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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 2024E), “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 guidance, involve risks, uncertainties and assumptions based on information 
available to us as of 5/6/24, including those related to our 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, fluctuations in the value of foreign currencies relative to the U.S. Dollar; fluctuations in interest rates; the impact of the Russian invasion of Ukraine and bank 
failures 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 “Risk Factors” section in our Annual Report on Form 10-K filed for the year ended December 31, 2023 and 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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Statement regarding use of
Non-GAAP financial measures

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 (“revenues”), and current remaining performance obligations (“cRPO”) and remaining performance obligations (”RPO”) and related growth rates for constant currency to 
provide a framework for assessing how our business performed excluding the effect of foreign currency rate fluctuations, and for revenues only and any gains or losses from foreign currency hedge contracts that are 
reported in the current and comparative period. To exclude the effective of foreign currency rate fluctuations, current period revenues results for entities reporting in currencies other than U.S. Dollars are converted into 
U.S. Dollars at the average exchange rates in effect for the comparison period, rather than the actual exchange rates in effect for the current period. Guidance for related growth rates is derived by applying the 
average exchange rates in effect during the comparison period, rather than the exchange rates for the guidance period, adjusted for any foreign currency hedging effects. We believe the presentation of revenues and 
corresponding growth rates adjusted for constant currency by excluding effects of foreign currency rate fluctuations and any gains or losses from foreign  currency hedge contracts facilitates the comparison of revenues 
year-over-year. Current period cRPO and RPO results and related growth rates for entities reporting in currencies other than U.S. Dollars are converted into U.S. Dollars at the exchange rates in effect at the end of the 
comparison period rather than the actual end of the period exchange rates in effect during the current period. Guidance for cRPO growth rates is derived by applying the end of period exchange rates in effect during 
the comparison period rather than the exchange rates in effect during the guidance period. We believe the presentation of cRPO and RPO and related growth rates adjusted for constant currency facilitates the 
comparison of cRPO and RPO year-over-year, respectively.

Our non-GAAP presentation of gross profit, income from operations, and net income measures exclude certain non-cash or non-recurring items, including stock-based compensation expense, amortization of debt 
discount and issuance costs related to our convertible senior notes, loss on early note conversions, amortization of purchased intangibles, legal settlements, business combination and other related costs, income tax 
effects and adjustments, and the income tax benefit from the release of a valuation allowance on deferred tax assets. The non-GAAP weighted-average shares used to compute our non-GAAP net income per share - 
diluted excludes the dilutive effect of the in-the-money portion of convertible senior notes as they are covered by our note hedges, and includes the dilutive effect of time-based stock awards, the dilutive effect of 
warrants and the potentially dilutive effect of our stock awards with performance conditions not yet satisfied at forecasted attainment levels to the extent we believe it is probable that the performance condition will be 
met. 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 is defined as net cash provided by operating activities plus cash paid for legal settlements, repayments of convertible senior notes attributable to debt discount and business combination and other 
related costs including compensation expense, reduced by purchases of property and equipment. Free cash flow margin is calculated as free cash flow as a percentage of total revenues. We believe information 
regarding free cash flow and 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.

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 results.

References to (CC) throughout this deck indicates the respective metric is in constant currency.
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Vision and 
opportunity

Bill McDermott
Chairman & CEO

Nick Tzitzon
Chief Strategy and Corporate Affairs Officer
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Best in class performance at scale
D E S C O 2 1 C :  I N N O V A T I O N  V E L O C I T Y  +  E X C E P T I O N A L  G R O W T H  +  O P E R A T I O N A L  E X C E L L E N C E

Financials and 
shareholder return

World class
culture and brand

Customer
momentum

Innovation 
velocity

Sustained Rule of 50+
(2023)

B E S T  I N  C L A S S  L O Y A L T Y ~23K
Employees

2X

56%

Total shareholder 
return in 5 years(2)

(1.9x S&P 500 return)

166%

(2) As of April 29, 2024, includes interest, capital gains, 
dividends, and distributions realized over 5 years

Note: Unless specifically stated, 
all figures are as of end of 2023

(1) 2023 Rule of 50 = 26% Subscription Revenue 
Growth + 30% Free Cash Flow Margin

Brand
Put AI to Work

© 2024 ServiceNow, Inc. All Rights Reserved. 6

No Layoffs
98.5%
Renewal rate

U N P R E C E D E N T E D  
C U S T O M E R  E X P A N S I O N

~2x
$1M+ customers

(vs 2020)

3x+
$10M+ customers

(vs 2020)

Horizontal products 
relative to 2018

6
Vertical Products 
introduced in 3yrs

20
Markets with NOW 

named as a leader(3)

Growth at scale
(2023)

26%

(3) Independent Analyst Evaluations, 
Jan 2019- May 2024.

1

1

2



© 2024 ServiceNow, Inc. All Rights Reserved. 7

5 0 %

6 0 %

4 6 %

6 1 %5 4 %

3 8 %

4 6 %

4 2 %

ServiceNow class of ‘one’
Delivering consistent growth at scale + margin expansion 

2 0 1 9

R U L E  O F  5 0

2 0 2 3

Note: Rule of 50 calculation includes 
last twelve months (LTM) Revenue 
Growth and LTM Free Cash Flow 
(FCF). Calculation compares fiscal 
years ending closest to 12/31/19 and 
12/31/23
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A generational transformation
of the enterprise

Business 
transformation
powered by AI

P E R S O N A S  R E D E F I N E D

I N D U S T R I E S R E I M A G I N E D

T E C H  S T A C K  R E S H U F F L E D

T A L E N T  R E S K I L L E D

T R U S T  R E G A I N E D



GenAI

2 0 2 6  T A M
( F O R E C A S T E D )

$275B
Our massive
strategic 
opportunity

© 2024 ServiceNow, Inc. All Rights Reserved. 9

N E W



Executing on this opportunity

I N N O V A T I O N

GLOBAL FOOTPRINT CUSTOMER EXPANSION

Employee 
Workflows

Customer and 
Industry Workflows

Creator and
FSC Workflows

Technology 
Workflows

GenAID E V E L O P E R E M P L O Y E E C U S T O M E R A G E N T

E C O S Y S T E M

G O  T O  M A R K E T

INDUSTRY FOCUS

© 2024 ServiceNow, Inc. All Rights Reserved. 10
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The AI platform
for business transformation

Innovation
velocity

Operational 
excellence

Exceptional 
growth at scale

© 2024 ServiceNow, Inc. All Rights Reserved. 11
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Platform
Innovation

CJ Desai
President & COO
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I S  A
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SERVICENOW CLOUD

PLATFORM CORE

WORKFLOW APPL ICAT IONS

INDUSTRY SOLUT IONS

P L A T F O R M
A R C H I T E C T U R E

D R I V I N G  I N N O V A T I O N  
A C R O S S  E A C H  L A Y E R
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Compute (CPU / GPU) Networking Storage

Automated Cloud Services Operations

SERVICENOW CLOUD

O P T I M A L
G R O S S  M A R G I N

O U T C O M E

P L A T F O R M
A R C H I T E C T U R E
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CLOUD
CHOICE

O P T I M A L
G R O S S  M A R G I N

O U T C O M E

Compute (CPU / GPU) Networking Storage

Automated Cloud Services Operations

SERVICENOW CLOUD

© 2024 ServiceNow, Inc. All Rights Reserved. 16

P L A T F O R M
A R C H I T E C T U R E
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O U T C O M E

PLATFORM CORE
Core Data Model

CMDB

Industry Data Models

Security

RaptorDB

R A P I D
I N N O V A T I O N

© 2024 ServiceNow, Inc. All Rights Reserved. 17

P L A T F O R M
A R C H I T E C T U R E
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ML + Gen AI LLMs ON

AI Search ON

Service Portal ONWorkflows ON

Virtual Agent ON

Encryption ON

Integrations ONUser Experience ON

Low Code Tools ON

Analytics ON

RPA ONProcess Mining ON

PLATFORM CORE

O U T C O M E

R A P I D
I N N O V A T I O N

© 2024 ServiceNow, Inc. All Rights Reserved. 18

P L A T F O R M
A R C H I T E C T U R E
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O U T C O M E

WORKFLOW APPLICATIONS

Employee 
Workflows

Customer
and Industry

Workflows

Creator
and FSC 

Workflows

Technology 
Workflows

E N T E R P R I S E - W I D E
E X P A N S I O N

© 2024 ServiceNow, Inc. All Rights Reserved. 19

P L A T F O R M
A R C H I T E C T U R E



© 2024 ServiceNow, Inc. All Rights Reserved. 2020

INDUSTRY SOLUTIONS

Telecom, Media & Technology

Healthcare & Life Sciences

Manufacturing

Financial Services

Public Sector

Retail

L I N E  O F  B U S I N E S S
U N L O C K E D

O U T C O M E

© 2024 ServiceNow, Inc. All Rights Reserved. 20

P L A T F O R M
A R C H I T E C T U R E
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E X P A N D I N G  T A M

Platform
innovation

AI
innovation

Product & Industry
innovation

© 2024 ServiceNow, Inc. All Rights Reserved. 21

Growth vectors
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IT Service Management

Technology 
Workflows

© 2024 ServiceNow, Inc. All Rights Reserved. 22

S E R V I C E N O W  T A M

2005
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Employee 
Workflows

Creator 
Workflows

Technology 
Workflows

© 2024 ServiceNow, Inc. All Rights Reserved. 23

IT Service Management

IT Operations Management

Strategic Portfolio Management

Integrated Risk Management

Security Operations

HR Service Delivery Customer Service Management

2018
I N T R O D U C E D  P R O

App Engine

IT Asset Management

Field Service Management Integration Hub

Customer
Workflows

S E R V I C E N O W  T A M
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Employee 
Workflows

Creator and 
FSC Workflows

Technology 
Workflows

IT Service Management

IT Operations Management

Strategic Portfolio Management

Integrated Risk Management

Security Operations

HR Service Delivery

Field Service Management

Customer Service Management

IT Asset Management

Cloud Observability

Legal Service Delivery

Workplace Service Delivery

Accounts Payable

Procurement

2023

Vault

Automation Engine

App Engine

Supplier Operations

Operational Technology

I N T R O D U C E D  P R O  P L U S

Industry Solutions

Customer and
Industry Workflows

S E R V I C E N O W  T A M
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Operational Technology

2024

© 2024 ServiceNow, Inc. All Rights Reserved. 25

Sales and Order Management

Employee 
Workflows

Technology 
Workflows

IT Service Management

IT Operations Management

Strategic Portfolio Management

Integrated Risk Management

Security Operations

HR Service Delivery

IT Asset Management

Cloud Observability

Legal Service Delivery

Workplace Service Delivery

Accounts Payable

Procurement

Supplier Operations

Vault

Automation Engine

App Engine

Creator and 
FSC Workflows

Contract Lifecycle Management

Digital End-User Experience

Field Service Management

Customer Service Management

Customer and
Industry Workflows

Industry Solutions

S E R V I C E N O W  T A M
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O U R

© 2024 ServiceNow, Inc. All Rights Reserved. 

E N T E R P R I S E  R E A C H
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Lines of business unlocked across the C-suite

F I N A N C I A L  S E R V I C E ST E L E C O M P U B L I C  S E C T O R

Chief Human Resources Officer

Head of Consumer Group

Head of Business Group

Chief Network Officer Chief Distribution Center Officer

Chief Logistics Officer

Chief Financial Officer

Chief Retail and Delivery Officer

Chief Information & Security Officer

Chief Risk Officer

Chief Operating Officer

Chief Claims Officer

Chief Information Officer
C O R E

Chief Information Officer
C O R E

Chief Information Officer
C O R E
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$39B

2015

Our TAM has expanded 
systematically 

$110B

2018

$165B

2023

$200B

2024

$275B

2026

( F O R E C A S T E D )

$220B

2025

( F O R E C A S T E D )

Calculations performed by ServiceNow based on Gartner research, ServiceNow 
analysis, and additional research reports. Sources available upon request. © 2024 ServiceNow, Inc. All Rights Reserved. 28
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Our TAM has expanded 
systematically $275B

( F O R E C A S T E D )

Technology
Workflows

$108B

Employee
Workflows

$15B

Customer and 
Industry Workflows

$68B

Creator and
FSC Workflows

$84B

Calculations performed by ServiceNow based on Gartner research, ServiceNow 
analysis, and additional research reports. Sources available upon request. © 2024 ServiceNow, Inc. All Rights Reserved. 29
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S E R V I C E N O W  P O R T F O L I O

© 2024 ServiceNow, Inc. All Rights Reserved. 30

App Engine

Automation Engine

Vault

Creator
Workflows

Industry Products

Telecom, Media & Technology Financial ServicesHealthcare & Life Sciences Public SectorManufacturing

Operational Technology

IT Service Management

IT Operations Management

IT Asset Management

Strategic Portfolio Management

Security Operations

Integrated Risk Management

Cloud Observability

Technology
Workflows

HR Service Delivery

Legal Service Delivery

Workplace Service Delivery

Employee
Workflows

Customer and 
Industry Workflows

Customer Service Management

Field Service Management

Sales and Order Management

Retail

Contract Lifecycle Management

Digital End-User Experience

Procurement

Supplier Operations

Accounts Payable

Finance and Supply 
Chain Workflows
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Pablo
Stern

G M  &  S V P

Technology Workflows
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Operational 
Technology

Manufacturing

Automotive

Where digital 
technology 
meets physical 
processes in

are converging

© 2024 ServiceNow, Inc. All Rights Reserved. 32

Production 
Process
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IT and OT 
are converging

© 2024 ServiceNow, Inc. All Rights Reserved. 33

Established system of record

Comprehensive product set

I N F O R M A T I O N  
T E C H N O L O G Y

Digitally behind IT by 10+ years

Security & resiliency are critical

O P E R A T I O N A L  
T E C H N O L O G Y

Production 
Process
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We are accelerating
OT digital transformation

© 2024 ServiceNow, Inc. All Rights Reserved. 34

CIO CISO

Factory Owner

P E R S O N A S W H Y  N O W

NEW

U S E  C A S E S

OT Operations Management

OT Security Operations

OT Service Management

OT Asset Management

Available now

H2 2024

Risk of ransomware increased, 
impacting production lines 
and asset lifecycles 

IT and OT stakeholders
seek a common
system of record
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3X
2 0 2 3

ACVOT is a 
strategic 
growth 
opportunity

2 0 2 2

With $5B+ TAM in 2026

© 2024 ServiceNow, Inc. All Rights Reserved. 35
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John
Ball

G M  &  S V P

Customer and Industry Workflows
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Customer
and Industry
Workflows $1B+

2023

~$20M
2016

© 2024 ServiceNow, Inc. All Rights Reserved. 37Note: ACV
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Digitization efforts
started here

Excellent 
customer 
service

© 2024 ServiceNow, Inc. All Rights Reserved. 38

Invoicing

Fulfillment

Operations Legal

Sales

Marketing

Inventory

Collections

Contracts

?

W H A T  A C T U A L L Y  H A P P E N S :

Disparate systems, 
human middleware

Customer Frontline
agent 

M O B I L E

W E B

E M A I L

C H A T

Omnichannel 
solutions

V O I C E
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Invoicing

Fulfillment

Operations Legal

Sales

Marketing

Inventory

Collections

Contracts

© 2024 ServiceNow, Inc. All Rights Reserved. 39

End to end 
customer
service 

S O L V I N G  W I T H

Excellent 
customer 
serviceAutomation Integration Experiences

W O R K F L O W  
Customer



© 2024 ServiceNow, Inc. All Rights Reserved. 40

Systematic expansion of use cases 

C U S T O M E R  A N D  I N D U S T R Y  
W O R K F L O W S  F O U N D A T I O N

© 2024 ServiceNow, Inc. All Rights Reserved. 40

?Middle
Office

Service

Front
Office

Service
Industry
Solutions
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Opportunity
Management

Sales Catalog
& Guided Selling

Configure
Price Quote (CPQ)

Pricing
Engine

Order 
Capture

© 2024 ServiceNow, Inc. All Rights Reserved. 41

Sales and Order 
Management

I N T R O D U C I N G
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Seamless 
Customer Choice

© 2024 ServiceNow, Inc. All Rights Reserved. 42

Customer service 
management

Unified agent 
workspace

Workflow-driven 
system of action 

Unified experience from Genesys and ServiceNow 

Workforce engagement 
management

Personalized CX 
orchestration and routing

Customer journey 
optimization

Unified & open data platforms

I N T R O D U C I N G

A R T I F I C I A L  
I N T E L L I G E N C E

V I R T U A L  
A G E N T S

D I G I T A L  
C H A N N E L S

Turnkey, AI-powered solution
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Why service to sales matters

© 2024 ServiceNow, Inc. All Rights Reserved. 43

F I E L D  T E C H N I C I A N
I N T E R N E T  P R O V I D E R

S E R V I C E

Visits onsite to check 
and repair connection

S A L E S

Sells home security equipment 
and sets up delivery date

S A L E S

Sells additional valuables  
insurance coverage

C U S T O M E R  S U P P O R T  A G E N T
I N S U R A N C E  C O M P A N Y

S E R V I C E

Helps newlyweds with 
adding driver to the policy
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Sales and Order 
Management

L I V E  D E M O
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G E N E R A T I V E  A I

for the
Continues to be a catalyst
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Intelligent workflows
ServiceNow’s AI strategy

IN  THE  FLOW OF WORK
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Language 
Models

Powered by an industry leading AI team
R E S E A R C H  |  S C I E N C E  |  E N G I N E E R I N G  |  P R O D U C T  |  E X P E R I E N C E

ServiceNow’s AI strategy

2
Intelligent 
workflows

1
ServiceNow

GenAI models

3
Pro Plus

products
NOW LLMs combined with our 

Knowledge Graph and application 
workflows with delightful experiences

We build use case specific 
ServiceNow Gen AI models derived 

from open source models

Additional value delivered
for customers with

Intelligent Workflows

© 2024 ServiceNow, Inc. All Rights Reserved. 47
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GenAI
 models

W H Y  I T  M A T T E R S ?

Accurate models Data privacy High performance

BEST  OF  GENERAL PURPOSE +  DOMAIN SPECIF IC
S E R V I C E N O W  D E V E L O P E D  M O D E L S

© 2024 ServiceNow, Inc. All Rights Reserved. 48

Low costFast innovation
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Bring your own GenAI modelsServiceNow GenAI models

OR

© 2024 ServiceNow, Inc. All Rights Reserved. 49

This means flexibility
for our customers

S E R V I C E N O W  A I  A R C H I T E C T U R E  I S  O P E N
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Intelligent workflows

+ +
Knowledge

Graph

D A T A

NOW
AI

I N T E L L I G E N C E

ServiceNow
Workflows

A C T I O N

© 2024 ServiceNow, Inc. All Rights Reserved. 50
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Pro Plus roadmap 

H 1  2 0 2 4

IT Operations Management

Strategic Portfolio Management

H 2  2 0 2 3

IT Service Management

HR Service Delivery

Customer Service Management

Creator

Field Service Management

Industry Products

H 2  2 0 2 4

Security Operations

Contract Lifecycle Management

Procurement

Supplier Operations
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Improved 
Agent Productivity

Increased 
Workflow Automation 

VelocityHigher 
Service Request 

Deflection

The Pro Plus advantage for:

Employee
Service Agents ServiceNow Developers
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Customer
proof points

7 months since Pro Plus was introduced 

M U L T I N A T I O N A L  
B U S I N E S S  S E R V I C E S  

C O M P A N Y

IT Service Management Pro Plus

30%
Mean time to resolution improvement

Creator Pro Plus

G L O B A L  P R O F E S S I O N A L  
S E R V I C E S  C O M P A N Y

25%
Developer velocity

L A R G E  M A N U F A C T U R I N G  
O R G A N I Z A T I O N

ITSM and HR Pro Plus

>80%
Self-service deflection improvement

Intelligent self service
for employees & end customers

Productivity
for agents

Higher pace
of Workflow automation
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Pro Plus adoption dynamics
C U R R E N T  P A C K A G I N G

Pro Enterprise
Standard

Plus

T I M E  T O  V A L U E

Pro

Pro Plus

P R I C E  R E A L I Z A T I O N  B A S E D  O N  V A L U E  D E L I V E R E D

Pro

Pro Plus

S E A T  C O U N T  F O R  P R O
L A S T  4  Q U A R T E R S
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Code Generation
S E P  2 0 2 3

Flow Generation
N O V  2 0 2 3

Generation
Innovation roadmap

Playbook Generation
App Generation
Catalog Generation
M A Y  2 0 2 4

Analytics Generation
A U G  2 0 2 4

Spoke Generation
N O V  2 0 2 4
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Amy Lokey
S E R V I C E N O W
Chief Experience Officer

Joe Davis
S E R V I C E N O W

SVP, Platform and AI Engineering
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Playbook
Generation

L I V E  D E M O
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Now Assist
for Teams

L I V E  D E M O
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Analytics
Generation

L I V E  D E M O



© 2024 ServiceNow, Inc. All Rights Reserved. 60© 2024 ServiceNow, Inc. All Rights Reserved. 60

Knowledge
Graph

D A T A
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Intelligent workflows
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Knowledge
Graph

DATA

Intelligent Workflows



Services

Integrations

People 
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Services
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Knowledge
Graph

Services

Active
Inactive

Active

Active

Inactive

Online

Offline

Online

Online
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Knowledge
Graph

Integrations
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Knowledge
Graph

People



PeopleIntegrationsServices
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Knowledge
Graph

DATA

Intelligent Workflows
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xs
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Intelligent workflows
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Intelligent workflows

My Assist

M E E R A

+
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Intelligent Workflows



© 2024 ServiceNow, Inc. All Rights Reserved. 88

D E L I V E R I N G

Industry solutionsWorkflow expansionGenerative AI
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1 0  M I N
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Go-to-market
strategy

Paul Smith
Chief Commercial Officer
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We are 
outexecuting
at scale

S T R O N G  C U S T O M E R  M O M E N T U M

2.2x
$20M+ Customers
(2023 vs. 2021)

2.0x
$10M+ Customers
(2023 vs. 2021)

U N P A R A L L E L E D  C U S T O M E R  S U C C E S S

98.5%
Renewal
rate (2023)

~70%
of Customers grew 
ACV  (2023)

I M P R O V E D  S A L E S  E F F I C I E N C Y

~10%
Sales Productivity1

Improvement (2023)

~150bps
S&M Op Margin Lift
(2023)

(1) NNACV Per Sales Headcount
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$200B

2024

$275B

2026

( F O R E C A S T E D )

$220B

2025

( F O R E C A S T E D )

We have a large, 
growing TAM
Accelerated by GenAI

<5% Across all
Geographies

<7% Across Top
6 Industries

T A M  P E N E T R A T I O N

(1) Americas (AMS), EMEA, APAC, Japan
Note: Calculations performed by ServiceNow based on Gartner research, ServiceNow 
analysis, and additional research reports. Sources for TAM available upon request

1
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Massive opportunity 
for customer 
expansion

Multi Workflow
customers

“All in with NOW” 
customers

2K+
3+ workflows

55
$20M+ ACV

Total customers 8K+

8K+ 
Customers

50K+ 
Total Customer Opportunity

Source: Total Customer Opportunity based on CapIQ screen as of April 2024 includes companies with $100M+ revenue and 1K+ employees, excluding China
Note: Calculated based on Global Parent count; Customers with Creator Workflows is only counted if Creator Workflows is ACV $100K+; Calculated based on Q1 2024 data
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Our GTM

Acceleration levers

1
International 

Expansion

4
Partner 

Ecosystem

3 
Scale and 
Efficiency

2
New

Logos

5
Focus 

Industries

 2
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International 
business
has a strong 
foundation

~$5B
A C V  G R O W T H

2 0 2 1
$ 2 . 7 B

 10+
$ 2 0 0 M +  A C V

M A R K E T S

15+
$ 2 0 M +  A C V  
C U S T O M E R S

2 0 2 4
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S C A L E  
F U T U R E  $ 1 B +  M A R K E T S

B U I L D  
H I G H - G R O W T H  M A R K E T S

© 2024 ServiceNow, Inc. All Rights Reserved. 96

UK Germany

France 

Japan

Canada Australia

Mexico KSAIndia

Brazil ASEAN

Accelerating 
International business
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We will build 
on our new 
logo success

New Logo Territories
100 dedicated territories created

Scale Inside Sales
~25% of New logos driven by Inside Sales

Partner Resell
Coverage in underserved segments, markets

T H R E E  M O T I O N S
T O  T A R G E T  N E W  L O G O S

our GTM, efficiently

50K+
Total customer opportunity
~16% Penetration

Source: Total Customer Opportunity based on CapIQ screen as of April 2024 
includes companies with $100M+ revenue and 1K+ employees, excluding China
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We are scaling
our GTM, efficiently

Scale
Coverage & Reach

12%
3-year Rep CAGR

Segmentation
Fit for purpose resourcing

Marquee, Enterprise 
& Commercial 

coverage model

Efficiency
Low cost models

3X
Inside sales rep growth

© 2024 ServiceNow, Inc. All Rights Reserved. 98Note: Rep CAGR as of 2023; inside sales based on 3 years (2021 to 2024 plan)
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Building a GTM force multiplier through our

Partner ecosystem
Strategic

SI partners
Hyperscalers

& tech partners
Reseller
partners

© 2024 ServiceNow, Inc. All Rights Reserved. 99
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in Top 6 
industries

<7%
T A M  P E N E T R A T I O N

P U B L I C
S E C T O R

H E A L T H C A R E  &  
L I F E  S C I E N C E S

F I N A N C I A L  
S E R V I C E S

M A N U F A C T U R I N G T E L C O / M E D I A
/ T E C H

Unlock industry and LoB opportunity

R E T A I L  &  
H O S P I T A L I T Y

N E W  A D D
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Public Sector
opportunity

Steve Walters
SVP, Public Sector
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The U.S. 
Federal 
Government
works with 
ServiceNow S E R V I C E N O W  W O R K S  F O R

Government Employees

Families

Constituents

Military Service Members

Veterans

Taxpayers

S E R V I C E N O W  W O R K S  T O  S U P P O R T

• Real-world Mission Priorities

• Human Resources

• Security

• Information Technology

• Asset Management

• Citizen Engagement
• Federally Regulated Clouds

S E R V I C E N O W  W O R K S  W I T H

All 15
Offices Bureaus & 

subagencies
of the military 

400+ All branches
Cabinet
Agencies

© 2024 ServiceNow, Inc. All Rights Reserved. 102
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Public Sector 
Digital Services

May 2022

4 0 0 +  F E D E R A L  C U S T O M E R S  A C R O S S  E V E R Y  C A B I N E T  L E V E L  A G E N C Y

ServiceNow investments in the 
Federal market

Interim FISMA 
Moderate

June 2012

FISMA 
Moderate

April 2013

FedRAMP
Moderate
February 2016

FedRAMP
High

September 2019

DOD IL4
December 2019

MedCol
2020

DOD IL5
March 2023

2012 2013 2016 2019 2020 Today

GenAI GA
2024
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$400M+ I N  P I P E L I N E

3,000+ R E G I S T E R E D

37 P A R T N E R S

F E D E R A L  F O R U M  2 0 2 4
Verticalization is the 
strength of our GTM

Finance
Civilian

DoD IntelHealth 
Civilian

© 2024 ServiceNow, Inc. All Rights Reserved. 104
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E N T E R P R I S E  S O F T W A R E  
A G R E E M E N T

© 2024 ServiceNow, Inc. All Rights Reserved. 105
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Leveraging ESAs drive adoption 
as the engagement layer

M I S S I O N  
R E S I L I E N C Y

F U T U R E  O F  
W O R K

D I G I T A L  
A C C E L E R A T I O N

Interoperability of People  |  Net-New Automation   |  Modernize Legacy Systems
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$5B+ 
Opportunity

6M
Employees

52
Weeks

$4 coffee
Per week

4
Workflows
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U S  P U B L I C  S E C T O R

Higher 
Education

State 
& Local

U.S. 
Federal

© 2024 ServiceNow, Inc. All Rights Reserved. 108
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ServiceNow is 
powering digital 
transformation in
the Public Sector

Growth Y/Y in 2023

ACV from Public Sector

30%+

$1.5B+

© 2024 ServiceNow, Inc. All Rights Reserved. 109
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O U R  # D E S C O 2 1 C  J O U R N E Y I S  P O W E R E D  B Y

Operational ExcellenceCustomer ExpansionGenerative AI

© 2024 ServiceNow, Inc. All Rights Reserved. 110
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Financial
Overview

Gina Mastantuono
Chief Financial Officer
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GenAI and New 
Product  Innovation: 

Seeding future growth

Power of the Platform: 
Key competitive advantage

Disciplined
Capital Allocation: 

Driving shareholder value

© 2024 ServiceNow, Inc. All Rights Reserved. 112
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$1,740 
$2,421 

$3,255 

$4,286 

$5,573 

$6,891 

$8,680 

37%
31% 28% 29% 25%

2017 2018 2019 2020 2021 2022 2023

(1) Y/Y Growth (CC) represents year on year constant currency subscription revenues growth. 2019-2023 constant currency subscription 
revenues CAGR is derived by applying the average foreign exchange rates in effect during the first year of the measurement 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.

Continuous 
innovation 
drives durable 
organic 
growth

28%
 2019 – 2023 Subscription 

Revenue CAGR (CC)1

S U B S C R I P T  I O N  R E V  E N U E S  A N D  Y / Y  G  R O W  T  H  ( C C ) 1

U S  D  I N  M  I L  L  I O  N S
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$1,740 
$2,421 

$3,255 

$4,286 

$5,573 

$6,891 

$8,680 

37%
31% 28% 29% 25%

2017 2018 2019 2020 2021 2022 2023

$1.8B

28%

S U B S C R I P T  I O N  R E V  E N U E S  A N D  Y / Y  G  R O W  T  H  ( C C ) 1

U S  D  I N  M  I L  L  I O  N SContinuous 
innovation 
drives durable 
organic 
growth

(1) Y/Y Growth (CC) represents year on year constant currency subscription revenues growth. 2019-2023 constant currency subscription 
revenues CAGR is derived by applying the average foreign exchange rates in effect during the first year of the measurement 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.
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$3.3
$4.4

$5.7
$6.9

$8.6

$3.3

$4.5

$5.8

$7.1

$9.4

$6.6

$8.9

$11.5

$14.0

$18.0

2019 2020 2021 2022 2023

29%
Total RPO

L E G E N D

Current RPO

Noncurrent RPO

U S D  I N  B I L L I O N S

R E M A I N I N G  P E R F O R M A N C E  O B L I G A T I O N S

27%
Current RPO

(1) 2019-2023 constant currency RPO and cRPO CAGR is derived by applying the 
foreign exchange spot rates in effect as of the end of first year of the measurement 
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.
Note: Numbers rounded for presentation purposes

• 29% Y/Y acceleration

• Contract duration improves

RPO acceleration 
increases visibility 
to future revenue 
growth

2 0 1 9  – 2 0 2 3  C A  G  R  ( C C ) 1

© 2024 ServiceNow, Inc. All Rights Reserved. 115
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2020

2023

98.5%
Renewal Rate

2022

2021

M I S S I O N  C R I T I C A L :  

Our best-in-class renewal 
rates have steadily 
improved

© 2024 ServiceNow, Inc. All Rights Reserved. 116
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Strong customer 
adds fuel our 
growth engine

~400 N E T  C U S T O M E R  A D D S
I N  2 0 2 3  

8K+
C U S T O M E R S  A T  T H E  

E N D  O F  2 0 2 3

© 2024 ServiceNow, Inc. All Rights Reserved. 117
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Larger
customer lands

Enterprise New Logos with 5K+ Employees 
Y / Y  G R O W T H  I N  2 0 2 3

Average New Logo ACV in 1st year 
Y / Y  G R O W T H  I N  2 0 2 3

With more 
products and 
higher ACV

+25%+25%
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~2X Mix of new logos 
cohort with $500K+ 
ACV
2019-2023

Our laser focus on landing 
the right customer 
continues to bear fruit

© 2024 ServiceNow, Inc. All Rights Reserved. 119
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Contribution from non-Technology
Workflows in 2023

45%+
Customer & 
Industry Workflows

Employee
Workflows

Creator
Workflows

2 0 2 3  N E W  L O G O  A C V Non-Technology 
workflowsTechnology 

workflows

Strength of emerging 
products further 
diversifies new 
deal ACV mix

© 2024 ServiceNow, Inc. All Rights Reserved. 120
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2016 2017 2018 2019 2020 2021 2022 2023

CSM matches ITSM as our 
top product in new logos

N E W  L O G O  A C V  
P R O D U C T  M I X

Top product
I N  N E W  L O G O S

2016

ITSM

CSM

2023

ITSM

IT Service Management CSM & ITSM

© 2024 ServiceNow, Inc. All Rights Reserved. 121
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85%+ Mix of NNACV from 
existing customers

Our 
customers
continue 
to growth 
with us

~70% Mix of existing 
customers spending 
incremental dollars 
with ServiceNow
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Newer cohorts are landing 
larger and continue
to expand at higher 
average ACV ~30%

          Higher Average ACV
A V E R A G E  A C V / C U S T O M E R  
B Y  C O H O R T
$ A C V

2010-2017

Year 2

Year 3

Year 0

Year 1

2018-2020

© 2024 ServiceNow, Inc. All Rights Reserved. 123
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Y E A R S

Time to hit $1M 
in ACV has 
improved 
significantly with 
newer cohorts

2 Years  

8 Years  

2020

2019

2018

2017

2016

2015

2014

2013

2012

2011

2010
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(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 $3.236M as of Q1 2024, and represents annual growth of initial ACV of 224%
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.

2010

2011

2012

2013

2014

2015

2016

2017

2018

2019

2020
2021
2022
2023
2024

224%1

196%

142%

146%

105%

110%

99%

72%

77%

83%

65%
60%
54%
47%

Annual Growth 
of Initial ACV

Our rapid innovation 
continues to fuel 
growth across 
cohorts

© 2024 ServiceNow, Inc. All Rights Reserved. 125
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Power of the Platform: 
Better together

L E G E N D

5+ product deals

2-4 product deals

Single product deals

NNACV from multi-product 
deals in 2023

98%

© 2024 ServiceNow, Inc. All Rights Reserved. 126

7% 5% 3% 3% 2%

39%
30%

25% 20%
16%

54%
65%

72% 77% 82%

2019 2020 2021 2022 2023

N N A C V  M I X  B Y  P R O D U C T  C O U N T S

82%
NNACV from 5+ product 
deals in 2023

Note: Numbers rounded for presentation purposes.
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New Land across
3 Workflows & 10 Products License Expansion Deal 

License Expansion deal 
& added Source to Pay 

Operations  

11 Products across 
Technology, Customer, 

& Creator Workflows

Total

$0.7M

$0.3M

$4.0M

$5.0M

Q4 2022 Q2  2023 Q4  2023 2023

A look into
a customer’s journey

600% Growth of ACV
as of Q4 2023 vs. 
Initial Land3 Quarters to 

become a ~$1M 
ACV customer

A Financial Service Software Company

© 2024 ServiceNow, Inc. All Rights Reserved. 127Note: Numbers rounded for presentation purposes.
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55
$20M+ ACV

126
$10M-$20M ACV

224
$5M-$10M ACV

1,492
$1M-$5M ACV

N U M B E R  O F  C U S T O M E R S  I N  2 0 2 3Expansion is 
driving robust 
growth in large 
customer spend

~45%
2019 – 2023 Average ACV 
Growth for $5M+ Customers

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.

© 2024 ServiceNow, Inc. All Rights Reserved. 128
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$5M $10M
$25M

$50M

$75MMarquee customers are 
increasing their business 
with us
M A R Q U E E  C U S T O M E R  A C V

N U M B E R  O F  M A R Q U E E  C U S T O M E R S  C R O S S I N G  E A C H  T H R E S H O L D  I N  2 0 2 3

+3+4+9+25+18

Note: Marquee customers are ServiceNow customers with high total addressable 
market and where ServiceNow can help drive exponential value
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Plenty of 
opportunities 
remain within our 
largest customers
A C T U A L  $ 7 5 M +  M A R Q U E E  C U S T O M E R  E X A M P L E

~2X
Opportunity for 

license expansion 
and SKU upgrade

Products
1-10

Note: ACV values as of the end of 2023

$100M ACV

© 2024 ServiceNow, Inc. All Rights Reserved. 130



© 2024 ServiceNow, Inc. All Rights Reserved. 131

Integrated Risk 
Management

Security
Operations

IT Asset 
Management

Emerging
tech products 
driving growth 2019 – 2023 CAGR

~50%

© 2024 ServiceNow, Inc. All Rights Reserved. 131
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Operational 
Technology

$5B+
Total Addressable Market

© 2024 ServiceNow, Inc. All Rights Reserved. 132
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 ITSM Pro
SKU penetration1

~45%
 

~65%
ITSM new customer ACV
from Premium SKUs in 2023 

~25%
Realized price uplift to ITSM
Pro vs. ITSM Standard SKU 

AI-powered experiences 
provide massive 
opportunities
to upsell

(1) © 2024 ServiceNow, Inc. All Rights Reserved. 133
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>30%
Realized price uplift to Pro Plus 
vs. Pro SKUs 

Strong start for Pro Plus

Pro

Pro Plus

N N A C V  T H R O U G H  F I R S T  2  F U L L  
Q U A R T E R S  O F  L A U N C H

Note: Pro Plus and Pro NNACV through first 2 full quarters of launch includes ITSM and CSM. 
Realized price uplift to Pro Plus vs. Pro SKUs includes service desk customers (ITSM, CSM, & HRSD) © 2024 ServiceNow, Inc. All Rights Reserved. 134
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ITSM, CSM, & HRSD
Pro SKU penetration

~45% $1B +
Gen AI opportunity 
from existing Pro 
customers

(1) © 2024 ServiceNow, Inc. All Rights Reserved. 135

1



© 2024 ServiceNow, Inc. All Rights Reserved. 136

ITSM, CSM, & HRSD
Upgrade to Pro Plus

100% $2.5B
Gen AI opportunity 
from existing service 
desk customers

© 2024 ServiceNow, Inc. All Rights Reserved. 136
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A V A I L A B I L I T Y
Pro Plus

H 2  2 0 2 3

H 1  2 0 2 4

H 2  2 0 2 4

IT Operations Management

Strategic Portfolio Management

Security Operations

Contract Lifecycle Management

Source-to-pay

IT Service Management

HR Service Delivery

Customer Service Management

Creator

Field Service Management

Industry Products

IT Service Management

HR Service Delivery

Customer Service Management
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2 0 2 3
25%

We have plenty
of extensibility 

beyond IT2 0 2 2

20%
Employee 
Workflows

Customer & 
Industry Workflows

Creator 
Workflows

N O N - I T  P R O D U C T  O P P O R T U N I T Y

A V E R A G E  
P E N E T R A T I O N
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Creator
Workflows

ACV

$1,100M+

Employee  
Workflows

ACV

$850M+

Customer 
& Industry
Workflows

$1,050M+
ACV

Note: ACV values as of the end of 2023

Emerging workflows delivering 
rapid growth at scale
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Supplier Lifecycle 
Operations

Tokyo
Aug 2022

Sourcing and 
Procurement 
Operations

San Diego
Feb 2022

~3X In-production 
customers Y/Y Growth150% Y/Y Growth of 

ACV
Source-to-Pay 
Operations2 

Accounts Payable 
Operations

Clean Core ERP 
with App Engine1

Vancouver
Aug 2023

Finance, Supply Chain, and Clean Core ERP 
Products gaining significant momentum

(1) Clean Core ERP with App Engine will be renamed in May 9th Store release
(2) Source-to-Pay Operations include Sourcing and Procurement Operations, Supplier Lifecycle Operations, and Accounts Payable Operations © 2024 ServiceNow, Inc. All Rights Reserved. 140
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Margins
and outlook

© 2024 ServiceNow, Inc. All Rights Reserved. 141
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Productivity gains and 
efficiency savings1

$10M20+
Internal use cases ROI from ServiceNow GenAI 

internal use cases1

>7X

Enhancing productivity 
and cost savings from 

deploying GenAI internally

(1) Productivity gains and efficiency savings are annualized based on projections
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Performance-to-cost 
improvements
leading to better 
GenAI unit economics 20%+

Improvement from last two 
mainstream GPU SKU

upgrades

2020 2022

T E C H N O L O G Y  P E R F O R M A N C E

T E C H N O L O G Y  C O S T

© 2024 ServiceNow, Inc. All Rights Reserved. 143
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2 0 2 3  S A L E S  E F F I C I E N C Y

3.8X
3.4X

3.0X

2.3X

NOW ADBE WDAY CRM

Note:  Sales Efficiency is calculated on a non-GAAP basis and represents the change in total revenues 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.
2023 peer data based on the latest fiscal year ending closest to 12/31/23

We continue to see 
sales efficiency 
above at-scale 
cloud peers

2.9X Peer Avg

© 2024 ServiceNow, Inc. All Rights Reserved. 144
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Operational 
discipline yields 
consistent margin 
expansion

35%
2019 – 2023 CAGR
Non-GAAP Operating Profit

$740 

$1,121 

$1,482 

$1,860 

$2,489 

21%

25% 25%
26%

28%

2019 2020 2021 2022 2023

N O N - G A A P  O P E R A T I N G  P R O F I T  A N D  M A R G I N  % 1

U S  D  I N  M  I L  L  I O  N S

(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.

© 2024 ServiceNow, Inc. All Rights Reserved. 145
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As well as robust 
free cash flow

29%
2019 – 2023 CAGR
Non-GAAP Free Cash Flow

N O N - G A A P  F R E E  C A S H  F L O W  A N D  M A R G I N  % 1

U S  D  I N  M  I L  L  I O  N S

$971 

$1,449 

$1,867 

$2,180 

$2,728 
28%

32% 32%
30% 30%

2019 2020 2021 2022 2023

(1) Non-GAAP Free cash flow 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 including compensation expense, 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

© 2024 ServiceNow, Inc. All Rights Reserved. 146
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$2.7 

$3.3 

2023 2024E

2024 Guidance
U S D  I N  B I L L I O N S

S U B S C R I P T I O N  R E V E N U E S F R E E  C A S H  F L O W 1

U S D  I N  B I L L I O N S

31% 
Margin

22% 
Growth

(1) Free cash flow and free cash flow margin are based off the 2024 guidance of 31% free cash flow margin provided on 1/24/24, with the assumption that professional services 
and other revenues grows in-line with the mid-point of our subscription revenue guidance. Non-GAAP Free cash flow is defined as net cash provided by operating activities plus 
cash paid for legal settlements, repayments of convertible senior notes attributable to debt discount and business combination and other related costs including 
compensation expense, 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: Subscription revenue growth rate is using the high-end of guidance. Numbers rounded for presentation purposes

$8.7 

$10.6 

2023 2024E

© 2024 ServiceNow, Inc. All Rights Reserved. 147
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Durable Rule of 50+
at massive scale

© 2024 ServiceNow, Inc. All Rights Reserved. 148

(1) Non-GAAP Free cash flow is defined as net cash provided by operating activities plus cash paid for legal settlements, repayments of convertible senior notes
attributable to debt discount and business combination and other related costs including compensation expense, reduced by purchases of property and 
equipment. Free cash flow margin is calculated as free cash flow as a percentage of total revenues. 2024E using ServiceNow guidance.
Note: Numbers rounded for presentation purposes

54% 56% 53%

2022 2023 2024E

Rule of 50+

S U B  R E V  E N U E  G  R O W  T  H  R A T  E  P L U S 
F R  E  E  C  A  S  H  F L  O W  M  A  R  G  I N  1
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Subscription 
revenue targets

$15+

2026E

S U B S C R I P T  I O N  R E V  E N U E S
U S D  I N  B I L L I O N S

20%+
Constant Currency CAGR Through 2026

$8.7 

$10.6 

2023 2024E

Note: Targets exclude material M&A
Numbers rounded for presentation purposes. 
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N O N - G A A P  
F R E E  C A S H  F L O W  M A R G I N

Profitability trajectory to 2026

Note: Operating Margin expansion based on the 29% non-GAAP 2024 operating margin guidance provided on 4/24/24. Free cash 
flow growth based off the 2024 guidance of 31% free cash flow margin provided on 4/24/24, with the assumption that professional 
services grows in line with the mid-point of our subscription revenue guidance. See the tables included at the end of this presentation 
for a reconciliation of non-GAAP financial measures to the most comparable GAAP measures. Targets exclude material M&A.
Numbers rounded for presentation purposes.

28%

29%

2023 2024E

N O N - G A A P  O P E R A T I N G
M A R G I N

30%

31%

2023 2024E

Average 50bps+ 
expansion/yr 
despite incremental 
tax headwinds of 
~100bps in 2024 & 
2025, and ~200bps 
in 2026

Average 100bps+ 
expansion/yr 
driven by operating 
efficiencies

© 2024 ServiceNow, Inc. All Rights Reserved. 150
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19%
18%

<15%

10%

2 0 2 2

2 0 2 6

2 0 2 3

SBC % of Revenue 
on track to <15% by 2026

© 2024 ServiceNow, Inc. All Rights Reserved. 151Note: Numbers rounded for presentation purposes
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1.5%
2 0 1 9

1.1%
2 0 2 3

<1.0%
Annual Dilution

Focusing on 
shareholder value

Note: Annual dilution target for fully diluted shares outstanding.
Numbers rounded for presentation purposes.
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GAAP to 
Non-GAAP
Reconciliation

© 2024 ServiceNow, Inc. All Rights Reserved. 154
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GAAP to Non-GAAP Reconciliation
Subscription Revenues

In millions (except %’s) 2017 2018 2019 2020 2021 2022 2023

GAAP Subscription Revenues $1,740 $2,421 $3,255 $4,286 $5,573 $6,891 $8,680

(+) Effects of Foreign Currency Rate Fluctuations $(6) $(27) $58 $(14) $(77) $274 $(33)

Non-GAAP Subscription Revenues(1) $1,734 $2,394 $3,313 $4,272 $5,496 $7,165 $8,647

YoY Non-GAAP Subscription Revenue Growth 
Rates(1)

42% 38% 37% 31% 28% 28.5% 25.5%

(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.

Note: Numbers rounded for presentation purposes
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GAAP to Non-GAAP Reconciliation
cRPO and RPO

In billions (except %’s) 2019 2020 2021 2022 2023

GAAP Current Remaining Performance Obligations at Period End $3.3 $4.4 $5.7 $6.9 $8.6

Y/Y Current Remaining Performance Obligations Growth Rates(1) N/A N/A N/A N/A N/A

(+) Effects of Foreign Currency Rate Fluctuations $0.0 $(0.1) $0.1 $0.2 $(0.1)

Non-GAAP Current Remaining Performance Obligations at Period End(1) $3.3 $4.3 $5.8 $7.1 $8.5

Y/Y Non-GAAP Current Remaining Performance Obligations Growth 
Rates(1) 34% 30% 32% 25.5% 23%

GAAP Remaining Performance Obligations at Period End $6.6 $8.9 $11.5 $14.0 $18.0

(+) Effects of Foreign Currency Rate Fluctuations $0.0 $(0.2) $0.3 $0.4 $(0.1)

Non-GAAP Remaining Performance Obligations at Period End(1) $6.7 $8.7 $11.8 $14.4 $17.9

Y/Y Non-GAAP Remaining Performance Obligations Growth Rates(1) 35% 31% 32% 25% 27.5%

(1)Non-GAAP current remaining performance obligations, remaining performance obligations and the corresponding growth rates and are 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
Note: Numbers rounded for presentation purposes
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GAAP to Non-GAAP Reconciliation
Operating Income and Operating Margin

In millions (except %’s ) 2019 Margin 2020 Margin 2021 Margin 2022 Margin 2023 Margin 2024E 
Margin

GAAP Income (Loss) from Operations $42 1% $199 5% $257 4% $355 5% $762 8% 12%

(-) SBC $662 19% $870 19% $1,131 19% $1,401 19% $1,604 18% 16%

(+)  Amount of Purchased Intangibles $35 1% $45 1% $76 2% $80 1% $85 1% 1%

(+) Business Combination 
and Other Related Costs

$1 0% $6 0% $18 0% $24 0% $38 0% 0%

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

Non-GAAP Income from Operations $740 21% $1,121 25% $1,482 25% $1,860 26% $2,489 28% 29%

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) 2019 Margin 2020 Margin 2021 Margin 2022 Margin 2023 Margin 2024E Margin

GAAP Net Cash 
Provided by Operating Activities $1,236 36% $1,787 39% $2,191 37% $2,723 38% $3,398 38% N/A 39%

(-) Purchases of Property 
and Equipment $(265) (8%) $(419) (9%) $(392) (7%) $(550) (8%) $(694) (8%) N/A (8%)

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

(+) Repayments of Convertible Senior 
Notes attributable to Debt Discount - 0% $82 2% 15 0% - 0% - 0% N/A 0%

(+) Business combination 
and other related costs - 0% - 0% 53 1% $7 0% $24 0% N/A 0%

Non-GAAP Free Cash Flow 971 28% $1,449 32% $1,867 32% $2,180 30% $2,728 30% N/A 31%

Note: Numbers rounded for presentation purposes
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GAAP to Non-GAAP Reconciliation
Sales & Marketing Expense

In millions 2021 2022 2023

Sales and marketing expense $2,292 $2,814 $3,301

(-) Stock based compensation, sales and marketing $389 $459 $505

(-) Sales and marketing amortization of purchased intangibles $1 - -

Non-GAAP Sales and marketing expense $1,902 $2,355 $2,796

Note: Numbers rounded for presentation purposes
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Thank you




