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Agenda

« Virtual Agent

- Agent Intelligence

« Agent Workspace

* Major Incident Management Workspace
« Structured Problem Analysis

« CAB Workbench

Ingredients: 99% live demos, 1% slides. May contain fraces of humor.

NOW.



Your Transformation Agenda

VP Initiatives

‘I New levels of employee Enoble intuitive self-
satisfaction Service
. o . Intelligently automate
2 High IT productivity incident resolution

3 Greater service Ensure high service
performance availability

Immediate resolution
on common questions

Improve velocity of
work

New insights info
performance




Your trusted,
strategic pariner

Leader in Gartner Magic Quadrant for ITSM
5 years in a row
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Leader in Forrester Enterprise Service Management
Inaugural Forrester Wave

now.

Ovur Customers

30

businesses switch from legacy
to ServiceNow each month

98%

renewal rate
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User Experience

Service Intelligence

Service Experience N oW P I q'lform
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A great digital transformation
begins with great IT experiences



INCIDENT
MANAGEMENT

Streamline service
restorafion with automated
routing, built-in
collaboration, and shared

goals

CHANGE
MANAGEMENT

Reduce change-related
risks and costs while
accelerating the release of
business services

Request Management
Give end users a modern, consumer-like

experience through a single service portal




Your Transformation Agenda

VP Initiatives

:

New levels of employee
satisfaction

Enable intuitive self-
service

Immediate resolution
on common questions




Intuitive self-service

Transform self-service with a personalized, consumer-friendly

experience

now

How can we help?

'''''

ServiceNow Service Portal

Ovuticomes

Simplifies user experience with a
single interface for IT

Enables consumer friendly user
experience with contextual help and
single click access to common
actions

Personalized to employee profile

85%

issues handled via self-service




now

Alright, how olie can | help? Here's
what | can dec

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

Outcomes

24x7 automated support for common

requests

Meet increasing demand without
adding staff

Empowers IT staff to focus on more
meaningful work

50%

requests deflected



Your Transformation Agenda

. . . Intelligently automate Improve velocity of
2 High IT productivity incident resolution work




Outcomes

@

n Ow Portals Krowledpe Service Catalog My Requests (1) Approvals O System Status Wish List »Cant Tours Live Chat ‘ Joe Employee

CanWeMelpYou? >  Create an Incident Q

Home > ServiceCatalog >

Automates incident categorization
and assignment

Create an Incident

Create an Incident record to report and request assistance with an issue you are having

=1 Add 1o Wish List

ey
t 3

Eliminates bottlenecks created by
manual incident triaging

2 - Medium

Personalized, adaptive to each
customer

Please describe your issue below

@ Add attachments

12%

service desk time saved each

month



Improve velocity of work

Schedule, plan and manage CAB meetings within ServiceNow

Ovuticomes

o Accelerate the pace of change

Current Agenda ftem tnamening [l 0160000044 - Increase db_block_buffers from 5000 to 500 -n

Reduce time spent on approvals

Manage CABs from one place

oooooooooooooooooooooooooooooo

............................

76%

ServiceNow CAB Workbench Improvement in fime to raise

change




Your Transformation Agenda

Greater service Ensure high service New insights into
performqnce OVOI|ObI|ITy performgnce
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Ovutcomes

Mayor InCioent .
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Inbound email outage © il

Crosted 201808 10 15 3824 « Assigred 1o System Administrator « Prionty: | - Critical « Category: Software

1n Progress /

Solves incidents quickly with
purpose-built workbench

Corterence

Enables real-time collaboration
with stakeholders

Latest Activity Communication Tasks

Activitirs: $

Shart description

Initial Techmical Co

mmunication

Initial Stakeholder Communication

Initisl End User Commuanicatio

Automatically documents processes
with post-incident review

Technical Status Update

Stakeholder Status Update

Groups Active | On Call Groups

1 Groups, 2 members involved

Name

Major Incident Management

607

reduction in time to solve
customer major incidents



n Ow System of Action

Incident KPis Ther analysis ncident operations Data Quality Incident pivot table Incident staffing  Avtomation candidates Self service adoption Incident Map

Ag a2«

Groups Tier 1

11 .

V1(09%

@ First call resolution ® Not updated 54 ® Not updated 30d

75.0v T1.7v

reasdowrs

Mg | et wed sor e ~m comm 8

Outcomes

Visuadlize data trends and forecasts

Quickly identify opportunities for
improvement

Align initiatives with business goals

70%

reduction in incident and request
backlog



Transforming IT
success stories




Enabling Better Experiences with ServiceNow

Success in Action

RBS had 14,000 users on 13 different ITSM tools.
They spent too much time on administrative
66 change management.

"“We needed a single
infegrated toolset to automate Success with ServiceNow
the delivery and conftrol of

Incident, problem, change, and
configuration management.” 46,000 76% 10

Man hours saved Improvement in Legacy systems
per month time to raise decommissioned

change
Pete Coleman

Head of Service Delivery







London Release

Intelligence Better
for Everyday Work Experiences




Need service? Select a location and reason for visit Delow to join a walk-up queve,

San Diego Tech Lounge Change location

Join the queue About this location

What s your reasen for visiting?

~Select a reason for your vise--

* Check-ins will end 30 minutes before closing time.

now



now

Portals  Knowledge  ServiceCatslog  MyRequests )  Approvals)  SystemStatus  Wish Ust

nome to the walk-up check-in

Need service? Select a location and reason for visit below to join a walk-up gueve
San Diego Tech Lounge  Change location

Join the queue

What s your reason for visiting?

~Sedect & reason for your vish-

This weeks hours of operation:

#:00am to 6:00pm (POT)
#:008m to 6:00pm (POT)
#:008m to &:00pm (POT)
8:00am to 6:00pm (POT)
#:00m to 6:00pm (POT)
Closed

Closed

* Check-ins will end 30 minutes before Closing time.

W Cant




Walk Up Experience
Raise IT user satisfaction to new

ot N
>anCes0 Save employees time with remote
sign in and live updates

service

Welcome to San Diego Tech Lounge! Help technicians focus on delivering

great service
Now serving Technician Up next (5 visitors in queve) Time arrived

Abel Tuter Michael F. ) 1. Alyssa Biasotti
2. Aileen Mottern

3. Emily Jason
4. Aaron Brooks
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incidents Dwe 10 Walk-ups by Location within Last Year Requests Due to Walk-ups by Location within Last Year

@ San Dege Yook Lownge = Sants Clars Yok Lownge @ SanDege Yech Lounge <+ Savis Clars Yech Lounge

Walk-up Reasons by Locations within Last Year Walk-ups by Day of the Week Walk-ups by Mour
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Virtual Agent

Autom

e = - — = — = =




Virtual Agent

24x7 automated support for common
requests




Virtual Agent

Autom ssaesiimng agent
interac U [ D 24x7 automated support for common

requests

Meet increasing demand without
adding staff




Virtual Agent

Autom ZasSasimmime o5ent

24x7 automated support for common
requests

Meet increasing demand without
adding staff

Empowers IT staff to focus on more
meaningful work
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Prioritized List Using Spotiight
Number Short description OM Coordinator Priceity Suate Benefes Effort estimate Due date Score ¥

2018-20-

Al Tuter . High Large » i
14:51:47

~ 101 Change Management: Having multiple authorization channels have caused
W issues with some users because of uncoordinated changes

201809-
”
01:00:00

Major kacident Management: Ensure all valid major Incidents related
Problems are documented in the known error database.

201809-
08
152348

CIM: Decrease in the number of completed intiatives that have not achieved
their objective

Traiing Issue: Service Desk staff would benefit from additional training on
MR on-boarding application

e

201811
2

now



N Short dewcrgtion

Crange Management: Having Mullle 2UTNONZITON ChaNNeis have Caused
S with SO LSS DaCiuse of LACOCrSARted Changes

Major InCSent Managerent: Entore all Wi macr InCidents related Prodiees
are documented i the nown erTor database.

O Decrease in the number of completed mtatives that have not acheved
thew obyectve

Training Hsce Service Desh 22 wouid Demefit from 20ST0na! traming on HR
o BorSng sppicaton

Customer experience: CSAT scores are low from Lt 2 Quarters. improve it by
0%

results in knowiedge management SaiaCTon survey of service

now



Overview  Planning

Under implementation

Event Masagement: The number of alerts from ABC ...
O Camplene

tasgred o
At Tutwr

CIM: Decrease in the number of completed initiatives...
0% Complens

Short descrigtion

Servey Results: Customers are unhappy about the sl ..
0% Complenn

Lo resigredn
A wancal

0% Camplene

Agrec v Pricrity: 4 - Low
At Tutar Oue 0 & months

Tranng ssue Service Desh stafl would Derefit from 2AStonal trisseng on FR 05 Doardieg apolcaton

Costomer experence CSAT scones are 'ow Yom sz ] quartens. mprowe t Dy 10%

Reduce % unscccensful changes by S0%

“Incitent: Reduce the InGdent backiog by 15% betare Q2

now

Improve average time to resolve an incident by 25%.
0 Complees

Asngred
Adeta Coraarmz

1-10 of 10 Reens shown

14 of 4 iterms shown Showing 30 ser page




roCesses

Overview Planning

Under Implementation

Adoption: Improve adoption of n... | Owedue
0% Compiete

Assigned to Priorty: 1 - Crivical
Adela Cervamss Due 19 days age

CIM: Decrease in the number of completed
S0 Compuete

Event Management: The number of alerts fr...
0% Complete

Assigned 1o Priodty 3 Mederate
Abel Tuner Due in 4 months

Knowledge Improvement: Knowledge datad...
0% Complete

‘:, System Administrator ~ 4

View Benchmarks [ + Create imgrovement = View Standard List

Survey Results: Customers are unhappy abo...
0% Complete

4 Asugred 10
Ao Mascall

Pricey 4 - Low
Due in 4 manths

New App: Improve Continuous feedback by i...
25% Complete

Sonby:  Rank

Release Management: A number ... | Complete |
100% Compiete

Assgred to
Abel Tuter

Improve average time to resolve an incident ...
S0% Complete

Priority: 2 - High
Due in 4 menths

& Assigned to
Alejandro Mascal

Priceity. 2 - Hgh Assigned to
Due in 4 moners Abel Tuer

Prioity: 4 - Low
Due in ¢ months

s Asvgred 10 2y 4 - Low Assgred 1o
Awjardro Mavcall Due in 4 months Adels Corvartay

Priceity: 4 - Low
Due in 4 menths

Improvement of Cost Saving peri... | onwold |

Enhanced business and stakehol... | Owsue |
0% Complete 0% Complete

) Assigned to
Adela Cenvaresy

Priority. 4 - Low Assigned %o
Oue in 2 morera Anel Tuner

Priocity: 4 - Low
Due 15 days ago

1-10 of 10 items shown

Under Review
Number Short description Target review date
CIM0000102 Training Issue: Service Desk staff would benefit from additional training on HR o in 4 months

CIMO000L 39 Customer experience: CSAT scores are low from last 2 quarters. imgrove it by 10% in 7 months

CIMO0001 43 Reduce % wrauccesstul changes by S0% in 3 months

now



Key Takeaways

Trusted Market Leader, Single Platform To Automate  Innovation Is Native, We
Analyst Accolades, Industry- All Services Across The Continue To Add New
Leading CSAT and NPS Enterprise Features To The Product
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Thank you




