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Note: ServiceNow's pricing is highly customized and not publicly listed. The costs mentioned
below are industry-standard estimates for budgetary purposes only. Final pricing is
determined through direct negotiation with ServiceNow or its partners based on customer-
specific needs, size, and contract term.

1. How ServiceNow Licensing Works End-to-End

ServiceNow operates on a Software-as-a-Service (SaaS) subscription model. The end-to-end
process for acquiring licenses typically follows these steps:

e Needs Assessment: Customer or Partner identifies the business processes that they
want to automate or improve (e.g., IT support, HR onboarding, customer service).

e Scoping & Sizing: Customer works with a ServiceNow sales representative or a certified
partner to determine the exact modules (e.g., ITSM, HRSD), the number and type of
users, and any necessary add-ons.

e Quotation: ServiceNow provides a custom quote based on the scoped requirements.
This is the primary negotiation phase.

e Subscription Agreement: Customer signs a Master Services Agreement (MSA) which
outlines the products purchased, usage rights, subscription term (typically 1-3 years),
and cost.

e Instance Provisioning: ServiceNow provisions the dedicated cloud instance(s)
(development, test, production).

e Management & Compliance: Throughout the contract term, Customer is responsible
for managing license allocation and ensuring the usage complies with the agreement.
ServiceNow has tools to help you monitor this.

e Renewal: Before the term ends, you'll enter a renewal cycle to re-evaluate your needs,
negotiate new terms, and extend your subscription.

2. Types of Licenses Available

A. ServiceNow's licensing can be broadly categorized, but the core distinction is between
users who work on tasks versus users who request services.

e Fulfiller / Processor: These are licensed users who work within ServiceNow to
fulfill requests, manage processes, or administer the platform. Examples include
IT support staff, HR generalists, and system administrators. This is typically a
named-user license and is the most significant cost driver.

e Requester / End-User: These are users who access the platform through a self-
service portal to request something, report an issue, or read a knowledge base
article. For most core modules like ITSM, requester access is included at no
additional cost with the purchase of Fulfiller licenses.

e Unrestricted User: A high-cost license granting a user Fulfiller access across all
licensed applications on the platform. This is typically reserved for system
administrators.
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e Role-Based: Licensing is fundamentally role-based. A user is assigned roles
within the platform (e.g., itil, sn_hr_core.basic), and these roles determine which
license subscription they consume. Granting a user the itil role consumes one
ITSM Fulfiller license.

e Capacity-Based: Some modules are not licensed per user but by capacity or the
volume of resources being managed. This is common for IT Operations
Management (ITOM) or Software Asset Management (SAM).

B. A few more details about the License Types
a. Requester
® Who they are: Employees, customers, or anyone needing technical
assistance.
® What they do: Raise incident tickets, submit service requests, and
access the knowledge base.
® Cost: Free.
b. Fulfiller
® Who they are: IT team members, service desk agents, or support staff.
® What they do: Resolve user requests, create and modify records, and
perform administrative tasks. They have complete access to the
platform's functionalities.
@ Cost: A primary paid license.
c. Business Stakeholder (Approvers)
® Who they are: Individuals who approve actions, sometimes called
"Approvers."
® What they do: They can do everything a Requester can, plus they can
approve or deny user requests and actions.
@® Cost: A paid license.
d. Unrestricted User
® Who they are: Any user covered by this non-role-based license.
® What they do: They can use the ServiceNow platform without the
specific rules or limitations tied to other roles. The number of users is
limited by the quantity of licenses purchased.
@® Cost: A paid license.
e. External CSM User
® Who they are: A customer's external contacts, such as their own
clients, consumers, or partners.
® What they do: They can use the customer portal to manage requests,
approve new contact creation, and manage users or assets related to
their own account.
@® Cost: They are not included in the paid CSM user count and are not
subject to subscription fees.
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3. Licenses Required for Different Modules
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Licensing models vary significantly between ServiceNow's product lines.

Module/Product

Primary Licensing Model

Typical Estimated Annual
Cost (per license/unit)

IT Service Management
(ITSM)

Per Fulfiller User. Packaged
in tiers (Standard, Pro,
Enterprise).

ITSM Pro: $100 - $140 per
user/month

IT Operations
Management (ITOM)

Per managed
Node/Configuration Item
(Cl). Based on the number
of servers and devices
managed.

ITOM Visibility: $10 - $15
per node/month

Human Resources
Service Delivery (HRSD)

Per total number of
employees in the company
(not just users).

Varies significantly based
on employee count ($20 -
$45 per employee/year).

Customer Service
Management (CSM)

Per Agent (similar to a
Fulfiller).

$150 - $250 per
agent/month

Security Operations
(SecOps)

Per Fulfiller/Analyst.

Highly variable, often
bundled.

Governance, Risk, and
Compliance (GRC)

Per Fulfiller/GRC
professional.

Highly variable, often
bundled.

Software Asset
Management (SAM)

Per managed device (client
or server).

SAM Pro: $3 - $5 per
device/month

App Engine

Per App User or per
custom table usage.

Custom pricing based on
complexity and usage.
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4. How Pricing is Structured

Per User: The most common model for applications like ITSM, CSM, and SecOps, where
the primary cost is tied to the number of agents or fulfillers.

Per Managed Resource: Used for ITOM and SAM, where cost is based on the number of
Cls, nodes, or devices being monitored/managed.

Per Employee (Total Headcount): The standard for HRSD. The price is based on the
value delivered to the entire organization, so the total number of employees is used as
the metric.

Enterprise Agreements (ELA): Large organizations often negotiate Enterprise License
Agreements. These agreements bundle a wide array of products for a fixed price over a
multi-year term, often providing more flexibility and cost predictability.

5. Typical Cost Models, Add-ons, and Factors Affecting Overall Cost

Core Factors Affecting Cost:

Product Tier: Most products (especially ITSM) are sold in tiered packages (e.g.,
Standard, Pro, Enterprise). Higher tiers include more advanced features like Performance
Analytics, Predictive Intelligence, and Virtual Agent at a bundled price.

Number of Licenses: The total volume of users or nodes is the primary cost multiplier.
Contract Length: Multi-year contracts (e.g., 3 years) typically receive better annual
pricing than a 1-year contract.

Negotiation: Discounts are common and depend on the size of the deal and the
customer’s negotiating position.

Common Add-ons (if not in a Pro/Enterprise bundle):

Performance Analytics: For advanced reporting and dashboards.

Virtual Agent: For building Al-powered chatbots.

Predictive Intelligence: For machine learning capabilities like ticket categorization and
routing.

Dedicated Instances: For organizations with specific security or performance
requirements.

6. Cloud Cost Implications

Your ServiceNow subscription fee covers the core cloud infrastructure, but there are other
potential cost factors to be aware of:

Storage: Your subscription includes a certain amount of database storage (e.g., 1 TB).
Exceeding this limit will incur additional charges. Regular data archiving is essential.
API Usage (Integrations): While generally generous, extremely high volumes of inbound
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API calls or data-intensive integrations can sometimes lead to performance throttling or
discussions about higher-tier subscriptions.

Upgrades: The biannual platform upgrades are included in your subscription. However,
the internal cost of testing your customizations, managing the upgrade project, and
retraining users is your responsibility and should be factored into your Total Cost of
Ownership (TCO).

Implementation & Development: The cost of hiring a ServiceNow implementation
partner or in-house developers to configure, customize, and maintain the platform is
separate from the licensing costs.

7. Best Practices for Optimizing License and Cost Management

Centralize License Management: Designate a Platform Owner or a small team or
implement a license automation to be responsible for allocating, monitoring, and
reclaiming all ServiceNow licenses.

Conduct Regular Audits: Review license allocations at least quarterly. Use
ServiceNow's Subscription Management module to see who is assigned a license versus
who is actually using it.

Implement a Reclaiming Policy: Develop an automated process to reclaim licenses
from users who have been inactive for a set period (e.g., 90 days) or have left the
company.

Understand Your Roles: Ensure you are not "over-provisioning" roles. A user who only
needs to view a report does not need a full Fulfiller license. Configure roles precisely to
match job functions.

Leverage Bundles: If you plan to use features like Performance Analytics and Virtual
Agent, it is almost always more cost-effective to purchase a "Pro" or "Enterprise" bundle
than to license them separately.

Negotiate at Renewal: Use your audit data (actual usage vs. licensed count) and future
growth plans to negotiate your renewal effectively. Don't simply renew what you have;
renew what you need.

Plan for the Future: Try to forecast your needs for the entire contract term to get the
best pricing upfront, as mid-term license purchases are often less discounted.

8. Supporting Links

ServiceNow Subscription Management (Official Documentation): For understanding
how to monitor your own license usage.
Community Article - URL
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