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Impact Advanced-MSP Dedicated Instance
Package Description

Impact Advanced-MSP A X2 RX
Package L=

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, and
credits, discounts, and addifional benefits made available to Parficipant depending on the level of Impact
package procured by Participant. This Impact Package Descripfion (“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
fo 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 or, this Description shall control with
respect fo the subject matter set forth herein unless otherwise expressly provided in this Description. All ferms
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 IZI&, $R—kY—IL, BILIANLTYY—R BLEFIZLEZH—ERDRE. ILDy
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XXELDOMICEHENHZI5E . AMEKRZICHEOHRELNLZORY . AMEFEOREHBEICALTIE. AMEHEENEEL
FT, AMMBEREBICERINTOELWTRTOREIL. AZBICEDON-EEICHVET  KMEKEOEEREAKREIR
LOMICHENHDIHE . HEMMIEBELET,

ServiceNow will provide the following components to Participant in accordance with the Impact Package
procured by Participant:

ServiceNow [&. SmMEHEAL- Impact Advanced Package 2> T, SMBIZUT DAV R—RUMEFIRELE

j_o
Description
AE
Impact Digital In addition to access to the Support Portal, Participant may contact Customer Support
Experience and via telephone at the number(s) listed on ServiceNow's Support Portal.
Increased Access

Participant may access the Impact Digital Experience [https://impact.service-

to Support now.com/] (or such successor site). The Impact Digital Experience is a mechanism to




servicenow.

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.

EAY—ILFYb

Impact Digital

Experience 8&UH | Support Portal ADF7HERIZHIZ ., &L, Service Now DHHR—IR—F)LH A RZEEE

R—kADT7IERD NDEFBESIZEFEIT HLICEYVARIT—R—MIERETHENTEET,

RS &L, Impact Digital Experience [https://impact.service-now.com/] (FfEZF D%
WY AR IZTIERTBHIENATEET , Impact Digital Experience (. SENBASIT-
Impact O#EEZFIAL. BT HIENTEDILIITTIHELLIT, AU\ IMF—LITERELEY.
AVNGF—LEEED L FRAGT—HZAIRIELTIIENTELLSIICTHODIERAT
j_o
Not currently available for NSC DOD IL5 data center.
B, NSC DOD ILS 7—8t238—[ZFFTEELEE A,

Adoption Toolkit Participant receives the Adoption Toolkit for each ServiceNow product (including

refreshed templates for each Family Release).

SMEFIZIE. ServiceNow DB F(IZDOVTHEAY—ILF YL (L& Family Release [ZHITHE
HTUIL—rEED)NERSNET,

Adoption Toolkit contains a set of self-service change enablement templates and
customizable process user fraining template sets to help Participant get onboarded to
the ServiceNow platform and design/execute their ServiceNow adopfion program.
The set of templates includes o change enablement kickoff deck,
stakeholder/business impact/training needs analysis instructions, communications and
internal marketing strategy, and other related materials.

BAY—LFIMIE, LT —ERBDERERRO=HDTUIL— B LUVHRITA XATEE
BIRtR1—H—rL—=UFFUFL— =KD EFN. BIEN ServiceNow DTS5 vhT+
—LIZHFEL. ServiceNow DBEATOAYVSLERE/RTTHDIZE/ILET . COTUIL—
—RIZF.EBEHOE=ODXVIFTTII AT—IRILE—/ESRRAL VNI L—=2 5
Z—XORHI/R. 22 =7 —2aV BLUREBY—7 T B GO UICZ D MEEE R A
BFENFET,

Adoption Toolkit does not include change enablement services, customization of
training content development, or delivery of training.

BAY—ILEXYMIF . ZEERRDEHOT—EX FL—Z0 5V FUVEEIZDLTOHRE
TAE—ay, T -ldbhL—= 5 DRSIFEENFTFE A,

Training and
Certification

fo—=25 L%

e On Demand Fundamentals Training Courses - Parficipant can access and
consume material on-demand through the Now learning portal. Courses are
geared towards a fechnical audience, covering fundamentals training across the
ServiceNow product suite.

¢ On Demand Advanced Training Courses — Participant can access and consume
material on-demand through the Now learning portal. Courses are geared
towards a technical audience, covering advanced and implementation training
across the ServiceNow product suite.

e Technical Cerlification Vouchers -— Once a Parficipant resource has
completed a course with associated Mainline Certification (as defined
below), they will receive a voucher to sit for the corresponding exam.
Unlimited technical certification exam vouchers, retake vouchers, and
maintenance waivers are included with the applicable Impact Packages
, as described:
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o Unlimited Certification Exam Vouchers: enables an individual who has
completed a training course with an associated Mainline Certification
to sit for an exam (does not include the Master certifications).

o Unlimited Certification Exam Retake Voucher: provides an individual
with a single voucher to retake a certification exam (does not include
the Master certifications). Note: an individual may only receive one
retake voucher per exam (e.g., 3 retake vouchers for 3 respective
exams, but not 3 retake vouchers for 1 exam)

o Certification Maintenance Waiver: Waives an individual's annual
certification maintenance fee.

FUTIVEDOR—=IYH N —=0F a—R- BME L. Now S—=UJR—EILh5, F>
FIVRTERIZTIEAL, ChEBATEIIENTEET . Aa—R (T, HfTHELEZNR
IZLTHY. ServiceNow O FZ—KIZDWTHORBMGEN —— T F#RHLET,
FUTIVEDTENVRAN—=0Fa—R- SMEIE. Now S—=UFR—FILh5, F>
FTIVRTERIZTIEAL, ChEBATEIIENTEET, Aa—R (T, HfTELEZNR
IZLTHY. ServiceNow DR GFZ—HKICDWTHDIYEELRALTYATF—avb—=0
FRELET,

HTREER/AVFr— - SMEB)Y—RIZE BET DA SAVER(UTICERT )
HDIA—REETLEHEAT. BT ERBONIFr—NEZonET, %%5T 5 Impact
Packages IC&FENh 5. BHIROBEMBEERRBRONVFvr— BRBAVFvr—ELU
BERMBFERAOERIIUTOESYTT,

o EHBROBERERABRN\VFY— AMUS(VEBOREN —=0F 23—
EETLEBICHLTRBRERAEZAONFET (RRI—EREEFEFNEL
Ao

o EHBOREEKRBZER/N\YFr— | ARYOBZRERISEZONET
(RRA—BHRIEEENELA) F BHBICOF | EDEZEREDADGEDS
AFTBIZIE. 3 DDEAFADEEIZDIVT 3 DDEZE/NDOF+—H'1E
HENBDTHoT, | DDHEEEIZDINT3 FIDEZE/NTFr—H B HEIIE
PIITIEBYEEA),

o ERUFBERAORR: EROFHEFFHEMIARBREINET,

* A "Mainline Certification" is a ServiceNow proctored exam resulting in a CSA, CIS,
CAD, or CAS certification. Mainline Certifications must then be renewed twice a year
with each release through an online delta exam.

*TALUSAUEK 1 EIF. CSA, CIS. CAD Ff=ld CAS ERDEVZIZRIIELT= ServiceNow D
HER(BERHY) T AUSAVERIE. AU A0TILAREBEEZITEHIEIZLY ., & —RIZ
AbhETE 2REEHFLETFAELYEEA,
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Case Target Replaces the target response times and target levels of effort set forth in the Customer

Response Times Support Addendum (“"CSA") as provided in the table below.

ond largetLevels of | R pBISEBMOLSY. DRIX—HH—MIBIE BLTICSAIELS) IS5 D S B RIS
LEEDEALANIVEEBLET,

BELCEREEBE :’:r?osr?fy Target Response Time  Target Level of Effort

PEALNLORL B BESALAL

BEE
15 Minutes Continuously, 24 hours per day, 7 days per
Pl week
159 s, .
FH.IBH24K5/M.878
As appropriate, 24 hours per day, 7 days
1 hour
P2 per week,
] E#Fﬂﬁ N — s SYr i
1 B2485[. 87 HIZBWLWCTHEHE
As appropriate, Monday through Friday,
o3 1 Business Day 7AM to 7AM Local Time
1 E%H BB CHEMN SR, /1 7 BEOSFRET 7
BFETOMTER
As appropriate, Monday through Friday,
o4 2 Business Days 7AM to 7AM Local Time
2E%H BB CHEMN SR, /1 7 BENSFRET7
BHECTORTHEE
“Local Time" is the specified Support window designated for Participant’s applicable
ServiceNow Customer Support hours of coverage.!
FIRhEER | & (X, SNFISERINS ServiceNow hRATR—HR—MERIEL TIRE SN -4 E
DY R—FEETREDOVET,!

Developer Support Participant may designate up fo 5 named individuals who have been frained to
administer the Subscription Service to request assistance from ServiceNow support
engineers in froubleshootfing fechnical issues with existing customizations on the

HFgEEYR— ServiceNow platform. Developer Support Cases will be subject to a P3 target response
fime (as defined in the CSA or Impact Package Description, as applicable)

e Scope of Developer Support2:
o Must be less than 200 lines of code.
o Must be on supported version(s) of
release/feature/application/hardware (i.e., n-1).
o Does NOT include troubleshoot/debug of third-party applications or
assessment of security vulnerabilities.
BMEIL, ServiceNow T39I+ —LEDBRFARITAXIH T MG EERE/RRT
BIRIZ ServiceNow DY R—PIUO=FICkBXBEERT H-HIZ. TRV TarH—E
ADEBIZET AN —=2 5 FZ2 -5 RFTORAERET HENTEET , HHEE S HR—b

! Notwithstanding Customer Support availability in English during the specified Local Time window, ServiceNow may further make available
Customer Support in Japanese Monday through Friday, excluding Japanese national holidays, 9:00AM to 5:00PM within such Local Time.

| BEQRMBFHOBREFICHE T IEEDHRIT—HR—FIhhH5T . ServiceNow &, BADHREAZKE, AN LLIE. MUFERAN O AT 9 B
NoFtk SHET. BABOHRIT—HR—MERELETS,
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F—RI., P3 D BELEHEBONFELYET (CSA F=(E Impact Package EHEICSEH D
EBY),

o RREBEYR—IOEHE 2

o OA—FIT#M 200 KETHH &,

o WY—R/HBRe/TTIr—ar /IN—F 2T DY R—bRENAN—230THBIE(D
FYn-1),

o BZHEOTIIT—1avItBbhAS TN a—T4 T /TG ERIEEFa)T
(EBEOETEILESENLE,

2 Not currently available in the Australia IRAP-Protected data centers orin certain other
restricted environments. Available to Self-hosted partners via a modified delivery
model.
2R T, I —X 5 FDIRAP-Protected 7—8#>2 Z—F/-ILHEDMDFHIRESHA/-FRET
(ZFYFTEEE A0 FEINETYINY—ETIIZEY., B THIFEDEMEIZHL TIZIEHES
YEED

Instance Observer

AV RBYAATH—
IN—

Participant may designate up to 5 named individuals to access Instance Observer.
BMEE. AVRIVRA T —N—IZF7 O CRTEEAE S5 BETHRET DIENTEET,

Instance Observer 3 provides a rolling 6-month period of performance and availability
monitoring of the platform, application, and infrastructure hosting Participant’s
instance.

AVRBURFTH—IN=3 [E. BMBOAVRIVRERRTAVT T BTV TA—L, TT)r
—2 AV BEUAV IR IFr—DNTH—I U RABLVAAMKIZDE, 6 v R EHROERY—
EXFRELET,

3 Not currently available in the FedRAMP, NSC DOD IL5, or Australia IRAP-Protected
data centers, to Self-hosted participants, or in other restricted environments.
SIRBF M T, FedRAMP, NSC DOD ILS E7=/E4—X 51 FD IRAP-Protected 7—x#284—/Z
BT, I THEIREDEMEIZHL T, F/EMDFHIREIN/-IREE TITIEHRIAF A,

Support Account
Manager

Support Account
Manager

An Enterprise Support Account Manager (SAM) will work with 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
Service Description found at: hitps://www.servicenow.com/upgrade-schedules.html
and EXPRESSLY DEEMED INCORPORATED HEREIN BY THIS REFERENCE.

Enterprise Support Account Manager (SAM)I&, AR A &= R— &R T 510
2. Impact DH TRV T B, SMEBEBEEELFE T, Enterprise SAM DES(F.
https://www.servicenow.com/upgrade-schedules.html IZ#§& = Support Account
Management Service Description [ZEH B EHIZHEL, SBICKYARED—EELYET,

Impact Team

AV IRGF—L

The Impact Team Includes a designated CSM (as defined 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, curating the Participant’s content and best practices and makes
recommendations based on desired goals and product mix.

AN F—LIZIE, FBESNT CSM(UTIZEZT ) BLUZ DD ServiceNow DFE R
FOEMARNEFIL. CHDFEIL. Impact Digital Experience Z@LI=SMEMSDERKIZ
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ISLT. $mMEDOZET S Impact Package 2> T, EiR&h = Impact Deliverables 3
fEdH VIR LFET , Customer Success Manager(TCSM1) I&, Impact IZBF 58 MEDE
5EKEOTHY. TOTSLIRDAVMEEEL. Impact Deliverables #{ELEY ., CSM
1%, Impact 7N\ E—LEY  SMEBOIAVTUYORRNT ST REIRE - BEL, #iFS
N-EESLUVHAERICESVWEREEITVLET,

Impact Deliverables

Impact Deliverables

Impact Deliverables will comprise, in accordance with Participant’s applicable Impact
Package, a catalog including assessments, blueprints, reviews, strategy designs, and
other functional deliverables designed to assist Participant’s utilization and leverage of
the ServiceNow platform.

Impact Deliverables &, & MD% 4T % Impact Package [ZH#L, TERAVS, TIL—7F
DUk (GEMAEE) . LE1—  BRSSR AR LU ZOMOBEENERENEZET . SMEIZLD
ServiceNow DTSy T4A—LDFRPLERZXRIET 5-HD—EDRBEWHSEBRINAET,

Impact Deliverables provided by the Impact Team or via the Impact Digital
Experience, as applicable, will include a set of fundamental catalog items exemplified
by the following:

e Value Blueprint — A prioritization of objectives, outcomes and metrics based
on Participant’s strategic imperatives;

e Customer Impact Plan — A plan to capture the activities, competencies, and
applications aligned to the Participant’s success goals;

e Headlth Assessment — An assessment of platform health for manageability,
performance, security, upgradeability, and user experience;

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

e 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;

e Operational Review — A review of Participant’s cases, problems, changes,
ideas, upcoming patfching, and release and upgrade information;

e Performance Management & Recommendations — An analysis of performance
metrics of Parficipant's production instance, comparison to benchmarks, and
recommendation of ways fo improve instance performance and system
response.

e Quarterly Impact Review — A review of the outcomes that Impact is delivering
against Participant’s business priorities, including holistic support and value
realization reviews;

e Outcome Performance Review - A quarterly review of outcomes from the
Value Blueprint against set targets. Trends are analyzed to identify insights to
propose recommendations; and

e Business Value Report - A report that highlights realized value against
objectives and outcomes being tracked in Value Blueprint.
AN F—L 5, Tl Impact Digital Experience Z@LTEERMESN S Impact
Deliverables [ZIZFATFIZHIRESNZHEQT FAT LD EINNEENET,
e Value Blueprint - SNE QMDD EEICEIN:-EBE. KRS LUVEEDELE
MDERTE
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e CustomerImpact Plan-SmMED BIEEZERIZEDO BT ITAETA. BB LUVTT
Yr—a & FICTAND=HDETHE

e Health Assessment — BIZgEH, N\ T+r—IV R, X aUTa, 7TVvTIL—FaIREHES
FVA—HF—IHRARYIVRIZDWTDTSYEIA—LDREEDETE

e Capability Map - SMEORESETOT T Ir—av DERRR. 1>TF5L—3
U TAETIW.BEBFLUVAV RV AFERKRE RELTHERSN-SEBXE

e Product Adoption Roadmap - SMEDRFTOHEFE S LV TOI S LD EBMZE
BELELET. EARPEOER(MVP)BLUSEDOEBRICH T2EEH MR OHEE
EIZDWTORHT

e Operational Review - SMEDEH|, BER. EE. 7A4T77. SED/yFD@EA.
N —RBEUVT7YT T L—FERICOLNTDRE

e Performance Management & Recommendations — SIMEDARBAVREAD
AN DRIZDVT DR AVFI—VEDLLE . BIUVAVREVRDEFEPTR
TLOLARVADHERICOVWTORE

e Quarterly Impact Review - @3E#A Y R— L OEERROLEL—%2&EL . SMED
ECRRABEEEICHLT Impact AMREELI-EDLE 21—

e Outcome Performance Review - (2 FE SNz B1EIZx19 % Value Blueprint IZ&D R
ROMEHLE 12—, ERESHL. AWEEEL. HESEFREELET,

e Business Value Report - Value Blueprint TiB#iah iz BIEES L UHERIZHLTEE
Ehf-flifElcEmREH Tr-LR—F

ServiceNow may add to or otherwise modify the catalog at its sole discrefion,
provided that, during Participant’s Impact Subscription Term, ServiceNow shall not
materially diminish the overall level of Impact Deliverables. The current catalog of
Impact Deliverables is available upon request and can be accessed from the Impact
Digital Experience or via an Impact Team member. Participant acknowledges that,
should it select an Impact Deliverable that requires performance of a Healthscan, then
the Healthscan Terms set forth at htfps://www.servicenow.com/upgrade-
schedules.html and EXPRESSLY INCORPORATED HEREIN BY REFERENCE, will apply, solely
with respect to delivery of the applicable Impact Deliverable to Participant. Impact
Deliverables requiring a Healthscan will be denoted, as applicable, in the Impact
Deliverable catalog.

ServiceNow (&, BT OHIBRICKY. hAOT [CEBMELIFERTTHIENTEET, L. BM
FHD Impact T RZY T av iR H, ServiceNow [&. Impact Deliverables M #a& #I% £
HEEELUERBLEVLEDELET , Impact Deliverables ®h42045 D EHARIE. BERIZHEL TR
&, Impact Digital Experience Mo, = [dA /I OMF—LD AV N—%EBLTEAET S
EMTEET, BMME L. Healthscan OETEWHEET S Impact Deliverables Z:&RLT-15
E.B5MEAND% Y J 5 Impact Deliverable ® & # o # 12 L T .
https://www.servicenow.com/upgrade-schedules.html IZ#§&sh . SBICEYRED—
ER&% B Healthscan B EEABEHAINDZEICRELET , Healthscan 2 E LT 3
Impact Deliverables [&. Impact Deliverable D—&EIZEERTINET,

Adyvisory Sessions

VAAC G I B ST
b

Partficipant may request workshops hosted by ServiceNow product and domain
experts on topics that are relevant to Participant's ServiceNow product portfolio and
their digital transformation journey.

SMEX. SMED ServiceNow HFRR—rITHIAELIVT ORIV R TH—A— a0 Bl
[ZBEE T BHEIEICDLT, ServiceNow DEE -FALVIFRN—NEHETDEV—923vT%
IKETHIENTEET,
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Participant may consume Advisory Sessions in half-day (4 hour) increments, and wiill
receive 2.5 days each quarter of the calendar year for the length of their Impact
Subscription Term. Any Advisory 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 into a new calendar quarter. Participant
may not consume a future quarter’s Advisory Session days in the current quarter.

SMEIL. 8 4 ERE) BRETTRASS)—tyia EBATHIENTE, Impact YT RHY
Toav b, BUEEEIC 2 BEDO YL avERFTAIENTEET  BEEHRFE-(ZEM
HFHDRPTREECDTENAF)—tyiavid, BREMOEHRE A TEIL., ROEMHEE]
ICIBYBT CLIETEERA. SMBILX. BITOERMELHICTHEOBREEHO TR N\(F1)—t
wiavDEBEFERATHIILEETEEE A

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

Customer Success Manager &, ZRIAAHF)—tviav DERERABLET, £y avER
ORIGIZI. 4 BEMND 6 BREOBRMEELES,

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

D—513vFI2EMT B ServiceNow DJY—R#E, RSN -BHERRIHYET HIZ
[£.1 BOTRNAF )=ty avI2 2 ZDYY—ADSMLIZEE. 2 B0yl avhiMERS
N=ZEIZBYET),

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

B3 HERBI-SGEVNTRAL ) —tviavld, &H TS Impact package IZIEL TR Sh
ij—o

Learning Credits

Learning Credits

This feature provides Participant with Learning Credits each year of their Impact
Subscription Term. Learning Credits are the currency used to purchase tfraining
solutions provided by ServiceNow Training & Certification.

COMEEL. Impact T RVYTLav Hiffth . BFE. SMFIZHLT Learning Credits 2121
T5ELMDTT, Learning Credits I£, ServiceNow DhL—=U 5 EREICKYIR SN DL —=
DY) 1—2avDEAICFERATESRETY,

One Learning Credit is the equivalent value of $1 USD. For more information on
Learning Credits, please see the Learning Credits Service Description found af:
https://www.servicenow.com/upgrade-schedules.html and EXPRESSLY DEEMED
INCORPORATED HEREIN BY THIS REFERENCE. If the Participant’s Impact Subscription
Term is not in full year increments (e.g., 2.5 years rather than 3 vyears), the
allotted Learning Credits will be prorated accordingly for the final months of the
Impact Subscription Term. Learning Credits cannot be applied to Master certification
or expert programs, nor to Knowledge conference tickets or Now Learning Live.

1 Leaning Credit & . 1 % BEH F )L # & T ¢ . 5 # & .
https://www.servicenow.com/upgrade-schedules.ntml [Z#B&zh . SRBIZKYKRKED—
#8&725 Learning Credits Service Description ZZ#HER<IE S, SME®D Impact T X9
Toa A | EREATENVMEAE BIZIE.3 ETIEAEC 2 £3) . FYHB TSNS Learning
Credits [X. Impact ¥ T R5UTa iR DK A #ICIEC TR S ShET, Learning Credits &
YRA—RE. IFR/N—+FAT L, Knolwdge ho 7L AFybhEIE Now Leaming
Live ICERTHIEIETEE A,

Notwithstanding anything herein to the contrary, Learning Credits will be allotted in
the Impact Digital Experience in accordance with the Impact fees or allocated units,

8
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as applicable, in any Ordering Document and expire 12 months from the date of
allocation, without further value or credit

RKEQULHLRIBEICEIMHST ., Learning Credits £, JEXXZED Impact #HEFE=(3E]
L1 = whIELT Impact Digital Experience IZE|Y B Toh, AISDMEEEIEIL DV
LEIHAAS 127 ARICRMLET,

Expert Services
Discount

Expert Services Dl
ElE::

This feature provides Participant with a 10% discount on purchases of ServiceNow
Expert Services engagements.

CDHEEEIL., BIFIZH LT, ServiceNow 0 Expert Services MEAIZDZE 10%DESIR%EIR
#"HLEd,

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.

ZDIESIEIL, Expert Services DBEAMEISERIN . SMEDEFRSICKDESIELILH
ATEFE A, ESIEZOBHRSHNTHONIIEES. 2 DOESIEROSHLEVADESIENERS
*Li-a-o

Training Discount

Training D{E3| 3

This feature provides Participant with a 15% discount on purchases of ServiceNow
Training offerings.

CDHEEEIL., BINFIZH LT, ServiceNow @ Training DEEAIZDE 15%D1E5 I RERHLE
ED

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.

COEBIEIZE, Training OFEAMKISERIAET A, LWOMNERBRANHYET, [EFIRIF,
IFZRNN—,TOTSL(RRE—BE) BLUVHREALIN —ZU S —ERIZIFERASNEE A

Impact Accelerator Catalog
Impact Accelerator Catalog

The Impact Accelerator Catalog is a pre-determined list of fixed-scope offerings that may assist the
Participant in maximizing time to value as described on the ServiceNow Product Documentation site
(https://docs.servicenow.com/). Impact Accelerators are not available for separate purchase, and may only
be utilized as part of an Impact Package. Only a Parficipant Authorized Contact may request Impact
Accelerators.

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

Participant acknowledges that, should it select an Impact Accelerator that requires performance of a
Healthscan, or creation of a temporary instance or cloned instance for the performance of such Impact
Accelerator, then the applicable Impact Accelerator Description set forth at
https://www.servicenow.com/upgrade-schedules.ntml  and EXPRESSLY INCORPORATED HEREIN BY
REFERENCE, will apply, solely with respect to delivery of the applicable Impact Accelerator to Participant.
Impact Accelerators requiring a Healthscan or creation of a femporary instance or cloned instance will be
denoted, as applicable, in the Impact Accelerator Catalog.

ServiceNow may add fo or otherwise modify the availability of engagements comprising the Impact
Accelerator Cataloginits sole discretion. Certain Impact Accelerators may not be available in the FedRAMP,
NSC DOD IL5, or Australia IRAP-Protected data centers, to Self-hosted Participants, or in other restricted
environments, or to Participants who opt-in to region-specific support offerings. See the Impact Accelerator
Catalog for details on services and restrictions.
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Impact Accelerator Catalog &, Servicenow M Product Documentation $4 k(https://docs.servicenow.com/)
[ZBEIND. ZM L=\ 12— (TTV)ZRAREHDI L TEMEEZZIET SAEHEBEADA 77— RNTT, Impact
Accelerators [FEMTEAT S EFTET . Impact Package ND—EELTHDAHRMENT T, SMEDREIRLE
DHH Impact Accelerators #BRTHENTEET,

Impact Accelerator (&, 7 R—bAERDEABEICIECI=YTHEOT IR B ShTWVES , &L, ALK Impact
I\ —TIZ5ELN, Impact Accerelator &S T H2045 M5 Impact Accelerator #ix K 1 DETRIBFICHIATEE
3_0

Healthscan M E1TFE =& Impact Accelerator DEITDF=OIZEEA LV RAZVANLHA—2 AV R ADE B DB ELL
Impact Accelerator Z:&iRL1=1BE . SMEX. SMEICEHASIN S Impact Accelerator DIZEED A IZBEL T,
https://www.servicenow.com/upgrade-schedules.html [Z{B#sh . SBICEUAEZED—EEL D% LTS Impact
Accelerator Description ASEBEEINDZEICRIELE T, Healthscan E=IEEEA LRIV APHIO—V AU READAD
TER A EL Impact Accelerators (X, #E . Impact Accelerator Catalog [CEEHINET,

ServiceNow (. B2 D#IBFIZ&LY. Impact Accelerator Catalog 2T 2T —S AV EBMERIIEET ST
EMTEET, Impact Accelerator ®d(Z(E. FedRAMP, NSC DOD IL5, Ef=l&A—X S T7 D IRAP-Protected 7—
AL A—ZEBWT, FIEEILIRINE OSMEIZH LT, HHWNEZ O FIREZ T+ -IREOthigE A O R—HZFE
BESN-smEBICHLTRBETELGVEEAHYFET, —EXPFIRICEE T H5#M(E. Impact Accelerator Catalog %
THRERRLIEELY,

ServiceNow Provided Resources
ServiceNow HMR#§31Y—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 notification of new
Sub-Processors, Participant hereby authorizes ServiceNow to engage third-party service providers in the
delivery of ServiceNow's obligations, provided that ServiceNow shall require that such Sub-Processors
maintain data protection obligations consistent with ServiceNow's under the Agreement, and Participant
may at any 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 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
subconfractors, and subcontractors may not seek payment (either directly or indirectly) from Participant.

ServiceNow [, AEHEIZE < ServiceNow DEFDEEHEE—EDEITICOE. E=FEDOY—ERTOANSSF—
[CWDTHEFRTHIENTE. BMEBF. COFE=ZFOH—ERTONA T —(RZUFITERAIN S T—2REEIZH
WTIETRIBAEE | E0V5) A, Impact Package ZRET SDIC. BET—2 (L& T—REFNEBEAT—4%E
D)EWBFTHEICRBLET , AR EBLEEDOEMICETIREEEH. AZHNFHRTIEELHDELTE.
SMAE L. ServiceNow IZXfL. ServiceNow DEHDEITICOEE=ZFDY—ERTANAFICRRTHILEHHELTE
9, =1L, ServiceNow (&, RIBALIEHEIZX L, RZHIZE DI ServiceNow DT —2REZFHEASFDRESHLHR
THESEKRL, £ SMENVDTENINBZ Y —ERTANAE —DOT—2RERRICET 25 EMREMERETER
TELIENEHERYET, FIRIETLHDIGES SR EREHEERE. ServiceNow A Impact Package #ig#Ed
BRI, &L, ServiceNow M SIREENZY—RIZH LT, BT FIZ Impact Package Zi2# 351812, S
MEBEBDAVRBUAADT I EAEHTLETNIEHEYER A, ServiceNow [F, EFXREEDEAOREAIZOE. BLD
EAOTEALRKIC—UNDEEEENET, ServiceNow [F, BFEEHITKISIRE, FHIEXISRETHDHEEERS
NEFADZINMIDEFEFZE. EREF IS MEICH L TEEMICHLEENIZE) ITHWERHDIZEEHYERA,
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Participant Provided Resources
BENRETIVV—R

Participant will provide the following resources throughout the duration of any applicable engagement
during the Impact Subscription Term. The same personnel may fill multiple responsibilities:

BMEF., Impact DY TRVYTLa iR OBRETHIVS—DAVMIBF, LTOVY—RERBTELOELET,
B—0DYY—ANEROBHEZRETH_ELARETT,

Participant
Resource

SmED)Y—R

Business Analyst

Responsibilities

R

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

TOCIIMDEEBFRELEEL. ECRA LD =Z—X P21 —DERER—)—LLTIRA. &

ESFRRTFVAL | ngmmi. BEEL. REL. A OBHREEBELET.

En'rerprise Provides a holistic view of the organization’s strategy, processes, and other systems,

Architect including any necessary policy or organizational requirements. Helps guide the Platform
Owner to align with technical or functional standards.

I A—TFS54RX7— | BEGHICHEBLOEREEH . HROBK. TOERBIVZOMI AT ALIZONTOMEE

FTIk RRLET . i L F I LOERITEE T EELS. TIUNTA— LA —F—ICHB8HE 52 FT

Executive Sponsor Primary strategic contact for ServiceNow.

I T v

#7_"577-47'17k/ ServiceNow &EH#ET HE =DM EHE

Platform Owner

TIvbIF— LA —
34—

Responsible for the overall accountability of the ServiceNow platform. Provides
leadership and oversight o 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 DT Svh 74— LICBET A2 EARMLRAEEFEZAVVET V—F—ELTORTLTERS
ZARL—EA—ZFEEL. EDRIEEE LU ServiceNow @O—KR 2y IZ@AIT TF—LDEHELTE
BRI BEHIC, TSV TA—LDBIEALGHNF U RIZEBHICRYBEA TS,

Business Ownei(s)
ECHRRA—F— (&
HBDIZEHY)

Line of business service owner(s) outside of IT.
T ESRRY—ERDF—F—ELTO—EDBTH

Process Owner(s)

TaERF—F— (&
HEDIZEHY)

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

ServiceNow D7 T r—avRICBVWTEEINSGETOLADERN DTELEERICDLVTHE
LHYDIRENTFOEMR

System
Administrators

VRATLTREZRbE
L—53—

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.
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TIIr—2av DRSFEERL. ServiceNow D7 TV —L 3V (CBETHEH DY R—2EH
L. M 2ar74Xal—23>D2R I 0EeEIRIE T 52 LI2kY ServiceNow DY Ik 71—
RIZHFEHTBIEIZEDT, ServiceNow FovhI4—LDREE SRS E#IFLED,

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

ServiceNow QEBEIN —=—2F2—XEETL, EREBOLLTREINSI VAT LEERE (RIE
24)

Travel & Expenses
R &8

Except as otherwise specified, ServiceNow wiill 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 travel expenses incurred for visits to destinations outside of the Domestic Location will be
reimbursed by Participant.

BIERDTEOHMNELEY ., ServiceNow (&, Impact Package @AV R—4U &) E—FTIRHELET, ServiceNow DY
—XH Impact Package #YR—bF51=-HICHENBEGIRE ., SMMED Impact Package IZI&, 12 /3 F—L
[C&EBMEOARL(TMAZIOEEZOREMICKYFIESN., ERTIEZSTHEXIXEICREHIN. SMEOTE RN
RIELTTRITRENED) ITE T4 YA EENT T ERLA LN DY A~ FHHICH D EBHERE
&. smEHNEHELET,

Impact Package Warranty
Impact Package D{REE

If, within 30 days after the provision of any non-conforming Impact Package component, Participant nofifies
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
subscriptfion fees covering the remainder of the applicable Impact Subscription Term for the non-conforming
Impact Package after the date of termination.

SMEMN. BELAEL Impact Package DaAVR—RUbOREZEZITTHS 30 BRI, ServiceNow [CHEFEE
FHILET=BE. ServiceNow [, BoDZBIRT, SMEBOHE—OFEEL T KMEFEICEBOEERLGEHIZTDOE, Bk
TEEERETAIOBELDESEMNLTEHEITID. Impact Package ##TL. & THUBOFESLAL Impact
Package 128115 Impact TRV TV O BERHMIZECIRHAE DY TRV Toav HEES MBIV R
LET,

Managed Service Provider Specifications and Requirements
IRORH—ERTONST—DHHEHEES

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

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

e ServiceNow shall only be obligated to correspond directly with Participant, and not directly with
Client;
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e To the extent Participant grants Client access, as applicable, to the ServiceNow Impact Digital
Experience, training courses, or other ServiceNow Impact components, materials, or resources:

o Any supplemental terms, including but not limited to any terms applicable to Impact
Accelerators, shall apply to Client’s access to such resources;

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

o Participant consents to ServiceNow facilitating such access as granted by Participant.

o BMEBIX. HSATURDFIEDE=HIEIFIZ Impact Package DaAVR—RUMNIT7o9ERABLURBTHE
NTEET,

o  BMEF. ISAT MR- T, Impact Package IZEET 31V AME ServiceNow [CiXETHEE%E
BULET,

e ServiceNow X, V547U MEEVYRYTIEBEZEDLT . SMBLEEPYRY T SEHDOAEANET,

o  BMEANAVEIZIEL T, ServiceNow Impact Digital Experience, kL—=24 a—X &= F DD
ServiceNow Impact @avik—Rb, Bf, F-IXVY—AADTHEREISAT UM AMAETREE.

o IMBYY—ZAADISATURDTHIERIZDWT, Impact Accelerators BRSNS EHZETMNTH
[CRESNGWNVEEFESABERINET,

o BMBIE. VAT EREHEDEREHDETEHERIZIEEEZAVET,
o BMEIL. ServiceNow DB MEBIZK>THEEIN=-TILRAEZEEBTLEICRELET,

Additional Specifications and Requirements

BMOLREEH

The Impact Package may include advice and recommendations from ServiceNow, but Participant
agrees that all decisions in connection with the implementation of such advice and recommendations
will be the sole responsibility of Participant. Participant expressly acknowledges and agrees that any
advice or recommendations provided by ServiceNow does not constitute legal advice and is not a
representation regarding compliance with any law or regulation.

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.

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

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

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.

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

The above offerings 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.

Impact Package IZI&. ServiceNow DhED TR/ R PHRBIENEENDIIGANHYETH. SHE L. L7
FNARPHREEEZERT INENETEITRTOREICOVT. BMBOANEREZESLICRAELET . S
MFE. ServiceNow HMRET BT R /NS R PHREMD  EMBETRENAREERT2LD TIEGL, Fz, LWHVEDER
DEFICETIRATEGVIEZHRMICTHEL. CRICTEELET,

ServiceNow [&. Impact Package DIZERAIRICOVNTSMELOM THEICEEL-BH S 4 BREURNIZ, SN
BLIVT—DANTF—L(H—ERBELF—L) 2RO EHESSIUBHERR T H-OICHE LOSENLE
NETSEDELET,

ServiceNow H45IZHEELALRY. Impact Package 8&UZFDFERELTELIARYITEEBETERSINET,
ServiceNow (. BNE . Y547 rEIFE=E (ServiceNow DEFZEEBEZROEZERELTELHBEIZXLT
BEEFAVEEA,

SMEIL. SMEBEBOREEORBABLVISATULORESLREAD Impact Package DRERMIZIMA =%
BFZ2ET . SMEBOREECREABLIVISATULOREELREBADERKZIT. 5V ServiceNow [Z1Z1#
LIz RTOT—2. BEHBLUPEROEREETELECOVT—UOEREEVET,
BEAHINSZHRAEIT—HR—FERE, 12/ 9 F—LIE, ServiceNow DIZEE %R (ServiceNow Ef=IEIR D
LEEKR ARANCLEBFEFTOFAI 8 BMNDF % 6 BETOS>HM 8B/ IZ. SMBICH—ERZFRHBLET,
Impact T RVYTLaV HRRIZERLEN > 27 ITET A& REEITRYBT CLIETET . BRI LAY,
BIMDILIOYRDTEENDIELL BRELSNEE A,

Impact Package IZE89 % ServiceNow N o DIRESIAIL, E A—)L, BEEFT=IE Impact Digital Experience &
BLTITH., 2MFE L, Impact Digital Experience IZ7 9t AT 3= EBERIDIANDELLIBENHDHE
ETRLET.

LEDOAT7IUT &, Product Documentation H -k (hitps://docs.servicenow.com/) IZERED EEY.
ServiceNow [Z&>THFEINDZEENHYET , f=12L. ServiceNow (&, BIMED Impact $ TR T a Hifk
B, Impact Package #7705 D E2EKMEBLANILEEBLIER T L5 LEHYER A,

Exclusions

iRk

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.

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).

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

Impact Packages are not available for domain-separated instances.

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.

Certain Impact offerings may be limited for (i) Participants hosted in ServiceNow's FedRAMP, NSC DOD
IL5, or Australia IRAP-Protected data centers, to Self-hosted Participants, or in other restricted
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environments; (i) managed service providers (except as expressly provided herein); or (i) Participants
who opt-in to region-specific support offerings.

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

o LEOIRDFH—ERTONAF —DEHREEHICHRE SN RERE. Impact Package #BALIzSMEDH
D UEXXEITHRDESY. Impact Package ZFIAT 5 EMNTE, SME . EXXEICHREINZVZA4T U
DBEEYR—ITB3EOICORMERTEENTEET,

e {H%® Impact Package 1%, B—DHRRTA T BEBISEASNSGLD TH> T BHOHRRTA I BEFELCTHE
ATBHILIETEERA (THabhE, SMEL. FedRAMP B&URERDBERAT—FRATAV T REICRRA T4 S
EHRDAURAVRIZDWT—2M Impact Package ZFIAT 5 EMNTEEEA)

e Impact Package (&. ServiceNow Q& FIZDE MEBHDOYR—+ H—EXFILBEEFENBERAINDI LD
[ZDOWWTIHERAShER A

e Impact Package I& domain-separated instances Q= IZEFIBATEE A,

e Impact Package [&. BMBEBDHITRI)FLaVIEFNEIRVDABLSLVERBAORIVREED . FEOR
BELVERBIVRIVRIZOHBERTHEMNTEET, Impact Package 1§, BE. TE. POV, £ EFET
SHELLTEMEITRESNIIVRIVRABEDREDIVRIVRIZITFERAINE R A

o HBED Impact #7711, (i) ServiceNow M FEdRAMP, NSC DOD IL5, $LLIEA—R S5 7 IRAP-
Protected T—3t2 2—ICRRATAU T SN TNSEME ., ILIRALEOSMEFICHL T, F-IE D FIREn -
BEIZBVT, (i) RRCRH—ERTANAE — (RZICBRINIHAER) . (& (i) B EOHR— 477
DO ICREBEIN-SMEBICRHLTHIREINSZELHYET,

o FEBROEDHILGLEY. AVOF—LIX, ATV A T—ay, AV I4F¥alb—ay, RayEmE I —=
VTETVWER A
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