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Impact Advanced Package Description
Impact Advanced Package 1%k E

ServiceNow's Impact Packages comprise support tools, self-help resources, human-led engagements, and
credits, discounts, and additional benefits made available to Customer depending on the level of Impact
Package procured by Customer. This Impact Advanced Package Description (“Description”) is subject to
the underlying agreement between ServiceNow and Customer (the “Agreement”) as referenced in the
applicable ServiceNow Order Form or Use Authorization, as applicable (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 Customer. In the event of any conflict
between this Description and the Agreement or the Ordering Document, 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 thisPackage Description, the English version shall prevail.
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ServiceNow will provide the following components fo Customer in accordance with the Impact Advanced
Package procured by Customer:
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Description
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Impact Digital
Experience and
Increased Access
to Support

Impact Digital
Experience &KUY
R—b~DT7HERD
m.L

In addition to access to the Support Portal, Customers may access the Impact Digital
Experience [https://impact.service-now.com/](or such successor site), and they may
contact Customer Support via telephone at the number(s) listed on ServiceNow's
Customer Support site [https://www.servicenow.com/support/contact-support.ntml]
(or such successor site). The Impact Digital Experience is a mechanism to help
Customer consume and manage Impact resources to which they are entitled, to
communicate and work with the Impact Team, and fo visualize helpful data.

Support Portal ~® 7 2 RI2TMA. & F (& . Impact Digital Experience
[https://impact.service-now.com/] (Ff=[ZFDEB Y AR IZTIHERTHIENTE, T,
Service Now DHRAT—HR—kH A K[hitps://www.servicenow.com/support/contact-
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Not currently available NSC DOD IL5, or Australia IRAP-Protected data centers.
B, NSC DOD IL5, #F/-/24—X 51 7D IRAP-Protected 7—8 > 8—(dFIF TEE A,
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Product
Implementation
Playbooks
HADKRETL ATy
v

Customer will have full access to the implementation methodology, success packs
and assets in Now Create at hitps://nowlearning.service-now.com/nowcreate.

BEHRIL. Now Create(https://nowlearning.service-now.com/nowcreate) [CEH LN TEE
FHik.FOEANVIEBLUV TV ERFRTIENTEET,

Best Practices
Content Library

RRAMNS9FT4R -0V
FIISLTS5)1

Customer will have full access to content, including downloadable assets, under the
‘Now Value Best Practices' section of the Customer Success Center at
https://www.servicenow.com/success.ntml.

EBEHEF. HhREIT—H Y€ X+t B — (Customer Success Center )
(hitps://www.servicenow.com/success.html) ®Now Value Best PracticesiDtos 3>
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Adoption Toolkit

EAY—ILFYb

Customer receives the Adoption Toolkit for each ServiceNow product (including
refreshed templates for each Family Release).

BEFRIZIE. ServiceNow DEEFIZTDOVTHOEAY—)LFYE (% Family Release IZHITHE
FTUTIL—rEED) NEHRINET,

Adoption Toolkit contains a set of self-service change enablement templates and
customizable process user training template sets to help Customer get onboarded to
the ServiceNow platform and design/execute their ServiceNow adopfion program.
The set of templates includes o change enablement kickoff deck,
stakeholder/business impact/training needs analysis instructions, communications and
internal marketing strategy, and other related materials.

BAY—ILFYMMIE, LTV —ERBOERRRO=HDTUIL—FEKUDRAT A XA HE
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Adoption Toolkit does not include change enablement services, customization of
training content development, or delivery of training.

BAY—ILEXYMIF. ZEERRDEHOT—EX FL—Z0 5 a0 FUVEEIZDLTOHRE
TAE—av, FFN—ZU DRI EENFEA,

Training and
Certification

fo—=2F L%

On Demand Fundamentals Training Courses — Customer can access and consume
material on-demand through the Now learning portal. Courses are geared
fowards a fechnical audience, covering fundamentals training across the
ServiceNow product suite.

On Demand Advanced Training Courses — Customer can access and consume
material on-demand through the Now learning portal. Courses are geared
tfowards a fechnical audience, covering advanced and implementation training
across the ServiceNow product suite.

Technical Certification Vouchers - Once a Customer resource has completed a
course with associated Mainline Certification (as defined below), they will receive
a voucher tossit for the corresponding exam. Unlimited technical certification exam
vouchers, retake vouchers, and maintenance waivers are included with the
applicable Impact Packages, as described:
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o Unlimited Certification Exam Vouchers: enables an individual who has
completed a training course with an associated Mainline Certification
to sit for an exam (does not include the Master certifications).

o Unlimited Certification Exam Retake Voucher: provides an individual
with a single voucher to retake a certification exam (does not include
the Master certifications). Note: an individual may only receive one
retake voucher per exam (e.g., 3 retake vouchers for 3 respective
exams, but not 3 retake vouchers for 1 exam)

o Certification Maintenance Waiver: Waives an individual's annual
certification maintenance fee.

FoTRURDOR—IY I L—Z0 5 a0—R- BEHIE. Now S—=UFR—EILhib, Fo
TIVRTEHIZTIEAL, CNEFBATEHIENTEET , Aa—X (L, HfIELEENR
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FRELFET,
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Packages [C&FEND. BHIBOEMBEERHBRONIFvr— BREBN\VFv—ELU
BERHEFERAORRIIUTOESYTT,

o EHBROBEREREABN\VFY— AMUS(VEBOREN —=0F 23—
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PIITIEBYEEA),

o ERUFBERAORR: EROFHEFFHEMIARBREINET,

* A "Mainline Certification" is a ServiceNow proctored exam resulting in a CSA, CIS,
CAD, or CAS certification. Mainline Certifications must then be renewed twice a year
with each release through an online delta exam.

*TALUSAUEK 1 EIF. CSA, CIS. CAD Ff=ld CAS ERDEVZIZRIIELT= ServiceNow D
HER(BERHY) T AUSAVERIE. AU A0TILAREBEEZITEHIEIZLY ., & —RIZ
AbhETE 2REEHFLETFAELYEEA,
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Enhanced Case
Target Response
Times

BREREOR L

Reduces the target response times set forth in the Customer Support Addendum
("CSA") as provided in the table below.

UTORICEHEDERY ., hRET—HR—MIBXE (UTICSAIEND) IZEH D BZRGEFRH
EREMLET .

Case

Priority Target Response Time Target Level of Effort

B R & e BRSBALRL

BEE

15 Minutes Continuously, 24 hours per day, 7 days per
Pl week

VAN
1557 BRI H 248087 B

As appropriate, 24 hours per day, 7 days
1 hour
P2 per week,

1 A 1 B 24850, B 7 BISBLCEE

As appropriate, Monday through Friday,

1 Business Day 7AM to 7AM Local Time

1 E%H BRI TRENSEE., TRl 7 BMSFRT 7
BECTORITHEE

P3

As appropriate, Monday through Friday,
2 Business Days 7AM to 7AM Local Time

2 #%H BRI TRENSEIE., 8 7 BMOSFRT 7
BHECTORTHEE

P4

“Local Time" is the specified Support window designated for Customer’s applicable
ServiceNow Customer Support hours of coverage.!

MBS | &%, BEHFITERAESNS ServiceNow HRAT—HR—FERIELTIEE SN =44 FE
DY R—FERHEONET !

Developer Support

FRFEYR—

Customer may designate up to 5 named individuals who have been frained to
administer the Subscription Service to request assistance from ServiceNow support
engineers in froubleshootfing fechnical issues with existing customizations on the
ServiceNow platform. Developer Support Cases will be subject to a P3 target response
fime (as defined in the CSA or Impact Package Description, as applicable)

Scope of Developer Support?:

o Must be less than 200 lines of code.

o Must be on supported version(s) of
release/feature/application/hardware (i.e., n-1).

o Does NOT include troubleshoot/debug of third-party applications or
assessment of security vulnerabilities.

BEHIL, ServiceNow TS5YRI+—L EDBRBEHWRETARIZEITHE MG E R ZfRRT
BT ServiceNow DY R—bIU P FICLERBEBERT B-OIC. HTRYYToavy—E
ADEBIZEAT AN —= P2 =5 2FETOEANEIEETDIENTEET AHREYR—F

! Notwithstanding Customer Support availability in English during the specified Local Time window, ServiceNow may further make available
Customer Support in Japanese Monday through Friday, excluding Japanese national holidays, 9:00AM to 5:00PM within such Local Time.

| BEQRMBFHOBREFICHE T IEEDHRIT—HR—FIhhH5T . ServiceNow &, BADHREAZKE, AN LLIE. MUFERAN O AT 9 B
NoFtk SHET. BABOHRIT—HR—MERELETS,
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F—RI., P3 D BELEHEBONFELYET (CSA F=(E Impact Package EHEICSEH D
EBY),
BHEYR—LDEEHE 2
o O—KRIT#AH 200 KXimTHD &,
o WY—R/HBRe/TTIr—ar /IN—F 2T DY R—bRENAN—230THBIE(D
FYn-1),
o BZHEOTIIT—1avItBbhAS TN a—T4 T /TG ERIEEFa)T
(EBHEOEEETSENENE,

2 Not currently available in the Australia IRAP-Protected data centers orin certain other
restricted environments. Available to Self-hosted customers via a modified delivery
model.
2R T, I —X 5 FDIRAP-Protected 7—8#>2 Z—F/-ILHEDMDFHIRESHA/-FRET
(ZFIFTEELEE A, BEBIN=TYINY—FTNAZEY, BT FEDEEFR#IZH L TILIEHRS
YEED

Instance Observer

AV RBYAATH—
IN—

Customer may designate up to 5 named individuals to access Instance Observer.
BERIE AVRAVAA T —N—IZT7 IR TEEANE 5 L ETHEETHIENTEET,

Instance Observer 3 provides a rolling 6-month period of performance and availability
monitoring of the platform, application, and infrastructure hosting Customer's
instance.

AVRBURF T =3 [E, BEBRDAVRIVRERRTAV T T BTSN TH— L. TV T
—2 AV BRUAV ISR YFr—DNIT+—I 2 AB LU AT RAMEIZDE, 6 v B EHOERY—
EXFRELET,

3 Not currently available in the FedRAMP, NSC DOD IL5, or Australia IRAP-Protected
data centers, to Self-hosted customers, or in other restricted environments.

SIREF R T, FedRAMP ,NSC DOD IL5 #7174 —X 57D IRAP-Protected 7—%#>5—/Z
BT, CITHRRFEDEHERFIZHL T, FIEMDHREN/-IRIE T/IHERSIAEE A,

Support Account
Manager

Support Account
Manager

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

Enterprise Support Account Manager (SAM)I&, AR A &= R— &R T 510
2. Impact DH TRV Toav it EEHEEELE T, Enterprise SAM D FEH(F.
https://www.servicenow.com/upgrade-schedules.html IZ#§& = Support Account
Management Service Description [ZEH B EHIZHEL, SBICKYARED—EELYET,

Impact Team

AV IRGF—L

The Impact Team Includes a designated CSM (as defined below) and
other ServiceNow subject matter experts who, upon Customer’s request via the
Impact Digital Experience and in accordance with Customer’s applicable Impact
Package, perform and provide the selected Impact Deliverables. The Customer
Success Manager ("CSM") is Customer’s primary Impact point of contact, providing
program management oversight and driving Impact Deliverables. The CSM acts as the
Impact ambassador, curating the Customer’s content and best practices and makes
recommendations based on desired goals and product mix.

AVINIRF—LIZIF, FBESN CSIM(UTIZER T 3) BLXUZ DD ServiceNow DHE
FOEMARNEFIL. CNHDEL. Impact Digital Experience #@BL=HEHEMNODERK(C
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IELT. BEHDEZ LT S Impact Package (2T, #IREh iz Impact Deliverables &3
fEdH VIR LFET , Customer Success Manager(TCSM) I&. Impact [CET 28 FHDE
F5EKREOTHY. TOTSLIRDAVMEEEL., Impact Deliverables #{ELEY ., CSM
£, Impact D7 N\YE—EEY  BEHOIAVTUVORRNTSOT 4 RENE - BEL, HiFs
NE-EESLUVEGHERICESWVEESZ2TVET,

Impact Deliverables

Impact Deliverables

Impact Deliverables will comprise, in accordance with Customer’s applicable Impact
Package, a catalog including assessments, blueprints, reviews, strategy designs, and
other functional deliverables designed to assist Customer's utilization and leverage of
the ServiceNow platform.

Impact Deliverables (&, $E#HDZ LTS Impact Package [ZHELY, FERAVS, TIL—TF
DUk (GEMAEE) . LE2a— BB S LU ZOMOBENLRERNEESL . BEHIZLD
ServiceNow DTS vbI74+—LOFIAREREXET OO EQREMISERINET,

Impact Deliverables provided by the Impact Team or via the Impact Digital
Experience, as applicable, will include a set of catalog items exemplified by
the following:

e Value Blueprint — A prioritization of objectives, outcomes and metrics based
on Customer's strategic imperatives;

e Customer Impact Plan — A plan to capture the activities, competencies, and
applications aligned to the Customer’s success goals;

e Headlth Assessment — An assessment of platform health for manageability,
performance, security, upgradeability, and user experience;

e Capability Map - A reference document created to reflect Customer's
current application usage, integrations, data model, capabilities, and
instance activity;

e Product Adoption Roadmap — An analysis of key features and functionality for
minimum viable product and future phases, against a review of Customer’s
current strategic plan and program objectives;

e Operational Review — A review of Customer’s cases, problems, changes,
ideas, upcoming patfching, and release and upgrade information;

e Performance Management & Recommendations — An analysis of performance
meftrics of Customer's production instance, comparison to benchmarks, and
recommendation of ways fo improve instance performance and system
response;

e Quarterly Impact Review — A review of the outcomes that Impact is delivering
against Customer's business priorities, including holistic support and value
realization reviews;

e Outcome Performance Review - A quarterly review of outcomes from the
Value Blueprint against set targets. Trends are analyzed to identify insights to
propose recommendations; and

e Business Value Report - A report that highlights realized value against
objectives and outcomes being tracked in Value Blueprint.
AN F—L 5, Tl Impact Digital Experience Z@LTEERMESN S Impact
Deliverables [ZIZATFIZBIRESNZHEOT FAT LD IR EENET,
e Value Blueprint - EZHOHIMEDEEICE IV -EE. RRBLUVEEDELE
MDERTE
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e Customer Impact Plan- 8&HDO BIEZEZERIZEO BT IT(ETA. BB LUVTT
Dr—avEFICANDT=HDETE

e Health Assessment — BIZgeH, N\ T+r—I VR, FXaUT1, 7TVvTIL—FIREHES
FVL—HF—IHRARYIVRIZDWTD TSI IA—LDREEDETE

e Capability Map - SEHDEBATOTIVyr—avERRR. 1> TF5L—3
U.TAETIWN.BEBFIUVA VRV AFERKRE L THERSN-SEBXE

e Product Adoption Roadmap - FEHRDRFTOEHEHES LUV TOTSLOBHZE
BELELT. EARPEOER(MVP)BLUSEOEBRICH TE2EEHMEEEOHEE
EIZDWTORHT

e Operational Review — EEHDEF . MER. EE. 7A4T 7. RO/ \FOEA.
N)—RELUVTYTTL—FEHRIZOLTORET

e Performance Management & Recommendations - EE#HDTOF a1V R
AURDHEREAR) IRIZOVNTDORHT AVFI—VEDLE, HLVAVREVRADHE
BEVOVRTFLDLRARADRERIZOVTDIRE

e Quarterly Impact Review — @G Y R—MOEEERBREOLEL—2ET . BEHD
ECRRABEEEICHLT Impact AMRELI-EDLE 21—

e Outcome Performance Review - (2 FE SNz B1EIZx19 % Value Blueprint IZ& DR
ROMEHLE 12—, ERESHL. AWEEFEL. HESEFREELET,

e Business Value Report - Value Blueprint TiB#fiadh iz BEES L UHERIZHLTEE
Ehf-fifElcEREH Tr-LR—F

ServiceNow may add to or otherwise modify the catalog at its sole discrefion,
provided that, during Customer’s Impact Subscription Term, ServiceNow shall not
materially diminish the overall level of Impact Deliverables. The current catalog of
Impact Deliverables is available upon request and can be accessed from the Impact
Digital Experience or via an Impact Team member. Customer acknowledges that,
should it select an Impact Deliverable that requires performance of a Heatlhscan, then
the Healthscan Terms set forth at https://www.servicenow.com/upgrade-
schedules.html and expressly incorporated herein by reference, will apply, solely with
respect to delivery of the applicable Impact Deliverable to Customer. Impact
Deliverables requiring a Healthscan will be denoted, as applicable, in the Impact
Deliverable catalog.

ServiceNow (&, BEOHIEFIZKY. AFOJCEBMFERIFERTEIENTEET L. BF
#O Impact T RHYTLaV#iRG, ServiceNow &, Impact Deliverables D& B E
HEEELUERBLEVEDELET , Impact Deliverables ®h42045 DEHARIE. ERIZHELTIE
fftEh ., Impact Digital Experience M, =MV /I\OF—LD AV N—%EBLTEAET S
EMTEET , BEFFR(E. Healthscan DEITELHELT S Impact Deliverables &:&ERLT-15
E.EEHBADHZ YT D Impact Deliverable M 2 #t o & I L T .
https://www.servicenow.com/upgrade-schedules.html IZ#§&sh . SBICEYRED—
ER&% B Healthscan B EEABEHAINDZEICRELET , Healthscan 2 E LT 3
Impact Deliverables [&. Impact Deliverable D—&EIZEERTINET,

Adyvisory Sessions

VAAC G I B ST
b

Customer may request workshops hosted by ServiceNow product and domain experts
(e.qg., BPCs, TCs, Product Success managers) on topics that are relevant to Customer’s
ServiceNow product portfolio and their digital fransformation journey.

BERIL. BEHD ServiceNow HER—LIAVAELUVT ORISR TA—A—L a3 B
I[ZBHES HEBIEIZDUVT, ServiceNow DE G -FASY Tx X /\—k(ffl:BPC. TC. Product
Success Managen BNE#ET 2T —9avTE KRBT HENTEET,
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Customer may consume Advisory Sessions in half-day (4 hour) increments, and will
receive 2.5 days each quarter of the calendar year for the length of their Impact
Subscription Term. Any Advisory Session days that remain unused at the end of the
applicable calendar quarter or partial calendar quarter shall expire at the end of that
calendar quarter and shall not carry forward into a new calendar quarter. Customer
may not consume a future quarter’s Advisory Session days in the current quarter.

BEHIL. X8 4 BRE)BETTRNAF)—yiavEEATHIENTE, Impact TR
Tia i, BEEEEIC 2 BEOEYL AV ERFTEIENTEET  BEEHRF-(ZEM
FHDRPTREECDTENRSF)—tyiavid, BREOEHRE A TEIL, ROEMEEE]
IZIBYBT CLIETEE R A BERET. RITOBREHICTHROBREHO TR N(F)—&
wiavDEBEFERATHIIEETEEE A

The Customer Success Manager will coordinate Advisory Session requests, and
Customer should allow ~4-6 weeks of lead time to request a session.

Customer Success Manager &, PR/IAAH)—tviav DERERABLET, EyiarER
ORIGIZIE, 4 BEMND 6 BEOBBMEELES,

The number of ServiceNow resources present in the workshop is commensurate with
the number of days consumed (e.g., if 2 ServiceNow resources are present for a 1 day
Advisory Session, this constitutes 2 days’ worth of sessions are considered consumed).

—513v 72T B ServiceNow DJY—R#E, RSN -BHRERRIHYET Bl
I£.1 BOTRENRAF )=ty avIZ 2 ZDYY—ADSMLIZEE. 2 B0yl avhMERS
nizZ&izizyx9),

Advisory Session days granted for less than a full calendar quarter will be prorated
accordingly with respect to the applicable Impact Package.

B3 HERBI-SGEVNTRAL ) —tviavld, &H TS Impact package IZIEL TR Sh
ij—o

Learning Credits

Learning Credits
(Lc)

This feature provides Customer4 with Learning Credits each year of their Impact
Subscription Term. Learning Credits are the currency used to purchase tfraining
solutions provided by ServiceNow Training & Certification.

COHEEE. Impact HTRVUTar #ift, BF. BB 412X LT Learning Credits 12
#t9353DTY, Learning Credits [&. ServiceNow DL —=U 4 EFBFEICE YR EEN DS —
=gV a—Lav DEANICERTESEETY,

One Learning Credit is the equivalent value of $1 USD. For more information on
Learning Credits, please see the Learning Credits Service Description found af:
https://www.servicenow.com/upgrade-schedules.nfml  and EXPRESSLY DEEMED
INCORPORATED HEREIN BY THIS REFERENCE. If the Customer’s Impact Subscription Term
is not in full year increments (e.g., 2.5 years rather than 3 years), the allotted Learning
Credits will be prorated accordingly for the final months of the Impact Subscription
Term. Learning Credits cannot be applied to Master certification or expert programs,
nor to Knowledge conference tickets or Now Learning Live.

1 Leaning Credit & . 1 % BEH F )L # & T ¢ . 5 # & .
https://www.servicenow.com/upgrade-schedules.ntml [Z#8#zh . SRBIZKYKRED—
#8&725 Learning Credits Service Description 2 RS, BEH D Impact TR
Toa A | ERETENVEAE BIZIE.3 ETIEEC 2 &3) . BYHB TSNS Learning
Credits [X. Impact ¥ T R2UTa D% A #ICIEC TR S ShET, Learning Credits &
YREA—EBE. TFXR/N—rTOH 5L Knolwdge AV IT7L U RFoyhEIE Now Learning
Live ICERTHIEIETEE A,

Notwithstanding anything herein to the contrary, Learning Credits will be allotted in
the Impact Digital Experience in accordance with the Impact fees or allocated units,

8
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as applicable, in any Ordering Document and expire 12 months from the date of
allocation, without further value or credit.

RKEQULHLRIBEICEIMHST ., Learning Credits £, JEXXZED Impact #HEFE=(3E]
L1 = whIELT Impact Digital Experience IZE|Y B Toh, AISDMEEEIEIL DV
LEIEBM 125BRICEMUES,

4 Not available to US Government or Public Sector Customers.

4 REBFTFFI (L LRI DS B ILFIFT B/ TEEE A

Expert Services
Discount

Expert Services D{E
gl

This feature provides Customer when purchasing directly from ServiceNow (or to
Customer's selected authorized ServiceNow reseller when purchasing indirectly) with
a 10% discount on purchases of ServiceNow Expert Services engagements.

CDOBEEIL. ServiceNow WoEEBALLGSEHERISH L CT(ELIIMBEMICEALIEES
IEEEHRIREIRL ServiceNow DEBTE/S—hF—IZHLT). ServiceNow M Expert Services
DEAIZDE 10%DES I RERELET,

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

CDESIZEIL, Expert Services DERMEICERIN .. BEROBIIRSICLHEFIRLEHA
TEEEA ESIROEBFRENTHONIIEE. 2 DOESIROSHENADESIENEHASN
9,

Training Discount

Training D3|

This feature provides Customer when purchasing directly from ServiceNow (or to
Customer’s selected authorized ServiceNow reseller when purchasing indirectly) with
a 15% discount on purchases of ServiceNow Training offerings.

CDHEEEIL. ServiceNow D HEEBALIZBSIEEEFHRISHLT(FEITMENICEALIZES
IEEETHMNRIRLT= ServiceNow DERTE/\—kF—IZX®LT). ServiceNow M Training DA
[2DE 15%DESIFRERHBLET,

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.

CDEBIZEIL, Training OERAMEICERINESTH . WOMNERBRANHYFET, BRI,
IFRNRN—FTOTSL(RRE—RBE) BLUVHRELN —ZV 5 H—ERIZTBERINEE A,

Impact Accelerator Catalog

Impact Accelerator Catalog

The Impact Accelerator Catalog is a pre-determined list of fixed engagements that may assist the Customer
in  maximizing tfime fo 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 Guided, Advanced, or Total Package. Only a Customer Authorized Contact
may request Impact Accelerators.

Accelerators are divided into sub-catalogs to support relevant focus areas. Customer may simultaneously
consume up to 1 Impact Accelerator from each Impact Accelerator sub-catalog, in accordance with
Customer's procured Impact package.

Customer acknowledges that, should it select an Impact Accelerator that requires performance of a
Healthscan, or creation of a temporary instance or cloned instance for the performance of such Impact
Accelerator, then the applicable Impact Accelerator Description set forth at
https://www.servicenow.com/upgrade-schedules.html and expressly incorporated herein by reference, will
apply, solely with respect to delivery of the applicable Impact Accelerator to Customer. Impact Accelerators
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requiring a Healthscan or creation of a temporary instance or cloned instance will be denoted, as applicable,
in the Impact Accelerator Catalog.

ServiceNow may add to or otherwise modify the availability of engagements comprising the Impact
Accelerator Cataloginits sole discretion. Certain Impact Accelerators may not be available in the FedRAMP,
NSC DOD IL5, or Australia IRAP-Protected data centers, to Self-hosted customers, or in other restricted
environments, or to customers who opt-in to region-specific support offerings. See the Impact Accelerator
Catalog for details on services and restrictions.

Impact Accelerator Catalog [&. Servicenow @ Product Documentation 4 k(https://docs.servicenow.com/)
[ZB&EIND. ZMLby—N\)2—(TIV)EZRAXBREH I L TEEHEXIETIMEDIVS —DAVMIEATHHEIX
T9 . Impact Accelerators [FEIETEATHIEETET . Impact Guided., Advanced FfzI& Total Package @
—HELTOAREEINET . BEHDETHLEDHAN Impact Accelerators 2BRK T BHIENTEEY,

Impact Accelerator [, HR—rRRDERFEEICHL-HITHE2OT 125 EISNTOET, 8EHIL. BALT Impact
I —TIZHELY, Impact Accerelator @& TH2045 M5 Impact Accelerator #i&x K 1 DETRIBFICHIATEE
ED

Healthscan M E1TFE =& Impact Accelerator DEITDF=OIZEEA LV RAZVANLHA—2 AV R ADE BB ELL
Impact Accelerator Z:E&IRLI-IBE. BEHKIET. BERISEAINS Impact Accelerator DREDAIZEL T,
https://www.servicenow.com/upgrade-schedules.html [ZiB&Esh ., SBICEKYRED—EELEEZ LT D Impact
Accelerator Description D #EAINSZEIZRIBELET , Healthscan FIEFEEA LRIV APIO—2 AV REVAD
ERMNBEL Impact Accelerators &, BE . Impact Accelerator Catalog [CEEESNET,

ServiceNow (. B2 D#IBFIZLY. Impact Accelerator Catalog 2T 2T —S AV EBMERIIEERET S
ENTEEY . Impact Accelerator ®H(Z[F. FeEARAMP, NSC DOD IL5, EF7/=l£74—X 517D IRAP-Protected 7—
B I—[ZHUVT, FLILEINTHRIFEDEELIZH L T, HELLEDHFIREZ 77/~ 155 1011 [E] & D H7K—F /e
BENBERICH L TIRETELOEEIHYET, U—E X OHIRICET 55##I%. Impact Accelerator Catalog #
CHERRLIEELY,

ServiceNow Provided Resources
ServiceNow HMR#E§31Y—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 Customer acknowledges that such third-party service provider
(referred to as a “Sub-Processor” in the Agreement or applicable data protection law) may process
Customer Dataq, including any Personal Data contained therein, in order to provide the Impact Package.
Notwithstanding anything else to the contrary in the Agreement, including with regards to notification of new
Sub-Processors, Customer 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 Customer may
at any time 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, Customer must grant ServiceNow-provided resources access to Customer’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 Customer.

ServiceNow [, AEHEIZE I ServiceNow DEHFDEEHE(F—EDEITIZOE. E=FEDY—ERTOANSSF—
[CWDTHEFRTAIENTE. BEKIE. COEZFBDH—ERTONA T —(RZHNFLIEERAINST—2REXICH
WTIETREBAESE | EUVS) A Impact Package ZRET 5DIC. BET—2(BE&T—RNEFNLBEAT—2%E
D)EWEFT HEICRABELE T, HE-AREBLEEDBNIZHETIREEEH. AZHRIHBRTIEELHDELTE,
HEHIL. ServiceNow [ZxL. ServiceNow DEHEDBITICDEE=ZBEDH—ERTONAFIZETTEHILEHHELE
9, I=12L. ServiceNow (&, RIBALIEH|ZX L, K2HIZH D ServiceNow DT —2RERFKREAEDRESTHEHE
THLOIEKRL, £-. BEHEANDTENMNB Y —ERTONAE —DOT —2R B K RIZET 2 8BMAEMBHREER

10


https://docs.servicenow.com/
https://www.servicenow.com/upgrade-schedules.html

servicenow.

TELIENEHELYET, JIRIETLAHIIGES SR ERERFRRE. ServiceNow A Impact Package #i2#9
BDRETNIZ. BEFRIL. ServiceNow Mg nd)V—XIZx LT, BITHRH(Z Impact Package #5612, 5
BERDAVRAVAADTIRREHFTALEITNIERYEE A, ServiceNow [E, EREEZDEEOTEAIZOE. BLD
EAOTEALRRIZ—UDEEEENET, ServiceNow [F, BEEEEITKISRE, FIEXSRETHHET RS
NEAED TV OZTEREZELD., EXEZ IS BRI L T(EEMICHREMNICEH) XL ERHDIEEHYVEE A,

Customer Provided Resources
BEBRVRHETIIV—R

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

BERIZ., Impact DY TRVYTLavBiMPDERETEIIU T —DAVMIBHR, UTOUY—REZRETHLDELET.
Bl—DUJ—ANEROBHEERETHELARTT,

Customer
Resource

BERDYI—A

Responsibilities

R

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

R | TOCIHMDEEBFRELEEL. EDRALEDZ—AP1—HF—DERERAMN)—ELTIRZ. Z
ESXRTFVAL | nzxmgaL, BHIEL. BREL AOEHEESELET.

Business Analyst

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

I A—TS54RX7— | BEGHICHEBLOEREEH . BROEBK. TOLRBIVZOMI AT AIZONTOMEE
FTU RRLFY, BT EE (IR LDOBEHISEE T HLS. TIVNT+— L —F—ITHEHEERAFS

Executive Sponsor

ITEOT4TRRY
H—

Primary strategic contact for ServiceNow.
ServiceNow &EH T HE - 5EBRIELE

Platform Owner Responsible for the overall accountability of the ServiceNow platform. Provides
leadership and oversight o the System Administrators, ensures team alignment to
business strategy and the ServiceNow roadmap, and is actively involved in the
T3V T —LA— overarching governance of the platform.

7= ServiceNow DT Svh 74— LICBET &AM RAEEFZALVET  V—F—ELTORTLTERS
ZARL—E—ZEEL. ECRIEEE LU ServiceNow @O—KR 2y T[T TF—LDEHELTE
RIBEHIZ, TV TA— LD ETEHALEHNF U RIZEBHICRYEAET,

Business Owner(s) | Line of business service owner(s) outside of IT.

ESRRA—F—HE | TEBRLEDRRAY—ERDA—F—,LTO—EDHEH
HBEDGEHY)

Subject matter experts responsible for the correct and complete definition of each of
the processes implemented within the ServiceNow applications.

ServiceNow D7) 7r—avRIZEVWTRESNAETO RO ERN DOTELAEEIZDOLTHE
LIOBRESFOEMR

Process Owneir(s)

TawRA—+— (&
HEDHEEHY)
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System Maintains the stability and usability of the ServiceNow platform by performing
Administrators application maintenance, managing support for cases related to ServiceNow
applications, and contributing to ServiceNow software releases by delivering
configuration tasks and features.

L . FTTVr—2a  DRSFEEREL. ServiceNow D7 T r—LavICBEET 2B DO Y R— 2 EE
PATLTEIZRE | L ADar 241l —2ar QAR I PHEEE RS 5T EI2&Y ServiceNow DY IR 7 )1 —
L—5— RIZHEETHTEITEST, ServiceNow FIvhT+—LOREMEHABERZLET,

Minimum of 2 system administrators must complete the ServiceNow Administrator
Training course and be identified as points of contact.

ServiceNow QEBEIN —=—2F2—XEETL EREBOLLTREINSI VAT LEEREE (RIE
24)

Travel & Expenses
kE-#&

Except as otherwise specified, ServiceNow wiill provide the Impact Package components remotely. In the
event that ServiceNow personnel are required to travel in support of Impact, Customer’s Impact Package
shall include onsite visits at Customer’s headquarters (as determined by the “Ship To” entity and address on
the applicable Ordering Document, referred to below as Customer's “Domestic Location”) by the Impact
Team. Reasonable fravel expenses incurred for visits to destinations outside of the Domestic Location will be
reimbursed by Customer.

BIERDEOHMNELRY, ServiceNow (&, Impact Package DAV R—+2 &) E—FTRHEELET, ServiceNow DY
—XH Impact Package ZHR—r9 5F=HITHERABELRISFE . BEHRD Impact Package IZIE, 12/ F—L
[CEBBEHROART (AL IOBEEORERICKYFIESh., ERTIEZRETHEXXEICRE N, BEHROTE R
RIELTTRITRENED) ITE DAY AR EENT T ERLA LN DY A~ FHRHICH I D EBHERE
&, BEHENEELET,

Impact Package Warranty
Impact Package D{REE

If, within 30 days after the provision of any non-conforming Impact Package component, Customer nofifies
ServiceNow of such non-conformity then, ServiceNow at its option will, as Customer’s exclusive remedy, either
use commercially reasonable efforts to correct the non-conformity in conformance with the material
requirements of this Descripfion or ferminate the Impact Package and refund to Customer any prepaid
subscriptfion fees covering the remainder of the applicable Impact Subscription Term for the non-conforming
Impact Package after the date of termination.

BEHMN BELAEL Impact Package DAV R—RUbDIREEZITTH S 30 HLLAIZ, ServiceNow [ZHEAEES
FHIbET=HE. ServiceNow (£, BLDZFIRT., BEHROHE—DOHELL T KEKEICRBOEELGEHIZDOE, Bk
TEEERETALOBELDESEMNLEEHEITID. Impact Package & TL. & THLUBOFESLAL Impact
Package 128115 Impact $TRH) T a B OBRREARICISCIRIAE DY T RI) T av HEZ2 BB HRICIVDERE
LET,

Additional Specifications and Requirements
EBMOMLREEH

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

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

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

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

Customer is solely responsible for the performance of Customer’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.

With the exception of Customer Support (as applicable), the Impact Team will engage with Customer
during a ServiceNow standard business day which is any eight (8) hour period between the hours of 8
a.m. and é p.m., Monday through Friday Local Time, excluding ServiceNow or local public holidays.
Activities not consumed within Customer's Impact Subscription Term will not rollover to the subsequent
annual term and will expire with no further credit or refund.

Customer will receive communications from ServiceNow via email, phone, or through the Impact Digital
Experience regarding the Impact Package and acknowledges that access to the Impact Digital
Experience may require multi-factor authentication by Customer.

The above offerings 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
overdadll level of Impact Package offerings during Customer’s Impact Subscription Term.

Impact Package IZIE. ServiceNow MED TR/ R BHRBIENEENDIIGENHYETH. BFHKIEL, L7
FNARPHREEEZERTINENCETEITRTOREICOVT. BEHROADNEFZEIZLICRAELET . B
AL, ServiceNow DR T BT R/ R OHERMN  EMETRNAREEET DD TIFRL Fz LWVEDER
DESFICETIRATERWCEFATRMICTEL, ChICRELET.

ServiceNow [&. Impact Package QRERAIBICOVTEEHREDHETHEIZEELIZAM L 4 BFLIANIZ. BF
BREIT—DAVMNTF—L(P—ERBEF—L) 2ROBEHES JUVERERR T H-OICEELDEENLS
NETSEDELFET,

ServiceNow H4FIZHEELALRY. Impact Package &V ZDFERELTELI A RMITIEETERINET,
ServiceNow [, BEHEXE=F (ServiceNow DEFREFLROEFREELTELZBEICHLTEREFAL
FEA

BEHIL. PEFOREEOKREAN Impact Package DREEMICMA-ZEEZET . PEHORES OREA
DEFBEZRIT. BHUIZ ServiceNow [TRELEZTRTOT—2, EHBLVEROEREEETLEICOVT—UNE
EEEVET,

BAHINZHRAZT—HR—FERE, 12/ F—LIE, ServiceNow DIZEEZEH (ServiceNow 1= I[ZIR DR
LA%ZKR<. BEANSEERETOFRI S BMNLF & SBHETHDSLM 8 KM 2. BERKRICH—ERERHBLET,
Impact $TRIPYTLaV HRMRIZERLEN =7 IOTAET1E REEIRYHMT ZLETET . HIBYIhERY,
BMOILIOVE T EESNEIEHL BEESNFER A,

Impact Package IZE89 % ServiceNow NS DIREFIEIL, E A—)L, BEEFE (& Impact Digital Experience &
BLTITHN., BEHIZ. Impact Digital Experience [C7 2R T B=HICEBRIBIANVELLIIGELHEE
ETRLET.

EEOATFILT 1L, Product Documentation - k (https://docs.servicenow.com/) IZEEE D EBY |
ServiceNow [Z&>THFIESNDIIEELHYET , 1=FL. ServiceNow (. BEHD Impact HTRHJ T3 #AR
B, Impact Package #7705 D E2EMEBLANILEEBLIER T LS55 LEHYER A,
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Exclusions
& kRS

Only the Customer entity procuring the Impact Package, as specified on the Ordering Document, may
ufilize the Impact Package.

An individual Impact Package applies to a single hosting environment, and may not be used across
multiple hosting environments (i.e., Customer may not utilize a single Impact Package for instances
hosted in a FedRAMP and a conventional commercial data hosting environment).

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

Certain Impact offerings may be limited for (i) Customers hosted in ServiceNow's FedRAMP, NSC DOD
IL5, or Australia IRAP-Protected data centers, to Self-hosted customers, or in other restricted
environments; (i) managed service providers (except for their internal use); or (i) Customers who opt-in
to region-specific support offerings.

Except as expressly described, the Impact Team will not perform implementation, configuration, staff
augmentation, or training.

Impact Package ZBALEBZHROAH D, EXXEICHTRDESY. Impact Package #FIAd 5 LN TEE
ED

& < @ Impact Package &, BE—DHRRA T4 T RBICEAINDIED TH>T. BEHOHRAT(O IV REZELCTE
AT HILIETEERA (FThbhb ., BEHKIE. FedRAMP BLUMEDERT —F ATV T BREITRAT10 780
FHEBDAVREURIZDWNT—20M Impact Package ZFIRTHIENTEFEA) .

Impact Package I&. ServiceNow Q&R IZDE, WREF DY R—+ —ERE-IEELESBERAINDGLOD
[ZDOWTIFBEAShER A

BED Impact 777)2J (. (i) ServiceNow M FedRAMP, NSC DOD IL5, 6L </#7—X > FIRAP-
Protected 7—8t2 08— [T/ T2 0 SR TV BEL B, /LTI FEDEHERFICHL T, EXIEMD RS A
REIZHOT, (i) IR OF—EXRTANAFZ —(REMERZERRC) . F=(& (i) #iBEF DY R—++I77 ) 0V (CRE
SENBEEFRITHLTHIRENDIGZENHYET,

AEEDEDMNENRY , AV IRIF—LIE, ATV AT—2a0 AV T4Fab—Lay A2y ER I —=
VIETVWER A,
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