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MICR®LAND'
Key Takeaways Making digital happen

Learn how you can leverage and extend your ServiceNow investment to get to

uber-reliable Digital Infrastructure

Combine Full Stack Observability, infrastructure, configuration, and policy
managed as code, change managed as Transactions and Smart Workflows to

deliver 10x better user experience

Learn how to extend the same principles of Operations as Code to actual
business processes and end-user workflows thus giving you seamless visibility

and control over the full stack of your digital business
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Microland at a Glance S Making digital happen
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Recent Accolades and Recognitions

MICRZLAND
Making digital happen

Gartner

Leader in the Gartner® Magic
Quadrant™ for Managed Network
Services in 2021

%*
1sG
Leader in Next-Gen Private/Hybrid

Cloud — Data Center Services and
Solution, 2021 - Archetype Study

B° Microsoft 4

Winner at Microsoft Incubathon 2021
- The unique industry innovation
garage challenge

AVASANT

Innovator in the Avasant
RadarView™ 2021 for Intelligent
Automation Services

/E}erest Group

Major Contender by Everest Group
in the IT Managed Security Services
(MSS) PEAK Matrix® 2021

/E}erest Group

Major Contender by Everest Group
in the Cloud Services PEAK Matrix®
2020

Rising Star across three categories in

— Software Defined Solutions

*
1SG K

ISG Provider Lens™ US, 2021 Networks

*
1SG =

Product Challenger in ISG Provider
Lens™ - Internet of Things - Services
and Solutions, 2021

B° Microsoft %

'Finalist' in the Microsoft 2021
Government Partner of the Year
Awards
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Automated Ops - An Industry Perspective

Abhishek Singh
Partner, Everest Group
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As technology becomes core to business value, enterprise IT
processes are becoming more full stack

Current: “Towers” Future: “Stack+Pod”

Service Integration

Consulting

Support
App Dev

R

Data
Security

Cloud

Project Management

Datacenter
Consulting

Organized by Client context: Platform, Function, Industry

Operating model Factory DevOPS

Army of specialists Persistent team
One and done INg |

Systems Integration
Decision maker 1T IT + Business

RESIES IT SLAS Business outcomes

/E\verest Group®
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Mantra for enterprises building their platform story: /t’s a full stack
world ->>> ITOps is core to BizOps

o

Innovation
ecosystem

API
ecosystem

Connected
ecosystem

/aerest Group®

Enterprise Digital Capabilities

O 0 6

Workforce Customers Partners

s

# Interaction layer l: \\:

ll Automation layer ‘
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E2E orchestration

Composable

Observable




. ________________________________________________________________________________
Enterprise IT automation spend is poised for significant growth

Enterprise IT automation spend per year
USS$ billions

2021 2022 2024 2026

® Infra automation  ® Apps automation

/Eerest Group®
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Not without reason, ServiceNow clients are exploring the platform
beyond the ITSM spectrum

600/01 of enterprises want to explore relatively newer ServiceNow products
such as integrated risk management, security operations, and HRSD

e Enterprises have started adopting ServiceNow as an enterprise platform

e ServiceNow is being leveraged as an experience layer that sits on the top
of existing system of records

1 Based on responses from 65 market participants from ServiceNow ecosystem
Source: Everest Group

/Berest Group®
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However, DevOps is still siloed and not delivering the intended

value

/E\verest Group®

e D

DevAlOps
(Aspirational

“ in nature)

A
High
Siloed DevOps ———>  Apps DevOps
Early stage
adoption
_ | o DevOps (end-
2 Agile to-end)
Q.
g ® ®
<
DevSecOps
No DevOps ‘
‘ BizDevOps
Low

No DevOps Early-stages
Not yet adopted
DevOps / exploring
potential of DevOps
adoption

Beginning to adopt
DevOps / early stages of
DevOps adoption

DevOps Maturity level High

Have adopted DevOps in
pockets across the enterprise

Established

Scaled, mature,

and standardized

DevOps adoption
across the
enterprise

Scaling

Scaling DevOps
adoption across the
enterprise

Only about 20% of enterprises have adopted DevOps end-to-end
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Despite the supposed maturity, ITOps has issues that need to be addressed
immediately

Key client priorities

(@) Agility @ Change management

-

-b))" Resilience \fﬁ Value

Hot buttons identified by clients

Cloud versions of legacy platforms are still 5-10

‘ : : SaaS sprawl is immense strain on integration
years to reach maturity of on-premise version

User adoption of the implemented platform is Strong disconnect between vendor innovation and
abysmally low in many cases client priorities

1 Based on 200+ enterprise interviews as part of different State of the Market research for enterprise platforms
Source: Everest Group (2022)

/aerest Group®
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T ISN'T THE MOUNTAINS
AFZAD TO CLIM3 THAT WiZAR
70U DOWN. IT'S THE PEBBLE
IN YOUR SHOEE.

- MUHAMMAD ALl




Change is challenging but achievable

68% Enterprises have not realized envisioned value 530 0 Enterprises cite change resistance as a key
from their digital transformation initiatives obstacle to realizing intended outcomes

As success from digital transformation remains impeded by change resistance, an effective change management strategy with collaborative
implementation becomes imperative in directing efforts toward-intended results

Benefits of
change @
Mitigates Increased Drives Promotes Uncovers Reduces
employee and and faster operational cross-team organizational time to
organization risk ROI efficiency collaboration problems productivity

Source: Everest Group’s research with 180+ CXOs / business heads with large enterprises (>US$1 billion revenue)

/Eerest Group®
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Unfaltering Service Experience is critical to
Your

Satish Sukumar
SVP and Global Head of Platforms
Microland Ltd



mins to resolve incidents

How can you afford? 23 mins to identify issues
Pls and 7 P2s a quarter



mins to resolve Iincidents

?
23 mins to identify iIssue } By 10x:

4 P1 and 7 P2/ Quarter } By 30%7?



Automated Ops not Automating Ops



Observability generated alerts
Alerts transferred to a Platform

Platform evaluates impact of alerts against desired health
Platform takes action on the system
Administrators assists Platform (if needed)




Is a computational problem

What is the current state of this system?
Deep discovery, Telemetry, Augmented
Diagnostics, Behavioral models

1. Complete, Full Stack Observability



Infrastructure, Configuration, Policy as Code
2. Change as a Transaction Software Orchestration on a DevSecOps
pipeline



State of Health <> Desired change to
configuration
Scripts, Templates, Test Cases



1. Complete, Full Stack Observability

2. Change as an ACID transaction. O
Infrastructure, Configuration and Policy as : : =
e Intelligen

AutomatedOps

3. Smart Workflows do the work.

SRE/Minimal Ops as the operating model — build
resilience



Bringing it together on ServiceNow.



servicenow.

Automating Operations across the
Value Stream

Pablo Stern

SVP & GM Technology Workflows
ServiceNow



Software innovation fuels digital transformation

Cutting through ever-growing complexity is key to capitalizing on ever-expanding options

] N

JAN

Multiple
“ approaches

Multiple
organizations

AN
Value is maximized Plan - D’%I'%‘ Innovation falters
° ° oo eliver O
when you get it right o ~conanes h when you get it wrong
q q 0 Distributed L Operate D Y |
Deliver innovation that truly e N /A\ Storon anual governance
matters and maximizes the | < Clou?_ [ - processes hamper the flow
business outcomes @ and increase cost
Rapidly innovate while _‘F_l @ — + Frequent incidents and slow
reducing business risk cO{anex Databases mitigation impact revenue
stacks . = and reputation
Provide great technologist Buld l 1

* Process overhead starves
value delivery and
drains tfalent

experiences to develop
and retain top talent

High change
velocity

Complexity can
raise risk- and impact
resilience

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 25



Transforming delivery through digital workflows

Connect and empower teams, processes, and tools across the technology value stream

VALUE CO
Stream

Operate

[

Infra & Ops

Service

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential.
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Transforming delivery through digital workflows

Connect and empower teams, processes, and technology across the lifecycle

VALUE CO
Stream

Operate

[

Infra & Ops

Service

servicenow.

Maximize business value
Concenfrate on what matters most

Innovate with confidence
Rapid, efficient, well-governed delivery

Drive operational resilience
Systematically improve availability

© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 27



Align work to strategy to deliver business priorities

SerVicenﬂw All  Favorites  History = Workspaces 5 Alignment Planner Workspace 77 |
Prioritize, | e
S = Globex Website roadmap Tacking mode O | (O || ¢
p I q n ’ q n d Planning period: 2022-01-01 - 2022-07-31 ~
d ellver i-h e work Organization name oot ) Q1-2022 Q2 - 2022
Globex Web... ar Feb Miar Apr May

that generates
customer value Men ~ & Acmew..

Al Initiatives

*

Multi Currency
& Goals

< Customer Offboarding ServiceNow FSO Implementation
E Backlog

i Roadmap Customer Debit Card

Multi Language

O Use ViSU O | ized pIO ns TO d ri\/e Customer Engagement ~ < HR service - B... Processing Automation
Initiative

STI’O Te QY‘O | |g n e d I’O O d m O pS Annual Renewal Application

New Benefit Tracking Page

*  Apply Lean business cases to
deliver more value faster

Customer Transfer Process Simplification

Women in Tech Initiative

« Synchronize work across Portal Manager
organ izations and teams , Customer Evolution ~ Portal user experience redesign
waterfall and Agile Onboarding Automation

Employee on-boarding process improvement

® AUgmeI’TI' deliverO b|eS WiTh Application Review System
telemetry to simplify remediation

DevSecOps Self-service Customer Portal
Transformation

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 28



Empower developers to release rapidly with confidence

Increase
velocity while
reducing o

business risks

Condition | Add Filter Condition ” Add "OR" Clause

Build

All of these conditions must be met

Code Coverage greater than

Commits Without Work [tem

« Automate policy checks to enforce
governance controls tfransparently to Integration Tests Falled
developers and reduce outages

Load Tests Failed

« Improve Dev experience by making Regression Tests Falled
the “definition of done” transparent
and reduce process overhead

Mum of Outages in last 7 days

Mum of Current Outages

« Continuously optimize the app
delivery value stream

Mum of Open Incidents
Total num of commits less than

Tests Passing Percent is empty

or | Tests Passing Percent is

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 29



Empower SREs to observe, identify, and react

Operate

Delivering
service
reliability
at scale

« Continuously observe health of
customer facing apps and prevent
outages before they have an impact

« Full provenance into code and config
pipelines for faster alert resolution

« Ensure great customer experience
and SLAs with fast root cause analysis
and streamlined incident response

servicenow.

€« Bac

Analyze deviation for APl Gateway

Selections for comparison  View query

@ Baseli

Attributes with the most change
@ How does this work?

@ On queried spans 7 @ On queried service 6 & From upstream

Attributes Service

v customer:prowool

£ Show mparison to customer != prowool ~@ On Group by customer

p99 Latency

3

s —@ On Spans without errors A Spans with errors

Display settings -

Deviation selected:

Deviation (14

© 2022 ServiceNow, Inc. All Rights Reserved

D Have feedback? ¢ Share

0 Investigating a deviation

Change v

111 High

= Share

B Add to notebook

. Confidential.
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Extend empowerment across service delivery

NOW Al Favorites  History  Workspaces £ Service Operations Workspace 1

BB Service Dashboard i

default »

Better
experiences,
faster resolution,
lower costs

Default | 56 services

sakdown @ 5 Critical (8.9%) I 2 Major (3.6%) + 1Minor (1.8%) M 0 Warning (0%) v 48 OK (85.7%)

@IU i

Group by Business criticality = Group order Ascending Segment each group by Severity = Filler services by alens

Alert priority (urgent first)

3 - less critical (2)

Service

A\l
Logistics g with 'Oracle - DB'

«  Collapse silos & empower everyone to : '
streamline delivery and drive resiliency G PR—

« Users can self-service anytime
and anywhere via streamlined,
Al-powered experiences

Demographics

. Service Agen-l-s Ieveroge In-l-e”igen-l- © APAC Loyalty Club Asia Portal Customer Email UK Loyalty Club Allegro UK Portal US Billng ooy UNIX Server

s K c":""““ Self APAC Document Portal  canal Purchasing Trends

OUTomOTed Workﬂows, SeOmleSS US Loyalty Club Production Reporting ~ Edit Purchase Order ~ US Account Access Credit Check
incident escalation G o pcumihas 117

O Al_PoWered OperOTiOnS enObleS :122;2::[:::;:?;:;uln]:rlo-v 9887
proactive incident avoidance and
accelerates resolution

servicenow. © 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 3



One Foundation that binds the entire value stream

Operate

W

Infra & Ops

Abstracted and
corelated data model
and integrations

*  Manage the digital thread of
software supply chainin a
consolidated data model
independent of fragmented Service
underlying toolchain

« Purpose built infegrations to leading
DevOps tools with flexibility of adding Data Foundation

new Policy Engine, Service Graph, Integrations, etc.
- Policies that digitize the enterprise

GRC documents to foster a "trust and . .
verify” culture vs the “command and ) GitHub DevOps Toolchain - @ !.:ghthwtep
confrol” structure : 2 ' A i ¥ Toi ot )

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



Transforming delivery through digital workflows

Connect and empower teams, processes, and technology across the lifecycle

VALUE CO
Stream

Operate

[

Infra & Ops

Service

servicenow.

Maximize business value
Concenfrate on what matters most

Innovate with confidence
Rapid, efficient, well-governed delivery

Drive operational resilience
Systematically improve availability
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