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Impact Total - MSP Domain Separated vi
Package Description
Impact Total — MSP K X A L4538 v
Package IAEE

Impact Total - MSP Domain Separated (the “Impact Package”) is available only to authorized
members of the ServiceNow Service Provider Partner Program (“Participant”) solely for access and
use for the benefit of the Participant specified in the ServiceNow Order Form (the "Ordering
Document”) in which Participant acquires the Impact Package.

Impact Total = MSP K £ 1 438 (LLF lmpact Packagel &%) 1%, ServiceNow @ Service
Provider Partner Program OB Iz A 3— (BLF T2 v o) OAFIHRETH Y. 2D,
23D Impact Package # AT 57200 ServiceNow DA —F —7 3 — 2 (LT THECE] v
7)) THRELEZMEOFIEDZDIZORT Vv ABIORHT L EnTEET,

ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Parficipant depending on
the level of Impact package procured by Participant. This Impact Package Description
(“Description”) is subject to the underlying agreement between ServiceNow and Participant (the
“Agreement”) as referenced in the Ordering Document. This Description supplements and
modifies, as applicable, the Agreement with respect to the Impact Package identified in a signed
Ordering Document between ServiceNow and Participant. In the event of any conflict between
this Description and the Agreement, this Description shall control with respect to the subject matter
set forth herein unless otherwise expressly provided in this Description. All terms used but not
defined herein have the meaning given in the Agreement. In the event of any discrepancies
between the English and the Japanese versions of this Package Description, the English version
shall prevail.

ServiceNow @ Impact Package (Zid, ViR — Y —n, BAT~LT Y V—A HYFIZL D —F
ADRPE, T4 AD T MBI OBIARR T 0 v EBREEN, ZNERHEAT S Impact Package @
~OUZE TRt SN E T, 2O Impact Package fHAEE (LLF TAAAEE] &v9) 1&, HEXCEI
BWTE k&b, ServiceNow ES2MNE & DM ORK (LLF TREK) L)) oxtgeezb £,
AAAREFIL, ServiceNow & SNFE & DR DEL H OIECCEITIB WV THRIE S 4172 Impact Package (2
BL T, AEMZEEME N OELET 2D TY, KIAEREL ALK E OMICHEE)R & 256 A4k
RN BEDOHEN R VR Y | AAAREFEOFTHFHICE L ik, AMEARENELE L ET, RMIRFICER
ENTWARWNWTRTORHGET, AZRHICED DN ERICHENE T, AMAREORFER & BAGERE O
I HIEE S & D556, HREEIRAMESE L £,

ServiceNow will provide the following components to Participant in accordance with the Impact
Package procured by Participant:

ServiceNow 1%, ZI1&E A L= Impact Package (2t~ T, ZMEFICLL T O a v iR—x 2 k242t
LET,
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Description

NE

Impact Application

The Impact Application allows Participant to install, consume and
manage certain Impact capabilities to which they are entitled, to
communicate and work with the Impact Team, and to visualize
helpful data directly on their instance.

Impact Application TiE, ZINENEA SNT-FE D Impact DR A
A A=V, FIH, BEFTDLIIERTEXDL LI ICRDELEDIT,
Impact Team (2% & D | Impact Team C##E L, AHRT—4 %
AVARZ A LTEEAGET D ZENTE L9120 £,

The ServiceNow Impact Application includes a required data
synchronization (“Data Sync”) with the ServiceNow internal Impact
Delivery Instance (IDI, defined below). Data within the Impact
Application will be transmitted to and stored in the IDI. By using the
data synchronization with the ServiceNow Impact Application,
certain data will be transferred outside of Participant’s ServiceNow
instance to IDI, which may be hosted in a different Data Center
Region from Participant’s originating ServiceNow instance. For the
avoidance of doubt, data synchronized with IDI is not Participant
Data (that may also be referred to as Customer Data) under the
Agreement (though it remains subject to the confidentiality terms
agreed between ServiceNow and Participant). Participant will work
with the Impact team to enable the Data Sync. The Impact
Application may be limited for Participant’s with domain-separated
instances and is not available to Clients.

-

ServiceNow Impact Application Z 1. ServiceNow @ PN B Impact
Delivery Instance (LLF TIDI] Wi, LA FIZEFERT D) EONELRT
—Z2ORE (LT IF—=%EH &nH) BEENRTWET, Impact
Application NODF —# %, IDI (CHEE &4, IDI WTHRESNET,

ServiceNow Impact Application TF —X[EIHIZFEHT D L, HEDT —
AL, 2INE D ServiceNow A L AH L A)E IDI ([ZHzk&ET, IDI
X, ZIMEBDITLD ServiceNow A AKX v A LIFRIDT —Z & L Z — il
THRANINTWAEERHY £, P, BEZBT D OIS
&, IDI ERHISh=T =213, RRKICKIT L ZNEOT —47

( TBEHFOT—%] LWHBPELHVET) ITEFESLERA (2F
L. 9l&%Ex. ServiceNow &SNE L O TERE INTZRERFSFED
X ERDET) , INEIL, Impact team & EHBED . T — X [EIH A E
1TUEJ, Impact Application (&, RAA BEA  AX U AEMFEHL
TWABSIEIZH L UIHIR SN TWAREEERH Y, 7747 hIZ
RSN E R A,
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Impact Delivery
Instance B L AR— T
~DT 7 ADMHE

The Impact Delivery Instance (“IDI") is a mechanism fo help
Participant consume and manage Impact capabilities to which they
are entitled, to communicate and work with the Impact Team, and
to visualize helpful data. For Parficipants using the Impact
Application, the IDI will serve as the instance to which data will sync
to and where their Impact Team will access their Impact data.
Participant may access the Impact Delivery Instance
[https://impact.service-now.com/] (or such successor site).

Impact Delivery Instance (BAF TIDIJ&UN9) 1%, A MNDEAI N
Impact DIEEEZFIA L, T L LN TEDH L T5HL LI,
Impact Team |ZiE#EZ & V. Impact Team CHHE L. AT — ¥ 2R
LT AHZENTEAIIICTAHTZDODOMFATT, Impact Application
HEATLIEMED IDL X, T—XDOEHE L7, £7-. Impact Team
2N Impact 7 —HIZT 7 EATHA L AZ AL LTHRELET, 2%
IZ. Impact Delivery Instance [hitps://impact.service-now.com/] (F7=i%
TR A N) T 7 BATHZENTEET,

In addition to access via the Support Portal, Participant may contact
Customer Support via felephone at the number(s) listed on the
ServiceNow Support Portal.

Support Portal Zi@ U TT7 7B A4 25 Z LiZhix. ZME&ETX. Service
Now DY R— AR —Z VG OEFHEE SICEGE T2 &Ik 2%
v —HAR— MOEKEETLHENTEETS,

Access to IDI may be unavailable or operate differently in certain
environments, including but not limited to resfricted or self-hosted
environments.

IDI ~D7 2 & X%, FRIAZIRIEEFITEN TR MREERE, HFEDREE T
ILFIH TE& 00, FEITRERBEHP 2SI TOHEEERBIVET,

Case Target Response
Times and Target Levels
of Effort

BREIGE R S EEDS
HLL

Replaces the Case (Incident) target response times and target
levels of effort set forth in the Participant’s Agreement as provided
in the table below.

UTORICRED LB, BIMNEOARZNED D H SRR & BED
BRI~ NV EEFELET,

Case Target Response Target Level of Effort

Priority Time HAESR A LU
BERE HERERR

P1 15 Minutes Continuously, 24 hours per day, 7 days
1543 per week

W, 1 H 24 W), B 7 H

P2 I'hour As appropriate, 24 hours per day, 7
1 WA days per week,
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1 H 24, 87 RIZRWTHEE

P3 1 Business Day As appropriate, Monday through
1 R Friday, 7AM to 7PM Local Time
U C A WED D AW, AT 7 BED D
T 7 RrE TOMCH#E

P4 2 Business Days  As appropriate, Monday through
2 B Friday, 7AM to 7PM Local Time
BRI CH RN DR, Fai 7 D
F1% 7 BEE COMCTHEE

“Local Time", for the purposes of the Target Level of Effort in the
table above, means the regional time window of Monday through
Friday, 7:00AM to 7:00PM, chosen by Participant from the available
options (upon set up) in Now Support when Customer Support
personnel are addressing Participant’s cases. ServiceNow wiill
provide visibility to Participant’s regional Local Time window within
the Support Portal.

FREOHES I LZBWT,  TBHIFERE] &iX, VA F~—HPFR—
R DL EFENBINE OFEFNEHIE L TWDBEHA, BIEDS GRIERHD)
Now Support TRIHTATRE/R A 72 a U BIEIR S - AN S AR D4
Al 7 e B4 7 BEE COBUMFEM O AR — MR 2V E 5,
ServiceNow %, Support Portal N, S5 @ Hus D BLHIRER] O AR —
N RER AT 2 AT L E T,

Developer Support
FFEE IR — b

Participant may designate up to 10 named individuals who have
been trained to administer the Subscription Service to request
assistance from ServiceNow support engineers in tfroubleshooting
technical issues with existing customizatfions on the ServiceNow
platform. Developer Support Cases will be subject to a P3 target
response time (as defined in the CSA or Impact Package Description,
as applicable).

ZNEIL., ServiceNow 77 v b7 4 — b EOBEFED A X2~ A RZBIT D
AT 75 SR 55 A iR B RIS ServiceNow D¥FR— b V=72 &
HFEEEBERT LD, Y TAZ VT a = 20EHICETS
Mo—=07%%072 10 AFE TCOMALZIRET HZ N TEET, FAF
FHR— b —21,  (CSA £7-1% Impact Package fHkE (Wi
BT 50 IR0 LBY) P3O EESERMOMGE R £,

Scope of Developer Support!:

B E VAR — b OHIF 1
Must be less than 200 lines of code.
I— FTER 200 KRG THHZ L -
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Must be on supported version(s) of
release/feature/application/ hardware (i.e., n-1).
D) —=AMERE/ 77 ) r— a v /=R 27D KR— P EAN
—vay (Thbb, nl) THEHZ L -
Does NOT include troubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
FBEFHOT TN r—=a bbb AN IT N a—T 4 T[T
V7 E I eFa ) T AEEEOEETE I LN L -
1 Developer Support may be unavailable or delivered by modified
delivery model for Participants in restricted or self-hosted
environments
V IR AN — ME BRI ARG, EIZEA TR PREDRYIE
(XL TR S VO BBEDPB D, FITEE SR WE DT N
J—FET N L VIBHEI NS HE DV F T,

Instance Observer
A VARF VAR TF—

—

Participant may designate up to 10 named individuals to access
Instance Observer.

ZINEL, AV AF VAT T —=NN—1ZT7 7 AT HENE 104 F T
ETHIENTEET,

Instance Observer 1 provides a roling 6é-month period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance, and
the ability to set self-service alerts, notifications and analyze data.
AVAB VAT T =N X BINMEOA LV AF L ABRAT 4 7T
57T NI FH—h, THV = a BT TANT I TF v —
DRI =< ABLOARAMEICSE, 6 » HEFEOBEHR> —E X 24
e, BT —ERBOT T — N, BMBLOT X o ERETE
HEHITLET,

1 Not currently available for Participants in restfricted or self-hosted
environments.

\ HHZE BIRE L BRES, E Tl T R B DRINENT S LTI
HEXAFEA,

Support Account
Manager

A Premier Support Account Manager (SAM) will work with Participant
during the Impact Subscription Term to provide customized support.
The Premier SAM activities are subject to the terms and conditions set
forth in the Support Account Management - Impact Service
Description found at: hitps://www.servicenow.com/upgrade-
schedules.htfml and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.

Premier Support Account Manager (SAM)iZ, Impact ®%7 27 J 7
arHEYE, SMFELEE L TCIAF A X ENT=Y R — ekl
¥ 3+ . Premier SAM © 7 7 5 4 Y 7 4 %

https://www.servicenow.com/upgrade-schedules.html Ic#8# < 17
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Support Account Management - Impact Service Description (2 7€ %
HEMFIZEI bDE L, OISR T 5 Z LI L v RIEEREICHA
AEND LD EPPRIIC AR INET,

Impact Team

The Impact Team Includes a designated success resource (as
described below) and other ServiceNow subject matter experts who,
upon Participant’s request via the Impact Delivery Instance or the
Impact Application and in accordance with Participant’s applicable
Impact Package, perform and provide the selected Impact
Deliverables. The designated success resource is Participant’s
primary Impact point of contact, providing program management
oversight and driving Impact Deliverables. The designated success
resource acts as the Impact ambassador, curating the Participant’s
confent and best practices and makes recommendations based on
desired goals and product mix.

Impact Team I21%, FEE SNV 27 BR Y V—2 (LITFICHHATS) B
FOZF Do ServiceNow DOFFESTFOHEMEN G N, ZNHDOHF
IX. Impact Delivery Instance ¥ 7-1% Impact Application % i@ U 7= &1 />
HOERIZIS LT, BIE DN T S Impact Package (296> T, #&iR
SN7z Impact Deliverables # e LM L £ 3, fEEShi=V 7o+
A=A, Impact IZET38MEOEHEKEZATHY, Fu s
Thv XA M EEBE L, Impact Deliverables #12 L %9, fiEsh
7= 278 2) v —2%, Impact 7 AP F =Ll BINEOa T
VYRNRANT T I T 4 ARIE - BH L, SIS BB X O
BRSNS 2TV ET,

Impact Operating
Model

Impact EHET LV

The Impact Operating Model will comprise, in accordance with
Participant’s applicable Impact Package, a catalog of Impact
Activities, including but not limited to, Impact Deliverables and
Impact Accelerators, designed fo assist Parficipant’s utilization and
leverage of the ServiceNow platform.

Impact IEAET /LT, Z2ME DY T 5 Impact Package (v, &
MFIZ & B ServiceNow D77 » » 7 4 — L OF|HARIEAZ XET 5720
@ Impact Activities (Impact Deliverables 35 X O Impact Accelerators
EEONINDIZREINR) OB Fa T ol IhET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables %,

by the Impact Team, via the Impact Delivery Instance or via the
Impact Application; and

Impact Team 725, Impact Delivery Instance 2@ LT, F7-
¥ Impact Application @ U T,
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as either a one-time activity or on a recurring basis,

1EIRY DT 7T 4 7 4 L LT, E£HRITMEMICRIESN D
ENRHY F£9,

The following are illustrative examples of Impact Deliverables:
PUFiX, Impact Deliverables M EH T,

Objectives and Outcomes - A pricritization of objectives,

outcomes and metrics based on Participant’s strategic

imperatives.

BER L ORRE —SNE OIS

FRRE DEIENART AT T,

Customer Impact Plan - A plan to captfure the activities,

competencies, and applications aligned to the Participant’s

success goals.

HAZw—Impact 7F v —SFE O BIEERICEDYET 7T

AET 4, AT UV—BIOT IV v a v ERST A

DT T,

Capabilities Map — A reference document created to reflect

Participant’s current application usage, integrations, data

model, capabilities, and instance activity.

et~y 7 — MG OBHEDT 7V r— 9 ORI, A

YT v—va v THET, BRI v R2 2T

JT 4 BT 4 B L TERR SN S RSGE,

Product Adoption Roadmap — An analysis of key features and

functionality for minimum viable product and future phases,

against a review of Participant’s current strategic plan and

program objectives.

MGE AT — Fvy 7 —2MEOBEOEI Y7 B LT m s

TFLAHEMOLVE 2 —IZxtT 5, ERR/DROGB IS H%D 7

= — XI5 E RIS L OMEEIZ DV T DT,
ServiceNow may add to or otherwise modify the catalog at its sole
discretion, provided that, during Participant’s Impact Subscription
Term, ServiceNow shall not materially diminish the overall level of
value available through the Impact Deliverables. The current
catalog of Impact Deliverables is available on the ServiceNow
Product Documentation site (https://docs.servicenow.com/).

ServiceNow I, BEOHEHIZE Y, X e ZICBMELIIERZ1TH%
EMBHVET, L. BMED Impact 4727 U7 a HIEF,
ServiceNow %, Impact Deliverables % i U CHIH AT BE 2 H DA B9 72
FHELZ L KB L2 b o & LET, Impact Deliverables ® 1 % v 7
D B #H X . ServiceNow @ Product Documentation # 1 bk
(https://docs.servicenow.com/) iz & TunE1,

Impact Accelerators

;%\

BICHESS B, KRB LT
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In addition to one-time and recurring Impact Deliverables, Participants will
also have access to Impact Accelerators, as described in the Impact
Accelerator Catalog.

1EFR Y dlmpact Deliverables, 35 X ONikER) Z2impact Deliverables
2Nz, 21X, Impact Accelerator CataloglZZR#f @ & %5 Y Impact
Acceleratorsic b 7 7 v 2452 LN TE £9,

The Impact Accelerator Catalog is a pre-determined list of fixed-
scope offerings that may assist the Participant in maximizing time to
value as described on the ServiceNow Product Documentation site
(https://docs.servicenow.com/). Impact Accelerators are not
available for separate purchase and may only be utilized as part of
an Impact package. Only a Parficipant Authorized Contact may
select Impact Accelerators.

Impact Accelerator Catalog (£ . ServiceNow @ Product
Documentation # A  (https://docs.servicenow.com/) IZ 5 # S 1
L, FAL My =Y a— (TIV) ZRKEEDD ETHNELE ET D
—E#EOF T Y 7ICEHTLIHEDY A TT, Impact
Accelerators IFHEMTEAT 5 Z £IXZTEF, Impact Package ®—f
ELTOARFIHTEET, Z2MBFORBTEHYFZ O H D Impact
Accelerators &R TX 9,

Impact Accelerators are divided into sub-catalogs to support
relevant focus areas. Participant may simultaneously consume up to
2 Impact Accelerators from each Impact Accelerator sub-catalog,
in accordance with Participant’s procured Impact package.

Impact Accelerators (%, A — MRIROELERIIS T & a
TIZHBEENTWET, 2L, AL Impact Package 1IZiEw,
Impact Accelerator &4 ~7 % % v 7% Impact Accelerator % i K
2 OF CRIFHCRIATE £77,

ServiceNow may add to or otherwise modify the availability of
offerings comprising the Impact Accelerator Catalog in its sole
discretion. Certain Impact Activities may not be available to
Participants in restricted or self-hosted environments.

ServiceNow IX, B OHIWNZ LY . Impact Accelerator Catalog % #
KT A7 7 U T ORI AE~DBNEDMETE ZITO>HENH Y £7°,
Impact Activities DHIZIE, HIIR S NZRE TRV 7 R A MREOSIN
iz L TRETERVWL Db H Y £7,

Expert Services Discount
Expert Services DfEF| =

This feature provides Participant with a 15% discount on purchases of
ServiceNow Expert Services engagements.

Z OFEEEIL. BINE I LT, ServiceNow @ Expert Services O AIZ
DX NSBDMEG R L £ T

The discount is applied to the commercially available price of the
Expert Services engagement and may not be combined with any
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Participant pre-negotiated rates; in the event of the latter, the lower
of the two rates may be used.

ZOfESIFIX, Expert Services Opi MMM IZE M 4L, SINHE OHERFITAL
WL DB REFFATE T A, B ROEMEZERNITONTS
B 2O0DMEEIFED S LIRWFOEBIENERAINLGERH Y £,

Training Discount This feature provides Participant with a 20% discount on purchases of
P ) CIE ServiceNow Training offerings.

Z OREIL. BINEITx LT, ServiceNow @  L—= 7 DO AIZDX
20%DES [ F A2 L E T,

This discount is applied to the commercially available price of the
Training offering. Some exclusions apply. Discounts cannot be
applied to Expert Programs (Master certifications) and Custom
Training services.

ZofEsIERIE, ML —= 2 T OREMMICET SNETS, —EEARANH Y
F9, EEIRKT, —XAR=F T T ThH (RAZX—RBE) BIXOIAX AL
—= VY=Y RAIITEA S ETA,

Consent

Eif=y

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental activities including the
performance of a HealthScan, creation of a Temporary Instance, and/or demonstration of certain
ServiceNow products on a Temporary Instance (“Supplemental Activities”), are subject to
supplemental terms. Such Supplemental Activities will be denoted in the applicable catalog
and/or in the Impact Delivery Instance or Impact Application. Should Participant select an
Impact Activity that requires performance of Supplemental Activities, the supplemental terms will
be presented to the Participant either via the Impact Delivery Instance, via the Impact
Application and/or other electronic means in certain circumstances for acceptance and will
apply, solely to the extent and with respect to delivery of the applicable Supplemental Activity to
Participant.

NANIF ¢ L DFLT, HEA AL ADIERR, BLOEEA LV AZ A L TORED ServiceNow
WEOTELA M —vay, FREEALONTANE G, MENRT 77487 4 (LT T2
TITAET 4] EWVWDH) EHELTLHREED Impact Deliverables, Impact Accelerators, F7-13%
DD Impact 2R —x > b LLF#EE. Impact 727747 41 LW9) 1Zid, Wiesar13mEA
ENFET, MET 7T 4T 41%, #%MTDH 84 B L WImpact Delivery Instance & L < i Impact
Application £72iZZOWWTFhiciilicsnET, ZMERMET 77 4 €T 4 DFTELELTD
Impact 7277 4 €7 4 ZRINLI5E. O E5M41F Impact Delivery Instance ## U T, & L<
X Impact Application i@ U C, BLOZFEDO DR EDRRICB W TZOMDEF+FEEE LT,
FLEFZFOWTRNCEI D MBI RS, ZUTDMET 7T 4 ET 4 ORMFIZEEE T 5 #iPH To
HEMEIEA SN ET,

Participant can manage its users’ ability to select such Impact Activities that require Supplemental

Activities using permissions management functionality through the Impact Delivery Instance
and/or Impact Application.
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ZEIL. Impact Delivery Instance 1 XU Impact Application F7213F DWW hudsic L 2 FF a4 8
REZFEHALT, M7 774 T4 20ELTS Impact 77T 4 EF 4 B8N TE 52—V —HERE
PEHTAHZENTEET,

ServiceNow Provided Resources
ServiceNow 2384t 5 U Y —=x

ServiceNow may at any time engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and Parficipant acknowledges that such third-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data
protection law) may process Participant Data, including any Personal Data contained therein, in
order to provide the Impact Package. Notwithstanding anything else fo the contrary in the
Agreement, including with regards to nofification of new Sub-Processors, Participant hereby
authorizes ServiceNow to engage third-party service providers in the delivery of ServiceNow's
obligations, provided that ServiceNow shall require that such Sub-Processors maintain data
protection obligations consistent with ServiceNow's under the Agreement, and Participant may
at any fime request reasonable additional information regarding such provider's data protection
practices. Before ServiceNow can provide the Impact Package, except as otherwise instructed
and to the extent necessary, Participant must grant ServiceNow-provided resources access o
Participant’s instances for the purposes of providing the Impact Package during the period of
performance. ServiceNow is solely responsible for the acts or omissions of subcontractors to the
same extent as if such acts and omissions were its own. ServiceNow is solely responsible for the
payment of any compensation due or allegedly due to subconfractors, and subcontractors may
not seek payment (either directly or indirectly) from Participant.

ServiceNow 1%, AfEEEEIZFE-S< ServiceNow DOEHDOREE T2 IL—HDOBITIC &, FFHDV—
EAT BN X = 2D THEETLHIENTE, BINEIL, ZOFE="EF0OY—ERXT a1 — (K
BREITERA SND T — RO T MYEAEE ] L)) 23, Impact Package &9
L7202, BIMEBOT—4% (BT —XICEENIWBAT—F2E5T) 20T LICRIBELET,
B2 REABE O@BHIZET 2 EL G, REMNPICHK T H2HERH L E LTH, ZMFIX,
ServiceNow IZ%f L. ServiceNow ODEBDBITICHOXE -"FEDHF — AT a "l ¥ —tKLTH L%
FFELET, 7272, ServiceNow 1%, fUBRALBEE 2% L, AZKICE-SL< ServiceNow D5 — # {f:3#
BB ERIEORERELZMRFFT 2L HIERL, 70, BMER VO THLIND Y —E AT 0/ X —0D
F— ZRHEIRIIC R T 2 A MBI R E ERTEDLZ ENEM L0 F9, IREBTRAD IHEEE
OB LRHEIPHAFRE . ServiceNow 2 Impact Package #3428z, Z0#& 1. ServiceNow 7>
LI END U Y —Rizx LT, BATHIRHIC Impact Package # £t 572912, BMEF DA R H
VASNDT 7B AEHFALARITNIERY 8 A, ServiceNow 1E, FEEHEDOIEASREAICHSE, H
5 OVELSCANESL L RIBEIC U OBEEEZAVET, ServiceNow 1E, ZFEEE T I NE, T2
h)RETHD LERINDMADOTIANIZOETELEZ AV, FFEEZIIBMEITH LT (EH#EMICH
M S) XHWERDD ZE1TEH Y £ A,
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Participant Provided Resources
ZMEPREEET DY VY —2R

Participant will provide the following resources throughout the duration of any applicable
engagement during the Impact Subscription Term. The same personnel may fill multiple

responsibilities:
SINFIL.

Impact 727 ) 7y a VT ORYT A =T A MR, LT Y —2 %

T srb0L LET, A0V Y —ANEEORME 23135 L b AEETT,

Participant
Resource

BMEDY V—2R

Business Analyst

EVXRATFU R
b

Responsibilities

BE

Works with key project stakeholders to capture business and user
requirements as stories to ensure stories are understood, developed,
tested, and delivered to specification.

TuYr s POFHEBBELEHE L, EUVXRA LO=— AR —F—DER A
AP—=U—&LTHA, Zhz#ML, Bkl BEL., hoBEEFZERL
ij‘o

Enterprise
Architect

T E—FF54 R
7T—x77 b

Provides a holistic view of the organization’s strategy, processes, and other
systems, including any necessary policy or organizational requirements.
Helps guide the Platform Owner to align with technical or functional
standards.

BRIk Lo B2 G A MRk ORI, T r XA B LU oML AT
LZOWTOMMBLZRR L ET, N EEIIHME LOEHFICEET DL D,

7Ty N7 A — A —F Il E S 2 E T,

Executive Sponsor
TR T4 TR
R —

Primary strategic contact for ServiceNow.
ServiceNow &9 % F:72 2 HRRKHH 4 3

Platform Owner
VA B N R
F—F—

Responsible for the overall accountability of the ServiceNow platform.
Provides leadership and oversight to the System Administrators, ensures
team alignment to business strategy and the ServiceNow roadmap, and is
actively involved in the overarching governance of the platform.
ServiceNow D77 » N7 4 — LNZET 22K RHHELEEANET, U —
=L LTVATLAT RI=A ML —F—2FEEL, eV AEKE IO
ServiceNow D1 — R~ v FZF CF— L O@EEHERT L LIk, 7T v
N7 o — DO@FERI IR T ST v ANFEMRIIZ LY fL A FE T,

Business Owner(s)
EYRAA—F—

(BELDEED
D)

Line of business service owner(s) outside of IT.
ITAfR<. EVRAP—ERADOA—F—L LTO—EHOIHE
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Subject matter experts responsible for the correct and complete definition

Process Owner(s
wner(s) of each of the processesimplemented within the ServiceNow applications.

7(;;2;;21; ServiceNow O7 7V r—2 g YNIZBWTEE SN D %7 1 & ADIERED»D

D) a SERRERICOWVTHY T LR ES BT OHEMFE

System Maintains the stability and usability of the ServiceNow platform by

Administrators performing application maintenance, managing support for cases related
to ServiceNow applications, and contributing to ServiceNow software

Vi?AZ FI= releases by delivering configuration tasks and features.

A pPlL—F—

77— a rORSFEER L, ServiceNow O7 U r—3 g 2 BET
LZHEEIOVR—REEEHL, hoar 7 4 Xal—TalOXATOBERIE
b2 2 Lick v ServiceNow DY 7 b =7 ) U —RIZHFHETHZ Lick-
T, ServiceNow 77 v b 7 4 — L DEEME A HAMEZHER L £,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEBLH hL—= T a—2&ET L, HEED L L TRESH
HYAT LNERE (FIK 2 4)

Travel & Expenses
RE - RE

Except as otherwise specified, ServiceNow will provide the Impact Package components
remotely. In the event that ServiceNow personnel are required to travel in support of Impact,
Participant's Impact Package shall include onsite visits at Participant’s headquarters (as
determined by the “Ship To” entity and address on the applicable Ordering Document, referred
to below as Participant’s *“Domestic Location”) by the Impact Team. Reasonable fravel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
BIBEDE DM 2WRY | ServiceNow 1Z, Impact Package o v iR —x v h& U E— M TR L F9,
ServiceNow @V ¥V — 2% Impact Package % VAR — F T 372 DICHERMLERBE, 2MEOD
Impact Package (2%, Impact Team I L 25 MMEFOARM ( THIAYE] OFFEF OFTEMIC X0 HIWT
I, FEANIY T AT CCECRE I, smEO TENILE)] & LTTIRICRENET) B 5
F oA NI EENE T, BRGSO T A N ~OFIZ D5 AR RE L. B DAR
LET,

Impact Package Warranty
Impact Package D{REE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notfifies ServiceNow of such non-conformity then, ServiceNow at its option will, as
Participant’s exclusive remedy, either use commercially reasonable efforts to correct the non-
conformity in conformance with the material requirements of this Description or terminate the
Impact Package and refund to Parficipant any prepaid subscription fees covering the remainder
of the applicable Impact Subscription Term for the non-conforming Impact Package after the
date of termination.
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ZMFE N, @A LRV Impact Package @ = R —x% 2 b0 EZZ T THS 30 HEWIZ,
ServiceNow (2Rl A Z M 672854, ServiceNow X, HH DR T, BIEDOME— DR & L
T, AEFEEICGHEOBEBE LRI oX, YAEE LR ET DX OME LOABNRENEIT I H,
Impact Package ##& 7 L, #& T HLFEO®EA L7V Impact Package (23815 % Impact #7227 1
Ty CHI ORISR C-RHAE O 7 227 ) Fva VS EBNE I WE L ET,

Managed Service Provider Specifications and Requirements
< XY R —ERTu (X —Dthk & Bt

Participant may only access and utilize the components of the Impact Package solely for
the benefit of Participant. Client should not have access to any component of the Impact
Package.

ZINEIL. BMEORE DT D2 Impact Package @z R—x v MIT 7 & 28 L OF|
ATt TEET, 7747 M, Impact Package OWinZe b a v RmR—3 MIHT
JEALTI R £ A,

Participant shall be responsible for submitting requests to ServiceNow related to the Impact
Package.
L& X, Impact Package (2R3 % U 7 =X k% ServiceNow ([ZEET A2 EHLAAWET,

Participant must administer the ServiceNow Impact Delivery Instance.
ZEIL. ServiceNow @ Impact Delivery Instance Z&H# L2 T UER 0 £ A,

Participant must designate a qualified System Administrator who will be the primary
interface for the Impact Activities.

ZMFEZ, Impact 7727 4T 4 DT T4~V A B —Tx2—RARtpD5, BREFTDHVAT
AT FI=ZA ML —F—ZHELRITNTRD A,

ServiceNow shall only be obligated to correspond directly with Participant.
ServiceNow %, ZMFE & EHESLV Y T 5RBEOLZANVET,

Additional Specifications and Requirements

BMOHAR & B

The Impact Package may include advice and recommendations from ServiceNow, but
Participant agrees that all decisions in connection with the implementation of such advice
and recommendations will be the sole responsibility of Participant. Participant expressly
acknowledges and agrees that any advice or recommendations provided by ServiceNow
does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (Z1%. ServiceNow 716D T RN ZHERHEIHEN G EN LAV H Y £
D, BINEIL Uik T AL ZAHERRIAZ Eha T 2 &0 T 5T R TOWREICDONT, &
MFEOHNEMLEA S Z EIZRBE LET, BIE X, ServiceNow DML 57 K3 2 0HELE
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D, BRI T RANA AT 2O T, £, WhRDIEROESFICET A EATL 2
WZ EEBIRIICTIL, ZHICRIELET,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composition of the full engagement team with Participant within 4 weeks from the date
the parties mutually agreed to commence deployment of the Impact Package.

ServiceNow %, Impact Package DIRMEFRIEICOWTHME L OB THEICAE LIZAND 4
HEEUWNIZ, 2iE L=V A v F—L4a (B—E RN TF— 1) 2EOH) B FHH R LU
E MR T D OICEE OB RN E2IT)> b0 LET,

Unless otherwise specified by ServiceNow, the Impact Package and any resulting
deliverables will be in English.

ServiceNow 23FIZFE L2 W R Y | Impact Package B L OZFOFER & L TA U 5 kRT3
TR S ET,

ServiceNow is not responsible for delays caused by Parficipant or any third party (excluding
ServiceNow subcontractors).

ServiceNow 1%, ZINE £7-135E =% (ServiceNow OERFEEEZHRL) ZFEKE L TELULE
K L CTEEERWVER A,

Participant is solely responsible for the performance of Participant’'s employees and agents,
including any modification they make to the Impact Package deliverables, and for the
accuracy and completeness of all data, materials and information provided to
ServiceNow.

ZINEL,. ZMEONEE R LORE AN Impact Package DOEEMICINZ -EE &= ETe, &
N OB L OHEA D ¥EBEZIT, 726 N ServiceNow Ik L 7= ~ToF—% | &k
BILOEHROEmMNE L EZR2EIZONWT—U0ELZANET,

With the exception of Customer Support (as applicable), the Impact Team will engage

with Participant during a ServiceNow standard business day which is any eight (8) hour

period between the hours of 8 am. and é p.m., Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

BWHENZ W AZ~—Y KR — FE2KEE, Impact Team 1. ServiceNow D HE#EE 3 H
(ServiceNow F 721 3HIMIOMI A #5R< . AANOLAMER £ TOFRT 8 MLk 6 FET

DHHLOBFEH) 12, ZIMFIZH — A2t L EF,

Impact components not consumed within Participant’s Impact Subscription Term will not
rollover to the subsequent annual term and will expire with no further credit or refund.
Impact 7227 U 7 a VHERNICRIA SN oz a R —3x 2 ME, REEICKY T
LIXTET, HWIRGIN & 720 BIMOZ LYy bR EIND Z LR BEbSNLEEA,

Participant will receive communications from ServiceNow via email, phone, through the
Impact Delivery Instance or through the Impact Application regarding the Impact
Package and acknowledges that access to the Impact Delivery Instance may require
mulfi-factor authentication by Participant.



Effective July 31, 2025

servicenow. Fe4HR 2025457 A 31 H

Impact Package 1284 % ServiceNow 76 DIREFIEIL, E A —/L, &Eik. Impact Delivery
Instance %3 L C. F 721X Impact Application #i# L T{ThiL. 2IME L. Impact Delivery
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The above components may be augmented by ServiceNow as described in the Product
Documentation at https://docs.servicenow.com/, provided, however, that ServiceNow
will not materially diminish the overall level of Impact Package offerings during
Participant’s Impact Subscription Term.

EFRoa R —x> FE, Product Documentation #-1 k (https://docs.servicenow.com/)
IZRL#D & B0 | ServiceNow I[Z > THiESN25H6 08 H Y £3, 7272L. ServiceNow (3,
ZINEO Impact 7 A7 U 7o a CHIYE, Impact Package 47 7 U > 7 ORI L
NEZELRBTHE 502 1TH0 EH A,

Exclusions

B RS

Except as described in the Managed Service Provider Specifications and Requirements
above, only the Parficipant entity procuring the Impact Package as specified on the
Ordering Document, may utilize the Impact Package, and Participant may only use it to
support the environments for the Parficipant specified on the Ordering Document.
FROX Y R —E R 7 a g X —Dfttk & BRCRE I A2 %R, Impact Package
EEEANLT=SINE OZD, EXLEICHTRO LY, Impact Package ZRIHAT 25 Z &N TE,
SMFT, EXLEBICPREINESMFOREEZ Y R— T 57DICOBLMATHZ LN TEE
75

Impact Packages do not apply to ServiceNow products governed by product-specific
support, services, or related terms.

Impact Package i%, ServiceNow O#lfhiz>& SUELEA OV R— F, —E R F 70 13BHES
EAEAISN D bDICHOWTITEHA SN EE A,

Impact packages can only be applied to paid production and non-production instances,
including the initial production and non-production instances included with Participant’s
subscription. Impact Packages do not apply fo unpaid instances such as temporary, demo,
POV, or other instances issued to Participant without an associated fee.

Impact Package X, ZMEDOHT AT V7L a NG ENDIRAOAREL LOEREA A
AT, AEOREBLOERAEA VAZ L ACOREATHZ N TEET, Impact
Package 1%, &, 7E, POV, EIEHET 6% L TSMFICRItSNH AV AZ R
REDEEOA AL AT S ER A,

Certain Impact components may be limited for the following:

Impact DFFED 2 AR —x 2 MI, UUFIZBE L THIBBRSN D560 H 0 £7,
e Participants hosted in certain restricted environments.
o  FEDOHIRINIZEE THRA FINTWNWDLSME
e Participants with self-hosted instances
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o  BATRANIALURE U AOSINE

e  Offerings not deployed in a ServiceNow data center.

e ServiceNow 77— ¥ —TCfRfit ST\t 77U o

e Participants who opt-in to region-specific support offerings.

o HUEAF OV R— MEHIFEL TV HBINE

e  Participants with domain separated instance under certain conditions.

o FEDHFRMTTRAL IS AL L ADBINE

e Participants with instances hosted across multiple hosting environments.

o HEDOKRAT 4 VIBRETA VAX L AEFRA NS TN LBINE
Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.
BEEDEDNIRVIRY | Impact Team iz, A > FV A T—v gy, ary7 4 F¥Falb— g,
ARy THIMEIT N L —= 0 T HITOVER A,



