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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 orimplied 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 titled “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,
infentions, 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 infended 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 confract, 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 obligafion, and do not infend,

to update the forward-looking statements.
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Why an Upgrade Kit?

We created this upgrade kit to make it easy for
you to learn about the exciting new features in
the San Diego release.

Here's what's included:

» A ready-to-use presentation that will give you
and your feam an overview of the |atest
innov ations

« A playlist of links and demos to help you get up
to speed fast

« A complete list of resources to help ensure @
seamless upgrade experience

servicenow.
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Three ways to champion San Diego
release innovations

What you need to do

Get ready to learn— Select the feature slides you want to focus

on, access the notes, watch the demos, and read the blogs and
product websites to get a deeper dive.

Get ready to share — Assemble the presentation by selecting the

relevant slides and demos you want to use. Reorder the slides,
don'trevise.

Get ready to upgrade — Build a solid upgrade plan, identifying

the best time to upgrade and tapping key resources to help
make upgrades easier and faster.

servicenow.



Plan and schedule your upgrades

Getready to upgrade to the San Diego release

2021
March September March July September
Quebec Rome San Diego Tokyo Tokyo
release release release release release

Early av ailability  General

Get a head start av ailability

on your upgrades Get all the new
information about
the new release

Paris releose N-2 en’rl’rlemen’r Rome or Son Dlego Morch 2022

Underqu nd YOUI' SUPPO” N-1 en’rl’rlemen’r Rome or San Diego Morch 2022
entitlement N-2 entittement San Diego or Tokyo Sept 2022
N-1 entitlement San Diego or Tokyo Sept 2022
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Now Plaiform San Diego release

The San Diego release adds new levels of productivity, automation, and innov ation—
wherever work happens—with the Next Experience on the Now Platform®

F

Revolutionize work with
smarter experiences
on the Now Platform

Next Experience introduces
modern, intuitive, and personalized
workspaces that engage teams
and supercharge workforce
productivity on the single
platform for digital business

servicenow.
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Automate and
connect anything
to ServiceNow

Automate Ul actions and
connect ServiceNow to modern
and legacy systems with RPA,
integration, and process
automation—all on a

single platform with Automation
Engine

= v
JARY

Accelerate value
with purpose-built
industry solutions

Modernize Insurance operations
to create relationships that [ast

Create transparent, repeatable
processes for Banking that save
time and costs

Launch services quickly and
streamline ecosystem experiences
for Technology and Telecom
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Top San Diego release innovations

o . :
m Now Platform Next Experience | CloudEncryption
Customer Technology Employee Operating Build and
experience excellence experience excellence auvtomate
CSM Configurable Digital Portfolio HR Agent Legal Executive Automation
Workspace Management Workspace Dashboard Engine
Dispatcher Cloud Operations Mobile Risk and Compliance
Workspace with Workspace Wayfinding Workspaces
Contractor : : : :
Management Maijor Security Enterprise-wide ESG
Incident Management solutions
IT Asset Offboarding Alignment Planner
(HAM and SAM) Workspace

Industries FinancialServicesfor Banking and Insurance | Technology Providerand Telcom

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed.



Get up to speed fast on the
San Diego release

Fact Sheet

San Diego Release Blog

Community (complete listing of blogs)

San Diego Release Notes

Upgrade to the San Diego Release Blog

servicenow.



https://community.servicenow.com/community?id=community_article&sys_id=99bcdb4d1b35b094d018c8ca234bcbe7
https://community.servicenow.com/community?id=community_blog&sys_id=4156e5941b7505100ccc85176e4bcb2b
https://community.servicenow.com/community?id=community_blog&sys_id=45452eb2dbf9c590bb4a474d139619ea
https://docs.servicenow.com/bundle/sandiego-release-notes/page/release-notes/family-release-notes.html
https://community.servicenow.com/community?id=community_blog&sys_id=03f339f01b02cd109337ece6b04bcb84
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Build and Automate

(

Table of Contents

Click the buttons to go directly to the section/s
relevant to you
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Industries

</]\> Get Ready to Upgrade
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What's new from Next Experience?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Drive workforce productivity with configurable workspaces
Next Experience Next Experience infroduces a modern, intuitive, context-aware web experience that engages service delivery
teams and supercharges productivity.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 11


https://vimeo.com/688637089/ce6543332d

Next Experience

Modernized ook and feel, unified navigation

now All  Favorites History  Workspaces

So glad you've landed here, Beth

Now you've got a straight shot to the moon with new menu features that make it easier to
navigate around and do your best work yet!

Check it out

Review your work

Assignments 12

Created

2021-12-15 10:05:40
2020-05-10 07:41:46
2021-12-15 20:49:39
2021-12-15 12:48:46
2021-12-15 12:53:47

2022-02-23 11:29:59

2022-01-14 00:00:24
TASK0020023

2022-01-13 15:00:27

TAS 069 2022-01-14 00:00:24

servicenow.

State v

In Progress
In Progress
In Progress
In Progress
In Progress

Work In Progress

Open

Open

Open

Priority

1

1

4-

4

y i

1
1
3-
4

- Critical

- Critical

- Critical

- Critical

Moderate

- Low

Low

- Low

Low

£ Home vy

Short description

Can't access Exchange server - is it down?
Wireless access is down in my area

SAP Sales app is not accessible

The SAP HR application is not accessible

Issue with email

Verify that you are responsible for this computer

See the audit results below for the discrepancies that must
be addressed

See the audit results below for the discrepancies that must
be addressed

See the audit results below for the discrepancies that must
be addressed

BN -

Close x

r@" .

Critical Tasks New tasks

4 0

Open tasks by priority

Drive workforce productivity
with purpose-built workspaces

Empower service delivery teams
with targetedtools and information

Bring together platform apps with
unified engagement

Set preferredwork mode, such as
light or dark, toreduce eye
strain and enhance productivity

© 2022 ServiceNow, Inc. AllRights Reserv ed.



What's new from Now Intelligence?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Al Search enhancements

More relevant, personalized experiences to delight customers
Surface answ ers quickly and efficiently from multipage articles and knowledge bases with Al Search. Reduce MTIR

and improv e agent productivity with a unified search experience. Resolve language regionalization to improve
the search experience for international users.

NLU Workbench enhancements

Greater support and accuracy for enhanced user experience

Simplify model creation with the ability to create models via .CSV import or pre-built models—or start fromscratch.
Increase awareness and visibility with a guided experience for tuning NLU models for optimal performance. Enable
continuallearning of NLU models with Expert Feedback Loop by providing feedback on end-user utterances.

Virtual Agent enhancements

Modernized admin experiences for delivering new insights

Admin Console: Configure and manage both virtual and human agents from a single, modern console.
Topic Recommendations: Deliv er tailored recommendations with greater precision via new data sources
Conv ersational Analytics: Analyze user behavior with insights into click metrics.

Agent Chat enhancements

Better resource agentsto give users peace of mind

Univ ersal capacity: Define and manage an agent's workload across all service channels.

Sensitive data masking: Transmit sensitive data securely with intelligent masking of your messages.
Profanity filtering: Configure this feature to your preferences to automatically hide and monitor profanity.

servicenow.
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https://community.servicenow.com/community?id=community_blog&sys_id=3a4e64a81b4ac910faf255fa234bcb36

Al Search enhancements

what is the windows key? My Tasks 9 My Requests My Action Plans ﬁ) v

NOW.

HR ~ IT~ Purchase and Expense v Community v

Home % Search
All People Catalog Knowledge Purchasing Courses Supplier

Desktop | KB 17| 7 years ag

@ What is the Windows key?

...Is the Windows key? The Windows key is a standard key on most keyboards on computers built to use a Windows operating system. Itis labeled with a Windows logo, and is usually placed between
the Ctrl and Alt keys on the left side of the keyboard; there .

Compact-keyboard
CHERRY, G84-4100 KEYBOARD, ULTRASLIM, 11 INCH, US SPACE REDUCED, 83 POSITION KEY LAYOUT, WITHOUT WINDOWS KEYS, USB AND PS/2 CONNECTORS, MECHANICAL KEYSWITCH WITH LASER ETCHED
KEYS, MOQ 42, NC/NR

2 s9jIoneq AN

How to set or change your default web browser

used in Windows 8 If not already in Desktop mode, enter it by tapping the Windows and the D key at the same time. Move the mouse to the lower-right hand comer of the screen to activate the "Gadget"
bar and select Settings (gear icon) Select Control Panel ...

Service Catalog | Security and Acce
Office Keys

Request to get a new one

Desktop | KE | 7 years ag

Windows: Should | upgrade to Windows 8.x?

servicenow.

More relevant, personalized
experiences to delight customers

Surface answersquickly and efficiently
fromm multipage articles deep in
knowledge bases using Al Search

Reduce MTIR and improv e agent
productivity with a unified search

experience

Resolv e language regionalization
to improv e the search experience
for internationalusers

© 2022 ServiceNow, Inc. AllRights Reserv ed.



NLU Workbench enhancements

SErviCenowW. senviceHansgament @ senrminoe 3 - QP @ &

- e Greater support and accuracy

o IR for enhanced user experience

O . . . . ope

7 Simplify model creation with the ability

to create models via.CSV import or
pre-built models—or start from scratch

Increase awareness and visibility with
a guided experience for tuning NLU
R oot end tune modelthreshold models for optimal performance

Enable continuallearning of NLU models
ize and publish with Expert Feedback Loop by providing
feedback on end-user utterances

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed.



Virtual Agent enhancements

Home  Chat settings

Conversational Interfaces Home

This is where you can set up, manage, and monitor your virtual and human agents to
support your users through chat.

Now, see your bot in action on a portal

Selecta portal ( Emplo sPo Get suggest|

-__'_nun Top
Set up bot integration

Here's what else you can do

Get the essentials set up for your bot.

Edit your look and feel Choose how your bot greets users

Lt

With Topic Recommendations, we'll Edit the chat client color and logo so that it Build confidence by using greetings that are

servicenow.

( Test active topics )

Helpful resources
Watch and learn

Questions to consider

Modernized admin experiences
for delivering new insights

Admin Console: Configure and manage
both vitualand human agentsfroma
single, modern console

Topic Recommendations: Deliv er
tailored recommendations with greater
precision vianew data sources

Conversational Analytics: Analyze user
behavior withinsightsinto click metrics

© 2022 ServiceNow, Inc. AllRights Reserv ed. 16



Agent Chat enhancements

A vorite listory Workspaces
®1MS0000023 ® | +

Active Chat

What's your issue or request? Or take a look
atwhat | can help with.

Show me everything
Live Agent Support.

Please stand by while | connect you to a live
agent.
just now
Agent has entered the chat.
Thank you for contacting support. | am

looking into your question now and will be
with you shortly.

Gt find the powes .
Hiem.

v

You sound really stupid

This is your first violation.

Public Chat

servicenow.

Live Agent Support.

Please stand by while | connect you to a live

Agent has entered the chat.

Thank you for contacting support. | am looking
into your question now and will be with you
shortly.

Hi, I've not received confirmation for the tax
returns | filed using your software. Can you help?
w ss" ls ﬁmﬁ‘t‘m

Better resource agents to give
users peace of mind

an agent'sworkload across all service

0 Universal capacity: Define and manage
channels

data securely with inteligent masking of
your messages

e Sensitive datamasking: Transmit sensitive

to your preferences to automatically

e Profanity filtering: Configure this feature
hide and monitor profanity

© 2022 ServiceNow, Inc. AllRights Reserv ed. 17



What's new from Mobile?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Mobile Ul enhancements

Personalize mobile experiences with a modernizedlook and feel
Engage users with embedded videosin mobile cards. Tailor menus to your users with increased configuration
flexibility and iPad OS support. Enrich buttons with customimages, icons, or labels.

Mobile Usability enhancements

Create engaging everyday experiences with native functionality

Navigate dynamic maps to find and reserve assets across your organization. Help ensure users have the most up-
to-date information with automatically refreshing screens that display the latest content. Create seamless login
experiencesacross multiple SSO providers, including Google and Microsoft.

Mobile App builder and Mobile Card builder
enhancements*

Rapidly build and configure mobile apps

Build and configure all mobile componentsin a single, intuitive interface. Organize and navigate your mobile
configuration panels to reduce clicks and confusion. Receive clear, insightful noftificationsif errors occur while
configuring mobile cards.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 18



https://community.servicenow.com/community?id=community_blog&sys_id=60d043c8dba18110a538826305961981

Mobile Ul enhancements

Articles Seeall

L

IT support
Cras quis nulla commodo, aliquam lectus blandit...

Videos

Mobile views

servicenow.

Categories Seeall

T
o |
upport Rl axsen
Cras quis nulla co...

Cras quis nulla co...

Cras quis nulla co... Cras quis nulla co...

Item sections

Quick links

Icon sections

Personalize mobile experiences
with a modernized look and feel

Engage users with embedded
videosin mobile cards

Tailor menus to your users with
increased configuration flexibility
and iPad OS support

Enrich buttons with customimages,
icons, or labels

© 2022 ServiceNow, Inc. AllRights Reserv ed.



Mobile usability enhancements

® From My pinned location # Edit

View steps

S —

Workplace Space Mappingrequires a separate third-party license agreement with Mappedin.

servicenow.

—

4:399 ol F

Hello, Kerry

Q, Search for incidents, knowledge, people

My incidents
New Update

2 - High NC0369985
No email! | cant't send or receive an...

State In Progress

Resolve

Incidents at risk

Resolve

Breached incidents

2 - High NCO3
Document Cloud application cra
tate In Proaress

F=9
-

S —

8:307

< Search

Cancel @ jin.microsoftonline.com »A C,

B® Microsoft

Sign in

Email, phone, or Skype

Can't access your account?

Q Sign-in options

S —

Create engaging everyday
experiences with native functionality

Navigate workplaces using interactive
maps to find and reserv e places

Help ensure usershave the most up-to-
date information with automatically
refreshing screens that display the latest
content

Create seamless login experiences
across multiple SSO providers, including
Google and Microsoft

ServiceNow , the ServiceNow logo, Now, and ot her ServiceNow marks are frademarks and/orregist ered trademarks of ServiceNow , | nc. in theUnited St ates
and/or ot her countries. Other company hames, product names, and logos may be trademarks of the respective companies with which they are associat ed.
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Mobile App Builder and Mobile Card Builder
enhancements

Mobileinterfaceexan'llple quidly bUiId qnd Configure
s mobile applications

Properties

componentsin a single, intuitive

W) Active

0 Build and configure all mobile

interface
Settings
R Organize and navigate your mobile
— configuration panels to reduce

clicks and confusion

Receiv e clear, insightful notifications
if errors occur while configuring
mobile cards

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 21



What's new from Platform Security?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Cloud Encryption

Protect data at rest across the infrastructure layer

Encryptionisregarded as one of the most effective components within the organization’s cybersecurity strategy.
Cloud encryption transforms data fromits original plain text format to an unreadable format, such as ciphertext,
before itis fransferred to and stored in the cloud.

System for Cross-domain Identity
Management (SCIM)

Manage user identities more easily in cloud-based applications and services

SCIM is astandard for automating the exchange of user identity information betw een identity domains or IT
systems. SCIM synchronizes userinformation between multiple applications and is fantastic for streamlining
processesw hile also reducing mistakes and data inconsistencies between identity ecosystems.

PCI Configuration Controls Score

Increase customer confidence in their PCI-DSS compliance

Payment Card Industry (PCI) Configuration Control Score allows customers to monitor and understand how
secure theirinstances are as they pertain to PCl environments. PCl is a set of security standards designed to
ensure that all companies that accept, process, store, or fransmit credit card information maintain a secure
environment.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 22



Cloud Encryption

Customer

Instance Key Management

Linux Unified Key Setup
(LUKS)

Persistence

Layer Cusi-om er ettt e

Instance (DATA) Data At Rest Encryption

|

1 I
:: == :': External Key

|

| encrypts

I I

! é}) ' Service Key

I I

—— e — — encrypts

: Master Key

_——— lent::rypts

Level 3

Level 2

Level 1

servicenow. *Av ailable as a part of the Platform Encryptionbundle only. May require an additional fee

or premium lev el package.

Demo

Protect data at rest across the
infrastructure layer

Protect sensitive data with high
performance AES 256-bit encryption
to help ensure compliance

Choose the “bring yourown key™
option for added controland security
combined with a simple and intuitive
key lifecycle management Ul

Use the data agnostic solution

that supports MariaDB for now and will
support other systems, including
PostgreSQL, in the future

© 2022 ServiceNow, Inc. AllRights Reserv ed. 23


https://vimeo.com/688637034/bdf4038738

System for Cross-domain Identity Management (SCIM)

ACME Corp.

SCIM @

POST/Users

(¥App1
SCIM @

P

]
Azure Ac tiu'.b Directory
)

*Name @
* Email

» Address

» Company

* Department
*Manager
*Phone number
+ Job title

servicenow.

POST/Users

QApp 2

POST/Users

Qervicenovw

*Name
* Email
* Company

*Name

* Department
*Manager

* Job title

*Name

* Email

* Department
*Manager

*Phone
number

ServiceNow, the ServiceNow logo, Now, and ot her ServiceNow marks are trademarks and/or regist ered trademarks of ServiceNow, I nc. in the United St ates
and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are associat ed.

Manage user identities more easily
in cloud-based apps and services

with identity management systems, such
as Azure Active Directory, Okta, and
others, using a standard-based solution

c Simplify interoperability and integration

reduce operational costs by automatically
syncing data to savetime andreduce
manual errors

e Centralize identity management and

Automate provisioning using simple REST
APIswith a “user to group” relationship

© 2022 ServiceNow, Inc. AllRights Reserv ed. 24



PCI Configuration Controls Score

PCI Configuration Controls Score

82%

Increase customer confidence
in their PCI-DSS compliance

Track and manage security
- configurations easily with a

W ImmCI (S simple, intuitive user interface

Score date: Oct 15 Compared with ;

Security Configuration Count

Configuration

e — Make changes quickly and
efficiently in one place while

Limiting the exposure of the instance helps restrict access to resources to an on the need-to-know basis, and also helps build effective monitoring min imizin g errors

controls. More

Categories Would you like to limit access to instance resources?

Security Best Practices
Compliant

— S Access this premium feature at no
additional cost

() Security Jump Start (ACL Rules)

@ Contextual Security

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 25



What's new from Plaiform Foundation?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Visualize and monitor ServiceNow instance performance

ServiceNow instance administrators need to proactively monitor instance performance. Application Insights,
av ailable on the ServiceNow Store, allows admins to visualize performance tfrends, see correlated events, and
get quick access toresourcesto take corrective action.

Application Insights

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed.



Application Insights

NOW | Application Insights

Overview Events ECC Queue Session Info Slow Patterns Scheduled Jobs Thresholds

()Refresh all

Users and Transactions ®

| Log

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Visualize and monitor ServiceNow
instance performance

Monitor key metrics with multiple
breakdowns

Dril down on metrics to determine
the potentialroot cause of issues

Create alerts and nofifications
based on configurable thresholds

© 2022 ServiceNow, Inc. AllRights Reserv ed. 27
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What's new from Customer Service Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

CSM Configurable Workspace on Next
Experience

Drive agent productivity with a modern visual design and unified navigation

Improve readability and reduce eye strain and scrolling by setting prefered work mode, such as light/dark,
expanded/compact. Drive adoption and shorten learning time by making Ul 16 and workspace record views
visually similar. Confrol component themes at a granular lev el to support corporate branding. Navigate seamlessly

between Ul16 and CSM Configurable Workspace or Agent Workspace, mark favorites, and leverage navigation
history.

UX Analyticsfor CSM Configurable

Monitor workspace usage and grow adoption with User Experience Analytics
Give administrators component-level insight into feature adoption, usage, and bottlenecks of configurable

Workspace workspaces. Monitorusage, such as page views and av erage duration, to continually improv e w orkspace
experience.
Improve operational and agent efficiency and CSAT with better order visibility

Order Management Capture orders automatically from third-party systems. Enable agents to capture, monitor, and fulfill orders. Give

customers visibility to tfrack orders via the portal.

Case Management: Language detection

Detectlanguage using Al and reduce case resolution time

Reduce needtorely onlanguage-specific email inboxes or portals. Route cases to agents with the right language
skills using Adv anced Work Assignment (AW A) to minimize reassignments. Configure relevant language-based
actions, like recommending similar KB articles.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 29



https://community.servicenow.com/community?id=community_blog&sys_id=89795b99db29c15007ab8263059619f3

What's new from Customer Service Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Case Management: Customer

Enable related partiesto track casesto improve CX and efficiency
Allow related partiesto track and collaborate on cases. Enable agents to establish contacts for specific products and

access management services, and automatically grant access to cases based on that relationship. Improve speed of delivery with no-code
setup.
Increase satisfaction by continuing chat conversations asynchronously over time
Engagement Messenger: Enable guests and authenticated users to continue web chat conversations over several days. Allow agents to respond
Asynchronous Chat asynchronously without losing context of earlier messages. Noftify customers of unread messages, with a message preview

and count.

Sensitive data handling

Protect customers by masking sensitive data

Mask sensitive data in messages originating fromthe customer in live agent and virtual agent conversations. Block agent
messages containing sensitive data. Provide an automated, configuration-based approach to increase compliance by
defining sensitive data (credit card or account numbers, HIPAA info, etc.) and how it should be handled.

Profanity filtering

Improve profanity filtering with greater configurability and real-time alerts
Alert supervisorswhen agents use inappropriate language in customer interactions. Configure keyword lists and supervisor
alerts. Block profane language by agentsinreal time.

Integration Spokes

Deliver more effective service and better customer experiences by integrating with systems of record
Digitize complex processesend to end and improv e agent productivity with integrations to Qualtrics, Microsoft Dynamics,
Oracle EBS,SAP ECC, SAP 4HANA, and Microsoft Teams Graph.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 30
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CSM Configurable Workspace Next Experience

Modernized user experience and unified navigation

aces | = CasesView: Works... ¢ | Q. Search - a8 @ o @

NOW | Al Favorites  History

5 History = Workspaces Drive agent prOd UCtiViiy With
e Y Gz B - modern visual design

Create New

M/FSM Configurable Workspace

My Cases

Enhance productivity by using
compact mode to make better use
of space and reduce scroling

8¢ Adoption Services Builder

All

Open 8% Base agent workspace

Unassigned

Escalated

Create Request

CS0001085

Improv e readability and reduce eye
strain by setting the preferred work
mode, such as light or dark

Nav igate seamlessly across user
intferfaces, mark fav orites, and
leverage navigation history

CSM Configurable Workspace Iy —
with dark theme

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 31


https://vimeo.com/689326252/8ead723104

Order Management

servicenow

Home ¥ Order Details

Number

ORD0001015

Premium Account Bundle

Account Contact
Star Tech Services

Contract
STR002001

Total Price
$4,500.00

Activity Order Lines Order Informatio

Number Product Model
ORDL0001012 Star Tech Services Desktop 512GB Blac

ORDL0001013 Star Tech Services Laptop 512GB Black

Rows 1-2o0f2

Knowledge Requests ~

Order Date
6m ago

Non Recurring

$200.00

Onder Lineftems | Nuriber

My Lists Case ~ Support ~ Tours @ System Administrator

Search

Created

4m ago

Order Type
Product

Monthly Recurring Charges

= Order - ORDOOO1015

Updated
2m ago

9 Search

Q

Status
draft

r & ® o @

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Capture and monitor orders

Capture orders automatically
from third-party systems

Enable agentsto capture, monitor,
and fulfill orders

Giv e customers visibility to track
orders viathe portals

© 2022 ServiceNow, Inc. AllRights Reserv ed. 32


https://vimeo.com/689326091/233d2fcac9

Case Management

Language detection

NOW Al Favorites  History  Workspaces (" E3 CSM/FSM Configur... % | Q. Search - s 0 ¢ @

[Af = List CS0001063 x +

Details

=) Necesito que mi cuenta sea borrada [ Close case | save | Propose solution | [ Requestinfo_ |-

Details Customer Information Customer Activity Work Orders SLAs (1)  Tasks Interactions Draft Emails Emails Task Skills (1) Attached Knowledge more v

! Case Compose

=
Number MC 3 Work notes (Private)
Needs attention =
s here

CS0001063

Opened

1-10-18 08:15:02 Last refreshed jUSt NOW. anee

Channel

Priority

Boxea EMEA 4-Low

Skill

Michelle Semmler

Spanish

Short descri... Necesito que mi cuenta sea
borrada

State New

Short description

Necesito que mi cuenta sea borrada

servicenow. May require an additional fee or premium lev el package.

Next Experience

Detect language using Al and
resolve cases fast

rely on language-specific email

0 Lower costs by reducing need to
inboxes and portals

language skills using Advanced Work

e Route cases to agentswith the right
Assignment to reduce reassignments

Trigger relev ant actions, such as
recommending similar KB articles

based on language

© 2022 ServiceNow, Inc. AllRights Reserv ed.

33



Case Management (continved)

Customeraccess management

NOW Al Favorites  History  Workspaces

@ & Home | Boxeo x | csoooz399 x | +

o Details

| B CSM/FSM Configur... ¢ | Q. Search

&8 Invoice error on network monitoring service

@ Playbook Details Customer Information Customer Activity Work Orders SLAs (1) Related Parties (2) v

Related Parties |2 Record Information

Last refresh m ago

Overview
Name Type Responsibility

Mike Rogers Authorized Contact Authorized Representative Aecount

Crissy Stark Authorized Contact Authorized Representative

() Home Boxeo x  €S0002399  x | +

Details KX Series - K... %

KX Series - KX5000 =

Details Child Sold Products Install Base Items (1) Cases Entitlements Additional Contacts (2)

Additional Contacts 2

Last refreshed just now.
Type Name Account Email
Authorized Contact Julie Lewis Boxeo julie.lewis@example.com

Authorized Contact Cindy Contact Boxeo cindy.contact@example.com

servicenow. May require an additional fee or premium lev el package.

‘ Close Case ‘ Save | Create Work Order Propose 54

Next Experience

Enable case tracking by related
parties to improve CX and efficiency

Allow related parties to tfrack and
collaborate on cases

Establish contacts for specific
productsand services, and grant
access to cases automatically

Improv e speed of delivery with
no-code setup

© 2022 ServiceNow, Inc. AllRights Reserv ed. 34



Engagement Messenger

Asynchronous Chat

JA., SOLANA

Request things you need

We have a range of services to help you.

Track all your tickets

This includes your help tickets and

requests.

Schedule a store visit

Find a store near you and book an
appointment

Request a technician

Tell us your issue and we'll send someone

New messages 2

You've got 2 new messages.

New Message

.- .- =
| am glad to help you & 5SS

Continue chat AC Control Fan Control Curtain Contrc E

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Continue chat conversations
asynchronously over time

c Enable guest and authenticated

users to continue conv ersations
overseveraldays

Enable agentsto respond
asynchronously without losing

context of earlier messages

Notify customers of unread
messages, along with a message

preview and count

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://vimeo.com/689325912/abd56fd19f

What's new from Field Service Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Field Service Mulfi-Day Task Scheduling

Increase dispatcher efficiency
Automatically assign multi-day workorder tasks with Dynamic Scheduling. Define tasks of any duration with
improv ed calendaring capabilities—and gain visibility beyond a daily or weekly view.

Improve coniractor scheduling

Contractor Management Provide visibility into task distribution across contractors using Dispatcher Workspace. Adhere to compliance
policies by visualizing capacity commitments.
Modernize the user experience with unified navigation
Navigate seamlessly across userinterfaces, mark fav orites, and leverage navigation history. Use themes to reflect
Dispatcher Workspace corporate branding. Improve readability and reduce eyestrain by setting preferred work mode, such as light or

dark. Eliminate manual refresh. Allow dispatchers to schedule w ork prior to notifying technicians with soft booking.
Ov erride task assignment beyond the Assignment Group.

Field Service Schedule Optimization

Maximize technician utilization
Run nightly batch processes to build highly efficient schedules using Al and ML. Automate assignmentbased on
the most efficient assignment schedule and routes. Reduce fravel time, costs, and carbon footprint.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 36



https://community.servicenow.com/community?id=community_blog&sys_id=663763ef1b8e45d0cdd555fa234bcb5c

Field Service Multi-Day Task Scheduling

servicenow. All  Favorites  History  Workspaces

Q @ Dispatcher Workspace

Tasks: |Pending Dispatch «

Search tasks

WOT0010354
Replace sensor on Pulse UPS
2022-01-06

701 Portola Dr, Francisco, CA 94127

e

Pending Dispatch  1d 7hr
WOT0010355

Router Repair - replace fan
2022-01-10 04

701 Portola Dr, San Francisco, CA 94127

Pending Dispatchl  1d 17hr

WQT0010362

Pending Dispatch  3d 23hr

Pending Dispatch ~ 3d 23hr

‘WOT0010363
Reallocating devices
Showing 1-10 of 10

servicenow.

B CSM/FSM Configurable Workspace 17 ) Q_ Search

= Schedule v

| Today | > January 16 - 222022 ~

Show recommendations Sunday

Search agents

v NerCal Technicians

€ AlexRay

Matchin. N/A

K " . - .
% Aiisa Chinoy o :
Sutter St, San Francisco, CA 94...

QE Anthony Roy
vay, Oakland, CA 54611
. NAA

& Cindy Lisa
Bivd, South San Francis...

Showing 1-15 of 15 resources

"@@Cx Kk

America/Los_Angeles [ Week v |

Monday Tuesday Wednesday Thursday Friday Saturday

20 21 22

Network setup
WOT0010358

Device Upgrade and Maintenance

WOTQ01035%

May require an additional fee or premium lev el package.

Demo

Increase dispatcher efficiency

Define tasks of any duration with
improv ed calendaring capabilities

Automatically assign multi-day work
order tasks with Dynamic Scheduling

Provide visibility fo see beyond a
daily or weekly view

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://vimeo.com/689062003/91c79177b7

Demo

COﬂfI'CICi'OI' quqgemeni Next Experience

now All  Favorites  History Workspaces  Studio B Dispatcher Workspace ¥ [ Q, Search s 0 o O (f!

[ Dispatcher Workspace

£4Schedule ¥

|m ¢ > Aug30toSep12,2021~ America/Los Angeles ¥ W 5 @ Im prove Coni-ra C-l-or SChed Uling

mmendations

Task ‘ Pending

Mon Tue Wed i Men Tue Wed Thu
31 o1 02 04 05 07 08 09 10

Provide visibility into task distribution
oy il ; m | across contractorsusing Dispatcher
— | . Workspace

Distanc

~ Austin Technicians

[OJ SN
AC repair - temperature control break

TT Wade Warren

Schedule contractor work with a
drag-and-drop interface

) [oR=]

Computer is not responding when | tr... ¥ RS

ooked (0 of 40 hours
dded

Adhere to compliance policies by
visualizing capacity commitments*

h Breached Needs crew

servicenow. *Contractor Management comes with the Standard package. However, contractor capacities, as © 2022 ServiceNow, Inc. AllRights Reserv ed. 38
described here, require a Professional package license.


https://vimeo.com/689062063/e69b962c5b

Limited Access

Field SerViCG SChedU|e OpﬁmiZCIﬁOI‘l Next Experience

NOW Al Favorites  History ~ Workspaces = Optimization Sco... ¢ Q Search >y @& @ 0 @

¢ | = Eipzlg\lzatlonscupe g T e | Update ‘ Schedule Now ‘ Delete |

Name | Daily Schedule B Application  Global i‘ quim ize tec hnicia n Utilizaiion
% Policy | P16&9 Q| | © Active
Description | Runs daily to schedule tasks. R U n n ig h 1_ |y bo _I_ C h processes _I_O
All Favorites History = Workspaces ) = Optimization Sco... 77 P Q, Search bU ild h ig h |y efficien_l_ SCh ed U |es

gfg;imﬁmsmp! @ 2= - | Update | Schedule Now ‘Delete‘ USin A | Ond MI_
Recurrence | Optimization Configuration PN g
Name  Daily Schedule Application  Global | @ ‘
Q )

Active

The Reference DateTime of the optimization * Policy P169

according to "Run Frequency"
L g q Y Description  Runs daily to schedule tasks

Automate assignment based
After ;| o« .
on the most efficient schedule and
routes

Recurrence  Optimization Configuration  Tasks

‘ The maximum amount of time after "Take Sn;

P il Include Tasks | Add Filter Conditi Add "OR" Cl;
>k Optimization | Hours |8 { N : Her ondttion J1. ause |
Expected After Draft
Pending Dispatch
Scheduled
Assigned

State - isone of

‘- Matches 97 records (Click to preview) R ed U Ce Tro V el Time, COSTS, O n d
- Update . Schedule Now ‘ Delete | COrbon foo-l-prin-l-

Update Schedule Now | Delete |

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 39



Dispatcher Workspace

Modernized user experience, unified navigation

now Al Favorites  History = Workspaces

Q Dispatcher Workspace

Tasks: | Pending Dispatch

Search tasks

WOT0020002 &

Pending Dispatch ~ Needs Crew

WOT0010280

Centrifugal sensor failure
20 17:45:54

99 Mosley Ave, Alameda, CA 94501

Pending Dispatch

WOT0010281
MRI quenching
2021-11-18 10:48:12

701 Poricla Dr, San Francisco, CA 84127

Panding Dispatch

Showing 1-3 of 3

B FSM Timeline SL..pptx  ~

servicenow.

" = CSMIFSM Confi...

% Hybrid ¥

Map Satellite

‘_ Today | < > Friday December17 2021 ~

Show recommendations
08:00 09:00
Search agents
08:01

++ NorCal Technicians

€ Alex Ray
Distanc...  NiA

@ AlisaChinoy © © :
NiA

&) Anthorv Rov @ ©

& Q Search ~ @ ® o !Qf

Unign City.
680
Eremont

s80

America/Los_Angeles | Work day v |

10:00 1100 13:00 14:00 16:00 16:00 17.00

— Autoclave cy
WOT001027]

Tray repeate
WOT001023

ShowAll X

Next Experience

Drive productivity with modern
visual design

interfaces, mark fav orites, and

0 Navigate seamlessly across user
leverage navigation history

Use themes to reflect corporate
branding

eye strain by setting preferred

e Improv ereadability and reduce
work mode, such as light or dark

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Dispatcher Workspace (continveq)

Modernized user experience, unified navigation

Assignment confirmation

Set to 'Assigned’ Schedule within the agent's working hours only

Details Route Skills and parts

Work order task
Number % @
WQT0010083

Location * &
615 North Bush Street, San Diego, CA

2021-06-02 00:30:23

servicenow.

Assignment confirmation

Set to 'Assigned’

Details Route

_ Mandatory sk

Schedule within the agent's working hours only

Skills and parts

Assignment confirmation

Set to 'Assigned’ Schedule within the agent's working hours only

Details Route Skills and parts

Map Satellite

San Diego

Next Experience

Drive dispatcher productivity

0 Eliminate manual refresh

Allow dispatchers to schedule
work prior to notifying fechnicians
with soft booking

Override task assignment beyond
the Assignment Group

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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What's new from IT Service Management?

Reasons to upgrade to the San Diegorelease (At a glance)

Key Features Description

Holistically manage services and applications through their full lifecycle
Digital Porifolio Management* Give customers a unified workspace that allows owners to holistically view and collectively manage their services
and applications through the full lifecycle.

Leverage automation to drive greater process efficiencies

Process Optimization Enhancements .. . . . .
Further optimize processes withroot cause analysis, automation discovery, and conformance check.

Give customers world-class conversational Al capabilities
Virtual Agent ServiceNow Virtual Agent continues to lead the pack for enterprise chatbots with its intelligence, ease of
deployment, and rich set of out-of-the-box content.

Improve the user experience for the hybrid workforce
Walk-Up Experience ServiceNow is making the experience easier by allowing employees the flexibility to book remote sessions
and making Walk-Up even more accessible through the self-service portal.

Start fast with no developerimpact

pleiolaclieie Ve Connect existing Dev Ops tools and pipelines without needing the full configuration required for automation.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 43


https://community.servicenow.com/community?id=community_blog&sys_id=cf644954db31c110019ac22305961942

Demo

Dig"'QI POI’ffO"O quqgement Next Experience

now All  Favorites History ~Workspaces Studio "EIDigira\Ponfo\ioManagemenrV,'r\j Q Search s 0 o 6 Q

Holistically manage services and
apps through their full lifecycle

Ceditinplatiorm | ([l | ¢ |

Plan Build Run

Business Application Performance

Q Search needs attention

Needs attention Manage services and applications
Bl through one unified workspace

Performance snapshot
. @ Unplanned  OUT!
Number of incidents Number of problems Number of changes Total change hours

60 5 10 5 e Manage roadmaps, prioritize

backlogs, and promote new ideas
within the greater context

Deployments breakdown

Business criticality ::::;i:::lstatus :[s::uf:;w 'I;e::clogyn’sk - . Op_l_imize por_l_folio performgnce
“ and make more informed

Sub-prod & Hi ® P1 Critical 345 bU dge_I_Ory decisions

Production

Cannot access my shopping

Digital Portfolio Management workspace

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 44


https://vimeo.com/688637746/1588bf15d0

Process Optimization enhancements

now = Pracess Optimizati... ¥ ) . @

Leverage automation to drive
greater process efficiencies

Automation Opportunities Possible Deflections
Based on your Incident records Records matching Automation Opportunities

Optimize processes fast with Al-
powered root cause analysis to

39 46,645 | detectundesired process behavior
|dentify potential automation
opportunitiesand impact

e Help ensure greaterregulatory

13 have pre-built VA topics 3.5% have pre-built VA topics

compliance with visibility into the
extent of process deviation

servicenow. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 45



Virtual Agent enhancements

NOW. | Conversational Interfaces

Home Chat Settings

Conversational Interfaces Home

This is where you can set up, manage, and monitor your virtual and human agents to support

your users through chat.

Selectaportal | Employee Center v ._'

Set up bot integration

Here's what you can do next

Get the essentials set up for your Virtual Agent.

i will live

" I Analyze your bot's performance
Goto s 7

your bot with a portal Edit your bot's look and feel

/

Customize your bt
Choose how your bot greets users

" &

r bot so that users can look for answers to

{ Request Al Search )

elpful resources ~
Wan
ua

deer ariety of resources to help.

Watch and learn

servicenow. May require an additional fee or premium lev el package.

Give customers world-class
conversational Al capabilities

easily manage configuration via

0 Provide an intuitiveinterface to
the admin console

Expand chat capabilities by
generating topic recommendations
based on failed NLU utterances
and live agent transcripts

Giv e customersready-made topics
to use out of the box (65 topics are
av ailable via the ServiceNow Store)

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Walk-up Experience enhancements

servicenow

IT~

Home

servicenow.

> Walk-up visits

Your current walk-up visits

Location: Santa Clara Tech Lounge
Reason: | need something

Appointment type: In-person

Leave queue

Location: San Diego Tech Lounge
Reason: Something is not working

Appointment type: Remote

Appointment Details:
Tue, Oct 19, 2021 09:00 - 10:00 (US/Pacific)
Duraticn: Thr

Location: Santa Clara Tech Lounge

Reason: Something i

Appointment Details:
Tue, Oct 19, 2021 09:30 - 10:30 (US/Pacific)
Duration: 1hr

Queue position

#1

My Tasks My Requests @ ~ Tours

Quick links

Walk-up: Plan your visit

Improved user experience
for the hybrid workforce

Book and manage all walk-up
appointmentsviathe self-service

portal

Allow users the flexibility to schedule
remote help sessions

Schedule walk-up appointments
from existing incidents

© 2022 ServiceNow, Inc. AllRights Reserv ed. 47



System health dashboard

NOW. Syal

{2l 53 System Health
Tool Connectivity

Capability ~

T 29(96.7%) Jan 13

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Simple maintenance of the DevOps
connectivity to ServiceNow

Gain greater awareness of connectivity
health and trends for Dev Ops
infegrations with this dashboard

Highlight activity thathas the potential
to cause problems with the integrations
before problems arise

Deliv er notifications (via email, for
example) on a selected schedule,
providing anintegration health summary

© 2022 ServiceNow, Inc. AllRights Reserv ed. 48


https://vimeo.com/688617976/fbec2d36d0

Historical pipeline data importing

Make a fast start in value stream

° JiI’CI SOftWO re management by importing historical
data for immediate insights
) GitHub

Import elements like Work ltems,

al
Q?%z J enklllS 0 Commits, Test Summaries, and

Packages from existing teams

Start to gain insights on pipelines
immediately using historicaldatainstead
of data from the time of infegration

serVicenow@ e Get immediate value with no impact

on dev elopers (no altering pipelines
or change control required)

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

0 ServiceNow , the ServiceNow logo, Now, and ot her ServiceNow marks are trademarks and/or regist ered trademarks of ServiceNow,, I nc. in the United St ates ) .
servicenow. and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are associat ed. © 2022 ServiceNow, Inc. AllRights Reserv ed. 49



Manual change traceability

Add DevOps Data Make a fast start in value stream
management by providing unique
visibility of production deployments

0] Selecting a data type will automatically associate DevOps data like work items, commits and tests with this change request.

Verify data associations Associate artifact andrelease versions,
build numbers, and more to change
Select data type records during manual creation
Data Type Artifact Version
> Avoid the prerequisite of building
Select data associations change automation policies or

changing any current processes

% Artifact Version X V01l X V02

Trace what code changes have
been deployed to production

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 50



Demo

Service Operations Workspace Next Experience

NOW  History  Service Operations Workspace  Employee Portal & Service Operations Workspace 3¢ | Q Search ‘ s 0 2 @ ‘ﬂ

B e < | Reinvented experience that enables
Dewle x| ovssaat modern practices to automate and
P1| The volume of logs with 'Oracle - DB' is above normal onsaneinomzsmin [ Save || in progress - | ([T ¢ | improve Service I’e"dbim‘y

Overview Investigate Related lists Details

Summary Compose Incident snapshot

Las!
Rollback change and restore service B Work notes (Pr e)

Type your comments here ”. L ; Single deSTiﬂOﬂOﬂ TO mOnOge inCidenTS,
impact s problems and changes

Affected Cls 1

Activity

' Seamless integration with Technology

&8 incident
Operationsto enable proactiv eissue
Cause 1 . Ja Sus:ar‘fiplkead‘cfed a‘\ﬁgrrqnote nﬁ o resolu‘l‘ions

An unauthorized change has been detected on Orac
Hello Helena, | requested a rollback to

attached change request as a permanent fix,
but a quick temporary fix is still required.
Thank you.

Remediation actions 1 I En a ble mOd ern beST prO CTices TO
Susan Spike activated Rollback change request less than an hour ago - — O U TOmOTe O n d improv e Ser\/ iCe reliO bli'l'y

An unautl nge has been detected. Detail
Old Value: = false New Value: *.sql_tra

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 51


https://vimeo.com/688618206/1b0a600932

ITSM Success Dashboard

ITSM Success Dashboard

Gauge the overall value of your
ServiceNow investment

S by Honty. More Information

Call deflection breakdown Call deflection total

4371 Call deflection formula

Clear insight info the v alue of your
ServiceNow Implementation

Catalog ticket submissions definition
Incidents submitted
Call deflection trend
Requested Items and
itted

Easily communicate and present insights
to key leaders

] I Improv e and maximize the v alue from
yourinvestment

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 52


https://vimeo.com/688618081/cad13ba08f

What's new from IT Operations Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Drive IT Operations productivity with purpose-built workspaces
Cloud Operations Workspace View cloud discovery activities through a brand-new user experience. Visualize Discovery jobs, newly discovered
resources, errors, and tfrending overtime.

Expand technology visibility with one agent atyour fingertips

HeeriiEn el R e e e T e ACC serves avariety of use cases such as SAM, SecOps, and VA conv ersations with rich operational data.

Put more hindsight, foresight, and insightinto your cloud oversight
ITOM Governance ITOM Governance packages common cloud-related tasksin one place, enabling teams to take action and
correct course without halting application dev elopment and productivity.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 53


https://community.servicenow.com/community?id=community_blog&sys_id=167289ffdb15051007ab8263059619c4

Cloud Operations Workspace

Modernized ook and feel, unified navigation

ServicenOW All  Favorites History Workspaces £ Cloud Operations Workspace t¢ Q_ Search ® ® o @

@ Cloud operations workspace

Cloud operations workspace

Total configuration items Events by Provider - Last 24 Hours Discovery errors today

0

Applications to help you manage your cloud

Settings

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Next Experience

Drive IT Operations productivity
with purpose-built workspaces

View cloud discov ery activities
through a brand-new userexperience

Visualize Discov ery jobs, newly
discov eredresources, errors, and
trending ov ertime

Create automatedtasks toremediate
discov ery errors as they occur

© 2022 ServiceNow, Inc. AllRights Reserv ed. 54


https://vimeo.com/688618966/013b3cfc2c

Demo

Unified Agent Client Collector enhancements

Sel'VicenOW Mv Tasks  Mv Reauests a) . Tours,

| - = Expand technology visibility with

@ woieths . .
one agent at your fingertips

Here is the KB Link

How can we help? @ Mo nitin: e

Help SAM improv e software license
© e allocation with detailed software
usage metrics

No, its still the same

| would like to run few final checks to suggest
possible fix for this

e Automate common endpoint self-

Recommended for you My actiy

B servicerequests with Virtual Agent

How to use Zoom add-in in
Outlook Web App

5 Reque:
Please

Enrich Security Incident Response
with endpoint threat data

Popular topics

ACC for VA Conversations

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 55


https://vimeo.com/688618870/0ce8acd5f6

ITOM Governance

SEerviCenOW Al Favorites  History  Workspaces £ Cloud Migration Workspace 17 Q_ Search ® © o @

urces v | [ Discovered 15 days ago v || ServiceNow & ServiceWatch v

Resource count

All servers

271

Server breakdown

Servers by Cl class

Cloud Migration Assessment

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Utilize the full potential of your cloud
migration with new workflows

cloud resources with policy-based

0 Increase standardization across
analysis to highlight exceptions

in configuration that violate existing

e Alert and remediate the changes
policies within minutes

Migrate on-prem workloads with
confidence by creating migration

assessment tasks, grouping serv ers,
and exporting configs

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://vimeo.com/688618910/ce7e191b49

What's new from CMDB?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Improve visibility of the modern, cloud-native stack in CMDB
. Import data from multi-stack environments such as cloud, event monitoring, observability, and endpoint assets.
LIRS EC SIS e Populate CMDB in a standardized manner using dynamic Identification and Reconciliation Engine (IRE)—with one

consistent data model to drive business outcomes.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 57
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New Service Graph Connectors and Dynamic IRE

Observability/Cloud/ Modern s’rgck: API, Saas,
Discovery/Monitoring Service Mesh Improve VISIbI|I1'y of the modern,
" azon cloud-native stack in CMDB

w¥ihazn L] Ughtstep 2 puppet C

€ Tanmium. )
Eo— O APPOYNAMICS Import data from multi-stack

S, environments, such as Service Mesh,
SR = nm APIls, and observ ability data points
|
] |

Aggregate multi-stack datain CMDB,
with one consistent data model to drive
outcomes

Service

Bring data to CMDB in a smarter way
using the new Dynamic IRErules

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

0 ServiceNow , the ServiceNow logo, Now, and ot her ServiceNow marks are trademarks and/or regist ered trademarks of ServiceNow,, I nc. in the United St ates ) .
servicenow. and/or other countries. Other company names, product names, and logos may be trademarks of the respective companies with which they are associat ed. © 2022 ServiceNow, Inc. AllRights Reserv ed. 58



servicenow.

What's new from Security Operations?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Major Security Incident
Management (MSIM)

Virtual War room for collaborative response to critical security incidents
Dedicated workspace for a major security incident manager to coordinate incident response. Collaboration
workflows via Microsoft Teams. Evidence management with Microsoft SharePoint integrations.

MITRE ATT&CK Updates and Enhancements

Proactive analysis, response and reporting on threats across the security infrastructure
Mitigation coverage mapping and associated heatmap views offer Threat Actor to TIP mapping and heatmap
view for visibility into the number of threat actors using a specific technique for an attack.

Expanding the SIR threatintelligence and
orchestration porifolio

New integrations add threat insights and response capabilities to SIR

Microsoft Teams and SharePoint integrations offer collaboration and file-sharing capabilities to Major Security
Incident Management. MISP (an open-source threat intelligence platform) adds intfegration with the open-source
Threat Intelligence Platform. SentinelOne integration syncs threat information and provides analysts with
orchestration tools forresponse.

New Workspacesfor IT and Vulnerability
Managers

Collaboration workspace for vulnerability management and IT remediation
Monitor the vulnerabilities most important to your organization in a reimagined user experience. Strategically work
with ITteams to remediate your v ulnerabilities using the Vulnerability Manager and ITRemediation Workspace.

Tenable.io integration for Configuration
Compliance

New out-of-the-boxintegration to prioritize and remediate misconfigurations
We now support an out-of-the-box integration for Tenable.io with Configuration Compliance. View configuration
tests, testresults, policies, and authoritative sources—and prioritize test failures using the risk score calculator.

Integrations for penetration testing and
cloud vulnerability response

Peneiration and cloud data to reduce your attack surface
Request application penetration tests, and manually import the results to be managed in Vulnerability Response.
Also, import scan data from the new Wizintegration to manage cloud v ulnerabilities.

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.
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Demo

Major Security Incident Management

now All Favorites  History =~ Workspaces E3 Major Security Incident Management 7 Q_ Search - ®) o o

= Major Security Incidents MSI0001021

point Alert: Potential Infected System <

Categon cide imary sta iority
Malicious code act... John uson Draft 3 - Moderate

Threat Intelligence

Active team Linked SIR incidents
4 groups
By incident state Trends by incident state
SIRT

3

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium level package.

Virtual war room for collaborative

response to critical security incidents

Dedicated workspace for a major
security incident manager to
coordinate incident response

Collaboration workflows via Microsoft
Teams and evidence management
with Microsoft SharePoint integrations

Task management for security, IT, and
non-ITroles—and summary metrics to
quickly see the status of the incident

© 2022 ServiceNow, Inc. AllRights Reserv ed.

60


https://vimeo.com/688620276/0b9af8bacf

MITRE ATT&CK updates and enhancements

MITRE ATT&CK Heatmap & Navigator for:

Reconnaissance

41 tachniquas

Detection Coverage Typa:

Mitigation Coverage Type:

Deatection

itigation

servicenow.

Davelopmant Initial Access

chniques 19 techniquas
. Excellart ﬁ Yery Good tl Good
¥

& Excellent € Very Good D Good

Detaction

Mi1igi|1i|:||‘|
Mitigation

Detection
Mitigation

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

ServiceNow, the ServiceNow logo, Now, and ot her ServiceNow marks are trademarks and/or regist ered trademarks of ServiceNow, | nc. in the United St ates
and/or ot her countries. Other company names, product names, and logos may be trademarks of t he respective companies with which they are associat ed.

Exscution

33 techriques
E' Fair O Poor

@ | Fair O Poor

Detection
Mitigation

Scheduled Task/Job

Detection

Mitigation

1
Enterprise ATT&CK AT Hide Sub-Techniques

G MNaone

Dartection
Mitigation

Datoction
Mitigation

Privilege Escalation

Custom

Dwtection

Mitigation

Proactive analysis, response,
and reporting on threats across
the security infrastructure

Mitigation cov erage mapping
and associated heatmap views

Heatmap view for visibility intfo the
number of threatsusing a specific
technique for an attack

View relev ant v ulnerable items
in MITRE ATT&CK for mapping of
detection rules and techniques
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Expanded SIR threat intel and orchestration portfolio

< E r;is‘Even(
New integrations add threat insights
and response capabilities

uuip b071547b-0621-448e-2a20-89d868f40f87 Threat Level High
cad

ol ——— Microsoft Teams and SharePoint
infegrations offer collaboration and
fle-sharing capabilities o MSIM

Creator User Published

LastC’ 'SP Event Hyperlink

. Tags (Local)

malware_classificatior:

e MISP adds integration with the open-

Tags (Global) source threatinteligence platform

Phishing Ransomware;Fm--

| SentinelOne integration syncs threat
Galaxies (Local) QS s vy Tz information and provides analysts

mitre-attack:Attack Pa
with orchestration tools for response
S mitre-attack:Attg Visit the ServiceNow Store for a
complete list of integrations.

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.
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New workspaces for IT and vulnerability managers

sevicenow AX) Pevortes' | History. Worlapaces 5 IT Remediation Workspace # Q Search ¥o o @ C ol I a b or qini on wor ks p ace f or
vulnerability management
and IT remediation

Highlights IT-centric tasks
to be completed

133
e Offers a collaborative workspace

SErviCenOW Al Favorites  History Workspaces B Vulnerability Manager Workspace Q. Search e 0 c @

| @ Home

WaschTopls Vulnerabilities with Exploits Available

Vulnerabilities on External Facing Assets

I Vulnerabilities with Exploits Available

Vulnerabilities on Windows Servers Vulnerable items (Vis)
it oS for security remediation

Critical Overdue Vulnerabilities Active vulnerable item over time Vis in remediation efforts

Critical Vulnerabilities not in Remediation Tasks

14! Criti -
Environs '

Boosts collaboration between
security and IT with the modern
user experience

Active remediation efforts

Number « Description Vulnerable items % Vs remediated Owned by

Showing 1-1 of 1 1 20~  rows per page

Create Watch Topic

servicenow. *Av dilable inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed.
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Tenable.io integration for Configuration Compliance

servicenow. A

Favorites

Integration Configuration
Integration: Tenable.io

Account Credentials

Asset Import Configuration

Plugins Import
Configuration

Vulnerabilities Import
Configuration

servicenow.

History Workspaces

Asset Import Configuration

Asset Import

t data from

%) ClLookup Rules Order
e = Tenable.io
Name Lookup method

Search Search

Script

FQDN Script
Script
Script

Script

Script
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= Setup Assistant v

~ | Search

Source

=Tenable.

Source field

Search

MAC_ADDRESSES

FQDNS
NETBIOS
HOSTNAMES

FQDNS

IP_ADDRESSES

Search on table

Search

1 to70f7

Q Search

Actions on selected rows...

Search on field Order «
Search Search
1,000

1,010
1,020
1,025

1,030

1,041

Active

Search

true

true
true
true

true

false

® o

a Tenable collects in your

Reapply
Search
false

false
false
false

false

false

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Prioritize and remediate
misconfigurations with Tenable.io

Import assets from Tenable.io
to the ServiceNow CMDB

View configuration tests, testresults,
policies, and authoritative sources
and prioritize test failures using the
risk score calculator

Integrate with ITSM change
management for remediation
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Integrations for pen testing and cloud vulnerabilities

ServiCeNnOW Al Favorites  History  Workspaces = Application Vulnerable Item - AVIT0001001 ¢ Q Search & 0 o @

Application Vulnerable Item 78 = Update Resolve Delete

R — — ‘ Reduce your attack surface with

Number AVIT0001001 State | Open v o
R semassioy [Gomen peneiration and cloud data
Vulnerability | VULNENT123451 T Assigned to

Riskrating | 2-High v Remediation target

Application owners can request a
penetration test, the results of which

impacted

Planned release/fix version iy e o C O n b e im p OrT ed O n d mo n O ged in v R

* Security team contact | Jeff Clark

Impacts any compliance program? | Yes v Created 2022-01-2200:49:11

Short description | VULNENT123451 detected on PEN-TEST-DEMO-APP

Import cloud v ulnerability data from
% Technical details | Application exposes personal data of other users when attacker modifies the input parameters to provide ID of a user other than logged in user. WiZ—'I' h en prioriﬁze, O SSig n , O n d mon i'I' Or
remediation efforts using VR

Impact | Potential Pll data leakage

X Steps to reproduce

Verdana

« Login as a user into the application.
« Access the profile page.

+ Observe the GET request being made to fetch profile information

« hitps://service-now-pentest-demo/app/profile?user id=userl

«_Use the above GET request to change ‘user_id" to any other legitimate user id (e.g., user2).
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What's new from Sofiware Asset Management?

Reasons to upgrade to the San Diegorelease (At a glance)

Key Features

Description

Software Asset Workspace

Manage the end-to-end software lifecycle with a purpose -built workspace

View recommended activities, alerts, and actionable insights within a unified, modernized dashboard. Improve
lifecycle management processes and data accuracy with corrective recommendations and automated notifications
at every stage of the software lifecycle.

ContentLibrary Portal

Intelligently search for technology assetsin the expansive ITAM Content Library
Confirm cov erage of your most critical software vendors and products by quickly searching the ITAM Content Library
forinformation on softw are lifecycle dates, versions, downgrades, bundle components, part numbers, and more.

IT Asset Offboarding

Streamline the technology offboarding process with a workflow

Automate the request, reclamation, evaluation, and removal of hardware and software during the offboarding
process with a prescriptive workflow. Use HAM and SAM togetherto help ensure all devices and software licenses are
returned, repurposed, retired, or reallocated.

Virtual Agentfor Software Requests

Simplify and automate the software request process
Speed up service delivery times by lev eraging Virtual Agent to automate software allocations and installations for a
simplified end-user experience.

Microsoft Licensing Statement (MLS)
import

Import Microsoft License Statements to automatically create accurate entittements
Speed up the import process using the standard MLS format to create entitlements. Lev erage an automated error-
handling workflow to correct incorrect and insufficient entitlements.

Microsoft Windows Server and SQL
Server enhancement

Discover server editions and reconcile components to the requisite SQL Server DB
Discover SQL Server DB instance edition and component editions when the SQL Server DB instance is not running. Auto-
create installs for the SQL Serverinstance.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 67
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What's new from Sofiware Asset Management?

Reasons to upgrade to the San Diegorelease (At a glance)

Key Features

Description

Azure BYOL realized savingsreport

Gaininsightinto actual savings when shifting licenses to Azure public cloud
Gain cost-savings visibility and determine actual savings realized through automatic application of the Azure Hybrid
Benefit on virtual machines deployed on Azure.

Custom PPN workflow

Automate the replacement of custom part numbers with Content Service suggestions

Receive automated alerts when custom publisher part numbers (PPNs) and discov ery maps (DM APs) become

av ailable through Content Services to automatically update critical asset data with downgrades, metrics, lifecycles,
and more.

Advanced Client Access License
(CAL) support

License users and deviceson client accessrecords based on clientaccesslicense (CAL) type

Assign CALs to users and devicesbased on the CAL type of client access records. Indicate whether each client access
recordis associated with User CALs only, Device CALs only, or both Userand Device CALs. Specify users or devicesto
assign to the associated CALs so that they are accurately accounted for during reconciliation.

Oracle CAL Automation

Automatically generate client accessrecords for Oracle Database Server
Simplify Oracle client accesslicense (CAL) management by automatically generating client access records for users
and devicesthat access Oracle Database Server.

Oracle Multi-tenant Database
Licensing

Optimize Oracle licensing costs for database licenses in multitenant architectures

Keep Oracle license position accurate and up to date by reconciling Oracle databasesin multitenant architectures.
Determine the license compliance of each consolidated multitenant container database (CDB) that contain
pluggable databases.

Oracle DB Server Licensing
(enhancement)

Getenhanced supportfor Oracle Maxrules

Help ensure the correct Oracle Standard Edition is deployed on servers with the appropriate number of sockets.
Leverage remediation workflows to show where Oracle DB Server Standard is deployed, identify the device where it's
installed, and getreclamation candidates with guided steps to remov e or migrate installations.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 68
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What's new from Sofiware Asset Management?

Reasons to upgrade to the San Diegorelease (At a glance)

Key Features

Description

Subscription conditions

Define conditions for subscription-based software models

Specify groups of subscriptions to reconcile to determine the license compliance of a specific subset of subscription-
based software. Define subscription conditions on software models that contain either subscriptions only or both
subscriptions and on-premise installations.

Advanced Optimization for Microsoft
Windows and SQL Server

Optimize software licenses deployed on a cluster

Optimize license compliance of software resources deployed on a cluster by partially licensing the Microsoft SQL Server
and Windows Server resource with Per Core and Per Core (with CAL) license metrics. View the license status of a host
or virtual machines in a cluster as well as the host affinity rules configured within a cluster.

SAM Virtualization Adapter

Supportlicense compliance calculations for products deployed on disparate virtualization technologies
Reconcile Microsoft SQL and Window s Server software installs on Red Hat and Hyper-V virtualization technologies.

Seismic support center

Gain in-product support for Seismic in the Software Asset Workspace.

Saas integrations

Expand licensing integrations for Crowdstrike endpoint protection
Gain meaningful usage data to maintain Crow dstrike compliance—with insight into hosts with active agents and
sensors. Generateremediation options to purchase new rights or remove unlicensed installs.

Calculated Lifecycles

Manage productrisk in the absence of vendor-provided lifecycles

Automatically calculate and insert lifecycle records into software models when End of Life and End of Servicerecords
are not available. Proactively manage end of life softw are by leveraging industry and publisher-specific average
lifecycle dates.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 5%
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Content Library Portal

What are you looking for?

Find technology assets by searching the portal.

Browse top assets

[&) Model IDs

= software products L Hardware products

servicenow.

Publisher part numbers

1

F Q-

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Intelligently search for technology
assets in the expansive ITAM
Content Library

Quickly search the ITAM Content Library
for information on software lifecycle
dates, versions, and part numbers

Leverage Al technology for fast
and inteligent search in an easy-
to-use portal

Confirm cov erage of your most
critical vendorsand products
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IT Asset Offboarding

Hardware
Asset Management(HAM)

Reclaim device

Employee
departs the
company

@

Repair

-0

Redeploy

@

Dispose

servicenow.

@

Retire

Software

Asset Manag

Identify software
and Saas tfired to
device

ement(SAM)

43\/ Optimized

Uninstall

—;@\/ Optimized

Readllocate

4@$ Compliant

Terminate

Demo

Automate the request, reclamation,
evaluation, and removal of hardware
and software

Simplify technology asset offboarding
processes with prescriptiv e tasks that
make work flow

Leverage HAM to determine which
assets can be redeployed, repaired,
retired, disposed, or returned to

iNnv entory

Lev erage SAM to uninstall software,
rev oke license and device allocations,
andrevoke Saas subscriptions assigned
to the user
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Virtual Agent for Software Requests

@ Now Support

2 ADOBE ACROBAT
§ STANDARD ’

Please pick an option.

servicenow.

@ Now Support

= \
“T New messages above T \
\ /

Simplify and automate the software

— e request process

Alright, | am all set. Do you want me to submit You have been allocated the software
@ this request? and itis ready for installation

ﬂ @ Actionable card

Requested Item RITM0010009

Your request has been submitted. Here are the det

g Number RITM0010009
@ ails:

Requested for System Administrator

@ View submitted request (RITM0010014)

@ Thank you for using our support chat.

Click here to start a new conversation Please pick an option

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.
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Speed up service deliv ery times by
leveraging Virtual Agent to automate
software allocations and installations
for a simplified end-user experience

Confidently request software with
Virtual Agent assistance in identifying
best-fit sofftware and device

Automatically allocate and install
requested software when licenses
become av ailable
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What's new from Cloud Insights?*

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Optimize spend by making use of savings and discount plans for committed use of cloud resources
Receive guidance and recommendations onreserving cloud resources for a fixed duration to optimize costs
Reservation Plans based on usage patterns of reserved instances on AWS and Azure Cloud. Find discount opportunities by
identifying resources to reserve for a committed period. Monitor current reserved instance utilization to help
ensure the most effective use of purchased resources.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 73


https://community.servicenow.com/community?id=community_blog&sys_id=7bf90a00db2d0110019ac22305961980

Reservation Plans

RECOMMENDATIONS AND SAVINGS PREDICTIONS Last data download: 202

Optimize spend and usage of AWS
and Azure reserved instances

Top 5 Recommendations

Name Resource Count OnDemand Cost Upfront Cost Estimated Savings Provider Payment Option Term Look Back Period Service

cS.large 18 $210.24 57,794.00 $690.10 AWS Partial Upfront  3years Tdays ITAM Q Find dISCOU n-l- Op por-I-U ni-l-les by
0 identifying resources to reserve
c5.large 18 $0.00 $7,884.00  $459.84 AWS  Upfront lyear Tdays ITAM Q for a committed period

cS.large 18 5473.04 50.00 5643.80 AWS Manthly 3years Tdays ITAM Q

c5.large 18 $341.64 $4,014.00 $440.70 AWS [ra— b M AL

c5.large 18 5709.56 $0.00 5407.28 AWS . o T 1 H
g §770,362.90 $8,035.95 2.15kK Mgm’rqr currentreserved instance .
| utilizationto help ensure the most effective

use of purchasedresources

Your spend and savings from reservations

$110,416.00 1.06k $118,206.28

$876,611 $8,036 ——
Last 30-day spend Next 30-day total e Gain visibility into break-even period,

upfront costs, and estimated savings
based on recommended reserv ations

9

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.
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What's new from Hardware Asset Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Hardware Asset Workspace

Drive asset manager productivity with a purpose-built workspace

Gain a centralized, single-pane view of the hardware asset estate. Discover 'important actions'in a single
dashboard, with an intuitive Ul for critical hardware asset tasks.

The Hardware Asset Workspace includes the following views:

*Hardw are Asset Overview

elnventory

*Asset Estate

*Model Management

IT Asset Offboarding

Streamline the technology offboarding process with a workflow

Automate the request, reclamation, evaluation, and removal of hardware and software during the
offboarding process with a prescriptive workflow. Use HAM and SAM together to help ensure all devices and
software licenses are returned, repurposed, retired, or reallocated.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 75
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Demo

Hardware Asset Manager Workspace Next Experience

Modernized ook and feel, unified navigation

NOW A1 Favorites Hardware asset worksp Q Search “ Q

B ®® @ &

Drive asset manager productivity
with a purpose-built workspace

Hardware asset workspace overview

Important actions &

Discov erimportant actionsin a
single dashboard with an infuitive
Ul for critical hardware asset tasks

) () (e Improv e asset lifecycle management
Quick links processes and data accuracy with

correctiverecommendations at every
90% 12 67k 12 14 stage of the asset lifecycle

Driv e action with visibility into open
inv entory management tasks, such
as RMA requests, transfer orders,
and asset audits
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What's new from HR Service Delivery?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Next Experience/HR Agent Workspace

Modernized look and feel, unified navigation
Experience increased flexibility and configurability as well as enhanced Ul branding with the Next Experience.

Employee Relations

Improved Employee Relations Experience
Create asafe space for employees to report concerns with the new Anonymous Report Center—andrestrict
access to sensitive ER cases and information with enhanced security.

Intelligent Experience/Employee
Experience

Purpose-built employee experiences
Build customized topic pages and enhanced employee profiles—and navigate to what employeesneed faster
by pushing frequently used apps to the top of the experience.
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Demo

HR Agent WOI’kSpCICG Next Experience

Modernizedlook and feel, unified navigation

now All Favorites  History = HR Agent Workspace 5 HR Agent Workspace 17 Q. Search ® 0 (l

aveme + Drive HR productivity with a
20220113 09:44 ‘2 " A purpose'bUi" works pace

Keep it up! You are doing great by completing 17 cases this week.

configurability as well as enhanced
Ul branding with the Next Experience

My cases by request type

Overview 0 Experience increased flexibility and

SLA at risk

modernized visual design that creates

e Surface employee insights fasterwith a
a seamless, simplified HR experience

All cases

2 é Ben aries Inquiry request for Tyree Courr... Reques(Onboardin_go : ‘ i . . . . .
ey e e ey s ‘ : Improv e efficiency with intuitive
navigationthatconnectsyourHR team
Open enks for iy tean to the information they need faster
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Demo

Employee relations

NOW  Favorites 5 Employee Relations 7 Q Search |2 o @

Employee Relations Executive Overview ¥

Improve employee relations
(ER) management

Cases past SLA

4 Create a safe space for employees

; otomd st 1s to report concerns with the new
AnonymousReport Center

Restrict access to sensitive ER cases
and information with enhanced
security

Improv e visibility into ER with an
upgraded dashboard that features
graphsand metric analysis
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Intelligent experience

v

Health and
Wellness

asa
2

Onboarding

Courses you may like

= Course

Introduction to After Effects
for Compositors

Quick links

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

-
L]
Phones and
Mobility

39

Accessories

& Course

e
&
Email Accounts

W

Computers

Mastering Alliance Strategy:
A Comprehensive Guide to...

Software Issues

Software

& Course
So, let’s talk...

Schedule Manager 1:1

Transfer Plan

Emily Scollan

Due soon in 1 day

iness roles to new hire

My applications

Concur

% Benevity: Giving and Matching

Trac!
cor ions.

Optimize employee journeys

with personalized content enabled

0 Provideinteligent service experiences
by Al-poweredrecommendations

Improve the employee feedback
loop by acting on feedback collected
within listening posts

Leverage Al to present relev antin-
the-moment learning experiences
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Employee experience enhancements

servicenow low

HR ~ IT~ Workplace ~ Purchase and Expense ~ Legal ~ Community « Org Chart

Home » Employee Profile

Maria Davies (She/Her)

Director of Customer Support, Customer Support

About

, Departmer
Director of Customer #*% Customer Support
Support

o
e

O) & @senvi
Natasha Ingram maria@servicenow.com

Locatio
San Diego

servicenow.

My applications

Benevity: Giving and
Matching

in one plac

Fidelity

Viewall »

My Tasks 5 My Requests More « @ « Tours

Build unique employee experiences

Enhance curated experiences with
customizable topic pages and
streamlined content authoring

Utiize enhanced employee profiles to
deliver more personalized employee

experiences

Improv e productivity with the ability to
putrelevantand frequently used apps
at the forefront of the experience
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What's new from Workplace Service Delivery?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Workplace Reservation Management

Provide self-service reservations and service requests
Enhancements enable employees to reserve spacesnear colleagues, create group or multi-location reservations,
add room configurations, download to calendar, and share the reservationitinerary.

Workplace Space Mapping
Requires a third-partylicense agreem ent with
Mappedin

Navigate offices and create reservations using maps
Enhancements include proximity-based reservations using the reservation map view, improved clarity on spaces
available, and a new configurable map legend that can be collapsed.

Vaccination Status

Simplify submission and validation of vaccinerecords
Enhancements include new integrations for vaccine verification (requires third-party contract), an approv al portal
for exemptions, reports, and test record submissions, and booster tracking.

Workplace Service Delivery for mobile

Navigate offices and create reservations using maps
Enhancements span reservation and mapping experiences, including mobile w ayfinding, proximity booking, quick
actions once areservationis created, and single-click proposed roomreservations.

servicenow. *Av dilable inthe ServiceNow Store and included with a W orkplace Service Delivery License. May require ©2022ServiceNow, Inc. AllRights Reserv ed. 83
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https://community.servicenow.com/community?id=community_blog&sys_id=d98a43301b9509100ccc85176e4bcb37

Demo

Workplace Reservation Management enhancements

now.

HR ~ IT~ Workplace v Purchase and Expense ~ Legal v Community v

ES
2
Py
3
2
*

servicenow.

Make a reservation

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

Conference Room: Desks Desks for Customer S.

® Browse all Browse near a person
* Building
Building 1 - Mappedin AMS, San Francisco Cam... | &

Find what's available for you 14:00 - 15:00 (1 Hour)

Y Show filters

J N» i 54.

San Francisco Campus 1, Build...

+ Monitor, Plant, Station Doc -
MAC

% Collaboration Room,
Meeting Room

2 items selected Unselect all

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Desks for Customer S... Desks within a shift Desks within an arez

* Start date and time * End date and time

2022-01-12 14:00:00 8 2022-01-12 15:00:00

View | Alphabetically 1% 9 Schedule... 9 Map view

San Francisco Campus 1, Build...

v Key access, Table Tennis,
Wheelchair
¥ Meeting Room

MyTaskss My Requests More ~ m -

Provide self-service workspace
reservations and service requests

Book spaces on behalf of feams
for group or multi-location reserv ations—
and request room configurations

Quickly invite an attendee to a
reserv ation, download to calendar,
or share the reserv ation itinerary

Add conferencing tools while
creating a reserv ation

© 2022 ServiceNow, Inc. AllRights Reserv ed. 84


https://vimeo.com/689080691/8bbfabee9b

Workplace Space Mapping enhancements

My Tasks My Requests Q v Tours

gle) 4
HR~ IT~  Workplace ¥  Purchaseand Expense ¥  Legal ¥  Community v N qvig qie office S pq Ce q nd Creqi’e

Make a reservation

Book available spaces and items, and they'll be ready when you need them - ., - res erva ii o n S U S i n g i nierq Ciive m q p S

Desks De: rea Desks within a shift Meetin

Browse all @® Browse near a person

* Who would you like to sit near? * Select one of their reservation dates @ * Select one of their reserved spaces

] [martzse "] [t I Search and create reserv ations
near coleagues on the floor map

O - with new proximity bookin
P Y 9

@ Showing the available results closest to Melinda Carleton's Bird Rock reservation X

Search results

Y Showiters View Proxir.ni!y. 2 cardview [T & schecve . |mpro\/e agle]e) C|Ori1'y with a ﬂoor
b | picker thatincludes av ailable vs.

... booked spaces

C2.0301 o e C2.0303

* ® C20308 @ C20317

= u n Configure a collapsible map
= legend (color and text) for an
M Booked (1) > e .
— unobstructed view

B8 Available (22)

Workplace Space Mappingrequires a separate third-party license agreement with Mappedin.

servicenow. *Available inthe ServiceNow store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed.
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Demo

Workplace Service Delivery for mobile enhancements

9:41 all T -
{ Back Rooms

| Quickly reserve

Everglades m“
y Jun 23 + All day E 3
|

See what's available

A% " Browse all

Browse near a person

%
‘ 1

. » H
Browse in an area

Workplace Space Mappingrequires a separate third-party license agreement with Mappedin.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

© Everglades

® From My pinned location # Edit

View steps

Just now

Updated
Just now

@ Confirmed

Maria’'s desk

[}

Actions ¥ /\)
Change reservation detail
Cancel reservation
Share reservation

Download iCalendar

Enable seamless employee
workplace experiences on mobile

Provide employees with mobile
wayfinding and proximity booking
throughout workplace locations

Access visual floor maps and
browse all desks to create a
workplace reserv ation

Quickly reserv e a proposed
location, sharereserv ationitinerary,
and download calendar event

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://vimeo.com/689080621/28177b317f

Vaccination Status enhancements

ServiCenOw Leesviorfow @ rimines - § QP @ B

Y servicenow Kooviedgs  Calog  Reests SymemSaus GRe- mea Tous (@) Adam son

Employee readiness approvals

i O

Record

0o

SMART" Health Card \

eny

ANYPERSON/JOHN B. 01/20/1951

Vaccine Product, Lot #348712

Vaccine record verificationrequires a third-party
license agreement with The Commons Project.

servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Simplify the submission and
validation of vaccine records

Access new integration with The
Commons Project SMART® Health Card

V erifier APl to v erify vaccinerecords

Provide an approvalportalfor employee
v accine exemptions, reports, and test

record sulbmissions

Manage and track booster shots within
the organization and send consent
forms by location

© 2022 ServiceNow, Inc. AllRights Reserv ed. 87


https://vimeo.com/689080656/810ae9ae36

What's new from Legal Service Delivery?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Provide legal operations insightto make better-informed decisions

Legal Executive Dashboard A new executive dashboard prowc}es ’rhg office of ’r‘he ‘gene.rql cqunsel Oddmonql insight with practice area-
specific metrics and KPIs over any time window. Quick identification of legal service trends can help identify

specific areas where legal ops canimprov e their service and potentially automate further.

Expand delivery, approval, and storage of self-service contracts
simple Confracts Enhancements Configurable e-signature and qocumen’r storage options enoblg flexible rules to qeflne vendor chope for
approval and document location. Template contracts can also include a dynamic copy block for unique

regional or local requirements.

Improve practitioner productivity, integration, and privacy options
Assign delegates to current and future legal requests to ensure timely service delivery. Create email
Kokl CetneRl e 2 i e acknowledgements with a full audit trail. Store disposition information including all related metadata associated

with request or matter.

servicenow. *Available inthe ServiceNow Store and included witha Legal Service Delivery License. © 2022 ServiceNow, Inc. AllRights Reserv ed. 88
3rd-party productsrequires separate licensing.


https://community.servicenow.com/community?id=community_blog&sys_id=835c3deb1b4d0d540ccc85176e4bcbf7

Demo

Legal Executive Dashboard

NOW Al Favorites  History  Base Agent Workspace = Legal Executive 77 Q search - =) o @

Provide legal operations insights to
make better-informed decisions

Deliv er practice area-specific KPIs,
including backlog, SLA compliance,
and average time toresolve

|dentify trendsto improv e service
delivery and align to business
outcomes quickly

Utilize adv anced Performance
Analyticsto gain insight into the
legal operations service

servicenow. *Available inthe ServiceNow Store and included with a Legal Service Delivery License. © 2022 ServiceNow, Inc. AllRights Reserv ed. 89
3rd-party productsrequire separate licensing.


https://vimeo.com/689080346/6e942a89bd

Simple Contracts enhancements

¢ | = Document Template Block Content

= Us-Governing Law

Add Filter Condition

Country

Select variables:

Language

<{ Integration Type

Simple Contracts—Legal Practice app What type of Integration would you like to create?

Electronic Signature

External Storage

servicenow. *Available inthe ServiceNow Store and included with a Legal Service Delivery License.
3rd-party productsrequire separate licensing.

Expand delivery, approval, and
storage of self-service contracts

Assemble contractsdynamically—
with definable content blocks,
such as regional law clauses

Use conditionalrulestoroute approvals
to agreed-upon e-signature providers

Define routingrules to govern
the contractlocation for specific
cloud storage providers

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://vimeo.com/689080274/d1416a5135

Legal Counsel Center enhancements

Select the person to do this task for you

Improve practitioner productivity,

*Delegate ° ° ° °

® rooi o integration, and privacy options
*Start date *End date Assign delegates to practice area
2021-11-16 2021-11-30 duties to ensure follow-through of
« Duties servicerequests, matters, tasks,
© Add duty and approvals

Select duties
= List

. Lists My Lists
Conflict of Interest Y

Matters3 part of privacy guidelines in context

e Send acknowledgement emails as
of the request for full audit tfracking

Delegates assignments for Conflict of Interest My Work

Stock Preclearance Items Pending Appr... Nufnber Name
Delegates approvals for Stock Preclearance Requested Tasks

LM0001001 Test Matter
Tasks To Do

Dslsgaind t e LM0001003 Contract Negotiation with Acer Inc Prov |d estora g e for vVQa riOU S |eg al
LegOl Counsel CenTer Matters LMO0001004 Production of evidence related to |... d|SpOS|‘I‘|OnS, |nclud|ng O” relo'l'ed

Matter Tasks meTOdOTO

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 2



What's new from Procurement Service Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Purchase Approval Clarification

Simplified sharing of contextual information
Make it easier for approvers to get clarification onrequests.

Purchase Request Modification

Change purchase requestline items quickly and easily
Enable shoppers to make line-item changes to purchase requests quickly and easily.

Delivery Address Validation

Ensure smooth deliveries

Empower procurement teams to ensure smooth deliv eries—with improved checkout and seamless connections
with address verification services.

Virtual Agent Enhancements

Fulfill common inquiries faster
Procurement teams can easily scale the organization with automated conv ersations.

servicenow. *Av ailable inthe ServiceNow Store and included witha a Procurement Service Management License. ©2022ServiceNow, Inc. AllRights Reserv ed. 92




Purchase approval clarification

servicenow  Caegrks +  Supplers < v @

Deliver to Michael Adams, 2225 LawsonL... ¥ Don't see what you need?

Simplify sharing of contextual
information

= To-do Approve $11,685.00 purchase for Reseller A
ary c ey Ross um|

1dayleft Duedate 20211209  Prima Number PR0O001023

& Activity

€ Atachments  oroveor reject entire purchase or individualline tems Ena b |e beﬂ'er purc h asereque st
approvalexperiences

Purchase details
Totalamount  Createc
$11,685.00 2021-12-08
Amount requiring approval $11,685.00 Approveselected | ¥

Get clarification without having
Estimated delivery 12/14/2021 Request clarification on selected .I.O rejec.l. req U eS.I.SI Con d U C.I. fO”OW—U pS

Reject selected

Tota

e e el Offhne, Ond Open Onofher reques‘l‘

Estimated delivery 12/14/2021 View details

Purchase reason Total line amou
Need torestock the inventory ab... $4,690.00

for purchaserequest rejections

e Provide clear visibility into reasons

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 93



Purchase request modification

servicenow Categories v Suppliers »

Deliver to Michael Adams, 2225 LawsonlL... ¥ Don't see what you need?

servicenow. *Av ailable inthe ServiceNow Store. May require an additional fee or premium lev el package.

Change purchase request line
items quickly and easily

Enable advancedshoppersto
make multiple edits at once

to purchaserequests

Mov e funds between line items
on a purchaserequest

Add new line items to existing
purchaserequests

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Delivery address validation

servicenow Categories v Suppliers «

Deliver to Shirley Ross, 2225 LawsonLn,S... ¥ Don't see what you need?

, Ensure smooth deliveries using
real and verified address data

Delivery location

Delivery location

Connect to address v erification
| — servicesto validate shipping
K oo address at checkout

Est. shipping $0.00
Est. tax Undetermined
Shirley Ross
9800 Mount Pyramid Ct, Green\

Est. total $4,495.00 o .
purton N Deliver a consumer-like checkout
| experience with autofill suggestions
for addresses

Shirley Ross
15725 Dallas Pkwy #256, Addist

Shirley Ross
1800 Wazee St #356, Denver 55

Deliver to another address

VDelivertomultiplelocations Minimize dUpliCOTe Oddress records
and unnecessary v alidation tasks

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 95



Virtual Agent enhancements

My Tasks® My Requests (@) ~

now.
Fulfill common inquiries faster with

more predefined topic conversations

o 0 Scale the procurement organization
opics

b “,» /3 —— with a virtualagent to handle common,
Purchase and Expense g , : b less complicated requests
The tools and info needed to book work trips, . ut DemoHul

make and track \
expenses

about their fasks and the status of their
purchasesand cases

5 Invoices  ¢®  Supplier Services

Purchase and Expense topics e En O ble employees TO h OV e COﬂV erSOﬁOﬂS

Make it easier for employees to
request help from procurement

through Virtual Agent

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 96
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What's new from Strategic Porifolio Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Alignment Planner Workspace

Maximize outcome with enhanced planning & fracking
Milestones: Create and track milestones at the work itemlev el for projects, demands, and epics to better focus on strategic

enhancements outcomes.

SAFe Template: Improve programincrement planning.

ADQO integration: Scale agile planning and connectroadmaps to teams executingin ADO.
Project Workspace Drive project managers' productivity with a purpose -built workspace

Project managers can use amore intuitive and modern user experience to effectively plan and execute work.

Digital Porifolio Management

Holistically manage applications, demand, and projects through their full lifecycle
Enable product owners to hav e one single view for plan, build, and run structure.

Resource Management

Getmore efficientresource planning to implement sirategy faster
Enable resource managers with better useability and control—with planning and allocating resources.

CMDB Alignment

Enhance visibility for all products
Enable portfolio managers to track all work throughout the lifecycle.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 98



https://community.servicenow.com/community?id=community_blog&sys_id=2f518e2e1bb10590d018c8ca234bcb4c

= HR roadmap

Planning period: 2021-08-01 - 2022-07-31 =

servicenow.

Alignment Planner Workspace

Modernizedlook and feel, unified navigation

", Mew Benefit Tracking Page

G

*
€PQ Tool Implementation
@ Green

P Workday Manager Portal
«Green

*
W n in Tech Initiative

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

5 Alignment Workspace 7

"_' | Item details

Demo

Next Experience

Enhanced planning and tracking
to maximize outcomes

Create and track milestones at the
work-item lev el for projects, demands,
and epics to focus on the outcome

Improv e program-increment planning
by creating epics in the Alignment

Planner Workspace and breaking
them down into features using Scaled
Agile Framework (SAFe) boards

Scale agile planning and connect
visualroadmaps tfo teams that are

executing in Azure Dev Ops

© 2022 ServiceNow, Inc. AllRights Reserv ed.


https://vimeo.com/688620527/27b9518df0

Demo

Dig"'QI POI’ffO"O quqgement Next Experience

NOW Al Favorites  History  Workspaces £ Digital Portfolic Management Q. Search ® ® o @
Q : ° L] L]
8 s 05 upgrades Holistically manage services and

apps through their full lifecycle

Needs attention

Manage services, applications,
demands, and projects through

Summary

13

Promote new ideas, prioritize

All demands ™
erdescrtion — ) e backlogs, and manage roadmaps
. ‘ -‘ o to delivershared outcomes

and make more informed
budgetary decisions

e Optimize portfolio performance

Digital Portfolio Management Workspace

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. ©2022ServiceNow, Inc. AllRights Reserv ed. 100


https://vimeo.com/688618392/7571f6f120

Demo

Resource Management

NOW Al Favorites  History  Workspaces = Allocation Workbench s Q. search e ® o @

Implement strategy fast with
efficient resource planning

Enhance user experience with
new date range filtering to set the

resource duration and adv anced
resource pagination

role for quick and efficient

e Filter your search by group and
resource allocation

Resource Finderfor better planning

e Update resource capacity within
and allocation

Servicenaw.  *Available inthe ServiceNow Store. May require an additional fee or premium level package. ©2022ServiceNow, Inc. AllRights Reserv ed. 101


https://vimeo.com/688620341/05652bc581

Demo

PI'OjeCf WOI’kSpCICG Next Experience

Modernizedlook and feel, unified navigation

NOW Al Favorites  History ~ Workspaces &5 Project Workspace Q. Search -~ a ® o @

1 Home Acme Workday to Payroll Automation

oty ot hsmin - IEREEE E Drive project managers' productivity
| T with a purpose-built workspace

Provide a modern and intuitiv e Ul
to define, plan, and manage work

e Track and monitor project tasks

performant scheduling, bulk editing,
and the abillity to drag and drop
tasks and copy-paste

e Enhance workspace usability with

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 102


https://vimeo.com/688620385/cb969c9d74

CSDM alignment

Application
Service Owner
IIIIII ication & Platform)

Technology
Service Owner

prfrastructure)

Technology

Service Owner
(Delivery)

[ _company |

Busi P t CMDB Location m

N
Process Models Group S n

Enterprise
Architect

Business
Relationship
Manager

Customer
Service
Manager

. Process . Contract . Product Data
Owner Manager Owner Steward
servicenow.

Enhanced visibility for all products

Provide a framework and guidance
on managing shared data across
all products on the Now Platform

Associate work items (such as ideas,
demands, projects, and epics) to
digital productson the Now Platform
for ease of tfracking

Make it easier for teams tohave
a complete view of each stage
of the product lifecycles

© 2022 ServiceNow, Inc. AllRights Reserv ed. 103


https://vimeo.com/688620486/f2c5e26bff

What's new from Integrated Risk Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Risk and Compliance Workspaces

Modernized look and feel, unified navigation
Modern aesthetics with a top menu system and a consolidated dropdown for policy and compliance, auditing,
risk management, vendorrisk, and regulatory change management workspaces.

Risk intelligence feeds for Vendor Risk
Management

Gaininsightinto supply chainrisks and ESG

Integration of Vendor Risk Management and the Interos risk intelligence feed provides insight into supply chain
risks across 6 domains (financial, security, ESG, geopolitical, operations, restrictions/regulations). Integration with
EcoVadis provides a detailed view of ESG risk.

Business Continuity Managementrecovery
tasks and approval configuration

Recover more rapidly with a formalized process

Establish new recovery tasks and tfrack execution for your planning documents. Configure approvals using
business rules to route BlAs, BCPs, exercises, and crisis events through dynamic workflows; and then generate PDF
reports for audit or executive review.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 104



https://community.servicenow.com/community?id=community_blog&sys_id=981a013c1b068d109337ece6b04bcb1e

Demo

Risk and compliance workspaces Next Experience

Modernizedlook and feel, unified navigation

NOW Al Favorites  History ~ Workspaces £ Compliance Workspace 7 Q. Search

¥ Filter

e Drive productivity with purpose-

Privacy Workspace

o - built workspaces

Asset Workspace
CMDB Workspace

Audit Workspace

Perform day-to-day activities more
easily with issues, tasks, and quick
links—all in one workspace

Navigate between modules with
a menu designed specifically for
yourrole

Updated workspaces for policy
and compliance, auditing, risk
management, vendorrisk, and
regulatory change management

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. All Rights Reserv ed. 105


https://vimeo.com/688634662/65c4fd8f33

Demo

Intelligence feeds for Vendor Risk Management

NOW Al Favorites  History ~ Workspaces

Q = List > Faultline Energy

& Faultline Energy ©

Details

Vendor summary

Vendo orecard

Risk rating

1 - Very High

Tracking

Vendor Management Workspace vz

er 2-High System Administra... Patrik Johnsson, Jo... Active

Third-Party Scores (6) Service Commitment for Ve..

Components
Component Risk rating «  Weight
Subsidiarie: (empty) 10

45

Vendor Risk Management Workspace

servicenow.

Improvement Initiatives

Risk areas

Vendor risk area

Q Search

More v

Risk rating « Weight

35

~x e 0 o @

Create v

Vendor overview

FAULTLINE
ENERGY

Services
Vendor tier
2 - High

Vendor manag
System Administrator
Business owne

Patrik Johnsson

John Mottern
Aparna Ganti

6230 eridge Mall Rq

Pleasanton, (_A 94588

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Gain insight into supply chain
risks such as ESG

Create a formalized program with
tailored questionnaires to assess

critical risk areas including ESG

Integrate with theInterosrisk inteligence
feed to obtain insight into 4th-and 5th-
party risks: financial, security, ESG,

and more

Integrate with the EcoV adis risk
infeligence feed to view ESG ratings

in your Vendor Risk Workspace

© 2022 ServiceNow, Inc. AllRights Reserv ed. 106


https://vimeo.com/688634564/df90d9977c

Business Continuity Managementrecovery
tasks and approval configuration

now Qo @

= Lists RCEVN0010002 & | WorkAreaPlan @

Recover more rapidly with

WorkArea Plan - a formalized process
e RacowryTars Lo Somatn  Recowry ks Daals  Approws_ Agprova Hikay Establish new recov ery tasksincluding
e ° the order, dependencies, and owners;

Short description Dependencies Completion deadline Task group - OrCheSTrOTe Ond TrOCk TOSk eXeCUTiOn
= Configure approvalsusing business rules
: to route Business Impact Assessments
o e e (BIAs), Business Conftinuity Plans (BCPs),
exercises, and crisis eventsthrough
o coston £16 € Sveet S 0 dynamic workflows

Business Continuity Management Workspace

templates and print output of BIAS,
BCPs, exercises, and crisis eventsfor
audit and reporting purposes

e Configure and download document

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 107



What's new from Environmental, Social, and Governance (ESG)?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

ESG Management with third-party
integrations (formerly known as “ESG
Management and Reporting”)

Establish or elevate your ESG reporting program

Streamline ESG reporting to efficiently meet inv estor, customer, and regulatory requirements, and gain trust with
employees and other stakeholders. Integrations are offered with leading ESG reporting frameworks (GRI and
SASB).

ESG Command Center (formerly known as
“ESG Operational Conirol” solution)

Strategize, manage, report, and govern your enterprise ESG efforts
Operationalize your ESG strategy with project and program management, gov ernance, risk and compliance
management, and ESG reporting integration.

Vendor Risk Management integration with
Interos and EcoVadis

Gaininsightinto supply chainrisks and ESG

Integration of Vendor Risk Management and the Interos risk intelligence feed provides insight into supply chain
risks across 6 domains (financial, security, ESG, geopolitical, operations, restrictions/regulations). Integration with
EcoVadis provides a detailed view of ESG risk.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. All Rights Reserv ed. 108




Now Plaiform capabilities

ESG Command Center solution
1 Strategy, management, governance, and reporfing

ESGM + Strategic Portfolio Management + Integrated Risk Management

Governance

Environmental

Leverage ServiceNow products for ESG use cases

» Responsible Procurement (VRM) + SafeReturn fo WorkSuite Governance and Efthics (IRM)

+ E-Waste Management (ITAM) « Vaccine Management (VAM) 3d-Party Risk (VRM)
Data privacyand cyber resilience (SecOps,

+ Employee Safety (BCM) Privacy, SAM|

Use Creator Workflows for indusiry- and customer-specific needs

- E.g., Waste management, green lending! « E.g., Employee engagement! E.g., Vertical-specific compliance workflows'!

Get a running start with the ServiceNow Store (integrations, content, partner-built apps)

» Carbon tracking', vendor sustainability ratings' « Givingand volunteering', etc. » Data discoveryforprivacy,etc.

(x'} Now Plaiform.

External data sources

L L L)

llustrative examples

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed.
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ESGM with Carbon Accounting integration

NOW Al Favorites  History  Workspaces £ ESG Workspace #

Quick actions

Top Level Goals Summary All goals data v All =

Off-track goals Off-track targets Overdue metrics jon-compliant policies High risks Failed controls Openis

*GRI = Global Reporting Initiative , **SASB = Sustainability Accounting Standards Board
tRequires Carbon Accounting software, sold separat ely.

servicenow.

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Elevate your ESG program with
strategic, organized, and efficient

monitoring and reporting

0 Establish and monitor goals

Collect, manage, andreport inv estor-
grade ESG data, aligned with global
frameworks like GRI* and SASB**

and carbon data into comprehensive
ESG reporting with Carbon Accounting
integrationt

e Calculate and funnel your energy

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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ESG Command Center solution

3 Home > Goals Accelerate Decarbonization

Accelerate Decarbonization

Environmental Karla K

w  Details  Prog

In-scope entities

Programs/Projects

Programs/Projects

Showing 1-5.0f 7

/Projects

In Progress

Waterial Topics (1)
Goals summary

Total sub-goals

6

Complete  On track

0 o4

Type
Project
Project
Project
Project

Risk and Compliance Posture

Policy compliance

Entities (1) Sub-goals (6)

Atrisk Off track

2 =0

Description

Milestones for Net-Zero Carbon

ycling and Waste Management

ee Ride Share

Control compliance

Targets(3)  Metric Definitions (4]
Targets summary

Total targets

3

Complete  Ontrack At risk Off track

0 °3 0 *0

State Manz
Wark in Progress Chas:
Work in Progress Paul
pending Paul
Work in Progress Paul

5% rows perpage

Open metrics

Total Duein30da...

52 °

Overdue

Programs/Projects due in 30, 60, 90 days

Risk profile Open control issues

Save

Goals and Targets Hierarchy

< Accelerate
Decarbonization

Get to net zero by

4 Maintain carbon
neutral operations
annu rting
in2022

4 Source renewable

emissions from
mmuting

Requires ESG M anagement , I ntegrat ed Risk Management, and Strat egic Portfolio Management (formerly ITBM), each sold separat ely.

servicenow.

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

360° view

© InProgress

* InProgress

InProgress

Plan, manage, govern, and report
on your ESG efforts

Set strategy, plan, and execute projects
to turn ambitions into results

Gov ernyour ESG program andintegrate
it with enterprise risk management

Report on your strategy, programs,
and results
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Build and Automate

App Engine and Automation Engine

ooe i
L5 Build and Automate



Blog Blog
App Engine Automation Engine

What's new from App Engine and Automation Engine?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Decision Builder

Quickly create and populate decision tables
Empow er business users to manage their own complex decision logic and criteria independent of flow design/app dev by
building re-usable decision tables in a business user-friendly interface.

Flow Designer diagramming

Easily understand complex flow logic with flow diagramming
Flow dev elopers can easily toggle between the existing top-down view and the new flowchart style diagramview —a
familiar layout for legacy Workflow editor users.

Ad hoc Playbook activities

Modify Playbooks on the fly for dynamic case resolution
Agents can add ad-hoc activities anywhere in a Playbook during runtime to dynamically resolve cases—faster—and
maintain end-to-end process visibility.

Automation Engine

Automate and connect anything to ServiceNow

Combines Integration Hub for connecting to modern systems with the all-new RPA Hub for connecting to legacy systems—
and automating Ul-centric, repetitive actions—for the most complete and cost-effective automation and integration for
ServiceNow.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 113
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Blog Blog
App Engine Automation Engine

What's new from App Engine and Automation Engine?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Robotic Process Automation (RPA) [ Connectany legacy system to ServiceNow, and automate repetitive, Ul-driven actions
Hub Empow ers ServiceNow developers to build robotic process automations using thousands of ready-to-use components—
and deploy, orchestrate, and manage via a centralized command and control center.

Robotic Process Automation (RPA) | Create end-to-end workflow automation on a single plaiform
Hub Spoke Enables all ServiceNow developers to seamlessly incorporate RPA into workflowsin Flow Designer—with no code.

Automate software requests for macOS and iOS devices
Integration Hub enhancements Client Software Distribution 2.0 adds support for Apple endpoints and more Window's endpoints powered by new Jamf and
MSFT Endpoint Manager spokes.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 114
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Decision Builder

NOW | Decision Builder ° @

& Priority Matrix

N Quickly create and populate
decision tables

- Build decision tables within a
business user-friendly interface
Reuse decision logic in flows
and scripts

Simplify and improv e application
maintenance and change
processes

~ Decision table

Conditions Results

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 115



Flow Designer diagramming

now. | Flow Designer o
(@ cess ap...

ts Business process approval flow e view: (el 88 Test Deactivate

Action Properties
@ Search

Trigger QOB Updated

If: Verify state

true
2 A Ask For Approval

If: Task is approved

i alse
®

e

® 5 e Else If: Task is Rejected
e

Update Business Process
2 :
state )

. Update Business Process .
° state :
®

® Add anode

ServiCenaw. Ay ailable inthe ServiceNow Store. May require an additional fee or premium level package.

Demo

Easily understand complex flow
logic with flow diagramming

Understand and track complex
workflows with flowchart-style

visualdiogramming

Empower citizen dev elopersto
visually frace the flow of data,

actions, and logic

Ease migration from Workflow
editor to Flow Designer with

familiar layout

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Demo

Ad hoc Playbook activities

(2 Home INC0010003

Modify Playbooks on the fly for
The email server isn't responding © dynamic case resolution

ate  Categon

5-Planning New Inquiry/Help

Details Playbook Task SLAs Affected Cls Impacted Services/Cls Child Incidents Qutages Reduce process frIC_I_ion by Odding
0 activitiesto Playbook experiences
iR Ll Q. The email server isn't responc S ) in rU n Time

Resolve x Cancel add activity Agent Assist

Show Knowledge Article

+ Add activity here ew Emalcrestion Empower OgenTS TO mO ke Od hOC
process decisions in real time to
accelerate resolution

Create Incident Task

e it Easily add activitiesanywherein a
- Playbook in an intuitiveinterface

& Catalog ltem

Application Server (Standard)

Dell 1950 {1U} Rack Mount Server

servicenow. *Av dilable inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 117
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Automation Engine

@ Hi, User

Welcome to the RPA Desktop Design Studio

Create new automation project Review your work

Settings o o o5 skill Automation
Al m

Resources

Automation Solutions

servicenow. *Av ailable inthe ServiceNow Store. May require an additional fee or premium lev el package.

Automate and connect anything

to ServiceNow

Enhance customer v alue with
a solution that brings together
Integration Hub with RPA Hub
in a single SKU

Make workflows seamless using
APIl-basedintegration and
Ul-based automation for
third-party systems

Dev elop automationsin a
familiar, native experience
within Flow Designer

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Demo

RPA Hub

T ——— = S Connect legacy systems to
Hello, Tom! Y SerViCGNOW, Ond GUfomee
L repetitive, Ul-driven actions

Manage digital workers (robots)
centrally for automation across

their full lifecycle

Design and configure robotic flows
within RPA Desktop Design Studio

Automate data entry and other Ul-
driven actions with attended or
unattended robofts

Leverage 1300+ out-of-the-box
components, including actions,
connectors, templates, computer
vision, OCR, and desktop in desktop

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 119
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RPA Hub Spoke

now | Flow Designer

* Flow x4
Invoke flow from RP...

te Invoke flow from RPA and update incident e

TRIGGER

@ Incident Created

ACTIONS

1 @ Add Workitem to Queue @

This action will a 1in a specified queue in the RPA Hub application and would return the Workitem ID and Unigue Name information

& Action & Flow Logic % Subflow

RPA Hub

ERROR HANI (D Most Recent Default
If an error occ| INSTALLED SPOKES A | Add Workltem to Queue

now - RPA HUb Assign User to RDA Robot

@ IntegrationHub Fetch Execution Status
Fetch Workitem Status © Fetch Workitem Status

Start Process This action will fetch status of specific

workltem, asynchronously.
Unassign User from RDA Robot

Demo

Create end-to-end workflow
peaciate | (o) (D) () automation on a single platform

Data k

e Simplify and take control of complete

integration and RPA for ServiceNow
workflows right in Flow Designer

Date/Time

Start and monitor status of robot
processes in RPA Hub with no code

True/False

Connect legacy systemsto ServiceNow
workflows to integrate v aluable data
and automate manual Ul actions

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. All Rights Reserv ed. 120
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Integration Hub enhancements

[ Subflow x B

Deploy Application

¢, Deploy Application Properties

ACTIONS

Automate software requests
for macOS and iOS devices

and fast, self-service resolution for both
Windows and macOS/iOS devices with
Client Software Distribution 2.0 solution

0 Drive evenmore IT support productivity

remov alon macOS and iOS devices

e Automate softwareinstallation and
with new Jamf spoke

Assign Subflow Outputs

remov alon Windows 10/11, Windows
365, and Azure Cloud V Ms with new
Microsoft Endpoint Configuration
Manager spoke

e Automate software installation and

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 121
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What's new from Financial Services Operations for Insurance?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Insurance Data Model

Accelerate modernization across the enterprise

Implement and build quickly with an industry-specific data model extension of our single core platform data
model; easily extends and adapts to customize out-of-the-box applications.

Personal and Commercial Lines Servicing

Become agile, digital and customer-centric

Carriers canresolve customer issues faster, prioritize written premiums, and improv e regulatory compliance with
this out-of-the-box application.

Complaint Management

Help avoid reputational damage

With intelligent prioritization of high-risk complaints and end-to-end audit trails, carriers can improve quality and
speed to resolution. Templated communications support service representatives, ensuring consistency and quality.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 124




Personal and Commercial Lines Servicing

NOW Al Favorites  History  Workspaces B Insurance Agent Workspace 17

= Lists Julie Lewis Steve Rogers IPP001000%

Details

o i) ©

Change Coverages ©

Playbook Details Tasks Task SLAs(1) Emails Inbound documents

Change Coverages v Record Information
Enter policy information i
™ Initiate & submit Overview
emain Priort

) Enter policy information

Consumer

s o G ﬁ Steve Rogers
{ ) Processor review - - —

) Underwriting approval
g i

Mark complete
Fulfillment
— Pending

Timeline

Show details ¥

Case - Priority 3-4 resolution (5 days)

-

servicenow. *Av ailable inthe ServiceNow Store. May require an additional fee or premium lev el package.

Q Search AENORE

Demo

Next Experience

Become agile, digital, and
customer-centric

Resolv e customer issues faster by

connectingdistribution, underwriting,
and servicing teams

Prioritize rev enue capture by
eliminating administrative work
from underwriting queues

Improve compliance withregulations

through built-in controls with a complete
audit frail
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Complaint Management

now All  Favorites  History  Workspaces [ B CSM/FSM Configurable Workspace +; | Q. Search - ®a & o @

@ E COMS00010...  x +

=} Claim number 398274932 was not handled properl... © [ Asigntome | [ Update ][]

Playbook Details Tasks Task SLAs (1) Emails

Complaint service Vo ) In Progress Record Information
Complaint details
,,,,,,,,,, Overview

Number

COMS0001002

2 Complaint details

8 Review and response Customer 3 Lacatian

San Diego, CA

and response

count
Auto Policy - 2234

sha
Claim number 3 74932 was not handled properly by the adjuster Customer

RB Rachel Barker

The adjuster rejected reimbursement unfairly for our auto claim

Name

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Next Experience

Help carriers avoid reputational
damage by addressing the root
causes of complaints

Prioritize high-risk complaints by
structuringwork and applying
internal SLAs

Respond to litigation and formal
inquiry by lev eraging end-to-
end audit frails

Respond with templated
communication to ensure
consistency and quality

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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What's new from Financial Services Operations for Banking?

Reasons to upgrade to the San Diego release (At a glance)

Key Features Description

Create fransparent, repeatable processes that save time and costs
Complete work faster by optimizing processes and automating the most common deposit account requests.
Continuously build client trust by deliv ering consistent onboarding experiences.

Deposit Operations

Reduce time spent collecting information throughout the clientlifecycle

Client Lifecycle Operations Cenftrally maintain visibility on all due diligence activities (including KYC) and third-party v alidation of customer
updates (hame changes, address changes, KYC breaches, and notice of death). Improv eregulatory or policy
compliance by embedding controls into client lifecycle w orkflows.

Provide expert client service with curated views of real-time information

Improve employee productivity with role-based views of key client information.

Initiate client account requests quickly and easily. Securely integrate core systems with out-of-the-boxremote
tables.

Core Capability Enhancements

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 127



Demo

Deposit Operations

NOW Al Favorites  History  Workspaces E3 CSM/FSM Configur... 7 Q Search * & O o @

© Create transparent, repeatable

=] Add new standing order processes that save time and costs

Playbook Details Customer Information Task SLAs (1) Tasks Interactions

Add standing order Vo ) In Progress

Complete work fast by streamlining
and automating the most common

Add standing order

Initiate and Review
2 remaining [

» Add standing order “CA'C';A‘;';;? Vm ! I_W - . e 5- d e pOSiT O CCOU nT req U eSTS
........ : vwe A Continually improv e performance
h by applying analytics and Process
Optimization

Add new standing order SLA

Build client trust by delivering consistent
onboarding experiences*

Servicenaw.  *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 128
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https://vimeo.com/690633948/be0312b91f

Client Lifecycle Operations

NOW Al Favorites  History  Workspaces E CSM/FSM Configur... 17 Q. Search * & O o @

CLO0001001 =

| Assignto me

Details Customer Information Task SLAs (1) Tasks Emails Inbound Documents (2) Financial Accounts (&)

Notice of death Record Information

Notice of death sel - Overview
3 remaining [

2 Enter death notification details
2 Collect inbound documents
2 Submit application
& Verify documents
1 rem

L Son of Fiona

. L Deceased customer details
& Fulfil and close

B 2021-11-14

Timeline

usD ($) 0

servicenaw. *Av ailable inthe ServiceNow Store. May require an additional fee or premium lev el package.

*Also available for business clients.

Demo

Reduce time spent collecting
information over the client lifecycle*

Manage accountupdates, including
notice of death processes, in a timely,

consistent manner

Maintain central visibility for all due
diigence activities, including “know
your customer" key standards

e Assist with regulatory or policy
compliance by embedding controls

into client lifecycle workflows
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Core capabilities

Cases overview

servicenow.

Q Search a @ @

£000003

NOW Al Favorites  History  Workspaces (= Customer Condit... 7 | Q Search > (@)@ 2 @

Conditionon | Deposit Account [sn_bom_deposit... ~

Customer field | Account -

[wo[ox] ()

| | United States | | AND | Hﬂ 7|

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Provide expert service with curated
views of real-time information

Improve employee productivity with
0 role-based, real-time views of client

information through Customer Central

and Relationship Manager Workspace

e Initiate client account requests quickly
and easily from the workspace with

Dynamic Service Selector

e Securely integrate core systems with
out-of-the-boxRemote Tables

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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What's new from Manufacturing?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Description

Operational Technology Management
(OTM) Vulnerability Response

Stay ahead of OT vulnerabilities and risks with a holistic approach

*Monitor all systems and ecosystem of partners effectively to create asingle view of related OTasset
vulnerabilities.

*Assess, prioritize, and act quickly on OT vulnerabilities and their impacts based on calculatedrisk scoring.

*Notify the right person with the right action and prescriptive information based on a pre-configured alerts policy.

Operational Technology Management
(OTM) OT Service Management

Integrate OTinto production processes with digital workflows
*Accelerate incident resolution with built-in machine learning and contextual help to eliminate bottlenecks.

*Guide intelligent routing and collaboration to boost productivity, restore services, and enable efficient routine
maintenance.

*Take control of change management while minimizing disruptions, risks, and costs.

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 132




Demo

OT Vulnerability Response

(@ Home

Stay ahead of OT vulnerabilities

all Hello Victor, welcome to OT Manager workspace!

and risks with a holistic approach

Updates from the past 7 days

0 9 0 3

New OT assets discovered Inactive OT assets New OT vulnerable items New OT tasks

partners effectiv ely to create a single

0 Monitor all systems and ecosystem of
view of related OT asset v ulnerabilities

OT vulnerabilities overview

Total vulnerable items Risk rating Vulnerable items by state Assess, prioriTiZe, Ond OCT qUiCkly On
OT vulnerabilities and theirimpacts
. based on calculated risk scoring

OT assets overview Noftify the right person with the right
Unclassed Unassigned Unaddressed vulnerable items Unmapped OCTion Qnd prescripTiV e informOTion
0 s 247 4 1 s 340 . based on a pre-configured alerts policy
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https://vimeo.com/690637405/316245d927

OT Service Management

INC0010046

Priority Stats
5-Planning  Ne [ Help

Details Task SLAs Impacted OT Assets (1) Impacted Equipment Model ...

= OT Incident

Number
INC0010046

servicenow.

Child Incidents

Compose

a Comments.

Activity

Show more

8 Work notes (Private)

*Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

Demo

Integrate OT into production
processes with digital workflows

Accelerate incident resolution

0 with built-in machine learning
and contextualhelp to eliminate
bottlenecks

Guide inteligent routing and
collaborationto boost productivity,

restore services, and enable efficient
routine maintenance

Take control of change
management while minimizing

disruptions, risks, and costs
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What's new from Order Management for Telecom?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Details

Staggered Order
Decomposition

Drive flexibility and efficiency of complex order orchesiration
Automate a complex order’s fulfillment journey using milestone-based decomposition w orkflows that lev erage external
systemdata to make better decisions.

Quantity-based Order

Automate workflows for quantity -based order decomposition
Automate quantity-based orders containing multiple line items, significantly improving order accuracy and fulfillment while

SOEE XEELIE eliminating repetitive manual tasks for complex orders.
Capture complex order scenarios with a single user interface
Enhanced Order Capture Capture more complex order scenarios directly within the Order Capture Ul, including multi-site and multi-product ordering

with quantity support.

Enhancementsto Product
Order API

Increase flexibility to supportin-flight order changes
Extend the functionality of TMF622 APl with more out-of-the-box capabilities to support in-flight order updates and to
cancel anin-flight order.

servicenow. *Av dilable inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed.
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Enhanced Order Capture

now All Favorites History =~ CSM/FSM Configurable Workspace

= List ‘ Record X Record

Details

New Product Order

ccount
Funco Intl  Sally Thomas

(]

Create Order

Order Line Items (16) +
@ Denver
-WAN Service Package
SD-WAN Edge Device
-WAN Controller

lobile Plan

nd

-WAN Service Package
obile Plan

la

-WAN Service Package
obile Plan

Clara

-WAN Service Package

lobile Plan

Previous | ‘ Next ‘

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package.

(]

Select Products

Details Characteristics

i Order Line Item

Number

ORDL0O001037

Product Offering

Premium SD-WAN Offering

Ordered Quantity

Pricing
M
usD ($)o

Non Res

USD ($)o

( B CSM/FSM Configur... 77

Q Search

Configure Products

Location

Denver

/AN Edge Device

Total Price

UsD ($)o

Demo

Capture complex order scenarios
with a single user interface

Eiminate manual, repetitive tasks by
replicating a product’s configuration
for multiple locations

Enable agentsto cancel an order
before it gets submitted

Enhance productivity by providing
support for order quantity, approval,
and mandatory characteristics

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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Staggered order decomposition

= List ORD0001038 = +

Details ORDLO001144 POO0001016

Product Order for SD-WAN Edge Device ©

Details Order Tasks Ord ) Resource Orders (1) Praduct Order Character... (5)

Service Orders |1
Last refre

Drive flexibility and efficiency of
o - complex order orchestration

Improv e flexibility with staggered
orosooaze % ‘ - decomposition workflows powered

T by internal and external data
i} Product Order for SD-WAN Edge Device Assigntome || Close || Save

Details Order Tasks Service Orders (2) Resource Orders (1) Product Order Character... (5)

Service Orders |2

Number & Short description Priority Assigned to Task type R ed U Ce mO n U O | TOS'(S by U Sin g
AR— b predefined order milestones based
Service Order for SD-WAN Routing 3 - Moderate John Miller Service Order O n ei_l_ h er 'I'O S ks Or C h O rO C‘I‘eris'l‘ iCS
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Quantity-based order decomposition

= List ORD0001038  x +

Details ORDL0001144 PO0001016

ORDLOOO1144 < Automate workflows for quantity -

Details  Order Characteristics (10) ~ Order Line Item Contacts ~ Product Orders (1)  Order Tasks (4)

: based order decomposition
i Order Line Item %

Compose

& (i) ©

Order Type * Col nts & Work notes (Private)
ORDL0001144 Product

‘, aish . Eiminate repetitive tasks for orders
e B o= D) | en that contain two or more products,
regardless of configuration

Parent Line Item
ORDL0001142 Activity
Z System

Santa Clara ° Field changes » 2021-12

SD-WAN Gold Plan

State In Progress was Ackne ged

e " Automate tasks for breaking down
B 9 . 2 . .

e a single order line item into multiple
P — domain orders

State New was Draft
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Product Order APl enhancements

Scripted REST Resource
Patch Order

Request routing

APl definition  Product Order Open AP

Name | Patch Order Active

The route configuration specifies the 'HTTP methed' and ‘Relative path. These fields determine how HTTP clients access this resource.

The relative path identifies the sub-path to this resource relative to the base API path. The relative URI can contain path parameters such

Implement the resource

Access request details

HTTPmethod | PATCH

sting client specifies the id valu

Relative path

path fapifsn_ind_tmt_orm/productorder/

including URI path parameters, query paramet: -aders, and the request body using the:

‘Configure the response including setting the HTTP status code, response body, and any response headers using the:

More in

servicenow.

- =
Scripted REST Resource
Cancel Order

AP! definition  Cancel Product Order

Request routing
The route configuration specifies the 'HTTP method" and ‘Relative path’ These fields determine how HTTP clients access this resource.

The relative path identifies the sub-path to this resource relative to the base API path. The relative URI can contain path parameters such as /abc/[id]. The requesting client specifies the id value, available to the script at runtime via the: Re

% HTTPmethod = POST

path  /api/sn_ind_tmt_orm/cancelproductorder

Implement the resource
Access request details including URI path parameters, query parameters, headers, and the request body using the: R
Configure the response including setting the HTTP status code, response body, and any response headers using the: Resy

(function TAP o/ re oREST ponses/ response) {
var tsa0penAPIULiL = new sn_ind_tsm_core.TSHOpenAPIULiL() ;
Yoo (THFOrderAPIConstants. CONTENT_TYPE) ;

= new THFProductOrderCancelAPIVEiL();
e L.processRequest (request. body. data) ;
setStatus (apiResponse. status) ;

enAPIUL1L. responseBuilder(response, apiResponse.details);

sponse. setStatus(sn_ind_tsa_core. Constants. STATUS_CODES. ERROR);
iCoreuti nd_tsa_core.APICoreUtil();

var error apiCoreUtil.getError0bj (sn_ind_tsa_core. Constants. ERROR_CODES . INTERNAL

TAFOrderAPICons tants  MESSAGES. CANCEL_ERROR) ;

r detail

})(request, response);

Protection policy | --None -

W:-\ell

Application

Activ

ERROR,

Application Order Management for Telecommunications and |

able to the script at runtime via the:

Order Management for Telecommunications and

THFOrderAPICons tants MESSAGES . CANCEL_ERROR,

Update

Delete

able inthe ServiceNow Store. May require an additional fee or premium lev el package.

Increase flexibility to support
in-flight order changes

Enable agentsto supportin-flight
order updates

Enable agentsto limit updatesto
only impact specific order line items

Give agentsthe ability to cancel
in-flight orders

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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What's new from Telecom Service Management?

Reasons to upgrade to the San Diego release (At a glance)

Key Features

Details

New TM Forum Open APIs

Integrate more easily using out-of-the-box industry standard APIs

Easily manage the order lifecycle with new out-of-the-box TM Forum Open APIs that standardize how products get added
to a product catalog (TIMF620), how the service catalog gets populated (TMF633), and how product inventory information
getsretrieved and created (TMF637).

Streamlined Application
Publishing

Accelerate time to value when delivering new applications
Publish directly to an enterprise customerinstance either automatically or using pre-defined acceptancerules, eliminating
the need to go through the ServiceNow Store and the TPP cerfification process..

servicenow. *Av dilable inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed.

141
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New TM Forum Open APIs

Scripted REST Service
Product Catalog Open API

Default ACLs Open AP Product Catalog Advanced Editor
Update || Delete

Related Links
E 3

Integrate more easily by using out-
of-the-box, industry-standard APIs

e R IR Rapidly add productsandrelated
=l c technicalrequirements to the ServiceNow
s s Product Catalog by using the Product
Catalog Open API (TMF620)

Service Catalog elements with the

e Bettermanage the entire lifecycle of
Service Catalog Open API (TMF633)

customer has ordered with the Product
Inventory Open API (TMF637)

GET

S - o Create a cleaner view of what the

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium lev el package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 142



Streamlined application publishing

Accelerate time to value when
delivering new applications

Lifecycle Manage... Create New User Instance Restore . link_incident ConTenT _I_O On En‘l‘erprise CUSTOmer
via Service Bridge (formerly called
eBonding)

0 Sav e time by distributing catalog

link_incident isf a i My IP Information

the application acceptance process

Request an Expert

Use to request an expert

e Improv e efficiency by automating

need to certify new or updated
servicesviathe ServiceNow
Technology Partner Program

e Increase flexibility by removing the

servicenow. *Available inthe ServiceNow Store. May require an additional fee or premium level package. © 2022 ServiceNow, Inc. AllRights Reserv ed. 143
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Digitized workflows across teams

I Seamless experiences 1

Account Customer Care Operations Bring customer care and operations
together to delight customers

“531

Seamlessly connect customers to
technicalteams and ServiceNow
partnerswith integrated self-service
and Service Bridge

Monitor services, communicate
updates, andresolv eissues fast
with Al-poweredinteligence

and automated issue resolution

Boost agent and cross-team
productivity with dashboards,
end-to-end workflows, and process
optimization tools
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https://vimeo.com/690642019/532a702974

Industry data model

servicenow.

Make work flow seamlessly across
customer-facing and technical teams

Unify processes across organization
with the Industry Data Model

Improv e collaboration and time to
resolution with shared workflows
across feams
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Service Bridge

=3

E

Enterprise A

Technology
Provider

4

« Publish service catalogs
» Send proactive insights
» Real-time status & updates

System

O, ®

Number of connections Cost-to-serve
Network effect value

servicenow.

Connect buying, support and
service experiences in minutes

Improv e customer satisfaction
and resolution times with seamless
service experiences that eliminate
swiv el-chairing

Drive down cost to serv e with structured
servicerequests and automated
resolution workflows

Grow rev enues with customers and
partnerswho use ServiceNow with
faster ordering and onboarding
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https://vimeo.com/690642081/f0a84a96ae

Dynamic order processing

Decompose and
orchestrate order

Monitor
order status

Capture
order

Scalable data model
and orchesirated
order fulfillment

Initiate
biling

Publish to
channels

Initiate service
management

Create products/
services/offers

gt

Servicenow. *Availableinthe ServiceNow Store. May require an additional fee or premium lev el package.

Streamline order management
and scale

Accelerate time to market and

rev enue with efficient order process
design, order delivery, and supplier
onboarding

Improv e customer satisfaction with
flexible offer creation and greater
order visibility and automation

Simplify and automate operations
with dynamic order processing
across systems and teams
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Product Catalog and publishing with Service Bridge

Product: 12109 T
SD WAN PO Ckcge < Activate SD WAN Device

Product:
SD WAN Controller

o ((‘ ) Launch products and services fast

Product:
SD WAN Edge

Accelerate time to market with a
robust product catalog and data
model—and configurable, reusable

processes that require minimal testing
Service:

SD WAN Routing e

SD WAN Enterprise

REsEE o Generatferev enue fgs’r by publishing
Routing and Config productsor servicesin minutes to

a customer's ServiceNow Service
Catalog

Service:
Optimization Service

) Add attachments

Resource:
DeDup & Compression

4

Configure product, prices, !lerb“Sh \;'O Serwcfe Blrldge
and services into customer catalog
servicenow.
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Order visibility and proactive care

Drive customer success
and lifetime value

Keep customers informed with
statusupdates as order progresses,
including order completion

Confirm to customer order is completed Proactive service w orkflows Equip agents to betterserve

customers by updating CMDB
with deliv ered services

Support proactiv e service workflows
as soon as orders are fulfiled

Update CMDB with delivered services

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 152
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</]\> Get Ready to Upgrade



Upgrade to the Now Plaiform San Diego release

Reasons for staying current

AcCcCess new Get the latest e Stay in support
products and platform and

features from the security

San Diego release enhancements

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 154



Plan and schedule your upgrades

Getready to upgrade to the San Diego release

March 2020 September 2020 March 2021 September 2021
| | | |
Orlando Paris Quebec San Diego San Diego

e Early Availability
July 22

Get a head start
on your upgrades

Upgrade policy
ServiceNow customers who are on the N-1 support entitlement need to be on the two most current releases.

Legacy customers mov e to the N-1 support policy upon renewal. Prior to this, they can stay on the three
most current releases under the N-2 support entitlement.
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Who needs to upgrade to the San Diego release?

Customers who need to upgrade by March 2022
¢ « Paris release customers with N-2 entitlement
 Quebecrelease customers with N-1 entitlement

\/

Upgrqde |'o « Rome release customers with N-2 entitlement
San Diego release

Customers who need to upgrade by September 2022

» Quebecrelease customers with N-2 entitlement (by
March 2022)

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed.
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Reasons to stay current and upgrade

Now Platform San Diego release

Get the latest platform and
security enhancements

Access new products and features
@ from the San Diego release

(@ Keep your access to 24/7 support

servicenow.




Simplify upgrades and increase productivity

Game-changing capabilities from the Now Platform

JO N =

Instance Scan Upgrade Center Automated Test Framework
Get crifical instance Preview, manage, Reduce upgrade time

insights for smoother, and monitorupgrades by automating manuadl
worry-free upgrades with greater ease testing and remediation

Learn more about these capabilities in the

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 158


https://docs.servicenow.com/bundle/sandiego-release-notes/page/release-notes/concept/rn-learn-landing-page.html

Upgrade to the San Diego release today

Take advantage of these ServiceNow resourcesto help you stay current

[ /I
Simplify upgrades and Speed time to value Reduce risk and
increase productivity and grow your business protect your business
* Upgrade Center « Customer Success * Technical Support
« AutomatedTest Framework « Now Create Methodology o Uparade Assist
» Instance Scan » Release Notes
Pro tip

Develop an effective governance model and utilize these resources to simplify upgrades and stay current.
Visit www.servicenow.com/upgrades for more best practices and resources.

servicenow. © 2022 ServiceNow, Inc. AllRights Reserv ed. 159


https://docs.servicenow.com/bundle/rome-platform-administration/page/administer/upgrade-center/concept/uc-landing-page.html
https://docs.servicenow.com/bundle/rome-application-development/page/administer/auto-test-framework/concept/automated-test-framework.html
https://docs.servicenow.com/bundle/rome-servicenow-platform/page/administer/health-scan/reference/hs-landing-page.html
https://www.servicenow.com/success/instance-upgrades.html
https://nowlearning.service-now.com/nowcreate?id=sp_overview&sp_id=949e3c68db1b68103c55818a1396197e&_ga=2.117817801.1582749793.1631127963-537922322.1631127963
https://docs.servicenow.com/bundle/sandiego-release-notes/page/release-notes/family-release-notes.html
https://support.servicenow.com/kb?id=kb_article_view&sysparm_article=KB0786211

Upgrades and Patching community

Be sure to subscribel

Forum

Upgrades and Patching

ommunity! This forum is intended

Patching

Learn about the patching program,
naging your patches, FAQ, etc

nore

servicenow.

ted to Patching &

Schedule your upgrade today

Upgrade Easily

Download the Upgrade Kit and access
es to simplify your upgrade.

res

re

Now Create

Get step-by-step guidance to upgrade

Q| search Forum

Ask the Community
External Customers

For specific questions regarding your
instance patching or upgrade, please
submit via your Program Record. For
general questions, please post to the
Community.

Internal Instance Owners

For specific questions regarding your
instance patching, please email the
internal Patching & Upgrades alias.
For general questions, please post
to the Community.

Leaderboard
Upgral 1d Patching

Monthly  All-Time
yyoussef
10 Points

BhupeshG
10 Points

Sebastiaan de Vlaam
10 Points

Community forum dedicated
to supporting customers with
patches and upgrades

Ask questions, get tips, and
share knowledge

Plug into the latest community
eventsand virtualwebinars
hosted by upgrade experts

For more information, visit the

© 2022 ServiceNow, Inc. AllRights Reserv ed.
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https://community.servicenow.com/community?id=community_forum&sys_id=71291a2ddbd897c068c1fb651f9619c8

Key resources

1

Check out the

section on the
Customer Success
Center

2

Go to the

page fo get
the latest San
Diego release
notes

3

Schedule
upgrades
on the

4

Join the
conversation
on the

servicenow.
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https://www.servicenow.com/success/instance-upgrades.html
https://docs.servicenow.com/bundle/rome-release-notes/page/release-notes/family-release-notes.html
https://support.servicenow.com/now?id=ns_manage_instances
https://community.servicenow.com/community?id=community_forum&sys_id=71291a2ddbd897c068c1fb651f9619c8
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