extraction tables v
Issues to review @ =
Last refreshod 4/20/2021 3t 5:30PM
Errors  Warnings
Application statistics was not processed
See integration status
ERP systems 20 ¢
Last refreshed 1m ago
ERP System Task execution ERP hearbeat
ERP System 3 ® Ready ® Connectad
.
servicenow.

Q Search

Active extraction sources 2 ¢

Last refreshed 1m ag
ETL source ERP system

Extraction of dai

@

2 0 o Q@

Process in fl...

servicenow. | Store

Improve your ERP-dependent
processes with no SAP development
experience required

Make ERP data usable by non-ERP low-
code developers

Enrich existing workflows with ERP data
to simplify processes and reduce
context switching
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ERP Customization Mining

servicenow  raverites | fistory  Workspaces

® Home 1k

ERP Customization Mining

Oy f your saved ERP ¢ n candi

Short description

Reads Sales order and vendor info...

Available data pills 1

servicenow.

ERP Customization Mining Workspace 7

ERP application
om_VAQ3

Custom_FBO3

tom_VAOD3

Business area

Score *
56 - Low score

high score

Q. Search

Similar candidates Data pills ¥
10

Candidates Tables

'3 &)

Updated ~

2021-04-14 10:01:56

-04-14 10:01:56
2021-04-14 10:0

2021-04-14 10:01:

Updated =
2021-04-14 10:01:56
04-14 10:01:56

2021-04-14 10:01:56

@

servicenow. | Store

Clean your core and upgrade your
ERP anytime you want

Pinpoint problematic custom code
within an ERP core using intelligent
Al/ML-based custom code scanning

Prioritize custom code targets based on
predefined criteria for replacing them
with packaged workflows and low-code
custom apps
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Industries

Financial Services Financial Services

Operations for Banking Operations for Insurance METUTEIELTIE ﬂgh Industries

Healthcare and Life

Technology Industry Telecommunications Sciences

Government Finance & Supply Chain




°
M Financial Services

What's new
in the
Vancouver
release

Gain speed and agility through digital
workflows across the enterprise

Financial Services Operations for Banking

Card Operations: Dispute Management

Equifax Integration

Service Organizations Management: Available Services
Service Organizations Management: Customers Served
ServiceNow Voice: Agent and Queue Transfer

Now Assist for Financial Services for Banking*

© 2023 ServiceNow, Inc. All Rights Reserved.
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Card Operations: Dispute
Management

SErVICENOW At Favorites  History  Workspaces CSM/FSM Configurable Workspace Q Search 3 > @

‘$ Professional or Enterprise

‘‘‘‘‘‘

Reduce dispute-resolution cycle times

Leverage an intuitive, out-of-the-box
manager dashboard to effectively
research and resolve disputes with
insightful data

Number « Parent Customer  Accoust  Numbera  Dispatersasen  Customer

servicenow an

Initiate additional approvals with

= Investigate the dispute " yrarey e preseesa | G ’
ot e ease to help ensure disputes are
" : managed in compliant and careful

fashion

......

Provide transparent status visibility and
employees efficiency with pre-
populated, regulatory aligned email
templates for each step of the dispute
journey
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Equifax Integration

EQUIFAX

Response From Equifax*
Full Name:

File Pulled:
User ID/Member Number:
Date of Birth:

Consumer Information*
Other Names:

Current Address:

Date Reported Address:

Address Variance Indicator:
Current Phone Number:

Date Reported Phone:

Alerts and Triggers*
FraudiQ Identity Scan:

Fraud Victim Indicator:

Fraud 1Q SSN:

Address Discrepancy Indictor
Fraud Advisor:

Synthetic D

Military Lending Act:

OFAC Alerts

Account Overview*

Potential Negative Info*
30 Day Delinquencies:

60 Day Delinquencies:

90 Day Delinquencies:
Bankruptcies:

Collections

Customer Name: dia Nkkb
Date of Birth:

IR EQUIFAX

Address:

SN Status:
SSN Match Flags:

Issue Date:

Issue State:

Death Date:

Death State:

Date File was Established:
Date of Most Recent Activity:

Recent Bankruptcy* 3rd Party Collections*

N | Date Filed: /A | Date Reported:
N | Type of Bankruptcy: Original Creditor Name:
N | Date Reported: Creditor Classification Code:
v | Filer: Status Code:
N | Intent: Original Amount:
N | Current Disposition Date: Balance:

s

Last Payment Date:

Accounts Summary*
Revolving:
Installments:
Mortgage:
Line of Credit
Other:
Length of Credit History:
Average Account Age:
Oldest Open Account:
Most Recent Account

FICO SCORE 8-EFX-F FICO SCORE 9-EFX-F

The Work Number Income &

Employment Information™
Employer:

Employement Status:

Job Title:

Total Time with Employer

Pay Amount:

servicenow.

DataX Report Summary ™

A | Current Tradelines:

Maximum Total Principal PaidOff:
Last Payment Disposition:

Total Current Principal:
Application Inquiries 180 Days:
Chargeoffs 1 Year:

Other company and product names may be trademarks of the respective
companies with which they are associated

servicenaow. | Store

Make faster, well-informed decisions
with real-time credit checks

Obtain a holistic view of applicant
financial profiles to make well-informed
lending decisions based on risk appetite

Improve efficiency through automated
decisioning and minimizing the need to
pivot between systems

Reduce development effort and
increase speed to market with pre-built
integration
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Service Organization
Management: Available Services

[
servicenow. @ 5ov st

Support Knowledge Cases Your information «

Home » Business Location Details

Parent Internal Business Location

Manager
Bob Smith

Business Location Details = Services Offered Keyword Search Q

Bi Cases Requested . . . o . .
Name Active Customer service type Table Service Organizations offering Service D

i Members New

Account true General sn_customerservice_task All Service Organizations

B Services Offered Opening

Home
B Accounts Mortgages

true General sn_customerservice_task All Service Organizations

R Consumers
Business General sn_customerservice_task All Service Organizations

™ Products Banking

O Branch Offerings ATM General sn_customerservice_task All Service Organizations

Cashier General sn_customerservice_task All Service Organizations
Checks

Rows1-50f5

servicenow.

List services offered by a branch

Reduce case rework by submitting
requests only to branches and teams
that can resolve the issue

Improve employee efficiency by helping
them easily find relevant branches or
teams for a request
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Service Organization
Management: Customers Served

servicenow. @ ot smitn

Support Knowledge Cases Your information «

List and track customers of a branch

Home » Business Location Details Search

Zenith Bank Harrison Street CA

Increase CSAT with more targeted
servicing and improved security by
et tewe accurately aligning customers to
' specific groups and locations of an
organization

Business Location Details = Consumers

Keyword Search Q

B Cases Requested

Name Mobile phone City Zip / Postal code Updated PrOVid e Th e STO ff O CrOSS Th e SerVice VO | U e
T chain visibility to customer details to

&= Services Offered 0000408 ~ Catherine Grimes +1 (3 4-4099  Santa Monica 90401 02-24 05:49:40 . .

W Accounts Cs 0000 Rick Porter +1(310) 424-4572  Westwood 90024 24 05:49:45 del Iver beTTer SerV|Ce

E Quintin Gilbert ~ +1 (818) 747-7000  Glendale 91201 2022-02-24 05:49:50
U

Thomas Jones  +1(818) 747-7212  studio City 91604 2022-02-24 05:49:56
™ Products

& Members

Sandy G Hill +1 (626) 555-3412  Pasadena 91101 2022-02-24 05:50:01
£ Braneh Offerings Richard McCurley +1 (562) 555- Long Beach 90802 2022-02-24 05:50:06
Charles Barkley — +1(818) 747-0445 Burbank 91501 2020-04-10 15:29:44
Kenny Smith +1 (310) 424-8437 Bel Air 90077 2020-04-10 15:29:45

Ernie Johnson ~ +1(3 80  Torrance 90501 2020-04-10 15:29:45

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 132



ServiceNow Voice: Agent and
Quevue Transfer

Servicen(')w All  Favorites  History = Workspaces CSM/FSM Configy| Servicenow All  Favorites  History = Workspaces i CSM/FSM Configul
0 & lobo »
: X
iz Agent Softphone . : Agent Softphone
ser Contact via Ph...
ae : Hello, John!
Bef Eoniaie Y n LI, . Detis  Customer Infor & nvaltable

) Get a little help monitorir
(ﬁ +1 e S ] i h +1 o -
o ©03:31 Connected call P ®© oo:08 On hold
Interaction oo
s INTERNAL-TRANSFER 08
ick conn §
Quick connects x INumbe: |mportant items ® o0:08 Connected call
Country Phone number or quick connect | IMS0001437 Che

- [Enter quick connect or numbe
fiype * High-prior
John Jason S
-
Sales Queue | K-Tech

My active cases

Last refreshed 3m age

Number Short de Join

(ST E 11 P ———

# Number pad

CTUUI Lan T VETY TPV AN WU ana We
< be answered in the order.

Full transcript and re wpear when the call is

servicenow.

servicenow. | Store

Improve agent productivity with
agent and queue call transfers

Streamline a call with the ability to
transfer from one agent to another
agent

Increase resolution with the ability for
agents to fransfer calls to a queue

Expand the organization’s ability to
configure Agent Ul with new

OpenfFrame capabilities
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Now Assist for Financial Services for Banking+

-i—*’ Generative Al

SErVICEeNOW A1 faverites M

£

@ a8l

Powered by Mow Assist

Show st a

Case

IFyY  WWerkapains C5MFSM Configurable Workspace 0, Search

Activity

z Spttem Ak tiaton

@ Sylem Ackwinistrato

Controlled Go-To-Market

servicenow.

*Not available for customers on regulated clouds

QS Add-on Professional or Enterprise

Accelerate productivity with

generative Al experiences on the Now
Platform®

Accelerate service responses with faster
context gathering on issues and actions
taken

e Rapidly generate summaries for cases,
interactions, and other record types

Improve operations by collecting
consistent resolution data
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453 Insurance

What's new
in the
Vancouver
release

Gain speed and agility through digital
workflows across the enterprise

Financial Services Operations for Insurance

*Not available for customers on regulated clouds © 2023 ServiceNow, Inc. All Rights Reserved.

Claims 360 & Adjuster Workspace

Guidewire Integration: PolicyCenter

FRISS Integration

Service Organizations Management: Available Services
Service Organizations Management: Customers Served
ServiceNow Voice: Agent and Queue Transfer

Now Assist for Financial Services for Insurance*

135



Next Experience

Claims 360 & Adjuster Workspace

‘3 Professional or Enterprise

Access end-to-end claims history in
a single view for faster resolution

Personal auto policy report claim

Resolve claims faster with end-to-end
claims history in a single view

Facilitate seamless collaboration across
teams and management with easy
sharing of real-time claim details

.....

Claims 360
Build deeper automation with third-party

and core systems of record integrations
for a truly enabled system of action

AAAAAAAA

Improve claims adjuster effectiveness
with a purpose-built workspace
providing intuitive access to relevant
tasks and data

Adjuster Workspace
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servicenow. | Store

Guidewire Cloud Integration:
PolicyCenter

servicenow Flow Designer

Connect the enterprise for greater
efficiency and better experiences

Flows Subflows Actions Executions Connections All Work ~

Name - rch @ | Actions on selected rows.

V Streamline processes to save time and
Internal name Application Status Active Updated by Updated Category C OS'I- -I-h rou g h a d vance d WO rk

Search Guidewire Spo | | Search Search Search Search Policy Managet

T : assignment, process mining, audit trail,

16:19:08

i f i 2 ¢ Ry X 2023-07-05 O d mo e
initiate_policy_cancellation Gt yoke  Published true shinichi.ikeda@snc 16:11:09 2t n r

2023-07-05

look any._a etai Gu poke  Published hi ikeda
look_up_company_account_details_by_id ublishex true shinichi.il 16:25:36

2023-07-05
16:28:18

v s Provide everyone the same real-time

16:14:46

e access to claim progress, status

16:21:45

: .
PREODSEE DRSO R e e SO0 updates, and policy details

look_up_company_accounts_stream Guide Spoke Published true shinichi.ik
look_up_insurance_policies_stream Guidewire Spoke  Published true shinichi.ikeda@snc
look_up_insurance_policy_details_by_id Gt soke  Published true shinichi.ikeda@snc

16:13:57

2023-07-05

look_up_person_accounts_stream Published true 16:12:36

2023-07-05

- Customize business processes quickly via
low-code tools

get_policycenter_typelist Guidewire Spoke  Published true shinichiikeda@snc

look_up_policy_contact_on_policy_by_cont.. Guide »oke  Published true shinichi.ikeda@snc 16:23:17

" : " 7
look_up_policy_document_content by_docum... Gt Published shinichi.ikeda@snc 3213133 9
Look up Policy

Documents by Policy D look_up_policy. documents_by_policy.id_st.. Guidewire Spoke  Published shinichi.ikeda@snc
St

2023-07-05 Policy
16:15:48 Management

[3 GUIDEWIRE
PARTNERCONNECT

Solution Access
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FRISS Integration

ServiCenOw Al Favorites History  Workspaces CSM/FSM Configurable Workspace 7

[l = List PADT0001005 x +

= . . .
(=] Personal auto claim review

Claim workspace  Fraud score  Claim summary Y

Score Score history trend

1

Indicators contributing to the fraud score Clle Score History

Indicator name Score Argumentation Screening date =

fg FRISS

servicenow.

Q_ Search a0 o @

Rationale Requestor

Added po

description

Other company and product names may be tfrademarks of the respective companies with which they are associated.

servicenow. | Store

Strategic integration to counter
claims fraud

Protect against fraudulent claims and
reduce claims leakage with fransparent
fraud scoring model

Access key information such as current
fraud scores, score frends, and scoring
rationale directly from intuitive
dashboard

Help increase speed to market with
seamless integration between Financial
Services Operations and FRISS

View full history of a claim and
understand reasoning for fraud score
change, such as addition of claimant
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Service Organization
Management: Available Services

servicenow © v List services offered by an insurance
Support  Knowledge  Cases  Yourinformation v | a g en Cy / bro ke ra g e

Home > Business Location Details

1467 Harrison Street Los Angeles 90017

RS - o Reduce case rework by submitting

requests only to agencies, brokerages,
and teams that can resolve the issue

Bob Smith

Name Active Customer service

B Cases Requested . . .
them easily find relevant agencies,
brokerages, and teams for a request

Members i
b Vehicle true Post-Sale sn_customerservice_case

Business Location Details = Available Services — - o . .
e Improve employee efficiency by helping

true Post-Sale sn_complaint_case

e Post-Sale u_billing_complaint
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Service Organization
Management: Customers Served

servicenow. © s List and track customers of an
Support  Knowledge Cases  Yourinformation in s U rq n C e q g e N Cy/ bro ke ra g e

e » Business Location Details

treet Zip / Posta
1467 Harrison Street Los Angeles 90017

Cosstine nsurance o Help increase CSAT with more targeted

servicing and improved security by
accurately aligning customers to
specific groups and locations of an
Business Location Details = Consumers syword Saarch | Orgonlzghon

All > City = Lo geles

Bob Smith

City Updated

Provide the staff across the service value
o chain visibility to customer details to

\Ccounts e Fullen 2 :

o Los Angeles 2020-03-30 12:21:25
q Q

& Householde ins Los Angeles 2020-03-30 12:21:31 de“\/er be‘l“l‘er’ SerV|Ce

Liana Holbrook Los Angeles 2020-03-30 12:21:32
™ Products

Ronda Running Los Angeles 2020-03-30 12:21:29

Albertina Linderman Los Angeles 2020-03-30 12:21:28

73 Willow Toon Los Angeles 2020-03-30 12:21:28
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ServiceNow Voice: Agent and

Queue Transfer

Servicen(}w All  Favorites History = Workspaces

6.\!..

.- Agent Softphone

g ‘ Sasinbie Y n - E ¢ @ll Analysis

(ﬁ +1 e i L
A\ © 03:31 Connected call ”
Interaction

o a

Quick connects -

Country Phone number or quick connect [ IMS0001437

== [enter quick ¢
Type *

Phone

John Jason

Sales Queue [ K-Tech

iCon
[ Mike Rogers

i Number pad

CTUUN Lall 1D VETY TIPUI it o ud, anu we
e Deanswered in the order.

Full transcript and re vill appear when the call is

servicenow.

CSM/FSM Configy| Servicenow All Favorites  History = Workspaces H CSM/FSM Configu

Agent Softphone

Q Avallable

Hello, John!

Get a little help monitorir

On hold

INTERNAL-TRANSFER vyma
Important items © o008 Connected call

Check these metrics to see the

ases

My active cases

Number Short de 0 swap ‘

[S1L 101 N S ————

servicenow. | Store

Improve agent productivity with
agent and queue call transfers

Streamline a call with the ability to
transfer from one agent to another
agent

Improve resolution with the ability for
agents to fransfer calls to a queue

Expand the organization’s ability
to configure Agent Ul with new
OpenfFrame capabilities

© 2023 ServiceNow, Inc. All Rights Reserved.
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Now Assist for Financial Services for Insurance+

+ Generative Al

$ Add-on Professional or Enterprise

Servicenow s eeris o Werkows T — o v Be-cvc @ Accelerate productivity with
" i generative Al experiences on the
- Now Platform®
E connected with the virtual agent and began a corversation around his issues
¢ s g s s s s I e .. o el Accelerate service responses with faster
wied and the virtual agent suggested that ke speaks with a lve agent for further analysis. - . . .
Powered iy Now Asist context gathering on issues and actions
Show st a TOken
Case
Activity - e Rapidly generate summaries for cases,
I — . interactions, and other record types

P e e Improve operations by collecting
' e consistent resolution data

Conftrolled Go-To-Market
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Manufacturing

What's new Manage and protect operational
in the technology assets
Vq ncouver Operational Technology Management

+ Change Management

release
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Change Management

SErviCenowW Al Favorites History Workspaces  Admin Manutacturing Workspace Q search

‘CHGD030001

oblems Incidents Fixed By Change Incidents Caused By Change Task SLAs Outages

¢ Change Request Compose
& Comments

Activity

servicenow.

servicenaw. | Store

Next Experience

Help ensure stable OT systems
through structured change
management in OT environments

Streamline Change Documentation
and Management: Streamline OT
(Operational Technology) changes by
creating detailed change records,
enabling transparency, accountability,
and easy access to change history

Enhance OT-IT Teamwork: Single
source of fruth for OT technicians,
machine experts, electricians, and IT
system engineers enables

efficient coordination during
change implementation
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‘% Technology

What's new
in the
Vancouver
release

Power exceptional everything-as-a-service
experiences at scale

Technology Provider Service Management (TPSM)
* Now Assist for Technology*
« Account Lifecycle Events: Onboarding

Order Management for Technology Providers
(OMTP)

+ Jeopardy Management
» Integration with Strategic Portfolio Management
» Integration with Field Service Management

*Not available for customers on regulated clouds © 2023 ServiceNow, Inc. All Rights Reserved.
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servicenow. | Store

NOW ASSiSII. fOI' TGChﬂOlOQY* Next Experience

4:‘ Generative Al

$ Add-on Professional or Enterprise

servicennw Al Favorites  History = Workspaces |} CSM/FSM Configurable Workspace + Q Search T OoRen e @ Acceleraie prOdUCtiViiy With
csonntor generative Al experiences on the
Now Platform®

Summarize ¥ Close Case Create Work Order
Draft Emails Emails Task Skills Attached K

4 Summary: Mike Rogers connected with the virtual agent and began a conversation around his issues

g e ochck sl Thvirun gt o Ml o voughsome o robiontgsips (| COTPOSE o Accelerate service response with faster
ety E—— context gathering on issues and actions

of the steps worked and the virtual agent suggested that he speaks with a live agent for further analysis.
ype Tmé
Show less a - -I-O ken
@ Everyone can see this comment

i Case

System Admini:

Activity voa s - e Rapidly generate summaries for cases,
o interactions, and other record types

@

e Improve operations by collecting
consistent resolution data

Confrolled Go-To-Market
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Account Lifecycle Events:
Onboarding

D). SOLANA Al Favorites  History Workspaces £ (" CSM/FSM Configurable Workspace 7r ) Q Search | o 0

= Lists ALON0064290 »*  +

= Onboarding case for Boxeo ©

D:

’ Activity Stream

Activities

igned to Mike Moreno

@ Summary

@ Set up Locations

@) Set up Assets

(& Set up Entitlements Task Published records  Assigned to

ALONTASK10145 e C e p Mike Moreno
Case details

ALONTASK10146 Mike Moreno
Opened

2023 Feb 02 ALONTASK10148 o review Mike Moreno

ALONTASK10149 . Mike Moreno
Work in Progress ALONTASK10150 . Mike Moreno
Priority

2 - High

‘. Back H Request information

ServiceNow customer

Assignment details

New Account Onboarding

servicenow.

servicenow. | Store

Provide a structured, repeatable, and
tfransparent onboarding experience
for customers and stakeholders

Provide a central record for onboarding
teams, with dedicated tasks to assign
work and automate and capture data

serves as a starting point to build a

e Provide an onboarding playbook that
repeatable onboarding process

importing, staging, adjusting, and
publishing account data in a structured
manner

e Deliver a simplified experience for

© 2023 ServiceNow, Inc. All Rights Reserved. 147



Jeopardy Management

SerVicenow Al Favorites  History  Workspaces i CSM/FSM Configurable Workspace 7

= List | ORD0001002 x  ORDO0001001

>

Details

g ( '|i|

ORD0001001 ®

Details ration Order Line Items (1) Fallouts (1)

Jeopardy-level indication on the Order Orchestration View

servicenow.

Q Search

Validate Related ltems

> & 0 0

Re-calculate

Save

servicenow. | Store

Proactively monitor and mitigate
delivery delays

Dynamically track critical path activities
to identify delivery risks

Define, tfrigger, and monitor service-level
agreements for order tasks

Leverage the SLA framework to define
the expected closure time for orders
and order tasks

Track tfeam performance against task
SLAS

Proactively notify service delivery
teams when customer commitment
dates are at risk
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Integration with Strategic Porifolio

Management

SOLANA Al Favorites  History Workspaces Strategic Planning Workspace %

Digital transformation ~ services to online banking

TWCAG 2.0 -

Provi wallet functionality on Android devices lz

thentication to accounting software

Project visibility of complex orders

servicenow.

Q Search

servicenow. | Store

Seamlessly manage long-running
order delivery projects

Create, manage, and automate the
creation of a project in SPM to track
service delivery in parallel

Leverage technology project templates
to associate order management tasks
with project management tasks and
their relationships

Associate SPM projects with OMTP orders
to automatically create project tasks
with order tasks dependencies

Automatically synchronize task updates
between orders and project tasks
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Integration with Field Service
Management

H ;
servicenaw. Al Favorites
& Dispatcher Workspace

Tasks: = Pending Dispatch v

Search tasks

5 &

® @ ii ®

o &

Contractor - Solana Regular Maintena...

17:40:43
B =

Pending Dispatch  [RFS5Min

w 3
Showing 1-11 of 11

Field service dispatcher workspace

servicenow.

History  Workspaces

+ Hybrid v

Map  Satellite

Search agents
v New York, NY Technicians

€ AlexRay
Distance.. N/A

5 CSM/FSM Configurable Workspace

Replace Paired Ser
WOT00103333

Maintenance security cameras
WOT00103332

Maintenance security cameras
WOT00103343

Repair security cameras
WOT00103377

Lo

QUEENS

Replace Paired Ser
WOT00103342

Repair security cameras
WOT00103323

Router Setup
WOT00103330

Router Setup
WOT00103380

America/New_York

Alarm system maintenance
WOT00103368

Replace Paired Ser
WOT00103363

Work day ¥

servicenow. | Store

Dispatch Field Service to effectively
install products and services ordered
by the customer

Engage field service as a seamless
aspect of order fulfilment activity

Automatically synchronize the work
order and order task data

Continue order fulfillment activities once
dependent field service has been
performed
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(¢R?) . xe
A Telecommunications

What's new
in the
Vancouver
release

Accelerate growth with ecosystem agility

5G Services
Telecoms Network Inventory (TNI)

Model 5G networks

Circuit user interface

Packs and parameters

Manage telephone and IP address numbers

TNI and Hardware Asset Management (HAM) integration

Telecoms Service Management (TSM)

Now Assist for Telecom™
Lifecycle Events - Onboarding
Proactive Service Experience workflow for change

Order Management for Telecoms (OMT)

*Not available for customers on regulated clouds © 2023 ServiceNow, Inc. All Rights Reserved.

Jeopardy Management
OMT and Strategic Portfolio Management (SPM) integration
OMT and Field Service Management (FSM) integration
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5G Services

Business
Management
RN

Service
Management

e
/
y,

S/
/

/
/
@/

1
Security |
Operations |

@ 56

Network Slice
Offerings

AN &
N %
s Management
Governance, Risk, ™. e 9
and Compliance S e
Operations
Management

5G service lifecycle management

servicenow.

Next Experience

Rapidly realize revenue with
differentiated 5G services

Launch differentiated 5G services
quickly with network slice template
models for eMBB, uRLLC, mMTC

Reference order management flows
which decompose the service order
and frigger the required network
changes

Use industry standards OpenAPIs to fulfill
service orders with the required network
changes

Integrate TNI design and assign for 5G
slices
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Model 5G networks

SeI'Vicen 9)"," All  Favorites History Workspaces  Admin CMDB Workspace

Home Governance CMDB 360 Management

. (172.16813)
Show filtered items o ) Naanissiy

/s | N2(203.30.45.62)
Network Interfa

[eg ) 274-AMr001
Magped App

L
pu | N3 (203.30.45.60) pq ) N41203.3045.60)
Notwork feecface detwork Interd ace

£ )e374-UPFO01
Maoped Appiicatier

pa ), Core Subnetwork-001 @ ) 274-5MF001
Logical connection ¥ | Mapped Applicat
n | RAN Site-Core Site-
- 'NJ.I.lle‘X‘&..fI"X!I
& ) 274UPFo02
® ] Mapped Applicat

pq ) N3{203.30.45.61)
Network Interta @ 1 274-5M7002

o ) N4(203.30.45.61)
Network Interface

5G network functions

servicenow.

oy | N4 (203.30 45.63)
Network Interface

Q. Search

Attributes

servicenow. | Store

Next Experience

Model and manage 5G RAN and
Core inventory

Easily model 5G RAN and Core
Functions

Start modeling with out of the box 5G
models

e Aligned with 3GPP industry standards

© 2023 ServiceNow, Inc. All Rights Reserved.
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Circuit user interface

Servicenaow Al Favorites History ~ Workspaces Network Inventory Workspace ¢

() Home GPON/SDTX... *

Details

GPON/SDTX/840571

@ i D

ENET...3345 PACT..0011

ENET..3346 PACT...0012

RMWD/.../0083
19216821

ENET..7361 €

Circuit diagram user interface

servicenow.

Q Search

® o @

Related information

Physical connection
ENET101/7450 ES!

60 OLT

servicenow. | Store

Next Experience

Manage and visualize logical and
physical circuit details and connectivity

Easily manage complex circuit
connectivity in a single user interface

Drill down info the circuit connection for
details

Enable agents to view, change or
delete connections

Use zoom to visualize end-to-end circuits
or sections
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Packs and parameters T —

Servicenow Al Favorites History ~ Workspaces  Admin Network Inventory Workspace <y Q. Search ~ | (8) 2 ® o Q

= List PFPLOCF-800  x | Create NewPack..x | 274-SMF0O1 x | Mobility Location... x | London POP % Mobility Location... x I Cre ate d iSti n Ct q itri b Ute IiStS th at
apply to a subset of inventory

Mobility Location Pack =

Details

Create customized groups of attributes
and relate them to subsets of different
inventory types

i Mobility Location Pack ) Attachments

Eliminate irrelevant aftributes from
appearing on a specified inventory type

Third Party Ownership

Inventory pack and parameters
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servicenow. | Store

MCII'\CIQG lllelephor‘e Clnd IP Next Experience
address numbers

Extend number management to
G:erennw u Faucrites Hturv Workspaces  # Network inventory workspace 7 Q Search ® @ ® o SUppOI"I' .l.elephone qr‘d IP address
block management

Details

ég Allocate a new telephone number [cancer | (EEEEE) (<]
Define, manage, and honor number
Activity stream ' blocks for Telephone Numbers and IP
Address blocks

San Diego: San Diego DA, CA v

- Compose

Search results for the parameters

as part of the Design & Assign flows

Telephone number block 5 (o] [ Add |

e |dentify and reserve telephone numbers

Class Updated

Do Support number management blocks

Telephone number block 2021-04-14

eepbone mumberbock 20210614 with resource inventory management
Telephone number block 2021-04-14 . indUS‘I‘ry S‘I‘Ondords Ope nAPl

gh - 1 was Empty

Telephone number block 2021-04-14

Type To allocate a new telephone
number

Allocate telephone number
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TNl and Hardware Asset
Management integration

ServiCeNOW Al Favorites  History Workspaces  Admin Network Inventory Workspace 7

(A = List | PFPLOCF-800  x | Create New Pack..x | 274-SMF001 x | Mobility Location... x | London POP

Material Request using Inventory Template

Model

ASR 9006
RSP4

ASR 9000 Series 4 Line Card

SFP-1G

Equipment purchase request

servicenow.

| Q search @2 0 50 @

servicenow. | Store

Next Experience

Utilize accurate inventory life cycle
information to accurately track
network assets

Track the procurement of telecom
network equipment

Support asset lifecycle workflows that
govern the acquisition, maintenance,
and retirement of network inventory

Support read, create, delete, and
change of resource inventory
management with industry standards
OpenAPI

Leverage industry standards OpenAPI
extension points to support customer
specific modification of the APl logic per
their requirement
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servicenow. | Store

NOW ASSiSII. fOr TeleCOm* Next Experience

43' Generative Al

‘$ Add-on Professional or Enterprise

SErviCeNOW Al Favorites  History Workspaces CSM/FSM Configurable Workspace 7 q, Search e 2 v o @ AC ce I erqi-e pro d U C-l-ivinl-y
CS 7 ° ° °
with generative Al experiences on
Summarize ¥ Close Case Create Work Order -
the Now Platforme
T Being sha o chack el e il ageneha Mice g5 v some basc roubieshooting weps. S o | Accelerate service response with faster
like ensuring his password was correct, verifying his server settings, and updating his email client. None e nents & Work notes (Private) = Email C O n 'I'ex'l' g O 'I' h e ri n g O n iss U es O n d O C 'I'i O ns

of the steps worked and the virtual agent suggested that he speaks with a live agent for further analysis.

Powered by Now Assist

Show less a B - ¢ TOken

! Case

e Rapidly generate summaries for cases,
interactions, and other record types

Improve operations by collecting
consistent resolution data

Conftrolled Go-To-Market
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Account Lifecycle Events

Onboarding

P SOLANA Al Favorites  History Workspaces &

= Lists ALON0064290 »*  +

= Onboarding case for Boxeo ©

D

 Intake & verify # Data setup
Activities
@ Summary
@ Set up Locations
@) Set up Assets

@ Set up Entitlements

Case details

Opened
2023 Feb 02

Work in Progress
Priority
2 - High

ServiceNow customer

Assignment details

New Account Onboarding

servicenow.

( €SM/FSM Configurable Workspace 7= ) Q Search |

Task

ALONTASK10145

ALONTASK10146

ALONTASK10148

ALONTASK10149

ALONTASK10150

igned to Mike Moreno

Published records  Assigned to

200

190

0

Mike Moreno

Mike Moreno

Mike Moreno

Mike Moreno

Mike Moreno

| Back H Request information

servicenow. | Store

Next Experience

Provide a structured, repeatable and
tfransparent onboarding experience
for customers and stakeholders

Provide a central record for onboarding
teams, with dedicated tasks to assign
work, automate, and capture data

serves as a starting point to build a

e Provide an onboarding playbook that
repeatable onboarding process

importing, staging, adjusting and
publishing account data

e Deliver a simplified experience for
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PI'OGC'“VG SerVice Experience Next Experience
Workflow for change

Sel’VicenOW Al Favorites History  Workspaces  Admin Service Operations Workspace % !O\Search >~ & ® o @

N Understand impact and proactively
N | o — notify customers affected by changes

i) Add network switch to cabinet <

Risk Impact  State
3-Low Review

Communicate to customers about
planned maintenance in advance

Record information

ldentify affected accounts and services
and create proactive customer cases

A]ff-ected Cls Igacted services ImOpacted applications LOW
’ Lower calls fo your call center and
increase customer satisfaction scores

3

Cases (3

Last refreshed 2m ago.

Number Assigned to Short description Task type

Auto-resolve proactive cases when the
major case is closed

CS0001005 ®4- Lo ey (empty) Add network switch to cabinet Case

CS0001006 ®4- Lo ey (empty) Add network switch to cabinet

CS0001004 ®4-Lo (empty) Add network switch to cabinet

Manage network change for impacted customers
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Jeopardy Management

servicenow A

Favorites

ists My Lists

v Orders
All Orders
All Open Orders
v Service Orders
All
Open
v Customer Orders
I All
Open
v Order Tasks
All Order Tasks
My Order Tasks
v Order Tasks
All

Order and order task

jeopardy visibility

servicenow.

History = Workspaces

13

eshed just now.

Number

ORD0001001

ORD0001002

ORDO0001007

ORD0001004

ORDO0001003

ORDO0001006

ORDO0001005

Admin

Jeopardy level
Medium

Low

Low

Low

Number

[ OMTASK000001042
[] OMTASK000001048
[J OMTASK000001012

] OMTASK000001039
] OMTASK000001023
[] OMTASK000001035

[] OMTASKO00001034

[] OMTASK000001033

] OMTASK000001057

CSM/FSM Configurable Workspace <

State

® In progress

® In progress

® In progress

® Acknowledged

® Completed

® In progress

In

Priority

4 - Low

4-

Account

Funco Intl

Funco Intl

Funco Intl

Funco Intl

Funco Intl

Funco Intl

Funco Intl

Jeopardyle... ~

Critical

Critical

Critical

Critical
Critical
Critical
Critical

Critical

None

Contact

Order type

Sarah Johnson Product

Sarah Johnson Product

Sarah Johnson Product

Sarah Johnson Service

ah Johns Service

Sarah Johnson Product

Sarah Johnson Product

Short description

Redo : Configure Modem Settings and
Store Activation Server

Configure EVC Service

Redo : Configure Modem Settings and
Store Activation Server

Redo : Create Interface Profile
Configure EVC Service
Configure UNI Speed
Return Ship CPE
Return Ship CPE
Configure Modem Settings and Store

Activation Server

Assign Interface Profile to UNI

Q. Search

Meonthly Recurring Charges

State

In progress

In progress

In progress

In progress
In progress
In progress
In progress
In progress

Draft

$0.00

$0.00

$0.00

$0.00

$0.00

$0.00

Next Experience

Proactively manage risk during the
order fulfillment process

Dynamically track critical path activities
to identify delivery risk

Proactively notify service delivery teams
when customer commitment dates are
aft risk

Define, tfrigger, and monitor Service
Level Agreements (SLA) for order and
order tasks

Leveraging SLA framework to define
expected closure tfime for order and
order task

Track team performance against task
SLAS
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OMT and Sirategic Portfolio
Management integration

S SOLANA Al Favorites  History ~ Workspaces  § Strategic Planning Workspace 7

= SASE Service delivery

- services to online banking
TWCAG 2.0 &
t functionality on Android devices Ia

21

rvices to mobile banking

thentication to accounting software

Project visibility of complex order

servicenow.

3

Next Experience

Provide clear visibility and control of
order progress and associated
project management activities

Create, manage and automate the
creation of a project in SPM to track
service delivery in parallel

Leverage telecom project templates to
associate order management tasks with
project management tasks and their
relationships

Associate SPM projects with OMT orders
to automatically create project tasks
with order tasks dependencies

Automatic synchronization of task
updates between order and project
tasks
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OMT and Field Service
Management integration

SerViCenOw All  Favorites  History Workspaces 5 CSM/FSM Configurable Workspace ¢ _ ®@ 0 o YE.

@ Dispatcher Workspace

Tasks: | Pending Dispatch v 8 3 Hybrid v

Search tasks

Map  Satellite

v 2 © R
Maintenance security cameras
s

e @ ii ®

121 DeKa

Pending Dispatch @23

>  Friday June 10 2022 v America/New_York Work day v

v New York, NY Technicians

. | Replace Paired Ser| Repair security cameras Replace Paired Ser Alarm system maintenance
€ AlexRay ® WOT00103333 WOT00103377 WOT00103342 WOT00103368

N/A

. . I L Maintenance security cameras Repair security cameras Router Setup
t‘ Alisa Chinoy ® WOT00103332 WOT00103323 WOT00103380

Pending Dispatch  [RESSmin

Maintenance security cameras Router Setup

Replace Paired Ser
WOT00103343 WOT00103330

WOT00103363

Showing 1-11 of 11

Field service dispatcher workspace

servicenow.

Next Experience

Integrate customer orders with field
service management

Engage field service as a seamless
aspect of order fulfilment activity

Automated synchronization of work
order and order task data

Continue order fulfillment activities once
dependent field service has been
performed
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-'l»‘) Healthcare

What's new Drive performance and agility through
in -|-h e operational excellence

VCI n C o Uver Clinical Device Management

+ Healthcare Computerized Maintenance

releqse Management System (CMMS) Foundation
« Healthcare CMMS Workflows
« Compliance Dashboard

« Now Assist for Health Care and Life Sciences*

*Not available for customers on regulated clouds © 2023 ServiceNow, Inc. All Rights Reserved. 164



servicenaow. | Store

Healthcare CMMS Foundation

SErVICeNOW A1 Favorites  Mistory  Workspaces CSM/FSM Configurable Workspace A Sewrch : @

Maximize device lifespan with a
centralized process

Enhance device visibility and usage
by managing multiple devices
across locations through an HL7 FHIR
data model

Reduce downtime and improve patient
safety with a single platform for
maintenance and risk assessment

Service Product ¥ State Priority Asigrenent group.

Elevate productivity with ready-made
workspaces for maintenance teams

CMMS Dashboard
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Healthcare CMMS Workflows

Platform Analytics Workspace - Q. Search = 0o o @

CSM/F5M Configurable Workspace +r

Compose . More Information

poration EnCor Enspire BBS MRI SN123 orking!

Device details

d the image of the logs

2 John Quil

Device onboarding and device issue workflows

servicenow.

servicenaow. | Store

Automate clinical device
management with ready-made
workflows

Standardize device onboarding, across
setup, maintenance, and risk
assessment to fast-tfrack time-to-value

corrective actions to enhance clinician
experience

e Streamline issue reporting and expedite

Elevate device uptime and improve
regulatory compliance through
Alternate Equipment

Maintenance (AEM)
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servicenaow. | Store

Compliance Dashboard

$ Professionall

Monitor compliance and mitigate
risk with a comprehensive dashboard

Enable timely compliance and
enhance device safety through built-

in reporting capabilities

ServiCeNOW Al Favortes  History o Workspaces Platform Analytics Workspace Q. Search » 0 0 @

CMMS Dashboard ~

Favorites History Workspaces Admin Indicators View: Formula 17 Q_ Search - ® QQ [a} Q

Reduce total cost of ownership and
avoid penalties with automated, up-to
date maintenance

driven root cause identification and

e Extend the life of devices through data
corrective actions

CMMS Compliance Dashboard and indicators
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Now Assist for Healthcare and Life Sciences:

-{f Generative Al

$ Add-on Professional or Enterprise

Accelerate productivity with

generative Al experiences on the Now
Platform®

Ser\ficenl‘]w Al Favoi bes MDY Werkspaies 58750 Configurable Workspace - 0, Search - @& o 5 W ﬁ.

connected with the virtual agent and began a corversation around his issues

mall. The virtual agent had Mike go through some basic troubleshooting steps @ . .

e ki ety et ab e i o e e . 8 Work s rvotel 2y " Accelerate service responses with faster

Paered o e s context gathering on issues and actions
taken

e i alnD

Case

Activity . Rapidly generate summaries for cases,
" Pvpeppmiers : interactions, and other record fypes

G sviem At Improve operations by collecting
; s A consistent resolution data

Conftrolled Go-To-Market
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S

Government
’
What's new Digitize, modernize, and speed up the
in -|-he delivery of government services
Vq ncouver Public Sector Digital Services
» Service Request Playbook: Design Enhancements
releqse * Agency: Associated Customers

« Agency: Services Offered
« Agency Services Portal

© 2023 ServiceNow, Inc. All Rights Reserved. 169



servicenaow. | Store

Service Request Playbook:
Design Enhancements

‘5 Professional and Enterprise

Increase responsiveness and
efficiency of non-emergency public
services

o Similar Requests:
Display similar requests as toggleable

cards within the main workspace to
improve the visibility of agents working
on each case

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. 170
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Agency: Associated Customers

‘s Standard, Professional and Enterprise

Enable agents to manage interactions

servicenow. © Foser Patterson

Support  Knowledge  Cases  Yourinformation »

appropriately and securely

Solana Dept of Customer Service - Southside

agency

ServiCennw Al Faorites  History Workspaces  Admin €5M/FSM Configurable Workspace <7 Q_ Search 5 2 ©® o @

o Associate customers to a particular

Provide agency staff a view of all
customers availing services from their

agency
S Prevent agents from seeing customers of
. other agencies
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servicenaow. | Store

Agency: Services Offered

‘s Standard, Professional and Enterprise

Make it easy for agents to identify
each service offered by an agency

servicenow. © rozerpatierson

Support  Knowledge  Cases  Yourinformation v

> Agency Details

Solana Dept of Customer Service - Southside

Define services offered by an agency

Dina Perez Solana Dept of Customer

ServiCenOoW Al Favorites  History Workspaces  Admin CSM/FSM Configurable Workspace Q Search e 22 0 @ Prov|de Ogency STOff a VleW Of SerVICeS
= List Solana DeptofC... x + offered by On Ogency

) o

—

Solana Dept of Customer Service - Southside «

e

Details Agency Information Members (4) Cases Assigned to Location Business Staff Relationships Constituent Staff Relations. Household Staff Relationshi.

Available Services [1

Customer service type Table Service Organizations offering Service Default table field values

General sn_gsm_service_request_case Criteria-based

Showing 1-1 of 1

20~  rows per page
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Agency Services Portal

servicenow. © Fose Patterson

Support  Knowledge ~ Cases  Your information v

me > Agency Detalls

Solana Dept of Customer Service - Southside

123 Main St Santa Clara

° Tina Blossom

servicenow.

Support  Knowledge

Home » Agency Details

Solana Department of Labor - Federal

3546 Smith Dr Fremont

Add Member

Tina Blossom

Agency Details = Members

B Cases Requested

|nTemO| Codi Rows 1-2of 2
Agency o

External
Agency

servicenow.

servicenaow. | Store

‘5 Standard, Professional and Enterprise

Enable agency members to manage
staff, request services, and track
status

View associated households, customers,
and businesses

Gain visibility into the full picture of items
and services received from an agency
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M‘. Finance &
Supply Chain

What's new
in the
Vancouver
release

Transform business critical operations

Accounts Payable Operations

« Accounts Payable Workspace
Invoice Processing & Reconciliation
Invoice Case Management

« Doclintel for Accounts Payable

Source-to-Pay Operations

« Seamless Source-to-Pay Integration with SAP

Sourcing & Procurement Operations
* Microsoft Teams Integration

« Enhanced Sourcing Playbooks

Supplier Lifecycle Operations

Enhanced Supplier Manager Workspace

© 2023 ServiceNow, Inc. All Rights Reserved.
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servicenaow. | Store

Accounts Payable Operations
(a part of Source-to-Pay Operations)

servicenow. Al Favorites  History  Workspaces Procurement Workspace 7 Q Search

() Home
® Py Hello Gilly !
-7 o Monitor your work with a
Quick actions

[B) Create New Invoice

Accounts Payable Workspace for
Accounts Payable teams

Touchless and automated invoice
processing workflows

Review your work

Manage supplier inquiries in a single
workspace view

Gain visibility into the volume and types
of invoice inquiries and processing
requests

The new Accounts Payable Workspace
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Accounts Payable Operations

(a part of Source-to-Pay Operations)

Servicenow Al Favorites History ~ Workspaces  Admin Procurement Workspace 17 Q_ Search v ® 2 ® 0o Q

:‘Q\y  Home INVC0001004

Details INVEX0001001

i (¢

@ . . 10) Invoice has one or more exceptions. Resolve all issues in "Invoice exceptions” to
Process invoice from Solana O continue processing.
Inv upplier invoice number D

Exceptions found 897133590 2023-05-20 Gilly ker

Details Invoice lines (2) Exceptions (1) Tasks Purchase order lines (2) More v

Lab invoice_2.pdf
¢ Invoice Compose

o ; , &wComments & Work notes (Private) 5
PO Invoice Solana INVOICE
Type your Comments here 47 W 11th St

New York City
NY - 99999 USA nvoice Number: 897133590

Channel Assigned to
. . '

Email - Gilly Parker @ Everyone can see this comment G0Dev10e

04/05/2023
C01234

Supplier inv e Business owner X
897133590 Paula Smith
Activity

z Gilly Parker

PSM st... Work in progress was New
Primary contact Gilly Parker was Empty

Summary details

s s State Work in progress was New
Supplier % Subtotal 8

Solana ol USD ($) v 5,500 Assigned to Gilly Parker was Empty

Purchase order Tax amount System
PO0005001 placed Q USD ($) v Z Field changes « 2023-04-06 09:56:43

ayment s Shipping h
NT45 Y USD ($) v scal N Normal

Reassignment ... 0

A view of an invoice that was processed automatically

servicenow.

servicenaow. | Store

Invoice Processing & Reconciliation
to automate manual work

|dentify duplicate invoices and
automatically match invoices to
purchase order

|ldentify invoice exceptions and enable
collaboration for expedited resolution

Configurable approval rules using
SPO approval engine
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Accounts Payable Operations
(a part of Source-to-Pay Operations)

SerVicenOW All  Favorites History  Workspaces Procurement Workspace Q. Search Q@ ® o ‘3

Q = List INVC1001012

= Details

&l Supplier invoice # IN1093691 - Question °
Workinprogress Payment inauiy INV1001013 1093691 Emal

Details  Tasks Emails ~ Task SLAs (1)  Cases by same requester (5)

i Invoice case Compose 2 Agent Assist

Shace s Comments & Work notes (Private) Q Search

Email Type your Comments here

State 4 P
- Inquiry on the approval status
Payment inquiry - Work in progress @ Everyone can see this comment Verif vl sbabis
Priority
3 - Moderate

Activity

plier services Q z Ben Jackson

Field ch

23-04-16 22:02:58
Assigned to
Primary contact Ben Jackson was Empty
Ben Jackson .
State Work in progress was New
my invoice?
Watch list Assigned to Ben Jackson was Empty ~

/ System Administrator S
ption D Field changes » 2023-02-13 15:05:36 INV12325 INVC1001010  Closed incom.
Supplier invoice # IN1093691 - Question Effective number INVC1001012

Description scalz N Normal

Please provide me expected payment timeframe for this invoice?

An example of a case created from a supplier invoice inquiry

servicenow.

servicenaow. | Store

Invoice Case Management to
quickly resolve inquiries and issues

Allows Accounts Payable team to
manage and prioritize inquiries

Deflect inquiries and route to the
right agents for faster resolution

© 2023 ServiceNow, Inc. All Rights Reserved.
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Accounts Payable Operations
(a part of Source-to-Pay Operations)

servicennw All  Favorites History = Workspaces Procurement Workspace 1 Q Search Q ® 0 ',}

() Home | Ingestion errorin.. x  INVC0001024

Details Docintel

Solana INVOICE

00084711298

An example of automating invoice processing in Doclntel for APO

servicenow.

servicenaow. | Store

Doclntel for Accounts Payable to
automate invoice processing

Automatically digitize invoices to reduce
manual effort

Automatically parse and extract
invoices at header and line level

Intelligently self-learning with minimal
effort
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Source-to-Pay Operations

Sourcing and
Procurement Operations

P\IE

Supplier Lifecycle

Operations

.
=

Accounts Payable
Operations

servicenow.

T 1 1 1 recmar

servicenow.

SAP ECC and
SAP S/4AHANA

servicenow. | Store

Seamless Source-to-Pay Integration
with SAP

Pre-defined integrations for exchanging
information with SAP ECC and SAP
S/AHANA

Bi-directional exchange of information
with SAP for purchase orders, invoices,
goods receipts, vendor information, and
master data

Integrations across all Source-to-Pay
Operations products
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Sourcing & Procurement
Operations

(a part of Source-to-Pay Operations)

History Procurement Workspace O Search | @ t Workspace 0. Search - » o @

urchase from ACME Tech © viscuss  ({SCancel Purchase © ‘ Discuss I\ Cancel Purchase || Save H_‘

Order type  Total amount Priority
Standard $27,500.00  ® 3 - Moderate

Purchasing Tasks Purchasing SLAs Related Contracts (%)

Combose P Agent Assist = Agent Assist

Start a Sidebar discussion Q New $27,500.00 purchase from |

D Article
What is a PO?

updated 3 years ago- 8 views

‘What is a sourcing request| NEewW SUU.0U pu
A sourcing request s raised when v ACME Tech

whiat you want, but don't know the R

updated 3 pears ago- 12 views

Hotel itemization
W know we know..itemizing your
expenses in concur is frustrating!

updated 3 years ago- 6 views

2 Aticle.

Create a discussion from a case... ...and chat in real-time with users.

servicenow.

servicenow. | Store

Microsoft Teams Integration

Launch a live discussion from a
procurement case

Users chat directly with you via Microsoft
teams.

View all your open chat discussions
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Sourcing & Procurement
Operations

(a part of Source-to-Pay Operations)

servicennw Al Favorites  History Procurement Workspace 77 Q, Search y o ® 0O @

= List SRCO001002

SRCO001002 for Microphone

Discuss Add to negotiation event Save

2 9 lii o

k Details Purchase Lines (1) Negotiations (1) Related work Agreements

Sourcing intake

@ Reauest details Create a new negotiation event

urcing request

& Create a new negotiation event

sourcing in the

.
n event

Create a discussion from a case and chat in real-time with users.

servicenow.

servicenaow. | Store

Enhanced Sourcing Playbooks

Provides additional playbooks to better
guide the sourcing process

Guidance for reviewing sourcing
requests, approvals, line items,

negotiation process, and qualification

Improved integratfion with negotiation
events and supplier qualifications
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servicenaow. | Store

Supplier Lifecycle Operations

(a part of Source-to-Pay Operations)

Enhanced Supplier Management
Workspace

Faster at-a-glance of open cases and
priorities

Enhanced view of open tasks along with
key task information

Prominent placement of quick actions
to make it easier to take actions

New work summary view to provide
users with a summary of work done

Prior Workspace New Workspace
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ServiceNow Impact”

Experts on Demand Platform Health Monitoring

@ ServiceNow Impact™



Realize value

faster with
ServiceNow
Impact”

Built on the Now Platform®, ServiceNow Impact helps
you realize value faster across your business with
proactive insights, prescriptive guidance, tailored
training and recommendations, and premium
technical support and tools.

servicenow.

(& ServiceNow Impact

Overvew

Executive Overview

Total Value Realized

Score trends

Peer Benchmark

Cabrillo Corp & Industry

Peer benchmark

woun Gaw™

e 3

* Change Management

Not Adopted

Asset Management

© 2023 ServiceNow, Inc. All Rights Reserved.
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What's new in the Vancouver release

Accelerate business value and increase
efficiency

Experts on demand
« New accelerators
* Enhanced accelerators

Platform health and monitoring

* Instance Observer: Al anomaly detection

ServiceNow  Instance Observer for Government Community
|mpCICiTM Cloud (GCC)

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved.
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EXperfS on d eman d servicenow. Impact

New Impact accelerators

e Improve ServiceNow adoption
with prescriptive guidance

= S Jumpstart Your Service Operations

Workspace: Get prescriptive guidance

for creating a workspace to help

predict, prevent, and resolve incidents

proactively.

Citizen Development Program Design

Schedule only

HR Service Delivery Maturity Assessment

ict and receive

Create a strategy and plan to enable
non-technical resources at your
organization to build applications on the
Now Platform.

e Citizen Development Program Design:

Start Initiative

Assess the maturity of your HR Service
Delivery product and receive
recommendations from experts to
improve adoption.

e HR Service Delivery Maturity Assessment:
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EXperfS on d eman d servicenow. Impact

Enhanced Impact accelerators

e Improve ServiceNow adoption
with prescriptive guidance

SO TuneUp Your Virtual Agent:
Assess Virtual Agent and receive

recommendations to help ensure you're
ready to take advantage of new Al
capabilities, including Now Assist.

Citizen Development Program Design

Schedule only

HR Service Delivery Maturity Assessment

ict and receive

Assessment - Foundation Data:

Assess your CSDM Foundation Data to
help ensure alignment with leading
practices.

e Common Service Data Model

Start Initiative
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Platform health and monitoring servicenow.  Impact

Instance Observer

Help identify platform health issues

User transaction count

Transaction count Is the instance-wide sum of all transactions of a certain type knewn as *Ul_TYPE", Essentially can be... Show More b efo re fh ey a ffe Ct yo U r U s e rs

Default  Anomalies f[i]  Alerts

Respond to performance anomalies
even faster with Al-powered detection

and alerting for the following metrics:

10 anomalies detected! )
» User transaction count

+  SQLresponse fime

« Serverresponse time
+  Semaphore default
«  Node memory max
« Job anomaly

Instance Observer is now available to

e more Impact customers, including those
operating on the government
community cloud (GCC)
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Microsoft Partnership

Enhance productivity with

Azure OpenAl Generative Al Controller ServiceNow on Azure

: Microsoft Teams integration
ServiceNow for M365 with National Security

Cloud (IL-5)

ITSM Integration with
GitHub Actions

fld% Microsoft Partnership



&% Microsoft Partnership

What's new
in the
Vancouver
release

Accelerate digital transformation

Accelerate digital fransformation

« Enhance productivity with Azure OpenAl
« Generative Al Confroller

» ServiceNow on Azure

» ServiceNow for M365

« Microsoft Teams integration with National Security
Cloud (IL-5)

* |TSM Integration with GitHub Actions

© 2023 ServiceNow, Inc. All Rights Reserved.
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Enhance productivity with Azure

OpenAl

43 Generative Al

£ 61

Provide contextual answers Summarize complex

Augment knowledge
to search and inquiries

info in cases and chats and code generation

A\, Technology + Employee C Customer eee Creator

®0oe® Workflows Workflows Workflows ® Workflows

(O Now Platform | Gen Al Controller

l T

m Microsoft Azure ‘ @OpenAI

o Han:
servicenow. L Microsoft respective companies with which they are associated.

Other company and product names may be trademarks of the

‘$ Professional or Enterprise

Empower everyone to do their best
work with Generative Al

Provide contextual assistance and more

relevant search results to employees for
and agents

Leverage general purpose and domain-
specific Al models

Build custom capabilities (ex: sentiment
analysis of a chat)
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Generative Al Contiroller

43 Generative Al

4 @ Look

(o,) ForEach Itemin (a

& Action -8 Flow Logic %, Subflow

GO Al Search Default

@ ServiceNow eBonding Ex...

ERROR HANDLER @ ITSM

CIITERNEY ~~ Generative Al Controller

@ ITOM Event Generator Summarize
@ Connect

@ ITSM NLU Model for Virt..

@ Customer Service

@ Deployment Pipeline

@ Agent Client Collector

@ 45 Decision Table Build..

servicenow. & Microsoft

servicenow. | Store

‘5 Professional or Enterprise

Easily connect to Open Al, Azure
OpenAl, or ServiceNow LLMs

Use native low-code integration to
connect Azure OpenAl or OpenAl to the

Now Platform

Get fast time fo value with out-of-the-
box generative Al capabillities

build generative Al workflows with Flow
Designer, Virtual Agent Designer,
and scripting

e Deliver a seamless design experience to
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ServiceNow on Azure

Empower digital fransformation imperatives with your
cloud infrastructure spend

. e D
®%s_Industry Finance & A, Technology
[ ] & [ ]
‘ Customer *” Workflows e Employee l': Supply Chain  eee Workflows
Workflows _ Workflows —_
Workflows )
@ ® & @ 7 vgtrstap
o .
Extend across 086 Creator Workflows Accel_erofe time
your business ° to business value
Single platform 04O ) -/D
w Now Platform One data model 5o a O ~o @
One architecture Automation Engagement Al& ML Low code Secure
Access 3
party data

. y-\%ellle]o]]
Cloud A MicrosoftAzure @ @ @ @ @& <> M =) Microsoft Azure

Infra

_ Marketplace

Other company and product names may be trademarks of the

° .. .
servicenow. =m Microsoft respective companies with which they are associated.

Available to new US customers
only, in the Vancouver release

Transformation, simplified

Empower digital fransformation
imperatives with your cloud
infrastructure spend

Harness the power of the Now Platform
running on Microsoft Azure

Leverage an expansive ecosystem of
partners and developers
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servicenaow. | Store

ServiceNow for M345

9 .
Expanding from yp—To o™ =M|crosoft 365

‘$ Professional or Enterprise

H Microsoft Teams

Boost productivity within the apps
you use everyday

servicenow MyTasks My Reg quests - Tous

Access Employee Center easily within
your M365 apps, Outlook, and Teams

M~ OrgChat

Meet employees where they work, and
make it easy for them to get information
and help from across all departments

Provide a consistent and streamlined
employee experience across your
ServiceNow and Microsoft apps

Other company and product names may be trademarks of the
respective companies with which they are associated.
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Microsoft Teams Integration with
National Security Cloud (IL-5)

Unlocks the following integrations
for US DoD customers

Deflect cases and improve the
employee and agent experience with
an always on 24x7 Virtual Agentin
Teams

Teams, and make it easier for them to

e Meet employees where they work in
find information, request help

. I h
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ITSM Integration with GitHub
Actions

Manually triggered last month Status Total duration

™ rsennat - ae48dd9 Success 18m 16s

dg_demo.yml
atch

Deployment protection rules

Reviewers, timers, and other rules protecting deployments in this run

Event Environments

F dg-demo-app
© passed on May 6

servicenow. & Microsoft

‘$ Professional or Enterprise

Track and auvtomate change in
GitHub Actions pipelines

Natively extend IT Service Management
Pro DevOps integrations to GitHub
Actions

Capture pipeline information like user
stories, lines of code changed, tests run,
and more and use it in change control

Connect pipeline data to service
information in ServiceNow for
compliance and faster root cause
analysis
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Customer Success

ServiceNow Upgrades

M

<> Get Ready to Upgrade



Who needs
to upgrade
fo the
Vancouver
release?

Customers who need to upgrade by September 2023

« release customers with N-1 entitlement

« release customers with N-2 entitlement

Customers who need to upgrade by March 2024

* release customers with N-1 entitlement

* release customers with N-2 entitlement

© 2023 ServiceNow, Inc. All Rights Reserved.
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Reasons to stay current with ServiceNow

Now Platform Vancouver release

Get the latest platform and
security enhancements

Access new products and features
from the Vancouver release

‘@ Keep your access to 24/7 support*

*For customers with subscription tferms starfing after January 16, 2022, we will no longer provide free 24/7/365 support. At
fime of renewal, existing customers will instead have the option to purchase a paid ServiceNow Impact package, which
includes 24/7/365 support, or opt for ServiceNow Impact Base. Existing customers with ServiceNow Impact Base will sfill
receive 24/7/365 support for one renewal cycle. For more information, visit the

servicenow.



https://www.servicenow.com/impact.html

Plan and schedule your upgrades

Get ready to upgrade to the Vancouver release

2022 2023 2024 >
— T T T T T

September March September February March September
Tokyo Utah Vancouver Washington, Washington, Xanadu
release release release DC release DC release release

Early availability Get all the new

Get a head information about

upgrades

Current version Support entitlement Upgrade to By

Tokyo release N-1 entitlement Utah or Vancouver release | September 2023
Understand your San Diego release N-2 entittement Utah or Vancouver release | September 2023

SUDDOI’T entitflement Utah release N-1 entitlement Vancouver or Washington, | March 2024
DC release

Tokyo release N-2 entitlement Utah or Vancouver release | March 2024
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Simplify upgrades with Now Platforme® tools

f —
f —
 —

Automated Test Framework (ATF)

Reduce upgrade time by
automating manual testing and
remediation.

52

Instance Scan

Get critical instance insights for
smoother, worry-free upgrades.

&

Upgrade Center

Preview, manage, and monitor
upgrades with greater ease.

S

Upgrade Plan

Reduce manual effort by
packaging applications,
customizations, and skip records 1o
easily apply to multiple instances.

|

Application Manager

Navigate Application Manager
faster with improved performance
and less wait time.

®

Configuration Hub

Access configuration options for
any application in one centralized
location.

Learn more about these capabilities in our

servicenow.
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https://docs.servicenow.com/csh?topicname=family-release-notes.html&version=latest
https://docs.servicenow.com/bundle/utah-release-notes/page/release-notes/concept/rn-learn-landing-page.html

ServiceNow Releases and
Upgrades community

Community forum dedicated to
& Sty O | supporting customers with releases

# ServiceNow Community > Products > Releases and Upgrades

SN, 01 * G Download the upgrade kit
Releases and Upgrades N ol

Your one stop for releases, store innovations, and
upgrades.

Sign up for upcoming events

This category -

ServiceNow experts and peers

Get the latest best practices
and resources

Stay current with ServiceNow to maximize efficiency and achieve
value

e Ask questions and get answers from

Now Platform® ,’
UTAH RELEASE /

Registerfor Broadcast

Now Platform Release
Broadcast

Sign up today.

SerVicenow Image above is an example; Utah release will go live at General Availability. © 2023 ServiceNow, Inc. All Rights Reserved. 202



Live on ServiceNow: Community
events

servicenow.

Live on ServiceNow

An interactive
gvenmseries
Speed deployment, adoption,
and achieve value faster R ,
;,//-
sy,
w7

servicenow.

Virtual events to help upgrade,

speed deployment, and achieve
value faster from ServiceNow
solutions

a Learn what's new from ServiceNow
Gain prescriptive guidance and pro fips

forimplementing, deploying, and
upgrading ServiceNow® products

e Connect and engage with the
ServiceNow Community
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How to
champion
your upgrade
fo the
Vancouver
release

servicenow.

READY

Tap key resources
and tools

Get step-by-step guidance
with the

Learn more about

Review the

SET GO

Get expert support Upgrade

* Ask questions on the + |dentify the best time to
upgrade

» Jumpstart your upgrade with + Build your upgrade plan

and allocate resources

+ Schedule upgrades
on the

© 2023 ServiceNow, Inc. All Rights Reserved.
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