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Digitize how your services are delivered to
employees, customers, and citizens
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CIlOs Must Disrupt or Be Disrupted

37% 26% 55%

of ClOs believe they of organizations of today's CIOs
have a well-defined have an are trusted
Investment process enterprise-wide operators and not
and business case digital strategy in change agents
template place

NOW = Manifesting legacy: Looking beyond the digital era”, Deloitte Consulting, August 2018.



https://www2.deloitte.com/insights/us/en/topics/leadership/global-cio-survey.html

Digital Transformation is a Team Sport

Customer Service

Finance

Facilities

Legal
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The CIO

must be at
the Center
of Success
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A Maijority of Digital Projects Fail

/ out of 10 transformations fail because organizations discount 3 key elements

Digital Transformation Outcomes

Lack of transparency and confidence:
Organizations invest heavily on transformation efforts. However,
they lack the protocols to track and monitor success or failures.
This leads to overall fransformation fatigue.

Succeed

Source: Forbes, Why Digital Transformations Fail Mar 13, 2018

© 2020 ServiceNow, Inc. All Rights Reserved. Confidential.
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How Do You Demonstrate Value?

“ 1. Envision Value

“ 4. Champion Success

NOW.

B 2. Create Value

Agrfee on \ndUStris Achle\(e successful
Digital adoption of new
Roadmap to and improved
drive Mission processes &
Success servicenow technologies

¥ 3. validate Value
Demonstrate
achievements of
improved Mission
Outcomes

Tell a compelling
transformation
story of employee
and citizen
engagement

© 2020 ServiceNow, Inc. All Rights Reserved. Confidential.



A Maijority of Digital Projects Fail

/ out of 10 transformations fail because organizations discount 3 key elements

Digital Transformation Outcomes

Lack of transparency and confidence:
Organizations invest heavily on transformation efforts. However,
they lack the protocols to track and monitor success or failures.

Succeed
This leads to overall fransformation fatigue.

Resource Capacity Constraints: Everyday work is
already overwhelming, it fakes a fremendous amount of time to
manage operational responsibilities, “keeping the lights on”.
There simply is not enough time to spend on special projects.

Fragmented Initiatives: Most transformation initiatives are
isolated programs across the organization that prohibits
knowledge share and a unified effort towards consistent goals.

Source: Forbes, Why Digital Transformations Fail Mar 13, 2018
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Point Solutions Across the Enterprise

Discrete products and vendors for various aspects of
engagement.

é’n

BU|Iders

Lack end-to-end
visibility

Complexity increases
risk and cost

Antiquated and poor
user experience

Too many outdated
and manual business
processes

Built for a specific
non-integrated
purpose and work in
|SO|qh°n 2020 SeviceNow, Inc. All Rights Reserved



Platform as a Me Strategy

Move from tactical to strategic

rQu;arTK F?;ei Partners
Ul @ LU fﬁrﬁ\ﬁ\
Builders
Avtomate Modernize

Now Platform

| I Shared Y~ ® Shared ‘ I
LI ./ intellence Ll

data model
IT Business
Shared
w orkflow
Build Integrate
NOW 2

Developers

ServiceNow, the ServiceNow logo, Now, Now Platform, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, Inc. in the United States
and/or other countries. Other company and product names may be trademarks of the respective companies with which they are associated

Reimagine business
processes as end-to-end
digital workflows

Empower everyone to
build workflow
experiences

Automation with data
integration

Consistent, connected
experiences and
collaboration

Increased flexibility,
seamless interoperability
and consolidated
visibility



Most Work is Siloed and Unstructured

Deporﬁne app and data are only connected by unstructured collaboration
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Built for the future:
Adobe

apps data apps data apps data apps data apps data apps data apps data

1) Engineering Sales Marketing Operations HR Finance

now © 2020 ServiceNow, Inc. All Rights Reserve
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is the Platform of Platforms

ny organization, silos & systems
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apps data

apps data apps data apps data

1) Engineering Sales Marketing Operations HR Finance
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We simplify and digitize work

R O)SOI

( Customer Service ) ( IT Transformation (Employee Service Delivery) ( Custom App Dev )
=l
@ Ops Y-

Now Platform

83 Machine Learning
mes Workflows Knowledge Base @) i
& CMDB Service Catalog ] g)e('v "14_:::!: and

Intelligence Experience Integration

© 2020 ServiceNow, Inc. All Rights Reserved.



Digitally Mature Orgs Simplify Their Platforms

Digital maturity
is highly

nly 19%
90% seek a - Iﬁclve7

correlated with
platform
consolidation

unified platform consolidated
platforms

now Based on Improve Business Agility Through Platform Consolidation, an April 2018 commissioned thought IeadershipZ%aper conducted by Forrester Consulting on behalf of ServiceNow



https://www.servicenow.com/lpayr/forrester-consulting-improve-biz-agility-through-platform-consolidation.html

Assess Your Digital Maturity

Manuadl

g Unstructured work
Velocity

Q)

Intelligence

Manual reporting,
fragmented data

@ Ad hoc - phone calls,

emails, spreadsheets

Experience

Automated

Automate routine
tasks with workflow

Historical KPIs and
metrics

Online portals &
generic mobile
capabilities

S B ——

nNow.

Digital Transformation

26

Cognitive Digital

Process Machines completely
transparent and manage the process
automated
Real-time predictive Self-learning machine
analytics intelligence

Platform proactively
executing work
based on individual
actions and needs

S E———

° ° ° © 2020 ServiceNow, Inc. All Rights Reserved.
Digital Evolution

Native, mobile first
experience tailored
tfo the individual



It's Time for Digital Evolution in Government

.o i

Automate Create modern Improve
mundane, user citizen
repetitive processes experiences experience

S ———— E———————— S T————

Digital Transformation Digital Evolution

Inside Out Design Outside In Design




The service we want as customers...

Deliver service

Know what | want

Know who | am

—)

instantly

Common platform

Application Application Application Application Application Application Application
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Where we are headed today...

Application Application Application Application Application Application Application

Application Application Application Application Application Application Application Application Application
m (®h

Departmental Departmental Departmental
platform platform platform
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Where we are headed todqy...SiIoed Citizen Engagemen’r
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Application Application Application

Depor’rmen’rol

Application Application Application Application Application

Departmental

Application

plo’rform platform

Departmental
platform
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Where we are headed todqy...SiIoed Citizen Engagemen’r
it i i b
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Application Application Application

Depor’rmen’rol

Application Application Application Application Application

Departmental

Application

plo’rform platform

Departmental
platform
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We Need a National Digital Strategy
f"“*s ,h,,:.. °&m: ‘]i”""" . ‘? ’ ‘f'?’i\ﬂ'
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Unifying System of Action

Application Application Application Application Application Application Application Application Application

Departmental
platform

now 33 © 2020 ServiceNow, Inc. All Rights Reserved.

Departmental
platform

Departmental
platform



‘ Treat the citizen as a customer of the whole federal

government

Customer focused IT with integrated citizen

Tenants Of a experiences that cut across agencies
National Digital

Use automation and customer self-service
Sfrqiegy to streamline interactions with agencies

Cross-agency data sharing to break down
silos, drive efficiencies, and mission success

Organize services in meaningful ways for citizens

34 © 2020 ServiceNow, Inc. All Rights Reserve



We Need a National Digital Strategy
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Application Application Application Application Application Application Application Application Application

Departmental Departmental Departmental

platform platform platform
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As You Dream Big...

A

Understand Your Work
and Data

Embrace governance
for both your data
and systemes.

Re-think and Re-
define Processes

Pick workflows that maftter
& break down silos 1o
create efficiencies to

simplify citizen interactions.

36

ik

Measure outcomes
and show value

Stakeholders include
Citizens, Your Team,
Departments, Agencies,
& Congress.

© 2020 ServiceNow, Inc. All Rights Reserved.
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Thank you

Jonathan Alboum
jonathan.alboum@servicenow.com
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ODNI Keynote

Sherry Van Sloun

Assistant Director of National Intelligence
for Human Capital
Office of the Director
of National Intelligence




We are the Intelligence Community (IC)

: ;::\‘ ¢ '/ ":,.
oY

" V '.“.\‘:; l:‘
7, Ly
W g
"/ 4 Eﬁ e
G JeallBs T 58 5 N 0-9

"

41




servicenow federal forum servicen w MerilE[3
Mission Simplified

HHS Keynote

José Arrieta Perryn Ashmore

Chief Information Officer Principal Deputy Chief Information Officer
Department of Health and Human Services and Acting Customer Experience Executive

Department of Health and Human Services
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Transforming the Employee Experience at Every Step
of the Service Delivery Value Chain

Greg Horvath Edom Aweke Blair Duncan Brian Merrick Brian Sipes
d } Director of the Internal Controls Deputy Assistant Secretary for Director of the Cloud Program Manaaging Director
[moderator] . ~C : ging :
Manaaing Director and Compliance Division Human Resources and Management Office ServiceNow
Clg A%visor g Office of the Deputy Chief Human Capital Officer Department of State Federal Leader
KPMG Y Assistant Secretary Department of Health and Human KPMG

U.S. Navy Services



What if...

Your workforce had a single,
consumer grade digital

experience when requesting

and receiving corporate
services?

We took a persona-based
approach to interacting with
employees, understanding
their roles and
anticipating their needs?

Every service offered is

as easy to consume

as the best mobile app
we use at home?

The worker could leverage
cross functional services

without having to serve
as a service integrator?

Transaction centers
shrink in size by over
50% due to automation?

There are N0 functional
or front, middle, and

back office silos?

Service organizations are
built on employee
focused data and

information flows
rather than transactions?

Half of business services
workforce is virtual and on

demand? The other half are
‘bots’?

Business services organizations
are the Enterprise

Transformation Office
for both growth and efficiency?

© 2019 KPMG LLP, a Delaware limited liability partnership and the U.S. member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative

KPMG

(“KPMG International”), a Swiss entity. All rights reserved




Powered ESM enables the new agenda
for business service leaders

Front Leading

@ Drive business transformation and strategic end to end solutions through holistic enterprise governance and transformation
— management capabilities and services

N

& ®

Boundary-less Customer “Plug & Play” Information Agile, On
Delivery First Platform Insights Engine  Demand Workforce
Build an agile and Enable seamless Instill as-a-service Turn information into Re-shape the business
scalable delivery internal and external capabilities built around an asset through an services workforce to
model focused both on customer experience disruptive technologies Insights driven enable man to run with
operational excellence across front, middle, leveraged to their full ecosystem leveraging machines
and expertise and back office potential inside and the strengths of
capabilities outside of business business services

services

KPMG



With the North Star in mind, Powered ESM
connects ordinary and extraordinary moments
that matter

* Visitor Experience * Leave of absence * Performance review/action

* * * International ]

= Onboarding ' : ¥ Promotion I assignment
" 5 *_Relocatlon ! g * New supplier setup
¥ Off \ Vendor
E g _ * boarding * Team AN\ onboard
o Oy t
s even *Retirement * gudget

= * *Journal * tatus
Name “PN" Purchase order

EMPLOYEE EXPERIENCE

System of
engaqement

[re—
©

£S5 @ . :

T o {@ Orchestration and automation
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(7] ﬁ Enterprise data

- = Employees, personas, services, assets, service levels, catalogs, vendors, partners
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How Does Human-Centered Design Make Al Effective?

Francis Rose Brian Fogg Beth Killoran Stuart McGuigan Bob Osborn Martin Stanley
[moderator] CTO, Deputy CIO CIO CTO, Senior Advisor
Host Federal Civilian GSA Department Global for Artificial
Government GDIT of State Government Intelligence

Maftters ServiceNow CISA
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Managing Digital Labor with ServiceNow: How to Manage
Robotics Process Automation Enterprise Capabilities

Elizabeth Damato Pam Dempsey
Manager, Government & Lead, Robotics Process Automation
Public Sector Practice Center of Excellence

Deloitte Central Intelligence Agency
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Thank You to Our Sponsors:

Diamond Sponsors Platinum Sponsor

KPMG carahsoft Deloitte

Gold Sponsor Reception Sponsor

GDIT M= Microsoft
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Thank You to Our Sponsors:

Silver Sponsors

irG. LMI

Proudly part of ZJCF
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Thank You to Our Sponsors:

Bronze Sponsors
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Thank You to Our Sponsors:

Inclusion at Work Breakfast Sponsor Hydration Sponsor

C§ CREATIVE “bravium

.) Systems and Consulting N

Coffee Sponsor Wifi Sponsor
o o
|e— amm INTEGRATED
SOLUTIONS
= IVI MANAGEMENT ’ .

|
C O N S U L T I N Bu




