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Impact Total - MSP Domain Separated v2
Package Description
Impact Total — MSP K X 1 458 v2
Package IAEE

Impact Total - MSP Domain Separated (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 the Participant specified in the ServiceNow Order Form (the "Ordering
Document”) in which Participant acquires the Impact Package.

Impact Total = MSP K £ 1 438 (LLF lmpact Packagel &%) 1%, ServiceNow @ Service
Provider Partner Program OB Iz A 3— (BLF T2 v o) OAFIHRETH Y. 2D,
23D Impact Package # AT 57200 ServiceNow DA —F —7 3 — 2 (LT THECE] v
7)) THRELEZMEOFIEDZDIZORT Vv ABIORHT L EnTEET,

ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Parficipant 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 Participant in accordance with the Impact
Package procured by Participant:
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Description

NE

Impact Digital Access and
Increased Access to
Support

Participants consume and manage their entitled Impact
deliverables and capabilities electronically primarily via the Impact
Application installed directly on the Participant’s ServiceNow
instance. The Impact Application also allows for a data
synchronization (“Data Sync”) with a ServiceNow internal Impact
instance allowing for real fime communication with the Participant’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 Participant’s originating
ServiceNow instance. Participant can control if data is shared with
the ServiceNow internal Impact instance. In addition, to access the
Support Portal, Participants may contact Customer Support via
telephone af the number(s) listed on the ServiceNow Support Portal.

ZINEIL. BIED ServiceNow £ AKX A FICEPEA VA M—ILER
7= Impact Application ZiH U CEIZEFHIIC., A I Inpact DELE:
B IOMMELFR A « . LFEJ, Impact Application 1%, T — X I[@lH]

ULF IF—2REH#] £v)) ZF|IF LT ServiceNow D NES Impact A >
AH ALY T IVH A LT Inpact Team & OEHEZ AIREIZ 55 — X [6] ]
WRELMA TWET, T—2RAMEERTLI LI, —HOT—%
MNBINE DT ServiceNow A V' AH AL IRIDOT —Z & o 7 — il <
BABRINTWDEENH D ServiceNow DNES Impact A o AX A L ik
BENET, BIEIL. T —F % ServiceNow OPNE Impact A > A H L A
BT OIMEIPEEHETEET, VYR—FR—=FN~DT 7 R
Mz, ZIE L ServiceNow DY R — PR —Z IZH#HE SN TV D EGEE
FICEFH L CHAF~—F R — MNIEKTHZ b TEET,

Case Target Response
Times and Target Levels
of Effort

HREIGERE & BEEDOS
HL_

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

LIFTORICEEO LB . ZINEDORZKNED D HIRISERH & HEED
BNV EEELET,

Case Target Response Target Level of Effort

Priority Time HEES S L~
ERE HERERR

P1 15 Minutes Continuously, 24 hours per day, 7 days
15 %% per week
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P2 1 hour As appropriate, 24 hours per day, 7
1 A days per week,
1T H24 W5, 7 BIZBWGHEE
P3 1 Business Day As appropriate, Monday through
1 R Friday, 7AM to 7PM Local Time

BRI CH BN SR, FET 7 KD
1% 7 BEE TOMCilEE

P4 2 Business Days  As appropriate, Monday through
2 A Friday, 7AM to 7PM Local Time

LU CH D&, PRl 7 KD
T 7R E TOMTEE

“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 wiill
provide visibility to Participant’s regional Local Time window within
the Support Portal.

FREROBESZ H LB, TBMIER) &3, I AZ~—HR—
N OYFRSINE O — AZHIGE LTV D GE, SMEN GRERID)
Now Support THIHRTRER A7 a v bHBIREN T HIEN D &R DT
Al 7 RED> B 1% 7 R COBLHIFRE# O V8 — MR A 2 DD E T,
ServiceNow 1%, Support Portal (NG, ZN3 o #ilsk o B o 5 AR —
~RpRE Y & AT L L E

Developer Support
BA%E Yt b

Participant may designate up to 10 named individuals who have
been frained to administer the Subscription Service to request
assistance from ServiceNow support engineers in tfroubleshooting
technical issues with existing customizations on the ServiceNow
platform. Developer Support Cases will be subject to a P3 target
response time (as defined in the CSA or Impact Package Description,
as applicable).

ZNEIL., ServiceNow 77 v b7 4 — b EOEFED A X~ A R8BI D
AT HY 7 B R 45 & R B BRI ServiceNow DHR— b= V=72 &
LXBHEERT DO, FTAZ YT ay s = AOEFHICET
Hh—=0 T %% 10 £ FETOEANEZRETLIZENTEET, B
FHEVHR— b r—2F, (CSA 721 Impact Package fHHEE (W
MiZMT5H) ICEEHOLBY) P3O AESEEMOERE Y 3,

Scope of Developer Support!:
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BHAE VAR — b OFIFA 1
Must be less than 200 lines of code.
I— FTER 200 KRG THAHZ & -
Must be on supported version(s) of
release/feature/application/ hardware (i.e., n-1).
D) —=AMERE/ 77 ) r—> a v/ nhn— N7 27D KR— P EAN
—vay (Thbb,. nl) THEHZ L -
Does NOT include troubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
FBZHDOT TN = aYilBAbbA NI TN a—T 4 T ITA
vy 7 ErREeFa) T Ao EEIXEZ EN RN L -
I Developer Support may be unavailable or delivered by modified
delivery model for Participants in restricted or self-hosted
environments
VBIFEZ AN — ME IR EI ARG, FEIT T TR PR DSE
(XL TS O BGEDPB D, FLITEE SN T D7 YN
V—F 7L VISP D FE T,

Instance Observer
ALV ARE AT T HF—IR

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

SINEIEL, AV AZ AT T =N—ZT 7B AT HEAN%E 1044 % T
ETHIENTEET,

Instance Observer 1 provides a roling 6é-month period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance, and
the ability to set self-service alerts, notifications and analyze data.
AVAB AT T —=N—=11F BIMEDOA VAR AERAT 4 T
L77y N7 FH—Ah, TV =2 a B0 VT TARNT I TF v —
DNRT =< AB LA HAMEICSE, 6 » AEFOBERY — R %42
kL, e 77— RBOT F—F, BHBILOT —F o ETE
HEIITLET,

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

V7R BIRE LB, E Il T R B DRINEN S L Tl
HEHEEA,

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 atf: hitps://www.servicenow.com/upgrade-
schedules.html and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.
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Premier Support Account Manager (SAM)iZ, Impact D%7 27 J 7
var it Z2NMFELHEE L TIREZ A XIS ER— FEEft L
¥ ¥ . Premier SAM © 7 7 T 4 ¥ T 4 &
https://www.servicenow.com/upgrade-schedules.html (Z#3#& S 7=
Support Account Management - Impact Service Description (Z7E %
HEMITHEI bDE L, O ZICBRTH 2 LI L 0 AEEEICHER
AEND D EPIRIICHRINE T,

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 121%, FEESNE=V 27 RY V—2 (LLTFICHHATS) B
L O ServiceNow DRESBHOEMEN G EIL, ZNHDOH
IX. Impact Delivery Instance % 7-1% Impact Application % i@ U 7= & 015 />
HOERIZSE LT, BIEFE DN T S Impact Package (296> T, #&iR
SN 7z Impact Deliverables # e LM L3, sV 7o+
2 V=%, Impact I[ZET 22 MFEOE-EEROTHY, Trn s
T LAy NEERE L, Impact Deliverables #1E L %77, /& X1
727 v 2Y V=%, Impact T ARV E =L BINEDa T
VYRRANT T T 4 AW L, MfFESh BiER KO
HRIZ DWW E ATV E T,

Impact Operating
Model

Impact EH €TV

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 utilization and
leverage of the ServiceNow platform.

Impact IEHET VIX, 2ME DY T 5 Impact Package 1216V, &
nFE Iz X 5 ServiceNow D7 Z » 7 4 —AOFACIER 2 BT 5729
@ Impact Activities (Impact Deliverables 3 XY Impact Accelerators
EETLNIAGICRE IR Oh X I PoER S ivET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 1%,




servicenow.

Effective June 11, 2026
FEhH 2026 %6 A 11 H

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

Impact Team 72 5. Impact Delivery Instance 2@ LT, F7-
¥ Impact Application Z 1 U T,

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

1REIRY DT 7T 4 7 4 & LT, £i3Mniciitsn o9
BNRHYET,

The following are illustrative examples of Impact Deliverables:
LLIFIZ. Impact Deliverables @ E#]¢4,

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

BB L ORRE —SNE OIS
FREE DB IENART AT T,

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

HAEZ<w—Impact 7TV —SE O BIEERICGDYT 7T
4 ET 4, AVET UV BXOT S = a v ERET ST
ODT T,

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

Bt~y 7 —SINEOBAED T 7V r— a ORI, A
YT Vv—va v, TEETI, RSB LS v REZ AT
VT4 T 4 WL TER S V2 S R SCE,

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.

BMGE A — Fvy 7 —2MEOBEOEI 77 v B LT m s
FLAEMOLE 2 —IZktT 5. ERRNBRORE LOSHO 7
= — RVZBAT 5 FERREIS L UMEREIZ DUV T DT,

ServiceNow may add to or otherwise modify the catalog at its sole
discretion, provided that, during Participant’s Impact Subscription
Term, ServiceNow shall not materially diminish the overall level of
value available through the Impact Deliverables. The current
catalog of Impact Deliverables is available on the ServiceNow
Product Documentation site (https://docs.servicenow.com/).

ServiceNow i, BEOHIKIZL D, B EZua Z\EBMERIZEEEZITH> 8

EMBHVET, L. BMED Impact 4727 U7 a HIEH,
ServiceNow %, Impact Deliverables i U CHIH AT BE 2 H DA B9 72

BICHESS B, KRB LT

;%\
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FHELZ L KB L2 b o & LET, Impact Deliverables ® 5 % v 7
D B X . ServiceNow @ Product Documentation # 4 bk
(https://docs.servicenow.com/) iz & TunEd,

Impact Accelerators

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

1EFR Y olmpact Deliverables, 35 X ONiER) Z2impact Deliverables
2Nz, 21X, Impact Accelerator CataloglZ ZR# D & %5 Y Impact
Acceleratorsic b, 7 7 B 2T 52 LN TE ET,

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 (£ . ServiceNow @ Product
Documentation ¥ A & (https://docs.servicenow.com/) IZ 5 # & 4
D, XA L by =Y a— (TIV) ZRKRREDD LTEMEEET S
—E#HEOA T 7V TICETLIHEDY A M TT, Impact
Accelerators [T HM T AT S Z LI1XTEJ, Impact Package »—#B
ELTOARFATEEST, Z2MEOREWMYE O A D Impact
Accelerators Z &N T F 7,

Impact Accelerators are divided into sub-catalogs to support
relevant focus areas. Participant may consume 1 Impact
Accelerator from the Optimization sub-catalog. Participant may
simultaneously consume up to 2 Impact Accelerators from each of
the other Impact Accelerator sub-catalogs, in accordance with
Participant’s procured Impact package.

Impact Accelerators (%, ¥R — MRIROELERIIS OIS T &
ZIZHhE SN TWES, ZMMFIL, Optimization 47 ¥ v 7 h b
Impact Accelerator % 1 SF|HT&ET, &MMFEIL. WAL Impact
Package IZ#€V>, Impact Accelerator @447 4 % v 75 Impact
Accelerator Zfx K 2 > % CRIFFICFIHTE £,

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

ServiceNow %, HEOHWZX Y. Impact Accelerator Catalog % 1%
DA77 U T ORAE~OBMZEDOMEEZITHHERH Y 7,
Impact Activities OHZIE, FHIR S N7-BEE Fo®/L 7 R 2 MREEDO S
FiIx L TR TE RV bDbH ) 7,
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Expert Services Discount | This feature provides Participant with a 15% discount on purchases of
Expert Services D ia| % ServiceNow Expert Services engagements.

Z OFEEEIL. BN LT, ServiceNow @ Expert Services D AC
DE 15%DERI R Z 42t U E T,

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

ZOfESIFIX, Expert Services Opi MMM IZEH 4L, SIN#E OHERFIAL
WL DB REFFATE T A, B ROEMEZERNITONTS
AL 20DMEBIFED D BIRWHFOMEEIFERERENLEE0RH 0 £7°,

Training Discount This feature provides Participant with a 20% discount on purchases of
FL—=y Z0fER| & ServiceNow Training offerings.

Z OERRIZ. BINFE T LT, ServiceNow @ s L—=1 7 D AlZH X
20%D MG R A2 L ET,

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.

ZofESIERIE, P L—= T ORERMRISEH SAETR, —EEARA RS Y
3, HRIRT, =X A= TR T FTA (wAX—HE) BLIOAIAZL L
—= = RIITEHENEY A,

Consent

EF=3

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 Cenfralized Environment, and/or demonstration of certain ServiceNow products on
a Temporary Instance (“Supplemental Activities”), are subject to supplemental ferms. 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.

ANAN K v U DFLT, BEA A X L ADIER, ServiceNow OERBREOHEH, BLIOEEA v A
2 oA L TORED ServiceNow L DOTFE A ML —v gy, FRIIENLOWTINEET (1272
LINBIZRESNRY) | #iEMNRT 7740870 (LT #7774 87 4] E0)H) ZEL
T 5 HE D Impact Deliverables, Impact Accelerators, F£7213% Do Impact 2R —%> ~ (LL
TH#E. mpact 7277 4T 4] &W9H) 12, Misrmpasn:d, e7 77487 103,
YT 50 % v 8 XU Delivery Instance 4 L < i Impact Application F 721 O\ inicit# S
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NET, ZMERGRET 7T 4T A DFTEMLELT S Impact 777 4 7 4 ZRIRLTZGE. £
O R Z1E1E Impact Delivery Instance #i@ U T, b L < i Impact Application #i# U T, BX U
DT DOIZHEDIRIUIZB N TCZEDOMOBFFELZB L T, RIXZOWNTRNIC I BINE TR S
. BT HDHET 7T 4 BT 4 OEMRICHEET 2FH COASME ICHEA SN E T,

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.

ZEIL. Impact Delivery Instance 1 XU Impact Application F721%F DWW hudsic L 2 FF a4 8
REZFEHALT, M7 774 T4 20ELTS Impact 77T 4 EF 4 B8N TE 52—V —HERE
EEETLHIENTEET,

ServiceNow Provided Resources
ServiceNow B’ &fit4 51U V—X

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 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 fo 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 Parficipant may
at any fime request reasonable additional information regarding such provider's data protection
practices. Before ServiceNow can provide the Impact Package, except as otherwise instructed
and to the extent necessary, Participant must grant ServiceNow-provided resources access 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 (., ARfEEEEIZH-S< ServiceNow OEBFOEIE I —HOBITIZOZ, FH-FHDOH—
EAT BN L= 2D THEFET DI ENTE, BMFIL, ZOFE=FD -7 X — (K
PR FIITEA SN DT — A BRI B ViR (MREBLEEE ] L vv9) 23, Impact Package % #2AE3
L1200, ZMEBOT—4% (BT —XICEENIBAT —F2ET) 20T L2 ECEBELET,

B2 REABE O@BIZET 2 EL G, RENPICHK T H2HERHLE LTH, ZMFIX,

ServiceNow IZ%f L. ServiceNow ODEBDBITICOXE -FE D — AT uaf ¥ —tKLTH L%
FFELET, 7272, ServiceNow &, fUBRALBEE 2% L, AZKICE-SL< ServiceNow D5 — # {5:#
BB ERIEORERELZMRFFT 2L HIERL, 70, BMER VO THLIND Y —E AT A X —0D
F— ZRHEIRIIC R T 2 A MBS R E ERTEDZ ENEM L0 F9, IREBTRAD IHEE
OB LRHEIPHAFRE . ServiceNow 2 Impact Package #3428z, &1L, ServiceNow 7>
LI END U Y —R ik LT, BATHIRHIC Impact Package %t 572912, BMEF DA R H
VASNDT 7B AEHFA LARTNIERY 8 A, ServiceNow 1E, FEEHEDOIEARREAICHSE, H
5 OVELSCANESL L RIREIC U OBEEEZAVET, ServiceNow 1E, BFEEEICKH I &, T2
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HBoRETHD EFRINDAFMIDOIHNVICOEETEZAV, BEFFIZMF IS LT (EENICD
BIEEIC ) XHWEARD D Z L 13H Y 8 A,

Participant Provided Resources
BINEPRET D) V—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:
ZINE X,

Impact %7 227 U 7 a IR OGN T 5 A=A IR, BLFDY Y —2 %

T rb0L LET, A0V Y —ANEEOMEZ3#TT 5 L b AHEETT,

Participant
Resource

BiNFEDY Y —2R

Business Analyst

EVRATFY R
k

Responsibilities

J=z=

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

TuYe s POFHEBBELEHE L, EVXRA LO=— AR —F—DER A
AP—=U—&LTH#A, Zhz#L, Bkl BEL., hoBEEFZERL
iﬁ‘o

Enterprise
Architect

T E—FF54 R
7T—x77 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.

VBRI Lo B2 G A MR ORI, e XA B LU OML AT
LDIZOWTOMB 2R LET, HIF EE 23R LoZEfFICEAT 589,
7Ty N7 F— ATl E G E T,

Executive Sponsor
TITRIT 4T A
R —

Primary strategic contact for ServiceNow.
ServiceNow & i3 2 F: 72 2 Mg 24

Platform Owner
VA B N R
F—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 D77 » N7 4 — LNZET 22K RHHELEEANET, U —
=L LTYATAT FI=A ML —H¥—%EREL, £V AL IO
ServiceNow O — R~ v FZF CF— L O@EEHERT L LIk, 7T v
N7 4 — L OEFER 7 H S A TFERRIZER Y A £ T,

Business Owner(s)

Line of business service owner(s) outside of IT.
IT%fR<. EVRAF—ERADOA—F—L LTO—EHOIHE
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EYVRAS—F—
(BEALDHED
D)

Subject matter experts responsible for the correct and complete definition

Process Owner(s . L - L
() of each of the processes implemented within the ServiceNow applications.

i;ggg;%j\; ServiceNow OT7 7 U r—2 g VNIZBWTHEEINALIE T o 2D EM I
D) a SERTRTEFRIT OV THY T 2 FrE S B O #H %
System Maintains the stability and usability of the ServiceNow platform by

performing application maintenance, managing support for cases related
o . to ServiceNow applications, and contributing to ServiceNow software
VATAT RI= releases by delivering configuration tasks and features.

Abb—g— T r—a rORSFEER L, ServiceNow O7 U r—3 g 2 BET
LHEEIOVR—RE2EHL, hoar 7 4 Xal—alDXATOWEEL IR
b2 2 Lick v ServiceNow DY 7 b =7V U —RIZHFHETHZ Lick-
T, ServiceNow 7' Z v b7 +— LDREMEGHAMEEH R L T,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEBLH hL—= 7 a—2%ET L, HEED L L TRESH
HYAT NEHE (RIK24)

Administrators

Travel & Expenses
RE - RE

Except as otherwise specified, ServiceNow will provide the Impact Package components
remotely. In the event that ServiceNow personnel are required to travel in support of Impact,
Participant's Impact Package shall include onsite visits at Participant’s headquarters (as
determined by the "Ship To” enfity and address on the applicable Ordering Document, referred
to below as Participant’s “Domestic Location”) by the Impact Team. Reasonable tfravel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
BB DEDNR WD . ServiceNow %, Impact Package =z iR—>> h& U E— FTRELE T,
ServiceNow @V ¥V — 2% Impact Package # VAR — F T 372 DICHERLERBE, 2MEOD
Impact Package (2i%, Impact Team I L 25 MMEFOARM ( THIAYE] OFFEF OFTEMIC X0 HWT
I, FEANIY T AECCECRE I, smEO TENILE)] & LTTIRICRENET) B85
F oA MNP EENRET, ERNIELUAN DY A R ~OFRIZH) 05 G RE L, BINEnad
LET,

Impact Package Warranty
Impact Package DIREE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notfifies ServiceNow of such non-conformity then, ServiceNow at its option will, as
Participant’s exclusive remedy, either use commercially reasonable efforts to correct the non-
conformity in conformance with the material requirements of this Description or terminate the



Effective June 11, 2026

servicenow. Fe4HR 2026456 A 11 H

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.

ZNE N, WA LRV Impact Package = v R—x > FO#EMEEZZ T TS 30 HLUWIZ,
ServiceNow |2 YR E & 25 67284, ServiceNow 1Z, H S DOEHR T, S0 OHEMME 722 Rk it &
E LT, AEEREFICEEHMOBEBERBEMHIZOE, UEAHEELEET DX IME LORBEMNLRE 21T
M. Impact Package ## 7 L. # T HLBEOEA L7V Impact Package (2815 Impact $7 &
7V 7y a VIR OBRRIENCIG Cfib i O 7 A7 ) 7y a VBB E S INFICH VR L ET,

Managed Service Provider Specifications and Requirements
< XY R —ER T u [ X —DOthk & Bt

Participant may only access and utilize the components of the Impact Package solely for
the benefit of Participant. Client should not have access to any component of the Impact
Package.

SNEIL. BMEORE DT D2 Impact Package v R—x v MZT 7 & 28 L OF|
AT TEET, 77472 M, Impact Package OWinZe b a v RmR—3k 2 MIHT
JEALTIERD /A,

Participant shall be responsible for submitting requests to ServiceNow related to the Impact
Package.
ZNE X, Impact Package (2R3 % U 7 =X k% ServiceNow ([ZEET A2 EHLAAWET,

Participant must administer the ServiceNow Impact Delivery Instance.
ZEIL. ServiceNow @ Impact Delivery Instance Z&# L2 T UER 0 £8 A,

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

ZMFEZ, Impact 7727 4T 4 DT T4~V A B —Tx2—RL7pD5, BREFTDHVAT
AT FI=ZA ML —F—ZHELRITNTRD A,

ServiceNow shall only be obligated to correspond directly with Participant.
ServiceNow 1%, & & EH#ESLV D T 5RBOHAEZANET,

Additional Specifications and Requirements

BMOHAR & 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 Participant. Participant 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.
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Impact Package (Z1%. ServiceNow 716D T RN ZHERHEIEN G ENLHBEAENH Y £
D, BIMNFIL, ST AL AW RIRZ T+ 2 0G0 2 TR TOWREIZONT, &
MEOHNELEZA D Z EIZFELE T, SME X, ServiceNow MEMT 5 7 KA ZA0HESE
D, AERZRT RANA ZREMERT DO TIERL, £, W D EROESFIZET A RIITH 2
WZ EEBRMICTL, ZHRICHRELET,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composition of the full engagement team with Participant within 4 weeks from the date
the parties mutually agreed to commence deployment of the Impact Package.
ServiceNow %, Impact Package OIRIEFRIEICOWTEME L OB THEICAE LIZ AN 4
BEREIVNIZ, 2InE ez =V A bF—2a (P—E XY F—21) 2EOEEG B L O
FRZ TR T D 72D ¥ LOGE B E1TH> b DL LET,

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

ServiceNow 2MFIZHEE L2V R Y | Impact Package B L OZFDfE R & L TA U 5 aLEMIL
FECIERc S ET,

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

ServiceNow (%, & £7213% =& (ServiceNow DEFEEEZRL) 2KEKN & LTELE
JEIZxF L CELZRWVER A,

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

SINEL, ZMEOWNEE L LORE AN Impact Package DEEMINCINZ -EE &= ETe, &
& OREEB I L OHEA D ¥EBEZIT, 725N ServiceNow Ik L 7=~ ToF—% | &k
BILOEHROEmMNE L 2RO T—U0ELZANET,

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

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

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

excluding ServiceNow or local public holidays.

BHENZ W AZ~—PKR— F2KBE, Impact Team 1. ServiceNow D E#EE 3 H
(ServiceNow F 72 13BIMOUER A 2FR< . AN LERER £ TOFHI 8 b4 6 RFE T

DHHLO M) 12, BMFIZH — X2 L E5,

Impact components not consumed within Participant’s Impact Subscription Term will not
rollover to the subsequent annual term and will expire with no further credit or refund.

Impact 7227 U7 g UHIBNICHIA Sh otz a v R—3 2 NI, REEICHERY 4 2
LixTES, WIRYINE Y, B LYy PR EEND Z LR BEL INEREA,

Participant will receive communications from ServiceNow via email, phone, through the
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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 (B3 % ServiceNow 7 b DIRFEFIAIL, E A —/L, EIEE. Impact Delivery
Instance i@ L C. F 721X Impact Application i@ L T{Thi. ZIEF L. Impact Delivery
Instance 127 7 B AT 5 - DI S EERIENLE L REEAENLLZ EE TMHLET,

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.

Eioa R —x> b, Product Documentation 41 b (https://docs.servicenow.com/)
IZREHD L B0 | ServiceNow I[Z X o THit S b6 08 H Y £9, 7272 L. ServiceNow I,
ZNEFD Impact 7 227 U 7L a CHIBY, Impact Package 47 7 U v 7 DR LR
NaBELERTL2L5R0Z2LEFHY £ A,

Exclusions
1 A BRS

Except as described in the Managed Service Provider Specifications and Requirements
above, only the Parficipant 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 Parficipant specified on the Ordering Document.
LRORY R —E AT m A X —Dfhkk & BRI S-S %2FR & Impact Package
EEEANLT=SINE OB, EXLEICHTRO LY, Impact Package ZRIHAT 25 Z &N TE,
SMF T, EXLEBICPREINTBMEFOREEZ Y R— T 57DICOALMATHZ LN TEE
75

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 fo unpaid instances such as temporary, demo,
POV, or other instances issued to Participant without an associated fee.

Impact Package X, ZMEDOHT AT V7L a NG ENDIRAOAREL LOEAREA A
oA, AEOREBLOEARAFA VAF L ACOREAT 52 N TEET, Impact
Package 1%, BE. 7E, POV, 3T 262 L ToMBF IRt S A v AZ 2

Certain Impact components may be limited for the following:
Impact DFFED 2 AR —x 2 MI, UFIZBELTHIBBSN G603 H Y £7,

e ServiceNow products governed by product-specific support, services, or
related terms.

o  HMEFOYR— b, H—ERELIIBEESLENEH S D ServiceNow DL,
e Participants hosted in certain restricted environments.
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o  FEDOHIRINIZEE THRA FINTWDLSME
e Participants with self-hosted instances
o  BATHRRNIL AR ADBINE
e  Offerings not deployed in a ServiceNow data center.
e ServiceNow 7 —4# ¥ —TRftIh Wi nwA7 71U 7
e Participants who opt-in to region-specific support offerings.
o HUHKEA O AR — MEHICFE L T 52208
e Participants with domain separated instance under certain conditions.
o  FKFEDEHMTTRAL VIHEA A B L ADBINE
e Participants with instances hosted across multiple hosting environments.
o HEBORART AU TBETALVAZ L AZRA NENTWDLSINE
Except as expressly described in any Impact Package, Description, including Impact Add-
on Package Descripfion or Impact Accelerator, the Impact Team will not perform
implementation, configuration, staff augmentation, or training.
WMo Impact Package., {HA£E (Impact Add-on Package fHkk#E £ 7213 Impact Accelerator & ¢e)
WCHIRIIZBIEROED R H D HEEERE, ImpactTeam X, A > 7TV AT —v gy, avr7 Falb—al,
2By TR EIT L —= 0 T EITOVER A



