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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 or implied by the forward-looking
statements. Further information on these and other factors that could cause or conftribute 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,
intentions, or expectations disclosed in our forward-looking statements, and you should not place
undue reliance on our forward-looking statements. The information on new products, features, or
functionality is 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 obligation, and do not intend,

to update the forward-looking statements.
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Join us at future webinars and 360 Exchanges

servicenow.

Live on ServiceNow
An Interactive

event series

Speed deployment, adoption,
and achieve value faster

44

servicenow.

Link will be shared
in today’s chat
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Housekeeping

L Thisis a virtual round table — we would like to have a great
conversation with you

@ Unmute yourself to ask a question or share an idea. You can
also use the Q&A button on the button on your screen.

Today's session will not be recorded to safeguard privacy
and keep conversations intimate

After the event, you will be prompted to fill out a short
survey. Thank you for your feedback!

<
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Thanks for joining us today!
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Today's Focused Topics

Plan your Journey for
HSRD

Key Considerations- Before
you start your HRSD
project

servicenow.

Onboarding Journey
Readiness

- Infroduction & Guiding
Principles

- Set-up Lifecycle
Event/Journey

- New hire Access to
ServiceNow Before Day1

Now Assist HRSD
Readiness

- Preparing for NowAssist in
HR Service Delivery
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Joining the breakout rooms

- Live on ServiceNow shares a new Zoom link in the chat. Please click on that link and join the
Loom.

- You are brought into a new meeting and will be asked to answer a poll with 3 options:
- 1 = Plan your Journey for HRSD
- 2-0Onboarding Journey Readiness
- 3 —Now Assist HRSD Readiness

- Select the option you prefer, and you will be brought into the corresponding breakout room

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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Your HRSD Journey

Prepare for success

Ashok Kanani

Principal Product Success Manager



Discussion points

Somethings to look at before starting an HRSD project

Plan your journey Define your services Security

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



Plan you journey

« Implementation Sequence
« Business priorities
« Big bang vs. phased rollout

« Employee experience

* Project team
— SME Training

e Platform Governance

~o
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HR Service Delivery - Recommended Implementation Sequence

RUN

@ Products are placed based

on when implementation
may start. Mature customers
continuously enhance their
initial implementations.

|/' Realize incremental value
with every product
deployed.

Ulﬂ Your maturity path is
unique. This guidance
helps maximize platform
potential to achieve
business outcomes.

@ Before you start

1. Understand HR Service Delivery

2. Determine the vision and desired

outcomes

3. Selectthe right products with

Solution Planner
4. Calculate business value

5. Build a Phased Program Plan

6. Establish Oraanzation Change
Management Plan

7. Complete the Readiness
Checklist
8. Support your journey with the

HRSD M

. HRSD Pro

. HRSD Enterprise

. Add-on product

Move to the next phase when:

Case

Management

Knowledge

Manage ment

HR Profiles

Dashboards
& Reports

Core Data

Agent
Workspace

ESM
Integrations
Framework

HCM

Integration

HR Security

FOUNDATION

Automate intake and
processing of email
requests and general
inquiries

Case

Management

Provide on-demand
information to help
agents efficientlyresolve
cases

Knowledge
Management

Confidential employee
data that can be
associated to HR cases

Document
Templates

Monitor operational status
and visualize business
outcomes with KPI reports

Employee
Relations

Manage essential data Anonymous
that supports case Report
processing, access, and Center
reporting

Agents can engage with Agent

employees and manage

: Workspace
casesin one place

Consistently build third-
party integrations using
common components

Employee
Center

Sync profile and jobs data,
preventing agents from
switching systems mid-
process

Manager Hub

Ens ure sensitive information Al Seerdh e
issecure, documents and

P HRSD
specific fields are
encrypted

Now Mobile
for HRSD

HCM
Advanced
Integration

Baseline functionality in place

and ready to scale

CRAWL

Standardize and automate
fuffilment of employee
requests and inquiries

Employees can search for
information, resulting in
case deflection

Automate document
generation, filing, signing,
and distribution

Reduce risk by
safeguarding sensitive
cases and investigations

Measure employee
experience feedback to
identify improvement
areas

Guide agents to the right
solution with interactive
workflows and automatic
search results

Increase self-service
fulfilment and employee
engagement with a
unified portal experience

Enable managers to drive
team success through
insights and
recommended actions

Employees can quickly find
what they need with
modern consumer-grade
search engine

Improve employee
satisfaction with flexibility to
intferact with HR on the go

Seamlessly sync tasks, view
fime off, pay slips, holiday
calendars, and tofal
rewardsin either system

Virtual Agent

Journey
Designer

Lifecycle
Events

Employee
Experience
Packs

Journey
Accelerator

Listening Posts

Leaming Posts

Employee
Document
Management

Now Assist for
HRSD

Content
Experiences &
Publishing

Performance

Analytics

Current processes and product
are being used as intended

WA

Simplify self-service and Advanced
resolution to issues, Work
reduction of cost to

Assignment
support

Design and aufomate
personalized joumeys for
employees and
managers

HRSD NLU
Model for
Virtual Agent

Streamline cross-
enterprise workflows for a
frictionless employee
experience

Universal
Request

Reduce time, effort,
and cost with pre-
configured content
and work flows

Universal Task

Alumni
Service
Center

Personalize employee
transition plans provide
structure and support

Gain actionable insights Process
from employee feedback Mining for
to improve experience HRSD

Speed resolution by Workforce

automatically assigning

Optimization
work to the right agents for HR

Increase efficiency and
security using digitzed
employee documents

Accelerate productivity,
increase self-service
capabilities, and provide
realtime guidance

Increase employee
engagement with
targeted news and
communications

Monitor perfformance and
visualize rends to guide
continual improve ment

Business is ready for cross-departmental,

Push work automatically Machine
to qualified agents based Leaming for
on avaiability, capacity, HRSD

and skills

Provide employees with a

natural, engaging Predictive
conversational Inteligence
experience

Issue Auto
Resolution for

unified service experience HR

Enable cross-department
collaboration for a more

Improve visibility of action
items and status during
the fulfillment process

Allow former employees to
stay connected and
engaged via a central hub

Understand the effectiveness
of your service delivery
processes and identify areas
for improvement

Manage and maintain the
productivity of your
workforce in a single
application

FLY

Reduced efforts using the
Automation Engine for
inteligent cloud actions

Arfificial intelligence using
machine leaming
decreases the time to
resolution

Save time, reduce costs, and
improve service by resolving
routine HR cases faster with
Al-powered automation

Data s avaiable for artificial intelligent

crossaudience avtomafipgys serviceNow, Inc. APRTEHISRASE RS SRR, 1
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https://www.servicenow.com/products/hr-service-delivery.html
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/checklist/transformation-vision-outcomes.pptx
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/checklist/transformation-vision-outcomes.pptx
https://www.servicenow.com/success/solution-planner.html
https://www.servicenow.com/success/solution-planner.html
https://www.servicenow.com/success/value-calculator.html?HR=Y
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/checklist/build-program-plan.pptx
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/checklist/hr-service-delivery-readiness.pptx
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/success/checklist/hr-service-delivery-readiness.pptx
https://www.servicenow.com/success/success-map/employee-service-delivery.html
https://www.servicenow.com/success/success-map/employee-service-delivery.html

Define your processes

« Which HR Services will you provided to you employees
» Are the services the same for all your employees

« Who can raise requests

servicenow.

U’ 'l
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HR security

- What data will be stored in ServiceNow
« How long will the data be retained

« Who will have access to the data

« What are audits requirements

« What regulatory requirements do you need to
follow

servicenow.
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Onboarding Journey- Readiness
Prepare for success

Swapnil Agrawal
Business Process Consultant



Discussion points

Below themes we would like to discuss with the group

Introduction &
Guiding Principles
Overview of Employee
Journey

Guiding Principles for
Onboarding Journey
Implementation

servicenow.

Set-up Lifecycle
Event/Journey
Considerations when

designing Journeys for
a Global Organization

New hire Access to
ServiceNow Before Day]1

Options for new hire to
log-in o your
ServiceNow instance
before Dayl

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



The employee journey is complex

Journey designer helps managers and employees navigate complex career moments that matter.

Employee
Remote Work from Travel
onboarding home
Return to Promotion Transfer New
workplace child

2 @ ©

Leave of Offboarding Alumni

. absence
servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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Guiding principles

Use what ServiceNow
brings and adjust the
business before adjusting
the platform.

Stick to the baseline.

AT

Change management
Don't ignore or avoid
difficult decisions. Escalate
when needed. Embrace
change.

Define road map for
Ehancing Onboarding
Experience start with an
Focus experience area (
Emp exp, manager exp or
improve productivity)

)

Security - Carefully
consider who needs
access to sensitive
information & specially
what New Hire can
access.

O h

servicenow.

Follow the 80/20 rule. What
decisions will
accommodate 80% of
your sifuations. Don't let
exceptions derail the entire
discussion and process.

3

Challenge current practice
and drive value by
eliminating pain points.

Set realistic definition for
MVP and align expectation
within Organization

S

Strive for standardization.
Focus on configuration, not
customization. Exceptions
should be approved.

\

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 18
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Defining a Lifecycle
Event
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Defining a Lifecycle Event
Defining activities

Each Lifecycle Event is all about the who, what
and when:

Who needs to do the activitye

 The employee, their manager, HR or IT
agentse

What needs to be done?

« Documents signed, a notification sent, a form
filled out?

When does it need to be done?¢

« X days from the case creation, or on a specific
datee¢

servicenow.

i
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Create Simplified Overveiw of List of activiies Per
activity Set

Below activities are for illustration purpose only.

~ NewHre T HROPS  Monager  wps  |INRCCHUISHEN Gobal Mobiity  Automated | Learning
Monthi Month2 Month3

---- e ----
Send Employment
contract

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 21
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Do you have a well defined
standardized Onboarding
Process?

i \
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Our customers commonly follow one of three models for
onboarding Lifecycle event Configuration for Global Rollouts

Three distinct models to reach successful implementation

Country Specific Region Specific 1 Global Lifecycle
event
Lifecycle event is configured specific to Lifecycle event is configured specific 1 Lifecycle event is configured
each country. Implemented mostly for the to each region. Implemented mostly globally. Global Processes are
companies where Processes are not for the companies where Processes aligned across departments.
mature(no global roadmap/service lines are moderately matured and Regional variation is less than 10-15%
available) and significant legall regions/department works closely with
requirements per country in addition to each other, region specific activities
every country have their own way of are configured in respective lifecycle
working, which cannot be adapted in first event activity set.
roll out.

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



Pros:

« Most of the country specific requirements
can be accommodated

+ Less change management efforts

» Country specific reporting on HR services &
Departments

Cons:

» Inconsistent employee experience per
country

» High Maintenance efforts

» Lesser chances of centralizing and defining
global process in future.

« Difficult to get global picture.

servicenow.

Pros:

Regional specific requirements can be
accommodated

Lesser change management effort compared to
Global L.E.

Better streamlined process that can be
potentially globalized in future with time and
change management

Better Regional overviews in reporting and drill
down of services per region

Cons:

Inconsistent employee experience per region

Moderate Maintenance efforts and significantly
less than Country specific

More efforts in defining reports globally ( 3 regions
data to be merged into 1 report)

Pros:
= Unified employee experience company wide

= | ess maintenance in ServiceNow

= Single Global Overview and drill downs to regions

& Countries

Cons

»= High change management efforts for future
enhancement and changes

= Higher implementation efforts for building reports

and drilldowns for regions, departments.

= Higher Testing efforts for the teams when new

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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Will you new hires interact
with process digitally ?

i \
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Ouvur customers commonly follow one of three approach for
allowing new hire to Access ServiceNow before day 1

Three distinct models which allows New hire access ServiceNow before they
become Employee

Local Account Temporary Customer’s SSO Corporate Okta

OQOTB: When the Onboarding case Customer creates identity of the user Customer creates identity in
is created, ServiceNow creates a in there IAM system and grants IAM system and grants access
user profile and HR profile in access to NH via temporary SSO to there Application landscape

ServiceNow for new hire. This user system ( for e.g. Prehire Okta) so that via Corporate SSO ( for e.g.

profile is referred as Local account, ~ NeW hire can access ServiceNow Corporate Okta). New hire is

securely with limited applications

ServiceNow with local account ?grigs;rgpyggggf@?eegTk')cillslglfv\ get corporate credentials via

credentials those are shared to R SSO system (corporate email
o team to new hire in this case.
new hire via SN address and password)

wherein NH can login into treated as employee as they

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 26



Pros:
« OOTB- No additional set-up required.

« 2-factor authentication can be added &
password policy can be set-up within
ServiceNow.

Cons:

« Access is limited to ServiceNow application
only —in case mulfiple application access is
needed for new hire before dayl it wont be
possible without separate local accounts for
each application

+ Different Login credentials as new hire and
employee

servicenow.

Pros:

» Single username and password for accessing

different applications as part of Temporary SSO

= More secured as customer is liable for

maintaining security for customer's application
accessibility

Cons:

Higher implementation & Maintenance effort

Identity deletion/deactivation should be done in
different systems

Different Login credentials as new hire and
employee

Pros:

» Unified experience as employee gets only 1
credentials irespective of what stage of
onboarding journey they are.

= Lesser implementation effort

Cons:

= Risk of exposing data and applications of the
organization to new hire who is not employee yet

= User Account deletion process needs to be
defined in case of no shows.

= Corporate account ID will consumed if new hire
decides to withdraw before day1

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 27
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NowAssist for HRSD

Readiness

Gagandeep Jutley
Senior Technical Consultant



Safe harbor notice for forward-looking statements

This presentation may contain “forward-looking” statements that are based on our beliefs and
assumptions and on information currently available to us only as of the date of this presentation.
Forward-looking statements involve known and unknown risks, uncertainties, and other factors that
may cause actual results to differ materially from those expected or implied by the forward-looking
statements. Further information on these and other factors that could cause or conftribute 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,
intentions, or expectations disclosed in our forward-looking statements, and you should not place
undue reliance on our forward-looking statements. The information on new products, features, or
functionality is 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 obligation, and do not intend,

to update the forward-looking statements.

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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In today’s discussion, we'll cover key areas to help you understand and leverage this
innovative technology in your organization:

 Infroduction to Generative Al and NowAssist: What is Generative Al, and how does
NowAssist use ite

* NowAssist in HR: Discuss how NowAssist can streamline and transform HR processes.

» Assessing Your Readiness: How to evaluate your organization’s preparedness for NowAssist

* Live Demo & Roadmap Overview: Get a hands-on look at NowAssist's capabilities and @
glimpse into its future.

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 31



« Objective:
To generate human-like responses and content, enhancing the user experience.

« How Does It Work?
Leverages advanced LLM models, similar to ChatGPT, to deliver intelligent, context-aware
interactions.

* Why It Matters for HRSD:
As a people-centric solution, HR Service Delivery can greatly benefit from this capability,
offering a powerful tool for employee engagement and support.

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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« NoWASsist are the ServiceNow specific generative Al capabilities
« Persona driven skills fo optimize experience and productivity

« Features and skills
« Case summarization (demo)
» Resolution notes generation
« Chat summarization
« KB generation (demo)
« Q&A in portal & VA search (demo)

servicenow.
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Who has already started their NowAssist journey?

 What factors influenced your decision to move forward with NowAssist?

 What should we consider when assessing our readiness for NowAssist?

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential.
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NowAssist readiness

Knowledge base structure
Security (e.g User Criteria)
Quality assurance

Continuous reviews, validation
and improvement

External sources (e.g Sharepoint)

v

+ Algovemance <
* Al skilled resources
+ Using Al Search in ServiceNow

P
<

« Adoptive Al culture within the
organization

+ Change management processes
to support Al adoption

«  Employee and stakeholder
engagement with Al tools

» Training and development for Al-
enhanced roles

Case Process Maturity

Up-to-Date Configurable
HR Agent Workspace

HR Agent Training

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 35



Demo

NowAssist skills for HRSD

servicenow. © 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 36
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Join us at future webinars and 360 Exchanges

servicenow.

Live on ServiceNow
An Interactive

event series

Speed deployment, adoption,
and achieve value faster

44

servicenow.

Link will be shared
in today’s chat
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Readlize value and further your goals with these
resources

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

Learn more on the

Upskill your team by using Learning Credits in Now
Learning to leverage on-demand courses, hands-

on labs and certifications

Training and
Certification Savizw e

)
< p Expert Services guides your implementation

with leading practices to accelerate time to
value while reducing risk

Expert Services Learn more on the

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



https://www.servicenow.com/community/impact/ct-p/impact
https://www.servicenow.com/content/dam/servicenow-assets/public/en-us/doc-type/other-document/technical-training-portfolio.pdf
https://www.servicenow.com/community/expert-services/ct-p/servicenow-expert-services
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