Digital Services for the Evolving
Workplace

Deliver employees the best digital
experience from anywhere
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Accelerate business
fransformation

92%

of executives believe COVID-19
has forced their company to
rethink how work gets done.

Reinvent new
ways to work

Improve employee
productivity

Manage a safe and
efficient workpla
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Everyday moments impact the flow of work

To improve operational efficiency you need to transform your digital employee experience

Procurement

b ( Pay issue )
NG Legal
( Relocation ) Contract review

( Request time off)
Resolve benefits
New Hire >
( Onboarding ) (coverqge lSSUGS)

Inquire about a Employee Need to purchase
( Need to reset ) ( payroll issue > something NDA update
my password
Get a .
Need a new ( employment > ( Nzevc(le:‘%f;?d ) Naming and
laptop verification letter trademark request
( Can’t connect ) ( Reserve a Book trqnsportqho9 Privacy impact
to VPN workspace to workplace assessment
P Workplace P
~ < Scrr‘ufafdule n‘:y > Services < Request home )
shift arriva office equipment
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ServiceNow Employee Workflows

Drive employee productivity by delivering the right experiences for your hybrid workforce

o0

Now Platform®

Simple, easy, mobile-
first experiences

Cross-departmental,
frictionless workflows

IT Service

Management hldlng complexity
HR Service Workplace . .
Delivery L SGrvifes Agents delivering
timely, consistent,
Workplace and consumer-
Service Delivery like service

Legal Service

YATAYAYS
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Employee Delivery Procurement
Manage a safe
Safe Workplace return to workplace
suite for employees
N
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Making the World of Work working better for the people

With the Employee Experience Platform and HR Service Delivery
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White Senior Line Candidates  Alumni
Collars Leaders Managers

Employee Experience Platform

Phone Chat Virtual
Agent Email Portal

Document ﬁ
m . Mochlne ; Transition
Knowledge

Learning & Al Program
Business Partners Talent Specialists Comp, Ben, Rewards HR Ops
Aok Aok Aol Aok
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Case & Knowledge Management
Employee Service Center

Virtual Agent

Enterprise Onboarding & Transitions
Employee Document Management

Performance Analytics



Create connected and engaging experiences
for your hybrid workforce

« Find answers
 Make requests
« Get help from anywhere
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Workflow Experiences

Service agents transact
in the right systems

Talent Payroll
Management
gornerstone
’]:ams Jobvite m
edcast

Emloyee
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Now Platform®

Employees are guided
to the right systems

Core HR Collaboration
Tools
SAP SuccessFactors S
' Microsoft Teams
workday. 5 slack
ORACLE (Workplace
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Intelligence Integration
Integrations sync data
between systems
Workforce Benefits
Management
£4 KRONOS
Ultimate

SOFTWARE
Boole Frct

CERIDIAN

INVESTMENTS



Deliver a unified employee

service experience from anywhere

servicenow. s« a Todos @ Requests €Y ~

Knowledge Catalog  Forums v

Covid-19 Resources

Updated Health and Safety Information to support our employees worldwide.

Laarn Mara
Q NOW SUPPORT

@ rovcenihelpyon

typy request below, or use the
0 b n to mh ng that | ca hlpwnh.
update phone
1 want to be sure | got this right. What

item below best describes what you

. want to do?
Employee Assistance Leading From Home Video Ci
Update Phone Number ]
Locate theraplst.s anfi other su?port resources Training and tools to effectively manage Get ready for better Update Emergency Contact
offering virtual sessions. employees when working virtually tricks to make virt/

° | want something else
Program Details Manager Tools n

Upcoming Events

Zoom Training Webinar
Apr20-Aug31
Add to calendar

Office 365 Upgrade

Employee Service Center

*Source: Sanford Health case study
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We miss you! Covid-19

See All

Acknowledge Teams
Training Completion

See All
® Ready

Return To Workplace Readiness case
for Craig Parks
RG#¥  3days ago

Now Mobile

Provide your hybrid
workforce access to HR, IT,
and Workplace services
from home, at work, or on
the road

Improve employee
productivity with intelligent
workflows for complex
moments like Working from
Home to Re-boarding
furloughed employees

Meet employees where
they are with mobile, chat,
and virtual agent self-
service experiences

907

Of employee
requests deflected*




Meet your employees where they are

Hello, Kerry ®) @

Q) Search for services, articles, or people & n

* e« O
Ahal’®

Diversity, inclusion and belonging

)

We are creating energy, optimism, and space to

belong-for everyone,

a help calenda
My approvals See all
+ Laptop Request REQD40082
New 15" MacBook Pro . TH
Submit 05-Aug-2020 e
;& Requested for Sarah Reed &
Q@
=N

Native Now Mobile app

ﬂ *Source: Suncor
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Connect and communicate with employees in

@orkplace from FACEBOOK

Reach your employees
from anywhere with omni-
channel experiences

Take action and complete
tasks from the apps that
employees are already
using

Enhance collaboration
and promote feedback
across open channels and
teams

85+

Net Promoter Score for
HR Services*




Resolve employee requests faster
with intelligent agent experiences

servicenow. s« a

Knowledge Catalog Forums v

Home » AllCatalogs » HumanResourcesCatalog » EmployeeRelations » Report Misconduct

Report Misconduct

Report misconduct o inappropriate behavior to HR. For immediate help or safety concerns, call 911

nnnnnnnnnn

Hello, Roger!

gl Here's a snapshot of what's important
@ Overview
HRCo0o00 HRcooant2s 7
Openedwns  Openeduin
Enrolln or Modify your Vision Plan

eeeeeeeeeeeeeeeeeeeeeeeeeee

)))))) sou wspdsed ity
Misconduct can include inappropriate remarks, touching, and other harassment. If you suspect misconduct, | 3-Moderste vty Tmon Wk dlew ke Themam
the situation in detail. All of the information you give will be confidential.

High priority cases

1

Per our policy, we will review the situation and take the next appropriate steps, including a possible investiga|

* Please describe the situation in detail

Please list the employees who wereinvolved . | Allcases
Rexdy
Actions User
S x Brant Darel

Employee Cases

Reassign
Assign

Edit

Cancel

Agent Workspace

*Source: Forrester TEl of HR Service Delivery
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HR Mobile Agent App

Accelerate case resolution
using ML-based
recommendations for agents

Support sensitive and
complex Employee cases
related workplace safety to
returning to the workplace

Improve HR efficiency with
pre-configured Playbook
Experiences for employee
moments like onboarding
and more

10,000+

hours saved annually by
HR assisting employees*
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Reinvent new ways to work across

the enterprise

ServiCenow. oigtal workfiows

= Manage Lifecycle Event ; .
Bl < = returntoWorkplace - Demo & | ooo Previous Swi

Lifarvelo Fuant_ Activity Sat
@ Activity Clean and Sanitize Workstation has been updated

Pre Return / X 2Days Before Return / X ReturnDate 7 X OneWee
Trigger: Immediate Trigger: Immediate Trigger: Return to Workplace Date Trigger: 7+Di
Display order: 100 Display order: 200 Display order: 300 Display order
Return to Workplace notifica... Collect Work from Home assets Post Rel
Retur to Workplace notification Catalog Item Take Survi
Collect assets provisioned
Select Shift Days Work Sch...
Take Survey
Assign Office Workspace Schedule Time with IT Desk - ...
Catalog Item URL
ign Offi
Workplace Guidance
Read Important Workplace guidance policy
m COVID-19 Workspace Guidance m
2 Activities
Clean and Sanitize Workstation
7k Ord
Clean and Sanitize Employee Work Stations
Review Return to Office Ma...
Mark When Complete
=+ Add Activity =+ Add Activity —+ Add Activity ~+ Add Ac

Lifecycle Event Builder

*Source: LCBO case study

4 ]
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New hire activities See all

® In progress HRBB70091 ®in|
Jessica Ross
g Hiring Manager to-dos s
e Jun 4, 2020

Onboarding tasks

Mobile Manager
Dashboard

Replace siloed processes
with connected workflow
experiences for employees
and managers

Guide employees with simple
experiences for complex cross-
departmental moments like
remote onboarding, working
from home and more

Improve manager
productivity by delivering
mobile experiences that
provide visibility into required
to do’s, and tasks from
anywhere

600

mobile app
downloads within @
week*




Reporting
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Performance Analytics for Human Resources Management

ﬁs Anticipate trends

/

Now.

Prioritize resources

Deliver automation
and self-service

Drive toward
continual service
improvement

Align service
with overall
business goals

TOW80

servicenow.

= HRCase Management

A 9100 [S3.6%) W

HR Case Volume and Velocity

500

Overview  Offboarding  AdMoc  State Analysis

Total Weekly Cost of Case Management

4 g 22, 2016 Mg 18 25

$2 554 00

16-Aug 20, 29067 51,4500

New HR Cases by MR Service (7d Sum)

L N N T

Real Time Backlog
Real-time: 09:26
650

Average Open Duration

Aug 31,2016

60.54 d Change: & 1.53 {2.6%)

25l B Avg
Age of Open

Average Duration by HR Service

10.78d

L

Average Close Time

376. 97 Hrs

V53616 {-55.T) Aup 0,

% New HR Cases from Self Service and Knowledge Views

HR Case Survey Results

VLS(46.TH) g2 300008

100
¥ Jun 27, Jun 2.
I % of HR Cases from Self Service —— Knowledge Base Views

Close time by HR Service Close time by Group

Disciplinary Issue 89347 Hrs U Tierd

fReportinquicy $19.32 Hrs HiLeadenshia

Dental Berefits Inquiry 317,36 Hrs HR Recryiting

DRental Bernefits Enroliment/Modification 32937 Hrs M Tiee2

Reneticiaries Add/Mndity 262 26 Hre HR

1.7

8 A






ServiceNow Employee Workflows

Drive employee productivity by delivering the right experiences for your hybrid workforce

o0

Now Platform®

Simple, easy, mobile-
first experiences

Cross-departmental,
frictionless workflows

IT Service

Management hldlng complexity
HR Service Workplace . .
Delivery L SGrvifes Agents delivering
timely, consistent,
Workplace and consumer-
Service Delivery like service

Legal Service

YATAYAYS
NI N N A

Employee Delivery Procurement
Manage a safe
Safe Workplace return to workplace
suite for employees
N
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What's New for HR Service Delivery

Case and Knowledge

Management

HR Agent Workspace
Puts everything agents need fo
assist employees in one place

HR Playbook Experience !

Resolve cases efficiently with
step-by-step guidance.

Employee Relations ™!

Pre-built case configuration to
support employee relations issues
and mitigate risk + Dashboard

Knowledge Authoring with
Microsoft Word

Create engaging articles quickly
and easily

now TOW80

Employee Service Center

Campaign Builder ™!

Create end-to-end campaigns
with a drag and drop Ul

Universal Request
Deliver connected, enterprise-wide
services to your employees

Al Search
Enable infelligent, enterprise-wide
search

Listening Posts
Enhance service experiences in the
moment

Web Analytics for Portal
Understand the portal usage

Enterprise Onboarding and
Transitions

Document Templates: Advanced
Forms "
Digitize paper-based processes

Rescind™"
Quickly adapt for when
employees don't show up to work

Journey Accelerator
Help managers create more
personalized employee journeys

Now Intelligence and
Now Mobile

enhancements for HRSD

Now Intelligence for HRSD !
Predictive Intelligence for HR
and shared services feams
recommends related search
results

Now Intelligence for HRSD !
Predictive Intelligence for
Employees recommends
frending knowledge articles

Now Intelligence for HRSD !

Virtual agent infegratfion with
Microsoft Teams and Slack

Mobile Enhancements
Manager dashboards,
FedRAMP authorization

HR Mobile Agent App
Resolve employee cases from
anywhere

Virtual Agent enhancement

Paris & Quebec

New Store Apps and

Integrations

Alumni Service Center "

Connect and engage with
furloughed and former
employees

Enterprise Employee Experience
Pack "

Accelerate return to workplace
strategies

INTEGRATIONS:

*  Microsoft Azure and Active
Directory Integration

» SailPoint Integration

* Microsoft Teams Integration

+ SharePoint Search
Connector

» Cornerstone Integration

»  Workplace from Facebook
Integration

*  Workday Integrations



Paris

HR Agent Workspace

Improve productivity and get work done faster

R — Outcomes

Hello, Roger!

[

Here's a snapshot of what's important
;58 Overview
Qi
. .
. _— — Close cases faster with Al-assisted
.
2 Request Relocation Assistance Enrollin or Modify your Vision Plan re C O m m e n d O ‘I-I O n S *
Priority State Last updated Priority State Last updated
3- Moderate Ready 7months ago 4-Low Ready 7 hours age

High priority cases

Increase efficiency with the HR

l Onboard new emplayee | b |< * 3
Alcases 2 PIAYyDOOK experience
Priority State Last updated
2-High Work in Progress afew seconds ago Request Onboarding 14
@ Request Relocation Assistance 3
HRCO001128 HRC0001037 HRCO000844
All cases Opened Jul 21 e Opened Mar 16 Opened Dec 31 @ Request Background Check 2
.
@ Request Drug Screen 2 V 'I' m ! rr n 'I' 'I' 'I'
Enrollin or Modify your Vision Plan Onboard new employee Request Onboarding case for Ramon Amaral > I eW e G S C U e C O S e S G U S 7
@ Vision Benefits Enrollment/Modification 1

.
Priority State Last updated Priority State Last updated Priority State Last update
4-Low Ready 7hours ago 3- Moderate Workin Progress 7 months ago a-low Ready 7 months ago S | ' | O' |e— p O‘ e

Open items for my team

My team's SLA breached My team's high priority cases Cases closed Jan/2020 - Apr/2020

Closed Cases

My team’s unassigned cases My team's opened cases o a0z

Months

| Tearme Closed Cases
110

Annnuinramante Nuiicly linlke My franianthy nead anne

ﬁ * Requires HRSD Pro or HRSD Ent
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Universal Request
Deliver connected, enterprise-wide services to your
employees

servicenow [E

Knowledge  Catalog ~ OrgChart  Chat

me ¥ RequestHe

Request Help

Ovutcomes

Reduce the time employees search for
answers across multiple departments

Enhance agent collaboration across
departments

Manage cross-departmental SLAs for
agents in a single place

Predict and auto-assign cases to
relevant agents, based on data in the
request description



Web Analytics for Porial

Service Portal @ ~ @
Overview

?Q? 4 @ 22 = 22 )

Total Active Users Sessions Page Views
| Total Sessions Daily [ csv) | Users Active
| Retention @ | F ls Completion @ | Top Events
Bl 0 % ComplewdSearch O
cekret _—— a G h Compl

- TOW80

Dashboard for monitoring KPIs for users
of applications built on Service Portal

Understand user flows through the web
application

Monitor funnel of user experience from
need to resolution (self-service or
request service)

Track repeat user retention

Understand Portal Usage
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servicenow.
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SERVICENOW CONSULTING

Thank you

Deliver your employees the right digital experience for return to workplace



