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Impact Total - MSP Dedicated v3
Package Description
Impact Total — MSP E.H v3 Package {HEE

Impact Total - MSP Dedicated (the “Impact Package”) is available only to authorized members
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.
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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.
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ServiceNow will provide the following components to Parficipant in accordance with the Impact
Package procured by Participant:

ServiceNow [Z. ZE DA L= Impact Package (2> T, ZMFIZLLTF D a v R—x 2 bk &k
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Description

A

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%, ZMNE A S 78E O Impact OFEE
A VA=, FH, BHITDIZENTEDILICRD ELEDIT,
Impact Team ([Z#i#& % & V. Impact Team LEi#E L, AT —4% %
AVAB A ETCHEHEAGET 52N TEDL L IR £,

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 tfransmitted to and stored in the IDI. By using the
data synchronization with the ServiceNow Impact Application,
certain data will be fransferred outside of Customer’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 Participant). Participant will work
with the Impact team to enable the Data Sync.

ServiceNow Impact Application (2%, ServiceNow ® W Impact
Delivery Instance (LT TIDI) W, BLFICERT D) L ONERT
—2 R (LT IF—=%R# L)) BEENTWHET, Impact
Application WO F— %%, IDI Izt S, IDI N TIRIESHE T,

ServiceNow Impact Application T7—# [z FEHT 25 &, FFEDOT
— &%, BINF D ServiceNow A v A2 Z L A0 5 IDHCizESNET, IDI
X, BINEDITLD ServiceNow A A Z L A LITRDT — 2% & —Hh
BTARAFINTWDLEERH £3, B, BELRT 27-OITHE
T5E, Dl ERMIENET XX, AEKICBTD [2NET—# |
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glX#ix . ServiceNow & B & D TAE SNT- BRI LEO xS
L £9) . BIEIE. Impact team &EE#ED b F—F [EH A EFT
L7,

Impact Delivery
Instance B LY HR— b
~DT 7 ADMHE L

The Impact Delivery Instance (“IDI") is a mechanism to help
Participant consume and manage Impact capabilities to which they
are enfitled, to communicate and work with the Impact Team, and
to visualize helpful data. For Parficipants using the Impact
Application, the IDI will serve as the instance to which data will sync
to and where their Impact Team will access their Impact data.
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Participant may access the Impact Delivery Instance
[https://impact.service-now.com/] (or such successor site).

Impact Delivery Instance (BLF TIDI) W 9) &, SMEDEA SN
7z Impact OEREAZFIA L, BT LM TELRICTHE L BIT,
Impact Team ([Z#fE % & O | Impact Team CdfEL, FHRT—4 %
AT 22N TEDLEIOICTHZODOMEMATT, Impact
Application ZEH4255MMEO IDI X, T—XOREEELE2RD . £/,
Impact Team 28 Impact 7—X 27 7 AT B A L AKX AL L THERE
LE9, 2MEFEIX. Impact Delivery Instance [https://impact.service-
now.com/] (E£7IXZD%MIA 8 IZT7 7 ERATHZENTEET,

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

Support Portal ~®7 7 & A2z, 2N 1%, Service Now D74 —
FAR—=Z VRO EFEFICEFT LI LICIVIRE =T R — |
IS ETHIENTEET,

Access fo IDI may be unavailable or operate differently in certain

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

IDI ~DF7 2t R)t, HIRIIEFREEEZIFE/ TR FEERE, FE
DI TIEFH TE 20, FToITBLRSEHP LRI TOSEER DD
F7,

Case Target Response
Times and Target Levels
of Effort

BELGEREL BEOSE
Hrn

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

PIFORIZEEHD LB, ZMEBORZIZED 5 BIESERE & BED
BV EEELET,

Case Target Response Target Level of Effort

Priority Time B Ll
BEE  BRERERRE

P1 15 Minutes Continuously, 24 hours per day, 7 days
1543 per week

W, 1 H 24 W, B 7 A

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

1 0 2415/, B 7 RIZRWTEHE

P3 1 Business Day As appropriate, Monday through
1 R Friday, 7AM to 7PM Local Time
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HAHIERRE C A BED> & &0, T 7 B s
T 7EE COMTHE

P4 2 Business Days  As appropriate, Monday through
2 MR Friday, 7AM to 7PM Local Time
BiIHIRFf] CHBED &M, T 7 KD
Fth 7R E 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 Participant from the available
options (upon set up) in Now Support when Customer Support
personnel are addressing Participant’s cases. ServiceNow will
provide visibility to Participant’s regional Local Time window within
the Support Portal.

EREORESZ HL-VLZRBWT,  [BEHEFH] &1, WA~ —PR—
s DY ENBINE O /r— A3 L TWAEA. SEN GEERID)
Now Support THIHATREZR A7 a v s BRI S 7z A M & & D+
Al 7 WD B 4% 7 I COBIHIRER O ¥ AR — MREEA 2 W)\ E T,
ServiceNow (%, Support Portal N T, &1 O ik O TR D 3 R —
~REEH &2 AL L E T,

Developer Support
BREVR— b

Participant may designate up to ten (10) named individuals who
have been trained to administer the Subscription Service to request
assistance from ServiceNow support engineers in troubleshooting
technical issues with existing 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).

ZN#E L. ServiceNow 77 v b7 4 — A5 LOBIED A X~ A RZBIT5
e 2 BB S 2 ReT S BRI ServiceNow DOHR— b= =72 &
HXBEERT DO, BT AV Ty a - RAOEHICET S
Mo—=U7%%107 10 4FE TCOMAEEET D ENTEET, BA%
FHHR— rr—2A1%, (CSA 721X Impact Package {H4£E (W3
TS IO EBY) P3O AEINERRONSE R £97,

Scope of Developer Support!:

B E VA — b OfapE 1
Must be less than 200 lines of code.
2— NTEN 200 KRETHHZ & »
Must be on supported version(s) of
release/feature/application/ hardware (i.e., n-1).
V) —A/MERE/ 77 ) r—> av /=7 =27 DY R— P EAN
—>Yay (T7bb,. nl) THDHI L -
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Does NOT include froubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
E=HOT 7N =y ayilEbA NI T N a—T 4 T[T
7 FERIEeF 2 ) T AEEHEOEETEEIN AN L -
1 Developer Support may be unavailable or delivered by modified
delivery model for Participants in restricted or self-hosted
environments
V BIRE AN — ME IR I ARG, EEIL T TR NREDRYIE
ICH L TIEIES RV BFE DR D D, ENIEE SF B NE T DT YN
V=T L D IBHEIN D555 0 ET,

Instance Observer
A VARE VAT TFE—N

—

Participant may designate up to ten (10) named individuals to
access Instance Observer.

SIMEIL, AV AZ AT THF=NR—=ZT7 7 AT HMANE 104 £ T
ETHIENTEET,

Instance Observer ' provides a roling 6-month period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance, and
the ability fo set self-service alerts, notifications and analyze data.
AVAB AT T —=R=11F BIEDA VAL A RAT 4T
L7y N T —L, TTVr—arBLOA VT TANT I F v —
DINT = ABILNATHPEICOE, 6 » HEHROER I —E 2 %22
e, BT —E2BOT T — h BMBLOT—F o E2RETE
HEIICLET,

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

VI, BRI B, F L T RSB DREA S L IR
HXHEEA,

Support Account
Manager

A Premier Support Account Manager (SAM) will work with Participant
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:  htips://www.servicenow.com/upgrade-
schedules.html and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.

Premier Support Account Manager (SAM)IZ, Impact %7227 U 7
a I, SNELEE L TR SN AR — M EREL
¥ ¢+ ., Premier SAM © 7 7 F 4 E T ¢ 1% .
https://www.servicenow.com/upgrade-schedules.html (Z#8# S 7=
Support Account Management - Impact Service Description IZE %
DEMIZES bDE L, MO BRI D Z LI L RAEEFITHA
AEND D ERBICHRINET,
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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 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, fEEEN=V 7R Y V=2 (LLFICHATS) B
KT OZ Do ServiceNow DFRFESBHOHMENRTEN, T bDH
IZ. Impact Delivery Instance %7213 Impact Application % i@ U 722
FEDOFERIZIE LT, BMEFDOF%ET % Impact Package (24> T,
B X7z Impact Deliverables # it SO L 7, feE 3=
7ERAY V=A%, Impact IZBTA2SME DO FE -5 EEE O THY, 7
0 s hvxP Ay MEEE L, Impact Deliverables #12 L£4, &
ENfYrERY Y—2F, Impact OF7 L RBE =L BIEOa
VTUVRNRANT T T o AN - BE L, SN BEEB IO
BRI S WS ATV ET,

Impact
Model

Operating

Impact EHE7 Vv

The Impact Operating Model will comprise, in accordance with
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 ufilization and
leverage of the ServiceNow platform.

Impact IEHET VL, Z2MEDZY T % Impact Package (Z1Evy, &
mEC X % ServiceNow D7 F v 7 3+ — L OFHRCIEH 2 X 5729
® Impact 77 7 4+ © 7 4 (Impact Deliverables # & OV Impact
Accelerators ZE LN I NHIZRESNR) OO X a7 hbiksh
3

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 225, Impact Delivery Instance #i@ U T, 7=
I Impact Application % U T,

as either a one-time activity or on a recurring basis,




Effective March 12, 2025

servicenow. FeHNH 2025 4E3 A 12 1

1EIRY OT 77 4 7 1 & LT, Eidfkiicizitsns %
HRHY ET,
The following are illustrative examples of Impact Deliverables:
PUFiX. Impact Deliverables O 361 T9,

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

NY a—TN—FY 2 b =S OEMAREIZE-S < BAE, ik
R LOFIEDOESENANLAT T,

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

HAE~<—Impact 77 —SINFE O BEZERIZADE T 7T
S ET 4, AT =BT T = a Y ERGT S
ODTZ

Capabilities Map — A reference document created to reflect
Participant’s current application usage, integrations, data
model, capabilities, and instance activity.

Bt~y 7 —SINEOBED T 7 r— a O ARE, A
YT V=Yg v THET I, EREERB IO AL AT
JT 4T 4 R L TR S - S RRICGE,

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.

BMEBAT— vy F—BNMEOBEDEIE T T B LT r s
FLHBIDOVE 2—IZkT 5, ERENRO®EL LS %D 7
= — XIZRET % FRREE L OMEEEIZ DWW T DT,

ServiceNow may add to or otherwise modify the catalog at its sole
discretion, provided that, during Participant’s Impact Subscriptfion
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 i%, BC.OHIKIZ LY, B&a ZITBIMERITELEIT O %
ANV ET, 2L, BINED Impact 7 A7 V7 g CHREF
ServiceNow X, Impact Deliverables % i@ U CHIH Al e/ E O AR 72
HEZEZ LW L2V H DL LET, Impact Deliverables ® % % v 7
D f% B 1L . ServiceNow @ Product Documentation # A b
(https://docs.servicenow.com/) FIZHE#i & TV ET,

Impact Accelerators

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

1[HIBR W DImpact Deliverables, ¥ & ONi#c 72 impact Deliverables
W2z, Z#E X, Impact Accelerator CatalogiZit#id & BV
Impact AcceleratorsiZt 7 7 v 23252 ENTEET,

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
select Impact Accelerators.

Impact Accelerator Catalog 1% . ServiceNow @  Product
Documentation # A b (https://docs.servicenow.com/) IZ 8 # S 4
D, ZA Ly =Y a— (TV) ZERKREDD ETSNHEZIETD
—EHEOA 7 sV 7ICEHT LI ED Y A FTT, Impact
Accelerators [THAMCTHEAT 2 Z & i1XTE 3, Impact Package &k
ELToOARFHATEET, SMEFEFOREM Y EZE O AN Impact
Accelerators iR TE £,

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

Impact Accelerators (X, AR — RO ELEKIZIG Uiz T ¥ v
TSN TOET, 2MFIE, A L7 Impact Package (Z9E0,
Impact Accelerator D&% 77 % v 775 Impact Accelerator % K
2 OF CRFFIZFIHTE £,

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
Partficipants in restricted or self-hosted environments.

ServiceNow [Z, HCOO¥KIIZ LY . Impact Accelerator Catalog % ##
T HAT7 7V v T OFAE~OBINEOMEERZITIHERH Y £,
Impact 77 7 4 ©7 4 OHICiE, HIRSNBRE T80 7R X MRS
OZMF X L TR TE RN b0 b H Y £77,

Expert Services Discount
Expert Services DfEF[ 2R

This feature provides Participant with a 15% discount on purchases of
ServiceNow Expert Services engagements.

Z OREREIZ. BINEICKRI LT, ServiceNow @ Expert Services D AIC
DE N1SBDMEL IR AR L E£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.
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ZOfERIFIL, Expert Services DA IZIEH S 4L, SINFE OFRI
WL BB R I TE EH A, EIIROEMRENTONTS
B 2O0DMESIED S LKW ORI ER/EHINLGERH Y £,

Training Discount This feature provides Participant with a 20% discount on purchases of
FL—= FOfER R ServiceNow Training offerings.

ZORSREIL. BINFEICK LT, ServiceNow @ s L—=" 7 DIEAIZ DX
20%DfEF | R A T-HE L £ 7,

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.

ZOMEIRIE, N —=2 T ORI ICEH S AvE S, i RS
N FET, lHEIRT. =ZF2A— T arTh (w2EZ—RBE) BLW
HAZ LB L—= 7= 2w S E R 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 will
apply, solely to the extent and with respect to delivery of the applicable Supplemental Activity to
Participant.

ANANWINVF ¥ L DEIT, BEA VAL ADIERKR, BLOEEAS VAKX A LETORED ServiceNow
"WEOTESA M —var, FRiFZEALOWTNE G, MRENRT 77T 087 1 (LT THi
TITAET 4] EW9) EMELTHEED Impact Deliverables, Impact Accelerators, F721%%
O Impact 2 FR—x> b LLFEE. Impact 727747 41 &W9) (Zid, s
ENFET, MET 7T 4T 1%, %8I D0 F B IO Impact Delivery Instance ¢ L < (X Impact
Application £72iZZ DN TNNICEHEEINE T, BMEBMET /7 T A ET A OFETELELT D
Impact 77 7 4 €7 4 ZIER L7256, £ O S Impact Delivery Instance Zi@ U T, & L<
IZ Impact Application 2@ U T, b LIIZHEDTZDIZEEDRIICE W TEDOMOEFTEZE L
T, FRFZOVTRANC LY BIME IR RSN, AT LOMMET 77 4« ©F ¢ OB IZBEE 7 5 i P
TOHRBZIMEIZEH SN ET,

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 3 fEfit3-3 U V— X

ServiceNow may at any fime engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and 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 tfime 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, Parficipant must grant ServiceNow-provided resources access o
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%, AfHEEEIZHE-S< ServiceNow DEHDO R E - 1T —EHDBITICOX | FE=F D —
ERATaNRAH = ZNDTHERLETHIENTE, Z2MEILX, ZOFE="FOH—ERXTa (¥ — (K
BRIFILEA SN DT — X REEEICRB WL TCE MRELEEE ] Lv o)) A, Impact Package ##RAE9
L1202, BMEDOT—4 (4T —XIZEENIMAT—F2ET) #UETHZEICRABELET,
B RBLERE OB T 2 EEZ &, KARNTICHKT2HER S D L LTH, 2INE I,
ServiceNow IZ%f L. ServiceNow OEZEDBITICHOXFE ="F DV — AT a M X —|ZHKHETHI L&
e LET, 72720, ServiceNow 1, {UBLERE I3 L, ARFEFIZHE-S L ServiceNow DT — X {fi#
R ERIFEORERGEZMHFFT AL OTRL, £, Z2MER VO THELNL T —ERAT B3 X —D
F— AR BT 2 AP R BIME M A2 ER T D Z 0K &R0 £9, BRI RN D HBEER
L OB 28 2 Fr& . ServiceNow 73 Impact Package ##t342RiiC. ZE 1L, ServiceNow 7>
ORIV v —R kLT, BITHIM I Impact Package Zi£ET 572012, BIMEDA A X
VASNDT I A BT LT IERY £ A, ServiceNow 1E, FIEEE OELCTRELIZHOE, H
D OVELSCARIES LRI U0 EEEZ AWV ET, ServiceNow F, FitEFITKILH &, F721EX
o RETHD EFRSINDIIMIDKILNIZOEEFEMLEAV, TiEETIISMFICK LT (EEMIZH
MHEIC D) W ERD D Z LT H D A,
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Participant Provided Resources

BMEPRYET DY Y —R

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:

ZMFIL, Impact OH 727 U F g VT OMY T LA —D A MRt DLFD Y Y —2%
BT AEOL LET, F—0U VY —ANEROMBELHFITLTHZ L L AHETT,
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Participant
Resource

BMEDOY V—2R

Business Analyst

EURXRTFY R
k

Responsibilities

Rt

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

TVl POTERBRELEEL, EVRRA LD ==X —F—DER%E
Ar—=U—bL LT, ZNEHMEL, BRILL, BEL. DOEMHFEZERL
\iﬁ_o

Enterprise
Architect

TR —TTARX
T—%7F7 b

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.

VB2 RO/ OB A E A AHEROHREE, e 2B IO EOMI AT
LDZONWT OB 2R LE T, Hifi b E 72138 Lo BEHICEAE T2 L 9.
TTy NI A — A —F—IlEHE A ET,

Executive Sponsor
T TBI T4 TR
R —

Primary strategic contact for ServiceNow.
ServiceNow &9 % F=7- 2 RIS 24 3

Platform Owner
T N7 —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 b7 4 —NZET 2 8RN RHAELEZAVET, U—
H—LLTVATALAT FI=2A R L —Z—ZEEL, EUVRAEKKE LY
ServiceNow Do — K< v ZZENF CF — L OEELHERT D L, 7T v
k7 o — DR IR AT 3 2 A TFEMAICER D fA £ T,

Business Owneir(s)
EYR AL —F—
(BELDBEED
D)

Line of business service owner(s) outside of IT.
TZ#R<, EVRAY—ERADOA—F— & LTO—HOIRE

Process Owner(s)

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

i;g;g%i; ServiceNow 07 7 U fr—3 5w IZBINTEES LD 4 7 5+ 2 O EfH -
0) = TERTRERIT OV TH Y 3 2 FrE 0y B O H Y5
System Maintains the stability and usability of the ServiceNow platform by

Administrators
VATAT RI=
A PL—F—

performing application maintenance, managing support for cases related
to ServiceNow applications, and contributing fo ServiceNow software
releases by delivering configuration tasks and features.
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T r—a v ORSFEFENE L, ServiceNow DT 7V r— a3 BT
L —ADYR—FEEHL, hoar 74 Xal—alD¥R70MiEx
S5 Z L1k ServiceNow DY 7 b7 VU —RZHGTHZ LT
57T, ServiceNow 77 v b7 — LDRENME & A RAMEZHER L £,
Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow DOEHEZF ML —=2 7 a—2%ET7 L, BHEEDE L TGRESN
LY AT LERE (&IK24)

Travel & Expenses
RE - BE

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 fo destinations outside of the Domestic Location will be reimbursed by Participant.
BB DEDMNIRNRY | ServiceNow (%, Impact Package ® =R —x> b2 U E— T L E 7,
ServiceNow ® U ¥ — 23 Impact Package % ¥R — F T 572 DICHENLERLGE . ZMHED
Impact Package 121X, Impact Team (2 X 2208 O ( THIASL) OFHEF OFTEHIZ X0 Hkr
A, EFTEZE T oI OCEICRE SN, 2MEO TEAILS] & LTTRIRENET) 28T
FrtA MR EENET, EWNLELSN O A b ~OFRIC 05 R ik X, BINE B A
LT,

Impact Package Warranty
Impact Package DLRFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notifies ServiceNow of such non-conformity then, ServiceNow aft its opfion will, as
Partficipant’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.

SINEN, #WE L7V Impact Package @ =2 R —F3 > b O#RMEEZ T T2 5 30 HUWIZ,
ServiceNow (CHEREE 25 HE -84 . ServiceNow X, B O DEINT, BINHEOHE—DORF L L
T, AREFICRRHOBEBERBEHICOE, YEAHEEEZRET DL IMELORBEMNRE I EIT O D,
Impact Package Z# 7 L., #& T HUBKEO@ES L7V Impact Package (2811 % Impact 7227 1
7 a I OERAENS UM E O 7 227 ) P a Ve E B INE I WRE L ET,
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Managed Service Provider Specifications and Requirements
v XY B ERT B DR L B

Participant may only access and utilize the components of the Impact Package solely for
the benefit of Client.

BINEIX, 7 T4 7> bOREEDO DT IZ Impact Package O R—3% > MZT 7 & AR
FUHRHT D Z N TEET,

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

ZMEL. 7 T4 7 MR- T, Impact Package (ZB#$+ % Y 7 =% k% ServiceNow
WCHET O BRMEZAVET,

Participant must administer the ServiceNow Impact Delivery Instance.
ZN#E 1L, ServiceNow @ Impact Delivery Instance Z&# L7 FuiE72 v 8 A,

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

SIMFIX, TRTOIMpact7 7 T A ET A IZOWTORIEBEEZEHL, 77472 MIXLT
ServiceNow®Impact Delivery Instance~D7 7 & A Z 14 2 H{E2 AV £ 7,

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

ZMEIL, Impact 77T AT 4 DT IFAS VAL B —Tx2—RAbLD, BREATDHVAT
LT RI=A ML —F—ZEELRTNIERY EEA,

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

with Client.
ServiceNow [Z, 7747 FEEESLCYVRD TI2REZADT, ZMELEHESLCVRY 755
BOHEBHNET,

To the extent Participant grants Client access, as applicable, to the ServiceNow Impact
Delivery Instance, training courses, or other ServiceNow Impact components, materials, or
resources:
SINE DB HLEIZS U T, ServiceNow Impact Delivery Instance, hb—=27 a—x_ 72X
Z Do ServiceNow Impact ® 2> R —x > b, &t £7203Y) V—A~DT VA% T T4
7 v M ET 555,
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 MDY Y—=RA~DITFTAT L DT 7 EAZONT, Impact Accelerators (23 A &
DM EZTD ZHUCRE SN WS EH S E T,
e Participant shall be responsible for ensuring Client's complionce with any
applicable terms of the Description.
o BIMEIX, 7 TAT ¥ MBRMAGEOBEH R OESF LR T O RMEEANVET,
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e Participant consents to ServiceNow facilitating such access as granted by

Parficipant.
o  ZNE L, ServiceNow BEMFIZL > TG ENTT 7B AZEHTHZ LIZHEL
\iTO

Additional Specifications and Requirements

BINOfAR & 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 7 K 3A ZASCHERHEIENE I N HENH Y £
D3 BINEIE. ML T RS ARHERFEIH 2 BT 2 0BT 2 T X TOWREIZHONT, &
MEDOHPEFLZA I ZEIZRELET, BME X, ServiceNow MU 27T KA 2 0HESE
DI AERZRT RAAL RN T 5 b DO TiEe<, £, WRDEHOBETFIZET 2RI TH A
WZ EEHPRIICT#L, ZHIZRIELE T,

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#ALBAAEIZOWTEIMNE L O THAIZCEE LB G 4
HELURNIZ, &L 75— A b F—Lo (= A\ YF—L0) 2EROEEEHER L O
FRETER T DT OICEE LOBEIRE N EITH>bD & LET,

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

ServiceNow 2H5IZHEE L 72V R Y | Impact Package B L NZ OfER & L CTAE L 2 BT
FECER S ILE T,

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

ServiceNow 1%, M., 7 747 MEIFE=F (ServiceNow DEFEEH <) &JRIA
ELTAUTRBIEICK L TEEEZAWVERT A,

Participant is solely responsible for the performance of Participant’'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.

ZMEFIL, ZMEOWEBCRBEAB LY 747 FOREESSCREAD Impact Package
DM Z T ER 2 G, ZNEOWHEERSCRBABLOY 747 FOREESCREAD
¥EBFEIT, 72 B ONC ServiceNow (Il L7 T _XTooT7 —# | Bk L OME RO EfEr: & 522k
WZOWT—EIOBEEZANVET,
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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 W AX~—HKR—FZFRZ, Impact Team %, ServiceNow O fE#EE 3 A
(ServiceNow F 72 13BIHIOHAH Z#Br<, A H N OAHEH £ TOFH 8 btk 6 FFE T

Do HO8REH) 12, ZMFICH —ERE#RUEL £,

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 7 227 U FLa UHIBRNICHIH SR oz a U R —x v M, WEEICHY B+ 2
LIXTET. BRI E R, BIMOZ LYy RfTEESNDZ &R, BEbINEE A,

Participant 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 Participant.

Impact Package (ZB87 % ServiceNow b DIRZEFIAIL, E A—/L, FEiE. Impact Delivery
Instance Zi# L C. E7=1% Impact Application % L TiT4iL. &1L, Impact Delivery
Instance (27 7 v AT 5 7= DI ER BN E L RDGENOLDL L2 TR LET,

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 kb (https://docs.servicenow.com/)
WZFLHk D L350 | ServiceNow IC X o> THiESNDGENH Y £3, 72721, ServiceNow 1%,
SM#E O Impact 7227V 7 a VT, Impact Package 47 7 U v 7 Ok L
NaFBELIKBTLE202LEFH0 EHA,

Exclusions
1 A kRSt

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.
FRORY R —E AT a o X —Ofhkk & B ICRE Sz 82k E . Impact Package
EREN LT MEDOHZN, EXLEICHRO LBV Impact Package #FIHT 25 Z &3 T,
ZINFNL, BEXLECHAREINZ TAT  VOREEZ VR — T 2720ICOHFIHTHZ N
TEET,

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


https://docs.servicenow.com/
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Impact Package iZ., ServiceNow O#lfitico>& | ®EEA OV R — b, P—ERAE - TBHES
HEAWHEND HDICHONTITEH SN E R A,

Impact Packages are not available for domain separated instances that Service Provider
partners use to support Clients. 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 13, +y—ERX7a XA X —R— | NF—NRI T4 T eV R— b T5720DIC
BHT L, RAS BN —va v A VAZ UV ADYRY RY—E AT 0, X —CIHHTE
£¥ A, Impact Package 1. BMEDOH T A7V Foa ANCEENDIRYDOAEL LOHEA
FA L AZ ARG, AEOARELLIOIEREA VAL AZORENT 5 ENTEET,
Impact Package (X, &, 7€, POV, F7o3B#E T 26470 LoamEicitttsnsd 1 v

Certain Impact components may be limited for the following:
Impact DFFED a3 R —3 2 ME, UTICEALTHIRSNW D560 H D £,

e Parficipants hosted in certain restricted environments.

o  FFEDHIRINIZEEE THRA RN TWDSME

e  Parficipants with self-hosted instances

o  EATERRNMUAL AL ADEINE

e  Offerings not deployed in a ServiceNow data center.

e ServiceNow 7 —# o ¥ —TiRflkshTnirnt 77U 7

e Parficipants who opft-in to region-specific support offerings.
s [E A O YR — MEEICFEE L TW o3
Participants with domain separated instance under certain conditions.
BFEDEBE T TCRAAL BN —Yav A VAR ADEINE
Participants with instances hosted across multiple hosting environments.
BEOBRAT 4 VITBEETA VAL U AR RA RSN TWDHBINHE
Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.

BIBRDEDNDZWVEY | Impact Team ik, A 7V AT —vay, ary74FXal— g,
By THREIZI R L —= 0 72TV ER AL
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