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Impact Guided v3 Package Description
Impact Guided v3 Package fLiRE

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 idenfified 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 terms used but not defined herein have the
meaning given in the Agreement. In the event of any discrepancies between the English and the
Japanese versions of this Package Description, the English version shall prevail.

ServiceNow @ Impact Package (Zid, ViR — Y —n, BAT~LT Y J—A HYFIZL DB —F
ADFPE, T A AB T MBI OBIARR T 0 v EBREEN, BEEIEAT S Impact Package @
LS TRt SN E T, D Impact Package fEEkE (LLF TARMRE)] 2vv)) 1d, B, %Y
T 5% ServiceNow OA—H—7 4 — AFIHEHTE (LU EXSGE) &) ITBWTEkans,
ServiceNow & BEEE DM DK (LT TAREK) L)) oxReERD £5, REEEIL.
ServiceNow & 3%k & DR DB4 3 OVECEICRB W TRE SN2 Impact Package ICB LT, AR
MEEEAENDEET 2 HDTT, RARE L AR E OMICHEEN & 256, RMAREFIZHBEDOH
ERRVRY . AARFEOFTEFHICE L T, AMERFEFNELEL T, FMEFERES DL TORN
TRTOHET, AENCED BN ERITHENE T, AMEEREORFE & B AGER & ORI ELEE 2 &
L%E. REEMRESE LET,

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

ServiceNow 1%, BEEENEEA L= Impact Package (2> T, BERICLL T O a v R—x 0 k2424t
LET,
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Description

Pui

Customers consume and manage their entitled Impact deliverables and
capabilities electronically primarily via the Impact Application installed
directly on the Customer’s ServiceNow instance. The Impact Application
also allows for a data synchronization (“Data Sync”) with a ServiceNow
internal Impact instance allowing for real time communication with the
customer’'s Impact Team. By using the Data Sync, certain data will be
shared with the ServiceNow internal Impact instance which may be hosted
in a different Data Center Region from the Customer's originating
ServiceNow instance. Customer can confrol if data is shared with the
ServiceNow internal Impact instance. 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.

BERIL. ServiceNow A v A X A2 FIZEHA A h—/L &7 Impact
Application Zi@ U T, A Sz Impact DREY B L OMRE AR - BELL
£, Impact Application (X, 7—#[F# (LT IF—FRE# L H) 27|
Fi LT ServiceNow OWES Impact A v AZ AL VT NLEAL LA THEEL, B
HEED Impact Team & OEHE A FIREICT 57 — X [AMIEE b IFx TVWET, 7
—ZEMEERAT L2 I8, —EHOT —ZNBEEDOILO ServiceNow A
VABZUAEEIMNOT—HA B A THRANINTWAEAELRD S
ServiceNow OWEL Impact 4 v AZ v A L EFENE T, BERIT, T—4 %
ServiceNow OIS Impact 4 v A Z v A L AT B0 E 9 B TE E4,
PR— MR —ZNV~DT 7R, BEFEKIT ServiceNow DR — R —
AN SN TV I EFEFICEF L TCH AL ~v—FR— MTEETH 2L
HLTEET,

Impact Digital
Access and
Increased Access
to Support

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

and Target Levels | ) vzt L 50 | BEEOARKICE D 5 B EEISARE L B D5

of Eftort LR EEELET
AEIERREL B
Ty >
BOFI v Target Target Level of Effort
Response HAESRH Ll
Time
RIS
P1 30 Minutes  Continuously, 24 hours per day, 7 days per week
30 47 W, 1 H 2405, M7 H
P2 2 hours As appropriate, 24 hours per day, 7 days per week,
2 FFiH 1 B 24 BRfE], 7 BIZBWTHEE
P3 1 Business As appropriate, Monday through Friday, 7AM to
Day 7PM Local Time
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[=E =) BUHIRF[E CH I O ERE, PRI 7 KB % 7 FFE T
D T H
P4 2  Business As appropriate, Monday through Friday, 7AM to
Days 7PM Local Time
2E¥R BUHIRF[# CH IO EMRE, PRI 7 KB % 7 FFE T
D T HE

“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.

EREOBEZ LB WNT, THMHEFR &1, P AZ~—HPHKR—FD
HYUYENRBEREO 7 —AIZHIG L TWDGE. BEEN GRERIZ) Now
Support TRIFRIREZ2 AT v a U DR Stz AL E&BOFRT 7 K
A% 7 RE CTOBIHEM O YR — NEHH EZ VW FEF, ServiceNow 13,
Support Portal T, 354k D Hulsk D B O 58— IRl 2 rI i b L &
7T

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

BERIL, A VAZ AT T —=NR—=ZT7 7 AT HlAE 5 HETHEET D
ZEMTEET,

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

AVAB AT TP —=R—=1 X, BEEDA VAR ABRAT 47T 577
T =L, TV r—vaBILOA YT TANTIF ¥ —DNRT F—<
VABLOATHMEEIZ DX 45 HiEOBERy— e 2 2R L E7,

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

V BITE, BRI LB 50 T F /I TR P IERLED I EREICS L IR
HIAFEA,

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 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.

Instance Observer

A VRAREUVARZTT
P r—

Impact Team
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Impact Team (2%, #EESNT-H 272 Y V—2 (LLFICHHATS) BLOZE
DOt ServiceNow DFFESZH OHEMENEZ £, T bOFIEL, Impact
Delivery Instance % U7-BEENDLOERIZIG LT, BEHKEOZEYT D
Impact Package 29> T, BRI 7= Impact Deliverables z 3 L O
L ET, BESINEZYZ7BRY V=L, Impact IZET 2 BFHEOERD
HEAOTHY, Tl Iha~vxP A BB L, Impact Deliverables %12
LET, BESNEYZ7E8RY Y=L, Impact DT 3 F—Lirh  BE
BROaLr T YRRANT T 7T 0 AWM - B L, HIfFSE BB LD
RISV IR ER2ITTVET,

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 EfREF 1 no‘( limited to, Impqg‘r Deliverobles and Impact Acgelerofors designed to
assist Customer’s utilization and leverage of the ServiceNow platform.
Impact IEAET/VIX, BEEDZYT 5 Impact Package IZ1EVy, BEERIC
£ % ServiceNow O7'J v b7 4 —AOFHARIERA 2 X$ET 5720 Impact
777 47 4 (Impact Deliverables 3 X OV Impact Accelerators % & e
INHIZRESNRY) OAZa TN INET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables i,

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

Impact Team 75 . Impact Delivery Instance %Z# U C. F 721
Impact Application zZi8 U T
as either a one-time activity or on a recurring basis, as applicable.
1ERY D7 77 0 €7 4 & LT, FEMkRMIIC (WThaizl3 5
7)) R#EEINDGERH Y 3,

The following are illustrative examples of Impact Deliverables:

LLIFIL. Impact Deliverables @ E#] ¢4,

Value Blueprint — The documentation of Customer’s desired business
outcomes.

NYa—=FT =Y F—BREOPFFIND BT R A EORRICBET S
RFaXvTr—al,

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

HAEZ<—Impact 7T v - BEHEO BIEZERICEDY T 7T 4T
S, AET V=BT T =y a Y ERIGT 200D T T
Capabilities Map - A reference document created to reflect
Customer’s current application usage, integrations, data model,
capabilities, and instance activity.
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Bt~ 7 BEROBUEDT 7V r—a VOERRI, 17 7L
—va U THETN, BRI, SRAF AT I T AT 4 &
ik U CHERR S 72 S IROSGE,

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 12, ACOHWHIZX Y, ¥ ua JIGEMEIZEFE 21T H>HED
HVET, L. BEED Impact Y7227 U7 a MY, ServiceNow
I%. Impact Deliverables % U CHIH ATREZRE OB AAI72 B EA 25 L <KL
R0boE LET, Impact Deliverables 7 % 1 7 O iiix. ServiceNow
@ Product Documentation ¥ k (https://docs.servicenow.com/) TR
THZLRTEET,

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 [|IFR Y @ Impact Deliverables, £ X UWk#iHY 72 Impact Deliverables (20
Z. BEEIX. Impact Accelerator Catalogue (ZfE#H D & BV . Impact
Accelerators I 7 7B AT HZ N TEET,

The Impact Accelerator Catalog is a pre-determined list of fixed-scope
offerings that may assist the Customer in maximizing time to value as
described on the ServiceNow Product Documentation site
(https://docs.servicenow.com/). Impact Accelerators are not available for
separate purchase and may only be uftilized 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 bk (hitps://docs.servicenow.com/)IZHE SN D, ZA LKy —_Y 22—
(TV) Z&KEE O D EThEHkEZ RS 5 —E#HAOA7 7V o 71l 5
FrEn Y 2 h T, Impact Accelerators IZHM THEAT S Z & ix T 9,
Impact Package ®—#i& L TOAFHTE E9, BEROBEHYEH D LN
Impact Accelerators Z EHR T&x £4 . BEENFH TE % Impact
Accelerators OFUZHIMRIZH W FHAN, BEIL, Impact Package (24
VY, L C O Impact Accelerators R 5 Z LN TE ET,

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.

Impact Guided v3 Package Description
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ServiceNow (%, B O¥IKIZ LY., Impact Accelerator Catalog ##kkd
L2477 V7 ORAES~OBIMZEDOMEEZ1T 255085V £9, Impact 7
TT AT 4 OFIZIE, HIREINTZBREE I TR A FREOBEREICK
LTRETER2VNVbDOLH Y £17,

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
8| & of ServiceNow Expert Services engagements.

Z ORI, ServiceNow 72 HEHEIEA LA IR R LT (23R
BERIICHE AN LT3 B B RN EIR L7z ServiceNow DFRIE/S— b F—IZxt L
T) . ServiceNow @ Expert Services D A2 & 5%DOEH | R A2 L 7,

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.

ZOfESIFIL, Expert Services Opi A& ICEH S v, BEEDO FHIZWIT K
HEBIREIIUFACTE £ A, EEIROFEFMREMTONIZHE. 2 2OMEF|F
D BRI OMBIENMEH I NDGERH Y £,

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

NL—= 2 Z D (or to _Cusfromer’s sel_ec’red ou’rhorized ServiceNow reseller_ when
A= purchasing indirectly) with a 10% discount on purchases of ServiceNow
Training offerings.

Z OKEREIZ. ServiceNow 7L EEEA LG AR BEEIC LT (7213
BEAICHE AN LSS 13 B RAENEIR L7 ServiceNow DFRE/S— hF—IiZxt L
) . ServiceNow @ kL —=" 7 OEEAIZSEX 10%DOME5 R AR L F T,

This discount is applied to the commercially available price of the Training
offering. Some exclusions apply.

ZOMESIRIE, b == 7 O AR IET S ETA, —HIEHERSA D
DEY,

Consent
FE

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental activities including but
not limited to the performance of a HealthScan, creation of a Temporary Instance, the use of a
ServiceNow Cenftralized Environment, 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.
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ANIVARAR v U DELT, BEA AL U ADVERK, ServiceNow OEKEREDOFHEH, BILOEEA v A
2 A ETORED ServiceNow B DFE LA ML — gy, FRITENASOWTNNE ST (277
LINBIZREINRYY) | MR RT 772870 (BT THRT7 27748741 L)) &L
4 5 ¥ @ Impact Deliverables, Impact Accelerators, %7213 Ofhd Impact 2R —xr > b (LL
TEE, llmpact 7277 4 €7 1) LWONIIE, MiREEREHINET. M7 7710 7 113,
M D h X a s X O Impact Delivery Instance & L < 1% Impact Application £7213#F W3
IR SNE T, BEENPHET 77 4 BT 4 OFETELE LTS Impact 7277 4 BF ¢ Z#RIN LT
WA, T OMESEMIT Impact Delivery Instance %@ U C. Impact Application 2@ T, & L< i
ZHEDOTDIFEDORNIZEBNTCEDOMOE T FELZBEL T, ELITINLOMAEDLREIZL Y BEE
IR &I, ST DM T 77 4 B 7« OFMEICEEE T 2 Hi COABERRICHEA SV ET,

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 X 08 Impact Application F 72132 DWW hnsic L 2 FF e &
BEREZMEH L C, M7 27T 4T 4 2L ELE TS Impact 77T 4 BT 4 Z3RIRTE 52— —FERE
EEETHZLENTEET,

ServiceNow Provided Resources
ServiceNow #3425V VY —=R

ServiceNow may at any time 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
compensatfion due or allegedly due fo subcontractors, and subcontfractors may not seek
payment (either directly or indirectly) from Customer.

ServiceNow (., ARAEEIZH-S< ServiceNow OEBOEIE I —HOBITIZOZX, FH-FHDOH—
ERATONRNA XL = ZWDOTHEFRTHILENTE, BEHRIE, ZOFE="FOF—t AT o (¥— (K
PR FTITEA SN DT — X BRI B Vi MRELEEE ] Lvv9) 23, Impact Package % #2AE3
L7202, BET—4% (MET—XICEITNHIBAT—F2ET) AT HZLICRELET, #Hil
REBABEFOBRBMICETIACEE A, KARNFICHKTHAHAER S L LTH., BEKIL.
ServiceNow IZ%f L. ServiceNow ODEBDBITICOXE -FEDHF — ATl ¥ —tKLTH L%
PG LET, 72721, ServiceNow %, fREULERE (2% L, AT HESL< ServiceNow DT — # {1 i#
BB EREORERBEZHERTIIOERL, £/, BEELSWVWOTHLLNE Y —E AT a/ (X —D
T AR BT 2 AHEAZBIMEREERTE D208 &MEL 20 9, JRER1H IHER
Impact Guided v3 Package Description

Impact Guided v3 Package fHikEE



Sel"Vicen w Effective June 11, 2026

FNH 20266 411 A

OB LRHEIPHAFRE . ServiceNow 2 Impact Package #3282, BEEEIL. ServiceNow 7>
SifftE s U Yy —2 ik LT, BITH T Impact Package Z 23 % 7-9l2. BEEOA 2%
VASNDT 7 AEHFA LT IER D £ A, ServiceNow 13, BIEEE DIELARCTELIZHOE, H
b OVEZCAES & RIS —YIOBEEA2AWET, ServiceNow 13, BFEEHEICKIL Y &, /213X
h)RETHD L ERINDMMOTIANICOETELEZ AV, FFEELITRBFRICH LT (E#EMICH
MEEICE) W ERDDL ZE1EH Y THA,

Customer Provided Resources
BEERNBRMTHY V—X

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

BERIT, Impact Y7227 ) T a VHIHOBST H= o=V A L MR, UTFOY Y —2%
BT HLOL LET, F—0Y Y —2A0NERORE % S5 2 L bAETT,

Customer Responsibilities
Resource -
=i

BEHEOU V— 2R

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

Business Analyst

K TVl FOEEREGE CHEEL, EURR LO=— X0a—F—DERE
A h—Y—& LT, THEEML, BELL, BEL, »oBfrERL
iﬁ‘o

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

Architect systems, including any necessary policy or organizational requirements.
o _ | Helps guide the Platform Owner to align with technical or functional

I‘/5'L“7 7 A4 X | standards.

T=%77k BERIEROMM OB 2GR MEROEK, 70 ABLUZOM Y AT

BZOWTOMB AR L ET, Hifr L E TR LoBEFRICEET D X9,

TTy N7 A — A —F B E S 2 ET

Primary strategic contact for ServiceNow.

ServiceNow &3 2 F:72 5 Mg 4

Executive Sponsor
TR T 4T R
R —

Responsible for the overall accountability of the ServiceNow platform.
Provides leadership and oversight to the System Administrators, ensures
77y P74 =4 | team alignment to business strategy and the ServiceNow roadmap, and is
A —7F— actively involved in the overarching governance of the platform.
ServiceNow D77 v 7 4+ — AT 52 2EMRBHEERZANE T, UV —
=L LTYATLAT RI=A ML —F—%2FEEL, BV AL IO
ServiceNow O r— K~ v ZIZAT CF— 2O EL R T2 LIz, 7T v
N7 o — DO@ER IR T ST v ANFERAIIZ LY fL A FE T,

Platform Owner

Impact Guided v3 Package Description
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Line of business service owner(s) outside of IT.
TA2KR<, EVXAYF—EADA—F—& L TO—EHDOIE

Business Owneir(s)
EVRALE—F—

(BEALDHED
D)

Process Owner(s) | Subject matter experts responsible for the correct and complete definition
7 ut& XA —7F— | of each of the processes implemented within the ServiceNow applications.
(BEALDHED | ServiceNow DT 7V r— 2 VINICB W TERS D% 7 18 AD D
v) FERRERCOVTHEY T D RES T OHME
Maintains the stability and usability of the ServiceNow platform by
performing application maintenance, managing support for cases related
R _ .- to ServiceNow applications, and contributing to ServiceNow software
VAT AT FI = releases by delivering configuration tasks and features.
AhL—=5— TV r—a ORSFEER L, ServiceNow D7 U r— g B
B —ADYR—FEFEHL, hoOar 74 FXal—arDdR7OMRESL
T2 L2k ServiceNow Y 7 h =7 U Y —RZFETLZ LiCk
7T, ServiceNow 77 v N7 4 —LDEEM L AAMEZHER LET,
Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OFHE ML —=2 7 a—2&ET L, BEEED L LTRESN
HUAT NERE (RKIK24)

System
Administrators

Travel & Expenses
RE - R

Except as otherwise specified, ServiceNow will provide the Impact Package components
remotely. In the event that ServiceNow personnel are required to travel in support of Impact,
Customer’s Impact Package shall include onsite visits at Customer’s headquarters (as determined
by the “Ship To" entity and address on the applicable Ordering Document, referred to below as
Customer’s “Domestic Location”) by the Impact Team. Reasonable travel expenses incurred for
visits to destinations outside of the Domestic Location will be reimbursed by Customer.

BEEDEDNRR2WRY | ServiceNow X, Impact Package o dRN—xv b2 U E— M TR L E9,
ServiceNow @V ¥ —Z 73 Impact Package # AR — F T 572 DICHER L ERGE ., BEEKED
Impact Package (Zi, Impact Team (2L 2 BEEROARM ( TFIASE] OFZEF OFTFERIC X0 f]Hr
A, FEFTIERZ Y T ECCEICHE S, BEHKEO TEARLG] & LTFRICRENET) IKB8F2
FoY A MR G ENET, BRSSO A M ~OFFRIZ D05 AR it L, BRENAHR
LET,

Impact Package Warranty
Impact Package D {RFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Customer nofifies 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 ferminate the
Impact Guided v3 Package Description
Impact Guided v3 Package 1Lk E:
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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.

BEMMN, WA LAV Impact Package @ = v R—x > FO#EMEEZZ T THS 30 HEWIZ,
ServiceNow |2 iRl & 28 b Y7234 . ServiceNow [E, H 5 DEIR T, BEEEDHEMMAY 72 R s &
E LT, AEEREFICEEHMOBEBERBEMHIZOE, UEAHEELEET DX IME LORBEMNLRE 21T
M. Impact Package ## 7 L. # T HLEOEA L7V Impact Package (2815 Impact $7 &
7V 7y a I OBERRIIENCIG Cfib O 7 A7 ) 7y a VB E BERICIOVE L ET,

Additional Specifications and Requirements
BNk & 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 regulafion.

Impact Package (2%, ServiceNow mH DT R ASA ZARHERFHENG ENIHENH Y 308,

BERIZ, ST RS ACHEIRFEZ LT 50 EIIET 2T X TOREIZOWNT, BEHKD I
NEEEZAI ZLICRIELET, BEMIL., ServiceNow MRS 5 7 R ZACHESENN TR T
RANAL RAEMERT HHDOTIERL, o, W DIEHOBESFICETIRATH W & 2RI
TMRL., ZHICRIELET,

ServiceNow will use commercially reasonable efforts fo 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 OIEEFAGIZ OV TR E DM THAEICGE LMD 4
RILINIZ, BEREE = =T A b —24 (—ERA\AYFT— L) 2EOEBFHER LUK i
BT H1OICPEE LORBNRBENEITObDE LET,

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

ServiceNow WEHZHEE L2V R Y . Impact Package BLOZFD#ER E L TAE L D EWITHEE
TIERR SN ET,

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

ServiceNow 1%, BEHEI1LHE =% (ServiceNow DEFE¥(EZHRL) ZJFEKE LTE URIEIC
LU THEEZAEWER 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.

BEKIT., BEROUEEELREAN Impact Package DRRYICINZ T2 ZEH 2 ETe. BEROHUE
FEEONHANDOEREZEIT. 725N ServiceNow [ L2 R_RToOF —% . ERB IO RO IE
et & 2 eEIC O T ETLEANVET,

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

Impact Guided v3 Package Description
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between the hours of 8 a.m. and 6 p.m., Monday through Friday Local Time, excluding
ServiceNow or local public holidays.

WHINDHAX<w—PR— FZkRE, Impact Team i, ServiceNow DIE#EEZ¥H (ServiceNow
FIFBHOBSEE 2R, ARENGE&RH E TOFFT 8 KNG Ft4 6 FFETD S H D 8 HEfH])
I, BRI —EZ 2R LET,

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 47227 U 7o a VHIBIRNICRIRA S holmarR—x v ME, WEEIZEVETZ &1T
TEF, HIROINEZ2Y, BNOZ LYy MBRffHEESRDZ &L, BELSNERA,

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 (2R3 % ServiceNow 5 DIREFEIL, E A —/L, EFE. Impact Delivery
Instance %@ L C. 721X Impact Application Zi@ L Tirbh., BFEHEIX. Impact Delivery
Instance (27 7 ¥ AT 57 OIS BEEBANLE L R DGANHL L2 THRLET,

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.

Eioa AR —x> M, Product Documentation # 4  (hitps://docs.servicenow.com/)
RO LBV | ServiceNow IZ L > THIFEESN DGR H Y £7°, 72721, ServiceNow (%, F%Hk
® Impact 7 227V 7 g CHMT, Impact Package 47 7 U o 7 ORI L~ L E2E L <
BT L27e2&13H /A,

Exclusions
T A B

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

Impact Package A L7 BEEOH0, 1ECEICHI RO LBV | Impact Package % F 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%, BEHEOY T A7 U T a VCEENDRONDOAREL L OIEREA A K
VAEED, AEOAREBLOEREAS AZ L RACOREHTHZ N TEET, Impact
package 13, WE. 7E, POV, FI3MHET R L CREHICEE SN A VA X R
EDOEDA AL AT SV ER A

Certain Impact components may be limited for the following:

Impact DFFED 2 AR —x 2 ME, UFIZELTHIBSND2G56803H0 £7,

e ServiceNow products governed by product-specific support, services, or related terms.
o  BIEEAFOYVAR— b, Y—ERAEIXEHSIENGEH XD ServiceNow OHL,
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e  Customers hosted in certain restricted environments.

o FEDHIMINIERETHRA F SN TWDBER

e  Customers with self-hosted instances.

o EBATERRNUAL AL U ADIKR

o  Offerings not deployed in a ServiceNow data center.

e ServiceNow 7 —# ¥ —CiRffisitcWinwt 77 U

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

o HKEA O AR — MEHICFEE L TV 2 BEEH

. Customers with domain separated instances under certain conditions.
o REDOFUETTRAALERL—Va A VAL ADBEEE

e  Customers with instances hosted across mulfiple hosting environments.
o HBEORAT 4V ITBETALVAZ L AZARA RSN TNDBERH

Except as expressly described in any Impact Package, Description, including Impact Add-
on Package Description or Impact Accelerator, the Impact Team will not perform
implementation, configuration, staff augmentation, or fraining.

WD Impact Package. {EAE (Impact Add-on Package fLEEE £ 7213 Impact
Accelerator #& 1) (CH/RENCHIBEDED R H 55/ #kRE, Impact Team 1X, 4 > 7 U x>
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