Salesforce to ServiceNow:
Lessons Learned

Dean Robison

SVP, Customer Success brought to you by

ServiceNow

clientsuccess



servicenow

Salesforce to ServiceNow

Some lessons learned along the way...

Dean Robison
SVP, Customer Success



Agenda

My background

The case for change
No customer left behind
Baby steps

Unleash the Krakken

n w 3 © 2018 ServiceNow, Inc. All Rights Reserved. Confidential.



My background

Husband, Dad, Gentleman Farmer
Marine officer for 10 years

Salesforce — 13 years in leadership positions across Professional Services, Customer
Success, Technical Support and M&A Integration

InsideSales.com — 2 years as Chief Customer Officer

ServiceNow - 18 months...started leading Technical Support, now leading
Customer Success
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Why change?

2018 Forbes “Most Innovative” Company
98.5% Gross Retention Rate
127% Net Expansion Rate

50+ NPS

lia

But...Customers told us they want a deeper relationship and more proactive
guidance



The Case for Change - Protect and Grow Faster

FY15-FY17
“Growth!"

FY18-FY20
“Growth! 2.0”

Land, Expand, Retain (Vendor)

Rapid market share capture.
Opportunistic account expansion.

Land, Expand, Retain (Trusted Partner)

Invest in tighter AE:Acct Ratios, supporting resources, fraining,
and tools to drive account penetration. Focus geographically.

Customer
Success

Universal Mindset

Everyone swarms to ensure customers do noft fail.

Operational Model (and mindset)

Coordinated fools, processes, and resources to ensure customers
receive value. Appliedin a scalable model based on customer size and
potential.

Transactional

Scrambling fo support whenever a 3@ party
is required to drive ACV.

Strategic

Programmatically extend ServiceNow's Delivery, Sales, & Innovation
capacity through the use of accredited Partners

Integrator

Solving for the gaps in our partner ecosystem.

Advisor

Build world-class Assurance & Advisory services and training
programs to help customers be more successful

Supporting

Targeted campaigns, events, and collateral to help grow the
business.

Elevating

Continue Growth Plays. Add: Build & amplify vision for the C-suite. Support
Sales Investment with strong Account Based Mktg & Field Events. Prioritized
Top Markets.
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No Customer Left Behind

Direct-Touch Customer Engagement

NG G D

Core Content Programs Operations

s s s

Tech-Touch & Scale Program Customer Engagement
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Customer Success Framework

Success
Executives

* Proactive outreach &
strategic guidance

* Partnership &
advocacy

* Operational risk
mitigation

* Escalation
management

* Value realization
management

Success Center

* World-class
technology

* Easy access via
ServiceNow.com

* Easy-to-use interface

* Robust search
features

Success Insights &
Analytics

* Managed and
delivered via the
Success Center

* Curated best
practice content by
journey phase and
product

* Content & templates
to succeed as a
ServiceNow
Champion

* Peer benchmarking
data

* Assessments and
reports to analyze
performance and
adoption of new
features and
products

Success Programs

* Best practice
Webinar enablement
series

* Event Genius Bars
* SNUG'’'s
* Community

NOW.
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Baby Steps

Vision

Current
Reality
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The First Step...

Direct-Touch Customer Engagement

Initial contract signed (earlier raises risks) Customer is “Live”

Success 1: Provoke me to action | Success 2: Set me up to succeed Success 3: Keep me on plan Success 4: Be my partner Success 5: Don’t surprise me
(sell + set expectations) (build the success plan) (get me to “live”) (realize & expand value) (renew)

Higher (e g.
Cloor C10-1) @
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B
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Lower (e.g.
Platform Owner)
(a) Attract, qualify & nurture With customer, design Success Deploy each phase aligned to {a) Manage consumption gap & T-18 months: Begin renewal
1 interest {b) Discover & validate 4  Plan (SP} & tools / resources to 7  current SP & provide input to 10 resolve support issues (b} Identify 13 discussions ; T-6 months:
ability to meet pain points achieve success. S.Fcst. Train teams. Eat Cake(s) & support expansion needs Introduce Renewal Specialist
Complete Journey Toolbox. Review SP and design plan to Manage & report Success Report Business Value Achieved, Get sign off on value achieved.
2 Draft initial Success Forecast & 5  fund success reguirements & 8  Forecast, adjust Success Plan as 11 Success Forecast, & SP progress. 14 Review / update SF & SP. Align
review gain customer commitment needed Review expansion needs on proposed renewal
Align on Journey Map, Biz Get sign off on SP {including Review Forecast & Plan - adjust Update SF / SP based on NOW Review and renew Success Plan
3 Case, and Capability Roadmap. 6 funding and customer 9  based on NOW roadmap & 12 roadmap, & biz needs. CIO 15 +Signrenewal
Review initial Success Forecast commitment). Sign contract customer business changes approves biz being reference
Who is i ved? ! le?
K EY Marketing Sales Success Executive Delivery Renewal . Support
Team ® oam - O Sponsor ® .. ® .. ' Team @ primary ) secondary
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The Next Step...

Get me excited

about -: Keep me engaged,
ServiceNow Help me determine Make sure ,: Get support me & Plan Review my business learning, cmd
specific outcomes and I'm ready ' etme Validate outcomes
values Contract to ||Ve(S)

g d

w
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Unleash the Krakken...
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Customer Success Packages

@ - - @ ofofS
Package Components S e —
Success Manages and coordinates activities to help ensure your success @mote/Qﬂ Review @:red/ wEEL @dicated/ LR
management Y Review Review
Technical Technical insight and guidance from a named architect I /\ared Adlcated
and solution expertise < 4 54
Align implementation plan to your strategic outcomes nual >;J{nuql ﬁnuql
ya A ya
. . . . . N N/ "/
Reviews designs from a process and architecture approach to determine fit for purpose Af nual mUal Mnual
Nt N )\ —4
Assess implementation quality against ServiceNow best practices Mnfhly (remote) mnfhly Mekly
Evaluate instance based on manageability, scalability, security, upgradeability, and usability (g)nuql (remote) @'ludl @nual
Display key integration points visually Annual @ Annual @ Annual @
Support contact and 24x7x365 Tech Support (available with Subscription) @ @
instance management )
Single point of contact for support issues and oversight for upgrades, patching and changes @ Shared @ DedlCOfe@
Productivity and internal | Unlimited Learning Library Access @ @
expertise
Communicate and frain your organization to drive adoption Change + 1 product @Producfs
Private Training tailored fo your unique needs @ @Leaning Credits
Value . . . .
o e Value Assessment and Review Semiannual Review Quarterly Review
realization
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In Summary...

* Clear goals, timelines and sponsorship
* Address all of your customers

« Change is hard...take small steps towards your vision, clearly set and reset
expectations along the way

« Use all the resources available to you with a clear financial model
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Thank youlll

NOW.
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