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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 Package (21X, AR —FY—b, BLT~LTFY V—2 HYFICL 59—
ADEME, T4 AD T FBIOEMRR T 4 v MG N, BEHEDEAT S Impact Package @
UG CCIEfit S E T, 2@ Impact Package fHakE (LLF TARMERE) &v9) 1, BE., %Y
T 2% ServiceNow DA —4—7 4 — ANFIIFEAFE (LT ECCE] L0 ) BWTEkEhd,
ServiceNow & B%&HkE DM DOEK (LLF TARZK L)) oG L £, REEET.
ServiceNow & BEAE & DI OB4 F O SCLEICB W THE STz Impact Package I L T, A%
MAEEEMENPMEIET 2D TT, RIS L RZN L OMICHEER H 256, AMAEEIZHBEOH
ERTRVIRY | AARRFEOTHFHICE L T, AARENELE L, AMRFITERS DL TR
TRTOMHFEILX, ARNICED N ERICENE T, REAREOFFER & HARGER & ORI HLEED H
LG, FRERDESE LET,

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

ServiceNow 1%, BEENIEA L7z Impact Package (2~ T, BEEEICLLF O a v R—3 > b & fEfik
Lij—o
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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 TiE, BFEEPEEA S NTFFED Impact OREE A > A
h—sb, FIH, FETHZENTE DL L1272 D L E BT, Impact Team (28
&L, Impact Team &L, AHRT — X% A VA X U A L CHBEAH
BT HZENTEDLEITRY ET,

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 (2%, ServiceNow DN Impact Delivery
Instance (BAF TIDl) &, BITICERT ) & DORERT—ZORHH (U
T IF—ZFEH] 2v9)) REaEhTWET, Impact Application WD F— %
i, IDIIZHEE X4, IDI N CIREFESNE T, ServiceNow Impact Application
TT—XREPEHERT DL, FFEOT —X I, BEED ServiceNow A > A ¥
YANG IDHZEEE SLE T, DX, BEHKDOITLOD ServiceNow A AKX A&
LEROT —Z X —HIBETARA RSN TWLHEERD Y £T, i, BE
ZRET HT-OICHFEET 5 &, IDI ERISNTZT —Z %, KRR T 2ET
—ZIZIFY LEEA (2720, 5l&HiE. ServiceNow & BEREE DR TH
BEEINTRERFBREOMSE L2V £T) . BRI, Impact team &EHED
b T EMAEFATLET,

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 v | 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 TIDI) W) &, BEENSEASINTE
Impact OEEZFIA L, FET 2N TEHEHICT5 L L bic, Impact
Team [ZE#E A & 0 | Impact Team L E#ED E GH T — X ZAlfb3 25 2
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EMTEL LT HTOOMMATY, Impact Application Z{EHT 5%
o DL, T—2oE#EL 2. £7-. Impact Team 2 Impact 5 —# Z
TIEATDHA LU AZ AL L THELET, B%FFKIX. Impact Delivery
Instancelhttps://impact.service-now.com/] (E721ZFDHBMS A ~) 127
IRV ATHIENTEET,

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 7221z, B%&EkIL, Service Now DR — hAR—
BN OBHEFICERTHZEICL VI AZ v —P R — MCEEET 5
ZEMWTEET,

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 effort set forth in the Customer’s Agreement as provided in the table below.

and Target Levels | A FORICFERD LBV | BEROARZKIZED 5 BERICERH & BIEEDS )

of Effort LAV EEELET,
SRy 3=3BN=ll Case Target Response Target Level of Effort
OB L~ L Priority Time B S L~ v
BEE BREIRERE
P1 15 Minutes Continuously, 24 hours per day, 7 days per
155> week
W, 1 H 245, W7 H
P2 1 hour As appropriate, 24 hours per day, 7 days per
1 KA week,
1 H24 1, @7 BIZBWTEE
P3 1 Business Day  As appropriate, Monday through Friday, 7AM
1 E¥H to 7PM Local Time
BLHIRF[E] C H BED D&M, PRl 7 0 B P4 7 Iy
FCOMTHEE
P4 2 Business Days  As appropriate, Monday through Friday, 7AM
2 E¥HA to 7PM Local Time
BIHUIRF[#] C A MR D4, /TRl 7 REDN B /P12 7
F COMTHEE

“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 to
Customer’s regional Local Time window within the Support Portal.
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FREFOHESE ) LVIZEWT, TR L3, W AZ~v—HFR—FD
HUYBENBEEO T — AL TWDHA, BEEN (REFFIZ) Now
Support THIHFIEEZR A7 T a I LIBINES N AL AR OFR] 7 BN D
Ttk 7 FEE COBHEERM OV AR — NEEE A 2 VW E 9, ServiceNow X,
Support Portal T, BEHEO OB O 4R — kR 2 /b L E
7T

Customer may designate up to ten (10) named individuals who have been
frained to administer the Subscription Service to request assistance from
. ServiceNow support engineers in froubleshooting fechnical issues with
BAZEE Y R — b existing customizations on the ServiceNow platform. Developer Support
Cases will be subject to a P3 target response fime (as defined in the CSA
or Impact Package Description, as applicable).
BERIL, ServiceNow 77 v b7 4 —AL EOBEFED A X~ A XITH T 5 Hil
(72 RO RE 5 A iR 2 BRIC ServiceNow DY R— b o V=T IC L5 a3
KT DIz, YTRAZ YT a - 2ROFRICETL -2 T 2%
F72 10 £ TOEANERET DI ENTEET, BBEYFR— Mr—RXIZ,
(CSA F721F Impact Package fEAEE (WIFne%+24) ICii#o &k

V) P3DBEEISEREM OISR E R 7,
Scope of Developer Support!:
BHRFE AR — b OFIH I

Must be less than 200 lines of code.

I— F{TE 200 Kii ThH 5 2 &

Must be on supported version(s) of

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

D) —AMEREI 77 ) T —> 3> /)= RKT7 27 DHR— FHRAA—2 3

v (Thbb, nl) ThHBEIL -

Does NOT include troubleshoot/debug of third-party applications or

assessment of security vulnerabilities.

BEZHOT TN =2 a Vb N TTNT AT AV T[Ty T &

fideF2) 7 ESEHEOEREXE I LN E -
' Developer Support may be unavailable or delivered by a modified
delivery model for Customers in restricted or self-hosted environments.
VRV — P BRI A BGE, F 1T TR N REED B ERICS L
THHEINLROFEDR D 0, FLEITETINELERH T DT VN —FT
ICL D IBHI NS HENH VD ET,

Developer
Support

Instance Observer | Customer may designate up to ten (10) named individuals to access
A4 v A& v 2A— | Instance Observer.

P—r— BERILI, AV AZ AT T —N—IZT 7 AT HEANE 10 4 £ THET D
ZEMTEET,

Instance Observer! provides a rolling é-month period of performance and
availability monitoring of the platform, application, and infrastructure
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hosting Customer’s instance, and the ability fo set self-service alerts,
nofifications and analyze data.

AVABZ AT TP ==L BERDA VAZ L RAERAT 4 T 57T
v RT7 =L, TV =2 alBILOA VT ITARNT I F v —D/RT F—~
VABIOFHMEICOE, 6y HlOEHY— AL, BT —BE X
RMO7Z7—h BHMBLOT X0 ERETCEHLoICLET,

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

environments.

VA, BRI A EEEES, FE T TR NSO BEREICN LIRS R
EHA,

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

Premier Support Account Manager (SAM)i%. Impact %727 ) 7 v
M, BEFEEE L T RS~ RSNV R— F &t LE3, Premier
SAM © 7 7 7 4 B 7 4 1%, https://www.servicenow.com/upgrade-
schedules.html (28 # & 4172 Support Account Management - Impact
Service Description IZEO DKM bDE L, MO IR TLHZ &I
KO RMEEREICTHAAEN D S D BRI AR SIVET,

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 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 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.

Impact Team 121, #EESNEY 782U V—2 (UTFICHHATS) BLO*Z
D> ServiceNow DR EZE OHME N E £, ZNHOFEIX, Impact
Delivery Instance %7-1% Impact Application % U7z BEAEN D OERIZEG
LT, BEEOKY TS Impact Package 129 -> T, @R X7z Impact
Deliverables # Ffadk L MR L £ 4, faEshi 7R Y vV — %,
Impact IZBT 2 BEROE-2HEEOTHY, Tun I h~vxP A ek
B L. Impact Deliverables #f8 L£3, i€ &NV 272U vV —R|L,
Impact D7 R Z =Ly BEKEOa LT VYRR NT T I T 4 A&
B L MRS B O ERERRIC K S WIS 2TV E T,

Support Account
Manager

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

5
Impact Total v3 Package Description
Impact Total v3 Package fLAkE:


http://www.servicenow.com/upgrade-schedules.html

Effective Date March 12, 2025

servicenow. SN H 2025 4E3 A 12 H

ImpactERET /L | not limited to, Impact Deliverables and Impact Accelerators, designed to
assist Customer’s utilization and leverage of the ServiceNow platform.

Impact EHAET/VIL, BEHEDOZ YT 5 Impact Package (26, BEEEIZ
X% ServiceNow O7 T v k74— LORMRLIEH 2 3H4ET 27200 Impact
777 4 7 4 (Impact Deliverables 3 L O Impact Accelerators % & e/’
ZNHIZREINRW) OIFa T hbERISIET,
Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 1%,
by the Impact Team, via the Impact Delivery Instance or via the
Impact Application; and
Impact Team 7~ &, Impact Delivery Instance Z@ LT, ¥72iZ
Impact Application z U T,
as either a one-time activity or on a recurring basis.
1EIROOT 774 7 1 & LT, E£IFRICRESN DI HERH
DET,
The following are illustrative examples of Impact Deliverables:
LLFiX. Impact Deliverables O 241 T4,
Value Blueprint — A prioritization of objectives, outcomes and
meftrics based on Customer’s strategic imperatives.
NN a=FN—=71) VN —BEROEBIKEAGREICESE HEE, lREB
K OFEREE OESENARL A T,
Customer Impact Plan - A plan to capture the activities,
competencies, and applications aligned to the Customer’s success
goals.
HAE<—Impact 77 —BEKO BEERICEDE LT 7T BT
4, AVET U —=BROT TN = a Y ERET L7007 T
Capabilities Map — A reference document created to reflect
Customer’s current application usage, intfegrations, data model,
capabilities, and instance activity.
Bt~ o S —BEHROBUEDT 7V r—va CoRGL. AT 7
L—va v, T—FFT N, BEBEMBLIOA VAL AT 7T 4 BT
A Z Bk U TR S U Te B IROGE,
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.
HMHEEAr— Rvy P —BEKOBIEDOHIE Y 7 B L0 r 7T L H
DL E 2 —Zxd 5, ERF/INRORGB LOSHO 7 = — XTHT
2 7R RIS L OBRREIZ DWW T D43 HT,
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

)
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through the Impact Deliverables. The current catalog of Impact
Deliverables is available on the ServiceNow Product Documentation site
(https://docs.servicenow.com/).

ServiceNow [, HEOHEHIC LY, A ¥ e ZIZBMEZITEREZIT 2 HAEN
b FET, L, BEED Impact 4727 V7 a IR, ServiceNow
I%. Impact Deliverables % i U CTHIH AT REZRE DFa A 7o FEHEZ 25 L KPS L
2B e LET, Impact Deliverables ® 4 % 1 7 Ociiili%, ServiceNow
@ Product Documentation -1 b (https://docs.servicenow.com/) £ TR
THZENTEET,

Impact Accelerators

In addition to one-tfime 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 (21
Z. BEIX. Impact Accelerator Catalogue (Zit# o & BV | Impact
Accelerators IZHLT7 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.
Impact Accelerator Catalog %, ServiceNow @ Product Documentation
A1 b (https://docs.servicenow.com/)iZfgdi s b, A L Fy—NY 22—

(TV) ZKRRED D ETEEREE T2 E@HAOA 7 7 U 72T 5
FrE®d U A kT, Impact Accelerators [THEM THEAT S Z L1 T& T,
Impact Package O—#i& L COAFIHTE 9, BEHEOREH YH D LN
Impact Accelerators Z Zsk T& £9°,

Impact Accelerators are divided into sub-catalogs to support relevant
focus areas. Customer may simultfaneously consume up to 2 Impact
Accelerators from each Impact Accelerator sub-catalog, in accordance
with Customer’s procured Impact package.

Impact Accelerators (X, ¥R — b5 OEAEBIIIG U7 & v 7125y
BElxh T4, BEHKIZ, BEA L Impact Package 12V, Impact
Accelerator 447 h # 1 75 Impact Accelerator % fig K 2 -5 % Tl
R TE £,

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

ServiceNow 1Z, HCOOHKIZ LY. Impact Accelerator Catalog Z &7
LA 77 V7O E~DBMEDMERZITIHERHY £7 . Impact 7
T 4T 4 OFITIE, HRSNIZRE PR/ TR FREDOBERIIK L
TRfETE bbb 97,

This feature provides Customer when purchasing directly from ServiceNow
(or to Customer’s selected authorized ServiceNow reseller when
. purchasing indirectly) with a 15% discount on purchases of ServiceNow
Expert Services @ | Expert Services engagements.

fiE5 | Z OFEREIL. ServiceNow 7 b EAEREA L7c GBI XB KRR LT (F721%H
BAICHEA L2 A LB BN EIR L2 ServiceNow DORBE/S— hF—IZ&f L
T) . ServiceNow o Expert Services O AIZD & 15%DEF| R A2 #MAL L £
R

Expert  Services
Discount

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

Z OfEBIZIX, Expert Services O PG IZHEH S 4L, BRAROFFTLRMIC X
DESIREFPFATE ¥ A, HEIROFEFIREMMTONIZSE, 2 DOESIER
DD BIEWTOMELI P ER SN L5606 0 £7°,

This feature provides Customer when purchasing directly from ServiceNow
] (or to Customer's selected authorized ServiceNow reseller when
L —= 7 DM | purchasing indirectly) with a 20% discount on purchases of ServiceNow
GRS Training offerings.

Z OREREIL. ServiceNow 7 b EHEEA L2 5G 1 XBEARITH L C (F72I1EMH
BRI LA B EEEIR L2 ServiceNow DRBE/S— hF—IZ%f L
T) . ServiceNow @ kL —=2 7 DOIEAIZDE 20%DES I F AL E T,

Training Discount

This discount is applied to the commercially available price of the Training
offering. Some exclusions apply. Discounts cannot be applied to Expert
Programs (Master certifications) and Custom Training services.
ZOMESIFEIZ, Fr—= 7 Op RIS ICEH S AVE T, —EEHRSA S H
DET, HRIRIT, ZXANN—FTrTTL (vAF—RE) BLOHI AKX A
fL—= 7 H =R ZIFEHTE £ 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

8
Impact Total v3 Package Description
Impact Total v3 Package fLAkE:



H Effective Date March 12, 2025
servicenow. Yo Date M 12,20

ServiceNow products on a Temporary Instance (“Supplemental Activities”), are subject to
supplemental tferms. 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.

ANIVARX X U DFET, HEA AL ADERK., BEOEEA L AX A ETORED ServiceNow
WEOTFELA N L—vay, FEZzoVWTArEED, M7 770870 (LT 77
TAET 4] WD) EXNELTDHEED Impact Deliverables, Impact Accelerators, £ 7213% DA
® Impact 2R —x% b CATFHEE. lmpact 7277 48T 1] &v9) IZiE, RSN EH S
9, WET 7T 4T 41F, 4T HH X 7B L0 Impact Delivery Instance & L < 1% Impact
Application £721ZZ DN TN EINE T, BEEDHET 7 T A ET A OFETELELT D
Impact 77 7 1 €7 4 R LT25GE. £ Ol 251X Impact Delivery Instance i U C, Impact
Application 2@ U T, & L IEZED O EDRICB N CZEDOMOEBEFTEEZBELEC, 402
O DOMAEDLEICL Y BEMRICIER RS, ZUT2MET 77 4 B7 1 OBMEICEE T 2 i T A
BEREICEHAINET,

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 L' Impact Application £7213ZF O Wi K 2 i & H
HEEAZFERA LT, M7 27T 4T 42 0ELTD Impact 77T 4 €T 4 28N TE 52—V —FEkE
EEHETLZENTEET,

ServiceNow Provided Resources
ServiceNow Rt 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 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 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.
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ServiceNow 3. AAEEIZHE S ServiceNow DFEBEOLHEIT—HDOBITICOX, B =FDH)—
ERAT BN HE = 20D THEFRTHIENTE, BERIZ, ZOFE=F0F—2A7 11 ¥— (K
BRIE T SN D T — 2 REEIC BT UEALERE ] L)) A, Impact Package = #fid-
B2z, BET—Y (MET—XIIEENIWAT —2%2E0) ZUETHZLICABELET, #ik
B E OBMICEATAIHEE G, ABRNTICHKTOIHRENRH S ELTH, BERIL.
ServiceNow IZxt L. ServiceNow OB DBITICOXE =ZFEDH — AT a M X —IlKiLtTB L%
FFELET, 7272, ServiceNow &, UHMHEE Cx L, AMICHESL ServiceNow DF — # {§:#
BHERASORERGEZMFFT 2L OERL, £/, BEELS VO THLDLND P —E AT B, X —D
T AR BT 2 BB IE R AR CTEX 5 2 NG LR T, BIRERNHILER
FOWMEARHP A E . ServiceNow 7% Impact Package k4 2 Hi1ic. BEEEIL. ServiceNow 7»
it b U Y —R Tk LT, BATHIRYIZ Impact Package Z Rt 57201, BEHD A A H
VANDT I ABZTFA LT LR D £ A, ServiceNow 13, RFEELE DIEASCTIEAICZ &, H
5OEESARNES LRI U OEEEAWET, ServiceNow (F, BFEEFITKIL I &, F21dX
o RETHD EFRESNDIIMAD I NIZOEHFMLEAAV, BEETITBERICH LT (EEMICH
MHEICH) KW ERDDZ E1TH Y THA,

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 mulfiple
responsibilities:

BEHIL, Impact D% 7227 U P a VIt 0SS A A=Y A I, IFO Y VY—2 %
BT A580L LET, F—0V YV —ANEBOMBEZIETHZ L L A[fETT,

Customer Responsibilities
Resource =
Bt

BEEDY J—2R

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

Business Analyst

b Fuves NOEERERELEEL, EUXRA D= — X0n— P — O ERE X
F—=U—¢L L TR, ZhzifEL, BEEL, &L, oL ERLE
R

Enterprise Provides a holis_ﬂc view of the organization’s s‘rro‘regy, processes, and other

Architect 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.
Tox77 R BERIF MM OB BT FHOWNE, 7 0 X5 LR O 27 A
WCOWTOMBI 2R LET, HilF EE- i LoBERIcEGT 2595, 77
v N7 — LA —F IR E B X ET,
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Executive
Sponsor
=S IT AT R
R —

Primary strategic contact for ServiceNow.
ServiceNow &9~ 2% F27- 2 BRlg 24

Platform Owner
A BN NN
A —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 —AICHT 22N HARTEZANVET, U —F
— L LTV AT AT RI=A ML —F—ZEEL, BV XAHKL LV
ServiceNow Dt — K~ v FIZ[AT CF— L0k 5 L3z, 77 v b
7 A — L OQFEI IR T T AR B FL A E T,

Line of business service owner(s) outside of IT.
T%#ER<, EPFRRAY—ERDF—F—& LTO - HORH

Subject matter experts responsible for the correct and complete definition
of each of the processes implemented within the ServiceNow applications.
ServiceNow O7 7' U r—3 a3 VINIZBW TEIESN K7 1 ADEHIDOE
BIREFRTOWTHY T 2R ES B O HFMZE

Business
Owneir(s)
EYVRAA—F—
(BELDOHEH
D)

Process Owneir(s)
kAt —F—
(BELDOGEED
D)

System

Administrators
VATLAT FI=
AP —F—

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

TV = a v ORESFE FER L, ServiceNow OF 7 fr—3 g BT 5
T=ADYR— FNEEHEL, oar 74 Xalb—arDF AT OMEEL fRiE
T5ZLI2LY ServiceNow DY 7 by =7 V) —RZFHFHETHZ LIk - T,
ServiceNow 77 » N7+ — LD EM & AHMEZHMER LE T,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OFHHZE FL—=2 7 a—2%&ET L, #EEOLELTRESND
VAT LERE (RKIK24)

Travel & Expenses

& - &

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
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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 ® =R —x> h& U E— T L E 7,
ServiceNow @ U vV — 27 Impact Package & %R — s T 57 OICHENLERGA ., BEKOD
Impact Package (21X, Impact Team (2 X 2B FEROARM ( THIAYE] OFER OFTEHIC X 0 4k
SH, EFTEZE T o OCEICERH I N, BEKO TEALS] & LTTRIRENET) 28T
TV A MR EENET, ERNILEUA DY A N ~OFRIZ )5 GBI 2L, BEEN 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 fermination.

BEEN, @A L2V Impact Package @ 2 v R —x > hO#H#EEZ T T2 5 30 HLWNIC,
ServiceNow (ZH %Rl G 25 HE =84, ServiceNow X, H O DEIN T, BEHEOME—DRF L L
T, AREICRHOBERBEHICOE, YEAHEEZRET DL IOMELOREMNRE I ZIT O D,
Impact Package ##& 7 L, #& 7 HLUKEO@EA L2\ Impact Package (281F % Impact 727 U
7 a VI OERABIRIS CiAEFE O 7 227 ) o a Ve E BERICHBWREL £,

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 (2i%, ServiceNow 735D 7 K 3A ZASHERHEIENE TN HENH D £
D BRI, YUikT RS AHERFIH 2 BT 2 0G50 T 2 T X TOREIZHONT, B
BHROBDEMLAA D ZLICFAEBELET, BEEKIL. ServiceNow DT 57 R/ A 2 0HELE
DI AEWIRT R 2T 2 b DO TIERL< £ WRDEROBETICET2RATH R
WZEEPTRENICTL, ZHICRIBELET,

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.
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ServiceNow 1%, Impact Package O#HEFAIEIZ OV TR ELE L DM THAICEE LB G 4
HELUANIZ, BREEE ==V A b F—L (=AY F— L) 2EOBEFHEE L O
FRA TR T D OICEE ORI RSB N EITo> b DL LET,

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

ServiceNow 2MEFIZFRE L2V BRY . Impact Package B X O OfEHR E L TAEL 2 EMIX
JEE TR S U E T,

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

ServiceNow 1Z. BEEE7-135 =# (ServiceNow DEFEEEZFR<) ZFKE LTEULE
FEZxF L CHREEZAVWER 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 1A T 2 G Te, BEM
DOREEBCREANDOERZIT, 725 N ServiceNow IZHE L7z _XToTF —4% , &R X O
WOIEMME & 22OV T —OIOELEZAVET,

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.

WMAIND D AKX ~—HKR—F&EERZ, Impact Team (%, ServiceNow O f% %= 3 H
(ServiceNow F72ITBIHIOMAEH ZBr< . HE AN OeMEH £ TOFHT 8 Kbtk 6 £ T

DO HO BIFH]) 12, BEKICT - AR 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 7 227 U 7L a UHIBRNICHA SR oz a U R —x v M, WEEICHRY B+ 2
LIXTET. BRI EZRY, BIMOZ LYy RMfTEESNDZ R, BEbINEE A,

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 (287 % ServiceNow 7o DIRZEFIAIL, E A —/ L, Eih. Impact Delivery
Instance i@ L C. 721 Impact Application i@ L T{Thil. BEAEIL. Impact Delivery
Instance (27 7 B A 5 72 OIC S BHRBIENME L R DGANHDL 2 THLET,
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The above components may be augmented by ServiceNow as described in the Product
Documentation at hitps://docs.servicenow.com/ , provided, however, that ServiceNow
will not materially diminish the overall level of Impact Package offerings during Customer’s
Impact Subscription Term.

Eieoza R —x2 ME, Product Documentation ¥4 ~ (https://docs.servicenow.com/)
IZRE#HD &30 | ServiceNow I[Z K> THIFE SN DGAENH Y £7, 7272L., ServiceNow (3,
BEHKD Impact 7227 U7y a HIEH, Impact Package 47 7 U v 7 ORI L
NEFBELIRBTLE202LEFHY EHA,

Exclusions
& AR

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

Impact Package #HEA L7 B EERD 0, HEXCEICH RO LB Y | Impact Package % #)
HT2Z N TEET,

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 unpaidinstances such as temporary, demo,
POV, or other instances issued to Customer without an associated fee.

Impact Package 1%, BEHEOT T A7 ) 7 a VICEENDRMNDOREL L OHEREA A
2o Ak, AEOAREBLIOERE A LV AX L RAZOREATHZ N TE £, Impact
Package (%, #E, 7€, POV, E72IIBET 2872 L CRERRICRMIE SN DA v AZ R
IR EDIAED A AL AT ST ER A

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

Impact Package iZ, ServiceNow OfLihic > ®RMEFH OV R —F, —E A E 2 XEH S
ENEA SN b >N SN E A,

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

Impact Package i, AL XL —va v f VAP U ADYRY RYP—E AT 0N F—
TIEIFHTE EEA,

Certain Impact components may be limited for the following:
Impact DFFED 7 R =3 ME, UTICEALTHIRSNW D503 H D £,

e  Customers hosted in certain restricted environments.
o FRFEDHIRINTIRETHEA STV DB

e  Customers with self-hosted instances.

o BT RANYIAL AL ADBELR
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¢ Offerings not deployed in a ServiceNow data center.

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

e  Customers who opft-in to region specific support offerings

o HUEEA DY AR — MEIZFEE L TV 2 BKER

e  Customers with domain separated instances under certain conditions
o FEDERMETTRAAL BNV =g AV RAE L ZADEERE

e  Customers with instances hosted across multiple hosting environments.
o BHDOKRART 4 U TBEITA VAL LV ARHRA SN TWDRER

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

FEEDEDNIZWVIRY | Impact Team 1%, A > 7V AT —v a3y, avr7Z4Falb— 3,
ALy THRET L P L—= 0 2TV ER A,
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