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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, uncertaintfies, and other factors that
may cause actual results to differ materially from those expected or implied by the forward-looking
statements. Further information on these and other factors that could cause or contribute to such
differences include, but are not limited to, those discussed in the section 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 intended to outline our general product direction and should not be relied upon in
making a purchasing decision, is for informational purposes only, and shall not be incorporated into
any contract, and is not a commitment, promise, or legal obligation to deliver any material, code,
or functionality. The development, release, and timing of any features or functionality described

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

to update the forward-looking statements.
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We have entered The Age of (Gen) Al

42/8] Al is fransforming the world as we know it—
2/

creating a future we can only imagine today.

@ Al has the potential to fransform
every industry and society.

@ But what can (Gen) Al do today?

servicenow

Artificial Intelligence

learns from datq,
simulating human
knowledge to interpret
inputs, automate
decisions, and act to
solve problem:s.
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Current release
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All of our innovations and acquisitions
work seamlessly on the Now Platform

FriendlyOats

Virtual Agent Natfural Language Query

% pxcontinuum OParlo’ ATTIV/O
ML Platform NLU English Al-based Search
l | |
Intentional M&A 2017 2018 2019
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The intelligent platform for digital business

¢
Al Technologies

Conversational Intelligence

Search Intelligence

I ENG] R ©

Predictive/Task Intelligence

ol

Document Intelligence

g’g Analyfics Intelligence
g08  Operations Intelligence
servicenow.

Now Platform®

S

o
¥

A=

Customer Outcomes

Empower users to solve problems

Auto-resolution of incidents

Optimize workforce productivity

Avoid human errors

Fast time to value for customers

Increase process efficiency

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 8



+ Generative Al

+

Digital workflows
Seamless across
departments,
vendors, partners
and customers

Cloud platform
The foundation for
all workflows

One data model

One architecture

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

servicenow.

Now Platform®

® Customer o Employee Technology .:. Creator

k Workflows Y Workflows eeoe Workflows ® Workflows
@Ughtstep

Platform Foundation Configuration Intelligence

02O
v
me<O
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[J Omni-channel user experience £ Process mining

= Low code

Workflow and task management

Service catalog @ Analytics and insights

CMDB / Service Graph 53 Developer tools 63 Virtual agent, Natural language Al
Security/ Vault ¢ Pre-built extensions @), Machine [Yelqallgle]

Seamless upgrades E Process flow design 8 Robotic Process Automation
Industry data model 09 Integrations (.{: Generative Al )

Cross-Functional Ecosystem Connection

CRM ¢ Supply Chain e ERP e HCM o IT e Infrastructure o Dev Ops/SRE o Any System
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Generative Al is a gamechanger

Understand Synthesize Generate

context & intent information content

Input/prompt Summarize existing Response — generate
information new information

3 ServiceNow, Inc. All Rights Reserved. Coniidenﬁol. ‘
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¥ Understand

— Context & intent

Enhance service
with personalized
experiences

servicenow.

9:41

Done

(. p COFFEE CORNER
XD

Just now

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

| accidentally ordered my caramel frappé
from the wrong store. What do | do?

Sorry to hear about that. But no problem,
we can either transfer your order to the
correct store or issue you a refund.

Here's what we found:

Order no. ORD0001102

Name Store address
Uma Benyedder 3325 S Las Vegas Blvd

Transaction date Transaction amount
5/17/2023 9:15 a.m. $3.85

Ordered items

Transfer order

Request refund




o Knowledge
9 sy nth eSis servicennw All  Favorites  History Workspaces  Admin HR Agent V;orkspace Q Search - @ < & o @

® = Lists HRCO000733 % HRC0000765 x  HRCO000768

Details

=8 Payroll discrepancy - Timeclock Device Troubleshooting E;__] Docuss; || S || Susand ]| Conoat

details HR Tasks Emergency Contacts Cases Opened for User (1) Interactions Task SLAs Attached Knowledge More v
© i
. Summary: lssue:

o v e . . Your employee
The case was opened with a short description of Payroll discrepancy - Timeclock Device Tammie, . . .
Troubleshooting. The issue is that the Biometric Finger Print Clock is not working. Please charge CC-1222 - Facilities for Repairs
Let us know the tracking numbers. We want to reinstall MH Miranda Hammitt

Miranda Hammitt

Actions Taken: them,

The agent added a checklist item to the case, noting that it should be escalated to payroll.

The agent then created a checklist for the case. " 3
Miranda Hammitt

The agent then informed the user that a Pay - other request had been initiated, . &
o e I V e r The agent thanked the user for their assistance and informed them that the ticket would be St e o

closed if no response was received within three days. .

The agent informed the user that they would receive two emails - on Summary: |SSUe.

and another for customer satisfaction. * The case was opened with a short description of Payroll discrepancy - Timeclock Device

The agent informed the user that the case would be reopened if the

deemed it necessary. Troubleshooting. The issue is that the Biometric Finger Print Clock is not working.
aster support =
The agent informed the user that the case had been closed and that

el Actions Taken:

SN K The agent added a checklist item to the case, noting that it should be escalated to payroll.

Show less a The agent then created a checklist for the case.

The agent then informed the user that a Pay - other request had been initiated.

The agent thanked the user for their assistance and informed them that the ticket would be
closed if no response was received within three days.

The agent informed the user that they would receive two emails - one to evaluate the resolution
and another for customer satisfaction.

The agent informed the user that the case would be reopened if the system administrator
deemed it necessary.

i HR Payroll Case

Number State

HRC0000765 Work in Prog

Priority %

Miranda Hammitt a8 Q 2 - High

Resolution:
The agent informed the user that the case had been closed and that they would receive two
emails.

Powered by Now Assist
servicenow. Show less a



Language
2 Generation %
3

(.7, COFFEE CORNER H {'\_ Business Rule... ¥ @ & @ R 0

Content
generation and
super charge
productivity

servicenow.



Flexible Large Language Model support options

General purpose Domain specific

SERVICENOW DEVELOPED MODELS

@ Hugging Face

NVIDIA

OPEN LLM MODELS
Current @)OpenAI BB Microsoft

Coming soon &Y Google Cloud

ServiceNow’s
Generative Al
strategy

KEY ATTRIBUTES KEY ATTRIBUTES

Broad intent comprehension Large Language Model Relevancy

Responses to any topic Optimized for Customer Data

Multi Language support Anchored in Best Practices

Data sent outside of ServiceNow Data retained within ServiceNow

GEN Al BENEFITS FOR CUSTOMER

rﬁ'@ Acceleration @ Augmentation IN Automation

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



Usage of LLM in ServiceNow

S ——

SerVicenow Gen Al Hubs ServiceNow managed

3rd Party Infrastructure

@ as burst capacity

NVIDIA

—> Now Assist for [x] > Now LLM w

:‘/
y Sl A
| X
= " A
- Azure )

\ \ | &) OpenAl

39 party data centers

Azure OpenAl LLM ‘ ‘ @ OpenAl
Custom use cases
e.g. use of the > OpenAl LLM @ OpenAl
controller
:

Leg en d Owned & controlled by ServiceNow

Owned & controlled by Customer

17
LLM hosted by 3rd party & controlled by ServiceNow



The future of ServiceNow
and generative Al




Vancouver

Actionable answers

Better, faster answers and resolutions from trusted knowledge

- ~

Employee

Conversational search with
answers instead of links

Personalized & contextual
search results

Available through Global
search,

Portal, and/or Virtual Agent




Vancouver

Case summarization

Reduce manual work for agents, with overviews and recommended answers

( N
Easily summarize chat, case
or incident records

Quickly review with an “at-a-
glance” overview

Ensure resolution notes are filled
which helps solve future incidents

Keep data secure and on platform
using ServiceNow's native LLM

servicenow.




Vancouver

Chat summarization

Summarize interaction history!

@ Chrome File Edit View History Bookmarks Profiles Tab Window Help
v O Inbox | CSMFSM Configurabs x4 v

ee O Employea Center Homepage - % +
: ; , 7 & kBs0467341-nodel. thunder devsnc.com v W00

€ 5 C & KBs0467381-nodel.thunder devsnc.comjesc
° ServicCenow Al Favorites  History CSM/FSM Co... 1 a = 0 o @

servicenow

How can we help?

Easily summarize chat and

handover VA 1o live Agent @ o surven

ITSM - IPhone - Email

Recommended for you
Sure | can help with that. Please tell me
more about your issve

&) Avticle B Areicle
20 . 9 Thank you for using our support chat
What are phishing scams and Automatic Replies (Out Of

Short description generation

Hi, I'm your Virtual Agent. Let me know how |
can help you today

Popular topics What's your issue of request? Or take 3 Jook
atwhat | can heip with

Check your Inbox

Show me sverything Click a card in the Inbox to open a work item in this workspace

Chat wrap-up summary - e

Software

Phones and Accessories

Mobility

servicenow. ‘
 TEEESSSRRT 0 o0e oo oo o e s e e e r e e R



Vancouver

Agent assistance Panel

Summarize cases and create knowledge with a side-panel
assistant for agents

ServicCenow Al Favorites History  Workspaces Service Operations Workspace 17 Q. Search

<®> INCO000050 x | INC0000601 x|+

> Hello Beth!
" ' You are on-call until Monday, Sep 25 12:00 AM as Tertiary

Empower agents to self-serve
and get help on assigned
'I'O S ks Overview " Yourwork ~ |

Incidents assigned to you i Incident SLAs H Unassigned incidents

Decrease tfime o resolution
and wrap-up activities

View all

Incidents assigned toyou |5

Last refreshed on 2023-09-19 14.04.02

In Progress  INCOO00047 : : In Progress 1N 0050

Issue with email Can't access Exchange server - is it down?

2023-09-12 12:51:52

Upcoming
Today Tomorrow

& 1incident with breached SLA

Quick links

22

No quick links yet

_—
\ Add a link

Recently Viewed

Service Operations Workspace - INCO0006...
Service Operations Workspace - Home (17 ...
Service Operations Workspace - All (20 min...
Service Operations Workspace - INCO0000...

Service Operations Workspace (52 min ago)

Getting started

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




Vancouver

Generative Al controller

Embed GAIl in ServiceNow workflows minus
integration complexity. Achieve faster time to
value for GAI development.

Native low-code integration that
connects Azure OpenAl, OpenAl to the
Now Platform, enhancing customer
workflows.

Simplified API with out-of-box capabilities: ,_
Summarize, Generate Content, Generic o |
prompt, and more

Seamless design experience via Flow
Designer, Virtual Agent Designer,
and scripting in Now Platform

© 2023 ServiceNow, Inc. All Rights Reserved. Confidential. 27



Vancouver

Now Assist Admin Console et

Easily configure and deploy Now Assist solutions

ServiCenow Al Favorites  History  Workspaces  Admin i Now Assist Admin Q Search e = ® o @

Home Settings Guides

Configure generative Al input
signals, security, and experience
options

SerVicenow All  Favorites  History  Workspaces  Admin Now Assist Admin

Home Now Assist Admin Features Settings

Welcome back, Jean!

Rapidly deploy generative Al
solutions into existing workflows

Total no. of tasks completed Avg, unique users/day who used skills Average task completion t

4568 198 2.44

Gain visibility into Al usage, e —
performance, and impact

Task completion over time




Accenture Story and Examples

What Accenture started with as one of the first

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

29



Washington

Employee experience

« Conversational
search

« Answers instead
of links

 Personalized &
contextual

* “One box"
experience

servicenow.

Developer

HR +

T~

Workplace ~

@

Purchase and Expense ~

uest

Retail Stores

Crean

0 Starbucks Experionce

Legal ~ Org Chart

(& Event
Coffee Social

Let's get together and talk

Tackle tasks View all »

| Choose equipment for your new hire
Complete yearly compliance training
Due 04/21/23

Update your global travel policy

Due 3/18/23

Watch All-hands
03/14/23

Apple iPhone 12 Pro 128GE

Meet new iPhone 12

Check your items Viewall >



Washington

Agent experience

‘== Your shift goes until 5 p.m. today, Indra

- ¥ View your schedule
Woo Viewy 0

« Root cause
analysis

What's the latest

@VIP 1-Critical + INC 340462 INC9458552 INC0978433

C A U TO I I I O Te O g e nT MeetX is pixelated and laggy, keeps Having issues with MeetX Miro is slowing down my computer Miro frozen during voting
{ dropping meetings

- KB \
g e n e ro .I.io n How the numbers look Your work ¥

Incidents assigned to you Open P1 incidents by service Incident SLAs at risk Unassigned incidents

Customer is reporting aud/vid issues. ng and reinstalling miro, but the only when the voting

* Increased
productivity

What's assigned to you 17

Last refreshed 1m ago

servicenow.






