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This presentation contains “forward-looking” statements that are based on our management’s beliefs and assumptions and on information currently available to management. 
Forward-looking statements include information concerning our possible or assumed strategy, future operations, financing plans, operating model, financial position, future revenues, 
projected costs, competitive position, industry environment, potential growth opportunities, potential market opportunities, plans and objectives of management, the effects of competition 
on our business and customer trends.

Forward-looking statements include all statements that are not historical facts and can be identified by terms such as “anticipates,” “believes,” “could,” “seeks,” “estimates” (including, 
without limitation, financial estimates denoted with an “E,” such as 2022E), “targets,” “guidance,” “expects,” “intends,” “may,” “plans,” “potential,” “predicts,” “prospects,” “projects,” “should,” 
“will,” “would” or similar expressions and the negatives of those terms, although not all forward-looking statements contain these identifying words.

Forward-looking statements involve known and unknown risks, uncertainties and other factors that may cause our actual results, performance or achievements to be materially different 
from any future results, performance or achievements expressed or implied by the forward-looking statements. Additionally, these forward-looking statements, particularly our targets and 
guidance, involve risk, uncertainties and assumptions based on information available to us as of 5/24/22, including those related to the continued impacts of COVID-19 on our business, 
future financial performance, global economic conditions and demand for digital transformation. Many of these assumptions relate to matters that are beyond our control and changing 
rapidly, including, but not limited to, material changes in the value of foreign currencies relative to the U.S. Dollar, the timeframes for and severity of social distancing and other government 
responses to COVID-19, the continued impact of COVID-19 on new or existing customers’ purchasing decisions and the length of our sales cycles, renewal timing or billings terms, the impact 
of the Russian invasion of Ukraine on macroeconomic conditions; inflation; and fluctuations and volatility in our stock price. If any such risks or uncertainties materialize or if any of the 
assumptions prove incorrect, our results could differ materially from the results expressed or implied by the forward-looking statements we make. 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” in our Annual Report on Form 10-K filed for the year 
ended December 31, 2021 and in our other Securities and Exchange Commission (“SEC”) filings, including our most recent Quarterly Report on Form 10-Q. 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.

Forward-looking statements represent our management’s beliefs and assumptions only as of the date of this presentation. We undertake no obligation, and do not intend, to update these 
forward-looking statements, to review or confirm analysts’ expectations, or to provide interim reports or updates on the progress of the current financial quarter.

This presentation includes certain non-GAAP financial measures and the corresponding growth rates as defined by SEC rules. For additional information, see the slide titled “Statement 
Regarding Use of Non-GAAP Financial Measures.”

Terms such as Remaining Performance Obligations (RPO), Current Remaining Performance Obligations (cRPO) and Renewal Rate shall have the meanings set forth in our filings with the SEC.

The information in this presentation 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. The information on new products, features, and functionality is for informational purposes only and shall not be incorporated into any contract. The information on new products, 
features, and functionality 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.

The comparison period amounts and the related growth rates included in this presentation, unless otherwise noted, have been adjusted from previously reported amounts to reflect the 
impact of the full retrospective adoption of Topic 606.

Numbers in this presentation may be rounded for presentation purposes.

Safe Harbor and Other Information
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We report non-GAAP financial measures in addition to, and not as a substitute for, or superior to, financial measures calculated in accordance with GAAP.

We adjust revenues and related growth rates, and current remaining performance obligations growth rates for constant currency to provide a framework for assessing how our business 
performed excluding the effect of foreign currency rate fluctuations. To present this information, current period results for entities reporting in currencies other than U.S. Dollars are 
converted into U.S. Dollars at the exchange rates in effect for the comparison period, rather than the actual exchange rates in effect for the current period. We believe the presentation of 
revenues and corresponding growth rates adjusted for constant currency facilitates the comparison of revenues year-over-year. We believe the presentation of current remaining 
performance obligations growth rates adjusted for constant currency facilitates the comparison of current remaining performance obligations year-over-year.

Our non-GAAP presentation of sales efficiency represents the change in total revenue in a given year, divided by prior year change in non-GAAP sales & marketing expenses. Our non-
GAAP presentation of sales & marketing expenses exclude certain non-cash or non-recurring items, including stock-based compensation, amortization of purchased intangibles and 
business combinations and other related costs. We believe information regarding sales efficiency provides useful information to investors because it demonstrates the incremental revenue 
generated by new sales & marketing spend.

Our non-GAAP presentation of income from operations and operating margin exclude certain non-cash or non-recurring items, including stock-based compensation expense, 
amortization of purchased intangibles, legal settlements, business combination and other related costs. Non-GAAP operating margin is calculated as non-GAAP income from operations 
as a percentage of total revenues. We believe these adjustments provide useful supplemental information to investors and facilitates the analysis of our operating results and comparison 
of operating results across reporting periods.

Free cash flow, which is a non-GAAP financial measure, is defined as net cash provided by (used in) operating activities plus cash paid for legal settlements, repayments of convertible 
senior notes attributable to debt discount and business combination and other related costs, reduced by purchases of property and equipment. Free cash flow margin is calculated as 
free cash flow as a percentage of total revenues. Our non-GAAP presentation of Rule of 60 is defined as free cash flow margin plus total revenue growth rate. We believe information 
regarding free cash flow and free cash flow margin and adjustments to free cash flow margin provides useful information to investors because it is an indicator of the strength and 
performance of our business operations.

Our non-GAAP presentation of tax rate excludes the tax effects of stock-based compensation expense, amortization of purchased intangibles, legal settlements, business combination 
and other related costs.

Long-term 2024E targets for free cash flow margin, operating margin growth and tax rate are forward-looking non-GAAP financial information. We have not reconciled the targets for 
these non-GAAP financial measures to their most directly comparable GAAP measure as a result of uncertainty regarding, and the potential variability of, the components in and items 
excluded from these non-GAAP measures in future periods. Accordingly, reconciliation is not available without unreasonable effort. However, it is important to note that the components 
and excluded items could be material to our results computed in accordance with GAAP in future periods.

Our presentation of non-GAAP financial measures may not be comparable to similar measures used by other companies. We encourage investors to carefully consider our results under 
GAAP, as well as our supplemental non-GAAP information and the reconciliation between these presentations, to more fully understand our business. Please see the tables included at the 
end of this presentation for the reconciliation of GAAP and non-GAAP measures.

Statement Regarding Use of Non-GAAP 
Financial Measures
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Vision
& Strategy

President and Chief Executive Officer
Bill McDermott

Chief Strategy and Corporate Affairs Officer
Nick Tzitzon
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Inflation and 
Economic growth

Health and 
Humanitarian
Crises

Supply chain 
dislocations

Cyber 
security
risks

Business model
transformation

Low Code
driven Innovation

Technology
acceleration

Talent and
Employee

Experience

Global 
Labor 
shortage

ESG
Imperative

85%+

64% 

8X 

78%

750M

Enterprises adopting 
cloud and AI by 2025

CXOs believe they need digital 
business models by 2023

higher retention for 
top EX companies

CEOs believe ESG impacts 
brand and reputation

new apps will be 
built by 2025

17%+

85M

83%

~500M

#1

FY22 growth in spend on 
digital transformation

Global Human 
Talent Gap by 2030

companies consider it a top 
management priority

Covid Cases

Threat to Growth for CEOs

Secular Tailwinds Macro Crosswinds

ServiceNow is an enduring platform for a fast-changing world
Secular tailwinds in our favor; Macro crosswinds can be accelerators of enterprise digitization

© 2022 ServiceNow, Inc. All Rights Reserved. 7

Source: IDC, 750 Million New Logical Applications: More Background,” Doc #US48441921, December 2021; IDC Press Release, Worldwide Digital Transformation Investments Forecast to Reach $1.8 Trillion in 2022, According to New IDC Spending Guide, May 2022  



A Class of One achieving “Rule of 60” at scale(1)

Best in Class Financials 
and Shareholder Return

World Class Talent 
and Culture

62%
Rule of 60
In 2021(1)

=
Revenue 
growth 

30% 32%+ 18,000+ (+3,800 in 2021)
Total Global 
Employees (3)

Carbon Neutrality
In Operations, Travel and 
work-from-home footprintAnnualized Shareholder 

return in 5 years(2)

(2x of NASDAQ-100 return)

34.9%(2)

Customer and 
Ecosystem Momentum

98%
Renewal
Rate

125%+
Net expansion
rate

Customers 
paying $1M+ 
a year

~80%
Fortune 500
penetration

1,345

1,500+
Partners

FCF 
Margin (1)+

© 2022 ServiceNow, Inc. All Rights Reserved. 8

(1) We are a “class of one” as compared to cloud software peers at scale, which includes ADBE, CRM, and WDAY, given we achieved over $5 billion in total revenue and the Rule of 60 without an 
acquisition of more than $1 billion in deal size. Our non-GAAP presentation of Rule of 60 is defined as free cash flow margin plus total revenue growth rate. See tables included at the end of this 
presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures.
(2) As of May 12, 2022, includes
interest, capital gains, dividends, and distributions realized over 5 years
(3) As of May 2022
Note: Unless specifically stated, all figures are as of end of 2021.



Our revised ambition reflects our opportunity

0 2 4 6 81 3 5 7 109

Years 
since
$1B

FY26
$16B+

$15B+
FY24

$11B+
$10B+

© 2022 ServiceNow, Inc. All Rights Reserved. 9

Note: Year 0 based on the FY that each company crosses $1B in revenue. 
ServiceNow FY22 to FY26 uses straight line growth. This does not represent guidance. 



0 2 4 6 81 3 5 7 109

Years 
since
$1B

Our organic trajectory to $16B+ is unparalleled 
FY26

$16B+
$15B+

FY24
$11B+

$10B+

Note: Year 0 based on the FY that each company crosses $1B in revenue. ServiceNow FY22 to FY26 uses straight line 
growth. This does not represent guidance. SAP and Oracle based on total revenues, not subscription revenues

© 2022 ServiceNow, Inc. All Rights Reserved. 10



We are not opportunity constrained

Broaden 
Market Presence

Industry
Solutions

ERP 
Workflows

Lightstep 
Observability

Expand
Platform Opportunity

Accelerate 
Customer Adoption

Scale 
Partner Ecosystem

© 2022 ServiceNow, Inc. All Rights Reserved. 11



Unlock value from existing investments while creating new and compelling digital experiences

The platform for digital business

Digital workflows
Workflows across 
departments, 
vendors, partners 
and customers

Cross-Functional Ecosystem Connection

One data model

Platform Foundation
Workflow and task management

Service catalog

CMDB / Service Graph

Security

Seamless upgrades

Industry data model

Intelligence
Process mining

Analytics and insights

Virtual agent, Natural language AI

Machine learning

Robotic Process Automation

One architecture

Any SystemInfrastructure Dev Ops/SRECRM ITSupply Chain ERP HCM

Configuration
Omni-channel user experience

Low code

Developer tools

Pre-built extensions

Process flow design

Integrations

Customer 
Workflows

Employee  
Workflows

Technology 
Workflows

Creator 
Workflows

Cloud platform
The foundation for 
all workflows

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

ServiceNow Impact

© 2022 ServiceNow, Inc. All Rights Reserved. 12





Chief Operating Officer

Innovating our Platform 
for the Future

CJ Desai
© 2022 ServiceNow, Inc. All Rights Reserved. 14





Our platform is critical for C-Suite Priorities
Our workflow solutions run their business

“Keep our technology secure, 
resilient, and performant.”

Chief Technology Officer

“Lead us to the top of our industry.”
CEO

“Help our customers 
succeed.”

Chief Customer Officer

“Empower our people 
to do their best work.”

Chief People Officer

“Foster innovation so we can 
digitize work more effectively.”

CIO/Chief Digital Officer

The Low Code Platform
for Automation

© 2022 ServiceNow, Inc. All Rights Reserved. 16



• One Architecture

• ML/AI Built-in Platform

• Process Mining Native in Platform

• RPA Native in Platform

• Enterprise-wide Integrations

• Key Technology Partnerships

• Consumer Grade User Experience

• Maximum Security & Governance

Customers will continue
to choose the Now Platform
over point solutions

• Speed to Value

• Higher Organization Productivity
• Minimal System Complexity

• Minimal Integration Efforts

• Lower Total Cost of Ownership

What this means 
for our Customers

© 2022 ServiceNow, Inc. All Rights Reserved. 17



Key Customer Outcomes
ServiceNow is the platform for

Technology
Excellence

Operating
Excellence

Employee
Experience

Customer
Experience

The Low Code Platform
for Automation

© 2022 ServiceNow, Inc. All Rights Reserved. 18



From JP Morgan Chase’s Investor day 5/23/22
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Rapid new product 
Innovations

Now Platform
Robotic Process 

Automation
AI and 

Machine learning
Industry

data models
Process 
mining

IntegrationsOmni-channel 
user experience

Workflow
engine N

EW

N
EW

Observability & Incident Response

Environmental, Social & Governance

Insurance Industry Products

Public Sector Digital Services

Order Management

Technology Providers Products
Impact

Enterprise Asset Mgmt

Supplier Lifecycle Mgmt

Vault (Platform Security)

COMING SOON: H2 2022

2022

2021

Vaccine Administration Mgmt

IT Service Mgmt Enterprise

Customer Service Mgmt Enterprise

IT Operations Mgmt AIOps Enterprise

App Engine Studio

Procurement Service Mgmt

Healthcare Industry Products

Manufacturing Industry Products

2020

Safe Workplace Suite

Hardware Asset Mgmt

Telecom Industry Products

Financial Industry Products

Connected Operations

Legal Service Delivery

Workplace Service Delivery

© 2022 ServiceNow, Inc. All Rights Reserved. 21



We have massive potential
to grow our customer base
with the newly expanded
portfolio

New growth vectors
Pre-built Solutions for Target Industries

Enterprise Asset Management
Observability & Incident Response

ERP Workflow Products
Field Service Management
Workplace Service Delivery

$200B
FY24 TAM (1)

$175B
FY24 TAM

Note: Calculations performed by ServiceNow based on Gartner research, ServiceNow analysis, and 
additional research reports (detailed below). Source: markets defined from three Gartner reports: (i) 
Gartner “Forecast: Enterprise Infrastructure Software, Worldwide, 2020-2026, 1Q22 Update”, (ii) Gartner 
“Forecast: Enterprise Application Software, Worldwide, 2020-2026, 1Q22 Update”, and (iii) Gartner 
“Forecast: Information Security and Risk Management, Worldwide, 2020-2026 1Q22 Update”.

Categories included: Experience Mgmt: ITSM, Performance Analysis: AIOps, ITIM and Other Monitoring 
Tools, Performance Analysis: APM, Other ITOM, Project and Portfolio Mgmt (PPM), Experience Mgmt: SAM, 
ITAM and ITFM, Other Information Security Software, Integrated Risk Management Solutions Software, 
Delivery Automation, Plan, Verify, Human Capital Management (HCM), Customer Service and Support, 
High Control aPaaS, High Productivity aPaaS, Other AD, Application Platform Software, Business Process 
Mgmt Suites, Robotic Process Automation, Create, Integration Platform as a Service (iPaaS), ABI Custom 
Applications, Procurement, and Enterprise Asset Management (EAM).

For segments not profiled by Gartner spend forecast reports, our estimates leverage ServiceNow analysis 
as well as “IDC: Worldwide Communications Service Provider Ops and Monetization Solution Forecast, 
2020-2024,” and “Gartner: Competitive Landscape, Operational Tech Security.

(1) Includes TAM from ERP related products. 

© 2022 ServiceNow, Inc. All Rights Reserved. 22



Customer
Workflows

Technology
Workflows

Employee
Workflows

Creator
Workflows

The Low Code Platform
for Automation

Our Workflows
continue to evolve for enterprise-wide impact

© 2022 ServiceNow, Inc. All Rights Reserved. 23



Our Workflows
have evolved for enterprise-wide personas

Customer
Workflows

Technology
Workflows

Employee
Workflows

Creator
Workflows

Information Technology
Developers & Site Reliability Eng.
Security & Risk Practitioners

Human Resources
Workplace / Facilities 
Legal Teams

The Low Code Platform
for Automation

Customer Service
Customer Operations
Lines of Business by Industry

IT Developers
Citizen Developers
Process Owners

PERSONAS PERSONAS

PERSONAS PERSONAS

© 2022 ServiceNow, Inc. All Rights Reserved. 24



TAM

Trends

Strategy

Key Products

What this means
for our customers

Customer experience central to digital business models
• New business models: Direct to consumer, Product as service
• Self-service & omni-channel
• Higher customer expectations

Great Customer Experience = Engagement + Operations
• B2C grade engagement
• Best in class customer operations: contact center & field
• Industry specific solutions

• Customer Service Management
• Field Service Management
• Industry solutions: Telco, Media, Tech, Financial, Public 

Sector, Healthcare & Life Sciences

Empower employees to deliver 
frictionless customer experience

Solve customer issues
quickly and proactively

End to end visibility and control 
over customer engagement

Greater customer 
loyalty and growth

Customer
Workflows

$51B
FY24 TAM

Note: Calculations performed by ServiceNow based on Gartner research, ServiceNow analysis, and additional research reports (detailed below).
Source: markets defined from Gartner Report “Forecast: Enterprise Application Software, Worldwide, 2020-2026, 1Q22 Update”. 
Category included: Customer Service and Support.

For segments not profiled by Gartner spend forecast reports, our estimates leverage ServiceNow analysis as well as “IDC: Worldwide Communications 
Service Provider Ops and Monetization Solution Forecast, 2020-2024,” and “Gartner: Competitive Landscape, Operational Tech Security.”

© 2022 ServiceNow, Inc. All Rights Reserved. 25



Employee
Workflows

TAM

Trends

Strategy

Key Products

Employee Experience is a critical C-Level priority
• Hybrid work is here to stay
• Criticality of employee engagement and communication
• War for talent

Deliver delightful Employee Experiences
• Deliver unified engagement experiences across the enterprise
• Simplify & automate complex journeys for employees & managers
• Enabling workplaces to be ready for the hybrid workforce

• HR Service Delivery
• Workplace Service Delivery
• Legal Service Delivery
• Employee Center

What this means
for our customers

Boost employee productivity 
and engagement 

Transform employee 
journeys

Enable the hybrid 
workplace

Establish an employee 
experience platform 

$14B
FY24 TAM (1)

Note: Calculations performed by ServiceNow based on Gartner research and ServiceNow analysis. Source: markets defined from Gartner Report 
“Forecast: Enterprise Application Software, Worldwide, 2020-2026, 1Q22 Update”. Categories included: Human Capital Management (HCM)

(1) Excludes TAM from Procurement Services Delivery, which Is now a product in ERP workflows. Procurement Services Delivery TAM was previously 
included in Employee Workflows TAM at 2021 Financial Analyst Day.

© 2022 ServiceNow, Inc. All Rights Reserved. 26



TAM

Trends

Strategy

Key Products

What this means
for our customers

• Hyper-automation driving innovation and efficiency
• Democratization of application innovation to fill 

developer talent gap

• App Engine
• Automation Engine
• Platform foundation

Build apps quickly by 
ALL developers

Any app, built by anyone 
governed from a single place

Accelerate new experiences 
across mobile, web and chat

Increase productivity and 
continuous improvement

• Enable OOTB experiences with a unified platform 
(Low code, Integrations, RPA, Process Mining, AI/ML)

• Low code delivery at scale with E2E governance

Creator
Workflows

$54B
FY24 TAM

Note: Calculations performed by ServiceNow based on Gartner research and ServiceNow analysis. Source: markets defined from Gartner Report: 
“Forecast: Enterprise Infrastructure Software, Worldwide, 2020-2026, 1Q22 Update”.

Categories included: High Control aPaaS, High Productivity aPaaS, Other AD, Application Platform Software, Business Process Mgmt Suites, Robotic 
Process Automation, Create, Integration Platform as a Service (iPaaS), and ABI Custom Applications.
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ONE CODE BASE
ONE ARCHITECTURE
ONE PLATFORM
ONE MORE THING...

© 2022 ServiceNow, Inc. All Rights Reserved. 28



ERP workflows
Procurement Accounts PayableSupply Chain

NEW

Introducing

© 2022 ServiceNow, Inc. All Rights Reserved. 29



Impact

Personalizes
Value Experiences

Accelerates 
Time-to-Value 

Amplifies ServiceNow
Expertise

NEW

Industry-defining value acceleration 
solution focused on Customer Outcomes

Built on the
© 2022 ServiceNow, Inc. All Rights Reserved. 30



GTM focus is on our unique opportunity

Workflows Expansion Target Industries

Financial Services

Healthcare & Life Sciences

Manufacturing

Telco / Media / Tech

Public Sector

Target Growth Geographies New Customer Acquisition

U.S./ Canada

U.K.

Australia / New Zealand

Japan

Germany

15%
Penetrated

Large growth Opportunity in existing Accounts

4 Workflows

Good Better Best

~20 Products 

3 Packages:

© 2022 ServiceNow, Inc. All Rights Reserved. 31



Brazil

U.S. Federal

Canada

Japan

Australia

Singapore

Netherlands
Germany

Switzerland

U.K.

South Korea
India

Our world-wide cloud footprint
Continued global expansion while meeting regional standards

26 Global 
Datacenters
Americas: 10

APJ: 8
Europe: 8

U.S.

© 2022 ServiceNow, Inc. All Rights Reserved. 32



PartnershipsIntegrations

Our ecosystem
powers

expansion

The Low Code Platform
for Automation

Public Sector / Geo 
Standard and Controls

US Federal DOD: IL4 / IL5

Australia IRAP

ServiceNow Protected 
Platform for EU

ServiceNow
Store

Partner 
Developed 
Apps

of customers use 
the ServiceNow 
Store

~1,000 ~90%

© 2022 ServiceNow, Inc. All Rights Reserved. 33



Keys to our success

A new era
for technology workflows 

Experience design
for business impact 

Pablo Stern
SVP, Technology Workflows

Amy Lokey
SVP, Product Experience

Unrivaled power of the platform

© 2022 ServiceNow, Inc. All Rights Reserved. 34





SVP & GM, Technology Workflow Products
Pablo Stern

A New Era
for Technology
Workflows

© 2022 ServiceNow, Inc. All Rights Reserved. 36



Technology-driven
Operations

Core IT

Core IT
innovation

All Technology
Teams

Technology
Workflows

We are expanding
from our core in IT

IT investing more to 
deliver innovation and experience

~9% Y/Y growth in IT spending*  
from 2022 to 2025 

Shift to cloud accelerating, 
DevOps becoming mainstream

~$190B Annual cloud spend 
increase in 2 years

COOs emerging as a key
digital transformation leaders

~$50B Growth in annual COO 
spend on software by FY25

Source: State of the Market: Inflation impact on IT Spending and the Cloud https://goto.webcasts.com/viewer/event.jsp?ei=1545768&tp_key=817204ae68
*IT spending excluding devices

© 2022 ServiceNow, Inc. All Rights Reserved. 37



Core IT

Core IT
innovation

Technology
Workflows

TAM

$70B

$59B

$27B

$13B

Technology-driven
Operations

All Technology
Teams

Technology-driven Operations
Fosters operational excellence for the entire business

• Supports the COO transformation agenda

All technology teams
Unifies centralized IT and decentralized 
software delivery

• Accelerate migration to cloud 

• Accelerate DevOps and Agile Transformation

Core IT innovation
Broadens our outcomes and build new growth engines

• Supports the strategic CIO

We are expanding
from our core in IT

Note: Calculations performed by ServiceNow based on Gartner research and ServiceNow analysis. Source: markets defined from three Gartner reports: 
(i) Gartner “Forecast: Enterprise Infrastructure Software, Worldwide, 2020-2026, 1Q22 Update”, (ii) Gartner “Forecast: Enterprise Application Software, 
Worldwide, 2020-2026, 1Q22 Update”, and (iii) Gartner “Forecast: Information Security and Risk Management, Worldwide, 2020-2026 1Q22 Update”.

Categories included: Experience Mgmt: ITSM, Performance Analysis: AIOps, ITIM and Other Monitoring Tools, Performance Analysis: APM, Other ITOM, 
Project and Portfolio Mgmt (PPM), Experience Mgmt: SAM, ITAM and ITFM, Other Information Security Software, Integrated Risk Management Solutions 
Software, Delivery Automation, Plan, Verify, and Enterprise Asset Management (EAM).
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Core IT innovation
Significant runway ahead for us in IT as we continue to out-innovate competition

Core IT
innovation

Technology
Workflows

~70%
ITSM customers on Standard

ACV products

• ITSM Standard (2005)   Pro (2018)  Ent (2021)
• ITOM Standard (2007)  Pro (2016)  Ent AIOps (2021)

• IT Planning (2013)
• IT Risk (2014)
• SecOps (2016)

• Software Asset (2017)
• Vendor Risk (2017)
• SaaS Mgmt (2019)

• Hardware Asset (2020)
• Biz Continuity (2020)
• Privacy (2021)

Service Operations
• ITOM + ITSM better together

• Modernize, automate & optimize on a single platform

6x
Average customer growth over 3 years

Best-in-class IT solutions
• Planning, Risk, Security & Asset Management

• Detect, protect & manage on a single platform

4 ~$200M

© 2022 ServiceNow, Inc. All Rights Reserved. 39
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Technology
Workflows

All technology teams
Plan, build, operate and service applications that drive the digital business

All technology
teams

Cloud acceleration
• Accelerate cloud adoption and migrations

• Cloud Visibility (2019)

• Cloud Insights (2019)

• Cloud Health (2020)

• Cloud Governance (2022)

DevOps
• Seamless coordination between IT 

and software delivery

• DevOps Change (2020)

• Scaled Agile (2020)

• Metrics (2021)

Observability + Site Reliability Eng.
• Leverage Lightstep for deep view 

into business apps

• Traces (2016) • Lightstep Incident Response (2022)

1,200+
Cloud Visibility customers

$1B
DevOps opportunity 
in install-base

$14B
FY24 TAM in observability 

N
EW

 G
RO

W
TH

 V
EC

TO
R

• DevOps Config (2022)

• Product Roadmapping (2021)

Note: Calculations performed by ServiceNow based on Gartner research and ServiceNow analysis. Source: markets defined from Gartner report “Forecast: Enterprise 
Infrastructure Software, Worldwide, 2020-2026, 1Q22 Update”
Categories included: Performance Analysis: AIOps, ITIM and Other Monitoring Tools, and Performance Analysis: APM.
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Technology-driven operations
Extend and leverage Tech workflows to enable cross-enterprise 
operational excellence and increase C-Suite relevance

Technology
Workflows

Technology-driven
Operations

IT + OT Security

Integrated Risk and ESG compliance across
enterprise with improved visibility and governance

Align enterprise-wide execution work to strategy

Optimize utilization enterprise assets

• Enterprise Risk (2019)

• Strategic Portfolio Mgmt (2022)

• Enterprise Asset Mgmt (2022)

• ESG (2022)

• Goals/OKRs (2022)

IT Risk Enterprise Risk & ESG

IT Planning Enterprise Planning

IT Asset Enterprise Asset

Securing operational and infrastructure assets
IT Security 

• OT Security (2021)

N
EW

 G
RO

W
TH

 V
EC

TO
RS
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Customers are realizing 
value from our innovation 
and demanding more

Real time enterprise-wide planning

Improved enterprise 
planning productivity

Asset spend 
reduction~10%

~25%

Technology-driven
Operations

Unified observability with Lightstep

Higher DevOps Productivity 
and release throughput>17%
Improvement in 
Application performance75%

All Technology
Teams

IT self-service to 180K employees
Improvement in IT 
Productivity~45%

Reduction in Outages 
and Downtime25%

Technology
Workflows

Core IT

Core IT
Innovation
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Experience Design
for Business Impact 

SVP, Product Experience
Amy Lokey
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Great product 
experience drives

business value
Improved workflow productivity 
and efficiency drive revenue, 

retention, renewal

Cohesive, consumer-grade 
design drives affinity, 

interest, new customers

ML, AI, customization and low 
code tools drive innovation, 

automation, expansion

NEXT EXPERIENCE
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What our customers
are saying

“Well, we might be quiet 
because we are all IN AWE”

Public Sector
customer

“Shut up and take 
my money”

Telecommunications 
customer

“It's modern, sleek, 
tidy yet simple”

Healthcare
customer

“More user friendly compared 
to other ticketing tools”

Technology
customer

Next 
Experience
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The Customer
Experience

Chief Commercial Officer
Paul Smith
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Paul Smith
Chief Commercial Officer

Host:

Aaron Purcell
Managing Director, Head 
of Enterprise Architecture

Stephen Whelan
Executive Director, People Services

Customer
Panel
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Automation transforms KPMG’s 
core legal intake process
into a smooth, streamlined,
and transparent digital system

Aaron Purcell
Managing Director, Head of 
Enterprise Architecture

200,000+ people 
In global team

Delivering world class audit, 
tax, and advisory services 

~30 billion
In global revenues

Leading 
Professional services firms
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HR Delivery Services used to 
connect 400 departments
and 38 divisions on a single 
employee experience center

Stephen Whelan
Executive Director, People Services

One of the most innovative 
universities in the United States

24,000 employees
Orange County's second-
largest employer

37,000
Students

Top Ranked
Medical center
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Paul Smith
Chief Commercial Officer

Host:

Aaron Purcell
Managing Director, Head 
of Enterprise Architecture

Stephen Whelan
Executive Director, People Services

Customer
Panel

© 2022 ServiceNow, Inc. All Rights Reserved. 65



Financial Overview
and ESG Strategy

Chief Financial Officer
Gina Mastantuono
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Subscription Revenues and Y/Y Growth

$ 1,740 

$ 2,421 

$ 3,255 

$ 4,286 

$ 5,573 

41% 39% 34% 32% 30%

-200%

-150%

-100%

-50%

0%

50%

 500

 1,500

 2,500

 3,500

 4,500

 5,500

 6,500

2017 2018 2019 2020 2021

Sustaining strong 
organic growth at 
unprecedented scale

Note: Numbers rounded for presentation purposes

34%
2017 – 2021 CAGR
Subscription Revenue
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D
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32%
31%

2019 – 2021 CAGR

Total RPO

Current RPO

$3.3
$4.4

$5.7

$3.3

$4.5

$5.8

$6.6

$8.9

$11.5

2019 2020 2021

Current RPO Noncurrent RPO

Robust RPO growth 
supports continued 
topline strength

Note: Numbers rounded for presentation purposes
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(1) ~50K companies with 1,000+ employees and $100M+ revenue worldwide statistic is sourced from Capital IQ. Number excludes China.

We have plenty of opportunity 
to win new logos, and even more 
products to land them with

~50K
Companies with 
1,000+ employees 
and $100M+ revenue 
worldwide(1)

New logos 
are landed with 
non-Technology 
Workflows in 2021

20%+
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~30% 
growth over 4 years

We are landing more products within those new logos
Average number of products purchased in first year

2016 2020 2021

growth achieved 
again in just 1 year

~30%
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Once landed, customers 
continually expand with us

125%+
net expansion rate in 2021 

2/3+
of our existing customer base spent 
incremental dollars with NOW in 2021

25% 19% 15% 14% 12%

75% 81% 85% 86% 88%

2017 2018 2019 2020 2021

New Customer Net New ACV Expansion Net New ACV

Note: Revised mapping of customers in the current year may result in revised new customer and expansion net new ACV mix for previous years, due to adjustments for acquisitions, spin-offs, improved 
subsidiary mapping, updates to customer DUNS numbers, etc. Previously disclosed new customer and expansion net new ACV mix may be restated to reflect such adjustments to allow for comparability. 
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109%

154%

176%(1)

102%

83%

105%

98%

73%

76%
77%

Annual Growth of 
Initial ACV

60%
57%

We continue to see healthy 
growth across all cohorts

2022
2021
2020
2019
2018
2017
2016
2015
2014
2013
2012
2011
2010

(1) As an illustrative example, 2010 customer cohort started with a contract of initial ACV (annual contract value) of $100K and grew to ACV of $2.212M as of Q1-22, representing annual growth of initial ACV of 176%.
Note: Chart reflects growth in total annual contract value over time, inclusive of losses, for the group of customers that joined ServiceNow in each respective year. Annual Growth represents increases in total annual 
contract value after the initial contract of each customer.
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A Large Telecommunication Company

Year 1
Total product count: 3
• New land with $1M+ 

NNACV led by ITSM & ITOM

Year 3 - 4
• ~$2M NNACV from ITOM 

upsale and App Engine & 
Platform Foundation addition

Year 5 - 6 
• Added Security with strong 

expansion over the next 3 years

Year 7
• ~$3M 

NNACV from 
upgrade to 
ITSM Pro and 
SPM & Risk 
addition

Year 8 - 9
• $1M+ deal each year
• Added CSM, ITAM & HR 

(Safe Workplace Services)

$10M+

$1M+

A look into a
customer’s 
journey 2013 Cohort

Today
Total product count: 10
• $10M+ ACV with 

opportunity for 
further expansion
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A Government Agency

A look into a
customer’s 
journey

Year 1
Total product count: 6
• New land with ~$4M NNACV across 

technology & customer workflows, 
including ITSM Pro & CSM Pro

Year 2
• ~$3M NNACV from CSM upsale and 

Integration Hub addition
• $6M+ ACV customer at the end of Y2

Year 3
• ~$3M NNACV deal with ITSM, 

SPM, App Engine, CSM, HR 
Pro & Platform Foundation

~$10M

~$4M

2019 Cohort

Today
Total product count: 9
• ~$10M ACV customer in 

3 years with opportunity 
for further expansion
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Selling a comprehensive platform solution 
is driving bigger deals and growing our 
$1M+ customer base

(1) $1M+ deals refer to transactions with over $1M net new annual contract value that were closed in 2021.
(2) $1M+ customers refer to total customers with annual contract value over $1M as of respective year end.

$1M+ Deals(1)

~40%
Y/Y Growth in 2021

$1M+ Customers(2)

~3X
Increase in number of customers 
between 2017-2021
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And our largest customers 
are expanding even faster

~95%
2017 – 2021 CAGR for $10M+ 
ACV Customer Count

Customers with $1M+ ACV

1,345 
66

176

1,080

23

$20M+ ACV $1M-$5M ACV$5M-$10M ACV$10M-$20M ACV# of Customers in 2021

Note: Previously disclosed number of customers with ACV greater than $1 million is restated to allow for comparability. ACV is calculated based on the foreign exchange rate in 
effect at the time the contract was entered into. Foreign exchange rate fluctuations could cause some variability in the number of customers with ACV greater than $1 million.
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(1) Emerging technology products includes ITAM, Risk, Security & SPM (Strategic Portfolio Management, formally known as ITBM).

50%+ 2017 – 2021 CAGR
ACV of each emerging
technology product(1)

<20% Average customer 
penetration for emerging
technology products(1)

Continued strength 
in core Technology Workflows 
with further runway
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of our customers are using all 4 Workflows(1)

~10%
With a massive opportunity to cross-sell our newer workflows

Customer
Workflows

Creator
Workflows

Employee  
Workflows

Technology
Workflows
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ITSM Pro SKU penetration

Realized ITSM price uplift Pro SKU vs. Standard SKU 

~25%
~60%
2021 ITSM new customer ACV is from Pro SKU

~30%

Deepen the customer relationship 
with AI powered experiences in 
our premium SKUs
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45% 
Penetrated

Top 20 G2K
Telco companies

Industry solutions are also already exhibiting strong potential
Telecommunication SKUs

ServiceNow
Telco customers 13% 

Penetrated

~2.5x Average deal size for 
Telco industry solutions
vs. traditional CSM deals
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Time Between 
Sales 

Time between sales 
shortens as a customer 
expands with us…

Average deal size 
also increased 
with subsequent 
sales for customers 
from 2016-2021
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2017 2021

~43%
…Driving continued improvement in Sales Rep Productivity…
Total Sales Rep Productivity(1)

(1) Total sales rep productivity defined as commissionable NNACV divided by total sales representatives included in ending period headcount.
Note: Numbers rounded for presentation purposes

~16%
Y/Y Increase in 2021
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Which has led to increasing Sales Efficiency(1)

2015(2) 2018 2020 2021

First FY at $1B $2B $4B $5B

2.9X

3.5X 3.6X

5.1X

Sales Efficiency(1) 

at Different Total 
Revenue Milestones

(1) Sales Efficiency is calculated on a non-GAAP basis and represents the change in total revenue in the respective year, divided by prior year change in Non-GAAP Sales & Marketing 
expense. See the tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures.
(2) Prior to 2016, numbers reported under ASC605
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Our Now Buying Program makes it easy
for our largest customers to grow with us

• 100+ Now Buying Program (NBP) deals in 2021
• Delivered twice the ACV growth vs. overall $1M+ deals
• Closed with comparable price performance

• NPS scores for NBP customers are 
14pts higher than overall company

• Especially valuable for growing enterprise customers
• Simplification is critical for long-term success

Early
Success

Customer
Feedback

Sales
Sentiment
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$352 

$528 

$740 

$1,121 

$1,482 18%
20%

21%

25% 25%

-10%

0%

10%

20%

 $-

 $200

 $400

 $600

 $800

 $1,000

 $1,200

 $1,400

 $1,600

 $1,800

 $2,000

2017 2018 2019 2020 2021

Non-GAAP Operating Profit and Margin %(1)
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The efficiency of our 
platform and land-and-
expand growth engine 
drive strong profitability

43%
2017 – 2021 CAGR
Non-GAAP Operating Profit

(1) Non-GAAP presentation of operating profit and operating margin exclude certain non-cash or non-recurring items, including stock-based compensation expense, amortization 
of purchased intangibles, legal settlements, business combination and other related costs. Non-GAAP operating margin is calculated as non-GAAP income from operations as a 
percentage of total revenues. See the tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures.
Note: Numbers rounded for presentation purposes.
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$492 

$732 

$971 

$1,449 

$1,867 
26%

28% 28%
32% 32%

-50%

-40%

-30%

-20%

-10%

0%

10%

20%

30%

 $-

 $500

 $1,000

 $1,500

 $2,000

2017 2018 2019 2020 2021

US
D

 in
 M
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on

s40%
2017 – 2021  CAGR
Non-GAAP Free Cash Flow

And robust free cash 
flow leverage

Non-GAAP Free Cash Flow and Margin %(1)

(1) Non-GAAP Free cash flow is defined as net cash provided by operating activities plus cash paid for legal settlements and repayments of convertible senior notes attributable to 
debt discount, reduced by purchases of property and equipment. Free cash flow margin is calculated as free cash flow as a percentage of total revenues. See the tables included at 
the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures.
Note: Numbers rounded for presentation purposes
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ServiceNow generates an 
unmatched combination 
of growth and profitability 
at our current scale 
without any large M&A(1)

70%

64%
61%

63% 62%

53%
57%

54%

44%

50%

NOW(3) Cloud software peers at scale average(4)

Free Cash Flow Margin Plus Total 
Revenue Growth Rate(2) at Full 
Year Revenue Milestones

First FY at $1B+ 
revenue(5) 

First FY at $2B+ 
revenue

First FY at $4B+ 
revenue

First FY at $5B+ 
revenue

First FY at $3B+ 
revenue

(1) Large M&A is defined as acquisitions of more than $1 billion in deal size.
(2) Non-GAAP presentation of free cash flow margin is calculated as non-GAAP free cash flow as a percentage of total revenues. Non-GAAP presentation of Rule of 60 is non-GAAP free cash 
flow margin plus total revenue growth rate. See the tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures
3) NOW: First FY at $1B+ revenue in 2015, First FY at $2B+ revenue in 2018, First FY at $3B+ revenue in 2019, First FY at $4B+ revenue in 2020, First FY at $5B+ revenue in 2021.
(4) Cloud software peers at scale include ADBE, CRM, WDAY
(5) Prior to 2016, numbers reported under ASC605
Note: Numbers rounded for presentation purposes
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2021 2022E

$5.6

$7.0

Q2 2021 Q2 2022E

$4.7

$5.9

Subscription Revenue Current RPO

US
D

 in
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s

26% 
Growth

28.5% 
CC Growth(1)

25% 
Growth

28% 
CC Growth(1)

And that momentum continues in 2022: 
Strong Topline Growth…

(1) Non-GAAP growth rates for subscription revenues and cRPO are adjusted for constant currency. Currency impact on subscription revenue growth rates are derived by applying the average exchange rates in effect during the 
comparison period rather than the exchange rates for the current period. Currency impact on current RPO growth rates are derived by applying the end of period exchange rates in effect during the comparison period rather than 
the actual end of period exchange rates in effect during the current period. See the tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures.

© 2022 ServiceNow, Inc. All Rights Reserved. 88



$2.2B
2022E Free Cash Flow

31%
2022E Free Cash Flow Margin

…paired with Strong Free Cash Flow

Note: Free cash flow growth based off the 2022 guidance of 31% free cash flow margin provided on 4/27/22, with the assumption that professional 
services grows inline with the mid-point of our subscription revenue guidance. These financial metrics are calculated on a non-GAAP basis. See the 
tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures. 
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0.6%

1.7%

3.5% 3.5%

ADBE NOW TEAM CRM WDAY ZEN

Annual share dilution below average vs our peers(1)

2021 Employee Share Dilution(2): 

1.6%

SBC as a % of revenue expected to decline over time

2.6%

(1) Software peers include ADBE, CRM, TEAM, WDAY, ZEN. Fiscal year period corresponds to most recent 10-K and 20-F filings as of May 2022.
(2) 2021 share dilution represents common stock issued under employee stock plans as a percentage of common stock outstanding. Long-term annual dilution target is <2%.
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Product
• Innovate NOW Platform

• Secure our relevance with 
modern tech buyers

• Scale customer operations: 
omnichannel at scale, field 
service capabilities, industry 
solutions

• Seed new growth: ESG, ERP 
Workflows, Observability, 
Enterprise Asset Management

1
Go-to-Market
• Scale industries GTM

• Scale international and 
regulated markets

• Impact (next gen 
customer success)

• Strategic partnerships

2
Talent
• Competitive compensation 

and benefits

• DEI and Early in Career

• Talent, Learning and 
Development

3

Strategic Investments to Drive Growth and Scale
No other software company has achieved NOW’s size, growth, and profitability profile organically

Disciplined investment philosophy with a focus on innovation as well as productivity 
and efficiency to drive scale, enabling reinvestment in strategic priorities
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ESG
Strategy
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We make the world work better for everyone

Creating equitable opportunity
Making work more equitable, accessible,
and rewarding for all people

• Empower the workforce of the future
• Cultivate diversity, equity, and inclusion
• Strengthen employee engagement and 

community investment

Diversity, 
equity, and 

inclusion
Our 

people
Community 

engagement

Championing the transition to a 
net-zero world

Sustaining our planet

Ke
y 

in
iti

at
iv

es • Accelerate decarbonization

• Advance responsible procurement (E, S & G)

ES
G

 p
rio

rit
y 

iss
ue

s

WasteResponsible 
procurement

Climate 
and energy

Acting with integrity
Building trust through ethical, transparent, 
and secure business practices

• Lead with ethics, transparency, and disclosure
• Assure security and data privacy 
• Foster responsible and ethical use of data, 

and respect human rights

Business 
continuity

Governance 
and ethics

Security 
and data 
privacy

Now Platform and Solutions
The world works with ServiceNow

ESG strategy
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2021 Highlights
• Launched and adopted ESG Command Center solution suite 

including the ESG Management Solution
• Achieved carbon neutrality(1) and 100% renewable electricity
• Science-based targets set and approved by SBTi
• Progress in diverse representation and maintained pay equity
• Fully distributed $100M Racial Equity Fund
• Executive compensation tied to ESG targets

2022 and Beyond
• Deliver additional solutions on ServiceNow Platform that empower 

our customers to achieve their ESG goals
• Provide our customers with carbon neutral cloud
• Develop roadmap to achieve Science-Based Targets by 2026
• Achieve 15% URG representation by 2025
• Continue to mature ESG disclosures / governance
• Uphold commitment to protect security and data privacy

Our ESG journey
Creating an impact beyond our four walls to enable everyone to contribute to a more sustainable, 
equitable, and ethical world

(1) Met carbon neutrality for office and datacenter operations, business travel and work from home.
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2024 Target operating model

2022E Prior 2024E 2024E2022E Prior 2024E 2024E

$7+

$11+

2022E Prior 2024E 2024E

25%

27%
31%

33%

Subscription 
Revenues

Non-GAAP 
Operating Margin

Non-GAAP Free 
Cash Flow Margin

<2% Annual Dilution 19-20% Non-GAAP Tax Rate

$10+ 26.5%
33%

US
D

 in
 B

illi
on

s

Note: 2022 estimates based on the guidance as of 4/27/22. Operating Margin expansion based on the 25% non-GAAP FY22 operating margin guidance provided on 4/27/22. Free cash flow growth based off the FY22 guidance of 31% free cash flow margin provided on 4/27/22, with the assumption 
that professional services grows in line with the mid-point of our subscription revenue guidance. Our non-GAAP presentation of tax rate excludes the tax effects of stock-based compensation expense, amortization of purchased intangibles, legal settlements, business combination and other related 
costs. See the tables included at the end of this presentation for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures. Annual dilution target for fully diluted shares outstanding excludes the issuance of additional shares of our common stock in the second half of 
2022 upon the exercise of the remaining portion of the 2022 Warrants associated with our 2022 Notes. See our Annual Report on Form 10-K filed on February 3, 2022 for additional information. Targets exclude material M&A.
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$20M+ ACV $1M-$5M ACV$5M-$10M ACV$10M-$20M ACV# of Customers

Our largest 
customers 
will continue 
expanding 
even faster

1,345 customers with $1M+ ACV in 2021

66

176

1,080

23

~2,200 customers with $1M+ ACV in 2024E

~150

~300

~1,700

~50

~16%

~19%

~31%

~30%

CAGR

Note: Previously disclosed number of customers with ACV greater than $1 million is restated to allow for comparability. ACV is calculated based on the foreign exchange rate in 
effect at the time the contract was entered into. Foreign exchange rate fluctuations could cause some variability in the number of customers with ACV greater than $1 million.
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Non-Technology 
workflows are expected 
to generate the majority 
of NNACV at $11B in 
subscription revenue

(1) Historical presentations disclosed net new ACV contribution across products and are not comparable to net new ACV contribution across workflows and products disclosed herein.
(2) IT Workflows include IT Service Mgmt, IT Operations Mgmt, IT Business Mgmt, IT Asset Mgmt, DevOps, Security Operations, Governance, Risk and Compliance, Telecom Network 
Performance Mgmt; Customer and Employee Workflows include Customer Service Mgmt, Field Service Mgmt, Connected Operations, Financial Services Operations, Telecom Service 
Mgmt, HR Service Delivery, Workplace Service Delivery, Legal Service Delivery, Procurement Service Mgmt, Safe Workplace Suite; Creator Workflows & Others include App Engine, 
IntegrationHub, and Others. 

77%

57%
45%

14%

28%

35%

9% 15% 20%

2017 2021 2024E

Technology Workflows Customer & Employee Workflows Creator & Other workflows

W
or
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lo

w
 N

N
A

C
V
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ix

Creator Workflows & Others 
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And 40% of NNACV is 
expected to come from 
EMEA and APJ at $11B in 
subscription revenue

G
eo

 N
N

A
C

V
 M

ix

65% 63% 59%

26% 27%
28%

9% 10% 13%

2017 2021 2024E

AMS EMEA APJ
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GAAP to Non-GAAP
Reconciliation
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GAAP to Non-GAAP Reconciliation –
Subscription Revenues

In millions (except %’s) Q1-20 Q2-20 Q3-20 Q4-20 2020 Q1-21 Q2-21 Q3-21 Q4-21 2021 Q1-22 Q2-22E 
Midpoint

2022E 
Midpoint

GAAP Subscription Revenues $995 $1,015 $1,091 $1,184 $4,286 $1,293 $1,330 $1,427 $1,523 $5,573 $1,631 $1,673 $7,033

(+) Effects of Foreign Currency Rate Fluctuations $12 $12 $(14) $(23) $(14) $(37) $(45) $(11) $15 $(77) $35 $45 $130

Non-GAAP Subscription Revenues(1) $1,006 $1,027 $1,077 $1,161 $4,272 $1,256 $1,285 $1,416 $1,538 $5,496 $1,666 $1,718 $7,163

YoY Non-GAAP Subscription Revenues Growth Rates(1) 36% 32% 29% 29% 31% 26% 27% 30% 30% 28% 29% 29% 28.5%

(1) Non-GAAP revenues and the corresponding growth rates are derived by applying the average exchange rates in effect during the comparison 
period rather than the actual average exchange rates in effect during the current period or the exchange rates for the guidance period.
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GAAP to Non-GAAP Reconciliation –
cRPO and RPO

In billions (except %’s) 2019 2020 2021 Q1-22 Q2-22E

GAAP Current Remaining Performance Obligations at Period End $3.3 $4.4 $5.7 $5.7 N/A

Y/Y Current Remaining Performance Obligations Growth Rates(2) N/A N/A N/A N/A 25%

(+) Effects of Foreign Currency Rate Fluctuations $0.0 $(0.1) $0.1 $0.1 3%

Non-GAAP Current Remaining Performance Obligations at Period End(2) $3.3 $4.3 $5.8 $5.8 N/A

Y/Y Non-GAAP Current Remaining Performance Obligations Growth Rates(2) 34% 30% 32% 30.5% 28%

GAAP Remaining Performance Obligations at Period End $6.6 $8.9 $11.5 $11.5 N/A

(+) Effects of Foreign Currency Rate Fluctuations $0.0 $(0.2) $0.3 $0.2 N/A

Non-GAAP Remaining Performance Obligations at Period End(2) $6.7 $8.7 $11.8 $11.6 N/A

Y/Y Non-GAAP Remaining Performance Obligations Growth Rates(2) 35% 31% 32% 31.5% N/A

(2) Non-GAAP current remaining performance obligations, remaining performance obligations and the corresponding growth rates and derived by applying 
the exchange rates in effect at the end of the comparison period rather than the actual exchange rates in effect at the end of the current period
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GAAP to Non-GAAP Reconciliation –
Sales and Marketing Expense

In millions (except %’s and per share data) 2013* 2014* 2015* 2016 2017 2018 2019 2020 2021

GAAP Sales and Marketing $195 $341 $498 $660 $895 $1,203 $1,534 $1,855 $2,292

(-) Sales and Marketing SBC $22 $54 $102 $132 $171 $228 $268 $320 $389

(-) Sales and Marketing Amort of Purchased Intangibles $0 $1 $1 $0 $0 - $0 $1 $1

(-) Sales and Marketing Business combination
and Other Related Costs $0 $0 $0 - $0 - - $0 $0

Non-GAAP Sales and Marketing $173 $287 $396 $528 $724 $975 $1,266 $1,534 $1,902

*Prior to 2016, numbers reported under ASC 605
Note: Numbers rounded for presentation purposes
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GAAP to Non-GAAP Reconciliation –
Operating Income and Operating Margin

In millions (except %’s 
and per share data) 2017 Margin 2018 Margin 2019 Margin 2020 Margin 2021 Margin

GAAP Income (Loss) from Operations $(64) (3%) $(42) (2%) $42 1% $199 5% $257 5%

(-) SBC $394 21% $544 21% $662 19% $870 19% $1,131 19%

(+)  Amount of Purchased Intangibles $20 0% $25 1% $35 1% $45 1% $76 1%

(+) Business Combination 
and Other Related Costs

$2 0% $1 0% 1 0% $6 0% $18 0%

(+) Legal Settlements - 0% - 0% - 0% -
0%

- 0%

Non-GAAP Income from Operations $352 18% $            528 20% $            740 21% $ 1,121 25% $1,482 25%

Note: Numbers rounded for presentation purposes
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GAAP to Non-GAAP Reconciliation –
Free Cash Flow and Free Cash Flow Margin

In millions (except %’s 
and per share data) 2015* Margin* 2016 Margin 2017 Margin 2018 Margin 2019 Margin 2020 Margin 2021 Margin Q1-22 Margin 2022E Margin

GAAP Net Cash 
Provided by Operating Activities $318 32% $159 12% $643 33% $811 31% $1,236 36% $1,787 39% $2,191 37% $863 50% N/A N/A

(-) Purchases of Property 
and Equipment $88 9% $106 7% $151 8% $224 9% $265 8% $419 9% $(392) (7%) $(93) (5%) N/A N/A

(+) Cash Paid for 
Legal Settlements - 0% $268 19% - 0% - 0% - 0% - 0% - 0% - 0% N/A N/A

(+) Repayments of Convertible 
Senior Notes attributable to 
Debt Discount

- 0% - 0% - 0% 145 6% - 0% $82 2% 15 0% - 0% N/A N/A

(+) Business combination 
and other related costs - 0% - 0% - 0% - 0% - 0% - 0% 53 1% - 0% N/A N/A

Non-GAAP Free Cash Flow $ 23% 321 23% $492 26% $732 28% 971 28% $1,449 32% $1,867 32% $770 45% N/A 31%

*Prior to 2016, numbers reported under ASC 605
Note: Numbers rounded for presentation purposes
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Thank you
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