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Impact Total - MSP Dedicated Instance (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 a single client of Participant specified in the ServiceNow Order Form (the
“Ordering Document”) in which Participant acquires the Impact Package (“Client”).
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ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Participant 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.
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ServiceNow will provide the following components to Parficipant in accordance with the Impact
Package procured by Participant:

ServiceNow 1%, Z#FE DA L7= Impact Package (26~ T, SMFICLLF O a R —x v k&4t
LETS

Description

N

Impact Digital Experience In addition to access to the Support Portal, Participant may contact
and Increased Access to Customer Support via telephone at the number(s) listed on
Support ServiceNow's Support Portal.

Impact Digital Experience Support Portal ~»7 7 & X2z, ZMFE 1% Service Now O %R — kR
BLOYR—=bI~DT 7R —ZVICRBOEFEFICERT D LICL D DAY~ —P R — FMIHEE
Dk ETHIENTEET,

Participant  may access the Impact Digital Experience
[https://impact.service-now.com/] (or such successor site). The
Impact Digital Experience is a mechanism fto 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.

%z & 1% . Impact Digital Experience [https://impact.service-
now.com/] (£71XZ D% A b)) 2T 7 EBRATHZENTEET,
Impact Digital Experience 1. Z#F 23 S 472 Impact ORERE 2 51 H
L, BHETDHZLENTEL L1275 L LB, Impact Team (258 & &
V. ImpactTeam LdfED E HFHBRT —2 %tk T2 LN TEDH L
INZT B DOHFA T,

Not currently available in certain restricted environments.
BT, FFEDHIIR I F172 5458 TITFH TE F LA,

Training and Certification On Demand Fundamentals Training Courses - Participant can
F—=y 7 L@ access and consume material on-demand through the Now
Learning portal. Courses are geared fowards a technical
audience, covering fundamentals fraining across the ServiceNow
product suite.
FoFe s RDR—Y w7 hb—=v S a—X—1& 1%, Now 77—
ST R=ENNG, AT RTERHNZT 7EBA L, ZHEFIH
THI L 75‘%‘%?&3‘ AKa— 2%, BEfTHEEE ZHRICLTE D
ServiceNow DOHELEL—UZ SN T ORI L —=10 7 2t
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On Demand Advanced Training Courses — Participant can access
and consume material on-demand through the Now Learning
portal. Courses are geared towards a tfechnical audience,
covering advanced and implementation fraining across the
ServiceNow product suite.

FFeV ROT RRVR M—=vFa—x—&#E1E. Now 77—
=T HR=ENIEY, AT RTEEHZT 7 AL, ZhEeF]
HT22eNTEET, Ra—xd, HEFHEYEZHFRIZLTED,
ServiceNow OHLEL—FUZHOWT D bk « FdE R L —=0 7 224t L
£

Case Target Response Replacesthe Case (Incident) targetfresponse times and target levels
Times and Target Levels of of effort set forth in the Participant Agreement as provided in the

Effort table below.
HERZREEBEDE AL LUTORIIEHOLEBY, 2INEOARZKICED D BIEGERER E BED
~)L BN~V EE L ET,

Case  Target Response Target Level of Effort

Priority Time S H L~
BEE BESERH

P1 15 Minutes Continuously, 24 hours per
15 4% day, 7 days per week

W, 1 0 24 W, B 7 A

P2 1 hour As appropriate, 24 hours
1 B per day, 7 days per week,
1 H 24 K, B 7 iz
CHEHE
P3 1 Business Day As appropriate, Monday
1 %R ‘rhrough Friday, 7AM to 7PM
Local Time

SIHnIE ] CH I & e,
il 7 B2 B 1% 7 BF £ TOH

il H
P4 2 Business Days As appropriate, Monday
2R ’rhrough Friday, 7AM to 7PM
Local Time

BIHIIEE] C H WD &0,
il 7 B2 B4 7 BEE TORH
TIEHE

“Local Time” is the specified Support window designated for
Participant’s applicable ServiceNow Customer Support hours of
coverage.
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Developer Support
BRE T H— b

Participant may designate up to 10 named individuals who have been
frained to administer the Subscription Service to request assistance
from ServiceNow support engineers in froubleshooting technical issues
with existing customizations 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).

LML, ServiceNow 77 v h 7 4 — b EOREFEH A X~ A RIZBIT5
HAlTR0 72 R RE A & e 9~ B BRIC ServiceNow DY R— hx oo =712 8%
EEBERT DO, YT A7V T a P AOEHICETS ML
—=U T EZTT 04 ETCOMAZIRET L2 N TEET, HBEYTR
— Mr—21%, (CSA £721% Impact Package tEEEE (W ez +
%77) ICEHO L B0) P3O HENERROXIG L 720 77,
Scope of Developer Support!:
B E AR — N OHEPH ! .
Must be less than 200 lines of code.
I— R8I 200 RiGiCHHZ & -
Must be on supported version(s) of release/feature/application/
hardware (i.e., n-1).
V) —AMERE/ 77 ) r—> 3> [hN— R 27 D R— g/ —2 3
v (bbb, nl) ThHhiHZ L -
Does NOT include tfroubleshoot/debug of third-party applications
or assessment of security vulnerabilities.
E=FHOT 7N r—= a0 NI TN a—T 4 VT Ty T &
i Fa ) 7 A REEHEOEEXE EIN LN L -

I Developer Support may be unavailable or delivered by modified
delivery model for Participants in certain restricted environments or to
Self-hosted Participants.

VAFEE YA — P FFEDHFIR IR EFIZIEN T, Fidt/r 74X p
TIDEYZFNSS U TIIIES L DO FEDP DV, F IR XA NE A
IDTINY —FFNZL VIS S G EDPH D F T,

Instance Observer
A VARV AF TP —r—

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

BIMEZ, A VAZ AT T —=N—=ZT 7 AT HEANE 104 £ THE
THZEnTEET,

Instance Observer! provides a rolling 6-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.

A VAR AT T ==L, BIMEDOA VAL L A RAT 4T T 5
Ty 8T —b, TV =2 alBIOA T ITANT T F % —0DN
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I Not currently available in certain restricted environments or to Self-
hosted Participants.

VBITE, FFEDDRIRINEREEIZI 0T, ElT /78R FEDENIE
IZXF L TIERIEI A FE A,

Support Account Manager
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 af:  hftps://www.servicenow.com/upgrade-
schedules.ntml and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.

Premier Support Account Manager (SAM)ix. Impact %727 1) 7
va VYR, SELEE LTI A A RSN TR — FERERELE
4+ ., Premier SAM © 7 27 5 4 E T g 1L |
https://www.servicenow.com/upgrade-schedules.html 1245 # < 7=
Support Account Management - Impact Service Description IZEH 5
RS bDL L, O ZIZBRT 5 Z LI XD AERFICH A
WD b0 EHIRIICHAZR SNET,

Impact Team

Impact Team

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

Impact Team (2%, fEE SN CSM LLFICEET D) BLOZ OO
ServiceNow DR ESHOEMENEGEN., T b DFEIX., Impact
Digital Experience %l U7z MEF DL OERIZIGE U T, SMME DREY4 T
% Impact Package 126> T, #ER 7= Impact Deliverables % 5
BIOERHLEST, W RF~v—H 7R~ —T v — (LT ICSMJ &
2) X, Impact IZBT22MEDOEL-HEEEOTHY, 70 s T L~
VA N EEER L. Impact Deliverables % {& L £ 3, CSM I,

Impact OT7 AR\ Z—=L72 )  BINEFEOA LT UIRRANT T T 4
Az - BE L, M S BERS KO BERICESW RS 2T
N

Impact Operating Model
Impact EHET v

The Impact Operating Model will comprise, in accordance with
Participant’s applicable Impact Package, a catalog of inifiatives,
including butf not limited to, Impact Deliverables and Impact

5
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Accelerators, designed to assist Participant’s ufilization and leverage
of the ServiceNow platform.

Impact IEHE T /VIL, SINHE DK%Y T 5 Impact Package 125V, S0
FizX D ServiceNow D7 T b7 4 — AOFHARLCTE M 2 XET D200
A =v7F7 (Impact Deliverables 35 L O Impact Accelerators % & e

WINGIZRE SR OAZ v ZinbHRENET,

Impact Deliverables

Impact Deliverables

Impact Deliverables may be provided:
Impact Deliverables i3,

The following are illustrative examples of Impact Deliverables:
ORI

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

Impact Team 7225, £ 721% Impact Digital Experience Z i U
f\

as either one-time activity or on a recurring basis,

LEIRO DT 77 4 87 4 & LT, FlidfkfeiicRft s n 5%
BRHY ET,

Impact Deliverables @ 341 ¢4,

Value Blueprint — A prioritization of objectives, outcomes and
metrics based on Participant’s strategic imperatives.

NY a—TN—=TY v b= NEOWKKIFEEIZE S BEE, Bk
R LOFRIE OB SENENAT T,

Customer Impact Plan - A plan to captfure the activities,
competencies, and applications aligned to the Participant’s
success goals.

R E<2—Impact 7*J v —SNE O BEZERICGbY T 7T+
ETr 4, AT =B8R ONT SN = a rERGT A0
D77, Capabilities Map - A reference document created
to reflect Participant’s current application usage, integrations,
data model, capabilities, and instance activity.

Bt~y 72 MEBEOBEDOT 7V r— a2 O ARM, A
YT V—va v THET, BEEBIOS AL 2T
TT 4T 4 B CTER S NS MROCGE,

Product Adoption Roadmap - An analysis of key features and
functionality for minimum viable product and future phases,
against a review of Parficipant’s current strategic plan and
program objectives.

HAEEA— N2y -2 NEOBREOHK T 7 BT r s
FLAAMOLE 2 =T 5, ERENRORSBLOSHZD Y
= — X7 2 HAR R L UBERE IS DWW T D4 HT,
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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 &, BC.OHEIZ LY, & u JIGEMERIFIEEZITO %
AENHY ET, =L, BIMED Impact 7 227 U 7 g LI,
ServiceNow (. Impact Deliverables % i@ U CHIH AlE/RE O AR 72
HUELZZ LK L2V DL LET, Impact Deliverables o1 % v 7
D & 7 1L . ServiceNow @ Product Documentation ¥ « b
(https://docs.servicenow.com/) I STV ET,

Impact Accelerators

Impact Accelerators

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

1[E[R » dimpact Deliverables, 35 & ONEfRERI 722 iImpact Deliverablesiz
Mz . ZIMEIL. Impact Accelerator CatalogiZ it #i? & £ 1 Impact
Acceleratorsic b 7 7B A5 2 ENTEET,

The Impact Accelerator Catalog is a pre-determined list of fixed-
scope offerings that may assist the Participant in maximizing fime 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 Participant Authorized Contact may select
Impact Accelerators.

Impact Accelerator Catalog X . ServiceNow @  Product
Documentation #1 | (https://docs.servicenow.com/)IZ4B# S5 .
ZA LRy —_Ya— (TTIV) ZRKRED D ETSNEZIHRT 5 — i
o477 U o 72T 5FTED Y 2 ST, Impact Accelerators (1
MCTHEAT S Z &I1ETEF, Impact Package d—#8 L& L TCHOHFIH T
F9, BB ORERYE DA Impact Accelerators 3R Tx 97,

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 Parficipant’s procured Impact package.

Impact Accelerators (%, AR — MHEOELGEKIIE Uz T h 2 r s
WZaBE SN TWET, 2MFIL, A L7 Impact Package 1Z9EV,
Impact Accelerator O 74 % v 75 Impact Accelerator % ok 2
DF CRFFCFIATE £,
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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 Participants, or to
Participants who opt-in to region-specific support offerings. See the
Impact Accelerator Catalog for details on services and restrictions.

ServiceNow (%, BC.OHEIZ LY, Impact Accelerator Catalog % ##
Wt b A=k DR EA~OBINEDMEEEZITIBENH Y
9, Impact Accelerators ®H1ZIE, FFEDHIFR S 7 E8REE TR0V 7 R
A NIOSMFIZRE LT, & D WITHUKEA OV R — MIFRE LS nE
WXL TIRETER2VEDO B H Y £, —EXHIBRICEE T 2 5EMIE,
Impact Accelerator Catalog % TR < 7230y,

Product Strategy Sessions
RS E v a v

Participant will be granted early access to ServiceNow product
roadmaps and will have the opportunity to parficipate in exclusive
sessions fo give feedback. Parficipant feature requests receive
prioritization without guarantee.

Sh#F 1%, ServiceNow Ol o — K< FICRIICT 78 AT 5 2 &R
T&E, 4= Ry I ETH5TODRER v a VZBMT D220 E 2
DNET, ZMEOKEY 7 =X MIBEINETH, RiEIZSNEH
Moo

Advisory Sessions
T RALFY)—kyTar

Participant may request workshops hosted by ServiceNow product
and domain experts on topics that are relevant to Parficipant’s
ServiceNow product portfolio and their digital fransformation journey.

S L. B O ServiceNow AR — 7 4 VABIOT VXL b7
VAT = A= a VERIEICBE T 5 HIEIZ DT, ServiceNow 0
i RAA VX AR R RERT DT 2 v a y TREET 5 LR T
%ij—o

Participant may consume Advisory Sessions in half-day (4 hour)
increments and will receive 6 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 guarter and shall not carry forward infto a new calendar
quarter. Participant may not consume a future quarter's Advisory
Session days in the current quarter.

&L, H (4 KE) BT RSP —kv v a V2T
ENTE, ImpactV7 227 V7 g CHIRH, BN 6 B O® >
arEZFAHZENTEET, BUEHEIXEO oMM O TR
RTOREHAOT RARA Y —k v a o BT, YEBN RS T
R L, OIS EE A, SMFIZ, BUATOR N -1
B WTFRRDBEMEHOT RAA Y —t v v a VOHBEEMNT L2
LIXTEERA,

The CSM will coordinate Advisory Session requests, and Parficipant
should allow ~4-6 weeks of lead time to request a session.
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CSME, 7 RSP —k v v a VOKBEORELZITOET, SMEIL,
Ty g KEOXIRIC 4 NS 6 W ORM A TS5 2 & 2B EICA
NDOBERDH Y £,

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).

T—2 gy FITBIT % ServiceNow DV Y — 2L, FH S~ HE
ERBICRY ET WX, 1 BOT RS HF Y —k v a3 i
ServiceNow DU Y — AN 245 M LT-%E. 28008 vy v a U sFIH &
ni=z iz E9)

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

S 7 e W IC W T 5 S s 7 RS HF ) —k v a0
HEX, #%%44 % Impact Package 1205 U Ty &S E 4,

Expert Services Discount
Expert Services DfEF[H

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

Z ORI, BINEICK LT, ServiceNow @ Expert Services Dl AT
DE 15%DEGIF a2t L E 7,

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

ZOfESIFEIT, Expert Services O AAlA% T S 4L, BINE OFHIS U
WX AMHBI R LI TE A, HIIEOFEFRZBNITONHEE, 2
DOEFZD 5 BIRW S DS RBEH SN L5501 H 0 £,

Training Discount
b —=r 7 DfEEE

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

ZOMEEIZ. BINF I LT, ServiceNow @ hL—=2 7 DlEANIZD X
20%DfER | R ARt 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.

ZOMESIERIE, L —= 2 T OERMSICER ShET R, —EE AR H D
F9, EERIL, =X AR— TS T LA (A —RBE) BIOIAZLFL—
=V —ERTEA I EE A,
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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 Participant select an Impact Activity that requires
performance of Supplemental Activities, the supplemental terms will be presented to the
Participant 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 Participant.

NANVF X L DFELT, HEA L AZ L ADERK., BEOEEA L AX A ETORED ServiceNow
"]EDOTE AN —var, FRFZEALOVWTNEET, MRENRT 77T 287 1 (LUF THi
TITAET 4] EWVW9) EMELTBEED Impact Deliverables, Impact Accelerators, % 721%%
Do Impact 2 R—x > b (LLFEE., lmpact 7277 4 7 41 WD) i, #SM2%8 H
ENFET, WRT 7T 4 BT 41%, %N T D HH B L0 Impact Digital Experience & 721X% D
NNCEEHENET, BMERFLET 7T 4 ET 4 OFETELEL TS Impact 777 4 BT 4 %R
LA, % OfE4ET Impact Digital Experience %1 UC, £ 72135350 72 OIZFFE DORBLUZ B
TEDOMOEFFEZBL TEMEIRRIN., ZUTLOMET 77 4 E7 ¢ ORBITEET H#iH T
DHSIMNFIZHEH S ET,

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

SINFIX, Impact IZ X AFF [ EBEREZHEA LT, Mid7 7747 4208 &5 Impact 777 ¢
BT 4 A BIRTE 2 — P —EEZ BT 22N TEET,

ServiceNow Provided Resources
ServiceNow 3 fEfit3-2 U V— X

ServiceNow may at any fime engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and Participant 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 to the confrary 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 tfime 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, Parficipant must grant ServiceNow-provided resources access to
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
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payment of any compensation due or allegedly due to subcontractors, and subcontractors may
not seek payment (either directly or indirectly) from Participant.

ServiceNow 3. RAAEEICH S ServiceNow DFEDO L ET- 1T —EDOBITIZOX, HE=FDH)—
EAT N B —=ZNDTHEET LI ENTE, ZMEFIL, ZOFE=FOY— AT u (M ¥— (K
R E T SN D T — 2 REEICR O EREEE ] D) A, Impact Package ##Efkd
LT, BMEFEOT —4 (M%7 — X ICEENLIWEAT — 22 5T) BT L LICFABELET,
B RBLEE OBEAICET A HEE E A, ARKNFICHK T 2HERHL L LTH, MFIX,
ServiceNow (2% L. ServiceNow OEZEDBITICOXE =FDY — AT a A X —|IKETAI L%
PRt LET, 7272 L, ServiceNow &, REMLEEF ICxF L, AEKIZE-S< ServiceNow D7 — 4 f1i#
BB LRIFEOREREBEZHRTIXOERL, /2, ZMERVOTHLLNL Y —EARAT B AL X —0D
T SRR DU T 2 BB IMEREZBER CEX D2 ENEME R £, HBERPHIHEE
FOWMEARHIA A& . ServiceNow 2 Impact Package #1421z, &1, ServiceNow 7»
it bd U Y —2R kLT, BITHIRYIZ Impact Package # it 57-012, ZIME DA A H
VANDT 7B AEBZHA LT IER Y AL, ServiceNow X, EIFEEDIEASREAICHE, H
5OEZESRARES LRI U OEEEAWET, ServiceNow F, BFEEEITKIL O &, F2idX
HoRETHD EFRINDIIMOD I NVIZOEHFEMLAAV, BEETIISMFICK LT (BEEMIZH
MHEIC D) KW ERDDZ E1TH Y THA,

Participant Provided Resources
SNEPRET 2 Y Y —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:

ZMEIL. Impact OH T 27 ) F g VT OEY T A A=A T, DR Y Y —2 %
BT 0L LET, F—DU Y —=2ANEHOBEZ T 52 L HARETT,

Participant Responsibilities
Resource [y
=it

ZMED Y YV —
A

Works with key project stakeholders to capture business and user requirements

ZL:;I'T;S‘S as s‘rqrjes T'o ensure stories are understood, developed, tested, and delivered to
specification.
;:*17*” TRV NOEEREE LEW L, EURA ED=— 02— F—DFRE A h—
U—LLTHZ, ZhxdL, BRIkl AL, 2 OBEFEZERLET,
Enterprise Provides a holistic view of the organization’s strategy, processes, and other

Architect systems, including any necessary policy or organizational requirements. Helps
guide the Platform Owner to align with technical or functional standards.

iif;?ii VB STEOM LOTLE A 5 7, MEOWRIE, 70t 2B L BZ DM 2T Aco

4 WCOMBE R LET, B LI OB EAT LS. YTy h T
— LA —F =t e 5 A FET,

Execufive Primary strategic contact for ServiceNow.

Sponsor ServiceNow &9 % F:72 2 BRIGFH 2
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Responsible for the overall accountability of the ServiceNow platform. Provides
leadership and oversight to the System Administrators, ensures team alignment
7Ty M4 = o business strategy and the ServiceNow roadmap, and is actively involved in
LA —F— the overarching governance of the platform.

ServiceNow D7 7w b7 4 —LNCEAT 2K 2HMHELEZANVET, V—F—L
LTCYRATLATY RI=AML—F—%EE L, BV RIS LU ServiceNow D1
— R~y AT CTF —2OEEL R T H I, 7Ty N7 +—LDWfERRAT
TG AN FERRAIZ IR O AL A E T,

Platform Owner

Line of business service owner(s) outside of IT.

Business \ )

Owner(s) T#BR< . EVRAP—ERDF—F—& LTO—EORE

EOR AL —F

— (BEL DB

aHY)

Process Subject maftter experts responsible for the correct and complete definition of

Ownei(s) each of the processes implemented within the ServiceNow applications.

Saad—g  SeviceNow DT T =g Y NICBINTRES N D AT BT A RN O5ERE
) ERITOWTHY T DR ES IO HFE

— (8BB4 DB

AdHY)

System Maintains the stability and usability of the ServiceNow platform by performing

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

SARNY=E = Sy s g o A E N L. ServiceNow D7 7'V r—3 a3 ZBET 2 F4)
DY R—FEEHL, »Oar 74 FXal—a DX A7CBRELIRMET D Z LI
£V ServiceNow OV 7 Fo =7 VU —RZ%H5T 52 LIZ& > T, ServiceNow 7
T N7 —LOEERE AR MR L E T,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow DOEFHE hL—=v 7 a—2%ETL, #EEANL L TREIND VA
T LEERE (RIK24)

Administrators

Travel & Expenses
# - wkE

Except as otherwise specified, ServiceNow will provide the Impact Package components
remoftely. In the event that ServiceNow personnel are required to fravel in support of Impact,
Participant’s Impact Package shall include onsite visits at Parficipant’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 travel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
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BB DEDMNI2NRY | ServiceNow %, Impact Package 2> R—x> & U E— F TR LT,
ServiceNow ® U ¥ — 273 Impact Package ## A — F T 57 OICHIENMLERLGA, Z2INHEO
Impact Package (2i%. Impact Team IZ & 2&EOARM ( TASL) OFEZ OFTEMIC L 0 W
SR, FEFNEZY T ECCECRE SN, 2EO TERNLA] & LTTFRIORENET) 2B 5
F oA ARG ENET, ERNILELSN O A b ~OFEMIZ 05 BB 2 ik X, BINE B AH
LET,

Impact Package Warranty
Impact Package DO{RFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notifies ServiceNow of such non-conformity then, ServiceNow aft its opfion will, as
Parficipant’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.

ZNE N, #AE LRV Impact Package =t v R —3% > b O#RMEEZ T T b 30 ALUWNIC,
ServiceNow (24 R4 2 m b E 72854, ServiceNow (X, H DL O@EIRT, ZMEOHE—DORKF L L
T, RUARFBICHBOBERBFICOE, YRAWE LA RIET D XL 5 BE¥E LOBHENRE 21T 5 D,
Impact Package ##& T L. #& T HLUEO®A L72\V Impact Package (2811 % Impact #7227 U
7y a VIR OBRMIFICIS CRiAE O T A7 ) 7y a VEME R SINFICH VR LET,

Managed Service Provider Specifications and Requirements
2R Y R —ERFu g F - L Bk

Participant may only access and utilize the components of the Impact Package solely for
the benefit of Client.

SINEL, 7747 bORRED =721 1Z Impact Package da v R—x% > MIT 7 AL
FORHFT D EnTEET,

Participant shall be responsible for submitting requests to ServiceNow related to the Impact
Package on behalf of Client.

SINEIL, 7747 > M- T, Impact Package (ZRH#4 2% U 7 =& k% ServiceNow
R ETL2HEEZANVET,

Participant must administer the ServiceNow Impact Digital Experience.
ZN#F 1L, ServiceNow @ Impact Digital Experience Z & H L7 UE 72 0 £ A,

Participant is responsible for management of consent across Impact Activities and
providing Client with access to ServiceNow Impact Digital Experience.

BMEIL, TXTOIMpact7 7 F 4 EF 4 IZOWTDREBELZEHR L, 7947 MIRLT
ServiceNow®Impact Digital Experience~D7 7 & 2 & #Et+ 2 HE 2 AW E T,
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Participant must designate a qualified System Administrator who will be the primary
interface for the Impact Activities.

SMEX, Impact 7277 4 €7 4 DT TA~ VA X —T2—ALpD, BREATDHVAT
LT FI=A ML= —Z2FEELRTNERY £EA,

ServiceNow shall only be obligated to correspond directly with Participant, and not directly

with Client.
ServiceNow %, 7 747V FEEECVIV T8 ELADT. ZMELEESCVIRD T 55%
BoHrEANET,

To the extent Participant grants Client access, as applicable, to the ServiceNow Impact
Digital Experience, training courses, or other ServiceNow Impact components, materials,
or resources:
SINFEBDBLEIZNS UC, ServiceNow Impact Digital Experience, hlb—=>7 a—2x  F7=
IXZ DM ServiceNow Impact ® v iR—x v b, &k, £7213) Y —A~DT IV R %27 T
A7 v M 5T 5585,
¢ Any supplemental terms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources.
o DINDBVI—=A~DITAT DT 7 EAZHONT, Impact Accelerators (2 &
DR Z TR ZIUTRE SR WA RS EH S ET,
e Participant shall be responsible for ensuring Client’s compliance with any
applicable terms of the Description.
o BIFEIL., 7 TAT v FIAEARF OB R OBT AT 2EREAVET,
e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o  BINEIX, ServiceNow DBEMEBIZL > T EEINTZT 78 2A2EHT 22 LICFEEL
7,

Additional Specifications and Requirements

BANDOALAR & 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 Partficipant. Partficipant 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 (2i%. ServiceNow 735D 7 R AAA ZAHERHEIENE TN L L AN H D £
D, BZINEIE, Uik T RS AOHERRIH A LT 2 0 E0ICET 2 T X TOREIZHOWNT, &
MEDHPBELEZA D ZEIZRELET, ZMMEIL. ServiceNow DEftd 57 R/ Z0HELE
DS, AERIRT R 2R T 2 b DO TIERL<, £, W DEHOBETFICET2RHATH R
W2 EEBRENICTRL, 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.
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ServiceNow 1%, Impact Package D#EMLEIAAIZ OV TEINE & OB THEICAEE LB D 4
HELUANIZ, 2Et= s 7= Ay b F—LA (=AY F— 1) 2RO EHEE L O
FRA TR T D OICEE ORI RSB N EITo> b DL LET,

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

ServiceNow 2FFICHRE L2 W IR Y . Impact Package B L O DR E L CTA U 5 EWIT
JEE TR S U E T,

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

ServiceNow (X, Zh#&E. 7 747 v FEHITE=F (ServiceNow DEFLEE &#RL) HJHEKA
ELTAEUBIEIZR L TEEZAVERT A,

Participant is solely responsible for the performance of Participant’'s employees, agents,
and the employees and agents of Client, 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.

SZINEIL, BINEOUEESCRBEAB LYY 747 2 FOREESNRFEAN Impact Package
DDA T EE 2 BT, BIMEOWEELRIAL IO 747 FOREEESREAD
EHEIT, 725 ONC ServiceNow (Il L 7o 3R CTo7 —% | &S L OME RO EfglE & 52k
ZOWT—HDHFEEZANVET,

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

excluding ServiceNow or local public holidays.

WMHASHD D AE~—HPHR—bFZ2KREE, Impact Team 1%, ServiceNow o % & 3 H
(ServiceNow F 72 IZBIHIONAEH ZBR< . HEA N OEMEH £ TOFHT 8 Kbtk 6 FFE T

DHHO IEH]) 12, BMFICH— R LR L ET,

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 +7 227 U 7o a VHIMNICRIH S e ooz a AR —3 0 M, IRFEEEICHR Y B3 2
LiIrTET, BRI LR B0 LYy BT EESRD 2 &L, BE&EbSNEE A,

Participant 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 Participant.
Impact Package ZB9 % ServiceNow 6 DIREFIHEIL, E A—/b, EiEEZIF Impact
Digital Experience #if L C{Ti4L, &N 1L, Impact Digital Experience (27 7t A4 %7
DICBERFRIAN LB L R DGEN DL e THRLET,

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

EiEo=a R —x M, Product Documentation #-1 k (https://docs.servicenow.com/)
WZRLHk D L0 | ServiceNow IC X > THiEESNDGERH Y £3, 72721, ServiceNow [,
ZMED Impact +7 227 U7y a VHIY, Impact Package 47 7 U v 7 ORI L
NaEFBELIKBTLE20ZLEH EHA,

Exclusions
pilaz] 599N

Except as described in the Managed Service Provider Specifications and Requirements
above, only the Participant 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 Client specified on the Ordering Document.
FRO~RY R —E AT a o X —Ofhkk & B ICRE S8 %2R E . Impact Package
ZEEAN LT2ZINEOHN, FEXCEICHRO LBV | Impact Package ZFIHT 5 Z LN TX,
ZNFNL, EXLECHAREINZ T4 T VOREZV R — T 2720ICOHFIHTHZ &N
TEET,

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

&l % @ Impact Package X, H—DHRAT 4 V' VEBREICEMA SN D TH-> T, HEDOHREA
T4 TREZBUTCHHT A EIETEERA (T2bE, ZMETE, FedRAMP 35 L UMER
DT —ZHRAT 4 VIBRBIZARAT 4V T ENTZE DA L AZ L AZOWNWT 1T D0
Impact Package #FIHT 5 Z &N TEEHEA) &

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

Impact Package (Z. ServiceNow ®Oflfhiz> X SEEA DY R— R~ H—t X £ 7= LRE
FENEHEND HLOIZOWTTEA SN ER A,

Impact Packages are not available for the following:
Impact Package (&, L FIZOWTHFIHTE £HA,
e Domain-separated instances.
. RAAL BN L=V g f VAR R
e  Managed Service Providers (except as expressly provided herein).
o IRV RY—ERTBALFX— (KHEFIZHRHREDN b 556 ZR<)

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 to unpaid instances such as temporary, demo,
POV, or other instances issued to Participant without an associated fee.
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Impact Package 1%, Z2IMEDOY T 27 ) 7L 3 ANZEENDIRPDOAEL L OIERE A R
B AEE, AEOREB L OEREA VAL AZORBEHT S Z N TEET, Impact
Package X, ®iE, 7€, POV, EIdBHET E&2 L TEMEICREEESADL A VA F R
REDOBEDA AL AT ShER A,

Certain Impact components may be limited for the following:
Impact OFFED 2 o AR— MI, U FICEALTHIRINDGH1H 0 £7°,
e Parficipants hosted in certain restricted environments.
o  FFEDHIRINIZEREE THRA R I TWDSME
e Self-hosted Participants.
o EBATRZRNMIOBINE
e  Offerings not deployed in a ServiceNow data center.
e ServiceNow 7 —# o ¥ —TifkshTnint 77 U7
o Parficipants who opft-in to region-specific support offerings.
o HUKEA DY AR — MEIZFEE L TW S B IE

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

BIBEDEDNZVRY | Impact Team i, A > TV AT —var, ar74X¥al—ial,
ALy THEELII N L —= 0 7 EBITVER A,
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