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Impact Advanced - MSP Dedicated v3
Package Description
Impact Advanced—MSP &/ v3

Package fHEE

Impact Advanced — MSP Dedicated (the “Impact Package”) is available only to an authorized
member of the ServiceNow Service Provider Partner Program (“Participant”) solely for access and
use for the benefit of a single client (“Client”) of Participant specified in the ServiceNow Order
Form (the “Ordering Document”) in which Participant acquires the Impact Package.

Impact Advanced—MSP A (LLF lmpact Package] &v9) (&, ServiceNow @ Service
Provider Partner Program OGS L7c A 83— (LLF [Z0F#F ) & )) OAHFHARETH Y . 22D,
SN D Impact Package AT % 72 O ServiceNow DA —4—7 3 —A5 (LLF [ECCE] 2w
9) THELEZMED 1 7747 LT 2747 M E0W)) OREEDOTDIZORT 7 & A
BIOFHTHZENTEET,

ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Participant depending on
the level of Impact package procured by Participant. This Impact Package Description
(“Description”) is subject to the underlying agreement between ServiceNow and Participant (the
“Agreement”) as referenced in the Ordering Document. This Description supplements and
modifies, as applicable, the Agreement with respect to the Impact Package identified in a signed
Ordering Document between ServiceNow and Participant. In the event of any conflict between
this Description and the Agreement, this Description shall control with respect to the subject matter
set forth herein unless otherwise expressly provided in this Description. All terms used but not
defined herein have the meaning given in the Agreement. In the event of any discrepancies
between the English and the Japanese versions of this Package Description, the English version
shall prevail.

ServiceNow @ Impact Package IZ2i%, AR — sV —, BAT~LTY V= HYEFIILEF—F
ADfEME, T4 AT MBI OEINRR T ¢ v ERE I, BIFE AT S Impact Package @
UG TRt S N E T, 2@ Impact Package fEEkE (LUF TARMEERE) Lv9) 1E, ECCEIC
BWTEKLEND, ServiceNow E2N#E & DORORK (LLF TAREK] o) Oxfgelinn 97,
AAEEL, ServiceNow & BNFE & DB DBEL DO HECCEICB W CRIE &7z Impact Package (2
LT, ARKNZBEEMENOEIET Db D TT, KMEARE L ARK & OMICHLEED H 256 AHEER
FTHNBEDHEN IR VIR Y | RAARFO L F I L Tid, AMEERRENELE L E T, RIEEFITER
ENTWRNT R TOHGEIL, AZPCED LN ERICHENE T, RMEEEOFZER E AARGERE O
MICHEE DN D 2 . SEEIRDMERE L X,

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

ServiceNow [Z. ZME DA L= Impact Package IZit-> T, ZMFIZLLTF DO a v R—x 2 b &gk
LET,
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Description

NE

Impact Application The Impact Application allows Participant 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 Ti&, ZIE A SN FrE D Impact DR
BEA A=, FH, BHTLZENRTELLIIRDEED
2. Impact Team (&% & 0 | Impact Team &L, AHZ
TR A AL A L THEEAGET 2 LR TE DRI E
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 fransmitted to and stored in the IDI. By
using the data synchronization with the ServiceNow Impact
Application, certain data will be fransferred outside of
Participant’s ServiceNow instance to IDI, which may be hosted in
a different Data Center Region from Participant’s originating
ServiceNow instance. For the avoidance of doubt, data
synchronized with IDI is not Participant Data (that may also be
referred to as Customer Data) under the Agreement (though it
remains subject to the confidentiality terms agreed between
ServiceNow and Parficipant). Partficipant will work with the
Impact feam to enable the Data Sync.

ServiceNow Impact Application (2%, ServiceNow O N Impact
Delivery Instance (LAF TIDI) W, BLFICEFRT D) & DNE
n7F—20ORH LT [F—=2RE#] L) REERTHET,
Impact Application RO — %%, IDI ([Zfizk &, IDI N CTHRAEFES
nE4, ServiceNow Impact Application TF —# [@#i & H94 5
L. BREDT — 21X, BE O ServiceNow A A X A5 DT
X InEd, IDIiE, 2EDOTTD ServiceNow A VAKX A L%
BOT =2 X —Hlk CHRA RNENTWLEHEAENRH Y £, 7ok,
SERABT D OICHT T 5 &, IDl ORI EN-T— 213, ALY
B ZhnETr—4%) (THEET—%] LI HEEH0 £T)
WIEZY LERA (7L, 5l&Hx. ServiceNow & &N & DFH
TAHEINTWERFGEOMNSE 2D £9) . & X, Impact
team O E T2 EMAEEITLET,

Impact Delivery Instance
and Increased Access to
Support

The Impact Delivery Instance (“IDI") is a mechanism to help
Participant consume and manage Impact capabilities to which
they are entfitled, fo communicate and work with the Impact
Impact Delivery Instance &5 | Team, and to visualize helpful data. For Participants using the
LGP R=b~DT 7 VAD | impact Application, the IDI will serve as the instance to which
)k data will sync to and where their Impact tfeam will access their

Impact Advanced - MSP Dedicated v3 Package Description
Impact Advanced - MSP # ] v3 Package fHikE



Sel"Vicen V\L Effective March 12, 2025

FENH 202543 H 12 H

Impact data. Participant may access the Impact Delivery
Instance [hitps://impact.service-now.com/] (or such successor
site).

Impact Delivery Instance (LA TIDI) w95 ) X, BEA L2
Impact OEEEZSIENFIH L, BT L2208 TELL912T5
EEBHIT, ImpactTeam ICE#E %A & U | Impact Team &E#EED ||

BRGRT =2 & m b2 2N TE D LT D200 MAT
7, Impact Application Z{FEHJ 2 5# O IDIX, 7 —% ORI
L7200 F£72. Impact Team 28 Impact T —X 7 78 A3+ 5 14
A2 AL LTHELET, 2I&F L. Impact Delivery
Instancel[https://impact.service-now.com/] (& 721x% D% kY A
M W7 78AFT25ZENTEET,

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

Support Portal ~» 7 7 & 2 2hix, &h# 1%, Service Now O 7K
— MR—=Z VR OEFEFICEFHT DI LICE VI AF v —F R
— MIEAEETHZENTEET,

Access to IDI may be unavailable or operate differently in certain

environments, including by not limited to restricted or self-hosted
environments.

IDI ~D 72 & X, FRINEREE LA THX FRERE,
HEEDELT TITFN TE L0, FLITERZEHP 2 S TS84
Bb D E T,

Case Target Response Times | Replaces the Case (Incident) target response times and target
and Target Levels of Effort levels of effort set forth in the Participant’'s Agreement as

B AR & BEE 3%/ L | provided in the table below.
~)v AT ORIZEEHED &0 . SINE OARZKNED 5 BIEIGERFHR & B
OB LIV EEFELET,

Case Target Target Level of Effort
Priority Response Time BAEE S L~L

BRE BELERM

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

R 1 H 24 R, E 7 H

P2 1 hour As appropriate, 24 hours per day, 7
1 B[ days per week,

1 H 241/, B 7 RIZBWTHEE

P3 1 Business Day As appropriate, Monday through
Friday, 7AM to 7PM Local Time
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1 =2%H HIHIR ] C A B & 40 T 7 B o
% 7 E ORI TR

P4 2 Business As appropriate, Monday through
Days2 #¥H  Friday, 7AM to 7PM Local Time
BiIIRe ] C A BED &0, a1 7 R b
T 7REETCOMTHEE

“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 Participant from
the available options (upon set up) in Now Support when
Customer Support personnel are addressing Parficipant’s cases.
ServiceNow will provide visibility to Participant’s regional Local
Time window within the Support Portal.

FREFOHES L VIZBWT, TR Lid, AR 2~ —
R— N DY ERBINE D/ — kIS LTV AEA. BIER G&
EREIZ) Now Support THIHFIRE/e A7 > a VLB S 7z A lE
DO BREDRT 7 WD B4 7 R E TOBLHIREHE O W R — IR %
WWET, ServiceNow (%, Support Portal T, &1 o ik DL
HIRFH O Y AR — R & AL L £ T

Developer Support Participant may designate up to five (5) named individuals who

BAFEE Y A — b 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 tfime (as defined in the CSA or
Impact Package Description, as applicable)

ZIN#F X, ServiceNow 77 v b7 4 — A5 EOBEFH A X ~ A R|ZE
VD E AR 72 R RE R A R 9 2 BRI ServiceNow O # AR — h = o=
TIZRDIEEERT DO, YT R7 VT varh—EX0EH
T N —=0 722l 5AETOMAETRET HZ ENTE
9, BAREVAR—r—21%, (CSA 7213 Impact Package ft:
BRE (WFnizl4270) ICi#io s YD) P3 O BERSE RO
KR LR ET,
Scope of Developer Support!:
BAFEH AR — b~ O®iPH 1

Must be less than 200 lines of code.

I3 — RTE200KE TH B 2 &

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

D) —AMERE/ 77 ) T —> 3> [)h— K7 27D R— h IR
N=yay (Thbb, nl) THrI L,

Does NOT include troubleshoot/debug of third-party

4
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applications or assessment of security vulnerabilities.
E=FOT )= avillbb NI TN a—T 4T T
Ny 7 FEREeF 2 ) 7T A ESEHEOEEETEZEN AW &,

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

VIR VA — ME BRI AR, EIZT A TR PREOSR
BN U TS R OVBEB DV, FIZEE XN 01T
DT YINY —FF AN L D IFHES B HEPH 0 E T,

Instance Observ\er* \ Participant may designate up to five (5) named individuals to
AVRE VAT TP —N— access Instance Observer.

SMEX, AV AZ AT TF=N—ZT 7 BATHEAE 54 ET
BETHZENTEET,

Instance Observer 1 provides a rolling é6-month period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance.
AVAB AT T —=R=1 1L BIMEDA VAL ABRAT 4~
T Ty "7 —h, 77V r—2alBLXOA 7T AT
FX—ONRT 3= ABLOAHEICSE, 6 » Ao —

ER a2t LET,

' Not currently available for Participants in restricted or self-hosted
environments.

VI, BIRE R EREE, ET L TR FEREEDBREIZK LT
IZIEHEX N E T A,

Support Account Manager An Enferprise Support Account Manager (SAM) will work with

Participant 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.himl and
EXPRESSLY DEEMED INCORPORATED HEREIN BY THIS REFERENCE.

Enterprise Support Account Manager (SAM)iZ, Impact @47 &
7V Fa VHIRT, SINELEE L T A S~ A XSz R— b
it L ¥ 9, Enterprise SAM O7T 7 7 4 © T 114,
https://www.servicenow.com/upgrade-schedules.html (253 X #17-
Support Account Management-impact Service Description {ZE
DELRMFIZHES bDE L, MOZZIBRT 52 LI L AEEEIC
MAIAEND SO L PRIICAHRIIET,

Impact Team The Impact Team Includes a designated success resource (as

described below) and other ServiceNow subject matter experts
who, upon Participant’s request via the Impact Delivery Instance
or the Impact Application and in accordance with Participant’s
applicable Impact Package, perform and provide the selected
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Impact Deliverables. The designated success resource is
Participant's primary Impact point of contact, providing program
management oversight and driving Impact Deliverables. The
designated success resource acts as the Impact ambassador,
curating the Participant’s content and best practices and makes
recommendations based on desired goals and product mix.

Impact Team (21, fEES NV 7 AU Y —X (LLFIZHHT
%) BILOZ OO ServiceNow DR EDE OEMENEG TN, Zh
5 0F 1L, Impact Delivery Instance £ 7213 Impact Application %
WLZZMENPLOERIZIE LT, 2MEFEDOZ YT 5 Impact
Package (Z9-> T, BRI 7= Impact Deliverables % St LY
BUAELET, FBESNEZY 7R Y V=21, Impact ([T 550
FOELHHEERBRAOTHY, Tul I hexId A bEEREL,
Impact Deliverables 2 L £§, fREINH 7RV V— 1%,
Impact &7 A\ H =720 BNEOA LT YRR A NS T
T4 AEWEE - BB L, HIFF Sz BAER L ORI S W o iR
SETVET,

Impact Operating Model The Impact Operating Model will comprise, in accordance with

Impact #HE7 Participant’s applicable Impact Package, a catalog of Impact
Activities, including but not limited to Impact Deliverables and
Impact Accelerators, designed to assist Participant’s utilization
and leverage of the ServiceNow platform.

Impact EHE T /Vid, SM#E D% 3 5 Impact Package (e,
SN2 KL % ServiceNow D77 v b 7 o — A OF| TG 4 3827
L7z d Impact 77 7 4 ©7 4 (Impact Deliverables # X O}
Impact Accelerators Z & e/ Z VG IZRE SHL7e) OB v 7
O S ILE T,

Impact Deliverables
Impact Deliverables may be provided:

Impact Deliverables 13,

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

Impact Team?> 5. Impact Delivery Instancez# U T, 7=
IXlmpact Application & U T

as either a one-time activity or on a recurring basis.
e o7 77 4 7 4 & LT, Eoidfbmicitftsn s %
AERHY FT,
The following are illustrative examples of Impact Deliverables:
PLUFiE. Impact Deliverables @34 ¢4,

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

6
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NYa—=FAN—FY v F—SNFOEIHFREICESH
B, R L OFRIE OB SENANAT T,
Customer Impact Plan — A plan to capture the activities,
competencies, and applications aligned to the
Participant’s success goals.
I AF<—Impact 7 Z —SNNFH O BEERICE DT
IT4ET 4, aVET UV —BLOT Y r— a3 U EEL
BIB200TT 2,
Capabilities Map - A reference document created to
reflect  Participant’s current  application  usage,
integrations, data model, capabilities, and instance
activity.
Bt~y 77— 2MEBEBOBRIEDT 7Y r— a3 O HIR
W, AT 7 b—vay, 7—2F7/0, ks LU
ARG UAT I T 4 €T 1 &k L TR S L2 IR0,
Product Adoption Roadmap - An analysis of key features
and functionality for minimum viable product and future
phases, against a review of Participant’s current strategic
plan and program objectives.
BMEEAT— vy P —BNFEOBIEOHIE 7 B L0
077 LAAMOLE 2—IIxT 5, ERRNROEM B ID
SBOT7 = —XTHET D ERFEB L UEREICHONTOS
.
ServiceNow may add to or otherwise modify the catalog at its
sole discretfion, provided that, during Participant’s Impact
Subscription Term, ServiceNow shall not materially diminish the
overall level of value available through the Impact
Deliverables. The current catalog of Impact Deliverables is
available on the ServiceNow Product Documentation site
(https://docs.servicenow.com/).

ServiceNow %, HEOHEHIZ LY, ¥ a ZIGBINEIXEE LT
IGENRHY ET, L, ZMEFED Impact 4727 U7 a UM
M. ServiceNow (%, Impact Deliverables Z i U CFl i a g 72 i
DREMNREELZZLIIKBLAEVWLED ELET, Impact
Deliverables ® 71 % v 7 O g #i i i% . ServiceNow @ Product
Documentation ¥4 k (https://docs.servicenow.com/) kTR 3
HZENTEET,

Impact Accelerators

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

1 [ R YW @ Impact Deliverables ., I X OVt 19 72 Impact
Deliverables 212, ZM# 1%, Impact Accelerator catalogue (T
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LHEHO LB, Impact Accelerators ICH 7 7B AT HZENTEE
TO

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

Impact Accelerator Catalog X . ServiceNow @ Product
Documentation %1 k (https://docs.servicenow.com/)IZ#8# S
L. AA L by =Y 2— (TIV) ZRKR&EGD D ETSINE z R
THEMEOA T 7V 7T AED Y A N T, Impact
Accelerators IZEM THEAT % Z LT TE$. Impact Package ®
—HE LTCOARFHATEET, 2MBEOREMYEHF DL Impact
Accelerators # ZRTX 7,

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

Impact Accelerators i%, ¥R — bRIROEFSFIKIIE Uo7 #
o 7S TWET, B IE, A L7 Impact Package (2
v, Impact Accelerator ® &% 7 & % v 7 5 Impact
Accelerator i K 1 D F TRIFHIFIH CTX 77,

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
Participants in restricted or self-hosted environments

ServiceNow 1%, HC.O¥KIZ LY. Impact Accelerator Catalog
EERT DA T 7V o T ORI AEASOBINZE OMEEZITHHENH
DEd, Impact 7277 4 BT 4 OFIZIE, HIRSNZBRBE TV
THRA NREOSMEICH L CRETERVNL O LH Y T,

Expert Services Discount This feature provides Participant with a 10% discount on

Expert Services DfE5| 3 purchases of ServiceNow Expert Services engagements.

Z OFRRIZ, BI#EICx LT, ServiceNow D Expert ServicesD i
AZHOEN10%DMES | R A5 L £7,

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

Z OS5I IX, Expert Services DI S, BNEOF
RIS K DB R IO T& £/ A, I ROFEFLZENTDOI
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e%a. 2 DOMEGIHRD 5 HIRWGOMEGIRPMMEN SN2 58036 Y
£7

Training Discount This feature provides Participant with a 15% discount on

F—=r 7 OEEE purchases of ServiceNow Training offerings.

ZOEEREIL. BINF Tk LT, ServiceNow®dD ks L—=1" 7 DA
WO XN15%DEF|FE AR L F 5,

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.

ZOMESIEIE, PL—=r 7 OFEAMEICE S E T, b

MRS R H 0 £, HEIRIX, =F A= T 0w T T L (FAX—
WIE) BEXOAIAZ AN —=0 7 —ERTTEATE EE A,

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 Delivery Instance or Impact Application. Should Participant select an
Impact Activity that requires performance of Supplemental Activities, the supplemental terms will
be presented to the Participant either via the Impact Delivery Instance, via the Impact
Application, and/or other electronic means in certain circumstances for acceptance and wiill
apply, solely to the extent and with respect to delivery of the applicable Supplemental Activity to
Participant.

HealthScan DFET, BEA v AX  ADMER, BLOEEAS v AX A ETORED ServiceNow
MOTELVARL—vay, FREFELOWTRNESET, MENRT 7T 08T 4 (LT THiZET
IT4ET 4] EVD) EXLE LT HEEED Impact Deliverables, Impact Accelerators, F£7213% 0
o Impact a2 R—x> b (LLFEE. lmpact 7277 4 E7 4] W 9H) (i, MRS 000 S
NET, Wie7 77 407 013, %4 T2 0% u 7 BLU Impact Delivery Instance ¢ L < X Impact
Application £721Z 2OV ThnCEBESNET, ZSMERMET 774 8T 1 ODEITELELTD
Impact 727 7 4 ©7 4 ZRINLTI-4E. EOMESEMIE Impact Delivery Instance % L < i Impact
Application 2@ U T, B I OZHEDOTZDITHEDIRDIZIB N TEDOMOEF+FELBL T, £2iEED
WTNIZ XD BIEICH RS, BN T MM T 77 4 ©7 ¢ OBUSICEET 2 #iPH TOHRSMEFIC
WHEET,

Participant 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.
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2N 1L, Impact Delivery Instance 3 XU Impact Application F7213Z O Wi L 5 7 & #L
WRREMA LT, MiR7 27747 4 &4 ELT D Impact 777 1 ©7 4 2@ TE 22—V —Fhe
BEBTL I ENTEET,

ServiceNow Provided Resources
ServiceNow 23 @it 2 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 Participant acknowledges that such third-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data
protection law) may process Participant Data, including any Personal Data contained therein, in
order to provide the Impact Package. Notwithstanding anything else to the contrary in the
Agreement, including with regards to nofification of new Sub-Processors, Participant hereby
authorizes ServiceNow to engage third-party service providers in the delivery of ServiceNow's
obligations, provided that ServiceNow shall require that such Sub-Processors maintain data
protection obligations consistent with ServiceNow's under the Agreement, and Participant may
at any fime 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, Participant must grant ServiceNow-provided resources access to
Participant’s instances for the purposes of providing the Impact Package during the period of
performance. ServiceNow is solely responsible for the acts or omissions of subcontractors to the
same extent as if such acts and omissions were its own. ServiceNow is solely responsible for the
payment of any compensation due or allegedly due to subconfractors, and subcontractors may
not seek payment (either directly or indirectly) from Participant.

ServiceNow 1. AHAEEICH S ServiceNow DEBOLHLE 1T —HOBITIZOX, F=FDH—
EZXT N E =D THEFLETHIENTE, BIEIL, ZOFE=—FOY—E AT a (¥ — (K
B FE LA s a7 — X RERICRB W TR REILEEE ] Lv9H) 2, Impact Package ##&4L9
BT, BMEBEBOT—F (BT —XIIEENHAEAT—F2ET) 2T BHZLICEELET,
iR E O@IICET 2 EZE ., KAENPICHKT 28 ER S L L LT, SINEIL,
ServiceNow 1Zxf L. ServiceNow OFEEDJBEITICOXE=F DO — X u (¥ — Kt TH L+ %
FFRELE9, =72 L., ServiceNow i, fRBMLEREICxF L, AEICH-S < ServiceNow DT — X {Ri#
B EREORERGZMFFT AL OTERL, £z, 2MER VO THLLNDE T —EAT B, X —D
T AR DB T 2 AR BIME M A ER T D Z 0Kt e 0 4, BRI RN D D HER
LT OB HP 2R & . ServiceNow 7% Impact Package ##f4 2Hilc. &1L, ServiceNow 7»
ORI sV v —R R LT, BITHIM I Impact Package £t 572012, BIMEDA A X
VASNDT I AZFEA LR IER D £8 A, ServiceNow X, BitEE DIEASCAEAICHSX, H
D OVELSCARIES LRI YO EEEZ AWV ET, ServiceNow [F, ZFitEHITKIL I &, £ X
O RETHD L EFRESNDMEOIILNICOEEEZAV, ZtERIIZME T LT (HE#EMICH
MHEIC D) W ERD D ZLEH D A,

Participant Provided Resources
BMEPEEST DY V—X

Participant will provide the following resources throughout the duration of any applicable
engagement during the Impact Subscription Term. The same personnel may fill multiple
responsibilities:

10
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LML, Impact Y7 227 ) Foa VIR OYT LA —U A L MR, LT Y YV —2 %
T2 LET, B0V Y —=ARNEROMEZFET 52 & bAETT,

Participant Resource Responsibilities

BMEDY J—2R R

Business Analyst Works with key project stakeholders to capture business and user
PURZTFU Z R requirements as stories to ensure stories are understood,

developed, tested, and delivered to specification.

Tuvel FOTHEREBRELEEL, EVRA LD — X0 — —
DFEREAN—U —L LT, TREHEML., B L, BREL.

MOE A ER LET,
Enterprise Architect Provides a holistic view of the organization’s strategy, processes,
TVE—F A RT—FT Y and other systems, including any necessary policy or
K organizational requirements. Helps guide the Platform Owner to

align with technical or functional standards.

BRI RO OB 2T O Mk OEK, Y ABLTOED
s AT DTONT OBl A SRR LE T, Bl 721 386E Loz
CHATHESY. 7Ty b7+ —bA—F =i E 52 £T,

Executive Sponsor Primary strategic contact for ServiceNow.
TR T4 TAR Y — ServiceNow &4~ 2% F:7- 2 Bkl 8 24

Platform Owner Responsible for the overall accountability of the ServiceNow

PS5y kT e AF—F— 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.
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Business Owneir(s) Line of business service owner(s) outside of IT.
VXA —F— (BELD TE2H, EVRAP—EZ2DOA—F—L LTO—HEDORE
BEHY)
Process Owner(s) Subject matter experts responsible for the correct and complete
Fav R A —F— (LD defil"\i’rion of eoc;h Qf the processes implemented within the
EEBHY) ServiceNow applications.
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System Adminisirators Maintains the stability and usability of the ServiceNow platform by
SRAFATRI=R R L—& performing application maintenance, managing support for
cases related to ServiceNow applications, and contributing to
ServiceNow software releases by delivering configuration tasks
and features.

TV —a Y ORSFEER L, ServiceNow O ) r—va v
BT 2 7 — AV R— FE2FEL, hoar7 4 Xal—ay
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Minimum of two (2) system administrators must complete the
ServiceNow Administrator Training course and be identified as
points of contact.

ServiceNow DOEFHHE FL—=0 7 a—2%ET L, HERDELT
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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,
Participant’'s Impact Package shall include onsite visits at Participant’s headquarters (as
determined by the “Ship To" entity and address on the applicable Ordering Document, referred
to below as Participant’s "*Domestic Location”) by the Impact Team. Reasonable travel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
BB DEDMNIRNRY | ServiceNow (%, Impact Package ® =2 >R —x> b2 U E— F T L E 7,
ServiceNow ®U ¥ — 23 Impact Package ¥R — F T 572 DICHENLE R A, ZMED
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F oA MR EENET, ERRLELA DY A F OGN0 5 A B ik L, SINEDAH
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Impact Package Warranty
Impact Package D{RFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notifies ServiceNow of such non-conformity then, ServiceNow at its option will, as
Participant’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 Participant any prepaid subscription fees covering the remainder
of the applicable Impact Subscription Term for the non-conforming Impact Package after the
date of termination.

ZNEN, WA LRV Impact Package @ = v R—x v b O EZZ T TH S 30 HLUANIC,
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Managed Service Provider Specifications and Requirements

TRV R —ER T 0 F—DfAk L B
Participant may only access and utilize the components of the Impact Package solely for
the benefit of the Client.

BINEIX, 7 T4 T > bORZEDO =D Impact Package D2 iR —x 2 MIT 7 A
FOFIHT Lz EnTEET,

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

BINEIL, 7 T4 7 v MMl - T, Impact Package (Z#E T2 Y 7 =& % ServiceNow
R ET2HEEZANVET,

Participant must administer the ServiceNow Impact Delivery Instance .
ZINE L. ServiceNowdImpact Delivery Instancez & H L 727 id7e v £ A,

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

BMEIL, TXTOIMpact7 7 F 4 EF 4 ICOWTDRBELZEHR L, 7947 MIRLT
ServiceNow®Impact Digital Experience~D 7 7 & 2 & #Et4 2 HE 2 AW E T,

Participant must designate a qualified System Administrator who will be the primary
interface for the Impact Activities.

SME X, Impact 7277 4 €7 4 DT T4~V A X —Tx—RAEd, BKEHETDHVAT
LT FI=A ML= —2FEELRTNERY £HA,

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

with Client.
ServiceNow [Z, 7747 FEHEESLCYVRD TI2RELZADT, ZMELHESLCVRY 755
BORHEANET,

To the extent Participant grants Client access, as applicable, to the ServiceNow Impact
Delivery Instance, fraining courses, or other ServiceNow Impact components, materials, or
resources:

SINE D LEEIZS U T, ServiceNow Impact Delivery Instance, b —=>7 a—x_ F7=i%
Z Do ServiceNow Impact ® 2> R —x > b, &t £7213) V—A~DT VA% T T4
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e Any supplemental terms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources.

o DINDYI—A~DITAT LV DT 7 EAIHONWT, Impact Accelerators (25 ] &
DM Z BTN ZHUCRE SN WSS EH S E T,

e Participant shall be responsible for ensuring Client’'s compliance with any
applicable terms of the Description; and

o BINEIE. 7 TAT v FHAARE DR OB 2R T D EEEZANVET,

e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o  ZNFEIL, ServiceNow BEMFIZL > TG ESNTZT 7 BERAZEHTHZ LICHEL
\ij—(}

Additional Specifications and Requirements
BN DALER & B

The Impact Package may include advice and recommendations from ServiceNow, but
Participant agrees that all decisions in connection with the implementation of such advice
and recommendations will be the sole responsibility of Partficipant. Parficipant expressly
acknowledges and agrees that any advice or recommendations provided by ServiceNow
does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (2i%, ServiceNow 735D 7T K 3A ZASHERFEIENE TN GENH D £
D3 BINEIE. ML T RS ARHERFIH 2 BT 2 0G50 2 T X TOREIZHONT, &
MEDOHPELEEZAD ZEIZFELET, 2I#E 1L, ServiceNow BT 27 R3A Z0HELE
D ABRYIRT RANA AT 2D TIER< £, WhRLEMOESTICET 2K TH AR
W2 EEPRENICTHL, ZHhICRIBELET,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composition of the full engagement team with Parficipant within 4 weeks from the date
the parties mutually agreed to commence deployment of the Impact Package.
ServiceNow 1%, Impact Package O#MEBAAEIZOWTEIMNE L O THAIZCEE LB G 4
HELUNIZ, &L 75— A b F—L (= AEYF—L0) 2EROEEGFHR L O
FRZETER T DO LOBEIRE N EITH>b D& LET,

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

ServiceNow NHHZHRE L2 W IR Y | Impact Package B L O ZF DR & L TA L DYWL
FECIER S ILE T,

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

ServiceNow 1%, ZM#&., 7 747 » MEIFE =% (ServiceNow DEFEEH <) &JRIA
ELTAUTCRBIEICK L TEEEZAWVERT A,
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Participant is solely responsible for the performance of Parficipant’s employees, agents,
and the employees and agents of Client, including any modification they make to the
Impact Package deliverables, and for the accuracy and completeness of all data,
materials and information provided to ServiceNow.

ZIMEFIL, ZMEOWEBECRBABL LY 747 FOREESSCREAD Impact Package
DM Z T ER 2 G, ZMEOWEESCRBABLOY 747 FOREESCREAD
¥EBEIT, 72 B ONC ServiceNow ([T L7 TR ToT7 —# | Bk L OME RO EfEr: & 522k
WZOWT—HIDOREEZANVET,

With the exception of Customer Support (as applicable), the Impact Team will engage

with Participant during a ServiceNow standard business day which is any eight (8) hour

period between the hours of 8 a.m. and 6 p.m., Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

WHIND D AX~—HK—F&2ERZ, Impact Team (%, ServiceNow O f% %= 3 A
(ServiceNow F 72 13BIHIOHA H Z#Br<, A AN O H £ TOFH 8 B btk 6 L T

DHHLO M) 12, BZIMFICH—E A& L E T,

Impact components not consumed within Participant’s Impact Subscription Term will not
rollover to the subsequent annual term and will expire with no further credit or refund.
Impact 7227 V7 a VHIBINICRIH S e -7z Impact O a2 R—3 > ME, IREEIC
Mo ZLixTE T, BRI LRV, Bz LYy ERffEENSZ <, BE&EDL I
F¥EA,

Participant will receive communications from ServiceNow via email, phone, or 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 Participant.

Impact Package (ZB7 % ServiceNow 72 b DIniEFIH T, E A —/ L, ik, Impact Delivery
Instance i L C. E£7=1% Impact Application % L TiT4iL. &1L, Impact Delivery
Instance |27 7 B AT 5 7= OIS BERBAENLE L R DEANHDL 2 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
Participant’s Impact Subscription Term.

EiEo=a R —x MM, Product Documentation #-1 b (https://docs.servicenow.com/)
WZFCHk D L350 | ServiceNow IC X o> THiESNDGERH Y £3, 7272L. ServiceNow 1%,
SM#E O Impact 7227 U 7 a VT, Impact Package 47 7 U v 7 Ok L
NaFBELIKBTLE202LEFH0 EHA,

Exclusions
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Except as described in the Managed Service Provider Specifications and Requirements
above, only the Participant entity procuring the Impact Package, as specified on the
Ordering Document, may utilize the Impact Package, and Participant may only use it to
support the environments for the Client specified on the Ordering Document.
FROYRY R —E X7 m o X —Ofhkk & BRI RS Sz 2 BRE . Impact Package
AN L-ZMEDOHRN, EXLEICHRO LBV Impact Package #FIf4 25 Z &8 Tx,
ZINFNL, BEXLECHAREINZ TFAT  VOREEZ VR — T 272DICORFERTHZ N
TEET,

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

Impact Package i%. ServiceNow Oz >& | B EA OYR— b, —b 2 £ 72 13REH %K
HEAMA SN OO T SN E A,

Impact Packages are not available for domain separated instance that Service Provider
Partners use to support Clients.

Impact Packages 1%, h—bERATaNA X —RX— b F—NITAT 2 FaeWR—FrT572DIC
HHTH, RAS R b —va AV AX L ATIHFHATE EH A,

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

Impact Package (%, ZMMEDY T A7 ) 7L a G ENDRPDAFL L OIERE A A
B A%kGt, AEOAFLLOIAREAS LA AOREMATHZ LR TEET, Impact
Package (%, &, 7€, POV, F2IIBh#ET 2B L CSMFICREEEN DA VA X R
IREDEBEDOA AL AT S EE A,

Certain Impact components may be limited for the following:

Impact DFFED A R— ME, UFICEHLTHIREN L6018 H Y 77,

. Participants hosted in certain restricted environments.

o FFEDOHIBINTEE CHRA NI TWNDLSMFE,

o Partficipants with self-hosted instances.

o BEATERRNMIL LA ADBINE,

o  Offerings not deployed in a ServiceNow data center.

e ServiceNow 7 —#t o & —TRiEEN Tt 77U 7,

o Participants who opt-in to region-specific support offerings.

o HUREA DA — MEIZFEE L TV D3,

e  Participants with domain separated instances under certain conditions.
o HEDEMUETFTTRAL U ERL—2a AV RAE Y ZADBINE,

. Participants with instances hosted across mulfiple hosting environments.
o HBEOKRAT 4 U ITBRETA VAZ VA% RANESITVLEBINE,
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Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.

BIBDFEDB/2WVRY . Impact Team (X, A>TV A TF—vay, ary74Falb—va 2,
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