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ServiceNow Named a Leader in the 2022 Gartner
Magic Quadrant for IT Service Management Platforms
for Ninth Consecutive Year
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Gartner ranks ServiceNow No.1 in Service Operations, Business Work�ow Automation, and Service Desk Use Cases

SANTA CLARA, Calif. – Nov. 08, 2022 – ServiceNow (NYSE: NOW), the leading digital work�ow company

making the world work better for everyone, has been named a Leader in the 2022 Gartner Magic Quadrant for IT

Service Management (ITSM) Platforms. ServiceNow was recognized for its Ability to Execute and Completeness of

Vision with its ITSM solution being evaluated, marking the ninth consecutive year that ServiceNow has been named

a Leader by Gartner. Additionally, ServiceNow scored highest in all three Use Cases within the 2022 Gartner Critical

Capabilities for IT Service Management Platforms, which include Service Operations (3.73/5), Business Work�ow

Automation (3.81/5), and Service Desk (3.76/5).

According to Gartner, “IT service management (ITSM) platforms o�er work�ow management and related insights

that enable organizations to design, automate, manage and deliver integrated IT services and digital experiences.”

Further stating, “Infrastructure and operations (I&O) leaders select solutions to be consumed by service desks,

service operations teams and the product teams they support, as well as for business work�ow administration in

other IT‑adjacent departments.”

“At ServiceNow we are pushing the envelope with ITSM as we continue to add new capabilities, like Service

Operations, to best optimize experiences for customers to resolve issues fast and reach ever greater levels of

productivity,” said Matt Schvimmer, SVP, Product and Service Operations, ServiceNow. “With more than half the

ITSM market share, we are humbled and honored for the trust customers have in us to deliver on the demands of
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https://www.servicenow.com/products/itsm.html


today’s digital transformation necessities.  This includes rede�ning Service Management as a more agile and

automated service that empowers teams to operate at DevOps speed.  From our perspective, this recognition by

Gartner in both the Magic Quadrant and Critical Capabilities reports validates ServiceNow’s dedication to improve

the world of work for everyone.”

ServiceNow ITSM provides a modern, cloud‑based, service management solution that transforms the impact,

speed, and delivery of IT, while eliminating siloes between services, operations, and DevOps teams. Built on the

ServiceNow platform, ServiceNow ITSM enables customers to consolidate IT tools into a single data model to

automate work�ows, gain real‑time visibility, improve IT productivity, and transform the service experience.

Additionally, as the role of centralized IT is evolving to be more of an enabler for a decentralized product team,

ServiceNow ITSM allows enterprises to release value faster without sacri�cing governance while ensuring a great

experience for Developers and SREs. 

ITSM is also part of ServiceNow’s Service Operations solution which combines the power of ITSM with IT Operations

Management (ITOM), automating and optimizing service, operations, and DevOps teams to deliver better employee

and customer experiences and productivity. A new capability of this solution, introduced in 2022, Service

Operations Workspace enables teams to predict, prevent, and resolve incidents proactively from a single

workspace with clear visibility into content and impact before users are a�ected. The Now Platform supports a wide

range of employee, customer, technology, and creator experiences by delivering work�ow automation at an

enterprise scale, while optimizing business processes for productivity, agility, and resiliency.

ServiceNow ITSM enables organizations to:

Empower employees to self‑solve issues 24/7, raise questions, and get relevant, accurate, and consistent

information to improve employee satisfaction.

Make smarter decisions, automate services, and continually improve services in role‑based workspaces.

Triage, collaborate, and enable agents to resolve incidents, �nd answers, and stay connected from anywhere

to resolve high‑impact incidents and improve agent productivity by 30%

Additional Information

The Gartner Magic Quadrant for IT Service Management Platforms is available here.

The Gartner Critical Capabilities for IT Service Management Platforms is available here.

Gartner, Inc., “Magic Quadrant for IT Service Management Platforms,” Rich Doheny, Chris Matchett, Siddharth

Shetty, 31 October 2022.

Gartner, Inc., “Critical Capabilities for IT Service Management Platforms,” Rich Doheny, Chris Matchett, Siddharth
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https://www.servicenow.com/now-platform.html
https://www.servicenow.com/products/service-operations-workspace.html
https://www.servicenow.com/products/service-operations-workspace.html
https://www.servicenow.com/lpayr/gartner-mq-itsm.html
https://www.servicenow.com/lpayr/gartner-critical-capabilities-itsm.html


Shetty, 1 November 2022

Total business value of ServiceNow IT apps, August 2021, Based on the source: The Forrester Certi�cation of

ServiceNow’s Value Management Model, Forrester consulting, April 2020

Gartner Disclaimer

Gartner does not endorse any vendor, product or service depicted in our research publications, and does not

advise technology users to select only those vendors with the highest ratings or other designation. Gartner

research publications consist of the opinions of Gartner's research organization and should not be construed as

statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including

any warranties of merchantability or �tness for a particular purpose.

GARTNER and Magic Quadrant are registered trademarks and service mark of Gartner, Inc. and/or its a�liates in

the U.S. and internationally and are used herein with permission. All rights reserved.

About ServiceNow  

ServiceNow (NYSE: NOW) makes the world work better for everyone. Our cloud‑based platform and solutions help

digitize and unify organizations so that they can �nd smarter, faster, better ways to make work �ow. So employees

and customers can be more connected, more innovative, and more agile. And we can all create the future we

imagine. The world works with ServiceNow . For more information, visit: www.servicenow.com.

© 2022 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks

are trademarks and/or registered trademarks of ServiceNow, Inc. in the United States and/or other countries. Other

company names, product names, and logos may be trademarks of the respective companies with which they are

associated.
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