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Description

Impact Total v2 Package
Ak

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 confrol with respect to the subject matter set forth herein unless
otherwise expressly provided in this Description. All terms used but not defined herein have the
meaning given in the Agreement. In the event of any discrepancies between the English and the
Japanese versions of this Package Description, the English version shall prevail.

ServiceNow @ Impact Package (1%, R — Y —, EAT~LTY V—2 fHYPFICL D —F
ADHM, T4 AB T FBLOBMRRT v "REEI, BEESEEAT S Impact Package & L
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7% ServiceNow DA =X —7 4y —NFIIMEHTFH (BLT [EXSCE] L0)) BV TELIND,
ServiceNow & B E OMDORK (LLF TARZRK] &v)) oG LR £, REEFIT.
ServiceNow & B%&kk & OO EA FOECEICB W TRE &7z Impact Package (2B LT, A
KEBEBEMENOBEIET DD TYT, AMARE L ARKZN L OMICHEER & 256 . AMEFITHB O
ERRVIRY | AMERFEOTHEFHICE L T, AMEFENELE L ET, AMEEFITERI L TR
TRTOHEIL, ARPCED DN ERICENE T, AMEEREOFFER & HAGER & ORI HELEE 2 H
L%, FEEMMESE L E T

ServiceNow wiill provide the following components to Customer in accordance with the Impact
Package procured by Customer:

ServiceNow 1%, BERENEA L7Z Impact Package (20> T, BERRICLL T D a v iR—x 0 b 244t
LET,
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Description

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

Impact Digital
Experience and

Increased Access ' oral:

to Support Support Portal ~D7 7 & Z(Zh 2., %ML, Service Now #7R— FAR—Z L
ALMOBHF TS D 2 LTkl — WA — b ZimT

lmpqci Digiidl gﬁ@%naﬁﬁa == Ej—é EG J: )jJX&"\? 'ﬁ'fl— ] @ @f&%j‘é &ﬁ "C%

Experience BX W
¥ R— r~n7 2~ Customer may access the Impact Digital Experience [https://impact.service-

+ 2 DAL 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 7=
ZOHMY A N) T 7 EBATHZ LR TEET, Impact Digital Experience
L. BEESEA SN Impact OfmEZFIH L, EET M TEXH X H12T
% EEHiz, ImpactTeam (ZEf&E % £ D | Impact Team &EfED . HHART —
T 5 2 ENTEDL LT H7DDMFMATT,

Not currently available in certain resfricted environments.

BITE, FFEDFIRE 4172 55 TIZF TE EH A

Training and On Demand Fundamentals Training Courses — Customer can access and
Certification consume material on-demand through the Now Learning portal. Courses
KL—=vrm are geared tfowards a technical audience, covering fundamentals
%= training across the ServiceNow product suite.

Fr T ROR—V 7 h—=rFa—2- BEKIZ, Now 7—=0 7R
— SN, AT RTEBHCT 78 AL, ZhEFIHTH52EnTEE
T, ARa— A%, L E EZRRIC L TR Y., ServiceNow DL —X 2o
WTORMEN I L —= 0 TRt L E T,

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

ATV RDOT RRVA M —=vFa—2- BEREIL, Now 7 —= 7R
— MK AT RTERHCT 7 EA L, ZhEafHTHsZ N TE
T, Aa—AF, HIFEYFEZGRICLTEB Y, ServiceNow D HLL—iz
DWTO Eff » FEE ML —=0 7 ER L E9,
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Case Target Replaces the Case (Incident) target response fimes and target levels of effort
Response  Times set forth in the Customer’s Agreement as provided in the fable below.

and Target Levels LA FORICERMDO LBV | BEROARZINIED 5 BEISERE & HIEOS ) L~

of Effort NEETLET,
AR B ?Eﬁ & H Case Target Response Target Level of Effort
BOEI Vv Priority Time

BEZ L~

BEE BRICERH

P1 15 Minutes Continuously, 24 hours per day, 7
154y days per week

WEO1H 24 WER. E 7 H

P2 1 hour As appropriate, 24 hours per day,
1 A 7 days per week,
1 H 24 K5, 8 7 BIZBWCHEE
P3 1 Business Day As appropriate, Monday through
1 %R Friday, 7AM to 7PM Local Time

BLHIRF[E] C A WE~ DR, PRl 7 By
2D A% 7 HEE T oo fH] T E

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

TAHERRE C A BEDS & &0, 7Rl 7 B
MO 7 E COM CEE

“Local Time” is the specified Support window designated for Customer’s
applicable ServiceNow Customer Support hours of coverage.
MEIHIEERT ) & 1X. BEMEICEM S5 ServiceNow B A X < —H R — R & L
THESINTEREDOY AR — MNEEmHEZWVWE T,
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
BAZA Y H— b 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).
BEMEIL. ServiceNow 7T v 7+ —A FORBEAFEN A X~ A R80T % Hidfi 7g
R S A iR B BRI ServiceNow O R— b V=T IC L 5 KEAERT 57
DIZ, YT R7 VT a b= 20EBIHT L hL—=0 %% 24 FT
ODEANZREET L ENTEES, BARBEYR—Fr—21%, (CSA 721
Impact Package fHEE#E (WTFhriii+2577) IZRREOEFBY) P3 O BEIFEINE
REfI DX G L 70 0 £77,
Scope of Developer Support!:
BAFEE TR — b~ O O
Must be less than 200 lines of code.

Developer
Support
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21— NTER 200 KRG THH T & -

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

V) —AMERE/ 77 ) r—> a3 Y/ N—= 7 27D R— b RN 3> (F
bbb, n1) THsHI L -

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

FBEHFOT TN = a VIO E NI TN a—T A T T A T ik
Fa) 7T 4EHEMEOEEFIEEIN LW L -

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

VTG AN — FE FFEDHIR I IERENIC 0 T, EIE T/ TR R D
FBIRICK U TIRIES L DO BGERD Y, FIZEE S B ER T DT YN Y —
ETINEL VIS NS G ERH 0 F T,

Customer may designate up to 10 named individuals to access Instance

Instance Observer

Observer.
JIRZ T i A Ay AA TS eT SR AT BN 10 4 CHHET S 2
EMTEET,

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, noftifications and
analyze data.

A VAR UVAFT T =N 1L, BEEOA VAR ABRAT AV T T 57T
N7 =L, 77V 5= arvBIOA VT TARNT I F ¥ —DNRT 53— AE
KO HMEIZDE, 6 y HEHROBERY— 227 L, e 73— 2O T 7
— M BHABLOT—FOMERETEDLLIICLET,

! Not currently available in certain restricted environments or to Self-hosted

customers.
VHTE, HFEDHIRI N BREEICHE DT, FELIT TN THERX NEIDEEFEFIZA L T
(TR A F A,

A Premier Support Account Manager (SAM) will work with Customer during

Support Account
PP the Impact Subscription Term to provide customized support. The Premier SAM

Manager

g activities are subject to the terms and conditions set forth in the Support
Support Account Account Management - Impact Service Description found at:
Manager https://www.servicenow.com/upgrade-schedules.html and EXPRESSLY

DEEMED INCORPORATED HEREIN BY THIS REFERENCE.

Premier Support Account Manager (SAM)iZ, Impact %727 U 7oz U4
i, BEMREEE L T AZ v A &N AR — M &R L £ 7, Premier SAM
DT 7T 4T 4%, hitps://www.servicenow.com/upgrade-schedules.html
gk & 7z Support Account Management — Impact Service Description (2
EDDRMIZWEI bDE L, OZZIZERT 52 IR KERFEICHAAENR
260 EPRIICHIRESINET,
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The Impact Team includes a designated CSM (as defined below) and
other ServiceNow subject matter experts who, upon Customer’s request via
Impact Team 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 (2%, FEE 7= CM (UL FlIcEHT D) Bz oo
ServiceNow D FfiE B OHMENR G EH ., b OF X, Impact Digital
Experience Zili L7 BEHKN GO ERIZIE U T, BEHKDOZ YT 5 Impact
Package 129~ T, &R X7z Impact Deliverables % S L OMEML L 97,
AR <= TR =% — (LT ICSMJ &£ 9) 13X, Impact (283258
BHEOTEE2EEABEDTHY, Yu s/ I a~vx2P A0 2EE L, Impact
Deliverables 12 L £9, CSM i, Impact 7 o R_R%-Z—L7x)  BEHEDO =z
TUYRRANT T T ¢ A%WE - B L, RS B L ORI

Impact Team

DWREEITVET,
. The Impact Operating Model will comprise, in accordance with Customer’s
Impact Operatin
MoF::leI P 9 applicable Impact Package, a catalog of initiatives, including but not limited

. . to, Impact Deliverables and Impact Accelerators, designed fo assist
Impact BAET /L Cyustomer’s utilization and leverage of the ServiceNow platform.

Impact i EHET VL, BEEDOZY T 5 Impact Package IZfEVy, BFERICE D
ServiceNow O 7' Z v N7 4 — LADOFHCIERZ XET 27200 =T F7

(Impact Deliverables 35 & OV Impact Accelerators % &5 Z 1L HIZRE S v/
W) OB Ea T MBI EIVET,

Impact Deliverables

Impact Deliverables

Impact Deliverables may be provided:
by the Impact Team or via the Impact Digital Experience; and
as either one-time activity or on a recurring basis.

Impact Deliverables 1%,
Impact Team 7> 5, F721% Impact Digital Experience %1 U T,
1EIRY DT 77 47 & LT, £ SN 58073 H 0
£75

The following are illustrative examples of Impact Deliverables:

LLFIE. Impact Deliverables o £ <4,
Value Blueprint — A prioritization of objectives, outcomes and metrics
based on Customer’s strategic imperatives.
NN 2a—=TN—=7"1) VN —BEHROBIKIFREIZESE HEE, BRBLD
TR OB SENARTAT T,
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Customer Impact Plan - A plan to capture the activities,
competencies, and applications aligned to the Customer’s success
goals.

HAZw—Impact” 5 — BEKED BEERICADLER-T 7T 4 BT 4
AT RBIONT T v a VERST ATEDDOT T
Capabilities Map - A reference document created to reflect
Customer’s current application usage, integrations, data model,
capabilities, and instance activity.

Bt~ v 7 —BEROBIEDOT 7V r—ya YO AR, AT 7L
—Va v, THETN, EEEBIUA VAL RT I T AET 4 2K
e L TR S TS RSCE,

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.
MAEAR— Py —BEEOBIEOEIE Y 7 o B L 0T m 77 AHT
DL Ea2—IZxT 5, ERRNMNROELBIOESHDO 7 = —XCHlT 5+
TR X OBREEIC DWW T DT,

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 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 (X, HEOHWZ XY, ¥ a Z\ZBMELIIEREZITH>HAERH Y
F9, 2770, BEED Impact 727 U7 g CHIRIF. ServiceNow (.
Impact Deliverables % il U CHIHFRE/RMEDOMR A7 LM 25 L <R L7220
D& L x4, Impact Deliverables @ 1 % 1 7 @ & #ifiti%. ServiceNow @
Product Documentation # -1 k (https://docs.servicenow.com/) ETR%E S 5 Z
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 =R Y @ Impact Deliverables, X ON##irI 72 Impact Deliverables (2% .
B KK 1L . Impact Accelerator Catalogue (IZFE# @ & B v . Impact
Accelerators IZb 7 7B AT HZ ENTEET,

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
(https://docs.servicenow.com/). Impact Accelerators are not available for
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separate purchase and may only be utilized as part of an Impact Package.
Only a Customer Authorized Contact may request Impact Accelerators.
Impact Accelerator Catalog i, ServiceNow @ Product Documentation A
I (https://docs.servicenow.com/)IZfg# D, # A L~y —"Y 22— (TTV)
%%k@%wéiﬁﬁﬁﬁ%iﬁié—ﬁﬁﬁwﬁ77UV&K%#%WE@UX

C9, Impact Accelerators IZTHAMTHEAT 2 Z L I1XTE T, Impact Package

D—E LTOAHHTE T, BEKOFREHE YHE DAD Impact Accelerators
EERTEET,

Impact 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.

Impact Accelerators X, ¥R — &R OFELFEIRIZIS Clc 7 & v 72558
EhTWwxd, BEEIZ. AL Impact Package (2%, Impact
Accelerator O&H 7 5 % 1 7' )26 Impact Accelerator % i K 2 -5 % CTIRIFFZF]
AcxEd,

ServiceNow may add to or otherwise modify the availability of engagements
comprising the Impact Accelerator Catalog in ifs 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 X, HCOCO¥KHZL Y. Impact Accelerator Catalog # k3 % =

V=T A ORI HAME~DBEMEDOMETEZITOLAENH Y £T, Impact

Accelerators ®HITIE, FREDHIR S LB o'V 7 AR A MO BEREICKH

LT, &2WITHIEA O R — MIFEE L2 FRICH L TRIETE 20 b0 b

b0 FEF, - AHIRICE T 258X, Impact Accelerator Catalog % Z i

BLTEE N,

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.

BEMIX, ServiceNow Ofiflin— R~ v FICRICT 78 AT 52 ENTE, 7

4= KN T EATHTZODREE v v a ST N2 60ET, BEE
OReY 7 = A MIBERSNETH, RIELSNERE A,

Customer may request workshops hosted by ServiceNow product and

domain experts on topics that are relevant to Customer’s ServiceNow product

Advisory Sessions portfolio and their digital transformation journey.

T RAALF Y —& BRI BEHED ServiceNow iR —F 7+ VA BIORTF OV T AT

vav — A= 3 VIR IC RS A FIHIZ OV T, ServiceNow O#f, « KA A L mH

N IR FEREST DT =TV a y TR T LN TEET,

Product Sirategy
Sessions

RAMEEY S g

Customer may consume Adyvisory Sessions in half-day (4 hour) increments and
will receive 6 days each quarter of the calendar year for the length of their

Impact Total Package Description 7
Impact Total Package fAfE


https://docs.servicenow.com/

Effective Date May 19, 2024

servicenow. S 2024 4E5 F 19 1

Impact Subscription Term. Any Advisory Session days that remain unused at
the end of the applicable calendar quarter or partial calendar quarter shall
expire af the end of that calendar quarter and shall not carry forward into a
new calendar quarter.

BRI, ¥H (4 B BT RAAL T —k vy g v 2FHTE, Impact
YT 27T g R, BRI 6 Aoty v a v EZITHI ENTE
F7, B EIZZ2O—HOPMEOK TR TREHDO T KLY —F v v
3 OB, YEENEHERIFA TR L, ROBHEHITITHR S EE
Moo

Customer may not consume a future quarter’'s Advisory Session days in the
current quarter.

BRI, BATOB LIS W TRERDEIE O T RAALHF Y —F vy a0
HEAEFEHATHZEIETEERA,

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

CM iZ, TRAA TV —k v g VOKEOREZITWVET, BEEI., By
2 ARFEOKNZ 4 NS 6 WE ORI AZE T 25 Z L 2B EICANLILERH
iﬁ—o

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).

U —27 g vy BT 5 ServiceNow D U YV — 2%, i &7z A% & FEc
20 ET BIZIE 1V HOT KL P U —F v g 02 ServiceNow DY Y — AN
2HBMUTHA. 2Dy va ARSI LIZRVET) .

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

J& DU 72 Ze W DWW T 5 S a 7 KAL) —k » v a o BEUT,
#2494 % Impact Package 125 U THsy S E T,

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
EXpeI’f Sel’ViceS D engogemenf&

sl = OHEREIE, ServiceNow 7B EHEA L5 A LB ARk LT (F 7= 12 RIB
ICHEA LT BB I B REEDNRIN LT ServiceNow DFE/NA— M F—I2kt L T) .
ServiceNow @ Expert Services DI AIZ D& 15%DES R A2 524 L £,

Expert  Services
Discount

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

used.

ZOfE5IEIE, Expert Services O M ICHEH S, BEBEOFERIZWIZ X HE

GEREIIPFHTE EHE A, EIEROFERIZWNITONTSGE., 2 DOESIFEDOI L

RN FOMEBIEPEH SN 5608350 £7°,

This feature provides Customer when purchasing directly from ServiceNow (or

] to Customer’s selected authorized ServiceNow reseller when purchasing

F—=v7 O indirectly) with a 20% discount on purchases of ServiceNow Training offerings.

5l T OHREE. ServiceNow 7B EEEIEA L3 A BRI LT (F 7= iX R
\ZHEN L2 A T B R EIR L= ServiceNow DFRE/S— hF—IZx L T)
ServiceNow @ k L'—=2 7 D A2 & 20%DEGI &2 #AE L £,

Training Discount

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.

ZOfESIRIE, M L—=2 VT OFAMIRICEH S E TR, —EEARSA RS Y F
T HHIRIT, =X A= T T T L (FAZ—FE) BLOAVAZ L L—=
YIY— BRI TE £ 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.

ANIVARAF X L DFEIT, HEA VAT ADIERK., BXOEEAS A X A ETORED ServiceNow
HEOTELA ML —Yvay, FREFZONTANEED, MENRT 7T 87 4 (LLF THieT 7
TAET 4] WD) ELELTHHTED Impact Deliverables, Impact Accelerators, %7213 Ot
® Impact 2R —x%> b UUFHEE. lmpact 7277 4T 1] &v9) IZiE, SN EH S
T, WRT 7T 4 BT 1L, %4 T D H ¥ r s B L0 Impact Digital Experience % 7213% O3
IR SNE T, BEEPHET 77T 4 €T 4 OFETENLE LTS Impact 777 4 BT 4 3R LT
L. O SM1T Impact Digital Experience Zi# UC, £72135%Z 0 72 DICREDIRBLIZB W TE
D OEFFE AW U CRERICIER SN, BUTHMET 77 4 7 4 OFRMZICEIET S TOA
BERICEAINET,

Customer can manage its users’ ability to select such Impact Activities that require Supplemental
Activities using permissions management functionality through Impact.
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BEEIZ, Impact IC X AFF I EHEMEEZGEHLC, fik7 774 87 420 ELT 5 Impact 777 «
BT 4 HRIRTEX b — s EHT N TEET,

ServiceNow Provided Resources
ServiceNow 3 Efit3-3 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 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 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 subconfractors 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 subconfractors may not seek
payment (either directly or indirectly) from Customer.

ServiceNow 1%, AfHEEEIZES< ServiceNow DEEDO R E - ILI—EHOIBITICOX, H=FDH—
EAT BN X —ZNDOTHEFETDHILENTE, BEKIT, ZOFE="F0Y—b 27 a1 ¥— (K
BHIFEIEA SN DT — X REEEICRBWL T MREAEE ] Lvw)) A, Impact Package #1RAE9
L1202, BEROT—% (Y%7 —XIEENIBAT—F2ET) ZAHT L EICRELET,
B 2 RELEE OWBIICET 2HEL G, AENPICHK T HERH D & LTH, BEMKIL,
ServiceNow (2% L. ServiceNow DEZEDBITICOXHE =F DY — RS a M ¥ —|ZKETAI L%
FFHELET, 72771, ServiceNow 13, REMLERE (26 L, ARERICHE-SL ServiceNow DF — & {134
R EFAFEOREREZMHFFT 2L OZTRL, £, BEELSVDODTELNL T —EAT (X —D
F— AR T A AP R BB M A2 ER T D Z L 0Kt E 0 £3, BRI RN HBER
LT O E AP 2B & . ServiceNow 2% Impact Package #4212, BEEEIL. ServiceNow 7»
Ltk I D Y v —RZx LT, BT I Impact Package Z1RBET 572012, BEHED A A X
VANSNDT IR AEFFA LT NIER Y £ A, ServiceNow L. BEEEOELSCRIEAIZSX, H
HOVELSCARIES LRI —UOEEEZAWVET, ServiceNow %, FitEFITKILH &, F721FX
O RETHD ETFREINDFMIDIILNIZOEFMLEAAV, ZiEELTITBFRICH LT (BEEMICH
MHEEAICH) XPWERD L Z L EH D FHA,

Customer Provided Resources
BERPIEMET Y V—2X

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:
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BERRIT,

Impact OV 7 A7 Y 7y g VEIBT DY T A AU X MY, ITDY VY — A%

T sb0L LET, FH—DU Y —=ANEROG 2 FHMET 5 & BAMRETT,

Customer
Resource

BEHDOY V—2

Business Analyst

EORRATF U R
k

Responsibilities

HiE

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

Tyl FOEERBRELEEL, EVRALO=— X2 — P —DE R E X
P—U—& LT#A, Zhzd#fEL, BERL, &L, o2 ERLE
£

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

Ent i
Ar:c(;ri?:zf systems, including any necessary policy or organizational requirements.
_ _ Helps guide the Platform Owner to align with technical or functional

1/57:—7"74'1 standards.

(e TSRO DB R B A, S OWEE, 70t X3 L OE DML AT A
IZOVTOREBA SR L, il L E e Lo BRCEA TS k5. 7T
v N7 d—hA =Tk E R ET,

Executive Primary strategic contact for ServiceNow.

Sponsor ServiceNow & #5425 F27- 2 B4 &

TSI TF 4 TR
Ry —

Platform Owner
I b7 F—A
F—J—

Responsible for the overall accountability of the ServiceNow platform.
Provides leadership and oversight to the System Administrators, ensures
team alignment to business strategy and the ServiceNow roadmap, and is
actively involved in the overarching governance of the platform.
ServiceNow D77 v 7 — AT 22BN RHHELEZANVET, U —4F
— L LTYRAT AT FI=A ML= —%FBEREL, BV AEKELE LY
ServiceNow D wu— R~ FIZ0iT CF—LOEEL RS L LI, 7T > b
T F— D OEFER IR T T AT FERREIZ B D A A E T,

Business
Owneir(s)
EYVRAA—F—

(BELDOBED
D)

Line of business service owner(s) outside of IT.
ITZER<, EVRRAP—ERADF—F—L LTO—HDORE

Process Owneir(s)

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

igggiéig ServiceNow D7 7 U /r—3 5 VINIZBWTEIESN LK T 11 2D EHEINDOE
n) SO ARERICOVTHY T B EE ST O HM%
System Maintains the stability and usability of the ServiceNow platform by

Administrators

performing application maintenance, managing support for cases related
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VAT AT FI= to ServiceNow applications, and contributing to ServiceNow software
APl —F— releases by delivering configuration tasks and features.
TSV = a L ORSFE ER L, ServiceNow O7F 7Y r— g ZBEET S
FHOYR—FEEFEBL, »oar 74 Xal—TalOF A7 OMEEZ I
HZ &1L ServiceNow DY 7 b =27 VU —RIZHHETHZ LITX- T,
ServiceNow 75 v b 7 o — LD ENE & G RAMEEHER L ET,
Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEHH L —=> 7 a—2%ET L, EEEOL L TRESND
VAT LEEE (KIK24)

Travel & Expenses
% - R

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 fo destinations outside of the Domestic Location will be reimbursed by Customer.

BB DEDMNIRNRY | ServiceNow %, Impact Package 2> R—x > b & U E— F TR LT,
ServiceNow ® U Y — 2 Impact Package # %R — F T 25 72DICHERKLERES, BEED
Impact Package (21X, Impact Team (2 X 2 BFEROARM ( THIAYE] OFEE OFTTEHIC K 0 H] W
h, FEFTEE T A CCEICRE I, BEEO TEAA] & LTTRIRENET) 2815
F oA ARG ENET, ERNILELSN O A b ~OFFMI 05 BB 2 kBT, BRENAM
LET,

Impact Package Warranty
Impact Package DARFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Customer notfifies 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.

BEEMN, @A LRV Impact Package a2 v R—x > b O#RMEEZZ T EH 30 ALUNIZ,
ServiceNow (ZH %Rl G &5 S8 =84, ServiceNow X, H 6 DRI T, BEHEOME—DRF L L
T, AMRREICEHOBEBERBEHEICOE | YAHEEGERIET D X O EE LOGEMNREE N 21T 5 D,
Impact Package ##& T L. #& T HLUEOMEA L72V Impact Package (281 % Impact #7227 U
7a VI OBRABIRIOS CEHAEFE OV T 22 ) 7y a VB R BEFICH VR LET,
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Additional Specifications and Requirements
B4R & 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
does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (2i%, ServiceNow 225D 7T R A3A ZAHERHEIENE I NI HENH Y £
D, BRI, Yik7 RS AHERFIH 2 BT 2 0 &0 T 2 T X TOREIZHONT, B
BHROBDETAA D ZLICFEEBELET, BEKIL. ServiceNow DRET 57 R3A 2 HESE
D AEIIRT R 2T 2 b DO TIERL<, 20 WRLEROBETICET2RATH R
WZ EEHPRIIC T L, ZHIZRIELE T,

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 D#EEEIMEIZ DWW TEBEMHEE OB THEICAEE LA D 4
HEELAIZ, B8 E ==V A b F—A (=AY TF— L) 2RO EGHEB L O
E MR T DT OICEE LGN Z#ITH> DL LET,

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

ServiceNow 2NEFIZFRE LZRWRY . Impact Package B X ONZDfEF & LTA U B EWIT
JEE TR S U E T,

ServiceNow is notf responsible for delays caused by Customer or any third party (excluding
ServiceNow subcontractors).

ServiceNow 1%, BEEF-ITHE=F (ServiceNow DZEFLELEEL) #REREE LTAU-E
FEIZKT L CEEEZAWVER 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.

BEEIT., BEEOEEESCNREADL Impact Package O EMNCINZ - AT 2 ETe, BEE
DOREEBCMRBEANDERIZIT, 725 ONZ ServiceNow [ZHE L 723X To7F—% | Bk LG
WOIEMME & 2SN T —OOELEEZAVET,

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.
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BMHESND I AX~—H KR — &R, Impact Team (. ServiceNow o & #E & 3% H
(ServiceNow F 7= 138O MAR B k<. ABANS AR £ TOHRT 8 B L% 6 FEE T
DHHLO R 12, BRI —E R &8R4t 9,

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 U 7 a VEIBNICRI Shigdolza VB =3 v ME, RAFEEICHY B 2
LIXTET. BRI EZRY, BIMOZ LYy RMfTEESNDLZ R, 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
to the Impact Digital Experience may require multi-factor authentication by Customer.
Impact Package (ZB3 % ServiceNow 76 DIREFRIAIL, E A —/L, EiFE 721X Impact
Digital Experience % L T{Toi, BEHIL. Impact Digital Experience (7 7 £ A %72
DICLEERIAN MR L R DGEN DL EE THRLET,

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

o= AR —x M, Product Documentation #- k (https://docs.servicenow.com/)
WZRE#HD &30 | ServiceNow I[Z X > THIFESNAEERH Y £3, 7272 L, ServiceNow I3,
BEFED Impact 7227V 7y a HRF, Impact Package 47 7 U > 7 ORI L
NaFBELRBTLEIZLEHY EHA,

Exclusions
1 A kRSt

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

Impact Package ZHEA L7 BEERDOZ 0, HECEICH RO LB Y | Impact Package % #)
HT 52 EMTEET,

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

{i#l = & Impact Package (X, H—DRAT 4 » VREIZEH SN D TH-> T, HEDKA
T4 7BREAZBUCHATLZ LIETEEEA (Tbh, BRI, FedRAMP 5 L UMEkR
OHEAT —FHRAT 4 VITBREICKRAT 4 VT ENTEEEDOAL LV AZ L AIZDONT 1 20
Impact Package #8452 &N TEEHA)

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
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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 1%, BEOY T 227 ) 7L a NG ENDIRPIDOAEL L VI ERE A R
2o ARG, AEORFEBIOIEREFA VAZ L AZOREMAT 22 LR TEET, Impact
Package X, BE, 7, POV, T IFR# T 5k L CREKICIRIE S NS A v AX VR
REDBEDA L AZ L ZTITHEHENER A,

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

Impact Package 1. ServiceNow O#Hiz>& | ®GEA OV R —h, —E R F 7= 13BHEH
FENEHEND HLOIZOWTTTEA SN EH A,

Impact Packages are not available for:

Impact Package (&, L FIZOWTHFIHTE £H A,

e Domain-separated instances.

o RNAAUDEEA L AZ A

e  Managed Service Providers (except for their internal use)
o IRV RY—ERT AL F— (NETHHT 256 %2R<)

Certain Impact components may be limited for the following:

Impact DFFED a2 R —x 2 M, LTICEALTHIRSNW 25603 H D £,

e  Customers hosted in certain restricted environments.

o  HFEDOHIEINTERE CTRA M TV D BREER

e Self-hosted customers

o  EATERZRMIOKEL

e Offerings not deployed in a ServiceNow data center.

e ServiceNow 7 —# o ¥ —TCHfkEhTninwt 771U 7

e  Customers who opt-in to region-specific support offerings. #ilik[E A @ ¥ — MEHELIZ[FE
BELTWDREM

Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.
FIEEDED RV IREY | Impact Team (X, A > 7TV AT —vay, ar74X¥alb—ia,
ALy THRET T P L —=0 T 2TV ER A,
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