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Executive summary

ServiceNow offers robust service catalog and workflow capabilities, allowing you to automate and
standardize IT service delivery processes. IT teams can easily associate software, software as a service
(SaaS) and cloud assets with service requests, incident and change management processes by integrating
Flexera’s technology data with ServiceNow’s service management workflows. This white paper explores
how to achieve a clean, enriched configuration management database (CMDB) to decrease mean time to
resolution (MTTR) in ServiceNow, optimize costs with strategic vendors and benefit from enhanced data

insights for all workflows.

ServiceNow has experienced significant market
growth since its inception in 2004. The company has
an innovative approach to enhance productivity and
automate business processes with powerful digital
workflows and has aggressively expanded into new
markets, making ServiceNow one of the fastest-
growing software companies. It’s no surprise that a
majority of Flexera’s customers utilize ServiceNow
for IT service management (ITSM) processes.

These customers have one thing in common:

they derive more value out of their investment in
ServiceNow with Flexera’s definitive technology

data. While ServiceNow is relentlessly expanding into
categories beyond ITSM, it’s important to recognize
what the company does best and how to maximize the
value of your increasing spend.

Our customers understand the potential for savings in
their technology portfolio is massive—and the risk of
noncompliance is significant. In fact, many customers
use the hard-dollar savings realized from Flexera to

fund their use of ServiceNow. Our customers leverage
our capabilities to make macro-level business
decisions that require insights far beyond what
workflows can deliver.

Read on to discover the top five ways our customers
get the most out of ServiceNow.
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J ‘\ With Flexera’s business adapters sharing
data between the tools that drive the
engine [of IT], each set of stakeholders is
assured the data they’re using is accurate ‘),
and consistent across business units. "

JEFFREY WEST

SENIOR VICE PRESIDENT, |
TecHNOLOGY BUSINESS MANAGEMENT
NORTHERN TRUST

1. Improve workflow efficiency with a trusted CMDB

The heart of ServiceNow is the workflow engine that utilizes CMDB data to automate processes.
However, according to Forrester, less than half of the respondents trusted the data in their CMDB,
making it difficult to leverage the Common Service Data Model (CSDM) to align products on the

platform and automate processes.
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ServiceNow provides a robust data model for you
to populate configuration items and associated
attributes. “Garbage in, garbage out” becomes the
reality if customers are not maniacal about data
curation; otherwise, the CMDB quickly becomes
untrustworthy.

Ensuring CMDB data is accurate and up to dateis a
constant challenge, as organizations must validate
that information is normalized, relevant and current.
Untrustworthy CMDB data results in workflows that are
comprised of manual processes, ultimately increasing
the MTTR.

How Flexera helps

Flexera normalizes, enriches and cleans asset
data with , the world’s largest
catalog of technology data. Our customers
report a 90% increase in recognition from their
discovery tools by utilizing this database.

What’s more, our

improves the value you derive
from your investment with a continual feed
of this data that automatically bolsters your
CMDB. We enrich that data with undiscoverable

known vulnerabilities, sustainability (power
consumption) characteristics, vendor-naming
taxonomies and more.

Our ability to feed enriched technology data
into ServiceNow doesn’t require changes

or customization to ServiceNow, so you can
benefit immediately and without administrative
overhead. The result is a substantial reduction
in manual effort, more effective ServiceNow
workflows and the ability to trust your CMDB

attributes such as end of life, end of support, data to make critical business decisions.

Increase the value you derive from your ServiceNow investment
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Reduce manual effort, enhance workflow effectiveness and make data-driven decisions with Flexera
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2. Purpose-built solutions that minimize spend on software,

Saa$s, cloud and containers

Organizations spend a collected $5.61 trillion on
IT spend, and it’s increasing by almost 10% in
2025, according to Gartner. While personnel costs
are slightly decreasing year over year, the amount
spent on software, SaaS and cloud continues

to increase exponentially. What’s worse is that,
on average, 25-30% of this spend is wasted.

How Flexera helps

——
Flexera customers who have significant spend
with ServiceNow also have significant spend
with Microsoft, IBM, Oracle, SAP, Salesforce
and others. If your organization is spending
tens of millions of dollars with these vendors,
you need a solution that can produce real
business outcomes. With the risk of significant
unbudgeted , thisisn’t an area
where it’s advisable to go with one solution
for the sake of standardizing on a platform.

Our customers don’t settle for “good enough;”
they achieve true hard-dollar savings by
optimizing spend with their technology vendors
via our market-leading Flexera One IT Asset
Management (ITAM), , and

We specialize in reducing costs with your
highest-spend vendors, including Microsoft,

ServiceNow is built to address personnel costs by
utilizing automated workflows to drive productivity.
Saving hard-dollar costs on technology spend is not
ServiceNow’s core competency, focus or area

of innovation.

IBM, Oracle, AWS, Salesforce, SAP and others.
We calculate the actual license positions for
software and Saas, including automatically
applying complex product use rights such

as clustering, nonproduction, virtualization,
bring your own license (BYOL), sub-capacity
and upgrade or downgrade rights.

These types of use rights are not available
out of the box in ServiceNow and require
significant manual effort to build.

Flexera’s SAM capabilities minimize software
compliance risk by producing effective license
positions accepted by the largest vendors,
including IBM and We’re the only

. Our customers reduce risk, optimize
costs and achieve results faster and for more
vendors within their software portfolio.

© 2025 Flexera

flexera


https://www.flexera.com/pdf/soitam-report
https://info.flexera.com/ITAM-REPORT-Gartner-Magic-Quadrant-SaaS-Management-Platforms?utm_source=flexera&utm_medium=pdf&lead_source=Website%20Visitor
https://www.flexera.com/pdf/cco
https://www.oracle.com/corporate/license-management-services/tooling.html
https://www.ibm.com/software/passportadvantage/ibmlicensemetrictool.html
https://www.ibm.com/software/passportadvantage/ibmlicensemetrictool.html
https://www.gartner.com/en/newsroom/press-releases/2025-01-21-gartner-forecasts-worldwide-it-spending-to-grow-9-point-8-percent-in-2025
https://www.flexera.com/pdf/soitam-report
https://www.flexera.com/pdf/home

Valued third-party acccolades from Gartner and Forrester,
solidifying Flexera’s industry leadership

GARTNER®
MAGIC QUADRANT™
LEADER FOR
Software Asset
Management

FORRESTER®
WAVE LEADER™ FOR
Software Asset
Management Solutions

We also ingest cloud bills from multiple clouds

and identify cloud savings opportunities available

by rightsizing, optimizing discounts and detecting
anomalies. Flexera’s FinOps capabilities enable our
customers to reduce cloud costs, migrate to the cloud
more effectively and keep Saa$S costs under control.

Perhaps more important, Flexera One enables

you to incorporate commercial software licensing
implications with cloud optimization decisions—a
critical component as you mature in FinOps. These
are capabilities that ServiceNow simply doesn’t offer.

GARTNER®
MAGIC QUADRANT™
LEADER FOR
SaaS Management
Platforms

GARTNER®
MAGIC QUADRANT™
LEADER FOR
Cloud Financial
Management

FORRESTER®
WAVE LEADER™ FOR
Cloud Cost Management
And Optimization
Solutions

ServiceNow’s core strength is in workflows; Flexera
complements that strength with our own capabilities
in helping customers optimize their software, SaaS
and cloud resources. You need the right solutions

to produce the right results. With our ServiceNow
integration, you can have the best of both worlds:
robust cost optimization that populates ServiceNow
with high-fidelity data.
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3. Deploy the right discovery tools

Most organizations deploy multiple discovery tools to
meet the needs of various stakeholder groups such

as security, asset management and infrastructure
monitoring. As with most discovery tools, ServiceNow’s
Discovery tool generates a significant amount of data
as it identifies assets. Managing and interpreting

this vast volume of data can be challenging. If not
executed properly, the results may not be suitable for
stakeholders who rely on this data to make business
decisions.

Deploying the right discovery tools is instrumental
in maximizing your investment in ServiceNow by
enabling comprehensive visibility and accurate data
within the platform. Discovery tools play a crucial
role in automatically identifying and populating the
CMDB with detailed information about IT assets,
configurations and relationships. By leveraging

How Flexera helps

Our customers unlock the power of our
Technopedia content library and augment
ServiceNow inventory with automated,
high-rate normalization and standardization

of their inventory data. This ensures consistency
in product names, versions and taxonomies.

We filter out the noise in inventory data so you
can focus on the inventory that’s important to
your organization. With this approach, our

effective discovery tools, organizations can significantly
reduce manual efforts and errors associated with data
entry, ensuring that the CMDB remains up-to-date

and reliable. This accurate and complete data forms
the foundation for various ServiceNow applications
and modules, such as incident management, change
management and service catalog management. It
enables organizations to make informed decisions,
improve change planning, enhance incident resolution
times and streamline service request fulfillment.
Additionally, discovery tools help identify unauthorized
or unmanaged assets, enhancing security and
compliance efforts. Ultimately, deploying the right
discovery tools empowers organizations to harness

the full potential of ServiceNow, optimize processes
and unlock the platform’s transformative capabilities,
resulting in increased operational efficiency and a
higher return on investment.

customers get more value from their ServiceNow
discovery capabilities.

For customers that have hybrid IT discovery
requirements, we can augment ServiceNow
Discovery to find more than just the traditional
on-premises assets. Flexera identifies containers,
cloud, Saa$S and software running in these
environments.
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With Flexera, your CMDB is
Flexera: High-rate normalization populated with accurate,
DATA QUALITY ServiceNow: Data cleansing and norms.:\llfzed ene rele.vant.;T.
consolidation asset in ormation, simplifying
reporting and workflows
With F |
Flexera: Data fidelity powered by It. lexer.a, yourC > are
enriched with normalized
Technopedia e . .

DATA ENRICHMENT end-of-life insights to
ServiceNow: Manual data research and mitigate risk and ensure
entry, or other data sources used operational uptime
Flexera: Certified integrations With Flexera, the ServiceNow
into ServiceNow team transforms from data

SCALABILITY ServiceNow: ServiceNow team and miners to data consumers,
operations must be data miners and unlocking time to deliver
not data consumers better business outcomes
Flexera: Data is accessible and With Flexera, you are

DATA understandable to everyone N cquipped with legible data

DEMOCRATIZATION ServiceNow: IRE framework requiring @ thatintegrates with business

manual configuration and ownership / processes and derives value

Drive smarter business outcomes with seamless CMDB integrations and Al-enhanced insights

Flexera’s discovery and inventory are specialized

to deal with the complexities of inventorying IBM
sub-capacity, IBM bundles, Oracle databases,

Oracle Java, Microsoft 365, Microsoft SQL Server,
SAP, Kubernetes and more. We normalize and enrich
data from multiple inventory sources with clean data.

Improve your ServiceNow Discovery data, as well as
your other discovery sources, by filling in gaps with
Flexera discovery methods and normalizing with
Technopedia for the holistic visibility required to
manage, secure and optimize your environment.

Flexera also has a unique approach to business
service mapping that is an automated, bottoms-up
discovery of application stacks and their connections.

This approach enables ServiceNow customers
to populate their dependency mapping more
rapidly, resulting in more services mapped with
fewer manual processes.

Having more dependencies mapped in the
CMDB greatly increases your ability to make
quicker and better decisions around problem,
incident and change management.
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While ServiceNow’s Discovery is often priced as an add-on to their Now platform, our
discovery and inventory solution is included with the Flexera One platform, so you can
benefit from robust inventory capabilities without incurring additional costs.

SaaS / Subseriptions / ServiceNow

ServiceNow ® Help
Suhscuplmns
7 of 7 selected
Subscriptions Insights Applications Users
Subscription assignment @ Subscription activity @ Subscription overview @ Activity (cost) > ‘ ‘ Last 12 months ~
@ Active Not monitored (@ Inactive No activity
@ Active 26MEUR —
B Assigned
Not monitored
Unassigned
@ Inactive
@ Overassigned 27TM -
Mo activity
18M -
Quantity  Cost (EUR) Quantity  Cost (EUR)
Purchased 4630 €669.13K Active 2055 €27873K sk
Assigned 3m3 €454 92K Inactive 1,358 £176.18K
Unassigned 1227 €215.48K No activity 4] €0
Overassigned 10 €1.27K Not menitored 0 €0 B
Sept2024  Oct Now Dec  Jan2025 Feb Mar Apr May Jun Aug
Rightsize licensing to invest in what matters most to your enterprise
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4. Optimize your ServiceNow license position

ServiceNow licensing is complex, with pricing models
for users, modules, applications and orchestration.
Most organizations purchase licenses for each
individual who will be using the platform. This often
includes approvers (business stakeholder users) and
fulfillers who may not be actively using the platform.
Even the unrestricted user model pricing is based on

How Flexera helps

—e
On average, ServiceNow increases year-over-
year prices by 7-10%. Most customers report
that their ServiceNow spend is increasing at a
faster rate than their business growth. Gartner
recommends that every customer ensures
total contract value (TCV) with ServiceNow

is tied to business value derived. We offer a
complete and turnkey approach for managing
and optimizing your ServiceNow licensing.

We analyze your ServiceNow license entitlements,
allocation, usage, compliance and cost savings
potential. Flexera establishes usage of both
legacy and modern ServiceNow licensing

so you can make decisions about renewals

and optimized contracts. Flexera calculates

the estimated number of users in the environment,
so it’s important to be precise to avoid overbuying.

ServiceNow also provides modules that can be
licensed separately and charges for custom tables,
integrations, transactions (e.g., password resets),
customer portal visits and other unexpected costs.

both ServiceNow user and capacity-based
licensing for “Approver Fulfiller” to ensure you
aren’t paying for inactive subscriptions.

Additionally, we go deeper than ServiceNow’s
native capabilities to track user activity,
so you can achieve full optimization and

reclamation recommendations for your
ServiceNow subscriptions. Our customers
quickly rightsize their ServiceNow licensing
so they can either invest in more capabilities
or modules on the Now platform—or they
can realize the hard-dollar savings.

( SPEAK TO AN EXPERT —
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5. Go “best of breed” where the ROI justifies it

Most ServiceNow customers began their journey using
ITSM as a helpdesk ticketing system. ServiceNow is
expanding into categories such as enterprise resource
planning, customer relationship management and
human resources, where there are clear incumbent
market leaders with proven track records.

While ServiceNow offers extensive customization
options, there are limitations in terms of deep

How Flexera helps

A —— ~

Some highly specific or niche requirements may
require additional development efforts, manual
processes or workarounds within the ServiceNow
platform. A best-of-breed approach involves
selecting and integrating specialized software

solutions to meet business needs. With this type
of strategy, you choose the most suitable solution
that provides advanced features tailored to a
particular domain to maximize your ROI.

A good example of the specialized solutions
we offer is IBM sub-capacity licensing that

flextera.

Technology intelligence for the hybrid IT estate

o

A Definitive technology inventory: A clean, detailed
catalog of all technology assets that supports
accurate Al and better decision-making

Al-powered usage insights: Automated tracking of
software use, licensing and compliance to optimize
spending and reduce waste

Optimized IT strategy: Prepares you for vendor
negotiations and protects against hidden costs and
data risks across cloud and on-premises systems

io  SPT

customization and flexibility compared to
best-of-breed solutions. Carefully evaluate

the business value in the non-ITSM solutions
ServiceNow offers and focus on value realization.
Also, be judicious about considering the business
needs of other functions before deciding to
standardize on non-core capabilities within
ServiceNow.

requires very specific features to comply with
IBM compliance reporting—a capability that
ServiceNow simply cannot provide out of the box.

Another example is cloud cost optimization,
where we’re the market leader and enable

our customers to significantly reduce their
cloud spend. Furthermore, our integration
with IBM’s Turbonomic allows you to balance
performance and licensing cost considerations
simultaneously during workload placement.

servicenow.

Digital workflows

IT service management: Deliver IT services

—*-'"'"} using trusted tools that keep everything running

smoothly

Al-powered workflows: Smart Al agents handle

.._.....,,> @ tasks and decisions automatically; everything is

managed through a secure control system

Personalized workspaces: Boosts team

> =) productivity with tools that understand natural

(== language, summarize cases and turn text into
code—right inside your IRT workflows

We make ServiceNow smarter with high-fidelity data
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Getting the most out of your
investment in ServiceNow

Get the best of both worlds with Flexera and ServiceNow:

« Decrease MTTR in ServiceNow with a clean, enriched CMDB

+ Optimize costs with strategic vendors such as Microsoft,
IBM, Oracle, SAP, ServiceNow, Salesforce and AWS

« Integrate with ServiceNow so all workflows benefit from
our system of insights

Integrating ServiceNow and Flexera provides streamlined
service delivery. ServiceNow offers robust service catalog
and workflow capabilities, allowing you to automate and
standardize the IT service delivery processes. By integrating
Flexera’s technology data with ServiceNow’s service
management workflows, IT teams can easily associate
software, SaaS and cloud assets with service requests,
incidents and change management processes. This
integration enables efficient and seamless service delivery,
reduces manual efforts and improves response times.

Let us show you how we can empower your organization
to make data-driven decisions, optimize IT investments
and identify cost-saving opportunities.
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CCONTACT us >l

Flexera helps organizations understand and maximize the value of
their technology, saving billions of dollars in wasted spend. Powered
by the Flexera Technology Intelligence Platform, our award-winning
IT asset management, FinOps and SaaS management solutions
provide comprehensive visibility and actionable insights on an
organization’s entire IT ecosystem. This intelligence enables IT,
finance, procurement and cloud teams to address skyrocketing costs,
optimize spend, mitigate risk and identify opportunities to create
positive business outcomes.

More than 50,000 global organizations rely on Flexera and its
Technopedia reference library, the largest repository of technology
asset data. Learn more at

1-800-374-4353 | flexera.com
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