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Impact Guided v3 Package Description
Impact Guided v3 Package {H1%&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.
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ServiceNow will provide the following components to Customer in accordance with the Impact
Package procured by Customer:
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Description

NE
Impact The Impact Application allows customers to install, consume and manage
Application 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&, BEERHEA SN TZFE D Impact DREE A &
h—sb, FIH, FETHZENTE DL L1272 D L E BT, Impact Team (28
f&&2 L, Impact Team &Sl HAHRT — X %A VA X VA L CHEHBEA
T 22N TEDLLIITRDET,

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. 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). Customer will work with the Impact tfeam to enable the
Data Sync.

ServiceNow Impact Application IZi%. ServiceNow ®N# Impact Delivery
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Impact Delivery | The Impact Delivery Instance (“IDI”) is a mechanism to help Customer

Instance and | consume and manage Impact capabilities to which they are entitled, to
Increased Access | communicate and work with the Impact Team, and to visualize helpful
to Support data. For Customers using the Impact Application, the IDI will serve as the

Impact Delivery | instance fo which data will sync to and where their Impact Team will
Instance 3 X O | access their Impact data. Customer may access the Impact Delivery
RB— R ~DT 7 & Instance [https://impact.service-now.com/] (or such successor site).

A Dk Impact Delivery Instance (LLF TIDIJ &W9H) &, BEEIEA SN
Impact OEEZFIF L, FET 2N TEHEHICT5 L L HiC, Impact
Team 2% & 0 | Impact Team L E#ED E GHeT — X Z AL+ 25 2
ENTEDL LT HDDOHRATT, Impact Application ZfEHT % k%
D DX, T—2 ORI LD 72, Impact Team 2 Impact 7 —# |Z
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TIRATHA AL AL L TR LE T, BFEIZ. Impact Delivery
Instance[https://impact.service-now.com/] (£721XF O#%MI 1 ~) 127
IR RATHZENTEET,

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

Support Portal ~D7 7 RAIZHZ, B%&EkIL, Service Now O AR — kAR —
AR OEFHEEFICEBFTHZLICLY I AZ~w—HF AR — MNMIEKEZT S
ZEMTEET,

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

IDI ~D7 2t X%, FRIATEREEEIZTENL TR PRERE, FFE DL
TIZFIH TER 0, FLEIZRLBEHP 2 I TOBHZERH IV ET,

Case Target | Replaces the Case (Incident) target response times and target levels of
Response Times | effortsetfforthin the Customer’s Agreement as provided in the table below.

and Target Levels | 1 o -2 L 350 . BEEEOAREICED 5 H AR AR & B =% H

of Effort LA ST L
BESERELE B
ROBI L~ Target Target Level of Effort
R'esponse BAES A L~L
Time
RN ST
P1 30 Minutes  Continuously, 24 hours per day, 7 days per week
30 7> R, 1 H 2405, 7 H
P2 2 hours As appropriate, 24 hours per day, 7 days per week,
2 IR§fH 1 H 24K, B 7 BIZBWTHEE
P3 1 Business As appropriate, Monday through Friday, 7AM to
Day 7PM Local Time
1 %A BLHIRF[H C A MED B2 E, PRI 7 FENB A% 7 FFE T
DA Cl H
P4 2  Business As appropriate, Monday through Friday, 7AM to
Days 7PM Local Time
2 EH¥H GBI CH MDD &ME, PRl 7 R 6P % 7 X T
DO Tl H

“Local Time”, for the purposes of the Target Level of Effort in the table
above, means the regional tfime 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
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addressing Customer’s cases. ServiceNow will provide visibility to
Customer’s regional Local Time window within the Support Portal.

FREOHESE N LANIZEWT, MR L1X, W AF~v—FFR— D
HYENBEREO 7 — 22 L TWDAEAE, BEEN (REFFIZ) Now
Support THIHRIREZe A7 > a inbRIRS o, A O BREO /T 7 FE)>
D 7 B E COBMBEM O YR — R E 2 Vv E9, ServiceNow 13,

Support Portal NC, F&kED s O BLHIEE Y O 48— K Rpfi] 4 2 al Ak L £
7T

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

BRI, A VAZ AT TP —R=ZT7 7 AT HENE 5 L ETHET S
ZENRTEET,

Instance Observer ! provides a rolling 45-day period of performance and
availability monitoring of the platform, application, and infrastructure
hosting Customer’s instance.

AVABUAF T ==, BEKRDA VAL AERAT 4 T T DT T
T —h TTV =2 a b BIOA VT TANTI I TF X —DONRT —<
YABXOFHMEIZOE, 45 BEROBERY— A 2R L £7,

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

Instance Observer
A VAREVARETT

-HS‘_—/\\_—

environments.
VBITE, BRI AT BRERIC I TE T T TR RGO I ERFEIZS L TIF
B F A,

The Impact Team Includes a designated success resource (as described
below) and other ServiceNow subject matter experts who, upon
Customer’s request via the Impact Delivery Instance 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 point of confact, 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.

Impact Team (2%, FEESNV 2782 Y V—2 (LLFIZHAT ) BLO%
Do ServiceNow DFRFEZI OHMENEEIL., TN HOFEIX, Impact
Delivery Instance %@ U7 BEEND OFERIZIG L T, BEHEOHE LT
Impact Package (29> T, #IREi7- Impact Deliverables % FEfiids L O
BUELES, FHESNZY 272 Y V=21, Impact ICET 52 BEEDO -5
HEAOTHY, InrlIa~vxP Ay hEEE L, Impact Deliverables % 1{i¢
LET, BESNTY 78R Y —R L, Impact T V3B 2 —Lieh)  BE
RO T RONRA T T 7T 0 AL - BHE L, B BER IO
AR E SV R F 2TV ET,

Impact Team

Impact Operating | The Impact Operating Model will comprise, in accordance with Customer’s
Model applicable Impact Package, a catalog of Impact Activities, including but

Impact Guided v3 Package Description
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ImpactERET /L | not limited to, Impact Deliverables and Impact Accelerators designed to
assist Customer’s utilization and leverage of the ServiceNow platform.
Impact EHAET /UL, BEHEDOZ YT 5 Impact Package (26, BEEEIZ
X% ServiceNow O7 T v k74— LORMRLIEH 2 38T 2720 Impact
777 47 4 (Impact Deliverables 3 L U Impact Accelerators % & e’
INLICIRESNAR) OB Za TN ISET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 3,

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

Impact Team 72 & . Impact Delivery Instance %@ U T, £ 7210%
Impact Application Zi# U T
as either a one-time activity or on a recurring basis, as applicable.
1ERY DT 77 4 €7 4 & LT, £RITMGNIC (TS T D
) RSN HGENH Y £,

The following are illustrative examples of Impact Deliverables:

LUFiX. Impact Deliverables O34 T9,
Value Blueprint — The documentation of Customer’s desired business
outcomes.
NY a2—=TN—FY o F—BEHROIFINDEV A A LORRICET S
R¥FaATF— a0,

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

HAE<—Impact 75 v —BEHKOBIEERKICAEDELT 7T 4 BT
4, AVET U —=BROT TN = a Y ERGT L0 T T
Capabilities Map - A reference document created to reflect
Customer’s current application usage, integrations, data model,
capabilities, and instance activity.

BEEtE~ v 7 BEMROBIEDOT 7V r— a Y OFERRW, A7 7L
—Ya v, THETN, BEEBLOA L RE RT I T T 4
Bk U TR S L7 2 IROGE,

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 %, BEOHIWHIZ LY., X v ZIEMEIZIEFE 21T 9 HEN
HVFET, 2L, BEHKD mpact 727 Y 7o a HiEH, ServiceNow
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i%. Impact Deliverables % i U CTHIH AT RE 2 E DR G R EHEAL 25 L <K L
b o & LET, Impact Deliverables d 1 # 1 7 Ofc#HIL. ServiceNow
@ Product Documentation %1  (https://docs.servicenow.com/) ECRIE
THZENTEET,

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 [FFR Y @ Impact Deliverables, 3 X Oi#irY 72 Impact Deliverables (2
Z. BEIX. Impact Accelerator Catalogue (Zit# o & BV . Impact
Accelerators IZHT7 72 AT HZ M TEET,

The Impact Accelerator Catalog is a pre-determined list of fixed-scope
offerings that may assist the Customer in maximizing time fo value as
described on the ServiceNow Product Documentation site
(hitps://docs.servicenow.com/). Impact Accelerators are not available for
separate purchase and may only be utilized as part of an Impact Package.
Only a Customer Authorized Contact may request Impact Accelerators.
Customer may consume any number of Impact Accelerators, provided
that Customer may consume Impact Accelerators consecutively only, in
accordance with Customer’s Impact Package.
Impact Accelerator Catalog (%, ServiceNow @ Product Documentation
A b (https://docs.servicenow.com/)IZHa#E SN D, # A4 L by —NU 22—
(TV) ZKRBED D ETEEREE T2 E@HOA 7 7 U 72T 5
FrE®D U A hT9, Impact Accelerators [ZHEM THEAT S Z L1 T& 4,
Impact Package O—#i& L COAFIHTE £9, BEEORBEH YH DL
Impact Accelerators # R T 4 ., BEHELIFH TE %5 Impact
Accelerators OFUTHIRIZH W FHAD, BEEIL, Impact Package (21
VY, R L TR Impact Accelerators ZFIIfH4 % Z L TE £,
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 (X, B C.O¥WZ L Y. Impact Accelerator Catalog Z##ak 3
HA T 7V T ORI AMES~OBMEDOMERZITHI>HENH Y £3, Impact 7
7T 4T 4O, fIRSNIZEREEZITELTRRA MREORBERITK
LCIRETERNb DL H Y 7,

Expert  Services | This feature provides Customer when purchasing directly from ServiceNow

Discount (or to Customer’s selected authorized ServiceNow reseller when
Expert Services ™ purchasing indirectly) provides Customer with a 5% discount on purchases of
B = ServiceNow Expert Services engagements.

Z OBEREIX, ServiceNow 7 HEEEIEA L2 GE LB BRI LT (F721%M
BEAICHEA L2 AL BB EIR L2 ServiceNow DORBE/S— hF—IZ&F L
T) . ServiceNow 0 Expert Services D AIZ D& 5%DMEH | R 224 L £4,
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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.

Z OfEBIZIE, Expert Services OpgHMA&IZEH S 4L, BEAROFFIZHIC X
LB LI TE EH A, EEIFROFFIRENITONTZSEE, 2 >OfE5| %
DI HLIERNFOESENEHSNDILEER S £7,

Training Discount | This featfure provides Customer when purchasing directly from ServiceNow

FL—=y 7 DfE (or fo .Cus.Tor'ner’s se[ecfed ou‘rhorized ServiceNow reseller. when
SIES purchasing indirectly) with a 10% discount on purchases of ServiceNow
Training offerings.

Z ORREIX. ServiceNow 2L EZEMA LS ITBEFKICH LT (E1EM
HEAITHEA L7233 B3 B RN EIR LT ServiceNow DOFE/S— FF—IZxt L
<) . ServiceNow ® b L—= 7 DEANIZHE 10%DE5| RERM L F T,

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

ZOMESIFRIZ, PL—=r VT ORGHMASICEH S E T, —EEHRA D H
DET, HBIRT, mF A= T T T A (AX—RE) BLOH AKX A
flL—=2 =R ZITEATE 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 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.

NIVAAX X U DFLT, HEA AL ADERK, BIOEEAS L AZ A ETORIED ServiceNow
"HEDTE AN —Y gy, FFENLOWTRNE G, MENRT 77487 4 (LLT THiR
TIT4ET 4] WD) XL T HEED Impact Deliverables, Impact Accelerators, F7213%
DD Impact 2> R—x> b (LAF@EE. llmpact 7277 4 E7 41 W) )ik, RS2 568 A
ENFET, MET 7T 4T 1%, %8I D50 H n B L0 Impact Delivery Instance ¢ L < (X Impact
Application £72IXEOWTFNNCEHBEINET, BEEBMHET 77 4 €T 4 OFETEXLELT D
Impact 77 7 4 €7 ¢ @R L7256 £ O S&M1% Impact Delivery Instance %3 U T, Impact
Application Z#E LT, b L IXZ#HEDOTDITFFEDRMICEBNTEDOMOBEFEEZB LT, 0132
O OMAEDLRICL D BEARICI TR I, U THMET 77T 4 ©F 4 OBMEICEE T 2 &P T &
BEMRICEHE SNET,
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Customer can manage its users' ability to select such Impact Activities that require Supplemental
Activities using permissions management functfionality through the Impact Delivery Instance
and/or Impact Application.

BERIZ, Impact Delivery Instance 35 X T Impact Application & 7215% O W s L 5 77l Bl
HEEAZFEHA LT, M7 2774 T 42 4EET5 Impact 7277 4 ©F 4 28N TE 52—V —FERE
BEBT LN TEET,

ServiceNow Provided Resources
ServiceNow Bt 37 YV —2R

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 o
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 subcontractors to the same extent as
if such acts and omissions were its own. ServiceNow is solely responsible for the payment of any
compensation due or allegedly due to subcontractors, and subconfractors may not seek
payment (either directly or indirectly) from Customer.

ServiceNow [, AfLEEEICHE-S< ServiceNow DEEO R E /21T —EOBITICOE, HE_A DY —
ERAT BN = 20D THEFRTHIENTE, BERIX, ZOFE="F0F—2A7 1 (¥— (K
BRIE I SN D7 — 2 R#EERICBON T UELEE ] L)) 2, Impact Package % #fitd
B2z, BET—Y (U7 —XIIEENHIEAT—252E0) ZUETHZLICAELET, Hik
RREAHEEOBMICEATAIHEE G, ABRNTICHKTOIHRENRH S ELTH, BEEIL.
ServiceNow (2% L. ServiceNow DEEDBITICOXHE =F DY — AT a M ¥ —|ZKitTAH L&
FFHELET, 72721, ServiceNow 1Z, RELFEE (26 L, AREHICE-SL ServiceNow DF — & {134
RHEEFAFEORERESZMFT AL OTRL, £, BEELSVODTHEL ML —EAT a3, X —D
F— ARV 2 B FA 2B A R TE D 2 N 20 £9, BIRERN S 2565
FOWMEARHP A& . ServiceNow 73 Impact Package Z k4 2 H1ic. BEEEIL. ServiceNow 7)»
Lt EN D Y Y —RZR LT, BITHIB I Impact Package 8L 57201, BEHED A A H
VASNDT IR AEHRLRTIER Y £ AL, ServiceNow 1%, BEEEDIEASRCKRIEAICHOX, B
b OVELSCRES & RIS YO EEZAWVET, ServiceNow 1%, Zit¥EEICKILH &, £70013K
HIRETHD L FREINDMOIILNICOEEFLEZAV, FitEFITBERICH LT (HE#EMIZH
MEEIC D) XKW ERDDL Z L EH D THA,
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Customer Provided Resources
BEESRETZV 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 mulfiple

responsibilities:
BERRIE,

Impact Y727 U 7o a HETOMRYT L= A M, U R0 Y —2%

T ob0L LET, F—DV Y —ANEROWHE L HET 52 & bATRETT,

Customer
Resource

BERDY Y —2R

Business Analyst

EYRXZAT7TF U Z
k

Responsibilities

=it

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

Taves NOEEBFRELEMEL, VXA EO=— X0 —Y—DHRE
A=V —LLTH#HA, ZhEHEEL, BRI L, AL, »OEfLZERL
\iTO

Enterprise
Architect

TV E—-TF4 X
T—X%77 k

Provides a holistic view of the organization’s strategy, processes, and other
systems, including any necessary policy or organizational requirements.
Helps guide the Platform Owner to align with technical or functional
standards.

BT ST RO E OB E A, MO, T u e AB IO OMT AT
LDZONWT OB 2R LET, Hifr b E 7213 Lo BEHICEAE T2 L 9.

TTy N7 — A —F B EE L ET,

Executive Sponsor
TR T4 TR
R —

Primary strategic contact for ServiceNow.
ServiceNow &9~ 2% 32 7= 2 Bl 24

Platform Owner
TS5 M T 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 74— AT 2 2RNARHRARMEEZAVET, U—
=L L TVYATALAT RI=A ML —F—%2FEH L, EVXAKEL IO
ServiceNow D — K< v FICF TF—LOE#ELHERT 2 LI, 7T >
N7 — L OEAER) 72 7T 3T AN FERRAIZ LD R FE T

Business Owneir(s)

EYVRXRAF—F—
(BEELOHBED
D)

Line of business service owner(s) outside of IT.
ITZER<, EVRRAP—ERDF—F—L LTO—HDORE
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Process Owner(s) | Subject matter experts responsible for the correct and complete definition
7 u+ X F—7F— | ofeach of the processes implemented within the ServiceNow applications.

(BEELEDHED | ServiceNow DT F VU r—v 3 VNICBWTEESN K7 28 ZADERHID
) SRR EFIT OV THE Y 2 B4 B O SR

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

ARL—S— TV = a rORSFE EN L, ServiceNow DT 7Y r—3 g B EE
L —ADYR—FZEHL, hoar74Xalb—rarDfR7R0KEL
Tt 22 Lzl v ServiceNow Y7 vy =27V ) —RIHE5THZ Lick
- 7T, ServiceNow 77 v b7+ —LOLEMEARAMELHER LET,
Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow DOEFHEZF ML —=2 7 a—2%ET7L, BEEEDE L TRESN
LYAT LERE (&IK24)

System
Administrators

Travel & Expenses
fRE - RE

Except as otherwise specified, ServiceNow will provide the Impact Package components
remoftely. 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 fo destinations outside of the Domestic Location will be reimbursed by Customer.

BB DEDMNIRNRY | ServiceNow (%, Impact Package ® =2 >R —x> & U E— T L E 7,
ServiceNow @ U V' — 27 Impact Package & %R — s T 57 OICHENLERGA ., BEKOD
Impact Package (21X, Impact Team (2 X 2B FEOARM ( THIAYE ] OFEZOFTEMIZ X0 H
S, FATIEEEY T A ESCCEICRE S, BEEO TENILA] & LTTRIRINET) 28T 5
F YA MR EERET, ERLEUANA DY A F ORI 05 GBI E I, BREN AN
LET,

Impact Package Warranty
Impact Package D{R-EE

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.
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BEEN, B@A L2V Impact Package ® =t Vi R—x 2 b O#HEEEZ T TH S 30 HLWNIC,
ServiceNow (Z4 %Rl G 25 58 7=38 4. ServiceNow X, H S DRI T, BEHEOME—DRF L L
T, AMARFICHHOBEERBEMHFICOE, YEAHEE L RET DL OME LORBEMNRE T %1T O D,
Impact Package Z# 7 L., #& T HUBKEO@E S L2V Impact Package (2811 % Impact 7227 1
7 a IR ORAIENS UL EOF 7 227 ) L a Ve 2 BEMRICIWRE L ET,

Additional Specifications and Requirements
BN DALER & 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 76 DT R 3L ZOHERFIHN G ENDHGENH D T3,
BERIZ, M%7 A ZAOHELERIA 2 T 2 0G0 T 2 T X TOWREIZ DN T, BEEEDO
NEEEZAD ZEICRIELE T, BEHT., ServiceNow DRILT 57 Ro3f Z0HELEN | k7T
RANA 2T DD TIF RS, 72, W RDIIEHOBETFIZETLHRATHRWI & 2RI
THEL, ZhICRELET,

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 %, Impact Package O#EMERRIAIC OV TREMHE OB CTHAEICAE L-AND 438
RN, BFIEE == A FF—A (P—ERXHYTF—2L) 2EROEEFHER KX O % i
T LTI LOBH BN 272D E LET,

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

ServiceNow Z2MERIZFRE L2V BRY | Impact Package B L O DOFER L L TAE L B EWITIEE
TIER SN ET,

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

ServiceNow (%, BEEEEITE =% (ServiceNow OZFEFEE ZR<) KR E L TEURIEBIEC
$LTEEZAVEY 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 EMICINZ 128 F 2 G Te, BEHEOHE
EERIEADEBZEIT, 725 ONC ServiceNow [ZHHEL =T _RToF—% . EEE L OEROE
et & SERMEIC OV T U0 BRMTEEAVWET,

Impact Guided v3 Package Description
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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.

WMHEND WAL~ —HK—FZFRZ, Impact Team L. ServiceNow O £ #E & 3 H
(ServiceNow F 7= 13BHIOHRH ZR< . ABHNOEREH £ TOFRTI 8 K64 6 RFETD H

Ho 8IKfH]) 12, BRI —EAZRME 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 727 U7 g VHIBNICRI S e o e a R —3r 0 ME, REEEICHERY 72 & 1T
TEP, HROINERY, B0 LYy M5 INDLZ &, BES INEEA,

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 multi-factor
authentication by Customer.

Impact Package (219 % ServiceNow 75 OIRFEFIHIL, E A —/L, FEiE. Impact Delivery
Instance #i@ L T, 721X Impact Application %@ L TiThh., BEMKIL. Impact Delivery
Instance 127 7 E AT 57O S EHRBANMLE L R DGBANH L L2 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.

Fiioa A —x> M, Product Documentation ¥ & (https://docs.servicenow.com/) I
D &Y | ServiceNow IZX > THiFE SN D 5B H Y £9, 72721, ServiceNow 1%, BHH
@ Impact 727 U7 a VHIEF, Impact Package 47 7 U v 7 OREKR L~ LB LL
BT ALEH5Lizdbv A,

Exclusions
18 A Bgs+

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

Impact Package ZHEA L7 BEAROAHDY, FESCEICH RO LB Y . Impact Package % Fil A
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%, BEEOY T 227 U 7L a NIEENDIENOREL LOERE A A X
VAEEL, AEORFLBLOERZTA LV AF U RAIZOREMTAHZ ENTEXET, Impact
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package (X, BE. 7, POV, FIZB# T 2kE7 L CRERICRIEIND A A X AR
EDEEDA AN v AT SN E T A,

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

Impact Package 1%, ServiceNow O#lfhic>&  8ILEA OV HR— b, —E 2 £ 138H#ESE
EREHA SN DI >N TTEHA SN EE A,

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

Impact Package 1Z, RAAL v ERL—2a A VARV ADYR—Y R —E X7 a1 ¥ —
TIEIFATE EEA,

Certain Impact components may be limited for the following:

Impact DFFED =z R —x 2 ME, UTICEALTHIRSNWD2HEG03H D £,

e  Customers hosted in certain restricted environments.

o FEOHIBINTEE CHRA FZIN TV D BEER

o  Customers with self-hosted instances.

o BATKRRNUA AL ADBER

o Offerings not deployed in a ServiceNow data center.

e ServiceNow 77—t Z—THRftsiLcninwt 77U o7

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

o HUEEA OV AR — MEHEHCFEE L TV DB

e  Customers with domain separated instances under certain conditions.
o HBEDOEMIETTRAL BNV =YgV AY U ADBERE

¢  Customers with instances hosted across multiple hosting environments.
o MHEBOFRAT 4 VTR TA VAZ U AL RANZILTV D BEER

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

FIBEDEDNRVRY | Impact Team X, A > 7TV AT —vay, ary7 4 ¥alb—a,
ALy THRELII N L —= 0 T HBITWER A,

Impact Guided v3 Package Description
Impact Guided v3 Package L%





