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Integrated Success Package Description
Integrated Success Package ffiE

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

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 control if data is shared with the
ServiceNow internal Impact instance. In addition, to access the Support
Portal, Customers may contact Customer Support via telephone at the
number(s) listed on the ServiceNow Support Portal.

BEEIL. BEHD ServiceNow A v A Z v A FICEBEA VA M—LENT-
Impact Application i U TEIZE IS, A I Impact DELEME &
OHEREA R - HLL £9, Impact Application 12, ¥—#[FE# (LLF IF—
ZRE# o) ZFIH LT ServiceNow ONEL Impact f » AX ALY T
NVE A KT Impact Team & 0% FEEICT 5T — X FIHIREE b2 T\ &
T, T—XZEMEFEHTIZLICEY., —HOTFT—EZRNBEHEOTD
ServiceNow AV AX VAL IFHOT =2 ¥ —HBIKTHRA NS T\ 5
B0 5 ServiceNow DN Impact £ » 2 &Z 2 LA S ET, BERIL.

F— % % ServiceNow OWNES Impact 4 VA X AL HENE S 0 EEH
TEET, VFR—FR—FN~DOT 7 A Z., BFEHIL ServiceNow D
RN— P R—=Z VI SN TV D EFEE SIZERFR LT AF v —FAR— M
sz bTEET,

Impact Digital
Access and
Increased Access
to Support

Case Target
Response Times

and Target Levels
of Effort

B ISERRH & B
BoEHL~ v

Replaces the Case (Incident) target response times and target levels of
effort set forth in the Customer’s Agreement as provided in the table below.
UTORIZHEBMD LBV | BEKROARKITED H BIEINERH & BIEEDOS /)
LUV EETELET,

Case Target Response Target Level of Effort

BAES L)L

Priority Time

B BERERRE

P1 15 Minutes Continuously, 24 hours per day, 7 days per
15745 week
HEE, 1 H 2405, A7 H
P2 1 hour As appropriate, 24 hours per day, 7 days per
1 EFHE week,
1 H 24 W], B 7 BIZHBWTHEE
P3 1 Business Day  As appropriate, Monday through Friday, 7AM
1 =30 to 7PM Local Time
BUHIRF [ CHME N DA, PRI 7 KF B 1% 7 I
F COM CHEE
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P4 2 Business Days  As appropriate, Monday through Friday, 7AM
2 #¥H to 7PM Local Time
BRI CHMEN DR, TRl 7 KB E 7
F CTOM CHEE

“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 fo
Customer’s regional Local Time window within the Support Portal.
EREORES LI T, (B L3, B AZ =Y R—FD
HYEERBEHEDO 7 —ZZHIE L TWAEHE, BEEN (REFFIZ) Now
Support TRITIRE/R AT v a VN LER SN2 AR D& OFRT 7 KD
T 7 REE COBIHEM O Y AR — N 2 W E 9, ServiceNow 1,
Support Portal INTC, F6&EkO sk O BLHIEE O AR — R 2 /b L E
7T

Customer may designate up to ten (10) named individuals who have been
frained to administer the Subscription Service to request assistance from
. ServiceNow support engineers in froubleshooting technical issues with
PRZEE Y A — b 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).
BEREIL, ServiceNow 77 v b7 4 — A EOBEFED A ¥~ A X281 5 Hil
B 72 B L A IR B BRIC ServiceNow DY R— b= o V=7 (2 Lk 5 X4
KT B0, $T7RAZ VT a - RAOEHICETL N —=0 T %
F72 10 L ETOMAEZBET D ENTEET, AREVFR— b r— A%,
(CSA #£721% Impact Package fHEk#E (Wil 24) IZRefio Lk
D) P3DHEIENERRIOX G L7 £,
Scope of Developer Support!:
BRI AR — b OFiH
Must be less than 200 lines of code.
I— RITEN 200 KRG CTH A Z &
Must be on supported version(s) of
release/feature/application/hardware (i.e., n-1).
D) —=AMERE/ 77 ) r—> a > /=R 27D R— Mg AA—-2 3
v (Thbb, nl) THEI L -
Does NOT include froubleshoot/debug of third-party applications or
assessment of security vulnerabilities.
E=HOT 7 ) r—=2a ilBElbb N ITN T a—T 4TI TNy T F
k¥ a) 7T A SO EEIXE N RN L -
' Developer Support may be unavailable or delivered by a modified
delivery model for Customers in restricted or self-hosted environments.

Developer
Support
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VTS YA — FE TIRE AR, E LT TR R PR DB EFRICA L
TIHEHEEI L OBERD D, FLNTEE SN BERKAIT DT VN Y —F 70
1L VBRI N S BED DV FE T,

Instance Observer | Customer may designate up to ten (10) named individuals to access
£ v A&y =47 | Instance Observer.

P BEBIZ, AV AZ LV AFTF—N—CT /2T 5MA%E 10 4 ETHRET S
ZENTEET,

Instance Observer ! provides a rolling 6-month period of performance and
availability monitoring of the platform, application, and infrastructure
hosting Customer’s instance, and the ability to set self-service alerts,
notifications and analyze data.

AVARZ AT TP ==V L, BEROA VAR RERAT 4 TS DT T
v 7 =L, TV = a b BIOA VT ITANT I F X —DNRT +—~<
PABIORAMEICOE, 6y AEROBERT—E X7 L, AT -
BOT7 T —h, BHMBIRT —FO0MERETEZDHLIICLET,

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

environments.

|\ HIZE, BRI BB, FE T TR N BIEDBEREICS LTI S A
FHA,

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

Premier Support Account Manager (SAM)IZ, Impact %7 X7 V) 7 g v
R, BEELHE L TR v A XS Nt — b2 L ET, Premier
SAM O 7 7 7 4 v 7 4 1%, hitps://www.servicenow.com/upgrade-
schedules.html (2454 = 11 7= Support Account Management - Impact
Service Description IZEDAEMHIZHES> bDE L, O ZIIERT5Z LI
X ARMERRECHAIAEND SO EPIRIC AR SILET,

The Impact Team Includes a designated success resource (as described
below) and other ServiceNow subject matter experts who, upon
Customer’s request via the Impact Delivery Instance or the Impact
Application and in accordance with Customer’s applicable Impact
Package, perform and provide the selected Impact Deliverables. The
designated success resource is Customer’'s primary Impact point of
contact, providing program management oversight and driving Impact
Deliverables. The designated success resource acts as the Impact
ambassador, curating the Customer’s content and best practices and
makes recommendations based on desired goals and product mix.

Impact Team (2%, #EEESNT-H 272 Y V—2 (LLFICHBATS) BLOZE

DOt o> ServiceNow DFFESZH OHEMENEZ £, T bOHFIEL, Impact
Delivery Instance % 721% Impact Application % i@ U7z BEED B O FRITIE

Support Account
Manager

Impact Team

4
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CT, BEHEDZ Y T2 Impact Package (25> T, #ER &7z Impact
Deliverables # Efil L O L I, BESNTZV 7R Y — AL,
Impact IZBE T 2 BEEO E- 5 #EEOTHY, TYurl T hwrx VA Nl
& L. Impact Deliverables #{fE LEJ, fiEI NV 7 AV YV — A%,
Impact 7 L N\HE =Ll BEREOIUTUYRORANTT I T 4 A%
£ EEL, OIS BRSO EERICESW RS 21TV E T,

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 &5 | Nof limited to, Impact Deliverables and Impact Accelerators, designed to
assist Customer’s utilization and leverage of the ServiceNow platform.

Impact IEHET VT, BFKDOZY T 5 Impact Package IZ7EVy, BFERIC
£ % ServiceNow O7'F v b7 4 —AOFHARCIER 2 XET 5729 Impact
777 4 7 4 (Impact Deliverables 3 £ O Impact Accelerators % & e
INHIZRESNRY) OAZa PR 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 #i# U T, £ 720X
Impact Application i LT,
as either a one-fime activity or on a recurring basis.
LEIRY OT 77 4 87 4 & LT, FEMEICREE SN2 5603 H
DET,
The following are illustrative examples of Impact Deliverables:
PUFIX. Impact Deliverables ™ EH] T4,
Value Blueprint — A prioritization of objectives, outcomes and
mefrics based on Customer's strategic imperatives.
NJa=7N—=7Yr ] —BEROMIRAREEICESE BIE, KRB
K OHEIE DB SNANIAT
Customer Impact Plan - A plan to capfure the activities,
competencies, and applications aligned to the Customer’s success
goadls.
HAF~<—Impact 77 —BEEO BIEZERICAEDOY T 7T 4 €T
S, AVET V=BT N =g VERBT DT DD T T
Capabilities Map - A reference document created to reflect
Customer’s current application usage, integrations, data model,
capabilities, and instance activity.
Bt~y 7 —BEROBIEDOT 7 r—a OBEANIRE, A>T 7
V—a v TEETN, BB, A F AT I T 4 BT
o M U TR S L 7e 2 R,
Product Adoption Roadmap - An analysis of key features and
functionality for minimum viable product and future phases,

5
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against a review of Customer’s current strategic plan and program

objectives.

HMHEEAD— vy 7 —BEROBIEORIE Y 7 B L07 w77 LH

OV E 2—IZkT5, ERRNROMELBIOEEDO 7 = —XIZHT

% E7RFHEE XL OREIZ DWW T DT,
ServiceNow may add to or oftherwise 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 1%, BHCOHWIZ XL, W& e ZITBNELITEREEZITH>HEN
HYFET, L. BEED mpact 4727 U7 g UHEH. ServiceNow
I%. Impact Deliverables % i U CHIH ATREZRE O A Y72 B EA 25 L <KL
R0boE LET, Impact Deliverables 7 % 1 7 O iiix. ServiceNow
@ Product Documentation ¥ k (hitps://docs.servicenow.com/) TR
THZLENTEET,

Impact Accelerators

In addition fo 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 78 AT B2 N TEE T,

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 utilized as part of an Impact Package.
Only a Customer Authorized Contact may request Impact Accelerators.

Impact Accelerator Catalog %, ServiceNow @ Product Documentation
4 |k (hitps://docs.servicenow.com/)IZHE SN D, ZA LKy —Y 22—

(TV) #&RKEED L ETBEMRE ZET 2 —EHEOA4 7 7V o 72T 5
FiED Y A hTY, Impact Accelerators IXEM THEAT S Z L ix T 9,
Impact Package ®—#i& L TOAFMTE E9, BEROBEHYEH D LN
Impact Accelerators # ERT& £9,

Impact Accelerators are divided into sub-catalogs to support relevant
focus areas. Customer mayconsume 1 Impact Accelerator
from the Optimization sub-catalog. Customer may simultaneously
consume up fo 2 Impact Accelerators from each of the other Impact
Accelerator sub-catalogs, in accordance with Customer's procured
Impact package.
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T L IS TWET, BEERIEL, Optimization 77 % v 7inb
Impact Accelerator % 1 SFIHTE £9, BEMRIL, WA LT Inpact Package
IZHEVN, F DM D4 Tmpact Accelerator 78 # 11 7' )35 Impact Accelerators
ZRIFFHZHRR 2 OFIATHZ N TEET,

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.

ServiceNow (%, HEOHKHIZ LY. Impact Accelerator Catalog & k%4
2477V TORAME~DEBINEDOMERZITOLERHY £3, Impact 7
T4 ET 4 OPTIE, HIRINTRE OB TR MREDOBERITK L
TRIETER2NHDOHEH Y £7,

Expert  Services

Discount

Expert Services @
[EGIES

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

Z ORI, ServiceNow 722 HEHEIEA LA X R LT (23R
BERICHE AN LT3 B B RN EIR L7z ServiceNow DFRIE/S— hF—IZxt L
T) . ServiceNow @ Expert Services OBEAIZ D& 15%DOMEF | Ra2H4E L %
j‘o

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

Z OfESIZRIL, Expert Services O A H# A i, BEFEOFAIZBIZ X
HIEBIR LI CTE /A, EEIROFEFREPTONIELE. 2 DOME5|F
DD BIRWFOMEEEPERESNLGERHY 7,

Training Discount

o —=v D
Bl

This feature provides Customer when purchasing directly from ServiceNow
(or to Customer's selected authorized ServiceNow reseller when
purchasing indirectly) with a 20% discount on purchases of ServiceNow
Training offerings.

Z OEEREIE. ServiceNow 70 b EHEEA L7258 3B Rk LT (72X H
BERICEEAN LT B BT B ERENEIR LT ServiceNow DFBE/S— - —I2%f L
T) . ServiceNow @ ks L—=" 7 DOIEAIZDE 2005 A2 L £,
This discount is applied to the commercially available price of the Training
offering. Some exclusions apply.

ZOMERIERE, b L—=r 7 ORI E N S E T, —EE R B
nET,

Adyvisory Services

Customer may consume Advisory Services on up to one Customer
Initiafive at any given fime during the Impact Subscripfion Term. A
Customer Initiative shall be defined as: (i) work to be performed which
includes up to 10 ServiceNow applications simultaneously to which
Customer holds a current subscription unless otherwise agreed by
ServiceNow, (iij an estimated duratfion of not less than é weeks, as
documented in a mutually agreed initiative brief, and {iii) alignment to

7
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Customer's Product Adoption Roadmap as mutually agreed between
Customer 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.

BEHEIZ, Impact¥ 7 227 U 7o g HiRTh, EEOESICEBWT, KX
HDORBERREA =7 F 712 L TAdvisory Services# R4 52 &N TEx F
T, BEEA =TT 7] 21T, UTZ2ERTILOELET, ()
ServiceNow D B G BT 256 2RE . BEENIEO TR 7 ) S a v
ZIRA T B K10M:DServiceNow 7 7' U 77— 3 & RIFHCH S & L CHE i
ENDEE. (i) MYFEREE LA =7 F7HEE (nitiative brief) (2
Fldi S D, 6L EE RIAE N D EMIAR ., B L Oil) FBEMHEA =T
F 7 DB EIC BV TR ERE L ServiceNow D FHAICEE LT-. BEEOE
fmE A — R~ v~ (Product Adoption Roadmap) & D34, KRBEMA
=7 F 7, Impact ApplicationZ @ U CIERICBMA I, W4 FEHIC L
5 EHEEOWRERTEONENFEMIED LN, PORETTHHLOLELE
T, T, BERA = T7F 73, @AINIHE, (EX@ERRRE
(SOW) 2 XETHDIHEREIND ZENHY ., ZDOHA. YkBEKEA
=7 F I L TIESOWRMERT AL D & LET,

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

Advisory ServicesiZid, BEHEA =TT 7ICELT, U FOY—EAD—
MELITEHNEENDIHERH Y T,

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 functfion of the scrum master to facilitate
configuration of the Subscription Services through iterative sprints of work
and coaches Customer project manager to assume this role throughout
the Customer Initiative.

Business process designh - Facilitate the definition and alignment of
current processes toward improvement and recommended ServiceNow
leading practices together with Customer process owners, key Customer
sponsors and stakeholders. Advise the product owner(s) throughout the
services in story creafion and refinement, ranking, adherence fo 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 fo 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 Customer's business problems and provide
direction on keeping services aligned to ServiceNow implementation

8
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leading practices.

Ty TN e =V R NER — B AR TOEMAGR AL, M
BEHZITV., 7007 A~OWILEZERE L, D7 & bk TSR Z
XEMBLOHRET D LB, BEEKA =T F7HMEFPOM—DREN &
LCHRELE T, =7/ —U X0 NEHICIT, KENRATY > MEEEE
LCHTARZ Y F g —RrROaAy 747 —a b iflETHR7 5
L AZ—L L TOBENEGEND L EBIC, BERA =V TF 72K %m
CTCZOHEE2BERO IO 27 b~ —V Yy —PNHEZEH9HBELE
7,

PORR TS RABEH — BEEO T A4 —F—, FEARBREAR Y
—BIORT—IHmAZ—L iz, BT rtRA0ER EEEEZRIEL,
WET AT 72 E Y M L UServiceNow D\ #dE 45 ) —F 4 v /75 7 5 4
AERELET, v AREHE KDY ey s A —F—Txt
LT, A=V —0DOFE & dGE, BERIEMATT, E2E LW T rEARRE~D
L, BLOYEROR — K~ 7HBEICOWTHE LET,

I2Va—arT7—FT77F % —FEOEL YRRk REHICBITH Y)Y
2=y aryOFEECONTER., R8BI ES 2TV ET, ¥4 e 7
4= Ry FICEILY T A7) g P—EA0MELZEHRLTCEY
FAREEERT L7200 —F 4 7T 75 4 ZITHONWT, BRI
LTY— RN ==y 7R LS LET, BEHROE U R % B
F27EVVa—varO7 —%7 7 F ¥ BLOEGE 7ML, ServiceNowsE
DY —F 4 o T 50T 4 AT —EAREE LEHT A T-00 FEE R
LEd,

Governance and Methodology

May include executing ServiceNow Now Create or partner
methodologies as applicable and as needed to 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 refrospectives.

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

HAFYABLEAY Kav—
BEMA =T F 72 XETH-0ICHEZE U T, ServiceNow ® Now
CreateE 713/ 8— h F—D XY Fual—0ETREETNIHEARH Y . BIK
MICITL L T2 & A ET,

o FURU—HAFLR:FuT=s REE, YRS BS AT —H X
WEDHEE, 277V 7 alyT 4,
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o T TUXANEL Mty IS (v« A=
—) . REbLD., A7V U hiE, X=X oy T, BXOYL b
0 AT T 4T,

.

o WHELELITFLUVVaY HEFRAINDODZETFT LA, a—YF—F 2 [ E

B e 27 VTN RERE - 0y M=, RFREEE O
=5
7a—AT UK ROV E2— FALEI, BIOHRINIROAT

v 7

Consent

FAE

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

ANIVARAFR v U DELT, BEA AL U ADVERK, ServiceNow OEKBREDOHEH, BLOEEA v A
2 A ETORED ServiceNow B OFE A ML —y gy, FHREFEFOWTNNEET (27702
NWHIZRESNRY) | MikWRT 7728740 (LN W7 27748741 L)) 2X0EETDH
k€ @ Impact Deliverables, Impact Accelerators, £ 721XE Do Impact = A —x> & (BT
H. mpact 777 4 €7 41 L09) I, RGN ERISET, M7 774087 11, %4
T B 0% v 7B Impact Delivery Instance & L < iZ Impact Application £7213F O\ iz ie
WINFET, BEEPHRET 77T 4 €T 4 OFETEMLELT SHImpact 777 4 €7 4 ZRINL 2556
Z O R SMIT Impact Delivery Instance #i# U C. Impact Application 2@ LT, & L IIZ#ED
72O EDRBICB N TEDOMOEFFEEBL T, RTINS OMLAEDEIZL Y BEREICETR
SH. BT HDHET 7T 4 BT ¢ OFMFICBEE T 2§ COABERICHEHE S E T,

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.

BEHIZ. Impact Delivery Instance B LY Impact Application £ 7213Z O W oz L 2 FF e &
BEREZMEH LT, M7 27T 4T 4 2 EL TS Impact 77T 4 BT 4 Z3RIRTE 52— —FERE
EEETHZLENTEET,

ServiceNow Provided Resources
ServiceNow #3425V VY —=R
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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 addifional information regarding such provider's data protection practices.
Before ServiceNow can provide the Impact Package, except as otherwise instructed and to the
extent necessary, Customer must grant ServiceNow-provided resources access to Customer's
instances for the purposes of providing the Impact Package during the period of performance.
ServiceNow is solely responsible for the acts or omissions of subcontractors to the same extent as
if such acts and omissions were its own. ServiceNow is solely responsible for the payment of any
compensation due or allegedly due to subcontractors, and subcontractors may not seek
payment (either directly or indirectly) from Customer.

ServiceNow (., AREEEEICH-SL ServiceNow DOFEBOLEEE -IT—EHOBITIC X, H =FDH—
ERATONRNA XL = ZWDOTHEFRTHIENTE, BEHRIE, ZOFE="FOF—t AT o (¥— (K
PR FTITEA SN DT — 2 BRI B Vi (MRELEEE ] Lvv9) 23, Impact Package % #2AE3
L1200, BET—4% (4T —XWCEENDIBPAT—F2ET) 2ABTLILICRABELET, Fik
AR EZEOBAMIZET O2HEELE A, ARKNPICHK T 2HERNH D & LTEH, BEMEIT.

ServiceNow (2%} L. ServiceNow OEZEDBITICOXFE=F D — b2 a "/ F—cExiEt+rHr L %
PG LET, 72721, ServiceNow %, fREULERE (2% L, AT HESL< ServiceNow DT — # {#i#
BB ERIEORERELZMFFT 2L HIERL, 70, BEENSVOTLID D —E AT 0/ X —0D
T H IR BT 5 BB INER A ER T D ERSKME LR T, JIRERES DEAR
OB LRHEIPHAFRE . ServiceNow 2 Impact Package #3282, BEEEIL. ServiceNow 7>
LI END U Y —RZx LT, BITHIRHIZ Impact Package ###t4 572910, BEHEDO A VR H
VASNDT Vv AR LRTNER Y 8 A, ServiceNow 13, FFFEZOIELLRELIZSOX, B
D OVELCAMES & RERIC—YIOEEEAVE T, ServiceNow [, ZFEEFICKILH &, 213X
HhOoRETHD L EREINDMADIILNCHOEF LA AV, FtEF ITBEKICK LT (EENICZH
M#EIZH) KW ERDDL Z LDV TH A,

Customer Provided Resources
BEEPREMETEY 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:

BEKII, Impact OV 727 U 7o a VIR OMYS T L= Ay MR, LY Y —2 %
BT 0L LET, B0V Y —2ANEHRORMEZFET 52 & bAfETT,

Customer Responsibilities
Resource =
{an

BEHEOU V— 2R
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Business Analyst

EYRRATF U R
k

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

FuYxl FOTEEFGELEEL, EVR R LO=— A0 —F—DHERE R
F—=U—¢LTH#HRZ, ZhzHEL, BfRbL, AL, »OBEEFZERLE
75

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

Enterprise
Archi?ect systems, including any necessary policy or organizational requirements.
o _ Helps guide the Platform Owner fo align with fechnical or functional

= ‘/5:“7 74X standards.

AR S WER RO L OB G A, M OWIE, 70 2B L UE Ol AT 4
WZOWTOMEEZR R LET, BN EERIIHE LoBHICEET L5, 77
v N7 A — A —F—IHEHEE L ET,

Executive Primary strategic contact for ServiceNow.

Sponsor ServiceNow &@%ﬁéfﬁié@ilﬂ%*ﬁ%%

TSI T 4 TR
R —

Platform Owner
S5y b7 F—A
F—F—

Responsible for the overall accountability of the ServiceNow platform.
Provides leadership and oversight to the System Administrators, ensures
team alignment fo business strategy and the ServiceNow roadmap, and is
actively involved in the overarching governance of the platform.
ServiceNow D7 7w N7 4 — AT 22K HHETEEZANVET, V—%
—LLTVATAT RI=ZA ML= —ZERL, VXKL LV
ServiceNow D u— K= v AT CF— L OBEE AT 5 L4z, 77 v b
7 F— AOEFE 7 ST ATFERRICER D fE A E T

Business
Owner(s)

EYRAF—F—
BELOEED
D)

Line of business service owner(s) outside of IT.
T#R<, EVRAY—ERADOA—F—L L TO—EHDORKE

Process Owneir(s)
kv Ag—F—
BELOGED
D)

Subject matter experts responsible for the correct and complete definition
of each of the processes implemented within the ServiceNow applications.
ServiceNow OT7 7’V r—v g VINIZBWTHEIN DK 7 0t ADIEMNDO5E
BIRERICOWTHY T D8 ESIFOFHF

System
Administrators
VATLAT FI=
ANV —HF—

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

TV Ir—a v ORSFEER L. ServiceNow OT Y r—g CBET S
=AY R—FEEHL, hoar7 4Falb—a DX A7 OKREL Rt
52 Lick ServiceNow DY 7 v =7V ) —RZFETHZ LiIck» T,
ServiceNow 7’7 » N7 4+ — L DOREMEGRAMZHERFLET,
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Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEBHE ML —=2 7 a—2%ET L, @EEN L LTRESND
AT LEHE (R 24)

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.

BB DEDNR2WIRD . ServiceNow %, Impact Package @ iR—>> b& U E— b TRELE T,
ServiceNow @V ¥V — 2% Impact Package VAR — F T 372 DICHERMLERBE, BEED
Impact Package (Zi%, Impact Team IZ X 2 BEHEOARM ( THIASE] OFEFR OFTEHMIZ X 0 AT
S, FEPNEEY T HECCEICREIN, BEHEO TERRLS] &L TTFRICREINET) 12815
F oA bR G ENE T, BENILSUANADOT A F~OFRNZ» 05 G ik L. BREENAMR
LET,

Impact Package Warranty
Impact Package DRFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Customer notifies ServiceNow of such non-conformity then, ServiceNow at its option will, as
Customer’s exclusive remedy, either use commercially reasonable efforts to correct the non-
conformity in conformance with the material requirements of this Description or terminate the
Impact Package and refund to Customer any prepaid subscriptfion fees covering the remainder
of the applicable Impact Subscription Term for the non-conforming Impact Package after the
date of termination.

BEHEN, @A LRV Impact Package @ 2 R—% > F DR ZZ 17T 30 HUNIC,
ServiceNow |2 5% Rl & & M HE 72354 . ServiceNow [E, H 5 OEIR T, BEEO P 22 R HiE
ELT, AHERBICRHBOBEERBEMHICOE, YHAHEAERIET D X I0E LOGHNREE 15179
2. Impact Package ##& 7 L, #& T HUREO®E A L7V Impact Package (2315 % Impact 7 &
7V 7y a VB OBRRIIMICIS CTEpiAE OV 727 U 7y a U E BRERICHBWE L ET,

Additional Specifications and Requirements
BNDARR & 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

13
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does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (Z1%. ServiceNow 6 DT RANA ZAHERFIEN G EN AN H Y £
D, BERERIL, M7 AL AU FIAZ T3 2 0G0 2 T X TOWREIZONT, B
BROLNPFEEA D ZLICAEBELET, BEERIL, ServiceNow 2EHET 27 R/3A 2 OHESE
D, AEWZRT RAL 22T 20O TIE RS, o, Wk DEHOETFIZEAT 2RI TH AR
WZ L PRI THL, ZAICFEELET,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composition of the full engagement team with Customer within 4 weeks from the date the
parties mutually agreed to commence deployment of the Impact Package.

ServiceNow (%, Impact Package OFEHERHIRIZ DWW TERERE ORI THAICAE LB D 4
BEUNIC, BEREZ =V A hF—L (BP—E 2 Y F— 1) DEOH) EFHE B LU
R R T BT DICEHE LEOBRBN B N 2T b0 L LET,

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

ServiceNow MEIZHRE L2V R Y . Impact Package BLOZF DR E LTAEL 2 EDIT
PEFE TR S IV E T,

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

ServiceNow (%, BEMETIIH =& (ServiceNow DEFEEEZHRL) 2FKERN & LTELE
JEIZK L CTEEERWVER 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. BEHEOEEELCRE AN Impact Package ORSEMNCIN 2 12 FH 2 & T, BEHE
DREEESCRILANDEREIZIT. 725N ServiceNow (IR L 72T R ToF—% . EEhk L O
WO EMME & 52RO T —YOEEE2AVET,

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

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

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

excluding ServiceNow or local public holidays.

WMHIND WA ~—F K — bFEEE, Impact Team (&, ServiceNow ¥ & ¥ A
(ServiceNow F 72 13BIMOUER A 2FR< . AN LERER £ TOF[I 8 b4 6 RFE T

DHHO 8K 1T, BRI —E A&t L7,

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 ¥ 7227 U 7 a VHERNICRIA SN oz a v R —3x 2 ME, REEICKY T
LIXTET, HWIRGIN & 720, BIMOZ LYy bR EIND Z LR BEbLSNLEEA,
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Customer will receive communications from ServiceNow via email, phone, through the
Impact Delivery Instance or through the Impact Application regarding the Impact
Package and acknowledges that access to the Impact Delivery Instance may require
mulfi-factor authentication by Customer.

Impact Package (B3 % ServiceNow 75 DRFEFIAIL, E A —/L, EIEE. Impact Delivery
Instance i@ L C. F 721X Impact Application i@ L TiThi. BEHIEL. Impact Delivery
Instance 127 7 B AT 5 - DI L EERIENMBE L RAGAERNHL L2 T LET,

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.

Eiloa R —x> ME, Product Documentation #1 b (https://docs.servicenow.com/)
IZREHD L B0 | ServiceNow I[Z X o THit S b6 08 H Y £9, 7272 L. ServiceNow I3,
BEED Impact 7 227 ) 7y a CHY, Impact Package 47 7 U v 7 DR 1L
NEFBELKETL2L502L1EFH0 £ A,

Exclusions
B HBRS

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

Impact Package A L7cBEHEOHD, [ECEICHI RO LBV | Impact Package %
HioZenTEEd,

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%, BEEDOY T A7 ) 7 a ANEENHRNDOAEZL L OIEREA A
2o A G e, AEOABELLOEARAZEAS LV AZ L ACORBEHAT 52N TEET, Impact
Package 1. ®&E. 7E, POV, E3BET2EE7 L CREMRICRIEIN DA A X R
REDEEOA AL AT S VER A,

Certain Impact components may be limited for the following:

Impact DFFED 2 AR —x 2 MI, UUFIZBE L THIBBRSND25G6803H 0 £7,

e ServiceNow products governed by product-specific support, services, or related terms.
o  HRMEHFOYAR— N, —EREIFEELENEH S5 ServiceNow DL,

e  Customers hosted in certain restricted environments.

o REDHIRENIERE THA hSNTWDBER

e  Customers with self-hosted instances.

o  ENTRANIAURE U ADBERE

e  Offerings not deployed in a ServiceNow data center.
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e ServiceNow 77— ¥ —TRfLIh Wit 7 7 v 7

e Customers who opft-in to region specific support offerings

o HUKFEA OV A — MEHHZFEIE LT\ 554k

e  Customers with domain separated instances under certain conditions
o WEDOFITFTTRAAL L ERL—a AV AX L ADBELE

e  Customers with instances hosted across multiple hosting environments.
o HBHORAT AV ITBRETA VARV A ARA RSN TWDLEBERH

Except as expressly described in any Impact Package, Description, including Impact Add-
on Package Description or Impact Accelerators, the Impact Team will not perform
implementation, configuration, staff augmentation, or fraining.
W N D Impact Package ~ :£EE (Impact Add-on Package £ F /-1x Impact Accelerator #&¢3)
(RN HIERDEED N H 2356 %R E ~ImpactTeam [~ A > 7 ) AT =Y ay~aAry74Fal—2 3>
Ay 7RI N —= T E T EHA -
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