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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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Safe harbor notice for forward-looking statements

This presentation includes forward-looking statements based on current information and
assumptions, which may differ from actual results due to various risks and uncertainties. These
risks and uncertainties are discussed in the "Risk Factors” section of the most recent Annual
Report on Form 10-K and Quarterly Report on Form 10-Q.

The company does not guarantee achieving plans, intentions, or expectations disclosed in
forward-looking statements and advises against placing undue reliance on them.
Information about new products or features is for informational purposes only and is not a
commitment or legal obligation to deliver any material, code, or functionality.

The development, release, and timing of any features or functionality remain at the
company's sole discretion, and they do not intend to update forward-looking statements.

'+ Summarized by Now Assist Skill Kit
+ with NOW LLM
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servicenow.

Bringing the power of iwo leading
generative Al assistants info one

servicenow.

World’s leading
automation platform

m Microsoft

World's leading
productivity suite




Our partnership evolution -
servicenow.

%)

ServiceNow
& Microsoft
uplevel
strategic
partnership

02
&
BeO

ServiceNow
delivers
native
workflows

in Microsoft
Teams

3 Microsoft

{3

ServiceNow
and Microsoft
deliver new
security
infegrations
to promote
resiliency in
hybrid work

Microsoft
infroduces Viva
(Feb 2021)

A
AR

ServiceNow
announces
Employee
Center
integration
with
Microsoft
Teams

ChatGPT s (April 2023)
released

Microsoft launches (Nov 2022)

Windows 365

(Jul 2021)

hw;

ServiceNow on
Azure made

Australia’s available in Azure @)
DISER goes @ Marketplace
live on (USA only) .

i ServiceNow
ServiceNow .
Protected ﬁrr]\giceNow - \//A\vllonéstoms
Fslgg)o i Microsoft A Solutions

((£3) APAC ISV Partner of
g Partner of ServiceNow the Year

capabilities with

E G ServiceNow the Year announces GenAl

m%gljrggfed Azure OpenAl
oo Inspire 2022 integration
announces keynote
US IL-5
provisional
authorization
for US DOD
customers

Microsoft Teams
hits 300M monthly
active users
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Joint innovations with
Microsoft powering unique
experiences for customers

ServiceNow on Teams
MAU

2. 1M+ 15

servicenow.

ONMOIOMONONNO

Strategic partners since 2019

Fastest growing partnership, with thousands
of mutual customers

100+ deep platform level integrafions with
Microsoft cloud.

ServiceNow is top ISV partner for Microsoft
Teams and #1 partner for Active Directory

Ever expanding integration footprint

Microsoft is ServiceNow's 2024
Innovation Partner of the Year

© 2024 ServiceNow, Inc. All Rights Reserved.




Question to you - please raise your hand

* Who of you Is using Microsoft Teams in Businesse

* Who of you Is using ServiceNow In Microsoft Teams®e

* Who of you Is using Microsoft Copilote
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Microsoft as Customer of
servicenow.

nfcl:gap:i[;:s Backend platforms

servicennw
IT

Streamlining vendor assessment with ServiceNow
VRM at Microsoft

Intelligent
remediation

The third-party software license
management lifecycle

Custom integration

ernal tools

Ext )
- - Third-party
Micrasoft Digital
Microsoft Digital

data platforms

DEOOOOO

B

Modernizing Microsoft’s internal Help Desk experience with ServiceNow

. Rethinking software licensing at Microsoft with
servicenow. _
ServiceNow Software Asset Management



https://www.microsoft.com/insidetrack/blog/streamlining-vendor-assessment-with-servicenow-vrm-at-microsoft/
https://www.microsoft.com/insidetrack/blog/modernizing-the-support-experience-with-servicenow-and-microsoft/?SilentAuth=1&wa=wsignin1.0
https://www.microsoft.com/insidetrack/blog/rethinking-software-licensing-at-microsoft-with-servicenow-software-asset-management/

TRANSFORMATION, SIMPLIFIED

ServiceNow on Azure i

Global
. Local s_hc:red Load sir:ir::s Load Local ghc:red
(In EU DO-I-Ocen-I-erS) services balancer ‘ bc:lc:rlwcer services
R;gc:?enc?l i
Power digital transformation and
optimize cloud spend to achieve more. ServiceNow DC1
@ Digitize your business with automation to deliver great v
employee and customer experiences.
@ Get more out of your cloud infrastructure spend by HYPERSCALER HYPERSCALER
harnessing the power of the Now Platform on Microsoft Azure. REGION 1 REGION 2

——

ACTIVE CUSTOMER INSTANCE STANDBY CUSTOMER INSTANCE

Maximize business impact and deliver on your strategic App nodes (5] () patabase App noces [GB) [§ parabose
@ imperatives by leveraging an expansive ecosystem of
partners and developers. - SERVICENOW COMMERCIAL CLOUD NETWORK

Do you have a MACC (Microsoft Azure Consumption
Commitment) & and open Commitment to fulfill?

If yes, connect to your Account Team and evaluate this option.

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 9




m Microsoft servicenow.

Infroducing the
Now Assist &

Microsoft Copilot . &
Integration

Empower users to get answers and take
actions from their preferred interface

"ﬁ- Copilot chat About FAQ -

MNow Assist, what's the computer replacement policy?

Laptops / Computer replacement guidelines

KB0048340

v Smarter and more personalized solutions e =

v" Two generative Al assistants in one seamless,
intelligent experience

v Meet your users where they work

v" Maximize productivity with Now Assist’s ability + S ¥ 3
to understand the user's intent and * Now Assist + &, Copilot for M365

automatically drive actions in Microsoft Copilot

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 12




Prerequisites

« Xanadu instance

* Now Assist SKU and plugin (Creator not supported)

« Conversational integration with Microsoft Teams plugin
 Virtual Agent plugin

* Microsoft 365 + Copiloft license

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 13




High Level Installation Steps e,

1. Install the Conversational integration with Microsoft Teams "/‘@&@
integration store app (v8.0.0+)

2. Install self-configured bot by generating & uploading manifest file
3. Enable message extensions in Teams
4. Enable the ServiceNow self-configured bot in Copilof.

« See official documentation here: hitps://docs.servicenow.com/bundle/xanadu-conversational-
interfaces/page/administer/virtual-agent/concept/ms-copilot-na-va.html

« Soon, we will release the Teams store app that enables the Copilot integration out-of-box.

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 14



https://docs.servicenow.com/bundle/xanadu-conversational-interfaces/page/administer/virtual-agent/concept/ms-copilot-na-va.html
https://docs.servicenow.com/bundle/xanadu-conversational-interfaces/page/administer/virtual-agent/concept/ms-copilot-na-va.html

Here's how the Now Assist & Copilot integration helps you
reinvent how your people work, from where they work

++ Now Assist —+ (' Copilot for M365

( ) ( ) (

Get answers to Empower users Connect with Leverage

questions, fast o self serve support to solve ServiceNow
complex data to create
problems with Microsoft

365 apps

servicenow. © 2024 ServiceNow, Inc. All Rights Reserve d. 15




Get answers to questions, fast

+* Now Assist —+ % Copilot for M365

( )

Users can now search the
ServiceNow Knowledge Base
from where they work, whether it
is Copilot or Now Assist.

l.e., "“What is our company’s
meal-expense policye”

"
ok W

I\ Y .

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 16




Empower users to self-serve

+* Now Assist —+ Q-; Copilot for M365

( A
Take action on hundreds of )
enterprise tasks via the “ N e ————
ServiceNow Service Catalog ik X e
from Copilot or Now Assist.

I

ﬁ?g Now Assist Chat Files Employee Center About

Order Surface Laptop 5

l.e., "l want to request access e
to the pipeline dashboard.” ¢

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 17




Connect with support to solve
complex problems

+* Now Assist —+ Q-; Copilot for M365

Of course, let me get a live agent.

Agents & users can connect with —
one and other, leveraging the SN o | i

power of Now Assist and Copilot =i
to resolve cases quickly.

Dlewpd Al Favorites  History  Workspaces £ CSM Agent Workspace 7¢ Q Search e 0 0 0 @M
= Lists €S000001 X ® Carolina Pi... *

Active chat Details CS000005

B (i) &

Order delivery update

I n/a

3- Get support C Customer Information Customer Activity

Interaction

Thank you for contacting support.
When would you like your Surface
Laptop Studio 2 to be delivered?

l.e., "l need fo expedite my o i
request.” e

r o d% Now Assist

an
wailable tim.

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 18




Leverage ServiceNow data to create
with Microsoft 365 apps

+* Now Assist —+ % Copilot for M365

Now Assist d *

servicenow Al Favorites History i} Workforce Optimization 1 Q Search ® 2 O o § @ [ Create a PowerPoint presetation ]
s N o B > ITService Desk
N . g v servic e el iy
| nv O ke C O pl I OT V IO 1- h e N OW AS S | ST =N . Details Incidents (1794) ~ Group Members (3)  Additional Managers (1) Skills (23) presfdntatiolﬁkfotr ypu.IV:hgt
. . - . . . @ would you like to include?
chat interface to ufilize B peromance || p———
2 Average handling time Closed incidents Quality First call resolution Inaiglamis zmd 175 @2l fesallsiter

for all 3 people on the team

SerwceNoyv CCICRIO geperq’re 131.82 H... 131 N/A 5.02%
content with M365 applications. ! e R e 1 s the dat for I Sevie

Desk group (Alberta Viveros,
Anita Dudash, and Delia
Slocum) for the following
items:
o Handle time: 131.82 hours
o Closed incidents: 131
@ o First call resolution: 5.02%

i.e., "I'want fo create a PPT
presentation with my
dashboard data”

Name ~ ¥V Average handling time Closed incidents Quality First call resolution Average CSAT

IT Service Desk 4 131.82 Hrs 4131 5.02! N/A
4 135.23 Hr 42 /i 9.45 N/A
& 150. r / 2.05 N/A

109.98 Hrs 54 /) 6 N/A
Microsoft PowerPoint

Showing 1-3 of 3 15~  Rows per page

-

1 This use case is not available until 2025

@ [ Create a PowerPoint presentation ]

‘l Ask Now Assist to... ‘

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 19




Maximize the productivity & efficiency of your people
with the Now Assist & Copilot integration

4" Now Assist ij Copilot for M365
s N D
Get the help you need from MS Teams Improve productivity by launching M$S
Copilot with the power of Now Assist Copilot from the context of ServiceNow

KB | Catalogltems | Spokes | Workflows PowerPoint | Word | Excel

servicenow. © 2024 ServiceNow, Inc. All Rights Reserved. 20




+* Copilot integration with Now Assist

o,

Chat g ] Copilot chat About FAQ

Get the help you need from

Copilot

Welcome back. I've saved our la... Copilot 9:12 AM MS T C .I t Oth th
X A Welcome back. I've saved our last conver: ue that conversation any time. eq ms o p I o WI e

Ray Tanaka

- e 7 What can | help you with now? power Of N ow ASSiSt

Serena Ribeiro
You: Thanks, tha :
— Summarize (2) Ask ' BETA
Kayo Miwa 0 te Y ng Who is
| with the client on Thursd

L

You can al -ang this button %

August Bergman
Oh, | haven't che

Eric and Maja 311 PM Where is the laptop | ordered?

Eric: | asked the client to send th.

Da-eun Gim
©@ Sounds good

Van Arsdel
Sent a card

R e Here is the request you made last week for a replacement laptop. It looks like it has been
Interesting idea! processed and is being prepared for shipment. It has an estimated delivery of 3/12/24.

Marketing team sync

Aadi: | think Babak might know... . .
Preparing for shipment RIT45678%9192
Kian Lambert

You: Thanks! Have a nice d
e e Replacement laptop: Surface
Team Design Template 12:08 PM LElDtOD 5

up a brainstormin

' 12th Gen Int

Lydia’s B-day gift

the idea!

servicenow. KB | Catalog ltems | Spokes | Workflows © 2024 ServiceNow, Inc. All Rights Reserved. 21




CoPilot & Now Assist — What is Nexi?

 Live Agent Handover (Q4)
» Teams store app that enables the Copilot infegration out-of-box
» Copilot Security and Copilot GitHub infegrations (2025)

servicenow. © 2024 ServiceNow, Inc. All Rights Reserve d.
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servicenow.

Questions?

- | Patrick Spieler ’

; Adyv. Solution Consultant
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