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Dear Shareholders,

On behalf of over 10,000 colleagues around the world, thank you for 
your interest in ServiceNow. I joined this company because digital 
transformation is the defining opportunity of our time. ServiceNow 
has the team, platform, and products to lead this movement,  
fulfilling our purpose to make the world of work, work better for people. 

Our company enjoys a proud 15-year track record of success. Thanks 
to the role model leadership of my CEO predecessors—our founder 
Fred Luddy, Frank Slootman and John Donahoe —ServiceNow’s  
foundation for innovation and growth could not be stronger. 

Confronting Crisis with Empathy and Resolve

Already in my first full quarter as CEO, the global COVID-19 pandemic 
is putting our strength to the ultimate test. We are determined to 
pass this test decisively, led by our hungry and humble culture that 
treats the world’s greatest challenges as its biggest opportunities. 

We immediately launched our pandemic response with one simple 
organizing principle: take care of our people so they can take care 
of our customers. We instituted work-from-home policies quickly, 
ensuring our team would be safe and productive. We also committed 
to no layoffs and continued hiring, a reflection of our belief in the 
company’s relevance and the economy’s resilience. 

In partnership with our customer, the State of Washington Department 
of Public Health, we introduced four crisis applications and made 
them available at no charge to help lead this unprecedented 
response. These applications have already been downloaded at 
a record pace and used by major corporations and government 
agencies. Our ecosystem partners joined with us to ensure any  
organization could be activated on the Now Platform quickly,  
reflecting the broad spirit of teamwork that continues to shine  
despite the challenging headlines. 

None of us is as smart as all of us. And no one succeeds alone. It is with  
deep appreciation we recognize the collective efforts of our teams, 
partners and customers to put technology in the service of people 
during this crisis. Thanks to everyone working to flatten the COVID-19 
curve. Together, we will prevail.

Building on our Track Record to Lead the New Normal

Our civic response to the crisis is matched in intensity by our resolute 
belief in ServiceNow’s commercial strategy. As a cloud native software- 
as-a-service market leader, ServiceNow is uniquely qualified to help 
our customers meet the challenges of a post-pandemic “new normal,” 
in which security, scalability and reliability matter more than ever. 

C-Suite leaders are focused on creating great experiences to  
drive fierce customer loyalty, unlock employee productivity and fuel 
innovation. Across industries, these leaders are struggling with  
fragmented, legacy technology and siloed systems that cannot  
deliver the modern, digital experiences employees want and 
customers expect. Our Now Platform—we call it “The Platform of 
Platforms”—powers the digitization of workflows across companies’ 
departments, systems and processes by enabling existing systems 
and processes to work better together. With the Now Platform, work 
flows naturally, the way it’s supposed to be. And, when work flows 
naturally, great experiences follow. 

Our results show, beyond any doubt, we’re on the right track. 

We finished 2019 with very strong financial results, great momentum 
and a loyal, growing customer base. Subscription revenues were up 
34% for the year, and total revenue topped $3.46 billion. We ended 
the year with more than 6,200 enterprise customers globally, including 
almost 80% of the Fortune 500. The number of customers spending  

more than $10 million in business with us annually grew by 119%  
year-over-year. Remaining performance obligations (RPO), which 
we view as a strong indicator of future revenue and business health, 
ended the year at approximately $6.6 billion, representing 34%  
year-over-year growth. I’m also proud to say that last year ServiceNow 
was added to the S&P 500.

ServiceNow’s customer success is our greatest sign of success, and 
we ended the year with a strong customer renewal rate of 98%.  
We continue to focus on reaching new customers and expanding  
our existing customer relationships, as we aspire to be the trusted  
innovator guiding their end-to-end digital transformation.  

Dreaming Big for our Future

The opportunity to digitize businesses using workflows is massive, 
and we are singularly focused on this opportunity. A recent column  
in Harvard Business Review said this: “As value chains split apart, 
innovators can reassemble them in response to customers’ desires,  
in ways that take advantage of new technological options.”

In the technology industry we are seeing this exact shift—from legacy 
systems that force people to work a certain way; to new workflows 
that empower people to work however they choose. Only a strong, 
innovative market leader can seize this moment. We will.  

As the cross-platform integration engine of the 21st century economy, 
ServiceNow continues to be one of the fastest growing born-in-the-
cloud enterprise software companies. We have unified the company 
on a path to $10 billion in revenue and beyond. As we look to 2020, 
we are focused on five key priorities:

• We want to be the trusted innovator for the C-Suite. We want 
C-suite leaders aware of ServiceNow and what we can do  
for them.

• We’re engaging customers with a world-class go-to-market 
machine. 

• We will force multiply ServiceNow with a strong industry and 
partner ecosystem. Going after industry verticals and building 
strong partner relationships will force multiply ServiceNow’s 
coverage.

• We will continue to create product experiences that people at 
work will love. The Now Platform is our secret sauce and we will 
continue to lead with the power of our platform.

• We will always value teamwork—we believe that teamwork 
makes the dream work. Our culture is our ultimate competitive 
advantage. 

To be the defining enterprise software company of the 21st century 
is the essence of our “Dream Big” ambition for ServiceNow. With an 
enduring commitment to our customers, we will achieve this goal. In 
its pursuit, we will do everything in our power to honor your trust as 
a shareholder. Because trust is the ultimate 
human currency. 

With great respect and appreciation 
for your belief in ServiceNow, 

Very truly yours,

Bill McDermott  
President and CEO,  
ServiceNow
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Now Platform®

The intelligent and intuitive cloud platform for work.TM

Transform the IT experience
•  Now IT Service Management
•  Now IT Business Management
•  Now DevOps

Deliver high-performance 
business services with visibility 
and AIOps1

•  Now IT Operations Management
•  Now IT Asset Management

Respond faster to security 
incidents, vulnerabilities, and 
enterprise risk
•  Now Security Operations
•  Now Integrated Risk Management

Deliver a next generation 
employee experience and unlock 
enterprise-wide productivity
•  Now IT Service Management 
•  Now HR Service Delivery
•  Now Finance Operations Management

Delight customers with proactive 
service from issue to resolution
•  Now Customer Service Management
•  Now IT Operations Management
•  Now Field Service Management 

IT Workflows Employee Workflows Customer Workflows

Build enterprise workflow apps fast.
Now Platform App Engine 
ServiceNow® Store

© 2020 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or registered trademarks of ServiceNow, 
Inc. in the United States and/or other countries. 

1 ServiceNow AIOps provides artificial intelligence capabilities for IT operations, helping customers quickly identify, isolate and remediate problems in order to keep their services up and
  running and meet the performance expectations of their users.



































































































































































































BOARD OF DIRECTORS

Susan L. Bostrom 
Former Executive Vice President, Chief Marketing Officer and Head of 
Worldwide Government Affairs of Cisco Systems, Inc.

Teresa Briggs 
Former Vice Chair & West Region Managing Partner of Deloitte LLP 

Jonathan C. Chadwick 
Former Executive Vice President, Chief Financial Officer and Chief  
Operating Officer of VMware, Inc.

Paul E. Chamberlain 
Financial Advisor; Former Managing Director and Co-Head of Global 
Technology Banking of Morgan Stanley

John J. Donahoe* 
President and Chief Executive Officer of Nike, Inc.; Former President and 
Chief Executive Officer of ServiceNow, Inc.

Frederic B. Luddy 
Chairman of the Board 
Founder and Former President, Chief Executive Officer and Chief  
Product Officer of ServiceNow, Inc.

Bill McDermott 
President and Chief Executive Officer of ServiceNow, Inc.

Jeffrey A. Miller 
Lead Independent Director 
Chief Executive Officer of JAMM Ventures

Anita M. Sands 
Former Group Managing Director, Head of Change Leadership of UBS 
Financial Services

Dennis M. Woodside  
President of Impossible Foods Inc.

Tamar O. Yehoshua 
Chief Product Officer of Slack Technologies, Inc.

EXECUTIVE OFFICERS

Bill McDermott 
President and Chief Executive Officer

Gina Mastantuono 
Chief Financial Officer

David L. Schneider  
President, Global Customer Operations

Chirantan “CJ” Desai  
Chief Product Officer

Patricia Wadors 
Chief Talent Officer

Russell S. Elmer 
General Counsel and Secretary

SHAREHOLDER SERVICES

Computershare Trust Company N.A. Investor Services 
P.O. BOX 505000 
Louisville, KY 40233-5000 www.computershare.com 
(877) 373-6374 or (781) 575-3120

AVAILABLE INFORMATION

Our Annual Report on Form 10-K, our other SEC reports and  
filings, our Code of Conduct and Ethics Policy, Corporate  
Governance Guidelines, the charters of our Board committees  
and other governance documents and information are  
available on our website, www.servicenow.com.

STOCK LISTING

ServiceNow trades on the New York Stock Exchange  
under the ticker symbol “NOW.”

SERVICENOW ANNUAL MEETING

June 17, 2020 at 9:00 a.m. (Pacific Time) 
Conducted via live webcast at  
www.virtualshareholdermeeting.com/NOW2020

COMPANY HEADQUARTERS

2225 Lawson Lane 
Santa Clara, California 95054  
P: (408) 501-8550 
E: info@servicenow.com  
www.servicenow.com

FOR INVESTOR INQUIRIES 

Email: ir@servicenow.com

SAFE HARBOR STATEMENT

This annual report contains forward-looking statements within the 
meaning of the federal securities laws. Please refer to page one 
of our Annual Report on Form 10-K filed with the Securities and 
Exchange Commission on February 20, 2020, for a fuller description 
of such forward-looking statements.

*As disclosed in our proxy statement, John J. Donahoe will not stand 
for re-election at the Annual Meeting. 

© 2020 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, Now, and other ServiceNow marks are trademarks and/or  
registered trademarks of ServiceNow, Inc. in the United States and/or other countries. Other company names, product names, and logos  
may be trademarks of the respective companies with which they are associated. may be trademarks of the respective companies with  
which they are associated.

INVESTOR INFORMATION
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