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Integrated Success — MSP Domain Separated
Package Description
Integrated Success MSP K X A L 45
Package fIA#E

Infegrated Success — MSP Domain Separated (the “Impact Package”) is available only fo
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.
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ServiceNow's Impact packages comprise support fools, 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 fo 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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AAAREFIL, ServiceNow & SNE & DRI DEL F OIECCEITIB WV THRIE S 4172 Impact Package (2
BILC, R ZEEMENOEET 2D TY, A{LERE L ALK L OMICELEED & 256, AR
EIZHIBROBENRWVIRY | AMEEOTEHFEICE LT, AMEEENMELE LET, AMEEEICES
ENTWRWVWTRTOHGEIL, AZRKICED DN ERICHENE T, AMAREOIZER & AATER E O
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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.

ZIME X, BINFE D ServiceNow A AX v A BIZEBEA VA =L &R
7= Impact Application %@ U CEIZEFMIIC, A SL7z Impact DR%E
B X OMsREZRIHE - L L ¥4, Impact Application I%. T — &[Gl

(LLF 5 —%E# L\ 9H) ZFIH LT ServiceNow ®WNHS Impact A >
AR ALY T IVHE A LT Impact Team & OEHEEA FAIREIZ ¢ 5T — X [GHA
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BENET, BIEIL. T —F % ServiceNow DN Impact A > A H L A
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Mz . ZMFIL ServiceNow DY AR— FAR— Z LT H SN TWAEEE
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Case Target Response
Times and Target Levels
of Effort

BHEIGARE & BEEDOS
HL

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.

LIFORIZEEO LB . ZINEDORZKNED 5 HIRISERH & HEED
BN EEELET,

Case Target Response Target Level of Effort

Priority Time HAESR A L1
BERE HERERR

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

W, 1 H 24 e, 7 H
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P2 1 hour As appropriate, 24 hours per day, 7
1 B days per week,
1 H 24K, 7 BIZBWTHEE
P3 1 Business Day As appropriate, Monday through
1 %R Friday, 7AM to 7PM Local Time

LM CH D&, PRl 7 [ D
T 7R E TOMTEE

P4 2 Business Days  As appropriate, Monday through
2R Friday, 7AM to 7PM Local Time
U C A R D AW, TR 7 BED D
T 7 REE CTOMC#E

“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 Partficipant’s cases. ServiceNow will
provide visibility to Participant’s regional Local Time window within
the Support Portal.

FREOBHES I LZBWT,  TBHIFERE] &iX, VA F~—HPR—
R DY ENBINE O — AxHE LTV DA, SEn GRERHD)
Now Support TRIHTATRE/R A7 2 a U BIEIR S - AN S &R D4
Al 7 e B4 7 BEE COBUMFEM O AR — MR 2 Vi E 5,
ServiceNow %, Support Portal NG, S5 @ Hus D BLHIRERK] O AR —
N RER AT 2 AT L E T,

Developer Support
BRAREEYR—T

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 customizatfions 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).

ZINE L. ServiceNow 7' F v N7 4 — A EOREIFI A X~ A RITHBIT 5
AT HY 7 B R A5 & R B BRI ServiceNow DHR— b= V=72 &
LXBHEERT DO, FTAZ YT gy s = AOEFHICET
Hh—= T %% 10 L FETOEANEZRETLIZENTEET, B
FHEVHR— b r—2F, (CSA 721 Impact Package fHEEE (W
MDY TA)) ICEHEOERY) P3O EEGERRE OMGRERY 97,

Scope of Developer Support!:
B E VAR — b o#iH 1
Must be less than 200 lines of code.
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I— NTER 200 KRG TCHHZ & -
Must be on supported version(s) of
release/feature/application/ hardware (i.e., n-1).
D) —=AMERE/ 77 ) r—> a v/ n— N7 27D KR— P EAN
—vay (Thbb,. nl) THEHZ L -
Does NOT include troubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
EB=FHOT7 7 ) 5= avilBlbA N TIT N a—T 4 VT[T A
V7 E I eFa ) T A EEEOEEXE I LN L -
1 Developer Support may be unavailable or delivered by modified
delivery model for Participants in restricted or self-hosted
environments
V IR AN — ME BRI ARG, EIZEA TR PREDRIE
(XL TS 2 VO BEDPB Y, FIIEE IR WE AT DT TN
V=TI L VIBIEI NS HEPR DV F T,

Instance Observer
A VARE VAT TP =

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

ZMEIL, AV AX AT T == T 7 AT A AL 104 F T
ETDHIENRTEET,

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.
AVABUAFTT ==X BINMEOA LV AF L ABRAT 4 T
57T NI H—h, THV = a BNV T TANT I TF v —
DNRT =< ABLOARAMEICSE, 6 » HEFEOBEHR> —E X 242
fftL, B 7Y —ERBOT T — N, BMBLOT X o ERETE
HEIITLET,

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

VB, BRI AL, FITEA TR PREDSRINEIZSN L TIdte
HENEEA,

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: hitps://www.servicenow.com/upgrade-
schedules.html and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.

Premier Support Account Manager (SAM)iZ. Impact %727 ) 7
va R, BMELEEL THIAF v, IR — a2t L
¥ 9 , Premier SAM © 7 J 7 4 ¥ T 4 X
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https://www.servicenow.com/upgrade-schedules.html (2 ## S 7=
Support Account Management - Impact Service Description (Z/& &
DEMITHED DL L, O Z BT 5 Z LI L0 AR EEEEICH A
AENDHDEPIRIICHRINET,

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 I21%, FEESN=V 272 V—2 (UTICHATS) B
L2 ServiceNow DFFENSFORMZENEEINL, ZNHDFH
IZ. Impact Delivery Instance £ 7-1% Impact Application % i@ U 7= 215 7>
BOERIZIG U T, B D475 Impact Package 126> T, BIR
SN7z Impact Deliverables # 3 O L £ 5, fEESh=V 7 &
2 V=%, Impact IZET 22 MFEFOE-EEROTHY, Tr s
T LhwFx YAy MEERE L, Impact Deliverables #E L 77, /& X1
727 2Y V=%, Impact 7 ARV E =L BINEDa T
VYRNRANT T T 4 ARIE - BH L, SIS BB X O
RIS WS EITVE T,

Impact Operating
Model

Impact ERHE5 /v

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, 2NME DY T % Impact Package 1216V, &
nFE Iz X 5 ServiceNow D7 Z » 7 4 —AOFACIER 2 X HET 5729
@ Impact Activities (Impact Deliverables 3 XY Impact Accelerators
EEDNINDIZREINR) OB Fa T ol IhET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables i3,

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

Impact Team 7>5., Impact Delivery Instance @ U T, 7=
¥ Impact Application Z 1 U T,
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as either a one-time activity or on a recurring basis,

1EIRY DT 7T 4 7 4 L LT, E£HRITMEMICRIESN D
ENRHY F£9,

The following are illustrative examples of Impact Deliverables:
PUFiX, Impact Deliverables M EH T,

Objectives and Outcomes - A pricritization of objectives,

outcomes and metrics based on Participant’s strategic

imperatives.

BER L ORRE —SNE OIS

FRRE DEIENART AT T,

Customer Impact Plan - A plan to captfure the activities,

competencies, and applications aligned to the Participant’s

success goals.

HAZw—Impact 7F v —SFE O BIEERICEDYET 7T

AET 4, AT UV—BIOT IV —va v ERST A

DT T,

Capabilities Map — A reference document created to reflect

Participant’s current application usage, integrations, data

model, capabilities, and instance activity.

et~y 7 — MG OBHEDT 7V r— 9 ORI, A

YT v—va v THET, BRI v R2 2T

JT 4 BT 4 B L TERR SN S RSGE,

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.

MGE AT — Fvy 7 —2MEOBEOEI Y7 B LT m s

TFLAHEMOLVE 2 —IZxtT 5, ERR/DROGB IS H%D 7

= — XI5 E RIS L OMEEIZ DV 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, BEOHEHIZE Y, X e ZICBMELIIERZ1TH%
EMBHVET, L. BMED Impact 4727 U7 a HIEF,
ServiceNow %, Impact Deliverables % i U CHIH AT BE 2 H DA B9 72
FHELZ L KB L2 b o & LET, Impact Deliverables ® 1 % v 7
D B #H X . ServiceNow @ Product Documentation # 1 bk
(https://docs.servicenow.com/) iz & TunE1,

Impact Accelerators

;%\

BICHESS B, KRB LT
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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 dlmpact Deliverables, 35 X ONikER) Z2impact Deliverables
2Nz, 21X, Impact Accelerator CataloglZZR#f @ & %5 Y Impact
Acceleratorsic b 7 7 v 2452 LN TE £9,

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 Parficipant Authorized Contact may
select Impact Accelerators.

Impact Accelerator Catalog (£ . ServiceNow @ Product
Documentation # A  (https://docs.servicenow.com/) IZ 5 # S 1
L, FAL My =Y a— (TIV) ZRKEEDD ETHNELE ET D
—FHBEAOA T 7V ZICET A ED Y A M TT, Impact
Accelerators IFHEMTEAT 5 Z £IXZTEF, Impact Package ®—f
ELCoARFATETET, Z2MBEBOREHYEHE O LN Impact
Accelerators &R TX 9,

Impact Accelerators are divided intfo 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 %, VAR — FBOESEBRIZG CZY T2 m
TIZHEENTWET, BMF L. Optimization 7 H Z a7
Impact Accelerator % 1 SF|HT&E T, &MMEFIL. WAL Impact
Package 127V, Impact Accelerator O£ 7h # v 76 Impact
Accelerator ik 2 >F CRIEHIFIHTE £,

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
Participants in restricted or self-hosted environments.

ServiceNow X, B OHIWNZ LY . Impact Accelerator Catalog % #
T o477V T ORI A EA~DBINEDOMERZITHO>HERH Y £,
Impact Activities DI, HIFR S 2BEE Fot /L 7R A FEREED SN
FIH L TRETE VWb Db H Y £77,

Expert Services Discount
Expert Services DfEF| =

This feature provides Participant with a 15% discount on purchases of
ServiceNow Expert Services engagements.
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Z OFEEIL. BINE I LT, ServiceNow @ Expert Services D ALZ
DX NSBDELIFEL ML ET,

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.

ZOfESIFIX, Expert Services Opi ik IZE M 4L, SIN#E OHERFITAL
WL DMEBIREFFACTE TR A, B ROEMLZENITONTS
By 2O0DMEEIFED S LIRWFOEBIENERINLLGERH Y £,

Training Discount
F—= U OfEB|E

This feature provides Participant with a 20% discount on purchases of
ServiceNow Training offerings.

Z OREIL. BINEITx LT, ServiceNow @  L—= 7 D AIZD 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.

ZOMEBIEIE, L= T OEAMKICEE S ET, S EEARA RS Y

F9, HEIRIE, =XARX= T BT TAH (FAX—BE) BLOOIAZX LML
—= VY=Y RAIITEA S ET A,

Advisory Services

Participant may consume Advisory Services on up to one Customer
Initiative at any given time during the Impact Subscription Term. A
Customer Initiative shall be defined as: (i) work to be performed
which includes up to 10 ServiceNow applications simultaneously to
which Participant holds a current subscription unless otherwise
agreed by ServiceNow, (i) an estimated duration of not less than 6
weeks, as documented in a mutually agreed initiative brief, and {iii)
alignment to Participant's Product Adoption Roadmap as mutually
agreed between Participant and ServiceNow at the
commencement of each Customer Initiative. Each Customer
Initiative shall be formally initiated via the Impact Application and
further defined and closed through written acknowledgment by
both parties. A Customer Initiative may also be used to support a
Statement of Work, as applicable in which case the Statement of
Work shall prevail with respect to that Customer Initiative.

BERZ, Impacty 7 227 U 7y g VHIRIT, REOREICBWT,

BRIMEOBERA =27 F 7IZB L CTAdvisory Services&FlI 425 Z
ERTEET, TBEREA=CTF 7] EiF. UTE2EWTL DL L
£9, (i) ServiceNow D BB ET 255 #RE | BEKRVBBEDO T
A7V Ty a VERETHRKI0EDServiceNowT 7Y r— g v &
FIRFICRI SR E L CHRIESN D ES., (i) MEYFENAE LA =T F
THEEE (initiative brief) (2S5, 6L L RiAE 2 FEi
AR, B X OV(ii) HEREHEA =T F 7 OB RICBWTBEER &
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ServiceNoW 3 HHEIZHEBE LTz, BEHKOBBFE An — N~ v

(Product Adoption Roadmap) & D#E, KEBERA =T 57
I%. Impact ApplicationZ i U CIERICBB S, WY FEIC LD E
H EOMRERTEONEDTFMIZED LIV, POETITHHOELE
T, o, BEHA =7 F71E, @I %G, SOWE T S
ORI ER’HY ., ZOHE, YEBEFEA =T F7ICH
L CIISOWNRELTDH LD ELET,

Advisory Services may include any or all of the following for a
Customer Initfiative.

Advisory ServicesiZix, BEHKA =T F7ICELT, U TFo¥—v
AD—EELITEHNEENDHERH Y £,

Program and engagement management - Provide services
expertise, financial management, oversee adherence to the
program, document and communicate status, at a minimum,
weekly, and act as the single point of contact during the Customer
Initiative. Engagement management includes the function of the
scrum masster to facilitate configuration of the Subscription Services
through iterative sprints of work and coaches Participant project
manager to assume this role throughout the Customer Initiative.

Business process design - Facilitate the definition and alignment of
current  processes toward improvement and recommended
ServiceNow leading practices together with Participant process
owners, key Participant sponsors and stakeholders. Advise the
product owner(s) throughout the services in story creation and
refinement, ranking, adherence to the desired process outcomes,
and future roadmap plans.

Solution Architecture - Defining, designing, and advising on
implementing solutions in specific business process domains.
Provide thought leadership and advice to customers on leading
practices to realize business objectives by leveraging the
capabilities of the Subscription Service based on a capability
roadmap. Assess architecture and design of solutions in context of
Participant's business problems and provide direction on keeping
services aligned to ServiceNow implementation leading practices.

TRITT A« 2 F—TRA L MEH — T — B X H CTOHEM I E R
L. WEEEITV., 70T A~OWIMEER L, D7 bRk T
PR 2 BB L OMET D L &bl BEHEA =7 F 7%
OMg—DEOE LTHELEY, = 7F—Y A0 MEBEIQIE, KENZ
27V MEEZBL T T A2 ) Py arr—ERADa T 4 T L—
vavEMHETAIRI AR —L LTOBRENEGEENDL L EBIT,
BEFEA =V TF7R2ELZB L CIOBERANEBEEO T Y- 7 hv X
—Vry =L EELET,

EVRRTFukRBEH — BEEO T o A4 —F—, FHERBEER
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NP —BIOAT—7HALVE =L L biC, BUTT b A0OEH LEBE
ZEAE L. SGEICHENIT 7ZHD A K UServiceNow 23 i3 45 U — 5
AT TT T 4 ABRELET, - RBHEHE KDY, 7
nX g hA—F =k LT, A b=V —DOERE SE, ERIENATT,
YE LW RARREA~OEER, BLOFkon — N~ v ZEEICON
THIELET,

IVa—ar7—%77F% — FEOLEIRAT 1t AT T
5V a—va rOEECONVTERE., XarBXCBsEITVWET, 7
AR T =R TS T TR ) Py g b —E ADOMEE
FIEH L CE VR RAABEERTA7200) —FT 4 T T T 07 4 AT
ONT, BERERIHLTY— M) —F—v o7 ERELBELET., B
BIEOE X ABELREEZ -V ) a—2a D7 —%F 7 F ¥ B LV
PREFEFEM L. ServiceNowZEED ) —F 4 77T 7T 4 A2 —F
ANEE Uk 7= D5t 2R LET,

Governance and Methodology

May include executing ServiceNow Now Create or partner
methodologies as applicable and as needed fo support a
Customer Initiative including:

Delivery governance: project plan, risk log, status reporting
cadence, steering committee.

Agile execution: refined backlog (epics/stories), estimates,
sprint plans, burndown, demos, and retrospectives.

Quality and transition: unit testing evidence, user test
plan/scripts, go-live/cutover plan, production readiness
confirmation.
Closeout: outcomes review, lessons learned, and recommended
next steps.

HNRFUVRABEIOAY R P—
BEHEA =V T F 72 XET 272D LT, ServiceNow @
Now Create £ 7213/8— h F—D A Y Fa P —DFETNEENIHAEN
HY . BIEHICIZU T2 E R ET,
o FUNRY—HFNFLUR:TFadey Nt VRIS, AT
— X RO AT T3l v T 4,
o TUXANELT FMMbENTAAy I/ n S (T - A h—
U—) . REbLY, 27V v hEtlE, X—=rv X oy TE B
LV b AR T 4T,

e WMELIIVVVar I BHETAIOZET R, a—W—F
A REHE « 27 VT b AREBRE - Uy M A= A—FHE A
BREZ VN O MR

7 —X7 7k ROV E 2 — FARHE, BIOHERI D RO
AT 7
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FE

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental actfivities 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 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.

ANANIVF ¥ L DELT, EA AZ L ADIER, ServiceNow OERBREOMH, BIOEEA A
2 oA L TORED ServiceNow L DOTFE A ML —v gy, FHRIIENLOWTINEET (1272
LInbIZRESNRY) | MR RT 7T 4874 (LLF R 77487 4] L)) 2B L
T 5 HE O Impact Deliverables, Impact Accelerators, £721%% Do Impact 2 R—%> b (BL
TH#EE. lmpact 777487 41 &W9H) IZiF, MidEHPEHsnNET, fie7 277487 113,
YT 50 % v 7B XU Delivery Instance 4 L < X Impact Application E 721 O\ icit# S
NET, ZMEPHET 77T 4T 4 OFETELELE TS Impact 777 4 7 4 &R LG, £
DA SE1% Impact Delivery Instance i UC, & L <& Impact Application i U T, LU
DT DITFRFE DRI N TEDOMOEFFEZBE L T, FEIXZOWNTINICE Y ZMEITERRE
. EUTLDMET 7T 4 BT 4 ORMEICEET 2HFA CTOLSME ICHEH SNET,

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 F7213F DWW huasic L 2 FF a4 8
MEZFERALT, il7 774 T 42 0ELTH Impact 777 4 BT 4 ZRINTE B2 —P —HhE
EEHTHIENTEET,

ServiceNow Provided Resources
ServiceNow 234t 5 U Y —=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 Parficipant 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 notification 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 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
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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%, AftEEEIZHE 5L ServiceNow DEBEOEME - IT—HDBITIC DX, H=FDV—
EAT BN X —ZNWDOTHEETLHIENTE, BINEIL, ZOF="EF0OY—E AT a1 4 — (K
BRIFEITEA SN DT = H#EICB O T TRELEE ] L)) 23, Impact Package #12k4
L7202, BIMEBOT—¥% (T —XICEENIMBAT—F2ET) 20T LICRIBELET,
Bl RELHEE OBMIEATIHAEZE A, RENFITHKTLIHERHSH L LTH, 2IMFIE,
ServiceNow (2%} L. ServiceNow OEZEDBITICOXFE=F D — XA a X/ F—cExiEt+/5 L %
FraELET, 7272 L. ServiceNow (&, REMBE T L, AEMITE S ServiceNow DT — H {i#
BHEEREOREREEZMHFTH2EIZTRL, 70, Z2MERVOTHE DY —E AT 0L X —0D
F— ZRHEIRIIC R T 2 A BIE R E ERTEDZ ENEM L0 F9, BIREBTRAD ZHEE
FOWE 2 HPHZ & . ServiceNow 7% Impact Package #1245 iic, Zhn#& 1. ServiceNow 7»
LEMLEND U Y=z LT, BITHIRTIC Impact Package %t 57-91c, BMEDA 2 H
VASNDT 7B AEFFA L NIER Y £ A, ServiceNow 13, FILEZ OIEASLTELIZ X, H
D OVELCAMES & RERIC —YIOBEEEAVE T, ServiceNow [, ZFEEFICKILH &, 213X
HBORETHD EFRINDAIMMDOILNVICHDEEFLLZ AV, BFREFIIZMF IS LT (EENICS
M#EIZH) KW ERDDL ZETH Y TH A,

Participant Provided Resources
ZMENREEET DY VY —2R

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:

BMEL. Impact DV 722 ) 7y a VIR OBS T 55 =D AL M, BF0Y v —2%
BRI 5508 LET. FA—0U Y — AR EHORE 2 RET 5 2 & baETT,

Participant Responsibilities
Resource T

BiNFEDY Y —2R

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

Business Analyst

b Ty FOEERRE LEH L, EVXR EO=— X0 —F—DERE
A b=V =& LTHR, ZhEBfL, BRIl AL, »oBEfZERL
iﬁ‘o

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

Architect systems, including any necessary policy or organizational requirements.

Helps guide the Platform Owner to align with technical or functional
standards.
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Executive Sponsor
TITRIT 4T A
R —

Primary strategic contact for ServiceNow.
ServiceNow & #5942 F:72 2 R4 3

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 v F 74— AT 52BN REHBEEZANET, V—
F—L LTYATLAT RI=A ML =X —Z2EEL, BV AL IO
ServiceNow D — R~ FIZMIF TF —LOEEEEZHERT L LIEIC, 7T v
N7 o — DOEFERI IR T ST v ANFERAIIZ LY fL A £ T,

Business Owner(s)
EYRAA—F—

(BBEADEED
D)

Line of business service owner(s) outside of IT.
ITZER<, EVRAY—ERDF—F—L LTO—HORE

Process Owner(s)
rakg AF—F—
(BEADEED
D)

Subject matter experts responsible for the correct and complete definition
of each of the processesimplemented within the ServiceNow applications.
ServiceNow O7 7 U r—3 a VIRIZBWTEESINEE T ot 2ADIEHEND
SERBPERICOWVWTHY T HRESEOEMF

System
Administrators
VRAFTAT KI=
AL —&F—

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

77U = a rORSFEERR L, ServiceNow OF U i —3 g Ll BEY
LZHEEIOVR—REEEHL, hoar 7 4 Xal—TalOXATOBERIE
g% Lick Y ServiceNow OY 7 ho =7 U U —RIZ%HE5THZ Lick-
T, ServiceNow 77 v N7+ — LADREMEGHAMEEHERF L 7,

Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEBLH hL—= T a—2&ET L, HEED L L TRESN
HYAT LNERE (FK 2 4)

Travel & Expenses

i - B

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
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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 fravel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
BB DEDNR2WIRD . ServiceNow %, Impact Package ® =z iR—F> h& U E— b TRIELE T,
ServiceNow @V ¥V — 2% Impact Package % VAR — F T 372 DICHERMLERBE, 2MEOD

Impact Package 1Zi%, Impact Team 2 X 25 MmEOARLL ( A OFFEE OFTERIZ X0
I, FEANIY T AT CCECRE I, smEO TENILE] & LTTIRICRENET) BT 5

F oA NRIREENE T, BRGSO T A N ~OFIZ D5 BB REIX. BN AR

LET,

Impact Package Warranty
Impact Package D REE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notifies 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
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.

ZMFE N, @A LRV Impact Package @ = R —3 2 b0 E2Z 3T, 30 HEWNIC,
ServiceNow |2 YR E S 25 587284, ServiceNow 1Z, H S DOEHR T, S0 OHEMME 722 Rk it &
ELT, ABRBICHMOBEBELRBMHICOZ, YA EAELRET DX IME LORBEMN LB E21TH
2. Impact Package ##& 7 L., #& T HUBEO®E A L2V Impact Package (2311 % Impact 7 &
7 V)7 a M OBERPIFNZE CTefiib OV 727 ) 7y a VB ESINE ICHRWER L ET,

Managed Service Provider Specifications and Requirements
< XY R — R 7 r A F—DH#k L B

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 @ R—x v MIT 7 & 28 L OF|
AT TEET, 77472 M, Impact Package OWinZe b a v RmR—3 MIHT
JEALTIE R EHA,

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 TUUER 0 £ A,

Participant must designate a qualified System Administrator who will be the primary
interface for the Impact Activities.
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BMFIE, Impact 72T 4 BT A DT T~ VA 25 —T == ALl BaEfATHVAT
LT FI=A b= —ZiEELRTNERY £HEA,

ServiceNow shall only be obligated to correspond directly with Participant.
ServiceNow 1%, & & EHESLV D T 5RBOHEZANVET,

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.

Impact Package (21X, ServiceNow B DT RANA ALHERHIEN G ENIHANH Y £
D, BIMNFIL, HET R ARHERFIAZ T3 2 0G0 T 2 T X TOWREIZONT, &
MEOHNELEZA D ZEIZFELE T, M, ServiceNow MHEMHLT 5 7 KA AOHESE
D, AERIRT RAAL ZERRT DO TIE R, £2, Wk HEHOESFICET IR THL R
W2 EAPREICTRL, ZHICFRELET,

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 OFEHERHARIZ DWW TSINE & ORI THAICAE LB D 4
HELNIZ, &L= 7P =Y A0 b F—2Lb (= 2\ YTF— L) 2ROEEF M L U
FRZ R T D12 DIZ ¥ LOGE B T ETH> b DL LET,

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

ServiceNow 23FIZFEE L2 W R Y | Impact Package B L OZFOFER & L TA U 5k Bids
FETCIERL S E T,

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

ServiceNow 1%, ZINE £7-1358E =% (ServiceNow OERFEELEZHRL) ZFEKE L TELULE
JEIZx L CELRZ RV ER 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.
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ZINE L, BINEOREEER I ORFLAD Impact Package DR EMICINZ -EE 2 &, 5
NG OREEB B L OREBADEBLZIT. 725N ServiceNow IZHE L 7=+ _ToF—% . &
BLOEHO RN L 22 VT HE T+ VET,

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 é p.m.. Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

BWHEND I AZ~—HP R — 2K E. Impact Team 1%, ServiceNow D E#EH ¥ H
(ServiceNow F 72 1ZBIMOUER A ZFR< . AN LERER £ TOFHI 8 R b4 6 RFE T

DHHLOBKEH) 12, ZMFIZH —E A2t L EF,

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 U 7 a VHERNICRIA SN oz a v R —3x 2 ME, REEICK T
LlETES BIROINE R BN LYy R EESnL 28R, BE&EbShET 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
mulfi-factor authentication by Participant.

Impact Package (B3 % ServiceNow 75 DIRFEFIAIL, E A —/L, EEE. Impact Delivery
Instance #i@ L C. F 721X Impact Application i@ L C{Thi. ZIEF L. Impact Delivery
Instance 17 7 AT 51O L BERBADMBLERDIGERSH DI EE 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.

EFoa R —x> ME, Product Documentation #-1 k (https://docs.servicenow.com/)
IZRE#D £ BV | ServiceNow I[Z X > THiESN25H608H Y £3, 7272L. ServiceNow (3,
ZINEO Impact 7 A7 U 7y a CHIYE, Impact Package 47 7 U > 7 OEKRE 7R L
NEFBELKRTL2L502L1EFH0 £ A,

Exclusions

B kRS

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 Participant specified on the Ordering Document.

EROYRY FY—E AT m A X =Dk L BT E S NI R &2 . Impact Package
BRENLT=2BINE DORHRD, FEXLEICHRO LB Y, Impact Package #FIHT25 2 LN T,
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SMFL, EXLEICHREINTZSMEOREEZ Y R — T 512DIC0AMATLIZ ENTEE
7,

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 VT2 a NG ENDIRAOAREZL LOEAREA A
AT, AEOREBLOEARAEEA VAF L ACOREATHZ N TEET, Impact
Package 1%, BE. 7E, POV, - I3ET 262 L ToMmBF IRt S A v AZ R

Certain Impact components may be limited for the following:
Impact DFFED a AR —x 2 MEI, UFIZELTHIRSN LG50 H Y £7,

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

related terms.

o HWEEAOYHR— b, P—ERAEIIBHESFENMEH XD ServiceNow DL,

e Participants hosted in certain restricted environments.

o  FEDOHIRINIZEE THRA FINTWVWDLSME

e Participants with self-hosted instances

o  BATRANIALLURE U AOBINE

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 HUNEAF OV R— MEHIFEL TV HBINE

e Participants with domain separated instance under certain conditions.

o KEDOFRMTTRAAL BEA L AZ L ZADBINFE

e Participants with instances hosted across multiple hosting environments.

o HEBODRAT 4V ITBRETA VARV ABFA NI TNDBINE
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 fraining.

WO Impact Package, fI#£#E (Impact Add-on Package fH4£3E % 7213 Impact Accelerator & ¢e)
RPN BIEDED N H DA ZRE . ImpactTeam i3, A > 7V AT —var, ar7 4 F¥alb— g,
AHy TEBRETIT L —=0 T 2TV ER A,



