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Impact Advanced — MSP
Dedicated Instance
v2 Package Description
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Impact Advanced - MSP Dedicated Instance (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 a single client of Participant specified in the ServiceNow
Order Form (the “Ordering Document”) in which Participant acquires the Impact Package
(“Client”).
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ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Participant depending
on the level of Impact package procured by Participant. This Impact Package Descriptfion
(“Description”) is subject to the underlying agreement between ServiceNow and Participant
(the “Agreement”) as referenced in the Ordering Document. This Descripfion supplements
and modifies, as applicable, the Agreement with respect to the Impact Package identfified
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

N2

Impact Digital Experience
and Increased Access to
Support

In addition to access to the Support Portal, Participant may

contact Customer Support via telephone at the number(s)
listed on ServiceNow's Support Portal.

Impact Digital Experience
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Participant may access the Impact Digital Experience
[hitps://impact.service-now.com/] (or such successor site). The
Impact Digital Experience is a mechanism to 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.
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Not currently available in certain restricted environments.
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Training and Cerlification On Demand Fundamentals Training Courses - Partficipant

M —=U T LRE can access and consume material on-demand through
the Now Learning portal. Courses are geared towards a
technical audience, covering fundamentals training across
the ServiceNow product suite.
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On Demand Advanced Training Courses — Participant can
access and consume material on-demand through the
Now Learning portal. Courses are geared tfowards a
technical audience, covering advanced and
implementation fraining across the ServiceNow product
suite.
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Case Target Response
Times and Target Levels of
Effort
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Replaces the Case (Incident) target response fimes and target
levels of effort set forth in the Participant’'s Agreement as
provided in the table below.
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Case Target Response Target Level of Effort
Priority Time B L~
BB B AR B HRF ]
P1 15 Minutes Continuously, 24 hours per
1543 day, 7 days per week
WHEF, 1 H 24 BFR, W7 H
P2 1 hour As appropriate, 24 hours
1 B per day, 7 days per week,
1 H 24 W, 7 HiIZBW
T
P3 1 Business Day As appropriate, Monday
1 Hh through Friday, 7AM to 7PM
Local Time
GBI C H D&, 7
il 7 Kg B F 1% 7 R T O
T H
P4 2 Business Days2 ‘&3 As appropriate, Monday
=] through Friday, 7AM to 7PM
Local Time
BiLIRe ] C A D 6 &0,
il 7 K§s B 4% 7 K TOfH]
T H

“Local Time" is the specified Support window designated for
Participant’s applicable ServiceNow Customer Support hours of
coverage.
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Developer Support
BZE AR — b

Participant may designate up to 5 named individuals who have
been trained to administer the Subscription Service to request
assistance from  ServiceNow  support  engineers in
froubleshooting fechnical issues with existing customizations on
the ServiceNow platform. Developer Support Cases will be
subject to a P3 target response time (as defined in the CSA or
Impact Package Description, as applicable)
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Scope of Developer Support!:
BRI VAR — b DFapH 1
Must be less than 200 lines of code.
I— RITER 200 KETH B &
Must be on supported version(s) of
release/feature/application/hardware (i.e., n-1).
V) —A/MERE/ 77 ) r—> 3 v [/N— K7 2 7 DHR— h RN
—Yay (T7bb,. nl) THDHI L,
Does NOT include troubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
FZHOT TN =y avillbb NI TN a—T 4 VT TA
Y7 ElEeF ) T AMESEEOBEEE EFN LN L

I Developer Support may be unavailable or delivered by
modified delivery model for Participants in certain restricted
environments or to Self-hosted Participants.
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Instance Observ\er“ \ Participant may designate up to 5 named individuals to access
AVARE VAT T PF—r— Instance Observer.

SINENL, AV AZ AT T =R=ZT 7 AT HEANE 54 F
THRETDHZENTEET,

Instance Observer ' provides a rolling é-month period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance.

AARB AT T == (T, BIMNEOA AL S AZRAT 4
YITFTET Ty T r—h, TTV = a BRI, T T A
TIFX—DONRT =< AB XA AMICSE, 6 7 kol
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1 Not currently available in certain restricted environments, or
to Self-hosted participants.

VBITE, FFEDHIRINZRIEIZL T, ELIZENTHX PEDES
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Support Account Manager An Enterprise Support Account Manager (SAM) will work with

Support Account Manager  Participant during the Impact Subscription Term to provide
customized support. The Enterprise SAM activities are subject to
the terms and conditions set forth in the Support Account
Management - Impact Service Description found af:
https://www.servicenow.com/upgrade-schedules.ntml and
EXPRESSLY DEEMED INCORPORATED HEREIN BY THIS REFERENCE.
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Impact Team The Impact Team Includes a designated CSM (as defined

Impact Team below) and other ServiceNow subject matter experts who,
upon Participant’s request via the Impact Digital Experience
and in accordance with Participant’'s applicable Impact
Package, perform and provide the selected Impact
Deliverables. The Customer Success Manager ("CSM") is
Participant's primary Impact point of contact, providing
program management oversight and driving Impact
Deliverables. The CSM acts as the Impact ambassador,
curatfing the Participant’'s content and best practices and
makes recommendations based on desired goals and product
mix.

Impact Team (21, FEESN7- CSM (UL FIZEFET D) BLU%E
DOt ServiceNow DFF TS OEMENE N, N5 DOHFIL,
Impact Digital Experience % U7 INE )6 OERIZIG T T,
BN D41 % Impact Package 1266 T, @R &7z Impact
Deliverables # 3t L ORI L4, I AX~v—H 7 A~ F3—
Y — (BLF TCSMJ v 9) iE, Impact 1T 25 mEOE T
LZEBEEOTHY, Ta T A x U AL NEEREL, Impact
Deliverables #{£ L ¥4, CSM 1%, Impact &7 > % — L7
D, BMBOALTUYRRANT T I T 0 AWE - L, H
FEE N7z B KO AR S Wi E 21TV E T,

Impact Operating Model The Impact Operating Model will comprise, in accordance

Impact A€ TV with Participant’s applicable Impact Package, a catalog of
initiatives, including but not limited to Impact Deliverables and
Impact Accelerators, designed to assist Participant’s ufilization
and leverage of the ServiceNow platform.

Impact #HET/VIZ, BIEO%YT 5 Impact Package (21
W, BINEFEIZ LD ServiceNow D77 v b7 — A OFHTEH %2
Y¥ET DDA =7 F 7 (Impact Deliverables ¥ X O
Impact Accelerators # &N 2 HIZIRE SN2V O X s
DO S ET,

Impact Deliverables
Impact Deliverables
Impact Deliverables may be provided:

- by the Impact Team or via the Impact Digital Experience;
and

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

Impact Deliverables 13,
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The following are illustrative examples of Impact Deliverables:
PUFiX. Impact Deliverables D241 T9,

Value Blueprint - A prioritization of objectives,
outcomes and metrics based on Parficipant’s strategic
imperatives.

NY 2a—=FNV—FY v b= MFOEIKHHREICIES H
B, AR L OFRIE OB SENANLAT T,

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

HAEZ~<—Impact 77 —SNFH O BEZEKICE DY =T
IJTA4ET 4, aLET U —BXOT ) r—va v
BT 2720077,

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

Bt~y 72 MEOBIEDT 7 ) r— a v O IR
W, AT 7 Vv—var, 7—2ET, KRS LU
AR SAT IT 4 BT 4 & B L TERR S L2 S IR,
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.
HWEEAn— R~y —BMFOBIEOHI Y7 B LW
Zu s AAMDOLE 22— T 5, ERENROR R
FOAHD T = — XITHT 2 ERFr B KOS > W T
DoHT

ServiceNow may add to or otherwise modify the catalog at its
sole discretion, provided that, during Parficipant’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 (%, BCOHWIZ LY, & v 7 ITEMEITEL %
TOHERHY EF, 2L, 2MED Impact 727U 73
I F . ServiceNow 1%, Impact Deliverables % i@ U CHIH A]
BRRMEORAE R EELZZ LB L2V D & LET, Impact
Deliverables @ 71 % v 7 O & #ihii 1% . ServiceNow ¢ Product
Documentation ¥ k (https://docs.servicenow.com/) . TRIE
THZENTEET,

Impact Accelerators
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Impact Accelerators

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

1 | R Y @ Impact Deliverables, ¥ X Ok 19 72 Impact
Deliverables 2l %, &M% X, Impact Accelerator catalogue
IZFEE D BV . Impact Accelerators (6T 72 AT H I ENT
EET,

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 (hitps://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 request Impact
Accelerators.

Impact Accelerator Catalog (& . ServiceNow @ Product
Documentation ¥ k (https://docs.servicenow.com/)IZ ¥l =
no, FALNy—NY 2— (TV) ZRKEEODL ETSINE XL
BT o —EfHOA 7 7 ) 7T L ED Y A FTY, Impact
Accelerators [ZHMTHEAT 2 Z 13T, Impact Package
D= ELLTOAFHATEEST, ZMBEOREHRYEH O LN
Impact Accelerators Z B3R T £,

Impact Accelerators are divided into sub-catalogs to support
relevant focus areas. Parficipant may simultaneously consume
up fo 1 Impact Accelerator from each Impact Accelerator
sub-catalog, in accordance with Parficipant’'s procured
Impact package.

Impact Accelerators 1%, ¥R — kRO E SIS U7
a7 iZaBElsiCnET, 2IE X, A L Impact Package
2RV, Impact Accelerator & V7 h % v 7 5 Impact
Accelerator Z K 1 > % CRIFFIZFIHTE £9°,

ServiceNow may add to or otherwise modify the availability of
engagements comprising the Impact Accelerator Catalog in
its sole discretion. Certain Impact Accelerators may not be
available in certain restricted environments, to Self-hosted
Participants, or to Participants who opt-in to region-specific
support offerings. See the Impact Accelerator Catalog for
details on services and restrictions.

ServiceNow (%, H 2 @ ¥ Wiz X v . Impact Accelerator
Catalog ##RT 5= 77— 2> O HE~OBINZE DA T
ZITHOBEMNH Y £3, Impact Accelerators DL, HiE D
RENTZBRE TR 7 A2 MIOSMEFIZH LT, &5 ik
BAOYR— MIEELZSMFICH L TRETE RN DL H Y
F3, P ALHIRICEE T %M X, Impact Accelerator
Catalog & ZHEiR < 72 &0,
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Advisory Sessions Participant may request workshops hosted by ServiceNow

TRAF ) —kyvar product and domain experts on topics that are relevant to
Participant's ServiceNow product portfolio and their digital
fransformation journey.

ZINE L, & OServiceNowl i R— b 7+ U ABIRTFT U4
WRT VAT F—A—T g VERIKICEET HFEIEICHOW T,
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Participant may consume Advisory Sessions in half-day (4
hour) increments and will receive 2.5 days each quarter of
the calendar year for the length of their Impact Subscription
Term. Any Adpvisory Session days that remain unused at the
end of the applicable calendar quarter or partial calendar
quarter shall expire at the end of that calendar quarter and
shall not carry forward info a new calendar quarter.

ZNEIL. 0 (4EE) BALTT ALY —% v g v EF
T&, Impact7 227 U 7 a BT, BUEEEIC2H D
tyarvEZTFHZENTEET, BUEHEZIZZO—HD
HMOKE TR TREAOT ALYV —k v a3 o BT,
MBI IR R CTRZI L, ROBUFEHIZIT#Y B EE
oo

Participant may not consume a future quarter’'s Advisory
Session days in the current quarter.

ZNE L, BATORE N EHIC B W TRRERO B o7 K81
U=ty vaORBEHMTLILITTEEEA,

The CSM will coordinate Advisory Session requests, and
Participant should allow ~4-6 weeks of lead time to request a
session.

CSM i, 7 " A U —t v a VOKBEOREZITWVET, 2
T, By v a KOG 4 B 6 BEORMEZET S Z
EEBBICANDMERDHY £,

The number of ServiceNow resources present in the workshop
is commensurate with the number of days consumed (e.qg., if
2 ServiceNow resources are present for a 1-day Advisory
Session, this constitutes 2 days’ worth of sessions are
considered consumed).

U — 2 g v BT SServiceNowD V)V — 2 ¥0%, S
HEERECZRYET WX, TBEOT RAAL U —k v g
vizServiceNow D ) ) — ZAR24 M LT-84. 2B 017 v
a MRS s ) .

Advisory Session days granted for less than a full calendar
quarter will be prorated accordingly with respect to the
applicable Impact Package.

DD N 72 72 VIR DWW T 5 &N E T KAL) —k » v
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Expert Services Discount This feature provides Participant with a 10% discount on

Expert Services DfES| % purchases of ServiceNow Expert Services engagements.

Z OEREIX., NIk LT, ServiceNow D Expert Services®
HEAIZ S E10%DMEG | Ra 24t L £,

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.

ZDfESIFIT, Expert Services O AMIA& (ZIEH S 4, SIN#E O
AW K DB R LI CTE TH A, EEIROFRIZW N TH
NIZGA . 2 DOESIED 5 HLIRW T OESIEREH D560
% U ij_o

Training Discount This feature provides Partficipant with a 15% discount on

Fr—=v7DfE5I% purchases of ServiceNow Training offerings.

Z OREREIX. BNFE T LT, ServiceNow®D kL —=1 7 Dl A
WIZOEN15%DEF R E2RM L £,

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.

ZOMESIFRIE, == 7 O ICEN SAET S
WA H Y £3, EIIRIT, =F A= FTRT T L (A
Z—RE) BIOIAZ LN —=2 7 —VRIZFT#EHTEE
NS

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/or in the Impact Digital Experience. Should
Parficipant select an Impact Activity that requires performance of Supplemental Activities,
the supplemental terms will be presented to the Participant either via the Impact Digital
Experience or via other elecfronic 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.

HealthScan O34T, BEA v A X L ADERK, BELWEEA v AKX A ETOFRFED ServiceNow
HEOTELVA ML —vay, FRFEALOWTNE T, MENRT 77087 4 (LLF TH
RTI7TAET 4] EW9) ZMELETHRED Impact Deliverables, Impact Accelerators, &
7IXEOMD Impact 2 AR—x> b (LLF#EE. lmpact 7774 7 1) &W9H) Ik, #id
SUEPEHSNET, M7 774 BT 01X 4T L5 ¥ r B L0 Impact Digital Experience
FFZONT NI SINET, ZIMEPMET 7 7 4 €7 4 OFETEXLE LTS Impact 77
T4 BT 4 BERLTGE, O REM Impact Digital Experience i U C, 713Dz
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Participant can manage its users’ ability to select such Impact Activities that require
Supplemental Activities using permissions management functionality through Impact.

SIMNFIX, Impact IZ X AFFrEBREZEH L C, fid7 7 74 7 0 24 EE T2 Impact 77
TAET A HBIRCE o — VL2 EHT LN TEET,

ServiceNow Provided Resources
ServiceNow 3 fEfit3-3 U VY —X

ServiceNow may at any time engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and Participant acknowledges that such
third-party service provider (referred to as a “Sub-Processor” in the Agreement or applicable
data protection law) may process Participant Data, including any Personal Data contained
therein, in order to provide the Impact Package. Notwithstanding anything else to the
contrary in the Agreement, including with regards to nofification of new Sub-Processors,
Participant hereby authorizes ServiceNow to engage third-party service providers in the
delivery of ServiceNow's obligations, provided that ServiceNow shall require that such Sub-
Processors maintain data protection obligations consistent with ServiceNow's under the
Agreement, and Participant may at any fime request reasonable additional information
regarding such provider's data profection practices. Before ServiceNow can provide the
Impact Package, except as otherwise instructed and to the extent necessary, Partficipant
must grant ServiceNow-provided resources access to 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 subcontractors, and subcontractors may not seek
payment (either directly or indirectly) from Participant.

ServiceNow 3. AEAEEICE S ServiceNow DEHEDOREE-1X—HOBEITICHOE, F=FHD
P —ERT R, L= 2D THEFETDHIENTE, ZMEE, ZOFE -FHOY— AT\ 4F
— (KRB E-ITEA SN T —ZIR#EEIIBOTIE TRBELLEE ] L 9) 23, Impact
Package ##iT 57202, ZMEOT —% (ST —FICEENLIMAT— 2 2 ET) Z0HET
HZEICRIEBELET, HieRELIE O@MICET 2EEL S A, AT T 2HERH D
LLTH., AL, ServiceNow 2xf L. ServiceNow OEBDBITICOXE ="FDY—E 271
NRA B —ZEFT D EE2FHELET, 7272 L. ServiceNow 1%, UELERE T L, AREKICHES
< ServiceNow D7 — X {RFEFRG & FEORERBSZHFFT L H2ER L, £, BMENLNDOT
LWL —E AT a N X —DFT — XU T 5 BB B INE R 2 BERTE D 2 ENREM
LRV ET, MEERRHL56B L ORERHHZFRE . ServiceNow 728 Impact Package % #2
e 21, ML, ServiceNow mbigflisin s U vy — ikt L, EITHMHIZ Impact
Package Z#HET 2572012, BIMEBDOA LV AZ U ASNDT 72 AEFHFA LRTHIERY FHA,
ServiceNow 1%, ZFt¥EHF DIEBXARIERBICOE, B OOEHONMMES L FFRIC—UIOBRMLEEZAWE
9, ServiceNow (%, ZitEEICKH ) RN, FHETHHLIRETH D & FERSND MO TN
DEHMLAAV, ZREEFITSME T LT (EEICHREENICE) W ERDLH T LITHD F
A,
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Participant Provided Resources
SEN RS 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:

ZMEIL, Impact YT 227 ) Foa UHIT OS TS A=A v MR, LR Y v —
AT s bl LT, B—0DU Y —=ANEROE 2 #9252 & b aRETT,

Parficipant Resource Responsibilities

ZIMEDY Y — 2R HiE

Business Analyst Works with key project stakeholders to capture business and user
PURRTFU 2 R requirements as stories to ensure stories are understood,

developed, tested, and delivered to specification.

TuY=/ FOFHEEAKRE LEEL, EVXRA LO=— A0 — Y —
DERZA M=V —L LTH#A, ThzdL, Bk L, BmAL,

POEEER LET,
Enterprise Architect Provides a holistic view of the organization’s strategy, processes,
TLE— TG RT—%TF Y and other systems, including any necessary policy or
K organizational requirements. Helps guide the Platform Owner to

align with technical or functional standards.

VB TR L OB 2 E D MO, TrE X L UE D
s AT BT ONWT OB A SRR UE T, Bl B E 72 138k6e Loz
WHET DL, 77y b7 —bA—F—IliE#HE G ET,

Executive Sponsor Primary strategic contact for ServiceNow.
TR IT A TAR Y — ServiceNow & #6925 3272 2 Bl 824

Platform Owner Responsible for the overall accountability of the ServiceNow

PS5 o R T e AT 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 D7 F v F 7 +—AIZEET A2 2K RSB E LAV E
Fo V—F—LLTYATAT FI=A PL—F—ZEEL, EVX
ZHEIE 33 I8 ServiceNow D — R P12\ CTF— L OEE > T
BT 2 LILlc, Ty T 4 — AOAFERT T N F L AT FERRIICH

Business Owner(s) Line of business service owner(s) outside of IT.

EVRRAGT—TF— (BELHD Tz, EVRAY—2ADF—F—L LTO—E#HDIH
BEHY)

Process Owneir(s) Subject matter experts responsible for the correct and complete
FravRF—F— (LD defirﬁ’rion of eoc;h qf the processes implemented within the
BAH D) ServiceNow applications.

ServiceNow OT7 7 U r— g VIIZBWTCHEINAZE ok RAD
IEREN OSBRI TR OWCTHY T 245 E B O HME

Impact Advanced MSP Dedicated Instance Package Description 11
Impact Advanced MSP 1 > 2 % A Package {LA&E



SerVicen wo Effective Date May 19, 2024

FH 202445 H 19 H

System Administrators Maintains the stability and usability of the ServiceNow platform
SRAFATRI=R R L—& by performing Gpplicq‘rion main‘reqonge, managing sgpppr‘r for
cases related to ServiceNow applications, and contributing to
ServiceNow software releases by delivering configuration tasks
and features.

TV r—a vy ORSFEEf L, ServiceNow o7 U r—a v
WREHT D HEF OV R— FEFEHL, »oar 7 4 Fal—valro
B2y REE AT D Z L1k v ServiceNow Y 7 v =T U Y
— A ZHETHZLIcL - T, ServiceNow 77 v N7 4 — LDLETE
PG HAMEERER L E T,

Minimum of 2 system administrators must complete the
ServiceNow Administrator Training course and be identified as
points of contact.

ServiceNow OFEBE ML —=v 7 a—2R%ET L, #EENE LT
RBESND VAT NEHRE (KIK24)

—

Travel & Expenses
RE - BE

Except as otherwise specified, ServiceNow will provide the Impact Package components
remotely. In the event that ServiceNow personnel are required to travel in support of Impact,
Participant’s Impact Package shall include onsite visits at Participant’'s headquarters (as
determined by the "Ship To"” 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 fo destinations outside of the Domestic Location will be
reimbursed by Participant.

BB DEHIRVRY | ServiceNow (3, Impact Package = R—F > & U E— N TR L
7, ServiceNow ®V Y —27% Impact Package # ¥R — b3 5 7-DICHERMLERGA. B0
# D Impact Package (21%, Impact Team (2 L 2B 1E OAM ( THIAYE ] OFEEOFEMIZ X
VT S AL, AEFTIERE Y T I SCCEICEEM S L, BIEO TEWNILE] & LTTFRIRENET)
BT 24 A MR E ENE T, ENIELS DY A N ~OFERICH 05 BB REIL, 5
mEDRAMLUES,

Impact Package Warranty
Impact Package DIREE

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.

SZINE N, WA LR Impact Package @ 2 v R —x > b O#EEEZ T T DB 30 HEWIZ,

ServiceNow |24 R A 28 587254, ServiceNow [E, H & DORIR T, BINE OME— DR &
LT, AMARFICEHHOEE e ERICHOE, AL RET DL OME LOSHRORE 21T
27>, Impact Package ## T L., #& T HUKEOGES L7V Impact Package (28175 Impact
BT 27N T a CHIE OSBRI Ui O 7 27 U 7y a UM RS IIE IOV R L E
7T
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Managed Service Provider Specifications and Requirements
VXY R —EX T a A F—DfAk & B

Participant may only access and utilize the components of the Impact Package
solely for the benefit of the Client.

SIMEINL, 7747 FOFREDOT=H 7211 Impact Package D a v R—x > MZT7 7 &
ABIOHHHAT L ENTEET,

Participant shall be responsible for submitting requests to ServiceNow related fo the
Impact Package on behalf of the Client.

smMEIEL., 72747 Mfb - T, Impact Package (CBE %Y 7 = 2 F %
ServiceNow 2T 2 BT AAVWET,

Participant must administer the ServiceNow Impact Digital Experience.
2N 1%, ServiceNowdlmpact Digital Experiencez & H L 72 1 172 v £8 A,

Participant is responsible for management of consent across Impact Activities and
providing Client with access to ServiceNow Impact Digital Experience.

ZMEIL, TXTOIMpact7 7 T 4 ET A IZOWTHORIEEZEH L., 77472 ML
CTServiceNow®Impact Digital Experience~D7 7 & A & #t4 5 HE2 AW ET,

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

BINFIL, Impact 727 F 4 ETF A DTG4~V A B—Tx2—AL5, BIEETHY
AT LT FI=A M —2—Z4E LRITIUIRY £EA,

ServiceNow shall only be obligated to correspond directly with Participant, and not
directly with Client.

ServiceNow X, 7 747> MEEESLCVID T28EZADT, SNFLEZESCY I T
LEBDOHEANET,

To the extent Participant grants Client access, as applicable, to the ServiceNow
Impact Digital Experience, fraining courses, or other ServiceNow Impact components,
materials, or resources:
SINFE DN LEIG U T, ServiceNow Impact Digital Experience, hlL—=r7 a—2A,
E713F DM ServiceNow Impact ® v R—x v b, &k £7213) V—2A~DT 7 &
AET TAT v M ET B854,
e Any supplemental terms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources;
o WIMNDBVY—=A~DITAT v DT 7 AZHONT, Impact Accelerators (23
MENDEKMEZ2 TN ZHICIRE S VRV R RN S E T

e Participant shall be responsible for ensuring Client’s compliance with any
applicable terms of the Description; and

o BIEIE. 7 TA TV FHAMARFOWEH RO 2 R T D HEEEZAVET,
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e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o BINEIL. ServiceNow NEMEIC L > TG ENTET 7B AZEHET L2 LICH
A:éz: L\iﬁ_o

Additional Specifications and Requirements
BMO4AR & 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 Partficipant.
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 (Z1%. ServiceNow 75D 7 RAAA ZCHERHFRIEN G EN I BENH Y £
TS, BINEIL, URET R ZAPHERE I 2 FE i3 2 5 BT 2 TN TOREIZ DN
T, ZMEBOAPELEZAD ZEIZFEELET, 2MEIL, ServiceNow 234gfkd %57 K
A RHESEDS | VERIR T RANA RERERRT 2 b D Tid/e <, 72, Wrie H1EH 0TI
FTORATHLRWZ AW RMICTML, ZNICRIELET,

ServiceNow will use commercially reasonable efforts fo 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 1%, Impact Package O#HEFAIEIZOWTSINE & ORI CTHAICGE L7 A2
b 4 BWELAIZ, 2NE e = A FF—A (=R YF— L) REROH)EFHE
BLOWERZERT - OIiE LOGENREB N EITI> D E LET,

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

ServiceNow 3 ICHEE L2V R Y | Impact Package B L OVFDfER & LTAE L DD
TEEE TR SN E T,

ServiceNow is not responsible for delays caused by Participant, Client, or any third
party (excluding ServiceNow subcontractors).
ServiceNow 1%, ZI&. 7947 FE72135 =% (ServiceNow DEEEHEZRL) %
FRE L THE LB LTEEEAEWVWERA,

Participant is solely responsible for the performance of Participant's employees,
agents, and the employees and agents of Client, 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.

ZMFIX, ZMBFOWEBCREABIRNZ 747 0 FOREELMNRE AN Impact
Package DEEMICMZ AR 2 ETe, ZMEOUHEBSCREABINZ 747 2 FORE
EEMRBADEBZIT, 725 ONC ServiceNow (2L L7 X To7r—4%, &k L O
WO EMME L2 O N T EEEZAVET,

With the exception of Customer Support (as applicable), the Impact Team will
engage with Participant during a ServiceNow standard business day which is any
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eight (8) hour period between the hours of 8 a.m. and 6 p.m., Monday through Friday

Local Time, excluding ServiceNow or local public holidays.

WHIND D AX~—HK—FZERZ, Impact Team (X, ServiceNow OFEHEE A
(ServiceNow F 7213 BIHOBSR A 2 FR< . ARRA AR £ TOH T 8 B b 6 B

EFTOH LD K] 12, ZIFITH —E AL L £,

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

Impact 727 U 7o a VHIBINICRIH SN2 o> 72 Impact ®a v R—x > ME, RFE
R B o s E T, MR LR BN LYy R E IS Z L, K
&b INEEA,

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

Impact Package (283 % ServiceNow 7 b DIRZEFIAIL, E A—/L, FEifE 721X Impact
Digital Experience Z i L C{ToiL, ZM#F 1L, Impact Digital Experience (27 7 & 23
HI-DICLERRIANLE L R LGENOH e E THRLET,

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 Parficipant’s Impact Subscription Term.
ki o = v & — x v b X . Product Documentation % A k
(https://docs.servicenow.com/) IZFE#E D &0, ServiceNow (X > TSN b
GEnHY ET, 7272 L, ServiceNow 1L, ZMNF O Impact 727 U 7 a S,
Impact Package 47 7 U v 7 OREKH R L~V EZ LR T L5702 L i3H 0 A,

Exclusions

1 R4

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 Client specified on the
Ordering Document.

FROX Y Ry =R T A X =Dk BHEICETHEHE SN AZRE, Impact
Package Z#MEA L7=SNE OHM, FEXCEICH RO LBV | Impact Package #FIH 7
LT ENTE, ZMEIL, BEXCCEICHRINTZ 747 v FOREZ VR — M 5720I1C
DAHFEHTHZ ENTEET,

An individual Impact Package applies to a single hosting environment and may not
be used across multiple hosting environments (i.e., Participant may not utilize a single
Impact Package for instances hosted in a FedRAMP and a conventional commercial
data hosting environment).

ffl # » Impact Package (&, BE—DHAT 4 U 7BEICEHIND LD TH- T, BHED
RAT 4 VBREEZBCTHMT 22 LT TEEEAL (Thbb, 2N&E L, FedRAMP B
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FOMWRDEMT =2 RAT 4 VTBRIEEIZRAT 4 7 SNTEEDA X7 A 2O T
1 2® Impact Package #FIH3 52 LN TEEHA) &

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

Impact Package 1. ServiceNow o# iz >& #EEA OV R— b, h—E A E£721ZE
WEHENEHAINA EDIC O W TITEHA SV EH A

Impact Packages are not available for the following:

Impact Packages iZLA FIZOWTHIHTE £8 A,

¢ Domain-separated instances.

. RAAL e b—v gV AZ A

¢ Managed service providers (except as expressly provided herein).

o IRV —ERTu NS — (RAEEICHRNREDDH L5 ZER<)

Impact packages can only be applied to paid production and non-production
instances, including the inifial 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 (%, Z2MEDY T 227 ) FLa NG ENDRVDOAFL L OIEREA
AL AEG, AEOARFELLOERAEFAS LV AX L AIZOREATHZ ENRTEET,
Impact Package 1%, &, T, POV, £HIEETEER L TEMEICRItsNnD
AVAB AR EDTEDA AL L AZITHEH S EE A,

Certain Impact components may be limited for the following:

Impact DFFED 7 R —x ME, UTICEALTHIRSNW 25603 H D £,
e  Participants hosted in certain restricted environments.

o FREDHIRINIZEREE THRA RSN TN DL SINE

e Self-hosted Participants.

o EBIATKRZNIOBNE

¢  Offerings not deployed in a ServiceNow data cenfter.

e ServiceNow 7 —#t o ¥ —TC#RfkEhTninwt 77U o

o Participants who opt-in to region-specific support offerings.

o HUREA DY A — MERIZFEE L T H3INE

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

BIBEDOTEDNRIRWIRY . Impact Team X, A1 > 7V A T—vay, ary74Xal—v
Yy, Ay THIRELII N L —=0 T E2ITVERA,
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