
PURPOSE

EDITORS’ NOTE Bill McDermott 
has been in his current role and has 
served as a Member of the Board of 
ServiceNow since 2019. Previously, 
he was Chief Executive Offi cer and 
a member of the Executive Board of 
SAP. Before joining SAP, he served 
in senior executive roles with 
Siebel Systems and Gartner, Inc. 
He launched his business career at 
Xerox Corporation, where he rose 
to become the company’s youngest 
corporate offi cer and division pres-
ident. McDermott got his start as a 
young entrepreneur running a small delicates-
sen business on Long Island, New York, at age 17. 
He received his bachelor’s degree from Dowling 
College and his MBA from the Kellogg School of 
Management at Northwestern University.

COMPANY BRIEF ServiceNow (servicenow.com) 
is making the world of work, work better for 
people. The company’s cloud based platform 
and solutions deliver digital workflows that 
create great experiences and unlock produc-
tivity for employees and the enterprise.

Will you highlight the history and heritage 
of ServiceNow and how you describe the 
ServiceNow difference?

I’ve always believed great companies are 
built on the shoulders of giants. They are also 
unifi ed by a strong mission – in our case, it was 
our Founder, Fred Luddy, and his simple but 
powerful vision: to make work, work better for 
people. He made this possible by creating a 
cloud-based platform called the Now Platform 

that lets employees route work seam-
lessly throughout the enterprise. 
ServiceNow’s purpose of making 
work, work better, fueled by our com-
pany culture and values, continues to 
unite and guide us as a company.

Today, ServiceNow is the platform 
company for digital business. We’re 
dedicated to our customers and pas-
sionate about delivering the best digital 
workfl ow experiences possible for our 
customers and employees. The Now 
Platform, what I like to call the “plat-
form of platforms,” offers the speed, 

fl exibility, and innovation that companies need to 
deliver exceptional employee and customer expe-
riences. It unifi es systems, silos and processes into 
holistic enterprise workfl ows that solve any busi-
ness challenge. The Now Platform enables easier 
and faster implementation, delivering unbeatable 
time-to-value and fast ROI. The beauty of the Now 
Platform is one platform, one data model, and one 
architecture. It’s why approximately 80 percent of 
the Fortune 500 rely on ServiceNow for their digi-
tal transformation efforts.

What excited you about the opportu-
nity to lead ServiceNow and made you feel 
it was the right � t?

I was a fan of ServiceNow long before I 
joined the company last year. I knew of its reputa-
tion for being one of the most innovative growth 
companies in the world with tremendously loyal 
customers. As I got to know the company even 
better, I was drawn to its hungry and humble 
spirit, purpose, energy, passion and shared 
commitment to driving outstanding customer 
value. ServiceNow’s ability to help organizations 

digitally transform, coupled with the opportunity 
to extend the company’s world-class leadership 
across new industries and geographies, made 
the prospect of leading ServiceNow a once-in-a-
lifetime opportunity for me.

Digital transformation is the opportunity 
of our generation. Digital investments are at 
an all-time high and are expected to continue 
growing. According to IDC, worldwide digital 
transformation investments will total more than 
$7.4 trillion by 2024. The workfl ow revolution 
is here and ServiceNow is primed to lead it. 
Enterprise digital transformation is how every 
organization, in every sector, in every geo, is 
adapting, growing, creating new business mod-
els and empowering their people to be produc-
tive in any environment, under any conditions.

Every day, I am compelled to dream big 
about how ServiceNow can take digital transfor-
mation to the next level – from helping compa-
nies redefi ne their business models to getting the 
world’s population vaccinated. I’m humbled by 
the enormous role that ServiceNow is playing.

How do you de� ne the ServiceNow cul-
ture and how critical is culture to the suc-
cess of the company?

ServiceNow’s culture is incredibly strong, 
utterly unique and essential to our success. We 
are a purpose-driven company and our hungry 
and humble culture is refl ective of that. Every 
day we come to work to fulfi ll our purpose of 
making work – and the world – work better for 
people. We’re also deeply committed to being 
a leader in building a diverse, inclusive work-
force in which everyone feels that they belong 
because diverse teams with an indomitable will 
to win create great, enduring companies.

Bill McDermott

Making Work, Work Better

An Interview with Bill McDermott, President and Chief Executive Offi cer, ServiceNow

“Digital transformation is the opportunity 

of our generation. Digital investments are at an all-time 

high and are expected to continue growing.”
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At the same time, we strive to understand 
and solve industry-specifi c challenges our cus-
tomers are experiencing so we can deliver 
unbeatable time-to-value and fast ROI in every 
scenario. It is that customer focus that gives 
ServiceNow the ultimate competitive advan-
tage. Our team is committed to our purpose and 
nothing will keep us from delivering incredible 
value to our customers. I’m inspired by the 
team’s resilience which is a testament to our 
great culture. 

How has ServiceNow adapted its busi-
ness to address the challenges caused by 
the pandemic?

When the pandemic fi rst hit, my leader-
ship team and I were scheduled to have a 
blue-sky thinking session, but I quickly realized 
there would be no blue sky if we didn’t address 
COVID and the pandemic. ServiceNow’s global 
workforce seamlessly transitioned to a fully 
remote, work-from-home environment in just 24 
hours. We had a unique advantage: as a born-
in-the-cloud, digitally transformed organization, 
we were able to quickly and smoothly pivot to 
100 percent virtual work.

Our immediate focus became helping our 
customers best serve their employees and cus-
tomers during this time. We strive to always see 
challenges through our customers’ eyes and 
turned our attention to making sure our cus-
tomers and employees could stay productive in 
a new environment where work and personal 
lives merge, giving them the necessary tools to 
connect and collaborate. We spearheaded an 
effort to leverage predictive intelligence and 
virtual agent chatbots that enabled employees 
to easily self-manage their work requirements. 

As a result, we were able to ensure an engaged, 
highly-productive workforce during the transi-
tion. At the same time, we didn’t miss a beat 
supporting our customers.

How proud are you to see the way 
ServiceNow’s workforce has shown strength 
and resilience during this challenging and 
uncertain time?

I could not be prouder of the ServiceNow 
team’s strength, unity and unrelenting execution 
in the face of an unprecedented global environ-
ment. I like to tell the team: tough times don’t 
last, tough people do. That idea couldn’t be 
truer than with our ServiceNow team. Despite 
the uncertainty of COVID, we delivered a mar-
ket-leading 2020, signifi cantly beating expec-
tations across the board and bringing great 
momentum into 2021. I believe it’s a testament 
to our ServiceNow strong culture.

In 2020, we grew our employee base by 
26 percent, hiring 3,000 people in 25 coun-
tries, most of whom were hired and onboarded 
entirely digitally. Despite working remotely, 
our engineering organization delivered a 70 
percent increase in innovations year-over-year. 
We invested and scaled in 2020 because com-
panies are relying on us more than ever. The 
pandemic is creating the greatest workflow 
challenges of our lifetime, and ServiceNow is 
responding with continuous innovation. Every 
business needs speed, agility and resilience, 
and every C-suite leader wants to deliver great 
experiences for their employees and custom-
ers. ServiceNow is on the front lines, helping 
businesses digitally transform and leading this 
once-in-a-generation opportunity to make 
work, work better for people.

Will you discuss ServiceNow’s commit-
ment to supporting its employees, clients 
and communities during this unprecedented 
time?

One of the things I admire most about 
ServiceNow is our unrelenting focus on our 
employees and customers. With our inno-
vation, speed of a startup, expertise and 
industry leadership in digital transformation, 
we’re able to help solve the unique challenges 
posed during COVID. We began last March 
with our COVID-19 Emergency Response apps 
which helped the State of Washington, the City 
of San Francisco, and many others respond to 
the challenges presented by COVID. We fol-
lowed that up with our Safe Workplace suite 
of applications to help organizations such as 
Uber, Coca-Cola European Partners, Bremer 
Bank, and American University gauge work-
force and workplace readiness as they prepare 
for employees to return to the workplace. This 
year, we launched our Vaccine Administration 
Management solution to address vaccine 
management challenges at scale by remov-
ing logistical barriers to speed up the immu-
nization process. The State of North Carolina 
Department of Health and Human Services, 
along with the NHS National Services Scotland, 
are two examples of organizations that are 
working with ServiceNow to help vaccinate 
their citizens and keep them healthy and safe.

We are working with customers and orga-
nizations to leverage the innovation and digital 
workfl ows that transformed pandemic response 
to create new ways of working, build agility and 
resilience, and accelerate digital transformation 
to move the world toward a healthier future.

“We are a purpose-driven company and our hungry and humble culture 

is refl ective of that. Every day we come to work to fulfi ll our purpose 

of making work – and the world – work better for people.”
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How is ServiceNow’s business posi-
tioned for growth as you look to 2021 and 
the new normal companies are facing?

ServiceNow is incredibly well-positioned to 
become the defi ning enterprise software com-
pany of the 21st century. The secular tailwinds 
of digital transformation, cloud computing, and 
business model innovation have intersected at 
a perfect moment in time, creating a paradigm 
shift globally. In 2020, for the fi rst time in his-
tory, we saw digital transformation spending 
accelerate despi te GDP decl ining glob-
ally. Digital investments are at an all-time high 
and are expected to continue growing. Digital 
transformation was a business imperative pre-
COVID; post-COVID, digital transformation will 
accelerate, and as the workfl ow standard for 
digital transformation, ServiceNow is poised to 
seize this opportunity.

How critical is it for ServiceNow to 
build a diverse and inclusive workforce 
in order to bring diverse perspectives and 
experiences to the table when making busi-
ness decisions?

Diversity, inclusion, and belonging are 
essential to who we are, how we’ll grow, and 
how we’ll innovate. We’re deeply committed 
to being a leader in building a diverse, inclu-
sive workforce in which everyone feels that 
they belong. It’s embedded in who we are as 
a company – it’s a cultural value and inher-
ent in who we are. I am personally commit-
ted to our DIB efforts and have called upon 
the whole company to participate in our work 
together. It’s a collective effort that starts at 
the top with me and the executive leadership 
team. 

I truly believe that, together, everyone 
can achieve more. Unity, not division, offers 
opportunities for progress and success. The 
idea of “team” is a huge source of inspiration 
for me. Each one of us makes our team stron-
ger; none of us is as smart as all of us. That’s 
why diversity, inclusion, and belonging is 
such an important priority for ServiceNow. It’s 
core to who we are, it helps us get through 
periods of adversity, and it’s critical to our 
success.

What do you see as the responsibility 
of leading companies to be engaged in the 
communities they serve and be good cor-
porate citizens?

Our goal as a company is to workfl ow a 
better world. We know we have the ability to 

change the world, one workfl ow at a time. By 
applying the expertise and civic-minded nature 
of ServiceNow’s 13,000+ employees around 
the world, leveraging the power of our digital 
workfl ow solutions, and using the strength of 
our fi nancial resources and strategic partner-
ships, we have a tremendous opportunity to do 
incredible things.

That’s why I’m incredibly proud of our 
recently announced ServiceNow Racial Equity 
Fund, a $100 million fund aimed at reducing 
the wealth gap and expanding opportunities 
for individuals, families, entrepreneurs, and 
business owners in Black communities. The 
fund will begin with investments in Chicago, 
Washington DC, Boston, Houston and Dallas, 
cities in which ServiceNow also has signifi-
cant operations and sizable employee pres-
ences. We’re deeply committed to being a 
leader in delivering real, lasting change 
within our communities. Our fund is see-
ing incredible traction, truly proving that 
when we work together, amazing things can 
happen.

The world is facing a series of crises 
from public health to social injustice to cli-
mate change to income inequality. What do 
you see as the role that the private sector 
and business community can play in bring-
ing its talent and expertise to help address 
these issues?

ServiceNow’s purpose is to make the world 
of work, work better for people, but we also 
have a tremendous opportunity to make the 
world work better, too. We know that doing 
well as a business is about more than growing 
profi ts. We have a responsibility to our planet, 
each other, and the communities we serve. 
Our focus is on sustaining our planet, creating 
equity for all, and acting with integrity. These 
pillars ground us as we ensure our products can 
address the needs of the world and responsible 
business. 

Against the backdrop of the past year’s 
events – the human impact of the global pan-
demic, economic disruption, ongoing racial 
injustice, and civil unrest – it has never been 
more urgent for companies to take steps to 
make a positive, global impact. Diversity, inclu-
sion, and belonging has always been a corner-
stone of ServiceNow’s cultural values, but the 
events of the past year have accelerated the 
need to increase and expand our efforts which 
is why we are so focused on elevating our 

global impact. The ServiceNow Racial Equity 
Fund strengthens underserved communities, 
overcomes systemic barriers that lead to ineq-
uitable access to capital, and ultimately drives 
sustainable wealth creation through homeown-
ership, entrepreneurship, and neighborhood 
revitalization.

What  a re  the  keys  to  e f fec t i ve 
l eadersh ip?

Theodore Roosevelt once said, “No 
one cares how much you know, until they 
know how much you care.” Effective lead-
ership must start with immense empathy. 
Understanding what matters to people and 
doing something about it is just as impor-
tant for motivating employees as is it is for 
engaging with customers. It all comes down 
to bringing out the best in your employees – 
motivating people to find the best in them-
selves. This is especially important now in 
the COVID era as leaders must be in service 
of their employees and inspire them to reach 
their full potential.

2020 brought unimaginable change to 
the world, and businesses are fundamentally 
changing the way they operate. ServiceNow 
is on the front lines of that transformation, 
so as CEO, it’s my job to keep our employ-
ees inspired about the important work we’re 
doing and the opportunities that lie ahead. 
Whether that’s reaching a sales goal, build-
ing game-changing technology, or helping 
make the world a better place, I am hum-
bled by the opportunity to motivate peo-
ple to reach heights they didn’t know they 
could achieve.

What advice do you offer to young peo-
ple starting their careers during this chal-
lenging and uncertain time?

I  r e c ommend  e v e r yone  s t a r t s  b y 
dreaming big. Find something you’re truly 
passionate about and then make a plan for 
how you are going to pursue it. Stay opti-
mistic that you’ll get to where you want 
to be and don’t give up. When I applied 
for my first job at Xerox, I wanted that job 
badly. I was passionate about it. I created 
a plan for how I could grow in the role 
and help grow the company. I envisioned 
myself at Xerox years out – ultimately as 
CEO. This motivated me throughout the 
interview process and long after I landed 
my first sales job at the company. The rest, 
as they say, is history.•

“Diversity, inclusion, and belonging has always been a cornerstone 

of ServiceNow’s cultural values, but the events of the past year have 

accelerated the need to increase and expand our efforts which 

is why we are so focused on elevating our global impact.”
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Our uniqueness is our greatness. Only by attracting  
and retaining world-class talent from every type of  
background can we have the very best team in the  
industry. We’re 30,000 strong – all working hard to  
deliver on our promise to take care of our customers,  
our communities and each other.

Arlene A.V.
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