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Impact Total Package Description
Impact Total Package {5

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 Total 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 Descripfion, the
English version shall prevail.
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ServiceNow will provide the following components to Customer in accordance with the Impact Total
Package procured by Customer:

ServiceNow (&, BEHMEALT= Impact Total Package [TH-> T, BEFICUT DAV R—R U MERHLET,

Description
AE
Impact Digital In addition to access to the Support Portal, Customers may access the Impact Digital
Experience and Experience [https://impact.service-now.com/] (or such successor site), and they may
Increased Access contact Customer Support via telephone at the number(s) listed on ServiceNow's
to Support 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
Impact Digital communicate and work with the Impact Team, and to visualize helpful data.
E i 5 - e . .
ngfg;;a_;:gg Support Portal ~® 7 2RI A . & & ¥ [& . Impact Digital Experience
B [https://impact.service-now.com/] (FFIEZ DEBH A M) IZTT7 IR T HIENTE, Fi=.
Service Now DAHRRZAY—HR—kH A k[hitps://www.servicenow.com/support/contact-
support.html] (EF-IZZF D EMBH A M) ICERHB O EFESICEF THLITLYVAREIT—HR—F
[ERETDHIENTEEY, Impact Digital Experience &, BEH#MNEASNT= Impact YV
—REFIAL,. BBTIIENTELLSICTHELEEBIT AV NI TF—LIZERELY A2/ Tk
F—LEBED L, BERGT—2EAIRIE T H5IENTELKSITT 51O DA T,
Not currently available NSC DOD IL5, or Australia IRAP-Protected data centers.
B#ENSCDOD IL5, F//£74—X 57D IRAP-Protected 77—t Z—(LFIH TEEE A
Product Customer will have full access to the implementation methodology, success packs
Implementation and assets in Now Create at https://nowlearning.service-now.com/nowcreate.
Playbooks
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BEHIL. Now Create(https://nowlearning.service-now.com/nowcreate) [CEH LN TEE
FHik.FOERNVIE LUV TV EERFRTIENTEET,

Best Practices
Content Library

RRAMNS9T4R -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.

EFEHEF.HDREIT—H Y€ R+t B — (Customer Success Center )
(hitps://www.servicenow.com/success.html) ®Now Value Best Practicesi®Dtos 3>
IZBVWT. AV A—RaiER 7 v b8 a TUOVICER T IR THIENTEET,

Adoption Toolkit

FEAY—ILFYE

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

EEFRIZIZ. ServiceNow DEEFIZDONWTHOEAY—/LFvE (% Family Release IZHITHE
HTUoTL—EED)NERSNET,

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—LFIMIZ, LI —ERBOERERD-HDTUIL—rBIUVHRETA XA HE
BIRtR1—HF—rL—=UFTFUoTL— =KD EFTh. BEHD ServiceNow DTS yhT+
—LIZHEEL. ServiceNow DBEATOAYVSLERE/RTTHDIZE/ILET . COTUIL—b
—KICE EBERBEOODXVIATTII RAT—IHRIE—EDRRL 19 L—=2 %
Z—XORHI/R. AZ2=7—2aV BLUREBY—7 T B G VI Z D MEEE R A
BFENFET,

Adoption Toolkit does not include change enablement services, customization of
training content development, or delivery of training.

BAY—ILEXYMIF. ZEERRDE-HOT—EX FL—=0 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
avoucher tossit for the corresponding exam. Unlimited technical certification exam
vouchers, retake vouchers, and maintenance waivers are included with the
applicable Impact Packages, as described:

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.
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FAoTRUEDR—yHL—0F a—R- BEHIE. Now S—=U 5 R—E)LIZ&Y . F>
FIVRTERIZTIEAL,. ChEBATIIENTEET . Aa—R (1, HfTELEZNR
IZLTEY, ServiceNow DEZ—KIZOWTOEBMLGL——U 0 ZIZHLET,
FUTIRURDTERIROAMN—=05 30—~ EFH(E. Now S—=UFR—2)LIZkY. >
FIVRTERIZTIEAL, ChEBATIIENTEET . Aa—R (T, HfTELEZNR
IZLTHY. ServiceNow DEE—KIZDONWTDIYEERAL T AVTF—avkL—=0%
FRELET,

HiRBREER/IAIFvr— - BEHDOY—RIZIX BETEIANSAUEBR(UTIZES
B)FDI—REETLEBAT. ®HIETHIRBONVFyr—DAE5I5NET, %HTH
Impact Packages IZ&FEND . BHIROEMBEERHABRONDFv— BB/ DTy
—BLUVEREBZERAORRKRIIUTOESYTY,

o EHBROBEREREABRN\VFY— AMUS(VEBOREN —=0F 23—
EETLEBICHLTRBRERAEZAONFET (RRI—EREEFENEL
Ao

o EHEOREEEKRBEIZEB/\YFvr— | ARYOBZRERAEZONET
(RRA—BHRIEEENFEEA)  F:EHEICOF | EDEZERDADGEDS
NFT(HIZIE. 3 DDEAFADEBEIZDIVT 3 DDEZHE/NOF+—H1E
HINBDTH>T. | DDAGEIZDIVT3 FIDEZE/ N F+—H 1 HEIH B
PIITIABYEEA),

o ERUFBERAORR: EROFRHEFFHEMIARBREINET,

* 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.

*TALSAUERK &L, CSA, CIS, CAD Ff=(% CAS EHRDEZFIZxIGELT= ServiceNow @
HER(BERHY)TT A USAVERIE. A VSAoTIVERBEZ(THIE(CKY ., &U)—XR(Z
EHETE2EBEHLAEITNIERYFEEA,

Enhanced Case
Target Response
Times

BiRGERMOmLE

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

LTORICEHBDESY . ARFT—HR—MIEXE (LITFICSAIEWND) IZESH S B RIS EHHE
rREMELET.

Case
Priority

Target Response Time Target Level of Effort

gy ERCEND BEZALAL

Continuously, 24 hours per day, 7 days per

15 Minutes
P] week
1545 o, =
EHE.1 B 248587 B
h As appropriate, 24 hours per day, 7 days
our
=) per week,
] E#Fﬂﬁ @ —_ iy iy
1 B2485[. 87 HIZBWLWCHEHE
As appropriate, Monday through Friday,
b3 1 Business Day 7AM to 7AM Local Time
[R=% 3= BT AR EE, 571 7 A LFHEI 7
BEFTORTEE
o4 2 Business Days As appropriate, Monday through Friday,
Db 7AM to 7AM Local Time
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“Local Time" is the specified Support window designated for Customer’s applicable
ServiceNow Customer Support hours of coverage.!

TR &, BERITEASINS ServiceNow ARFT—HR—bEEEL TIRESNIHFE
DHR— EREHEZLNET . !

Developer Support

FRFEEYR—b

Customer may designate up to 10 named individuals who have been trained to
administer the Subscription Service to request assistance from ServiceNow support
engineers in troubleshooting 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)

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 froubleshoot/debug of third-party applications or
assessment of security vulnerabilities.

BERIL. ServiceNow TS5y T+—L EDBEBFEHRITA RIZHITE BT RHE R E MRS
BIRIZ ServiceNow DY R—FIV O ZFICLDXEEERTH-HIC. HYTRIY T avH—tE
ADEBIZEATEN —=0F 52T 10 BETOREAERETHENTEETT, HERESR—
Fr—XI&. P3 O BELEFROFNRELZYET (CSA F=(& Impact Package HH#E (i
DEEY),

FRE S R— DR

o I—FR{THA 200 KiETHAH &,

o WU—R/HEE/TTVr—av/n—F 7 DY R—bRFR/N—2a0THHIE(D
FYn-1),

o BEBDOTIIVr—avIiCBbarITNa—T10T /TN T EFEFa)T
1EBEOBEEEEENGENIE,

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.
2B M T, F—X IS5 FDIRAP-Protected 7—R 2 Z—E /=L {5 E DM DHIREIA/FET
(ZFIFTEE Ao ZEINETYINY—FTHNIZEY, I TR FEDEEEIZH L TILEEHES
nFET,

Instance Observer

AV RBVARFATH—

IN—

Customer may designate up to 10 named individuals fo access Instance Observer.
BERIEL AVRIVRA T —N—IZT7 O ERTEHEAE 10 BETHEETHENTEET,

Instance Observer? provides a rolling 6-month period of performance and availability
monitoring of the platform, application, and infrastructure hosting Customer’s
instance, and the ability to set self-service alerts, notifications and analyze data.

AVRBVARAFT T H—=IN=3 [T BEHRDAVREIVARERATAVT T BTS59RITA—L, 7TV
—2avBEUVA VISR OFv—DINTH—I U RABLUVA BEIZDE, 6 v B EEDEEREY—
ERZRML, LT —ERBOTS—F, BAMELUVT A9 HERETEDLSIILETS,

! 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, 2:00AM to 5:00PM within such

Local Time.

! BEQOBMEHOMBETRICE T E2RBOARII—HR—FIAhALHLT . ServiceNow [F. BRADRKBZERE, AR SERE. TIFRARN O FH]
9 BB 5 BHET, BREBOARIY—HR—ERELES,
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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.

3 BERF 5 T, FedRAMP, NSC DOD IL5 ZE/=/4—X FZY) 7D IRAP-Protected 7—&t>5%—/Z
BT, CBILTEIRBEDH ERHICHIL T, ElIFHEDHIREN - TIHEHEINFE A,

Support Account
Manager

Support Account
Manager

A Premier Support Account Manager (SAM) will work with Customer 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
Service Description found at: https://www.servicenow.com/upgrade-schedules.html
and EXPRESSLY DEEMED INCORPORATED HEREIN BY THIS REFERENCE.

Premier Support Account Manager (SAM) (. hRZT A XS f=HR—r2ig# T 57612,
Impact @Y TRHYTLaV Bl BEHREEELET . Premier SAM OEEIE.
https://www.servicenow.com/upgrade-schedules.html Z#§&&h = Support Account
Management Service Description [CEHBFHFICHEL . SBICKYRED—EELRYET,

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.

AV TF—LIZIE, IEESNTz CSM(UTIZEET %) B LUZ DD ServiceNow DEEFES
FOEMRNEFIL. CNEDFEL. Impact Digital Experience #@BL=HEHMONDERK(C
IELT. BEHDEZ LT S Impact Package (2T, #IREh iz Impact Deliverables #3&
fEdH VIR LFET , Customer Success Manager(TCSM) IE, Impact [CEAT 28 FHDE
z5EREBROTHY . TRTSLIRTAVIEEEL, Impact Deliverables Z{E8LEF , CSM
X, Impact D7 UN\YE—EEY  BEHOIADTUVORRNTSOT 4 REE - BEL, HiFs
NE-BESLUVEGHERICESWVEESZTVET,

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, FERAUS, TIL—TF
DUk (GEMGEE) . LEa—  BRESRAS LIV ZOMOBENLRRENEESL . BEHIZLD
ServiceNow DTSy TA—LDFRPLERZRIET 5O D —EDRBEMHSEBRINET,

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

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

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

¢ 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.

ARG F—Ld s, T=1E Impact Digital Experience Z@LTHEEIR#EENS Impact
Deliverables [ZIZLLTFIZHIRENZHAOT TAT LDV EENET,

e Value Blueprint - EZHOHIMLEDEMEICE IV :-EE. RRBLUVEEDELE
DERTE

e Customer impact Plan - BEHD BEEZERIZEO BT ITAETA. ERBLUVTT
)r—2a % FIZANDT=HDETE

e Health Assessment — BI2gEH, N\ T+r—I VR, FXaUTq, 7TVvTIL—FaIREES
FVL—F—ITHRARYIVRIZDWTD TSI IA—LDREHEDETE

e Capability Map - BEHDERATOTIVr—avERRR. 1>T5L—33
U T ARETI.BEBLVAVRAVRAFERAKRERMLTHER SN -SEBXE

e Product Adoption Roadmap - EEHFRDRFTOEHEHESH LV TOTSLOBHZE
BELLT. EARPEOER(MVP)BLUSEDOEBRICH T2EEH MR OHEE
HEIZ DL TO D

e Operational Review - EEHDER| BER. EE. 7477, SED/\yFD@EHA.
N —RBEUVT7YT T L—FERICDOLNTDRE

e Performance Management & Recommendations - EE#DTOF I a1V R
RUZADHBEAR) GRIZTDVTDOR T AVFI—VEDLE, LV RAVADHE
BEOVRTLDLARYADHREEIZTOVTODIRE

e Quarterly Impact Review — @G Y R—MOEEERBREOLEL—2ET . BEHD
ESHRRBEBEIZHLT Impact BMEHLIEREDOLE 21—

e Outcome Performance Review - R FE SN - B1Z(Zxt9 % Value Blueprint IZ& B
ROMEHLE 12—, ERESHL. AWEEEL. HESEFREELET,

e Business Value Report - Value Blueprint TE#iSh-BESLUHERICHLTER
Shi-fEICERmEHTLKR—k

ServiceNow may add to or otherwise modify the catalog at its sole discretion,
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.
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ServiceNow (&, BEQHIEFIZKY, AFOTICEBMELIIERTTEIENTEET 1L BE
BO Impact T R2Y T3 ERH, ServiceNow (F. Impact Deliverables M#E& B4 £
HEZZELUERLAEWVEDELET . Impact Deliverables ®H4045 ORFHkIE. BERIZEL TR
#ftEh . Impact Digital Experience mis, £z E AV /I I9MF—LD AV N—%BLTEET S
EMTEFET, BFHR(EL. Healthscan OERTELELT S Impact Deliverables Z&ERLT-15
E.BEHADHZ BT B Impact Deliverable ® B #t O & B L T .
https://www.servicenow.com/upgrade-schedules.html [2#&E S, SEBIZEUEAREZED—
B8 &% % Healthscan 2 EFEABERINDZELICRIELE T, Healthscan 2 EET 5
Impact Deliverables [&. Impact Deliverable D—&IZBERRINET,

Product Strategy
Sessions

MRty ay

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

BERIL. ServiceNow DHEFO—RIYTICRBIZTIERTHIENTE, T4—R\wI%E1TS5
FOHDRELYLIVIZSMTEEENEZONTT, BEHOHEEE) VI AMIBESINTIT A,
REFIFEShFEEA,

Adyvisory Sessions

VA AC G B (S

~

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

BEHIX. BEHKD ServiceNow EBR—ITAUFAE LUV TOAILNI D R TA—A— 3V EiRE
[CBEES HEIEICDUVT, ServiceNow DEE K ALY T X/8—k (4] :BPC, TC. Product
Success Managern) BNEHT 2T =02 avT#KETEHIENTEET,

Customer 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 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.

BEFIL. F8 (4 BRS) BAL T Advisory Sessions ZBEA T AZEMTE. Impact T RHY T
av i, BOFHEIC 6 BRDEY a a2 (15T ENTEET  BRFHRF/ (X BN 31
DEFTHRHBIEDTRENAF)—viarld, HHENFHARBEATRIUL. ROBMEFHAICHE
Vg CLIETEE A BEFKIE. BITOBEEHICTRROBEFHD TR/ —tvi 3
VOB EERTHILIETEEEA,

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

CSM &, FRNAH ) —tviav DERERABLET, byl avEROXMBICIE. 48R 638
FORHEEELET,

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
Adlvisory Session, this constitutes 2 days’ worth of sessions are considered consumed).

J—933vFIZBMT % ServiceNow DUY—R#E, FRSN-BHERBHYET (HIZ
[£.1 BOTRNAHF )=ty avI2 2 ZDYY—ANSMLI=5E.2 BoDEyiaviMERS
n=C&IZiYET),

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

BrFEAE B SHWTRAIY) —tyiarid & E9 % Impact package [CIEL TR SN
F9,

Learning Credits

This feature provides Customert with Learning Credits each year of their Impact
Subscription Term. Learning Credits are the currency used to purchase training
solutions provided by ServiceNow Training & Certification.
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Learning Credits
(LC)

CO#EEE. Impact HTRVUTLa Hiflit, BF, BFEH 4I1TxLT Learning Credits #12
#33ELMTY, Learning Credits [, ServiceNow DL —=U 5 ERFEICKVIREEN B —
=gV a—Lav DEAICERTESREETY,

One Learning Credit is the equivalent value of $1 USD. For more information on
Learning Credits, please see the Learning Credits Service Description found at:
https://www.servicenow.com/upgrade-schedules.ntml  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 ¢ . F # & .
https://www servicenow.com/upgrade-schedules.html [Zig&ish. SHBICKYEAED—
&8 L7125 Learning Credits Service Description ZZHEERLZELY BEH®D Impact T X5
TLavHiEs 1 FEATHEMES (BIZIE. 3 £TIEHEEC 2 £3) . BYE TSNS Leaning
Credits I&. Impact 4T RV TLa  #iE D% B #IZIEC TR S S ET . Learning Credits &
YRE—EBE. TXFR/N—rTRT S L Knolwdge BV T7L U RFybEfIE Now Learning
Live IZfEAT 5ILIETEE A,

Notwithstanding anything herein to the conftrary, Learning Credits will be allotted in the
Impact Digital Experience in accordance with the Impact fees or allocated units, as
applicable, in any Ordering Document and expire 12 months from date of allocation
without further value or credit.

KEQUVAEEZREIZEHNHST ., Learning Credits (&, EXXZED Impact B EF-(TE| Y
2=yhZELT Impact Digital Experience [ZEIYETH, AISDEEE=EHIL v i<,
BB BN 1257 ARICERMLET,

4 Not available to US Government or Public Sector Customers.
4 REFFE L LI DI EFRILFIF T B L L TEEEA,

Expert Services
Discount

Expert Services D {#
CE:

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 Expert Services engagements.

CDOHEEIX. ServiceNow Do EZEBALIIGE EEFTRICHLT(F(EREEMICEBALES
[EBEEFHAEIR LT ServiceNow DERFE/S—hF—IZxLT). ServiceNow M Expert Services
DEAIZOE 15%DES EERHELET,

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.

CDEFIZEIL., Expert Services DERMEICERIN .. BEROBIIRSICLHEFIREEHA
TEEHA. ESIROEBRXENTHONIEE. 2 DDESIERDOSHENADESIENEASN
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 20% discount on purchases of ServiceNow Training offerings.

COHEEEIL. ServiceNow D HEEBALIZBSIEEEHRISHLT(FEITMEMICEALIZES
IEEBEHIZEIRLT= ServiceNow DERE/RA—kF—IZxtLT). ServiceNow @ Training MDA
[2DF 20%MDIES I EERHBLET,

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.
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CDEBIZEIL, Training OERAMEISERINETH . WOMNERBRANHYFET, BRI,
IXRN—FTATSL(RRI—BE) BLUVDRALN —=2 Y —ERIZITBERSWER 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 fime to value as described on the ServiceNow Product Documentation site
(https://docs.servicenow.com/). Impact Accelerators are not available for separate purchase, and may
only be utilized as part of an Impact 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 2 Impact Accelerators 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
Heatlhscan, 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 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 Catalog in its 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 H 4 b
(https://docs.servicenow.com/) [Z1BEEN D B Lby—N\)2—(TTV)ZRBKEEH I L TEEHEXIET A
EDIVH—CAVMIBETDEEYAMTY . Impact Accelerators [FEMTHEATHIEFTETS . Impact
Guided. Advanced F1=[Z Total Package D—EELTDARIENTT . PEHRDRETFEIHLEDHAH Impact
Accelerators ZBRTHIEMNTEET,

Impact Accelerator (&, H R—rRAEDERBEHICKH LY THAOTIZHEIShTWET , BEHKRIE. BALE:
Impact 73yr—II24 Ly, Impact Accerelator &S THAZOST H i Impact Accelerator xR 2 DETRIBFIC
MATEET,

Healthscan MEfTE=IE Impact Accelerator DEFTDI=HOIZEEA VR IV AP IA—2 AV R ZDERE I W
E7 Impact Accelerator Z:ZRLIZBE . BEKIE. BFRRISEASIN S Impact Accelerator DRt DA IZEEL
T. https://www.servicenow.com/upgrade-schedules.html [Zi8&i&dh . SRICKUYRED—ELEIHZET S
Impact Accelerator Description AERAINBZEIZRIELET , Healthscan £IEFBEEA R 20X po0—204
VAR ZADER D ET Impact Accelerators [&., BE . Impact Accelerator Catalog IZEE&E SN ET,

ServiceNow (X, B2 D#IEFIZKY. Impact Accelerator Catalog ##EMT 2T —U AV EBMEIZEERT

BIEMTEET , Impact Accelerator @ H(Z(X. FedRAMP, NSC DOD IL5, E/-I1F4—X S 7D IRAP-

Protected 7—&#28—IZ50V T, E/=(E /N TIHEIFEDHEFREIZHL T, HBUVLEDMFNREZ(17-FR 155 011
BEIBEDYHR—,FT7Y> TIZAESA L ER L TIRETELRWEENHYFE T, Y—ERPHIRICET H5EHIL.
Impact Accelerator Catalog ZZ#ESELFEELN,

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 Data, 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
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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 subcontractors, and subcontractors may not seek payment (either directly or
indirectly) from Customer.

ServiceNow (&, REHZE(IZED< ServiceNow DEFHEDEHELLIL—EDEITIZIOE E=FHFDY—ERTANA
BA—ZWDTHERTEENTE BEKIE. COFE=ZFBDY—ERTONAT — (REHFE(TEASN ST —2F
ERICBVLTIETREBAIESE | L) A, Impact Package #RMT57-0IC. BET—2 (BT —RIEFEN5E
AT—9%ET)ENBTEILICRBLET, FIARBLEBEZOEMICETIHEESH . ALZMNPICHRTHR
ENHDHELTEH. BEHIL. ServiceNow IZxtL. ServiceNow DHEFHFDBITICODEE=ZEBDH—ERTO/N(4IZ
REITHIEEHHELET . =1L, ServiceNow [&, REBREE|ZHL, REZHIZE DL ServiceNow DTF—4{R# =
BERZEDREEFEHFTILIERL, T, BEKEDL. WOTEMNBY—ERTONAE—DT—2REIRTIC
BT EMTEMBEREERTELILAEHELYET IRETIADHIGESLVBLELRTEHEEZRE.
ServiceNow #' Impact Package #1219 HRIIC. BHEHRIE. ServiceNow M oigtEnd)Y—X I LT, BT
B HIZ Impact Package #BET 2B BEBDAVRIVAADTIEREZH AL ITRIERYEE A,
ServiceNow (&, RERAEZBDEAPCTEAICOE. BODEAPCTELLRAKIZI—VIOEEEZEVET,
ServiceNow (&, BEEZBITKIIRNE FREAXIIRETHLLERINSIAMOZ NI >OEEELZEL. Rt
FEIBERICHLT(EEMICLEENIZL) ILWERDIZEEHYFEE 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:

BEKL. Impact DY TRIVTLavHMFOEETIIU S —DAMAMG, LT Y—RER#ELET . F—
D) —ANERDBHERETH_ELARETT .

Customer

Responsibilities
Resource

R

BERDYI—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 | TR EFEEFRELEEL. EDRR LD Z—X P21 —H—FRERN—1—ELLTRZ. CHh
ESFRRTFVAL | smml, Bl REL. AOEHEEELET,

Business Analyst

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

Enterprise including any necessary policy or organizational requirements. Helps guide the Platform

Architect Owner to align with technical or functional standards.

IVA—TS5AXT7— | BREGAHHOEB EOBEHEEH. HBOEE. TREXABLUVZTOMI AT LICDONTOBEHE

FTIk BRLET Hfff LE- S LOERICEETHLS. TV Tr—LA—F—ICH5#tE 52 F
3_0

Executive Sponsor

I5BT4T ARy
H—

Primary strategic contact for ServiceNow.
ServiceNow &EHEY 5 E - HEIRRIE L&

Platform Owner Responsible for the overall accountability of the ServiceNow platform. Provides

leadership and oversight to the System Administrators, ensures team alignment to
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TS5ybT+—LF— | business strategy and the ServiceNow roadmap, and is actively involved in the
+— overarching governance of the platform.

ServiceNow DT 59 I4—LICBET &AM RBAEFEZEVVET V-4 —E,LTORTLTRE
ZRL——FEBL ESRRABIEE LU ServiceNow ODA—K Ty T IZAIFTTF— LD EEETE
BRI BEHRIZ, TIYNTA—LOBETENEANF U RIZBEBHIZRYBAFET .

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

ESRXA—F—H8 | TERLEDRRAY—ERDA—F—,LTO—EDHH
HEDIZEHY)

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

ServiceNow M7 T r—avRICBVWTEEINSGETOLADERN DOTELEERICDOLVTHE
LIORESFOEMR

Process Owner(s)

TaERF—F— (&
HBEDGEHY)

Maintains the stability and usability of the ServiceNow platform by performing
application maintenance, managing support for cases related to ServiceNow
applications, and contributing to ServiceNow software releases by delivering
configuration tasks and features.

L . TI)Vr—a DRSFEERL. ServiceNow D7 Ty —L 3V ICBET 2EH DY R— &+ EHE
DATLTEIZ=AR | L, hDar I Fal—iar ORRTOMEEE IRt BT L2 LY ServiceNow DY TRz 7YY —
L—4— RIZHFEFTBHILIZKoT, ServiceNow TovbTI+r—LOREMEAREEMHIZLET,

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

ServiceNow QDEBENN —=2F0—XZETL, EREOLLTRESNSG VAT LERE (RIE
24)

System
Administrators

Travel & Expenses
i3 3

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 shallinclude 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.

BIERDEHMNELRY ., ServiceNow (&, Impact Package MarviR—xbEE—FTIREELET, ServiceNow
D'))—ARH Impact Package ZHR—t3 51-HICHENBELRIFEE . BEHRD Impact Package [ZI&. 127X
IEF—LIZEEBEHROAL(TMASLIOBEEOMEHICEY SN, ERMEZRBTIEXXEICRHIN. B
EHROTERMEIELTTRISREINED) ICETDA A MAMAEENE T BERHEUSN DY A ~DFMIC
IS EENLTIREIL. BEHFNEBELET,

Impact Package Warranty
Impact Package D{REE

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 termination.

BEHM. BALEL Impact Package MavR—r2 hDIREEEZ(FTHS 30 BRI, ServiceNow 24 %T
BEEHMLET-HESE. ServiceNow [, BoDFEIRT, BEROE—DOHEFEL T, AMEFREICEHOEELGEHRICD
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EUBTHERAEREETALOBELDSEMNLENZEITIN. Impact Package Z# TL. T BLUBDES LAY
Impact Package [281+3 Impact TRV FLa v MO BREARICIGECATAED Y T ROV T av#eEs
EHIILRELET,

Additional Specifications and Requirements
BMOLREEY

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 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 resulting 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 6 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 mulfi-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
overall level of Impact Package offerings during Customer’s Impact Subscription Term.

Impact Package IZ1&. ServiceNow MEDTRNAA R OHERBIEAEENDEELNHYFTH . BEHKIL.
BTENAROHREBEFERTIHNENCETEITRTOREITOVNT. BEHROANEEFASIZEICRAEL
FT . BEFRIE. ServiceNow DRI D7 R/ A X OHEEMD EMBET R NI REBR T H5EDOTIEGEL F= 0
NEBEBROEFICETERATEENIEZHFMICTHRL. ChIZTEELET,

ServiceNow [&. Impact Package QRERBICOVWTHEEHREOB THEIZCEELZAMS 4 BRUAIZ,
BEREIVT VAT —L(V—ERBEEF—L) 2RO EHESLUVEBREHERTI-OICEHELDE
BHEBHETIBOELET,

ServiceNow AMFIZHEELELRY ., Impact Package LU F DR ELTELIBEMITEETHERSINE
ER

ServiceNow (&, BEHE(XFE=F (ServiceNow DEREFFROFREELTEL-BEIZHLTE RS
BULWEEA,

BERIT. BEHOREELKIEBAN Impact Package O EMICMAF-ZEEZESL . BEHROREEE DR
BADEFRZIT. HOUIZ ServiceNow ITIRELE-ITRTOT—4. ERELVERO EEMEETELEIZDONT
—PgnEFEEEVNFET,

BAHAISNSZHRAIT—HR—FERE, 12/ 9 F—LIE, ServiceNow DIZEE X R (ServiceNow =R i
OHREBZER AEANSEERETOFFI 8 BN LT 4 6 BETDSE 8 B [T, BEMRICH —E XZ{21#t
LET,

Impact TRV T a v BRRIZERLEN 12T ITAETAI1E. REEITRYBT LI TET, HiRUINE
BYBMOILIOYRTEESNB L BELSNER A,
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Impact Package [ZE89 % ServiceNow MoDmEFIEIL., E A—)L, BEEFE 1L Impact Digital
Experience #@BL TiThih., $EH (L. Impact Digital Experience |79 ER T3 -OIZLERDIIHANEL
BAGENHEIEETHRLET,

LEOAT7IT &, Product Documentation H k (hitps://docs.servicenow.com/) IZERED EEY .
ServiceNow [Z&>THFESINBIGELHYET , 1=1ZL. ServiceNow (L. EFHR®D Impact TR TL 3>
Hifth . Impact Package #7720 D EFRGELANILEELIERT &5 LIEHYFEE A,

Exclusions

iRk

Only the Customer entity procuring the Impact Package, as specified on the Ordering Document,
may utilize 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 ZBAL-EEHOAH ., EXXEICHTDESY. Impact Package AT 52 EMNTE
F9,

& < @ Impact Package &, BE—DHRRA T4 T REBISERAIN LD TH>T. EHORRAT U REZEL
THEBTHILIFTET A (FThabhb ., BEHIEL. FedRAMP LU EDERT —F KA TV T REEIZRAT
AT ENFEBDAREAU RIZDWT—2 0 Impact Package #F|ATAIENTEEFEA),

Impact Package [&. ServiceNow Q& FIZDE, MEBEHO Y R—b, H—ERFFEEFEN BRSNS
HDITONTITBEASINEE Ao

BED Impact 7772 J (. (i) ServiceNow M FedRAMP, NSC DOD IL5, 6L </#7—X > T IRAP-
Protected 7—8t2 08— TR T2 0 3R TNV BE B, /L TR FEDEHERICHL T, E/-IEMDFHIRSE
ALEREICHOT, () IR DR —ERTANAS — (REMERZERL) . F=I& (i) BB DY R—rFT7Y>
FICRESN=EBHRICHLTHIRSNDIGEELHYET,

AEEDEDHMNENRY , ARG F—LlF, AV TVAVT—2ar, a0 74X 2L—30 Ry DtEsFE- TN
—= T ETWER A

13



	Customer Provided Resources
	お客様が提供するリソース
	Additional Specifications and Requirements
	追加の仕様と要件
	Exclusions
	適用除外

