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Impact Guided - MSP Domain Separated v1
Package Description
Impact Guided - MSP K X 1 >4y v1
Package fIA#E

Impact Guided - MSP Domain Separated (the “Impact Package”) is available only to an
authorized member 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 Guided — MSP K 21 > 438 (LLF Tlimpact Package] &) X, ServiceNow o Service
Provider Partner Program OERE Iz A 3— (BLF T2 v o) OAFIHETH Y. 2D,
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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

P

Impact Application

The Impact Application allows Participant to install, consume and
manage certain Impact capabilities to which they are entitled,
to communicate and work with the Impact Team, and fo visualize
helpful data directly on their instance.

Impact Application TiX, Z2IMEFNEA SNTZRED Impact O
BEExA A=), FI, BHETHIZLENTEDLHCRhbdELED
12, Impact Team [ZH#& % L 0 | ImpactTeam L E#EEL, AT
— B EAAZ A LCHEHEAHIMT LN TEDLLIICRY E
7T

The ServiceNow Impact Application includes a required data
synchronization (“Data Sync”) with the ServiceNow internal
Impact Delivery Instance (IDI, defined below). Data within the
Impact Application will be fransmitted to and stored in the IDI. By
using the data synchronization with the ServiceNow Impact
Application, certain data will be transferred outside of
Participant’s ServiceNow instance to IDI, which may be hosted in
a different Data Center Region from Participant’s originating
ServiceNow instance. For the avoidance of doubt, data
synchronized with IDI is not Participant Data (that may also be
referred to as Customer Data) under the Agreement (though it
remains subject to the confidentiality terms agreed between
ServiceNow and Participant). Participant will work with the
Impact team to enable the Data Sync. The Impact Application
may be limited for Participant’s with domain-separated instances
and is not available to Clients.

-

ServiceNow Impact Application (Z1%. ServiceNow @ NHES Impact
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team L HEEED E T — XA & %EIT L E 9, Impact Application
E. RAAL 3 HEA v A2 o RAZER L TW DS (25 LTI IR
SHTWABAREENRH Y, 7747 v MRt SN EEA,
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Impact Delivery Instance
and Increased Access to
Support

Impact Delivery Instance 5
TP R—b~DT7 7 ERD
)k

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

Impact Delivery Instance (LLF TIDIJ &V D) 1%, SIMENEA S
7z Impact OHEREZFIA L, FEHT LN TEL LT HE L
H1Z, Impact Team (ZiE##& % & V| ImpactTeam E#EE L, HFRAZ
T=AEAHAT LI ENTELLIICT HODMEMATT,
Impact Application 32 && @ DL, 7 —% ORI L 72
V. Fi=. Impact Team » Impact T—X T VAT EHA AKX
VAELTHRELET., B2MNF X, Impact Delivery Instance
[https://impact.service-now.com/] (F721LF D%k A ) 27
JERATHIENTEET,

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

Support Portal Zi@ UL CT7 7245 Z LMz, B2MEIL.
Service Now OH R — MR —Z JVICRREH DO EFESICEFTH LI
LV IR <w—H R — MIEKETHZ N TEET,

Access to IDI may be unavailable or operate differently in certain
environments, including but not limited to the resfricted or self-
hosted environments.

IDI ~D 7 2 & X1, HIRIATZREEE LT/ THR NRERE, 4
JEDIRLE TIFFWH T& v, FEITELR SIEH P2 I TOSHEEP
b FT,

Case Target Response
Times and Target Levels of
Effort

BERICERHE L BREOE IV

~v

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.

LIFORIZFEHD LBV . ZINEDRZINED D BIFISERE & B
BB~ NVEERLET,

Case Target Target Level of Effort
Priority Response Time BAESR A L~

BEE  BERISERH

P1 30 Minutes Continuously, 24 hours per day, 7 days
30 %% per week

W1 H 2405/, W7 A
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P2 2 hours As appropriate, 24 hours per day, 7
2 i days per week
1 H24 W5, 7 HIZBWTHEE
P3 1Business Day  As appropriate, Monday through
1 R Friday, 7AM to 7PM Local Time

BRI CH M DM, TRT 7 R D
T 7 RE TOMCTEE

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

HHIERR CH D ARE, PR 7 oo
1% 7 BEE TOMCHEE

“Local Time”, for the purposes of the Target Level of Effort in the
table above, means the regional fime window of Monday
through Friday, 7:00AM to 7:00PM, chosen by Participant from the
available options (upon setf up) in Now Support when Customer
Support personnel are addressing Participant's  cases.
ServiceNow will provide visibility to Parficipant’s regional Local
Time window within the Support Portal.

FREBEOBES LAV EBWT,  [HHEER) &iX, v AZ~v—
A— s OHEYBENSIMF DOFEFNCKHE L TWDIGAE, ShE» GRE
BEIZ) Now Support TRIAFEEZR A7 Y a U BIRIRE N7 AED D
EREDAF] 7 BB 7 RpE TOBMBER OV AR — MR 200D
$3, ServiceNow %, Support Portal INC. SN O #ils o> B HikFE]
DY R — MRERFZ A L E T,

Instance Observer
A VAREVRF T F— s —

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

SINFIL, AV AZ AT T —=N—T VAT LHHANE 5 HFET
RETHZENTEET,

Instance Observer 1 provides a roling 45-day period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance.
AVABZ AT T ==X BIMNEFEDOA VAR RAEBERAT 4
TTHT Ty 74 —b, 7TV r—varBIXOA T TAT7
F o —DNT =~ AR IO AMHEIZOE | 45 AEROER Y —E
A& L ET,

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

\HIAE, BRI B, FlEEL TR NBEDRNEIZR LT
(TS L E A,
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Impact Team

The Impact Team Includes a designated success resources (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 Parficipant’s content and best practices and makes
recommendations based on desired goals and product mix.

Impact Team (2%, FBESIN=H 7R Y V—2 (LLTFIZHAT
%) BLOFDOMD ServiceNow DIFESTFOHEMAENEGEI, Zh
5O TE. Impact Delivery Instance %7213 Impact Application %
BLEZMEBEIPLOERICINLC T, Z2MEDZEYET 5 Impact
Package (21~ T, RS 7= Impact Deliverables % s LW
BILLES, FEEESNEY 272 Y Y —21F, Impact (2T 55
FOELLDEEEOTHY, 7ul T AT A MEEREL,
Impact Deliverables R L ¥4, fHEI NV 27 EBRY V—X|L,
Impact O7 A\ H =L BIMEOA LT YRR A NS TS
T4 AR - BB L, WIS BAER X ORI I DV T dE
SEITVET,

Impact Operating Model
Impact EHET 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 Partficipant’s utilization
and leverage of the ServiceNow platform.

Impact EHE T /ViE, 2INEOF ST 5 Impact Package (2Ev,
SINFEIZ L B ServiceNow D7 F » b7+ — AOFACIE A %2 XiE7
% 7= % @ Impact Activities (Impact Deliverables % ' Impact
Accelerators # &N 2NV HIZIRESNRY) OB X v 7o bR S
nET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 3.,

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

Impact Team 75, Delivery Instance ## U<, 720
Impact Application Zi# U T

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

1B DT 77 4 7 4 & LT, Elidfermicitftansd
BENRH T,
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The following are illustrative examples of Impact Deliverables:
LLFi%. Impact Deliverables o E4]T9,

Objectives and Ovutcomes - The documentation of

Participant’s desired business outcomes.

FEBLIUOHRR —ZSMEOHHFENLE TR A EORUIRICE

FTARFa2 AV T— 3,

Customer Impact Plan — A plan to capture the activities,

competencies, and applications aligned to the

Participant’s success goals.

HREZ<—Impact 7 J v —BINF O BEZERICEDERT 7

TAET 4, AVET V=BT T r—a v ERS

THEODTT L,

Capabilities Map — A reference document created to

reflect Participant’s  current  application  usage,

integrations, data model, capabilities, and instance

activity.

Rt~ v 7 — 2B DOBAEDOT 7V r—2a OEANR

. AT 7 b—vay, 7—XET/, BEiEELLO/

AB AT T 4 BT 4 ML THER S Ve 2 RCE,
ServiceNow may add to or otherwise modify the catalog at ifs
sole discrefion, 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 %, HEOHWIZ LY, ¥ o ZZBMEIIEEE1T
FGENRBVET, L, BIED Impact 7 A7 U T a U
s, ServiceNow I%, Impact Deliverables %@ U CFI A RE 72
DAMREEZZLIEBLAZVWLD L LFET, Impact
Deliverables @ 71 % v 7 @ & #i i 1%, ServiceNow @ Product
Documentation # 1 k (https://docs.servicenow.com/) b CH%E 9
HZENTEET,

Impact Accelerators

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

1 BB Y ® Impact Deliverables . ¥ X Ok %t 89 72 Impact
Deliverables (2 z.. &MM#F 1%, Impact Accelerator Catalogue (2
O LBV, Impact Accelerators IZH T 7/ AT HZ EINTEE
75

The Impact Accelerator Catalog is a pre-determined list of fixed-
scope offerings that may assist the Participant in maximizing fime
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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 request Impact Accelerators.
Participant may consume any number of Impact Accelerators,
provided that Participant may consume Impact Accelerators
consecutively only, in accordance with Participant’s Impact
Package.

Impact Accelerator Catalog (% . ServiceNow @ Product
Documentation ¥ k(https://docs.servicenow.com/)IZ H#H X4
L. AA LRy —nRY a— (TIV) ZERKERED D ETHNE % %
TLEHEOAT 7 V7T 2ED Y A FTY, Impact
Accelerators [ZHMTAT S Z £1XTEJ. Impact Package @
—#ELTORFHTEET, 2MEOREHYE O AN Impact
Accelerators Z#ER & £+, 2MELFAH TE 5 Impact
Accelerators OHEIZHIRIZTH Y THE AN, 2IMFEIL. Impact
Package 7€V, #fE L TD A Impact Accelerators ZFIHT 5 Z
EMTEET,

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 1%, HC.OHEIZ LY, Impact Accelerator Catalog
BT AT 7 ) T ORHAESOBINEOMET 52175 HENH
D E£79, Impact Activities DHIZIE, FHIR SN2 EREE ToB/L 7R X
FMEEOSIMEIZH L TRETE RV EH D 7,

Expert Services Discount
Expert Services DfEF| =

This feature provides Participant with a 5% discount on purchases
of ServiceNow Expert Services engagements.

Z OMREIX. BINEITH LT, ServiceNow @ Expert Services O A
2D E SBOESIFRAZRZME L T,

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.

Z DOfEBIFRIL, Expert Services O pE A I S, BN o FRi
BN L DMERIR EIIPFH T £/ A, I ROEF LN T
Uia. 2 DOMESIFED D HIRWFOMEBIENMEAINLHG60H 0 E
ﬁ‘o

Training Discount
FL—=r FDfER|R

This feature provides Parficipant with a 10% discount on
purchases of ServiceNow Training offerings.

Z OFEREIL. BINEICK L. ServiceNow O b L—=1 7 DOl AIZD
T 10%DES | R Z Rt LE T,
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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.

ZOMFIRIT, == 7 ORI ICER S ESS, —ERE A
BRADRH Y T, EEIRIL, =FANN— T s TA (vAX—R
E) BLXOVAZ L L—=0 7Y —ERTEATE £ A,

Consent
FE

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental activities including the
performance of a HealthScan, creation of a Temporary Instance, and/or demonstration of certain
ServiceNow products on a Temporary Instance (“Supplemental Activities”), are subject to
supplemental terms. Such Supplemental Activities will be denoted in the applicable catalog
and/orin the Impact Digital Experience. 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.

ANIVARF ¢ U DFEIT, AV AZ L ADER, BEIOEEA VA X A LETORED ServiceNow
BEDOFEL A ML —Vay, £REFFOVTANE G, MEMRT 7T 40T 4 (UT THiR7 2
TAET 4] WD) ENITE LT HEED Impact Deliverables, Impact Accelerators, % 7=13% DA,
® Impact 2 R—x%v b LLTHEE. [mpact 7774 T 41 LW )ITid, fESENEH S
4, WMET 7T 4 BT 413, AT HIZ e SBIO Impact Delivery Instance & L < 1Z Impact
Application £72iZZOWWTFhciilicsnET, ZMERMET 77 4 €T 4 DFTELELTD
Impact 727 7 4 €7 4 ZRINLI5E. O E5M41F Impact Delivery Instance ## U T, & L<
X Impact Application ZiE U T, BLOZHOTZDIZFEDRMIZB N TZEOMDE T FEEZBE L T,
FIEZONTINICE D BIME IR S N, S TIMET 77T 4 €7 4 OFRFICEE T 25§ T
HRBIME @A S ET,

Participant can manage its users’ ability to select such Impact Activities that require Supplemental
Activities using permissions management functionality through the Impact Delivery Instance
and/or Impact application.

ZEIL. Impact Delivery Instance LT Impact application F£721%F DWW huasic L 2 FF a4
REZFEHALT, M7 774 T4 2 0ELTS Impact 77T 4 EF 4 B8N TE 52—V —HERE
EEETDHZENTEET,

ServiceNow Provided Resources
ServiceNow 2 fit3 5 VU 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 Parficipant acknowledges that such third-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data

8
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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 noftification 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 time request reasonable additional information regarding such provider's data protection
practices. Before ServiceNow can provide the Impact Package, except as otherwise instructed
and to the extent necessary, 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 1%, AftEEEIZHE -5 ServiceNow DEBEOEME - IT—HDBITIC DX, H=FHFDH—
EAT BN X = 2D THEETLHIENTE, BNEFIL, ZOFE="F0OY—ERXT a1 4 — (K
BRIFEITEA SN DT = 2RO T TRELEE] L)) 23, Impact Package #12k4
L7202, BIMEBOT—¥% (T —XICEENIMBAT—F2E) 20T LICRIBELET,
e REABEE OB ET 2R EE G A, ARMTITHKTA2HERH DL ELTH, ZMEIT,
ServiceNow (2%} L. ServiceNow OEZDBITICOXFE=FDH— XA a /¥ —cExiEt+r5 L %
FFELET, 7272, ServiceNow &, fUBRALBEE 2% L, AZKICE-SL< ServiceNow D5 — # {5:#
BB ERIEORERELZMRFFT DXL HIERL, 70, BMER VO TLIDD Y —E AT A X —0D
T — AR BT A AR B IME R EZER TE D Z N0 3, BRIERBH HHEE
FOWE 2 HiIPHZ & . ServiceNow 7% Impact Package #1295 iic, Zn#& 1. ServiceNow 7»
LEMLEND U Y= LT, BITHIR T Impact Package #4572 91c, BMEDA 2 H
VASNDT Vv AR LT IER Y 8 A, ServiceNow 13, FEFFEZOIELLRELIZSX, B
5OEZRCARES LRI —YOEFEEAWVET, ServiceNow (%, BFEEHICTH I RNE, 13X
h)RETHD L ERINDMMEDOTIANIZOETELEZ AV, FFEELIIBMEITH LT (EH#EMICH
MHEICE) W ERDDL Z LT THA,

Participant Provided Resources
BMENRYET DY V—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:

BMEE, Impact ¥ 722 U 7o a VEIROMET BT S Ay MR, BFO Y Y — 2%
BUT 2608 LET, M—0U Y — 2 EROMES FIET 5 = L LR,

Participant Resource Responsibilities

BIMEDY V— R B

Business Analyst Works with key project stakeholders to capture business and user
EURATFY R R requirements as stories to ensure stories are understood,

developed, tested, and delivered to specification.
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Il FOFEBRE LEHE L, EUVRA LO=— AR —Y—
DERZA =V —L LTH#RA, ZhxBfEL, Bk L, &L,
MO EERLET,

Enterprise Architect
TUE—TFGART—FT
k

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.

WL RO b OB 2 E A, KON, e AB L RED
s 27 MZONWT OB AR UET, BT LF 7= 13k o
WCEAETHLEY, 7Ty F 7+ —bF—F—IFB8 2512 7,

Executive Sponsor
TTRBIT 4 T AR Y —

Primary strategic contact for ServiceNow.
ServiceNow &9 % F:72 2 BRIKHH Y

Platform Owner
77y T F—bA—TF—

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 7 4 —AICET 2 2N RHETEZ AV E
T, V==L LTIV RTF LT RFI=A PL—F—%EBE L, EYX
AFEIEF L OF ServiceNow D1 — R~ (26T TTF— L O 2 i
T n ez, 7Ty b7+ —LDOEIEIR T T A TRERRAIZ L
DAL E T,

Business Owner(s)
EURAF—F— (LD
5adHY)

Line of business service owner(s) outside of IT.
TZER<, EVRAY—ERDA—F—L LTO—#HOMH

Process Owneir(s)
I RA—F— (BHELD
BEHY)

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

ServiceNow 7 7'V r—a UINIZEWTHEEINZK T akAD
EMENOSERIRTERICOWVWTH YT L/ E DB OHEMFE

System Adminisirators
VATAT FI=A b —%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.

TV r—a rORSFEFER L. ServiceNow OF 7'V r—a v
WCRET 2 FBIOY AR — hEFHL, hoar 74 Fal—raro
B R SHRE R TR+ Z L1 L v ServiceNow Y 7 b =7 U
— A HET B Z iz o T, ServiceNow 77 v b7 4 — LDLIE
P HRAMEHERELET,

Minimum of two (2) system administrators must complete the

ServiceNow Administrator Training course and be identified as
points of contact.
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ServiceNow OEHHZ ML —=0 27 a—2%ET L, BHEEOL LT
SEINA VAT MNEHE (AL 24)

Travel & Expenses
E - R

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

BIEEDEDMRR2WRY | ServiceNow X, Impact Package v iRN—x b2 U E— M TR L 9,
ServiceNow @V Y — 273 Impact Package # %A — F T 572 DICHER L ERGE, SINED
Impact Package (2i. Impact Team (2L 2 BME OAM ( THIAYE) OFEZ OFTFERIZ X 0 Ik
A, FEFTIEEZ Y T ECCEICTHE S, SMEO TEARL] & LTFRICRENET) IKB8IF2
AoV A NMAEERE T, BRSSO A M ~OFERINC 5 AE iR EIL, SInENA#R
LET,

Impact Package Warranty
Impact Package D{R:E

If, within 30 days after the provision of any non-conforming Impact Package component,
Partficipant notifies ServiceNow of such non-conformity then, ServiceNow at its optfion 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 ferminate the
Impact Package and refund to Parficipant any prepaid subscriptfion fees covering the remainder
of the applicable Impact Subscription Term for the non-conforming Impact Package after the
date of termination.
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Managed Service Provider Specifications and Requirements
2 XY R —ERFa g ¥ —DHAE L B

Participant may only access and utilize the components of the Impact Package solely for
the benefit of the Participant. Client should not have access to any component of the
Impact Package.
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Participant shall be responsible for submitting requests to ServiceNow related to the Impact
Package.

L& 1X. Impact Package (2R3 % U 7 =X k% ServiceNow ([ZEET A2 EHLAAWET,

Participant must administer the ServiceNow Impact Delivery Instance.
ZEIL. ServiceNowdImpact Delivery InstanceZ & # L7221 T UiE72 0 £8 A,

Participant must designate a qualified System Administrator who will be the primary
interface for the Impact Activities.
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ServiceNow shall only be obligated to correspond directly with Participant.
ServiceNow %, ZMFE & EHESL VD T 5RBEOLZANVET,

Additional Specifications and Requirements
Bk & B2

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 orrecommendations provided by ServiceNow
does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.
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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 DIREEFRIEICHOWTEME L OB THEICAE LIZ AN 4
BEEUNIC, Z2IEFE L= 5=V A b F—LA (P—E 24 F—L4) 2EOH) EFHE B LU
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Unless otherwise specified by ServiceNow, the Impact Package and any resulting
deliverables will be in English.
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ServiceNow is not responsible for delays caused by Participant, or any third party
(excluding ServiceNow subcontractors).

ServiceNow (X, Z2N& £7213% =% (ServiceNow DEFLEFEZHRL) Z#HNE L TAELLE
LT3 L CEEZRWVER 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 informatfion provided fo
ServiceNow.

ZINE L, BINEOREEER I ORFLAD Impact Package DR EMICINZ -EE 2 &, 5
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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 am. and é p.m., Monday through Friday Local Time,

excluding ServiceNow or local public holidays.
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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 V7L a VHIBIRNICRIHA &2 - 7= Impact O R —3 2 ME, REEIZ
MOBTZ LZTES, HIBORERY, B0 LYy RBRFEIRD Z 0L, BEbLEN
FHA,

Participant will receive communications from ServiceNow via email, phone, through the
Impact Delivery Instance or through the Impact Application regarding the Impact
Package and acknowledges that access to the Impact Delivery Instance may require
multi-factor authentication by Participant.

Impact Package (283 % ServiceNow 76 DIREHFIAIL, E A—/L, FEih. Impact Delivery
Instance %3 L C. F 7=k Impact Application #i# L T{ThiL. 2IME L. Impact Delivery
Instance 127 7 B AT 5 DI L EERIEN M B L RAGARNHLZ L2 T 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/)
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Exclusions
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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.
LFRO~RY R —E AT m A X —Dfhkk & BRI S22 & Impact Package
BRENLT=BINE DORHRD, FEXLEICHRO LB Y, Impact Package #FIHT25 2 LN T,
ZINE L, EXLEHICHRINZBNEORE AV R — b 27Ol ORBFIHT 52 LN TEE
R

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

Impact Package i%, ServiceNow O#lfhiz>& 8ELEA OV R— F, —E R F 70 13BHES
EAMAEINDbDICHOWTITEHA S NER A,

Impact packages can only be applied to paid production and non-production instances,
including the initial production and non-production instances included with Participant’s
subscription. Impact Packages do not apply to unpaid instances such as temporary, demo,
POV, or other instances issued to Participant without an associated fee.

Impact package %, ZBMEDOY T A7 U 7L a VG ENDIRIDOAER L OIERE A A
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Certain Impact components may be limited for the following:
Impact DFFED 2 AR —x 2 MI, UUFIZBE L THIBBRSND25G603H 0 £7,
. Partficipants hosted in certain restricted environments.
o REOHIRINTERE THA SN TWARINE
. Participants with self-hosted instances.
o EATRANUL AL ZADBINE
. Offerings not deployed in a ServiceNow data center.
e ServiceNow F—# o ¥ —TCigtEshcnwinwt 77U v 7
. Participants who opt-in to region-specific support offerings.
o HUKEAOHF— MEHEICFRIE L TWHEINE
. Participants with domain separated instances under certain conditions.
o FRFEDFRUETTRAL VA VAKX L ADBNNE
. Participants with instances hosted across multiple hosting environments.
o HBEOKRAT 4 VIBREETA VAR LV RAERA NI TNDBINE

Except as expressly described, the Impact Team will not perform implementation,
configuration, staff augmentation, or training.
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