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Custom research capabilities

⚫ Benchmarking | Pricing, delivery model, skill portfolio

⚫ Peer analysis | Scope, sourcing models, locations

⚫ Locations | Cost, skills, sustainability, portfolio – plus 

a tracking tool

⚫ Tracking services | Service providers, locations, risk

⚫ Other | Market intelligence, service provider 

capabilities, technologies, contract assessment

Membership information

⚫ This report is included in the following research program(s)

– Enterprise Platform Services

⚫ If you want to learn whether your organization has a membership agreement or request information on pricing and membership options, 

please contact us at info@everestgrp.com

More about membership

In addition to a suite of published research,

a membership may include

⚫ Accelerators™ 

⚫ Analyst access

⚫ Data cuts

⚫ Pinnacle Model® reports

⚫ PriceBook

⚫ Virtual Roundtables

⚫ Workshops

► Market Vista™

Global services tracking across functions, sourcing models, locations, and service providers – industry tracking reports also available

► Application Services ► Finance & Accounting

► BPS | Banking & Financial Services ► Human Resources

► BPS | Healthcare & Life Sciences ► ITS | Banking & Financial Services

► BPS | Insurance ► ITS | Healthcare

► Catalyst™ ► ITS | Insurance

► Cloud & Infrastructure ► IT Services Executive Insights™

► Customer Experience Management Services ► ITS | Life Sciences

► Contingent Workforce Management ► Locations Insider™

► Data & Analytics ► PricePoint™

► Digital Services ► Procurement

► Engineering Services ► Recruitment Process Outsourcing 

► Enterprise Platform Services ► Service Optimization Technologies

Our research offerings for global services
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⚫ A decade ago, enterprises expected ServiceNow to help them manage digital workflows such as IT Service Management (ITSM) and IT Operations Management (ITOM). With time, 

enterprises are now looking for stakeholder-centric, automation-focused, data-/outcome-driven integrated solutions with emphasis on stakeholder experience even in a multi-channel, 

complex portfolio

⚫ In response to the changing market landscape, ServiceNow has expanded its portfolio to deliver enterprise solutions including IT, employee, and customer workflows to help clients drive 

business growth, increase resilience, and enhance employee productivity. It has forayed into emerging areas such as CSM, HCM, DevOps, FinOps, SecOps, GRC, and Security – It has 

invested in building industry solutions to provide out-of-the-box solutions and expedite time-to-market for enterprises

⚫ With changing client expectations and evolving ServiceNow landscape, service providers are investing in building strong talent in emerging areas, co-developing industry-specific 

solutions with ServiceNow, developing in-house accelerators and frameworks, and taking a strong inorganic approach with niche acquisitions to fill gaps across their ServiceNow 

services portfolio to further enhance their geographic footprint

⚫ In this research, we present an assessment of 20 service providers featured on the ServiceNow services PEAK Matrix®

The assessment is based on Everest Group’s annual Request For Information (RFI) process considering investments made till May 2020, interactions with leading ServiceNow service 

providers, client reference checks, and an ongoing analysis of the ServiceNow services market

This report includes the profiles of the following 20 leading ServiceNow service providers featured on the ServiceNow services PEAK Matrix:

⚫ Leaders: Accenture, Atos, Cognizant, Deloitte, DXC Technology, and Infosys

⚫ Major Contenders: Capgemini, Cask, Crossfuze, EY, HCL Technologies, IBM, KPMG, LTI, TCS, and Wipro

⚫ Aspirants: Mphasis, Softtek, Tech Mahindra, and Trianz

Scope of this report:

Geography Service providers Services

Global 20 leading ServiceNow 

service providers

ServiceNow services

Background of the research



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-50-CA-4038

ServiceNow Services PEAK Matrix® Assessment 2021

6

Everest Group’s definition of scope of ServiceNow services

NOT EXHAUSTIVE

IT Service Management, IT Operations 

Management, IT Business Management , IT 

Asset Management, DevOps, GRC, and Security 

Operations 

IT workflows

Products including HR Service Delivery, IT 

Service Management, and Finance Operations 

Management

Employee workflows

Solutions focused on enhancing customer  

experience. Includes products such as Customer 

Service Management, IT Operations 

Management, and Field Service Management

Customer workflows

Partner applications on ServiceNow marketplace 

and custom applications built leveraging Now 

platform

Custom applications and others

The assessment includes professional and management services around the entire suite of ServiceNow products except for infrastructure services

Key ServiceNow solutions Now Platform

Exclusion from this assessment: Infrastructure services offered as a part of the engagement to run applications

Consulting services 

Now platform strategy and roadmap formulation, mapping of existing technology landscape, product(s) selection, feasibility and readiness assessments, security assessment, integration 

strategy, Governance, Risk Management, and Compliance (GRC) assessment and roadmap, and organization change management

Maintenance and support services

Help desk management, monitoring, incident management, issue resolution, emergency fixes, ongoing customizations and integrations, update support, new feature addition, minor and major 

usability enhancements, and product enhancements

Implementation services 

Requirements gathering, technical and functional design, system and process configurations, custom application development, integration, Now Platform setup, data migration, testing, 

deployment, cut-over and go-live, and implementation hand-off

IntegerationHub Flow designer CMDB Automated Test 

Framework

Service Portal Mobile Studio Delegated 

Development

Virtual Agent Performance 

Analytics
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The ServiceNow service provider compendium report has profiles and buyer case studies for 

20 leading service providers
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Research calendar

Enterprise Platform Services

PlannedPublished Current release

Flagship EPS reports Release date

Workday Human Capital Management (HCM) IT Services – PEAK Matrix™ Assessment and Market Trends 2019 July 2019

Services for Cloud ERP – PEAK Matrix™ Assessment 2020: The Market is Growing but Not Fast Enough November 2019

Salesforce Services PEAK Matrix® Assessment 2020 May 2020

Salesforce Services – Solving for the Missing Link June 2020

Salesforce Marketing and Commerce Cloud Services PEAK Matrix® Assessment 2020 July 2020

Salesforce Marketing and Commerce Cloud Services Provider Compendium 2020 August 2020

ServiceNow Services PEAK Matrix® Assessment 2021 October 2020

ServiceNow Service Provider Compendium 2021 October 2020

ServiceNow Services – State of the Market Report 2021 Q4 2020

Pega Services PEAK Matrix® Assessment 2021 Q4 2020

Thematic EPS reports Release date

BigTech Battle: Digital Experience Platforms (DXP) Assessment – Rise of the Digital Experience Platform June  2019

Cloud Management Platform Trailblazers: Top 10 Start-ups Creating Buzz in the Market October 2020

Rebooting your SaaS Adoption Strategy Q4 2020

Platform Businesses: Orchestrating the Internal and External Ecosystem Q4 2020

S/4HANA: Learnings from Current Adoption Q4 2020

Note: For a list of all our published EPS reports, please refer to our website page

https://www2.everestgrp.com/reports?Cat0=1172
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness 
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be 
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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