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Safe harbor notice for forward-looking statements

This presentation may contain “forward-looking” statements that are based on our beliefs and
assumptions and on information currently available to us only as of the date of this presentation.
Forward-looking statements involve known and unknown risks, uncertainties, and other factors that
may cause actual results to differ materially from those expected or implied by the forward-looking
statements. Further information on these and other factors that could cause or contribute to such
differencesinclude, but are not limited to, those discussed in the section titled “Risk Factors,” set forth
in our most recent Annual Report on Form 10-K and Quarterly Report on Form 10-Q and in our other
Securities and Exchange Commission filings. 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. The information 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, is for informational purposes only, and shall not be incorporated into
any contract, and 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. We undertake no obligation, and do not intend,

to update the forward-looking statements.
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Trends in Healthcare and Life Sciences

Patient-centric
healthcare

Personalization of pre,
during or post care
services

v Value-based care shift
./_-l beginning with the
chronic & elder care

v

(I D New entrants with

competitive products

Interoperability
@ between provider,
payer and member

Source: McKinsey & Deloitte Insights

servicenow.

Change in Care
Delivery Location

of all patients reported they are
now getfting home treatment
instead of going to their
healthcare provider's office

patients and more than 600
million patient visits each year
for provided remotely

cost savings vs. fraditional
inpatient care and drives
greater patient satisfaction

Source: Accenture, John Hopkins
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Patient Remote
Monitoring

US Patients are expected to
use remote patient monitoring
devices by 2024

of home health patients will
use loT devices by 2024

of organizations that have
deployed medical loT devices
have experienced a cyberattack

Source: S&P Global

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



servicenaw. Federal Forum 2022

The Future of [Government] Work: Agile, Efficient, Effective

Most companies stuck in an old work model

Work

Incidents

Email, Spreadsheets, Forms,
Messages, Emails, Calls

Depariments

Requests @

Cases

Patient
Visits

8

IT

HR

Customer
Service

Clinical

Security
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Four outcomes driving healthcare

o

i

Your processes

. P need to be simple,
Your patients @ : = a stfreamlined, and
want smoother ! - cost-effective.
intake and a great ‘ =
engagement. (Q q
o o A -
/

I / \ Your clinicians and staff /
s ° wants faster onboarding, e
* . l seamless fransitions,
T - and better - Your security
. communications.
+ o needs to protect
T { , patient privacy and
. & meet compliance
: .. ® o8 0 0 0 0 00 0 00 0000 0B O OO OB ® ¢ - 1 reqUiremenTS'
: | N i ®

teees A plaiform for healthcare innovation ceeeet
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1

Manual and tactical

Calls, emails, and
spreadsheets

Lack of visibility and
metrics

Minimal automation

Automation, efficiency, and value increase and employee experience improves as you mature.
. . . |

servicenow.

2

Structured
basic services

Case and Knowledge
Management

Automated HR
Workflows

The Future of [Government] Work: Agile, Efficient, Effective

Digital transformation maturity model

3

Self-reliance

Employee Service
Center

Single portal for all
Workplace Services and
Intranet consolidation

OmniChannel Access

Mobile experiences
fromm anywhere

Chat

4

Enterprise productivity

On-boarding, Off-
boarding, Transitions

Guided Employee
Journeys

Cross-departmental
campaigns and
communication
Optimizing Employee
experiences leveraging

Al/ML-based
recommndations

5

The future of work

Enterprise Service
Management

Managing a safe and
efficient workplace

Extending further across
the enterprise:

Legal
Procurement
Facilities

Etc.
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Workflows for Healthcare Providers

. . . . " Risk & Compliance *— Employee |:| IT and Shared N
Patient and Clinician Workflows Workflows Co Workflows Q Services Workflows
o
a 2 Create consumer-grade Optimize care delivery : Create connected and
.g S experiences across the care by uniting feams and Sl\ggg%gegneglgggfre == engaging experiences Ier?f%%\?w?:dcenﬁgr:rend%rgglcos’rs
2 8_ continuum information Vs for healthcare workers Y
E
G Improving how care is delivered through a Single System of Action on Now Plaiform® X5
Patient Access & Engagement . . .
(e.g., Outreach, Scheduling, Check-in, qor? : rRaehsci)“near: 3 :k ED:‘IR:?rlyee penvice IT Service Operations
Onboarding, Self-Management)
S
J:
E
=  Patient Care Third Party . Device Management
) (e.g., Bedside Assist, Clinician EMR Troubleshooting) Risk Management AT G T T (BioMed and IT)
3
X
6
=

Delivery of Care Anywhere
(e.g., Virtual, Telemedicine, Home, Remote)

Clinician Journeys
(e.g., Onboarding)

Global Business Services

Business Continuity

pwHealth
\N\I-E MICHIGAN MEDICINE University of Wisconsin 4 'F SC I- Healt h

SCOTLA N D UNIVERSITY OF MICHIGAN HOSpita.l and C].inics
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We cannot solve our problems
with the same thinking we used
when we created them.

—Albert Einstein

' ' i (-‘ : ,‘ f; o : 2 2R :
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-_. A better experience for your patients and providers <

Patient experience

Arm your patient facing employees with access to
the necessary resources at the point of interaction
to provide the patient with the best experience.

Bedside assist

Improve patient care and efficiency of clinical
staff with natural language processing requests
made from patient bedside.

Clinic managed services

Deliver shared services to support your extended
provider community by providing access to critical
resources and process documentation.

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 11
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Bedside ASSIST

Patients can access the support and
information they need 24/7 using
conversational Al.

6:35PM Tue Oct 29

& VTB: OsbourneHospital.Florence

:= OsbourneHospital.Florence T o
< = S B er by title or number & @ p8 & W =
. . C1 Ciscol || CG CiscoGrajales | JM JamesMa || JD JasonDaCosta || L1 Logistics1 | NW NickWhite || NJ_NUMJones 01 Orderlyl | PN PhilNgo = PA PlatformAdmin | SS Simon Stefanoff

=+ Add Lane

Nurse (OsbourneHo... Logistics Support (O...

Turn the room

Immediately engages patients, confirming
that they have been heard.

Supports nurses to deliver positive patient
outcomes, providing insight into a patient’s
need, equipping them to respond
effectively.

Stuck / Fallen

vvvvvvvvvvv

OrbitaASSIST also connects patients with CURRENT STATUS

Spinal Ward | Thursday 31 May, 6:07 pm

enTerTOin merﬁ' SerViceS Clnd cdn enad ble REQUEST STATUS UNASSIGNED BEDS TEAM STATUS TEAM ACTIVITY
smart controls of the patient room. 4 0 2 = 12 #v= B —

OPEN BREACHED Delores s. | N

0 Overdue i Unidentifg Bed 10 _
H SHIFT SUPERVISOR Quentin M. - NN
Outcomes achieved 0 uesoies it v Tea
.  Low

In 18 months over 8,000 conversational Al STARTED

TEAM PERFORMANCE
enabled requests were made to nurses.

REQUESTS MET WITHIN TARGET TIMES REQUESTS MET WITHIN TARGET TIMES OVER TIME BEd 10 Assigned
87% of nurses reported feeling more 93% iscereo : In Pain
confident to respond fo patient requests. Woh - 2min o e 13100 i [ criteal

o = Requests raised: 8 STARTED
o 9 Low 8 min 95% {’_.
92% of patients said they would g k
recommend to friends or family ToTaLcLostoREquEsTS » “'III All I I =
100% of patients would like it available 39 s S Il
if hospitalized again. S 2345678 091011213141516171819 2021 22 23 20
e Reqesame @ Reauesa ot met A L9 &
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A smoother employee experience <

Nurse on-/off-boarding

Provide visibility for nurses across the hiring process
via a single portal, making orientation, onboarding,
credentialing, and training more efficient.

Physician on-/off-boarding

Expedite the HR onboarding process for physicians
and provide access 1o key resources necessary
to accelerate the delivery of care.

Employee document management

Provide your clinicians and staff the ability to
solve problems via an employee service center,
minimizing HR support caseloads while increasing
employee satisfaction.

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 13
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Clinician
Onboarding

Out-of-the-box configurable onboarding

Workflows SerVicen W, | searc Q Hello, Abraham Lincoln

Form/Enrollment application consolidation Hiewiadge Camlog. | EGRUmE™

Automated routing and assignment

. Request Onboarding - Nick Newman
of tasks across the enterprise 9 ;

HRC0001146 Ready Updatedlmago Cancel Request

Visibility into the process and progress

Description Attachments History

’rrocking ThI’OUQh dashboards Welcome to NowHealthcare!
Integrations with 3"9-party applications - - I A Jd SEERE
. . lew Hire iring Manager pened for peciall ni
and external service prOVIderS Nick Newman g‘% Maria Davies ® Maria Davies ‘g“ Roger Seid vie - T
My Tasks ee
icibili 1 i+ Employment Type Department Position
Visibility and proactive recognition of s S pemin st | - |
process bottlenecks Provide your licensing information
r@ 3 days ago
Ouicomes qchieved Timeline Pre-Hire e 1/3 completed @ Physician Onboarding case for Abraham Lincoln
All (3) v
Reduction in HR cases by 50% | Pre-Hire N —
Tall 1 11 i Q) sician Onboarding case for Abraham Lincoln
Increased efficiency in servicing — el (Q) Physician Onboarding case for Abraham Lincol
HR cases by 30% il
y O . Request Drug Screen - Nick Newman ICrEdent'al'gg FormA for
Increased capacity equivalent to 48 i il nstiratics Lofpames
Q onpe L) 1 week from now
full-time HR resources or $3.9 million Account Notification - Nick Newman 2
er eOr O Week 1 @ Closed Complete @ Physician Onboarding case for Abraham Lincoln
pery A (3]
— Christus Health Weicome otifications
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Messages Calendar Photos Camera

gs  Clock Weather Finance
o == P
7
Connect Gaogle Maps Music Google
. u i
Fitbit Work Chat Slack
o
v N
\g LinkedIn o] g
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Automate and optimize processes

The Future of [Government] Work: Agile, Efficient, Effective

EMR Help Buiton

Optimize clinician time in delivering patient care
by automating and routing EHR clinician specified
service requests to the right teams.

EMR Lifecycle Management

Deliver EHR upgrades and enhancements more
effectively using standardized templates. View
progress to stage gates, dependencies, and
resources, while collaborating with the project
team in a single view.

Outsmart HER Outages

Ensure EHR uptime and availability, by mapping all
related devices, apps, and configuration profiles.

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Create Request in Cerner

o~
= Cerner

Hello, Dr. Tibbs. We're here to help.

In order 10 best assist you, we need a few pieces of vital information that will make a timely solution possibie
I this is an urgent issue, contact the help desk. 1-866-221-8877

What can we help with?

| am getting an error message in PowerChart

Secure Data MRN: 10001715
FIN: 20002187
Encounter ID 2[&!7'3003

Type and Impact Type of Request: Cemer
Scope of Impact: One person

Who is experiencing this issue?

Who do we talk to?

(816

adam@hospital.com

servicenow.

Automate and optimize processes

Clinician will click on “New Request”
button within Cerner system and will
fill information displayed on the form.

Once done, clinician will click on
“Create my Request” button.

At this point, Cerner will call SN API
to create the request and will pass
the information.

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 18



University

Kentucky HC
EMR help button results

Technical Dress Rehearsal (TDR)—
Eliminated Manual spreadsheet tracking
via Virtual Agent Auto Ticket Generation
for HW/Applications

Automated 13,000 Log-in Labs, Verified
User Access, tickets auto created
for records

Auto Assigned Cases based on
conversation (i.e., Security/Access issues)

Ovutcomes achieved

>50% calls managed through
Virtual Agent

54% First Call Resolution through
Virtual Agent

Automated Haiku SW Load for
Clinicians via Virtual Agent

- University Kentucky HC

servicenow.
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& & Open Criticals S

Total Epic Incidents Since Go-Live Total Epic Open Incidents From Epic
Go-Live

35,537 0 3539

Phone — 17,265 FCR - 40%
VA —-18,272 FCR — 54%

EIJ:E HealthCare
© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 20
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+ Stronger security and compliance <

servicenow.

Protect medical and financial data

Priorifize threats and vulnerabilifies so feams can
respond more efficiently.

Improve compliance

Track compliance to regulations, improving security
and protecting patient datq, respond to issues,
and effectively scope an audit engagement.

Protect the integrity of medical devices

|dentify critical vulnerabilities and automatically
respond via pre-defined workflows.

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 21
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Full Clinical Device lLifecycle Management

Asset Asset Asset
Inventory Deployment Servicing Decommissioning
Order Tasks Install/Deploy Tasks Service and Repair Tasks End-of-Life Tasks
Stock . . . Data Asset Refurb
ordering Transfers Thresholds Request Provision Configure Upgrades Break/Fix Recalls Cleanse Disposal and Sell
Inventory Audits Loaner Asset Pool Inspections Verification SFTL?QQSV?]S Mpéﬁm\;ggg\r/mie Shred and Scrap Lease Return

Automated asset lifecycle activity, updates, reporting, and audit trail

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 22
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Healthcare/Life Sciences
Service Management roadmap
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Vision: Example UW Health

Saving employee time to
focus on what's important

| want to save every UW Health Employee
5 minutes 10x a day so that they can do the 0 Simple
work they came to UW Health to do.

e Valuable

V’ e Broadly understood

servicenaw. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 24
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Provider Capability Model

How do we identify patients and register them for services?

.1 Patient Outreach an arketin .2 Onboardin .3 Scheduling an eck-In
Patient 1.1 Patient Oufreach and Market 1.2 Onboard 1.3 Schedul d Check-|
Access Segment Campaign Health Promotion & Precision Clinical & Patient Call & Inquiry Service Medical Financial Selrealuiin Pre-Visit Activity Worklist Consent Capture Digital Insurance Pre-
Management| IManagement Patient Outreach Marketing Quality Fit | | Directories Management Enroliment Necessity Review | [Counseling 9 Management Management & Positive ID Signature | | Verification | | Authorization
What should we offer our patients, and how do we reach out to them?
Patient 2.1 Patient Experience Management 2.2 Service Line Management
En a ement elil=ald Patient Patient-Generated Patient Patient Self- Active Patient Patient & o Service Go-To-Market q o
g g Outreach Journey Data Education Management Navigation NeliN{eleiifel] Definition Performance Nigel(cle}% Marketing Lifecycle
How do we care for our patients?
3.1 Enterprise and Network Care Coordination 3.2 Care Management and Coordination
EHR Encounters View Integrated | | Coordinated Content | | Attribution, Groups, Provider Data Live Program Outcomes Confract Referral Care Plan Discharge Coordinated Care Team
. Connection | | Aggregation | | Aggregation | | Reporting & Decision Support Registries, & Links Messaging | | Exchange Aftribution Tracking Tracking Management | [ Management Planning Community Adherence| | Effectiveness
Patient
Care 3.3 Governance and Care Optimization 3.4 Support 3.5 Interventions 3.6 Population Health 3.7 Virtual Care
Guidelines & Content Clinical Process Evidence Basis and Documentation Clinical Readmission Risk Health, Wellness, [T
| Development | | Management | | QOutcomes | | Improvement | | Services Records Monogememl | Management | | and Prevention | | RemoteMonitoring | | Telehealth |
Guidelines & Content Clinical Process Evidence Basis and Documentation P Supply Tracking R . i Credentialing &
| Development | | Management | | Outfcomes | | Improvement | | Ancillaries | & Management Exiended Stay Authorizations Chronic Condition Management Virtual Networks
How do we conduct and participate in research?
Research for 4.1 Trial Authorization 4.2 Execution and Attestation
PI'OVIdeI'S | Tris?l')@yog‘;';gﬁd | | Mﬁ;ﬁgg&gg& | | System Requirements Participant Onboarding | Grant Management | Patterns Analysis | | Adverse Events | | Adaptive Trials | | Regstlg;r?giﬁﬁsporf | Peer & Third-Party Review
How do we obtain insights?
Reporting & 5.1 Integrated Reporting 5.2 Population Measurement
Andlyhcs | Business Insights | | Resource Utilization | Regulatory Reports | Visualizations | | Predictive Analysis | M,fgucrﬁ‘clgrﬂ?gﬂfs | POpLﬂ?\Zﬁ’y}ESO'm | | (NN $igeliljlelelile]a] | | Po&glﬁéiggrggﬂfh | | Hot Spotting |
How do we make sure that we get paid?
Revenue 6.1 Front-End Activity 6.2 Revenue Integrity 6.3 AR Management 6.4 Claims Management 6.5 Finance Management
C Cle Pre-Service & Eligibility Care Care Management & f Charge Payments ; Partner Guarantor AR Denial Member Claims Claims Single Billing .
y Authorizations| | & Benefits Coordination | | Utilization Management Coding Services Processing Collection Profitability Liability Follow-Up Management| | Management | |Follow-Up| [Submissions Office Productivity KPIs
How do we engage, identify, secure, and manage our partners?
Network 7.1 Network Development 7.2 Provider Services
quqgement | I\Eglnoéggrsr?é%f | | Partner Onboarding | | Medical Referrals | Referral Optimization | Panel Management | AC:S?;;EQSEHQ | | Provider Relations | | Provider Fee Schedules | | Provider Communications | Contract Modeling |
How do we support our business operations?
8.1 HR 8.2 Finance 8.3 Supply Chain 8.4 Legal & Regulatory 8.5 M&A 8.6 Medical Affairs 8.7 Data Analytics 838 IT 8.9 Facility Mgmtf. 8.10 Mktg. &
- — Comms
. i i Policy & Compliance Purchasing & Vendor i Liigation Strategy il Hardware & SW Environmental Health & Safe
Enferprlse Recruitment | Onboarding | Y R WiemeigEmE: Compliance || \1 5nagement I Credentialing KPls Management | 1y | ECOmmU fyt
. 4 f ngagemen
Operdhons Performance Learning & BUSESiig) & IFICHAING, Inventory Government Corporate Due DIl Med Staff Customer Support Internal | Ree i & ey Mg |
Management|| Development Management Affairs Affairs Governance Satisfaction Field | Soace Mamt. & Plannin | n
: e - Transaction Execution : = = P gmt. ing Corp Comms
Policy & Global - - Pharmaceutical Contracts Qualit Quality BioMed Device - - - -
Compliance [|Resource Mgmt. Analysis & Reporting Management and IP Integration 4 Measures Management | Construction & Design | | Public Relations |
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Who are we defining this for?

 Patients/Veterans/Families

* Providers/Clinicians

« Expand into the Healthcare Ecosystem
A community consisting of patient
and doctor, and all satellite figures
involved in the medical care or
hospital stay process.

servicenow.

The Future of [Government] Work: Agile, Efficient, Effective

PROVIDERS STARTU PS & SMEs

PROFESSIONALS HEALTH & CORLéORRG‘ETES
SOCIAL CARE COMPANIES

@ Clinicians
CHARITIES GOVERNMENTS
THIRD Care POLICY
@ == ey10) . Physicians **‘m Teams JYINAE:S
Care 8
ASSOCIATIONS : LOCAL
Givers AUTHORITIES
EDUCATION &
RESEARCH
INSURERS e
INVESTORS UNIVERSITIES -
© lance
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Opportunity: ServiceNow can transform the healthcare experience

To a patient-, provider-, supplier-, partner-, vendor-focused approach to service delivery that unlocks productivity

s
HEALTH &

SHEMTHE companiEs CERRaLE

PATIENTS,
CITIZENS

servicenow.

Service Delivery

e Customer
Service Center

* Web View
* Mobile App
* Messaging Apps

(e.g.. Teams, Slack)

Search for
Information

Request
Services

Service Health

» Service Catalog

Virtual Agent
Chatbot

Incident Form
Community Post
Knowledge Base

ONE unique
Request Help case ID
Report Issue

» Case with
Case Types

* Manuadl
Assignment

+ Al-powered

Assignment

G

ao
Al

62)
Agent

First Call
Resolution

* Manual
Resolution

+ Agent Assist

* Automated
Resolution

IT
ITSM + ITOM

- Clinicians
Digital Health
Platform

Billing/Coding
Billing Service
Delivery

Facilities
Procurement
Service Management

Biomed
Medical Device
Management

Community
-

Connect
Digital Health
Platform

Functional Integrations to

applications

Systems of Record

Value Levers

Improved Digital Engagement

Empower stakeholders with superior
consumer experience; more
meaningful digital interaction

Increased Productivity

More effective use of employees;
platform intelligence to
automatically friage tasks

Reduced Operational Risk

Improve coordination and
facilitation of team activities;
intelligent tracking/monitoring

Reduced Costs

“Platform of platforms” to
dynamically adjust and adapt
to changing business needs;
infegrate and simplify workflow

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 27
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Healthcare and Life Sciences Service Management

L Healthcare and Life VAM (sept '21) Pre-Visit Management (sept '21)  Patient Support Service (oct '21)  Creator Workflows

Sciences Applications

,j ; Healthcare and Life @ @ @ @

Sciences Service
Management Core
(July "21) HL7 FHIR, HITRUST and FedRamp based framework

= 26 223 &

[
Customer
Workflows Case Omnichannel Knowledge & Customer Case
management engagement Communities Service playbooks

A VAN "‘35 ! &

IT Workflows :
000 Incident Problem Change Release Request
management management management management management
e Now @ @ @ @
Pla-lform® Workflows and Machine learning, Web, mobile, Enterprise service App Engine

integrations Al, & predictive analytics Conversational UX management Studio

servicenaow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Healthcare and Life Sciences Data Model

Foundation ot : Healthcare o Revenue
Practitioner | Patient Clinical
Data Insurance Cycle
Heol’rhcore Practitioner Patient Payer Plan Condition LRIl
organization Header
Healthcare Practitioner Household Member . .
. . Observation Claim Line
location location members plan
Healthcare Practitioner Aopointment Encounter
Code Set specialty PP
Practitioner
location Procedure
specialty
Allergy
infolerance
Immunization
Vaccine
product
Medication
Medication
product
servicenaw.

$ Professional or Enterprise

Accelerate digital transformation

servicenaw. | store

Extend the existing data model to
support providers, payers, and life
sciences organizations

Provide standardized objects and
attributes across ecosystem

Drive faster time to value with pre-
built integrations & connectors

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Maria’s
journey

Healthy woman who tore
her ACL playing soccer
with her grandkids

servicenow.

servicenaw. Federal Forum 2022

Scheduling

Pre-
Registration

Pre-Visit

The Future of [Government] Work: Agile, Efficient, Effective

EVALUATION
Maria has a torn
ACL and requires
surgery to repair

ADDITIONAL

FOLLOW-UP

The scheduling group
coordinates appt. with
Maria and physician

INSURANCE
AUTHORIZED

Patient service rep obtains
ins. authorization; Biling
rep creates estimate

DISCHARGE
EVALUATION
Maria’s is prepped for
discharge and rehab
instructions

ook

DIAGNOSE
Maria’s physician
orders the procedure
from an EMR system

RECEIVE TASKS

Maria logs in to the
patient portal to review
and sign forms via
desktop or mobile

ROADBLOCKS
Patient service rep has
visibility into bottleneck
and automatically
keeps Maria informed
of status

RECORD
RETENTION

Maria's procedure is
provided and noted
in her EMR

&

CASE OPENED

Maria’s case gets
assigned to a patient
services rep

PREPARES TASKS

Patient services rep
reviews case and assigns
tasks including insurance
and scheduling

READY TO GO

Maria is assigned Patient
Reg. Forms and other
tasks no later than 3 days
before procedure

DAY OF
PROCEDURE
Maria signs a digital
consent form; form is
stored on file

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 30
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Ouvut-of-the-box applications

e, Produced by:
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Enabling workflows across healthcare organizations

Prepackaged workflows exist but the platform can support workflows specific
to your organization’s challenges

Out of Box In-Development Extending the DHP to meet customer requests...

ServiceNow transforms the custom
To @ customer-, supplier-, partner-, vendor-focused of

focused

"""" Sl SPECIALIST
. c ery that refer & schedule g y treat & communicate
Pre-visit management I e T -~ et v et e 4 A
= monitor (RN
o A\ B\ & P SN °
= y____\ =
i | @] | i
1 Al H
v N !
== /

A best practices workflow that
replaces paper-based processes

O femmire ettt cnd . e ary g
Yt Sered, [N Ol 39 e e g 2 < 4 ENT
e s g — — o p— follow through & communicate
Patient Portal Healthcare Ecosystem Management Referral Management
Vaccine administration Clinical Asset Management Roadmap Offerings N > N i . ;
M it e S
Acces o care beyond Covid o oottt @ £y 8 52
@ '.,}O >
& ‘ o
ED Patient Flow Optimization (NSW) Clinical Pathways (Life Health)
& s
~ RTUCT L
- o A
| [/'
+ + + + - ‘ ' ' :
E————— ey ‘ =

m Redox Integrations for EHRs Care at home Vendor/Supplier Risk
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Organizations are finding challenges with optimizing
device and service management

It costs between $4,000 'l'O $5,000 per bed per annum in lost/stolen equipment. 0 |

For a 400-bed hospital that is a $1 6M problem. ‘g

of medical equipment is wasted annually from of medical employees’
hospitals misplace or expired, lost, or uncaptured time is spent searching
lose annually medical devices for equipment

Hospitals are spending $93 billion Per yYedarl onmedical equipment

lifecycle costs.

R http://hin.com/blog/2017/08/07 /infographic-what-is-the-roi-of-rtls-in-healthcare/
servicenow. https://www.mpo-mag.com/contents/view_slideshows/2017-09-08/top-4-challenges-healthcare-faces-with-medical-Device-information/#slideshowimage_2 © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 33
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Full Asset Lifecycle Management

Asset Asset Asset
Inventory Deployment Servicing Decommissioning
Order Tasks Install/Deploy Tasks Service and Repair Tasks End-of-Life Tasks
Stock . . . Data Asset Refurb
ordering Transfers Thresholds Request Provision Configure Upgrades Break/Fix Recalls Cleanse Disposal and Sell
Inventory Audits Loaner Asset Pool Inspections Verification SFTL?QQSV?]S Mpéﬁm\;ggg\r/mie Shred and Scrap Lease Return

Automated asset lifecycle activity, updates, reporting, and audit trail

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 34
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HCLS Device Management: Vision and Use Case

+ Enable Connected Health empowering clinicians with patient’s

Enable device data outside of traditional healthcare setting to improve
Patient Remote care quality and reduce health inequities (SDOH)
Monitoring + Reduce healthcare cost by real time decision making, reduce

patient visits and proactive patient health management

Care for Home « Provide Home health, Hospice care or Medical device an out-of-box solution

3 Enable Device * Manage, service and maintain clinical devices used by patient at home/remote
Health to enable Home Health device management

« Track device's timing and availability, patient’s usage and location to improve patient care
+ Optimize device inventory and deployment to improve device efficiency
* Reduce hospital device total cost of ownership (TCO)

Manage « Framework, process, and reporting to manage Hospital devices compliance maintenance and operations
1 Device » Exceed accreditation (TJC, HFAP, DNV*) and regulatory (CMS, FDA, State Health dept.) standards
Compliance « Out-of-box Reporting and customized dashboards to provide real-time view in device compliance

e & @ 5
Now Digital Health Platform.

Workflows Experiences Intelligence Integration

.
servicenow. TJC: The Joint Commission, HFAP: Healthcare Facilities Accreditation Program, DNV: the Norwegian fruth, SDOH: Social Determinants of Health © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 35
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Platform Governance Model

Applications, platforms, Business Platforms Leadership Team _
. e} C
and data leadership team Charter ] é
o0 U A S e HIE
PI " SE><ec SF;IoIfor‘m1 Acmiff ; Pgrﬁolio P(c))rffolio Leadershlp % 8
a orm ponsor raregis rcnirec wner wner (8 08)
Selection . . =1
ServiceNow Plafform Leadership Team S I

Principles

[ n [l

Operations L.T.

Sponsor Platform Platform Platform Platform
Owner Portfolio Portfolio Architect
Manager Manager
— ITM for Domain B
® c— Demand Architect for
. Demand

Function o — Demand for
S = other lafiorms/

“Other Funnels”

Niawml ServiceNow
meeeﬁir:gs Platform
Principles

Service/ O ==
Process — =

Owner

\4

servicenaw.
D Platform Governance Model

. Enterprise and IT Platform ServiceNow
servicenow. IT Governance Governance Platform Governance
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Healthcare &
%/ Life Sciences

2019 SG&A as % Sales

Lower is better

Industry leaders

16.0pts

Lower SG&A vs.
Industry peers

Digital Leaders Peer Median

Digital
Trd n Sform Clﬁo n ServiceNow’s Digital Transformation Leaders

Organizations who are maximizing their investment in ServiceNow

Ledders » Broadly increasing the digitizing of their business workflows

° * Moving beyond IT to include enterprise services
OUfperfOrmlng « Extending automation and adopting the Now Platform across the entire enterprise
'I'h eir peers These Digital Leaders realizing measurable financial improvement vs. their industry peers

in SG&A

Executives are leveraging TP'Oﬁ‘f’rm Of,r.P latforms: Ajr key
their ServiceNow investment fg]rr;f e%rm?: (']?Q 'Tgveiéger':es

to create One Connected ' P

Platform across their enterprise; * Smoothintake, great engagement
in doing $O, ihey are achieving » Simplified and efficient processes

» Faster onboarding and access
fo information

» Protect privacy, ensure compliance

greater financial performance
vs. their industry peers

servicenow. *Data Source: ServiceNow / FactSet n=149 © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 37
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€€ Headline from customer, vision statement, and mission.
— Person, Title, Customer

Customer
logo here

‘) Healthcare

Strategic priorities

Personalized care

Seamless fransitions

Streamlined and simple
processes

Protect patient privacy and
meet compliance regulations

servicenow.

CXO imperatives

Deliver an end-to-end
service experience

Smoother intake and

greater engagement

Enhanced delivery of care
with knowledge and workflows

Consistent experience with
enhanced workflows

Enhance the value of
EMR systems

Prioritize and respond
to vulnerabilities

Protect medical and
financial data

Business outcomes

Improve patient satisfaction
scores by X% in 20XX

Drive patient retention to X%
by 20XX

Employee retention improvement
by X% over the next 2 years

Reduce MIR for core systems
by X% in 2 years

Automate resolution of service
incidents by a factor of X by 20XX

Reduce active vulnerabilities
by X days in the next X years

X% reduction in audit costs
by 20XX

ServiceNow Platform alignment

Patient workflows

Bedside Assist
Provider Link

Employee workflows

Onboarding and Offboarding
EHR Easy Button

Clinical workflows

EHR Lifecycle Management
Event Management

Security workflows

Security Operations
Governance, Risk & Compliance
Asset Tracking

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 38
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Journey map: Company strategy, benchmarks, KPIs

What is

Accountable care

« Shift from Fee-for-Service
to Fee-for-Value

the Journey?

50% of customers are bey
o= O @ R

SECURITY

« Patient Satisfaction, Quality
Scores and Value

Technology-driven innovation

» Wearable Tracking Devices

CUSTOMER
SERVICE

» Patient-centered care FINANCE

* Increased data and security
demands

Consumerism of healthcare

» Customer experience

+ Consumer relationship management Regional Hospital

|
Standardization

» Cost transparency

MANUAL

JOURNEY

STARTS EHR/EMR

Application
Performance

servicenow.

What
dare being / Revenue ;@ 2Xin ,Q
achieved? [ I | | Growth DIGITAL Platform KPIs /3
7X Service 2
Automation 4
fQ What are leaders
(— doing differente
3 Business ,Q
Functions /
Clinical P
Resource l_ TRANSFORM
Optimization Intelligent P
Automation l_
at Scale

AUTOMATED

Patient Service |/‘

Model Change

Where does the
value come from?2

]
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Now Value, our proven methodology to help you
achieve exceptional outcomes

1. Envision Value

Agree on Digital
Roadmap to deliver
desired business
outcomes.

B 2. Create Value

Achieve successful
adoption of world-
class platform.

@ 4. Champion Success

Celebrate and
promote our successful
partnership.

M 4. Validate Value

Demonstrate
achievements of
business outcomes.

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 40



Digital Transformation

Leaders’ response
to COVID crisis

Incident Volume Growth

17%

increase in
YOY incident
volume

» Responding to COVID impacted
all customers

* Increases in incident volumes
were consistent regardless of
digital maturity

*Total Incidents for Jan-Apr 2020 vs 2019 (not HC specific)

servicenow.

Digitally mature customers demonstrated:

« Readiness by managing surge in business
volumes from employees working remotely

« Resiliency by improving average resolution fime
despite the explosion of new demand

Improvement in Incident Resolution Time (%)

60%

e e el = T
40% :

: (o
20% I -

1 Improvement in

: average incident

0% pov T e e e e e e e e e e e e e e resolution time (not
Nov-19 Dec-19 Jan-20 Feb-20 Mar-20 HC specific)
-20%
-40%
-60%
Digital Leaders

-80% Digital Laggards

Average resolution time for digital leaders when compared to Oct-19

Average resolution time for laggards

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Ascension’s COVID-19 rapid response

80,000  Knowledge Article views

20,000  myrPortalviews
B et s
5,500 covo9cases
3,848  rrcentacais
1,015 uvechors

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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How is ServiceNow helping your industry peers?

What characteristics do leading ServiceNow customers exhibit?

P q j m HEALTH
R $.CHS i Syt
Agility Efficiency Control

Pace of Change Visibility across Reliability of Crifical
Business Environment  Business Services ,Q Jefferson.

r 19% r 60% r 18% StLukefs

Sample of DTl leading hospitals represented in
peer group. Logos are trademarks or registered
frademarks of their registered holders.

servicenow. Note: Sample 2 Year average results for Digital Transformation Index leading Hospitals © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 43
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Industry imperatives—Executive focus areas

Operational

Improving operational efficiency to
reduce the cost of providing care

Patient and physician satisfaction
(CSAT, NPS, HCAHPS, RSRR)

Implementation of new technology in the clinical
and operational settings—mobile, Telehealth,
iOT, cloud-based solutions, and data analytics

Data quality: Improving the quality and use of
operational data in support of predictive
analytics strategy

Patients are living longer: Aging patient
population requiring non-tfraditional care delivery
models over an extended period of time

Clinical Staff: Recruit and maintain talented
and high value clinical staff

Extended visibility: Operational visibility and
coordinated scheduling across mulfiple care
teams

Improving ambulatory/primary care alignment:
Make the hospital-physician partnership a
priority to enable mutual success under different
payment and care-delivery models

Financial

Soaring operational and medical costs

Minimizing cost duplication: Providers are seeking
solutions for improved visibility across the entire
care continuum fo minimize unnecessary cost

Maintaining a balanced payer mix: As more
patients are leveraging government-run programs
margins contfinue to decline

Patients are living longer: Adopfting financial
strategy to support aging population with
extended life expectancy

Capture revenue from associated clinical services
through partnerships or direct acquisition

* Revenue diversification

» Cancer treatment facilities

+ Post acute, step down, and long term

* M&A for a balanced portfolio
Invest in digital fransformation to reduce cost
and drive operational efficiency

+ Analytics

- 0T

» Cloud transformation

+ Software reconciliation

Clinical

Philosophical shift from treating
iliness to preventing illness

Data, data, data: Exchange and utilization of
data across extended care continuum

Extend the point of care beyond the walls
of the acute facility

* Mobile
» Telehealth
« iOT

Fee for service vs. value-based care: Make
the patient the focus and not billable services

Patient engagement: Improve patient
experience to befter protocol adherence

Population health: Redesign health services
in support of a community approach to
providing care

Optimize care management: Improve care
coordination to insure protocol adherence
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Focusing on Healthcare

Defined initially as Triple Aim; with the addition of Clinician Satisfaction, it is now referred to as Quadruple Aim industry wide

@ Risk Management

Patient satisfaction

« Engagement Self-Service Support
» Personalization

(<]

Governance/Compliance ; '\

Valve-based care
Patient Data Privacy * Data Aggregation
+ Care Coordination
Performance Reporting

* Improved coordination

Audit & :
of c.ore Data Analytics O,% A«l;selssment » Patient Safety
» Patient Safety Triple 94' » Outcome focused
+ Clinical Effectiveness Aim () + Administrative/Business

Data transparency
and security

Process
Automation @

Clinician satisfaction
Clinician experience

Reducing Per Capita Cost

Shift o the use of new technology
T IEEIE NS G O eere + Clinical Workflow Support

|—|'| « Self Service
: Supply chain optimization * Reduce reporting burdens
+ Effective communication

Improving Data
Management

Operational excellence
. » Order support
» Software reconciliation

« Streamline bureaucracy

servicenow. « IT operational excellence © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 45
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How do we
identify Digital

Transformation

Leqders - » Actual ServiceNow Composite measure of We split the customer
platform usage Digital Transformation base info a matrix of;
maturity « Low to High DTI, and
Methodology 101 » =edld GBS + Low to High Financial KPI
. Measure components:
» 20 Industries and/or
segments 1. Reach as % of Total e
Employee Base / o
* FY19 financial dafa 2. Business Workload Fnanci
(Factset) Volumes per User "
* 10 key KPIs 3. Automation Maturity
in terms of platform ol
adoption -

Digital Transformation Index

We measure value by evaluating operational and financial data
across benchmark groups, e.g., Digital Leader, Laggards, etc.
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Engage your patients and providers Deliver 21st Century business services

Provide your clinical and operational staff the resources to deliver
world class care. Digitize workflows throughout the hospital to
accelerate service delivery and empower teams to deploy
solutions at mission-critical speed

Deliver efficient and effective end-to-end patient experience
across the continuum of care

04

Patient experience

Arm your patient facing employees with access to the
necessary resources at the point of interaction to provide

the patient with the best experience

Clinic managed services

Deliver shared services to support your extended
provider community by providing access to critical

resources and process documentation

Bedside assist

Improve patient care and efficiency
of clinical staff with natural language
processing requests made from
patient bedside

World class employee
experience

Improve the employee

ufc’pu
experience through a single

system of engagement for all clinicians

and staff. Accelerate the onboarding/
offboarding experience so that clinicians
and staff can focus on providing better care

Nurse on/offboarding
Provide visibility for nurses across the hiring

process via a single portal, making orientation,
onboarding, credentialing, and training more efficient

Physician on/offboarding

Expedite the HR onboarding process for physicians and
provide access to key resources necessary to accelerate the

delivery of care

Employee document management

Provide your clinicicins and staff the ability to solve problems via an
employee service center, minimizing HR support caseloads while increasing

employee satisfaction

Wake Forest
Baptist Health

Reduction in change failure

ratio from 60% to 25%

A service centric view of EHR

infrastructure improved outage recovery time

Unity Point Health
1900+ hours response reduction
67% reduction in help desk
call support

Community Health
Systems
95% of the hospital's
software assets are
automatically discovered

Found 19000 machines
with license overlap

Prince of Wales Hospital

92% of patients recommend
bedside assists
100% would like bedside assists available
to them if they were in a hospital again
73% of nurses would recommend
stating that it greatly improved
their ability to provide care

VITAS Healthcare

$70K recovered in one
month on mobile costs
Device loss rate down
by 6%
Streamlined IT processes
Exploring new
innovations in
field service

Transform
healthcare.
Transform lives.

Banner Health

80% of risk reduction
with an integrated risk
and compliance framework

Converted manual
processes into
standardized forms and
workflows with risk-based
vendor surveys

CHRISTUS Health

ROI of $9M over 3 years
by increasing HR
productivity and
delivering more strategic
value to their business
partners

Prime Therapeutics

Prioritized vulnerabilities that
affected sensitive medical data

Magellan Health

75% of HR inquiries now resolved
via self-service
40% reduction in HR caseload, allowing
the team to focus on other priorities, such
as recruitment and other employee
focused initiatives

Automated the link between

Security and IT that dramatically
helped reduction in remediation times

Third party risk

EHR epic easy button

Optimize clinician time in delivering patient care by automating and
routing EHR clinician specified service requests to the right teams

EHR service mapping
Ensure EHR uptime and avdilability, by mapping all related
devices, applications and configuration profiles

EHR upgrade support

Deliver EHR upgrades and enhancements more

effectively through the use of standardized

templates. View progress to stage gates,
dependencies, and resources, while collaborating
with the project team in a single view

Clinical asset management

Track and manage facility, clinical and software
assets for improved operational efficiency, true cost
showback and seeing the true impact of change

Secure and trusted hospital
Create a safe and secure clinical
environment for patients,
clinicians, and staff ensuring
medical, financial and PHI data is protected

Medical device threat detection
and response

Identify, prioritize, and respond to threats against

medical and IT devices

Reduce risk exposure
Continuously monitor controls against critical systems
and remediate deficiencies

Patient data privacy
Protect patient data privacy through policy complicince and
data governance

Reduce risk through automated vendor risk assessments, centralized access to
standardized vendor ratings and improvement areas
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