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ServiceNow	  Overview	  

•  NYSE:	  NOW	  

•  >2,000	  employees	  

•  Trailing	  12-‐Month	  Revenue	  $425M	  

•  2,060	  enterprise	  customers	  

–  20%	  Penetrated	  in	  Global	  2,000	  

•  Plaaorm	  designed	  to	  manage	  service	  rela;onships	  in	  
the	  enterprise	  

•  Cloud-‐hosted	  delivery;	  SaaS	  business	  model	  

•  Major	  sites	  in	  Silicon	  Valley,	  San	  Diego,	  Seafle,	  
Amsterdam,	  and	  London	  
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The	  Evolu<on	  Of	  IT/CIO	  
Challenges	  
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Common	  IT/CIO	  Challenges	  

1.   Increased	  business	  scru<ny	  
–  The	  need	  for	  IT	  cost	  transparency	  and	  business-‐value	  demonstra;on.	  

2.   Increased	  business	  and	  customer	  expecta<ons	  
–  Around	  IT	  agility,	  availability,	  “personal	  hardware,”	  and	  support	  and	  customer	  service.	  

3.   Increased	  business	  and	  IT	  complexity	  
–  Par;cularly	  cloud,	  mobility,	  and	  compliance.	  

The	  need	  to	  reduce	  costs	  AND	  improve	  service	  
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The	  Evolu<on	  Of	  IT/CIO	  Challenges	  (*	  =	  s<ll	  relevant)	  

Increased	  Business	  Scru<ny	  

1.  Do	  more	  with	  less	  >	  Deliver	  more	  with	  less*	  >	  Reduce	  costs	  AND	  improve	  service	  

2.  Reduce	  costs	  >	  Improve	  efficiency*	  >	  Demonstrate	  business	  value	  

3.  We	  need	  governance	  >	  We	  need	  befer	  governance*	  >	  Help,	  we	  need	  governance	  
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The	  Evolu<on	  Of	  IT/CIO	  Challenges	  (*	  =	  s<ll	  relevant)	  

Increased	  Business	  &	  IT	  Complexity	  

4.  Achieve	  IT	  to	  Business	  alignment	  >	  Understand	  more	  about	  the	  business*	  >	  Be	  part	  of	  business	  opera;ons	  

5.  Manage	  technology	  domains	  >	  Manage	  IT	  services*	  >	  Manage	  mul;-‐supplier	  sourcing	  scenarios	  (which	  includes	  
outsourcing,	  SaaS,	  and	  cloud)	  

6.  “Command	  and	  control”	  IT	  >	  Business	  func;on	  IT	  development	  >	  “Shadow	  IT”	  (unsanc;oned	  cloud	  adop;on)	  

7.  “Keep	  the	  lights	  on”	  >	  Innova;on*	  >	  Support	  growth	  and	  compe;;ve	  advantage	  (increase	  the	  20	  in	  the	  80:20	  spend	  
profile)	  

8.  Technology	  complexity	  and	  opportunity:	  Mainframe	  >	  Client	  server	  >	  Web,	  mobile,	  social,	  “Big	  Data,”	  cloud,	  and	  BYOD	  

9.  Build	  IT	  infrastructure	  >	  Maintain	  legacy	  infrastructure*	  >	  Source	  third-‐party	  infrastructure	  services	  

10.  Build	  applica;ons*	  >	  Applica;on	  ra;onaliza;on*	  >	  Build	  mobile	  apps	  

11.  Skill	  shortages	  >	  People	  shortages*	  >	  New	  skill	  shortages	  (to	  manage	  services)	  and	  embracing	  the	  rise	  of	  automa;on	  

12.  One	  song	  remains	  the	  same:	  Security	  >	  Security	  >	  Security	  
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The	  Evolu<on	  Of	  IT/CIO	  Challenges	  (*	  =	  s<ll	  relevant)	  

Increased	  Business	  &	  Customer	  Expecta<ons	  

13.  Customer	  sa;sfac;on	  >	  User	  experience	  >	  Service	  experience	  (Consumeriza;on)	  

14.  IT	  visionary	  >	  Infrastructure	  custodian	  >	  IT/CIO	  relevancy/irrelevancy	  

15.  Need	  for	  IT	  >	  Need	  for	  more	  IT*	  >	  Need	  for	  speed	  (agility)	  

16.  Support	  mul;-‐site	  opera;ons	  >	  Support	  global	  opera;ons	  >	  Support	  any;me,	  anyplace,	  anywhere	  
opera;ons	  (mobility)	  

17.  Knowledge	  reten;on	  >	  Knowledge	  management*	  >	  Knowledge	  exploita;on,	  community,	  and	  
collabora;on	  
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The	  Consumeriza<on	  of	  IT	  …	  
or	  is	  it	  the	  Consumeriza<on	  of	  
Service?	  
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The	  Consumeriza<on	  Of	  IT?	  

“Consumeriza-on	  is	  the	  growing	  
tendency	  for	  new	  informa-on	  
technology	  to	  emerge	  first	  in	  the	  
consumer	  market	  and	  then	  spread	  
into	  business	  and	  government	  
organiza-ons.”	  	  
Source:	  hfp://en.wikipedia.org/wiki/Consumeriza;on	  	  
	  

BYOD	  
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Did	  We	  Learn	  Anything	  From	  Mobility?	  The	  IT	  View:	  

• Security	  
• Device	  selec;on	  
• App	  development	  

• Cloud	  back-‐ends	  
• New	  people	  and	  technical	  skills	  to	  deal	  with	  the	  technology	  crea;on	  and	  
delivery	  

• …	  and	  Security	  (sic)	  
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Versus	  The	  Business	  View	  

•  But	  how	  many	  “IT	  people”	  are	  talking	  about	  the	  real	  mobile	  challenge	  and	  
opportunity	  –	  the	  fact	  that	  employees	  and	  customers	  want	  and	  need	  to	  access	  IT	  
and	  business	  services	  while	  they	  are	  on	  the	  move?	  	  

•  In	  par;cular:	  
–  That	  all	  of	  the	  IT	  people,	  infrastructure,	  third-‐party	  services,	  applica;ons,	  and	  devices	  combine	  into	  
a	  service	  that	  is	  ul<mately	  consumed	  by	  an	  employee,	  customer,	  supplier,	  or	  partner.	  

–  That	  all	  of	  these	  IT	  efforts	  only	  generate	  value	  once	  a	  service	  is	  consumed.	  
–  That	  the	  success	  of	  the	  corporate	  IT	  organiza<on	  needs	  to	  be	  measured	  not	  at	  the	  point	  of	  IT	  
crea<on	  but	  rather	  at	  the	  point	  of	  IT	  or	  business	  service	  consump<on.	  

•  And	  that,	  these	  days,	  a	  bad	  mobile	  app	  might	  be	  worse,	  from	  a	  customer	  experience	  
perspec;ve,	  than	  having	  no	  mobile	  app	  at	  all.	  
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We	  Need	  To	  Think	  Beyond	  BYOD	  

Image	  source:	  Dilbert.com	  

“The	  consumeriza;on	  of	  IT	  is	  
really	  about	  societal	  change”	  	  

	  
Source:	  The	  consumeriza;on	  of	  IT-‐	  The	  next-‐genera;on	  CIO,	  PwC,	  2011	  

It’s	  all	  about	  	  
Consumeriza<on	  of	  Service.	  

…	  The	  Consumeriza<on	  of	  
IT	  is	  so	  much	  more	  than	  

BYOD	  
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Consumeriza<on	  In	  Our	  Personal	  Lives	  
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Consumeriza<on:	  It’s	  What	  Our	  Customers	  Want	  At	  Work	  
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IT	  Services	  

The	  Consumeriza<on	  Of	  Service	  =	  Greater	  Expecta<ons	  Of	  Service	  

Ways	  of	  Working	   Service	  Experience	  

• Corporate	  hardware	  –	  PCs,	  
phones,	  tablets	  

• Corporate	  so\ware	  –	  tradi;onal	  
large	  enterprise	  applica;ons,	  line	  
of	  business	  applica;ons,	  mobile	  
apps	  

•  IT	  services	  –	  such	  as	  internet	  
connec;vity	  and	  storage	  –	  think	  
Box	  or	  Dropbox	  versus	  the	  shared	  
network	  drives	  of	  old	  

•  Improved	  efficiency	  and	  
effec<veness	  –	  that’s	  both	  within	  
IT	  and	  the	  consumers	  of	  IT	  services	  

•  Interac<on	  mechanisms	  –	  service	  
catalog,	  self-‐service,	  and	  self-‐help	  

• Messaging	  and	  collabora<on	  –	  the	  
impact	  of	  social	  

• Mobility	  –	  working	  any	  ;me,	  any	  
place,	  anywhere	  

• Service	  rela<onships	  including	  IT	  
support	  –	  responsiveness	  and	  
customer	  service	  

•  Innova<on	  –	  leveraging	  IT	  to	  
create	  business	  value	  or	  improving	  
business	  opera;ons	  

• Speed	  of	  change	  –	  the	  ability	  to	  
meet	  increasing	  business	  
expecta;ons	  with	  increased	  speed	  
of	  change	  
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Requester	   Provider	  

CONSUMERIZATION	  
DEMAND	  BENEFITS	  

Consumeriza<on	  Offers	  Benefits	  To	  Everyone	  	  

CONSUMERIZATION	  
SUPPLY	  BENEFITS	  

•  Improved productivity 
•  Anywhere, anytime access 
•  Modern B2C-like interface 
•  Built-in self-help and collaboration 

•  Request visibility and reporting 
•  Automatic routing and tracking 
•  Fewer non-standard requests 
•  Reduced Costs 

Improved	  customer/service	  experience	  :	  Improved	  percep<on	  of	  service	  provider	  
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Service	  experience	  and	  
service	  catalog	  
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Current	  Seang	  

Request	  /	  buy	  service	  	   Report	  Issue	   I	  want	  to	  know	  

	  

Supplier	  1	  
	  

Supplier	  2	  
	  

Supplier	  3	  
	  

Supplier	  4	  
	  

Supplier	  5	  

SLA	   SLA	   SLA	   SLA	   SLA	  

Inconsistent	  UI	  

Fragmented	  response	  
-‐  Mul;ple	  Desks	  
-‐  No	  consistency	  
-‐  Unpredictable	  

Swivel	  Chair	  
-‐  Many	  supplier	  desks	  
-‐  Different	  processes	  
-‐  No	  consistency	  

SLA	  Opacity	  
-‐  No	  end	  to	  end	  view	  
-‐  Different	  rules	  
-‐  No	  transferability	  

SILOS,	  NOT	  TOWERS	  

X	   X	   X	   X	  
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Consumeriza<on:	  An	  Increasingly	  Common	  Story	  

“We created a service catalog, promoted the new IT 
storefront to the business, and then other shared 

service business leaders asked how they can get their 
own services included in our storefront” 

	  

Consumeriza;on	  is	  a	  big	  driver	  for	  service	  catalog	  and	  befer	  
service	  delivery	  across	  the	  enterprise	  
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Service	  Catalog	  –	  The	  Front	  Door	  To	  Service	  

Requesters	   Providers	  

Employees	  

Contractors	  

Providers	  

Customers	  

Record	  
Keeping	  

Service	  Defini<on	  

Change	  

Request	  

Info	  

Help	  

Service	  Record	  

IT	  

Facili;es	  

HR	  

Legal	  

Finance	   Opera;ons	  

Workflow	  
?	  ✔	   v	  é	  

Defined	  Processes	  

Workflow	  
?	  ✔	   v	  é	  

Defined	  Processes	  

The	  Service	  Catalog	  is	  the	  front	  door	  to	  service:	  
	  	  
•  Service	  Requests	  to	  IT,	  HR,	  Legal,	  Facili;es	  
•  Change	  Requests	  
•  Incident	  or	  Case	  Management	  
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Extend	  Beyond	  IT	  
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The	  Consumeriza<on	  Of	  HR?	  It	  Exists,	  Google	  It!	  
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Proof	  Points	  from	  the	  real	  world	  
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Consider	  The	  En<re	  Process	  Needed	  To	  Onboard	  A	  New	  Employee.	  

This	  requires	  HR	  to	  orchestrate	  and	  manage	  a	  number	  of	  discrete	  services	  across	  a	  
number	  of	  business	  func;ons,	  including	  but	  not	  limited	  to:	  

•  HR:	  Collec;ng	  and	  verifying	  employee	  personal	  data,	  the	  signing	  of	  contracts	  and	  
other	  official	  forms,	  agreeing	  to	  a	  start	  date,	  providing	  HR	  policy	  informa;on,	  and	  
arranging	  induc;on	  training.	  

•  IT:	  Providing	  telephony	  and	  IT	  equipment,	  soyware,	  access	  to	  corporate	  IT	  services,	  
instruc;onal	  informa;on,	  and	  corporate	  usage	  policy	  informa;on.	  

•  Facili-es:	  Providing	  suitable	  working	  accommoda;on,	  a	  security	  pass,	  and	  maybe	  a	  
new	  network	  point	  in	  conjunc;on	  with	  IT.	  

•  Fleet:	  Arranging	  a	  company	  car	  and	  maybe	  working	  with	  the	  facili;es	  group	  to	  
arrange	  parking	  facili;es.	  
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Beyond	  IT	  –	  mee<ng	  service	  
expecta<ons	  across	  the	  
enterprise	  
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Requester	  
SERVICE	  CATALOG	  

SEARCH	  KNOWLEDGE	  

COLLABORATE	  

SEARCH	  KNOWLEDGE	  

COLLABORATE	  

SERVICE	  CATALOG	  
Provider	  

Execu<ves	  

SERVICE	  RECORD	  

>	  HELP	  

>	  ORDER	  

>	  CHANGE	  

>	  INFO	  

SERVICE-‐ORIENTED	  
WORKFLOW	  

ASSIGN	  &	  
TRACK	  WORK	  

UPDATE	  	  
SERVICE	  STATUS	  

Service	  Rela<onship	  Management	  

APPROVALS	  &	  
NOTIFICATIONS	  

KPI	  
DASHBOARDS	  

BUSINESS	  
DASHBOARDS	  

REPORTING	  
&	  ANALYTICS	  
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Service Relationship Management 
Improving	  Service	  Experience	  Across	  The	  Enterprise	  

Information Technology 

Operations 

Procurement 
Legal 

Finance 

Facilities 

Marketing 
Sales Services 

Service Providers Human Resources 



©	  2014	  ServiceNow	  All	  Rights	  Reserved	   29	  Confiden;al	  

Summary	  And	  Key	  Takeaways	  

1.  Consumeriza;on	  is	  shaping	  the	  future	  of	  corporate	  IT	  
Ø  But	  consumeriza;on	  is	  so	  much	  more	  than	  a	  BYOD	  policy	  for	  IT	  

2.  Service	  catalog	  has	  a	  key	  role	  to	  play	  
Ø  But	  the	  back	  end	  is	  also	  key	  to	  improved	  service	  delivery	  

3.  Think	  beyond	  IT,	  think	  enterprise	  service	  management	  
Ø  Remember	  that	  it’s	  about	  the	  need	  for	  befer	  service	  experience	  
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April 27 – May 1, 2014 � Moscone Convention Center, San Francisco, CA 

Register Now 

“This conference is so much larger  
than what I expected…  I am amazed  
at the different levels of people here  
all learning together.” 
Larry Trenga; VP, IT 
Education Management Corporation  

“It gives me a chance to have some hands-on time 
with the tool, network with peers, and see where 
ServiceNow and the IT industry are going.” 
Max Vorhies; Senior Manager, IT  
Associated Wholesale Grocers  

 “There's no better place to learn more about the 
platform, gain access to more customers, or to be a 
part of the ServiceNow community than the 
Knowledge event.” 
Jason Wojahn; President - ServiceNow BU  
Cloud Sherpas 

 

knowledge.servicenow.com 

CIO, industry and user 
 group networking 

Industry defining keynotes 
delivered by elite IT leaders 

See the latest advances from ServiceNow  
and 100+ sponsors and exhibitors at ExpoNow 

Transformation guidance from ServiceNow 
professional services 
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Thank	  you	  


