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Mission Success 

Through Value
Management

How Do We 

Define Value?
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Capability Useability Sustainability

How technology investments 
maximize benefit potential 
through ease of adoption, 
user experience, and 
configurability

How technology investments 
enable operational 
improvements from core 
architecture, features, 
and functionality

How technology investments 
sustain long-term value 
based on scalability, 
continuous innovation, and 
overall interoperability

3 ‘Orders of Mission Value’ to consider
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On average, organizations 

have realized only 37% of the 

maximum potential benefits 
that their transformations 

could have achieved

37%
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Exceptional Citizen 

Experience

Enhanced Security 

Resilience

Improved Employee 

Engagement 

Workplace 

Modernization

• Meet citizens where they 

are at across services

• Provide omni-channel 

support (self-service, 

mobile, etc.)

• Focus on creating 

modern, consumer-

grade experiences

• Enable modernization 

advancements 

(AI, ML, automation)

• Provide for a safe 

return to work and 

ongoing agility

• Continue to deliver 

flexible and productive 

work arrangements

• Reduced technological 

silos and administrative 

burden

• Create informed 

opportunities for 

career development

• Accelerate onboarding 

and time to productivity

• Identify security risk, 

isolating issues quickly

• Rethink current security 

posture (automation, Zero 

Trust, transparent asset 

management)

• Consolidate security 

procedures

Top Federal Government Initiatives in 2022
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Now 

Value

Lifecycle

Developing the business 

case and roadmap 

for success

• Create internal justification 

for modernization efforts

• Determine value drivers

that are most impactful 

to mission objectives

• Quantify the value potential, 

prioritizing quick wins and 

level of strategic impact

• Educate executive 

committees on the value 

proposition to support 

budget prioritization
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Understand 

mission outcomes 

and define value 

drivers

Government Agency identified top value drivers to define Implementation roadmap



© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 9© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 9

Value informs 

implementation 

roadmap

Government Agency identified top value drivers to define Implementation roadmap
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Ensuring maximum value 

realized and ongoing 

mission alignment

• Provide transparency into 

positive value realized 

(strategic & quantifiable)

• Highlight gaps in expected 

results from initial baseline 

for fast resolution

• Continue positive momentum 

for broader agency support 

across new mission initiatives

• Leverage strategic analyses 

to educate new senior 

leadership on success

Now 

Value

Lifecycle
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• Improved service 
delivery efficiency

• Reduced costs by 
unifying on a single 
platform

• Enabled significant 
self-service capabilities

• Agency-wide adoption 
of Knowledge 
Management

• Increased employee 
satisfaction

Areas of Realized Value1

Value realized at The Department of Veterans Affairs

1. Value identified in analysis conducted by VA & ServiceNow in Feb 2021
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23%
Faster Caregiver Onboarding

and “Time to Patient Care”

90%
Reduction in IoT Integration 

and App Development Effort

80%
Improvement in Customer 

Self-Service Resolution

10%
Increase in Customer Net 

Promoter Score (NPS)

*Data Source(s): ServiceNow / FactSet n=6,300, IDC / Forrester




