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Impact Guided v2 Package
Description

Impact Guided v2 Package
i

ServiceNow's Impact Packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Customer depending on
the level of Impact Package procured by Customer. This Impact 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, this Description shall control with respect to the
subject matter set forth herein unless otherwise expressly provided in this Description. All tferms
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.
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ServiceNow will provide the following components to Customer in accordance with the
Impact Package procured by Customer:

ServiceNow %, BEEIEA L7z Impact Package (Zft-> T, BERRICLLFOa v R—3> b &
L E9,
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Description

A

Impact Digital
Experience and
Increased Access
to Support

Impact Digital
Experience BX W
YR—b~DT 7
tT2DMmE

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

Support Portal ~D 7" 7 A2 A, B%EEKIL, Service Now DR — kR — 4L
CRRMOBER BICERET S T LD LY A A v — A= MOEKE TS LT
TET,

Customer may access the Impact Digital Experience [https://impact.service-
now.com/] (or such successor site). The Impact Digital Experience is a
mechanism to help Customer consume and manage Impact capabilities to
which they are entitled, to communicate and work with the Impact Team,
and to visualize helpful data.

BEEEIZ. Impact Digital Experience [https://impact.service-now.com/] (F
liXEokMEYy A ) 778X FT 52N TEET, Impact Digital
Experience 1. BEENEA SN Impact OREREZ R L, EH$ 2 Z LN T
5 L2175 L E BT, Impact Team 1ZE#&E & D Impact Team L EiH#ED
b, AT 20U T 5 ENTE DL T D200 ATT,

Not currently available in certain resfricted environments.
BITE, FFE DHIR I 4172 B TIAFH TE EH A,

Training and

Certification
bo—= LR
iE

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

T TV ROR—v w7 hb—=ov Fa—R-BEEEX, Now 7 —= 7 R—%
AN, FrF~vry RTERHCT 78 AL, ZhaFIHTAZEnTExES, A=
— A%, HTHEYSE AR TR Y, ServiceNow DL —Z 20T o FLRER
L —=r T ERMELET,

Case Target
Response Times
and Target Levels
of Effort

HESERH & B
BEoR L~

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

PITFORIZHEEHEDOEEBY ., BEROAZKICED D BESERE & BEDOE /LN
WEETRLET,

Case Target Response Target Level of Effort
Priority Time HAEEE ) L~
B RIS
P1 30 Minutes Continuously, 24 hours per day, 7 days
30 4% per week
W, 1 H 2488, B 7 H
P2 2 hours As appropriate, 24 hours per day, 7
2 ] days per week,
1 H24 1, H7 BICBWCHEE
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P3 1 Business Day As appropriate, Monday through
1 %h Friday, 7AM to 7PM Local Time
BRI C AR D &RE, Tal 7 B D
7B E CORTHEE

P4 2 Business Days As appropriate, Monday through
e A Friday, 7AM to 7PM Local Time

BIHIEERD T HE S &R, R 7 B
T 7EBETCOMTHEE

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

(LB ) &k, BERICHEF S D ServiceNow B A X~ —H 7R — RREf & L
THESINTZH/EDOY R— MEEH Z VW ET,

Instance Observer
A VABELVAFETT

-HS‘_—/\\_—

Customer may designate up to two (2) named individuals to access Instance
Observer.

BEKIL, AV AZ AT TP =N—ZT7 7 BATLHMAE 24 FETHETLHZ L
DTEET,

Instance Observer ! provides a rolling 45-day period of performance and
availability monitoring of the platform, application, and infrastructure hosting
Customer’s instance.

AVAL AT THF=R=1 1L BEEDA VAL AERAT AT THT Ty
=5, 77V 5= a v BILOA VT TARNT I F Y —DONNT 3 —< 2 AE
FORTHMEIC D& 45 Hli DR — B X 28t L £ 7,

1 Not currently available in certain restricted environments, or to Self-hosted
customers.

V BITE, FFEDHIRI N RIEIZF N T, F I THR NEDBERIZX LT
IZIRHEINE T A,

Impact Team
Impact Team

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.

Impact Team 21, FHEE S N7 CM (L FIZEFRT D) BL Oz oo
ServiceNow DOFFESFFOEMENRE T, 2 b OF X, Impact Digital
Experience Z @ L7 BEHEN DL OERIZIE U T, BEKRDOZ YT S Impact
Package 129t~ T, &R I 7z Impact Deliverables % S L OMRML L £ 97,
HAB~<w—Hh I EA~wFx—T % — (LLF ICSMJ & 9) 1E, Impact (28358
EHEOTE2EKEEROTHY, Y0l I h~x P A MEEE L, Impact
Deliverables Z{£ L £4, CSMIZ, Impact 7 %2 —L il  BEHKEDO =
TUYRRANT T T 4 A%NE - BFL L, WIRF SN BIER L OB AR
SOEREETVET,
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Impact Operating The Impact Operating Model will comprise, in accordance with Customer’s

Model applicable Impact Package, a catalog of initiatives, including but noft limited

Impact &€ 51 to, ImpOS:T I?eliyerobles and Impact Acc'elero’rors designed to assist
Customer’s utilization and leverage of the ServiceNow platform.

Impact AT T /L, BEEKDFE YT 5 Impact Package IZHEV, BERIC L 5
ServiceNow O 75 v b7 4 — AORMREN & AR 572001 =27 F7

(Impact Deliverables ¥ X U Impact Accelerators & & ¢e73 Z 4L B IZBRE S 417
W) DIZ T T PORERSIVET,

Impact Deliverables

Impact Deliverables

Impact Deliverables may be provided:
Impact Deliverables i3,

by the Impact Team or via the Impact Digital Experience; and

Impact Team 725, F721% Impact Digital Experience %1 U T,

as either as a one-time activity or on a recurring basis, as applicable.
1EIRY DT 77 4 BT 4 & LT, EREMEMNIC (T4 50) &
x5 ERH Y £,

The following are illustrative examples of Impact Deliverables:
PUFiX. Impact Deliverables O %41 T4,

Value Blueprint — The documentation of Customer’s desired business
outcomes.

NY2—=TN—FY b—BEHROWFHFINDLEV XA EORRICET S R
a2 AT — 3,

Customer Impact Plan — A plan to capture the activities, competencies,
and applications aligned to the Customer’s success goals.
HAEZ<w—Impact 77 —BERKOHEZERICEDE T 77 8T 4, =2
VET UV —BIOT IV = a VERST 00T T,

Capabilities Map — A reference document created to reflect Customer’s
current application usage, integrations, data model, capabilities, and
instance activity.

Bt~y 7 - BEROBAEDT 7V r—va VORI, A>T 7 L—v
3 v, THETIL, EEEMBL O VAR AT 7T 4 BT 4 BB L TR
Bl SN Te B SCE,

ServiceNow may add to or otherwise modify the catalog at its sole discretion,
provided that, during Customer’s Impact Subscription Term, ServiceNow shalll
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 (%, ACOHEIZL Y, H&2a BN ETIZIEEEZITHOHERH Y
T4, 272 L. BEED Impact 37 27 U 7L g CHIMF., ServiceNow 11,

Impact Deliverables % il U CHIHFRE/RME DR A7 LM 25 L <K L7220 b
» & L%, Impact Deliverables @ 71 % & 7 @i #H kL. ServiceNow o
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Product Documentation ¥ b (hitps://docs.servicenow.com/) b THET %
EMTEET,

Impact Accelerators
Impact Accelerators

In addition to one-time and recurring Impact Deliverables, Customer will also
have access to Impact Accelerators as described in the Impact Accelerator
Catalog.

1 FIFE Y @ Impact Deliverables, 3 X ON##ir) 72 Impact Deliverables (21 x .
B & 1L . Impact Accelerator Catalogue IZFE# @ & B v . Impact
Accelerators IZHET7 72 AT HZ M TEET,

The Impact Accelerator Catalog is a pre-determined list of fixed-scope
offerings that may assist the Customer in maximizing time to value as
described on the  ServiceNow  Product Documentation  site
(hitps://docs.servicenow.com/). Impact Accelerators are not available for
separate purchase and may only be utilized as part of an Impact Package.
Only a Customer Authorized Contact may request Impact Accelerators.
Customer may consume any number of Impact Accelerators, provided that
Customer may consume Impact Accelerators consecutively only, in
accordance with Customer’s Impact Package.

Impact Accelerator Catalog i, ServiceNow @ Product Documentation # A
I (https://docs.servicenow.com/)iIZHB# SN D, A Ly —"Y 22— (TTV)
i KIRE DD L TREHRELIET 5 E@MHOF 7 7 ) o 71T LFED U A
T4, Impact Accelerators IZTHAM THEAT 2 Z L I1ZTE T, Impact Package
D—HE LTOARFHATEE T, BEHKOREH YE DA Impact Accelerators
ZESRCEET , BEESFIHTE % Impact Accelerators OFUCHIBRIZH V£
B ABN . BRI, Impact Package (Z#E v, i L T O A& Impact
Accelerators ZFIH4 2 Z LN TEET,

ServiceNow may add to or otherwise modify the availability of engagements
comprising the Impact Accelerator Catalog in its sole discretion. Certain
Impact Accelerators may not be available in certain restricted environments,
to Self-hosted customers, or to customers who opt-in to region-specific support
offerings. See the Impact Accelerator Catalog for details on services and
restrictions.

ServiceNow [, HCO¥KHZ LY. Impact Accelerator Catalog # a4 % —
Y= A MO AE~DBMNMEDOMETEZITOLAENH Y £T, Impact
Accelerator ®HIZIE, FEEDOHIR SNTZBREE Fo' /L 7R A MO BEHEICR L
T, HLAWIEFHIKEA OV R — MIFIE LEBERICKH L TRETE VWD L H
D ET, P RCHIRICEIT 25X, Impact Accelerator Catalog % ZHfER
<TEEW,

Expert  Services This feature provides Customer when purchasing directly from ServiceNow (or
Discount to Customer’s selected authorized ServiceNow reseller when purchasing
Expert Services O indirectly) with a 5% discount on purchases of ServiceNow Expert Services

&R =R engagements.
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Z OEREIL. ServiceNow 7»HEHEEA L2 B A IXBEREICH LT (E7- 3/
WA L7213 B R EIR L7- ServiceNow DFRE/ S— R F—IZxfLT) .
ServiceNow @ Expert Services OlEAIZDE 5%BDES IR A2 L F97,

This 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.

ZOfEG =T, Expert Services O ps AR IZE ] S 41, BERRO SR X 5 E
FIREFPHTE T A, ESIROFFHZEDITONIGE, 2 SOESIRDS b
WG OESIRPEH SN D568 HY £7,

Training Discount  This feature provides Customer when purchasing directly from ServiceNow (or
FL—=V 7 DfE to Customer’s selected authorized ServiceNow reseller when purchasing
A% indirectly) with a 10% discount on purchases of ServiceNow Training offerings.

Z OFEREIL. ServiceNow 2B EFZIEAN LIZGA B ERF IR LT (F 2B
WCHEA LT3 B T B R HEDNEIN L 7= ServiceNow DFENN— M F—Ilckt L T) .
ServiceNow @ k L —=2 7 OIEAIZ DX 10%DME5 | 224 LE 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.

ZOEBIFRIL, FL—= T OEAMEICEAENETA. —HEARARH Y F
T, HEIRIT, =FANN— T BT TA (ZAX—RE) BLOVAX L L—=
VY —E R TTE T AL

Consent

FE

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 Digital Experience. Should Customer select an
Impact Activity that requires performance of Supplemental Activities, the supplemental terms
will be presented to Customer either via the Impact Digital Experience or via 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 Customer.

NVAAF Y U DFEIT, HEA LV AZ U ADER, BEOEEASN LV AX A ETORED
ServiceNow #EDFEL A ML—v gy EFliFZEnb0onTinzEdte, fMENe7 77487
4 (LT W7 774087 41 LW 9) 3 LT 55 ED Impact Deliverables, Impact
Accelerators, £7213ZF DM Impact 2 R—x> b (LLF#EE. llmpact72757 46854 &
WO NI, RSN ERSNE T, MIRET 7T 4 BT 41E, 4T 5 X e B LY Impact
Digital Experience £721ZZ DWW TN ENE T, BEELSHET 77T 4 ©7  OFTEME
LD Impact 77T 4 BT 4 R LIZ8E . £ O ES&M1E Impact Digital Experience % i U
T, FFZHEOTZDITREDRRIZENTEDOMOEF FE A U TRERICR RS, AT 5
FRT 77T 4 ©F 4 OEUFIZEET HHiH CORBERICE S E T,

Customer can manage its users’ ability to select such Impact Activities that require
Supplemental Activities using permissions management functionality through Impact.

Impact Guided Package Description
Impact Guided Package fIAfE 6



Sel"Vicen W. Effective Date May 19, 2024

FEEH 2024 45 H 19 H

BEKIL, Impact IZXAFFAIEEMEREZMHEH LT, M7 7 74 BT 0 2 4EET 5 Impact 77
TAET A ZBIRTE oa— B2 EHT L2 LN TEET,

ServiceNow Provided Resources
ServiceNow 3 fEfit3-3 U V— 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 thira-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data
protection law) may process Customer Data, including any Personal Data contained therein,
in order fo provide the Impact Package. Notwithstanding anything else to the confrary in the
Agreement, including with regards to nofification 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 fo the same extent as if such acts and omissions were its own. ServiceNow is
solely responsible for the payment of any compensafion due or allegedly due fo
subcontractors, and subcontractors may not seek payment (either directly or indirectly) from
Customer.

ServiceNow 1%, AfEEEIZE-S< ServiceNow DOFEBE DL E - 1Z—HOBITIC X, H=FH DY
—ERXT N, =IO THEFETH I ENTE, BRKIL, ZOHE=FOF— AT a1 ¥ —
(R E Tl SN D 7 — 2 LB VT MUBLEEE | S v H) 23, Impact Package
AT A 7010, BEEOT—% (43T —ZIZEENLMANT —F 2 5T) 2T 25 Z LI2H
BLET, Hi-2REAsE O@aICET 2 HEEZ S . AEHTIHKTH2HENRH D L LTH,
BEREIX. ServiceNow 125 L. ServiceNow DFEHEDBITICOEE ZEFEDV— A7 /N ( X —|Z
FHTH L E2HHELET, Z7- L. ServiceNow [T, REEALERE 25 L. AEHICHESL
ServiceNow D7 — X {RH#ERE & FIFEORERB ZHERFT2 X OZR L, o, BEHENSOOTHD
NHYP—E AT NS, X —OFT — X RHERVUCE T 2 A BB INEREZ ERTE D Z ENFEMF L
D ET, MEERDIH D56 X OERFEMZRE . ServiceNow 7% Impact Package ##&fikd
LHENC, BEEIT, ServiceNow i bifgfitsins U v —Xckt LT, JEITHIMFIZ Impact Package
BT D700, BEHEOA L AZ L A~DT 78 A EFA LT IER Y 8 A, ServiceNow
X, BHEEFTOEASAREAICSOEZ, BOLOEASAEA LHFEIZ—YOETLEAWVE T,
ServiceNow (%, FFEEF I I RNE, FIEXFLIRETH D & FRSINDRHMMO N DX
BEAAV, FILEFZITBEEICH LT (EENICLBEMICE) XHWERDLZL1ETHD A,

Customer Provided Resources
BEENRUET DY V—2R

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:

BEREIL, Impact OV 7 227 U7y a VBT OYTH A= A MR, LFD U Y —
AHRBHTALEOELET, F—0DU Y —ANEBOMBELZHFTTHZ L ARETT,
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Customer
Resource

BEKDY V—2

Business Analyst

EORRATF U R
k

Responsibilities

HiE

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

Tyl POFEBGELEEL, EUXRRA EO=— A0 — P —DFRE R h—
U—L L THZ, ZhaiL, Bl &AL, 2 OB E2ERLET,

Provides a holistic view of the organization’s strategy, processes, and other

Enterprise
Archi':elct systems, including any necessary policy or organizational requirements. Helps
_ _guide the Platform Owner to align with technical or functional standards.

;iijjf4x DB ITEHOMM OB R & 2, MO, 70 EABLOZOMY AT Ao

7 WTOMBLE IR LET, Bl EE IR LOERICEA TS LY. TT v F T
— LA —F—IlfER R 52 ET
Executive Primary strategic contact for ServiceNow.
Sponsor ServiceNow & @%Té By 6%‘52&1%?3%1%

TSI TF 4 TR
RoY—

Platform Owner
I b7 F—A
F—F—

Responsible for the overall accountability of the ServiceNow platform. Provides
leadership and oversight fo the System Administrators, ensures feam alignment
to business strategy and the ServiceNow roadmap, and is actively involved in
the overarching governance of the platform.

ServiceNow O 77 v 7 4+ — AT 2 2K 2HAETEAVET, V—F—¢
LTYVATALT RI=A ML —F—%EB L, BV RAHkI%E L O ServiceNow @
— R~y AT CF— 0L MR T 5 LIS, 77y b7 — AOWFERR T
T AN FERBAIZ B Y AL A T,

Business
Ownei(s)
EVRRAS—F—
(B4 DBEED
D)

Line of business service owner(s) outside of IT.
TZER<, EVRAP—ERADA—F—L& L TO O

Process Owneir(s)

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

7;;;};2 j)-;g_j\; ServiceNow O7 7V 7 — g VINIZBWTRESN DK 7 0t RO EMIOTERR
0) = EFRICHOWTH YT 5 E 2B OB MFE
System Maintains the stability and usability of the ServiceNow platform by performing

Administrators
VATATY FI=
AR —&F—

application maintenance, managing support for cases related to ServiceNow
applications, and contributing to ServiceNow software releases by delivering
configuration tasks and features.

TV = a CORSFEFER L, ServiceNow DT 7V ir— g L BHE Y 5
DY R—FZEEL, hoar 74 F¥al—rarD¥A7OMEZRMET 2 Z LiC
X v ServiceNow @Y 7 b =7V J—R(Z% 5T 25 Z L2k~ T, ServiceNow 7
T N7 — LDOREME ARMEEZMER L ET,

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

Impact Guided Package Description
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Customer Responsibilities

Resource
BEHEOY V—2R

HiE

ServiceNow OFHE L —=0 7 a—2R&ET L, BEEDL LTRESND VA
TLAEHE (KK24)

Travel & Expenses
RE - BE

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,
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 travel
expenses incurred for visits to destinations outside of the Domestic Location will be reimbursed
by Customer.

BB DFE D72V R Y | ServiceNow Z, Impact Package @z R—x> & U E— N TRAEL
£7, ServiceNow DU v —2x7% Impact Package #HA— N5 7-DICHERMERIGA, B%
¥ Impact Package (21%, Impact Team (2 kX 2 BEHEOAM ( AL OFEE OFTERIC
K0k S Av, FEATIEREY T 2 CCEICRE S L, BEKEO TENILE] & LTTFRIDRESNET)
BT DA A MR EENET, ERNILELS DT A F~ORERINC 202 B2 kB L, B
BEEPAH L ET,

Impact Package Warranty
Impact Package DIREE

If, within 30 days after the provision of any non-conforming Impact Package component,
Customer notifies 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 Description or terminate the
Impact Package and refund to Customer any prepaid subscription fees covering the
remainder of the applicable Impact Subscription Term for the non-conforming Impact
Package after the date of fermination.

BEEMN, #A LAV Impact Package @ = R—x > b O#HEZZ 17 T2 6 30 HEUANIZ,
ServiceNow (2 4% Rl & 2 872354, ServiceNow 1%, H S DEIR T, BEEEOME — DR &
LT, AMFEEICRBEOEELRTIC o, YHAEASERIET D X ) EHE OSSN EI1%21T 9
7>, Impact Package ##& T L, #& T HLEO@ES L7V Impact Package (2517 % Impact $-7
27 U7y a YHBEOBRRYIRIOGE CERHAE OV T 27 ) 7y a VEME R BEHRICHBVELET,

Additional Specifications and Requirements
BNk & B

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 or recommendations provided by ServiceNow

Impact Guided Package Description
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does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (21, ServiceNow 225 D7 KA ZHIRFENE TNLGENH D 303,
BEKIT, M7 RS ZOHERFIEHE TS 200G T 2 T X TOREIZHOWNT, BEE
DOHRNEEEZA D ZLICRAELET, BEEEIT, ServiceNow DMEHET 57 K3 Z0HEREN
BT R ZZRT 2O TIER< . £, WHRDEHOBETFIZETL2EATHERNE
EABURMIICTEL, ZHIZRELET,

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.

ServiceNow 1%, Impact Package O#EFAIEIZ OV TR ELE L DM THAICEE LTS 4
HEEUNIZ, BEHEE ==V A FF—24 (=24 TF—2L0) 2EROEEFEL LU
AR T DT DI O GHMRE N 2T b DL LET,

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

ServiceNow 2MFFIZFHEE L2V R Y . Impact Package B L N DfER & L CTAE L 2 T
FETCIER S IVE T,

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

ServiceNow 1%, BEEE I35 =& (ServiceNow DEFEEE#FR) ZFKE LTELULE
FEIZK L THEEZAWVER A,

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.

BEEIZ. BEEOEEESCREAD Impact Package DREMICINA AT 2 ETe, BE
DOPEEEMRIANDELIZIT, 725N ServiceNow [ZHME L 723 X To7F—& &kt LU
WOIEMME & 2ROV T —UOELEEZAVET,

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 6 p.m., Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

WMHIND W AX~v—HYHR—kZERE, Impact Team (%, ServiceNow o f% #E & 3 H
(ServiceNow F 70 3B OUEH ZFr< . AMHOEMEA £ TOFHT 8 b 6 KeE T

DO HOBHFH) 12, BERICH—E 2L R L E T,

Impact components 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.
Impact 7227 ) 7o a VHIBEINICRIH S holoa AR —3 2 M, WEEICHD B2
LIXTET, HIRGINE R, BIMOZ LYy R3MfTEIND Z <, BEbINEE A,

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

Impact Guided Package Description
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Impact Package (ZB89 % ServiceNow 226 OIREFIHIX, E A —/b, BiEE 721X Impact
Digital Experience % i L T{TiiL, B&EMEL. Impact Digital Experience (27 7 & A 5 7=
DICLBERBIENLE L RDGENDDL 2 THLET,

The above components may be augmented by ServiceNow as described in the Product
Documentation at hitps://docs.servicenow.com/, provided, however, that ServiceNow
will not materially diminish the overall level of Impact Package offerings during Customer’s
Impact Subscription Term.

o=z R —x M, Product Documentation 4 & (https://docs.servicenow.com/)
WZRE#HD &30 | ServiceNow IZL > THiE SN D5, E01H Y £9, 7272 L. ServiceNow (3,
BEED Impact 7227 U 7 g VWY, Impact Package A7 7 U > 7 O2&Ki7a L~ L
EELIURHT2 K5 LiTHY £,

Exclusions
1 A RS+

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

Impact Package # A L7 BEEEDHA HEXCFICH RO & BV Impact Package a7
HT 22 M TEET,

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 forinstances hosted in a FedRAMP and a conventional commercial data hosting
environment).

ff % ® Impact Package &, H—DHRAT 4 v 7BEICHEASIND bOTH - T, HEDEA
T4V ITREZBUTCHHATAZ EIITEERA (Thbh, BEKIL, FedRAMP I L OEkR
DWEMT =2 RAT 4 VITBREICRAT 4 VT ENTZEEDA LV AZ L ZRIZHDNT 1T 20
Impact Package #8756 Z &N TEEHEA) .

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

Impact Package 1Z, BEHOY T 27V 7y a NIEENDRVVOREL LOIHEAFA v A X
VAEGT, AEORFLLOIEARES L AZ L ACOHMEAT 52 LR TEET, Impact
Package (%, #iE, 7E, POV, F7i3BHE T 5k L CREHRICRIEEND A A Z R
IREDBEDOA AL AT S ERE A,

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

Impact Package 1%, ServiceNow O#LiLICH>& BLLEA OV R — , h—E A FE 70 FBHESR
EABEH SIS LI >N CTEH SN EE A,

Impact Packages are not available for:

Impact Package (&, L FIZOWTHFIHTE £HA,
. Domain-separated instances

. RAAL A A S A

Impact Guided Package Description
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¢ Managed Service Providers (excepft for their internal use)
o VE—URP—ERFuALF— (NETRAT 558 %EHR)

Certain Impact components may be limited for the following:

Impact OFED 7 A= M, UFICEALTHIRINDGH608H 0 £7°,
e  Customers hosted in certain restricted environments.

o  FFEOHIBEINTEE CTHRA NI TV DHEBEER

e Self-hosted customers.

o  BATERANLORBER

o  Offerings not deployed in a ServiceNow data center.

e ServiceNow 7 —# b Z—Tifftan iyt 771 7

. Customers who opt-in to region-specific support offerings.

o HUEEA DY AR — MEHIZFEE L TV 2B KER

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

FIBEDE DN RNV RY | Impact Team X, A > TV AT —vay, a7 4FXalb— g,
ALy THRETIT N L —=0 T 2TV ER A,

Impact Guided Package Description
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