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Dear Shareholders,

Throughout my career in enterprise technology, 
many have asked, “Why does technology make 
our consumer lives so much easier, but not our work 
lives?” The answer has less to do with the technology 
itself. It has more to do with how that technology has 
been deployed. 

Over the past several decades, every executive in 
every industry has become a technology buyer. The 
consequence? Organizational silos became data 
and technology silos. Year after year of new business 
objectives have buried most enterprises under a 
mountain of “decision debt” – invest more in one 
system, customize another system, upgrade one, 
replace another. Because the systems don’t work with 
each other, people can’t work well together. Because 
the data isn’t accurate or real-time, people can’t 
make the right decisions. 

From a financial standpoint, we are talking about 
a $2.4 trillion yearly technical debt burden in the   
U.S. alone.

I lay all this out in detail because this problem 
statement is precisely what makes ServiceNow the 
once-in-a-generation platform it is. The fast-growing 
viability of artificial intelligence (AI) has stimulated the 
most exciting period of business innovation in history. 
ServiceNow leveraged its first mover position to put 
AI to work for people. Our platform wasn’t engineered 
to rethink the past. Our founder, Fred Luddy, invented 
ServiceNow to give people a future at work that 
realizes their full human potential. We enable a single 
pane of glass above the legacy systems, connecting 
people, processes data and devices. ServiceNow is 
the AI platform for business transformation. 

Herein lies our opportunity: to be the defining 
enterprise software company of the 21st century.   
We take this ambition as a proxy on multiple levels: 

• Make the world work better for everyone

• Innovate a new reference architecture that   
helps our customers maximize their potential 
in the AI era

• Build new enterprise solutions to serve more   
industries and personas 

• Help our partners build exciting new growth   
businesses on our platform

• Empower our employees to have the career   
opportunity of a lifetime

• Deliver best-in-class profitability and   
shareholder value

• Operate with the highest levels of ethical and 
responsible leadership

When I spoke to an internal gathering of ServiceNow 
employees earlier this year, I told them, “Hidden in 
our dreams is our destiny.” I was intentional with that 
message. The biggest difference between defining 
companies and all the others is the courage to dream 
big. We have worked tirelessly since ServiceNow 
was founded to create a culture where people 
believe that everything is possible. That’s why we’re 
innovating, growing, and performing as the new 
benchmark standard for this industry.

From innovation to execution: we are delivering on 
the promise

Here is the harsh reality in the technology industry: 
strategy is a commodity; execution is an art form. 
ServiceNow has consistently shown the focus and 
discipline necessary to outperform a complex macro-
environment around the world. This is because the 
world’s greatest challenges are also its biggest 
opportunities. Technology is a growth stimulator and 
a deflationary force.

In 2023 we delivered over 5,000 new innovations 
across two platform releases: Utah and Vancouver.  
These included significant feature launches and 
enhancements, many with GenAI (Generative AI) fully 
embedded in applications across the ServiceNow 
platform. These capabilities are accelerating 
digital transformation roadmaps through simplified 
experiences and greater organizational agility for 
our customers. The business value is clear: fast, 
measurable outcomes that enable customers to do 
more with less, achieve a step-change improvement 
in productivity, and innovate new business models for 
future growth.

In particular: 

• Utah unveiled AI-powered process mining with 
RPA capabilities, search, workforce optimization 
for HR, and incident management enhancements 
to address security and operational risk. 
Ultimately, Utah made it possible for 
organizations to choose speed and innovation, 
great experiences and business growth.

• Vancouver integrated Now Assist, our GenAI 
experience, across all workflows, enabling every 
persona from employees to agents to developers 
to harness the power of Gen AI to accelerate 
productivity, improve experiences, and 
increase agility. 

This innovation velocity powered us, once again, to 
over-perform our guidance on the top-line and the 
bottom-line. We achieved impressive milestones this 
year, including becoming a $10 billion revenue 



run-rate company with RPO (remaining performance 
obligations) of more than $18 billion. That’s a feat only 
a handful of enterprise software companies have 
ever achieved. We did it a year ahead of schedule – 
all while continuing to operate with unprecedented 
profitability, operating above the “Rule of 50+.” 1   

ServiceNow ended 2023 with $8.971 billion in total 
revenues, again meeting or exceeding our aggressive 
goals across the top and bottom line. Subscription 
revenues grew 25.5% year-over-year in constant 
currency, and non-GAAP operating margin was 
28%. 2 First quarter 2023 was our first-ever quarter of 
$2+ billion in revenues; that trend has continued, with 
our sights set even higher for 2024. 

The sustained demand environment for our platform 
that connects people, processes, and data has led to 
growth across our end-to-end portfolio of solutions. 
We ended 2023 with three workflow businesses – 
Technology, Customer, and Creator – greater than 
$1 billion in annual contract value (ACV). Our core, 
multi-billion business in IT is stronger than ever. Our 
perimeter is expanding. Use of our platform is scaling 
the enterprise, end-to-end. We now have 11 product 
lines greater than $250 million in ACV. When we 
launched Now Assist, our Generative AI experience, 
across the ServiceNow platform last September, it 
quickly became the fastest selling new product in 
company history. 

Our people pact is forging a unique, high-
performing culture

We can’t deliver at this high level for customers or for 
shareholders without a fully inspired team. 

Even as nearly every peer in the industry reverted to 
mass layoffs, we avoided them. In fact, we committed 
that ServiceNow would stand by our employees so 
they could keep their focus on our customers. As a 
result, our 22,500+ current employees are driven, 
inspired, fulfilled.  

The American Opportunity Index takes a data-
centric approach to evaluating employers. They 
inspected the career trajectories of employees – how 
does business success drive people success? The 
Index ranked ServiceNow as the #1 company in the 
software category and the only technology company 
in the Top 5. 

We are one of Fortune’s World’s Best Workplaces – 
one of only 25 companies to make this list. For the 
fourth year in a row, ServiceNow scored a 100 rating 
in the Human Rights Campaign’s Equality 100 Award: 
Leaders in LGBTQ+ Workplace Inclusion. We were also 
recognized with a 100 score on the 2023 Disability:IN 
Equality Index and were named a “Best Place to Work 
for Disability Inclusion.” In several of its geographic 
scorecards, ServiceNow is among the top employers 
according to Glassdoor. 

The world has noticed what we are building here. 
More than one million people applied to work at 
ServiceNow last year, the most ever.

We are also looking beyond our own walls, offering 
thousands of free classes to help skill the next 
generation of technology talent around the world as 
part of the RiseUp with ServiceNow movement. We 
have meaningful partnerships with top universities & 
organizations, helping them build programs and labs 
to educate students for ServiceNow careers. 

Today, ServiceNow is powered by an inspired, 
optimistic force. We believe anything is possible. We 
know that we are better today than yesterday, but 
not as great as we will be tomorrow. The incredible 
success we’ve experienced reflects our commitment 
to investing in our people – so they deliver the best 
for our customers, our community, and the world! 

Looking ahead: it’s time to put AI to work for people

While digital transformation has been a major secular 
movement for many years, AI has supercharged it. 
This is unlocking massive opportunity in enterprise 
software. Gartner estimates $5 trillion will be spent on 
global IT in 2024 – growing to $6.5 trillion by 
2027. 3 When you drill deeper into the Gartner® 
forecast, “between 2023 and 2027, $3 trillion will be 
spent on AI.” 4  

At ServiceNow, we have not only embraced AI’s 
potential, we are also realizing its impact. Early on, we 
also saw what AI could do for our customers. This is 
why our AI roadmap – especially GenAI – is the most 
ambitious in the industry. We started early and have 
been steadily accelerating for years. Our Element 
AI acquisition in 2020, which brought world-class 
AI scientists and critical technology talent into our 
company, was a prescient investment. Since then,

1  Rule of 50+ is defined as free cash flow margin plus subscription revenue growth rate. For information about how we calculate free cash flow 
margin, please refer to our Q4 2023 earnings release available at investors.servicenow.com.
2  For information about how we calculate subscription revenue growth in constant currency and non-GAAP operating margin, please refer to 
our Q4 2023 earnings release available at investors.servicenow.com.
3   Gartner, “Gartner Market Databook, 4Q23 Update,” December 21, 2023.  
4   Gartner, “Forecast Analysis: IT Spending, Worldwide,” December 19, 2023. 
The Gartner content described herein represents research opinions or viewpoints published, as part of a syndicated subscription service, by 
Gartner, Inc. (“Gartner”), and are not representations of fact. Gartner content speaks as of its original publication date (and not as of the 
date of this Annual Report) and the opinions expressed in the Gartner content are subject to change without notice. GARTNER is a registered 
trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally and is used herein with permission. 



Bill McDermott 
Chairman and 
Chief Executive Officer

we have continued to build on the strong foundation, 
launching real GenAI for real enterprise use cases, out 
of the box with ServiceNow. 

We use Now Assist internally, and after only 120 days, 
are seeing tangible benefits:

• 54% of employee cases are being deflected 
through prevention & self-service – savings of 
millions a year! 

• Our service agents are closing incidents in half 
the time thanks to AI-generated case 
resolution notes. 

• Our script and flow generation capabilities are 
increasing developer speed to innovation by 48%.

Our competitive advantage with Generative AI is 
our domain specific large language models (LLMs). 
They’re faster, cheaper, more secure. Because we 
train and fine-tune Now LLMs on ServiceNow data 
and ServiceNow use cases, our LLM strategy ensures 
higher accuracy. Outputs are aligned to needs across 
industries; impact comes from a deep understanding 
of intent. 

The biggest change to ever hit our generation has 
arrived. Generative AI has inspired the imagination, 
unleashed the world’s productivity. We are not 
stopping there. Our partner ecosystem is growing 
substantially around the world. Companies like 
NVIDIA, Visa and many others have joined our 
longstanding partners to help customers get to value 
fast on ServiceNow. We continued to infuse the Now 
Platform with special capabilities through tuck-in 
acquisitions, including G2K and UltimateSuite. 

With AI or any other technology, we always bring it 
back to the people.

Imagine you are at a team meeting discussing an 
operational shift for increased efficiency. You draw 
a new process on the whiteboard. Then you take a 
picture, upload it to the ServiceNow platform. GenAI 
then creates the code blueprint to automate the 
workflow exactly as you designed it with the team, in 
real-time. 

Or you can describe the application you want to our 
virtual assistant. NowAssist builds the application. 

These are examples, two of many, of how ServiceNow 
will put AI to work for people.

In summary

ServiceNow is playing the long game. 

Building the infrastructure for long-term, sustainable 
and profitable growth. This is a strong, durable 
market, supercharged by a breakthrough Generative 
AI trend.

Trust is the ultimate human currency. It has to be 
earned, rather than proclaimed. We are honored to 
continue the journey Fred began in 2004, reinforcing 
trust with our customers, trust with employees, trust 
with you, our shareholders, every day.

I have never been more optimistic about a company’s 
opportunity. By keeping our customers in the center 
of everything we do, their success will be our success. 
This will be the clearest evidence yet of our brand 
ethos: the world works with ServiceNow.

Your support means everything to us. Thank you for 
your time and interest.
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INVESTOR INFORMATION

BOARD OF DIRECTORS

Deborah Black 
Former Vice President, Head of Engineering of Netflix, Inc.

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 
Business Advisor & Investor; Former Managing Director and Co-Head  
of Global Technology Banking of Morgan Stanley

Lawrence J. Jackson, Jr. 
Founder and Chief Executive Officer, gamma

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

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

Jeffrey A. Miller 
Chief Executive Officer of JAMM Ventures

Joseph “Larry” Quinlan 
Former Global Chief Information Officer of Deloitte LLP

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

EXECUTIVE OFFICERS

Bill McDermott 
Chairman and Chief Executive Officer

Chirantan “CJ” Desai  
President and Chief Operating Officer

Gina Mastantuono 
Chief Financial Officer

Christopher Bedi 
Chief Information Officer

Jacqueline Canney 
Chief People Officer

Russell S. Elmer 
General Counsel and Secretary

Paul Smith  
Chief Commercial Officer

Nicholas Tzitzon 
Chief Strategy and Corporate Affairs Officer

SHAREHOLDER SERVICES

Computershare Trust Company N.A. Investor Services 
P.O. BOX 43078 
Providence, RI 02940-3078 
www.computershare.com 
(877) 373-6374 or (781) 575-3120

AVAILABLE INFORMATION

Our Annual Report on Form 10-K, other SEC reports and filings,  
Code of Ethics, Corporate Governance Guidelines, 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

May 23, 2024 at 10:00 a.m., Pacific Time 
Conducted via live webcast at  
www.virtualshareholdermeeting.com/NOW2024

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 U.S. federal securities laws. Please refer to page one  
of our Annual Report on Form 10-K filed with the U.S. Securities and  
Exchange Commission on January 25, 2024, for a fuller description  
of such forward-looking statements.

© 2024 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. 


