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Impact Advanced v3 Package Description
Impact Advanced v3 Package 11%&E

ServiceNow's Impact Packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Customer depending on the
level of Impact Package procured by Customer. This Impact Package Description (“Description”)
is subject to the underlying agreement between ServiceNow and Customer (the “Agreement”)
as referenced in the applicable ServiceNow Order Form or Use Authorization, as applicable (the
“Ordering Document”). This Description supplements and modifies, as applicable, the Agreement
with respect to the Impact Package identified in a signed Ordering Document between
ServiceNow and Customer. In the event of any conflict between this Description and the
Agreement, this Description shall control with respect to the subject matter set forth herein unless
otherwise expressly provided in this Description. All ferms 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 Packages (Zix, $R—+rY— A TA~ALT Y YV —R HABFIZL LV —
EADORME, T4 AB T FBXOBINRR T 0 v ERE TN, BEENEAT S Impact Package @
L LTt S E 4, 2D Impact Package fakE (LUF TARMAARE] L)) 13, BEE. %
9% ServiceNow DA —F—7 x—LFEZIIMEHFTEE (ULT TEXSGE] &0 )) IZBWTELSN
%, ServiceNow L BEMEDOHOEK (LLT TARZK) L) oxtgee e £3, RAEREIL,
ServiceNow & BEHE & DB OB4 3 OESCTLEICB W THRE Sz Impact Package I LT, A%
MAEEEMENPMEIET 2D T, RIS L REN L OMICHEER H 256, AAEEIZHBOH
ERTRVIRY | AAERFEOTHFERICE L T, AARENELE L4, AMEFITERS DL TR
TRTOHFEILX, ARNICED N ERICENE T, REEREOFFER & HARGER & O M HLEE ) &
LY. FEEMDMESE L E T

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

ServiceNow %, BEENEA L7Z Impact Package (26~ T, BEEEICLLF O a v R—3 > b & fEfk
L\iﬂ—o
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Description

NE

Impact Application The Impact Application allows customers to install, consume and
manage certain Impact capabilities to which they are entitled, to
communicate and work with the Impact Team, and to visualize helpful
data directly on their instance.

Impact Application TiX. BEHEDEEA SALTZFFE D Impact OFERE % A
YA M=, FH, BETLZENTEDLLIICKRD EE BT, Impact
Team ([Zi#E#E %A &V | Impact Team CdfE L, GHART — X2 VAKX v
A FCHEBEASYET A2 ZENTED L2720 £7,

The ServiceNow Impact Application includes a required data
synchronization (“Data Sync”) with the ServiceNow internal Impact
Delivery Instance (IDI, defined below). Data within the Impact
Application will be transmitted to and stored in the IDI. The IDI is a
centralized ServiceNow environment utilized by the ServiceNow
Impact Team to help Customers manage Impact capabilities to which
they are entitled. By using the data synchronization with the
ServiceNow Impact Application, certain data will be transferred
outside of Customer’s ServiceNow instance to IDI, which may be
hosted in a different Data Center Region from Customer’s originating
ServiceNow instance. For the avoidance of doubt, data synchronized
with IDI'is not Customer Data under the Agreement (though it remains
subject to the confidentiality terms agreed between ServiceNow and
Customer). Customers will work with the Impact team to enable the
Data Sync. The Impact Delivery Instance (IDI) is the central ServiceNow
instance used by the ServiceNow Impact tfeam.

ServiceNow Impact Application (Z1%. ServiceNow @ N Impact
Delivery Instance (LAF TIDI} W, DITFICERT D) L OSERT—
ZOMY (UTF IF—2REHB] L) ZEFh TwE7, Impact
Application NOF— %%, IDI IZ#E% S 4L, IDI N TRFEEE T, IDI
1. ServiceNow Impact Team 73, BEEOEA Iz Impact OiEE%
BHTLZENTEDLIICTHEDICFIHTS ServiceNow D4 HL
BEE T4, ServiceNow Impact Application TF —# [A#fi &2 H 92 &
FEDT — 2%, BEEED ServiceNow A > A X » A5 IDHCHRE S E
9, DX, BEEDOITLO ServiceNow A V AHX A L FBloTF—2 &4
—HITHRA NI TWAHAERH Y T, ok, RFEEBIT D720I12H]
FLT AL, IDI LR EShET =T, RENICEIT D THET —# 1 12X
U LEHA (7272, 5l&Efix, ServiceNow EBEHEDOHMTARE
WIS RFFRIEOR G L 720 £3) , BEKIL. Impact team & E#ED
k. F—x R EFEITL ET., Impact Delivery Instance (IDI) i,
ServiceNow Impact team 23ME 9% ServiceNow &> NI LA A X

VAT,
Impact Delivery | The Impact Delivery Instance (“IDI") is @ mechanism to help Customer
Instance and | consume and manage Impact capabilities to which they are entitled,
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Increased Access to
Support

Impact Delivery
Instance B L O H—
DT 7 E2ADM L

fo communicate and work with the Impact Team, and fo visualize
helpful data. For Customers using the Impact Application, the IDI will
serve as the instance to which data will sync to and where theirImpact
team will access their Impact data. Customer may access the Impact
Delivery Instance [https://impact.service-now.com/] (or such
successor site).

Impact Delivery Instance (LAF TIDI) &vv9) X, BEA SN Impact
DOBREEZBEHENFA L, BT L ENTEDLEICTEHELEBIT,
Impact Team (g% & 0 | Impact Team CEEO . FHRT —% %
AT 22N TELEOCT LD OMEMA T, Impact
Application A+ 2 B0 DI X, T—2OREEEL 20, £,
Impact Team 728 Impact ¥ —Z 7 7 v 2T 54 v AZ A L L THfE
7., BEHIL. Impact Delivery Instance[https://impact.service-
now.com/] (£72iXZDHMPI A 1) ITT 7 EBATHZENTEET,

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

Support Portal ~®O7 7 & 212N, BEEKIX, Service Now O — |
A= VIR HOBFHEEFICEFTHZ LIV I AF~v—P R — M
WKETHENTEET,

Access to IDI may be unavailable to operate differently in certain
environments, including but not limited to restricted or self-hosted
environments.

IDI ~D T 2t X|F, HIRINTEREEFEITEN THR MRERE, FFED
BRI TIZFIH TER VY, FLITERSEH P L INTOSHZER DD F
75

Case Target Response
Times and Target
Levels of Effort

BESEREE BED
Bhr~L

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

LIFORIZEHD LBV . BEROARZKNE D 5 BEEISERH & BEEO
BhHL~V e EELET,

Target
Response Time

Target Level of Effort

BEZ A v~v
SEEIN S|

P1 15 Minutes Continuously, 24 hours per day, 7 days per
15 %% week
HWRE, 1 H 2405, # 7 H
P2 1 hour As appropriate, 24 hours per day, 7 days
e per week,
1 H24 150, #7 BIZBWCHE
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P3 1 Business Day As appropriate, Monday through Friday,
1 Hh 7AM to 7PM Local Time
BUARER C AN D&M, TRl 7 O FE% 7
REE CORTHEE

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

BUHIRE[E] C A WED DR, PRl 7 B DA 7
I £ T OO T e

“Local Time", for the purposes of the Target Level of Effort in the table
above, means the regional time window of Monday through Friday,
7:00AM to 7:00PM, chosen by the customer from the available options
(upon set up) in Now Support when Customer Support personnel are
addressing Customer’s cases. ServiceNow will provide visibility fo
Customer’s regional Local Time window within the Support Portal.
FRFOREE N LB NT, TR &3, P RAZ v —FF—
N OHYBENRBEED 7 — 23t L TWADIGAE . BERDY GRERID)
Now Support THIHTRE/R A7 Y a v inbiIRE N GRE%R) HEND
SREDHT7 RE D P4 7 R E COBHIK ] O Y AR — MR H 2 WD E T,
ServiceNow %, Support Portal WNC, FEARD Mk o B HEER O R —
I IRFE A 22 TARAL L E

Customer may designate up to five (5) named individuals who have
been trained to administer the Subscription Service to request
PAREE A — k 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 tfarget
response time (as defined in the CSA or Impact Package Description,
as applicable)
BEMIL, ServiceNow 77 v F 74— b EOEHFED AR <A XITHIT 5D
Bt et 720 R A5 & iRk 4~ B BRIC ServiceNow DY R— b= V=712 L%
KEEERT DD, BT A7) T a - AOFEICET S L
—=U TR 5 HAETOEMALEET 22N TEET, AREIR
— Fr—21%., (CSA %7-1% Impact Package tEEEE (W Fhmeg+
5H) \IZRHEHDOE D) P3O BEFEISEREM ORISR ERD £7,
Scope of Developer Support!:
BRFEE DR — ~ OFiH

Must be less than 200 lines of code.

I— NTEIN 200 K& TCTH A Z &

Must be on supported version(s) of

release/feature/application/hardware (i.e., n-1).

D) —AMERE/ 77 ) r—> 3 [N— K7 27D R— bR AA—

3y (Thbb,. nl) THEIL -

Developer Support

Impact Advanced v3 Package Description
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Does NOT include troubleshoot/debug of third-party applications
or assessment of security vulnerabilities.

E=EFOT7 7)) r—=a il bhANIT N a—T 4 T[T AT
FroldFa ) 7 A HESEHEOEETE I LI L -

' Developer Support may be unavailable or delivered by a modified
delivery model for Customers in restricted or self-hosted environments.
VBIFEE VAN — ME, BRI LRI FE F 1T T R R GE DI E RIS
L TS AR DBGER DV, FLEIZEEIALELERITOT I NY —
ETIANZL VBRSNS GEDRD Y FE T,

Instance Observer
AL VARE VAT T —

N—

Customer may designate up to five (5) named individuals to access
Instance Observer.

BEKRIL, A VAL AT T =N=IZT 7R T HEANE 5 HFETHE
THZLENTEET,

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

A VABUAF TR == (T BEKEOA U AZ U RERAT 4 T
577 "7 =L, TV r—2alBLOA VT ITANI I TF v —D
N7 =~ ABLOAHMEICOE, 6 7y HHEOEHR Y — XA 284k L
ij—o

" Not currently available for Customers in restricted or self-hosted

environments.
|\ BITE, HIRE LB F /ol TR R B D I BRI LTI
AEHA,

Support Account
Manager

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

Enterprise Support Account Manager (SAM) . Impact %727 ) 7
a WY, BERREEEL TR~ A XS Tc AR — MRt L
R Enterprise SAM o 7 7 5 4 © T 4 % .
https://www.servicenow.com/upgrade-schedules.html (2 g # & 11 7=
Support Account Management-Impact Service Description IZE % 5 5&
RZHED bD L L, O Z IR 5 Z LIS L D AEAREFICHAIATN
6D EMRBICHRINET,

Impact Team

The Impact Team Includes a designated successresource (as
described below) and other ServiceNow subject matter experts who,
upon Customer’s request via the Impact Delivery Instance or the
Impact Application and in accordance with Customer’s applicable
Impact Package, perform and provide the selected Impact
Deliverables. The designated success resource is Customer’s primary

Impact Advanced v3 Package Description
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Impact point of contact, providing program management oversight
and driving Impact Deliverables. The designated success resource acts
as the Impact ambassador, curating the Customer’s content and best
practices and makes recommendations based on desired goals and
product mix.

ImpactTeam (21%. fEESN=H 272 v —2 (UTFICHHATS) BX
CE Do ServiceNow DFFESFB OHEMAZ NG £, ZhbDOHFIL,
Impact Delivery Instance F£721% Impact Application % U7z B &40
HOERIZIGE U T, BEKOEYT S Impact Package 1ZHE-> T, &R
Sn7- Impact Deliverables # 3t LU L EJ, eIV 7 &
20 Y —=21%, ImpactiZBT 2 BEEDO EZHEEEATHY, Furs 7
L~V A2 FEEE L, Impact Deliverables #{g L £4, & Sz
PR V=A%, ImpactD T ARy H—=Lix)  BEEOI LT Y
RNRANT T 7T 4 AW - EHE L, IS BEE R X ORI

FEOWTEREZITVET,
Impact Operating The Impo,cf Opqro‘ring Model will comprise, in accordance with
Model Customer’s applicable Impact Package, a catalog of Impact
. = Activities, including but not limited to, Impact Deliverables and Impact
Impact EHE7 /v Accelerators, designed to assist Customer’s utilization and leverage of

the ServiceNow platform.

Impact IEHET /VIX, BEEOZ YT 5 Impact Package 1276V, B%
RIZ X D ServiceNow D7 T v b7 4 — LOFHACIER 2 X BT 57200
Impact 7 7 & 4« ¥ 7 4 (Impact Deliverables ¥ & 8 Impact
Accelerators &GN ZNGIZIRE SN OB Z a7 nbiShE
R

Impact Deliverables

Impact Deliverables may be provided:

Impact Deliverables (%,

by the Impact Team, via the Impact Delivery Instance or via the
Impact Application; and

Impact Team»* & . Impact Delivery Instance % U C. £ 721X
Impact Application% & U T

as either a one-time activity or on a recurring basis.
1ERY DT 77487 4 & LT, EFMmICRESN G0 H
D E£9,

The following are illustrative examples of Impact Deliverables:

PLUFiE. Impact Deliverables @34 ¢4,
Value Blueprint — A prioritization of objectives, outcomes, and
metrics based on Customer’s strategic imperatives.
N 2a—=TN—=7"1 M- BEEOEIEHTREICIES < HE, R
K OEIE DS ENAALAS T,

Impact Advanced v3 Package Description
Impact Advanced v3 Package fLiE#E 6



servicenow.

Effective March 12, 2025
FhH 20254 3 H 12 H

Customer Impact Plan - A plan to capture the activities,

competencies, and applicatfions aligned to the Customer’s

success goals.

IR E~<—Impact 77V —BEEO BIEERIZEDE T 77 4 T

S, AVET V=BT S =g VERGT 572D DT T

<o

Capabilities Map - A reference document created to reflect

Customer’s current application usage, integrations, data model,

capabilities, and instance activity.

Bt~y 7 —BEKOBEDT 7Y r—a COERRI, A T

Jl—va v THETI, EREBIOS AL AT T 48

T4 2 L TR S L2 2 IOGE,

Product Adoption Roadmap - An analysis of key features and

functionality for minimum viable product and future phases,

against areview of Customer’s current strategic plan and program

objectives.

HWFEAD— Fvy P —BEHKOBIEOMIE T 7 VB LT v 7 T A

HEDO L E 2 —iZxtT 5, ERRNROELBIOCASHD T = — (T

B9 % R E L OMEREIC DU\ 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 on the ServiceNow Product Documentation site
(https://docs.servicenow.com/).
ServiceNow (X, HCOHWHIZEL Y, BXa ZITBMERIIEE (T
AMbVET, L, BEEDO Impact 7227 U 7 va VI
ServiceNow (%, Impact Deliverables % i@ U CHIH FIERME DR AR 72 3%
WrZELIEH L2 bo s LET, Impact Deliverables @4 4% v 7' d
B B B 1 . ServiceNow @ Product Documentation ¥ A k
(https://docs.servicenow.com/) LIZHEEF I TWET,

Impact Accelerators

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

1[EIfR Y Dlmpact Deliverables, 3 X UkgERI 72 impact Deliverablesiz
Mz, BEEZX. Impact Accelerators CataloglZ fit#d & B Y Impact
AcceleratorsiZ7 7 ¥ A5 Z v TE £,

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 separate purchase and may only be utilized as part of
an Impact Package. Only a Customer Authorized Contact may

Impact Advanced v3 Package Description
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request Impact Accelerators.

Impact Accelerator Catalog 1% . ServiceNow @ Product
Documentation¥ 4 | (https://docs.servicenow.com/)IZHa# S 5 |
ZALEy—NY 2— (TTV) ZHEKBEO D ETREKREIET L2 —E
HWPHOA 7 7 U 7T APED Y A T, Impact Acceleratorsi
B CHEANT 5 Z 1L T& 9, Impact Package®—# & L CHOHF|H
TEET, BEEORERYE O AN IMpact Acceleratorsz Esk4 2% =
EMMTEET,

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

ImpocTAcceIerGTors 1L, AR — MRIBROESERIZIS U2 T e s

IHBEIENTWET, BEERIL, A L7ZImpact PackagelZ ey,
Impoct Acceleratorm -4 7h # 1 7' bimpact Acceleratorz i K 1
OF CRIFHCFIHTE £,

ServiceNow may add to or otherwise modify the availability of
offerings comprising the Impact Accelerator Catalog in its sole
discretion. Certain Impact Activities may not be available to
Customers in restricted or self-hosted environments.

ServiceNow!Z, B CO¥WIZ LY. Impact Accelerator Catalog# #i
B4 77 UV ORI AES~DOEBNZDOMEREZITOLERH D £
T, Impact7 7 7 4 €7 4 OFIZiE, HIRESNIZREE 3BV THRA
FEREDBERRICK L TRETE VWb bH 0 7,

This feature provides Customer when purchasing directly from
ServiceNow (or to Customer’s selected authorized ServiceNow reseller
when purchasing indirectly) with a 10% discount on purchases of
Expert Services DfE5| | serviceNow Expert Services engagements.

* Z OHEAEIE. ServiceNow 7B EBEA LA B ERICH LT (£
IEREIEAICHEA L2 A X B RN EIR LT erwceNow DFE/S— R~ F
—IZRLC) ServiceNowO) Expert Services DI AIZ DX 10%DfES| 2
ZERAE L ET,

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.

:@ﬁi%lﬁ %, Expert Services Opsi Ik I S 47U, BEEROFFILY
CEBMBIRE IO TE R A, B ROFEFMLZEIMTONTBEE, 2
00)@9[4@0) D BIRW T OESIEPMEH SN AGE1H D £7,

This feature provides Customer when purchasing directly from
ServiceNow (or to Customer’s selected authorized ServiceNow reseller
h—=r7DEBI®E | when purchasing indirectly) with a 15% discount on purchases of
ServiceNow Training offerings.

Expert Services
Discount

Training Discount

Impact Advanced v3 Package Description
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Z OREREIX. ServiceNow 6 EHEA LA IXBERRICXH LT (£
IXRIBEICHEA L7285 B X B B0 3R L 7= ServiceNow DOFBE/S— k-
—Z%f L C) . ServiceNow @ FL—= 7 DOEAIZSX 15%DEE| =%
L £,

This discount is applied to the commercially available price of the
Training offering. Some exclusions apply. Discounts cannot be applied
fo Expert Programs (Master cerfifications) and Custom Training
services.

ZOfEBIFRIE. P —=2 7 OEAM I S vETA, — R RS
N ET, [HERT, —FARR— " TFarTh (wAX—HE) BIO
HAL LR L —= T —E R IEATE EEA,

Consent
mIE

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 Deliver Instance or Impact Application. Should Customer select an Impact
Activity that requires performance of Supplemental Activities, the supplemental terms will be
presented to Customer either via the Impact Delivery Instance, via Impact Application and/or
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.

ANIVAAF X U DEIT, BEA VAL ADIER,. BEOEEAS v AX A LETORED ServiceNow
KGEDTES A ML —var, FhiF3zhbonTinzeagie, MEne7 771087 4 (LT THiZ
TIT4ET 4] EW9) EMELTHEED Impact Deliverables, Impact Accelerators, F721%%
DD Impact 2R —x> b (UF#EE. [mpact 7277 4 7 41 o) (ZiE, wegtEm3 5 A
ENET, MET 7T 4 BT 41X, BN T H X u B X Impact Deliver Instance % L < 13 Impact
Application £721ZZ 0N T N EINET, BREESMHET 77487 1 ODEITELEL TS
Impact 727 7 4 ©7 4 ZRIRLTI-4A. O ESMEIX Impact Delivery Instance #3@ U C, Impact
Application i@ U T, FHIZHEDOTDITFEDRIICE N TEDOMOE T FE A28 U TREKICHER
S EETDMET 7T 4 ©7 4 ORMZICEIET A TORBERKICEHA S E T,

Customer can manage its users’ ability to select such Impact Activities that require Supplemental
Activities using permissions management functionality through the Impact Delivery Instance
and/or Impact Application.

BERIZ. Impact Delivery Instance 3 XU Impact Application £7213ZF DWW hnz i@ U CiFaE

RN LT, M7 2774 6T 42 0ELTD Impact 777 4 ©F 4 RN TE 52— W —
RRAEHTLZLNTEET,

Impact Advanced v3 Package Description
Impact Advanced v3 Package fLiE#E 9



servicenow. Effective March 12, 2025

FEANH 202543 H 12 H

ServiceNow Provided Resources
ServiceNow 23 @fit42 0 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 subcontractors may not seek
payment (either directly or indirectly) from Customer.

ServiceNow 1. AHAEZEIZHE S ServiceNow DOEBOLHLE - IT—HOBITIZOX, F=FDH)—
ERATBNRAHE— 2D THEERTHIENTE, BERKIZ., ZOFE="F0)—b A7 11 4— (K
BRIFITEH SN D T — 2 BBV UELEE ] L)) 23, Impact Package & #fitd-
LI, BRT—4% (M%7 —XICEENLWMAT — 2 55T) 20T LICRIELET, #Hi
RAREAEEOBMICEATAIHEE S A, ARNWTICHKTOIHRENRH DL E L TH, BEKIL.
ServiceNow 2%t L. ServiceNow OFEEDEITIZOXE =F DOV — b X7 a4 X —|IKTTH L%
FFELET, 7272 L. ServiceNow 13, RERALEEE (2xt L, AREMIZH-S L ServiceNow DT — H {1#
BB ERFORERGZMHRFT LI OERL, £, BEELSVOTHL NS —ERAT B AL X —D
T AR BT 2 BB IE R EER CTEX L 2 ENEM LR T, BIRERNHLILER
O ERFPA AR & . ServiceNow 7% Impact Package # k4 2 Hilc. BFEEIL. ServiceNow 7»
eI D U v —R TR LT, BITHIM I Impact Package Zi£8ET 572012, BEHEDOA A X
VANDT 7R AR L uEe v 8 A, ServiceNow [, EitEH OIEASCAELIZ X, H
D OIELARES LRI YO ELZ2AVWE T, ServiceNow [, FFE¥EHITHKH Y &, 1K
HhORETHD L FRENDIMMOIZINICOEELEZAV, ZitERITBEFITT LT (HE#EMICH
MHEIC D) W ERD D Z L EH Y EHA,

Customer Provided Resources
BEERNEET LI V—2

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:

BERKIL, Impact 0727 ) 7o a VT ORY T A S —U A MY, RO Y —2 %
BT 20 LET, F—DV Y —ARNEROBE*FET 52 & bARETT,

Impact Advanced v3 Package Description
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Customer
Resource

BEEDY J—2R

Business Analyst

EYRXRAT7F YU R
k

Responsibilities

Rt

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

IuYx FOFEEBELEEL, EVXRA O AR - —DTRE R
f—V—L LT, ThzdML, BKMbL, AL, »oBMFELELELE
j—O

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

Enterprise
Archi?elct systems, including any necessary policy or organizational requirements.
_ _ | Helps guide the Platform Owner to align with technical or functional

I‘/é"__7p7’f A | standards.

TX7Ik BRI ERMA E OB E B ORI, 7Y ABLOEOMmY AT A
WZOWTOMBl AR LET, Bl L3l LoBEFIcEET 5L, 77
v N7 F—bA—F—IiEHE 52 ET

Executive Primary strategic contact for ServiceNow.

Sponsor ServiceNow &@%Téifié%ﬂﬂ%?ﬁ%%

eI T 4 TR
NP —

Platform Owner
I b7 F—A
F—F—

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 D7 7w 7 4 —AICET 22N HAFRTEZANVET, U —F
— ¢ LTV AT AT RI=A ML= —%2ERL, EVXAEKE LIV
ServiceNow Do — K< v ZICf CF— L OE#ELZ RS S L2, 7T v b
7 — L OEFER IR T T ANTRERAIZ IR D ML E T,

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

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

Process Owneir(s)

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

7;;;2 j)‘;,gii; ServiceNow D7 7'V r—va VINICBW TEESN LK T 0 ADIEfMENDO5E
0) = BIREFRITOWTHY T D RE 0 B OFIH
System Maintains the stability and usability of the ServiceNow platform by

Administrators

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

Impact Advanced v3 Package Description
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VATALT RI= | TS v a ORSFEFE L, ServiceNow OT Y r—a UZBET S
A hlL—&— TeADYR—RNEEHL, hoar 7 4 Xal—a DX Ay CRex et
T5H5ZLIZLY ServiceNow DY 7 by =7 VY —RZFHHETHZ LIZL - T,
ServiceNow 75 v b 7 o — LD ENE & G RAMEEHEE L ET,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEHHE ML —=v 7 a—2%ET L, EEEDL LTREIND
VAT LERE (RIK24)

Travel & Expenses
& - RE

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

BB DEDMNIRNRY | ServiceNow (%, Impact Package ® =R —x> & U E— T L 7,
ServiceNow @ U Y —Z 7% Impact Package #H AR — F T 257-DICHERLEREES, BEED
Impact Package (21X, Impact Team (2 X 2B FEOARM ( THIAYE ] OFEZEOFTEMIZ X 0
S, FANEEEY T A ESCCEICERE S, BEHEO TENILA] & LTTRICRINET) I2BIT5
F oY A MR EERET, ERLIUANAOY A F~OFRIZ 05 GBI E 1L, BREN AR
LET,

Impact Package Warranty
Impact Package D{RFE

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.

BEEN, @A L2V Impact Package @ =2 ViR — x> FO#H#EEZ T TS5 30 HLWNIC,
ServiceNow (ZH %Rl G 25 HE 7284, ServiceNow X, H S DEIN T, BEHEOME—DRF L L
T, AARFICHHOBEERBEMHICOE, YEARHEEZRET DL OME LORBMNRE 1 %1T 9 ),
Impact Package Z# 7T L., #& T HUBEO@ES L7V Impact Package (28115 Impact 727 1
7y a VHABOBREBARNIIG CTZRHAE OV T 27 ) 7y a VM E BERRICIWR LT,

Impact Advanced v3 Package Description
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Additional Specifications and Requirements
B & 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 (Zi%, ServiceNow 6 DT R AL ZARHER RN G ENDHANH D T8,
BERIL, YiLT RS ZARHER R 2 E i 200G 0T 2T X TOREICONT, BEED A
NELEZED ZEICHEELET, BEMEIL, ServiceNow MRS 27 KA Z0HESE)S | A0 T
RN ZAZRERLT DB OTIFRL, £, WOARDIEHOBEFICET 2R ATL 2V I & Z2RIIC
THEL, ZHUCFRELET,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composifion 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 %, Impact Package OFEHERIRIC DWW TR ERRE O THAICAE LD 4 8
FLUNIC, BERE =V A MF—LA (B—E 2 TF— L) SROF)EGHET L O & e
WY DT DICRE LOBHRE N EZITO>bDE LET,

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

ServiceNow 23 ICHEE LZRW R Y | Impact Package B L OZDOFER L L TA U 5 BT s
TIER S ET,

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

ServiceNow (X, BEEEIIFE =F (ServiceNow OEFLHEFZ ZFR<) &N E L TEUIERIEC
%L TEMEZAWVER 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.
BEMEIL., BREEOMEELRIEAN Impact Package ORI AT-EE 2 &Te. BEEEOHE
EECNREADEBEIT, b WNC ServiceNow I L 72T _XToOTF—4%, ERB I OHEROE
ettt L 2tz oW T U0 ELEEAVET,

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.

Impact Advanced v3 Package Description
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WMHENWD AL ~—HKR—FEZEE, Impact Team L. ServiceNow o £E #E & ¥ H
(ServiceNow F 721 3HHOBER B 2R, HBENOLARE ETOFRI8HINLFH% 6 FETDH
Ho 8 W) 12, BRI —E A28 L £,

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 7o a CHIBINICHH S o7z Impact O a2 R —x 0 ME, RAEEICHRY
BTz &I TET, BRI LR BN LYy RS EINS Z L7, BELEINERA,

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

Impact Package (29 % ServiceNow 75 DImEFIHE T, E A —/L, Eif. Impact Delivery
Instance #i L C. 721X Impact Application % L Tirbi, BEEIL. Impact Delivery
Instance (27 7 B AT 5 7= DI L BRBIENME L R DGANH DL L2 THLET,

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.

Ffio=a A —x> M, Product Documentation ¥ & (https://docs.servicenow.com/) I
LD LBV | ServiceNow IZ L > THiFE SN AL H 0N H Y £, 7272 L. ServiceNow 1%, Bk
O Impact 7227 U 7 g T, Impact Package 47 7 U v Z OEEH R L~ L& L <
KT 2L LT £HA,

Exclusions
& AR

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

Impact Package ZHEA L7 BEERD 05, HEXLHEHICH RO LB Y | Impact Package ##I|H
THZENTEET,

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

Impact Package 1%, BEHEOY T A7) 7L a VICEENIRVDOAEFEB L OEAT A 24
VAEGEL, AEOARABBLOIEREAS LV AX L RAZOREATHZ LN TE £, Impact
Package X, ®E. 7E. POV, F7XMHET LEE LTRSS NS A v AX R

Impact Advanced v3 Package Description
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Impact Packages do not apply fo ServiceNow products governed by product-specific
support, services, or related terms.

Impact Package 1%, ServiceNow Oz >X ®MEA OV R—F, —ERAE 2 ITEHS
ERBEAEND LI W TTEH SN EE A,

Impact Packages are not available for Managed Service Providers with domain separated
instances.

Impact Package IE R AL VBNV —va v VAX U ADYRY R —E AT a3 X —Ti%
FIHCTEEEA,

Certain Impact components may be limited for the following:
Impact DFsED 3 R —x 2 ME, UTFICELTHIIRSNDHERH Y £7,

e  Customers hosted in certain restricted environments.

o FREDHIRSANIZEREE THRA M STV D IBEAE

o  Customers with self-hosted instances.

o BATERRINUL AL ADIER

o Offerings not deployed in a ServiceNow data center.

e ServiceNow 77—t ¥ —THftsiLcnirnwt 77U o7

¢  Customers who opft-in to region-specific support offerings.

o HUEKEA OV AR — MEHEHCFEE L TV DB

e  Customers with domain separated instances under certain conditions.

o HEDOEMETTRAL BNV =YgV AY U ADRBERE

e  Customers with instances hosted across multiple hosting environments.

o HBHDODERART AV ITRETA VAZ U RAEARA SN TV D BEE
Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.
FIBEDTONIRNRY . Impact Team (X, A > TV AT —vay, a7 4F¥alb—ra,
2By THIREZILI N L —= 0 72TV ER AL
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