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SANTA CLARA, Calif. – December 7, 2021 – ServiceNow (NYSE: NOW), the leading digital work�ow

company that makes work, work better for people, has been named a Leader in the Forrester Wave™: Enterprise

Service Management (ESM), Q4 2021. ServiceNow attributes this recognition to its key di�erentiator of o�ering a

single platform, single data model, and single architecture for ESM, and continued innovation in advanced platform

features, such as AI/ML and Natural Language Query (NLQ).

According to the report, “Strategically, ServiceNow remains the most ambitious ESM vendor in the market, seeking

to further the automation, employee services, and employee experience enhancements it brings to customers...

ServiceNow’s breadth and depth of capability is unmatched in pushing forward core platform capabilities,

increasing the number of AI/ML features, and extending into new capabilities like customer success management

(CSM) and AIOps.”

“As companies continue to navigate the new world of hybrid work, ServiceNow remains focused on helping our

customers operate more productively across IT, HR, Facilities, Procurement, Legal, and more,” said Blake

McConnell, SVP of Employee Work�ow Products at ServiceNow. “We believe this recognition by Forrester

underscores our commitment to delivering work�ows that not only unlock productivity across the enterprise, but

also enable great experiences and improved operational e�ciency in an ever‑changing work environment.”

ServiceNow’s ESM solutions deliver a streamlined platform for Enterprise Services by extending capabilities beyond

technology services into business‑centric automation use cases to transform the way work gets done, empowering

customers and employees to work smarter, simpler, and more e�ciently.
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Built on the Now Platform, ServiceNow’s ESM solution serves as the operating foundation for any organization with

an Enterprise Shared Services structure, such as Global Business Service, and addresses many use cases across IT

and lines of business, such as:

Rapid development and deployment of work�ows to support new employee services across the enterprise

using low‑code

Cross‑departmental out of box work�ows supporting end‑to‑end process automation

Delivery of a uni�ed request experience, enabling the enterprise to meet employee needs and to resolve

requests seamlessly leveraging automation and integrations to back‑end systems of record

Identi�cation of patterns and trends for end‑to‑end services encompassing multiple business processes

For more information on ServiceNow’s solutions, visit: https://www.servicenow.com/products‑by‑category.html

A complimentary copy of the Forrester ESM Wave report is available here.

###

About ServiceNow:

ServiceNow (NYSE: NOW) is making the world of work, work better for people. Our cloud‑based platform and

solutions deliver digital work�ows that create great experiences and unlock productivity for employees and the

enterprise. For more information, visit: www.servicenow.com.
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