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Impact Guided-MSP Dedicated Instance
Package Description

Impact Guided-MSP A AA X
Package &S

Impact Guided - 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 additional benefits made available to Participant depending on the level of
Impact Package procured by Parficipant. 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 Descriptfion
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

NE
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-
now.com/] (or such successor site), The Impact Digital Experience is a mechanism to
Impact Digital help Parficipant consume and manage Impact capabilities to which they are entitled,
Experience 8XUY | to communicate and work with the Impact Team, and to visualize helpful data.
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Z& L. Impact Digital Experience [https://impact.service-now.com/] (F1=IEF D %
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Not currently available for NSC DOD IL5 data center.
BHENSC DOD ILS 7—3E2A—ILFFTEF LA,

Adoption Toolkit

EAY—ILFYb

Participant receives the Adoption Toolkit for each ServiceNow product (including
refreshed templates for each Family Release).
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Adoption Toolkit contains a set of self-service change enablement templates and
customizable process user training template sets to help Participant get onboarded to
the ServiceNow platform and design/execute their ServiceNow adoption program.
The set of templates includes a change enablement kickoff deck,
stakeholder/business impact/fraining needs analysis instructions, communications and
internal marketing strategy, and other related materials.
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Adoption Toolkit does not include change enablement services, customization of
training content development, or delivery of training. B AY—JLEyhZ(d,. EEEED}-
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Training and
Certification

fo—=2F L%

On Demand Fundamentals Training Courses — Participant can access and consume
material on-demand through the Now learning portal. Courses are geared fowards a
technical audience, covering fundamentals fraining across the ServiceNow product
suite.
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Case Target
Response Times
and Target Levels of
Effort

BiEGEREEBZ
DEALAL

Replaces the target response fimes and target levels of effort set forth in the
Customer Support Addendum (“CSA") as provided in the table below.
LUTORICEBEDESY ., AREZT—HR—MTEXE (LLTFICSAIELD) IZESH S B EERHE
EEEDBHLARIVEEBLET,

Case

Priority Target Response Time

B R & e

Target Level of Effort
BIRGALRL

BEE

30 Minutes Continuously, 24 hours per day, 7 days per

P1 week
VAN
30 % HEF. 1 B 24 B5fE. B 7 B
2 hours As appropriate, 24 hours per day, 7 days

P2 per week,
2 B 1 B 24 B/, 8 7 BISELTEE
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As appropriate, Monday through Friday,
1Business Day 7AM to 7AM Local Time

1 E%H BihsE TR SE, 581 7 BMOSFAET 7
BECOMTHEE

P3

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

2 E%H B TRAENOEE, Fa1 7 BOSFEI 7
BECOMTHEE

P4

“Local Time" is the specified Support window designated for Participant’s applicable
ServiceNow Customer Support hours of coverage.!

MRS SMEISERINS ServiceNow hRAT—H R—ERELTIRESNIZHEE
DY R—FRERETFEONNET, !

Instance Observer

Participant may designate up to 2 named individuals to access Instance Observer.
Instance Observer provides a rolling 45-day period of performance and availability
monitoring of the platform, application, and infrastructure hosting Participant’s
instance.
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Not currently available in the NSC DOD IL5 or Australia IRAP-Protected data centers, to
Self-hosted customers, or in other restricted environments.

B TNSC DOD IL5 E/d7—XFZY 7D IRAP-Protected 7—& 2 4—(ZH LT, /L
TR FEDHEREIZFL T, FIEMDHREN/-IRIE TIHERSIHEE A,

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.

AV IRIPF—LIZIE IBESN CSIMUTIZEE T 2) B LUZDithd ServiceNow DHFESH
FOEMRNETFIL. CWEDHEIL. Impact Digital Experience Z@BLI=SMEMSDERKIZ
ISLT. $mMEOZET S Impact Package 26> T, EiR&h = Impact Deliverables 3
fEdH VIR LFET , Customer Success Manager(TCSM) I&. Impact IZBF 58 MEDE
5EREBROTHY . TRYSLIRTAVIEEEL, Impact Deliverables Z{E8LEF , CSM
1%, Impact 7o N\HE =LY SMEOIAVTUYORRNT ST REIRE - BEL, #iFS
N-EESLUHAERICESVWEREEITVLET,

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.

! 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, 2:00AM to 5:00PM within such

Local Time.

! BEQOBMEHOMBETRICE T E2RBOARII—HR—FIAhALHLT . ServiceNow [F. BRADRKBZERE, AR SERE. TIFRARN O FH]
9 BB 5 BHET, BREBOARIY—HR—ERELES,
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Impact Deliverables &, Si1&M% 4T % Impact Package [ZHEL, TERAVS, TIL—TF
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Impact Deliverables provided by the Impact Team or via the Impact Digital
Experience, as applicable, will include a set of catalog items exemplified by the
following:

e Value Blueprint — The documentation of Participant's desired business
outcomes;

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

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

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.

AN F—L 5, Tl Impact Digital Experience Z@LTEERMESN S Impact
Deliverables IZIZUA FIZHIRENZH2QT FA T LD IR EENET,

e Value Blueprint - SMEDLFNSIEC KR ABRICEHTINE

e Capability Map - IMEQORBEETOT T Ir—avDERIRR. /1> T5L—L3
TR ETIL. REBIVAV AV RAFERRRERMLTERSh-2BXE

e CustomerImpact Plan- 2MED BZERIZELELTIT(ETA. BERELUVTT
)r—avEFICANS-ODETE

e Quarterly Impact Review — BiFHHEHR—FPE{EERDOLE 2—%&T . SMED
ECRRABEEEICHLT Impact AMREELI-EDLE 21—

e Outcome Performance Review - 2 FE SN = B1E(Zx19 % Value Blueprint IZ&D R
REOMEHLE 21— ERZESFL. AREEEL, HRBEFRELET.

ServiceNow may add to or otherwise modify the catalog at its sole discretion,
provided that, during Participant’s Impact Subscription Term, ServiceNow shall not
materially diminish the overall level of 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 Heatlhscan, then
the Healthscan Terms set forth at https://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 (&, BCOHIERICEKY . h2OT CEBMERIFERTHIENTEET, ffZL. &M
FD Impact T RHY T3 BRI H, ServiceNow (&, Impact Deliverables D& #ILE
HEEZZELUERLAEWVEDELET . Impact Deliverables ®H4045 OFRFHMkIE. BERIZEL TR
#ftEh . Impact Digital Experience M, £z E AV /I OF—LD AV N—%BLTEET S
EMTEFET, BME L. Healthscan OETEMHELELT S Impact Deliverables Z:&RLT-15
A.BMEBEBANDHZKY I % Impact Deliverable @ 2 #t o & IZBE L T .
https://www.servicenow.com/upgrade-schedules.html [2H&E S, SEBIZEUAREZED—
B &7 d Healthscan ZHFEMNBEAINDZEICRELET , Hedlthscan 2 E LT 5
Impact Deliverables [&. Impact Deliverable D—&IZBERTRINET,
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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 training
solutions provided by ServiceNow Training & Certification.

COMEEIE. Impact HTRVYTav Bt BF. SMEFIZHLT Learning Credits 21t
I5HLMDTT, Learning Credits [, ServiceNow D rL—=2F ERBEICKYIREESh BN —=
DY) 1—2avDEAICFERATESLRETY,

One Learning Credit is the equivalent value of $1 USD. For more information on
Learning Credits, please see the Learning Credits Service Description found at:
hitps://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 X EH F )L # & T 9 , FH # & .
https://www servicenow.com/upgrade-schedules.himl [Zig&ish. SHBICKYEAED—
&8 &71:5 Learning Credits Service Description & ZHERRL<IZELY, SMME®D Impact T X491
TLavHiEs 1 FEATHEMES (BIZIE. 3 £TIEEC 2 £3) . BYE TSNS Leaning
Credits [&. Impact 4T XY T aVv BB OEARICIE LTRSS ET , Learning Credits &
YRE—EBE. TXFR/I—rTRT S L Knolwdge BV IT7L U RFybEfIE Now Learning
Live TR AHILIETEER 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,
as applicable, in any Ordering Document and expire 12 months from the date of
allocation, without further value or credit. KEZDWAVEBREICHEHN 5T, Learning
Credits [£. 3 EFXXED Impact #HE£F-IEBN L 1=y LT Impact Digital Experience
[CEIY B TOHN, FISDMEEIEIL OV BB B NG 12 7 ARICKRFILET,

Expert Services
Discount

Expert Services D&
ElE::

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

CDHEEEIL., BFIZHL. . ServiceNow 0 Expert Services MEEAIZDE 5%DES | REIR
LES,

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

ZDIES|ZEIL, Expert Services DEAMEISERASN . SMEDBRIRHIZKDESIEEILH
ATEFEE A, EFIROBHRSHNTONIIEES. 2 DOESIEDOSHLEVADESIELNMERS
h%Ed,

Training Discount

Training MD{E3|3&

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

CDHEREIL, BHEIZHL. ServiceNow @ Training MDEEAIZDE 10%DIES I RERHLET,
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.

CDMESIZEIL, Training OBEBMEISERINET A, LOMERBRNANHYET, EFIZEIL.
IFRN—ITOTSLRREI—REE) BLUVHRELN —ZU T H—ERIZITEASNEE A,
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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 Participant Authorized Contact may request
Impact Accelerators. 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.html 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 temporary instance or cloned instance will
be denoted, as applicable, in the Impact Accelerator Catalog. Participant may consume any number
of Impact Accelerators, provided that Participant may consume Impact Accelerators consecutively only,
in accordance with Partficipant’s Impact Package. ServiceNow may add to or otherwise modify the
availability of engagements comprising the Impact Accelerator Catalog in its sole discretion. Certain
Impact Accelerators are not 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.

Impact Accelerator Catalog (& . Servicenow @ Product Documentation # 4 b
(https://docs.servicenow.com/) IZIBEEIN D, FA Lky—/ ) 1—(TTV)ERKBEHZ L TESMELZXIET ST
EHEADF 77— AT, Impact Accelerators [FBEIETEAT S EETET . Impact Package O—E&L
TOAREINET, SMBEBORTEYEDHD Impact Accelerators #EBRFTBIENTEET, Healthscan @
E1TFERIE Impact Accelerator DEITDFDICEEAVRAFVZARIA—2 AV RV ZADERDBEL Impact
Accelerator ZERL-ZE. SMEF. SMEICERASINS Impact Accelerator DIREDAITEAL T,
https://www.servicenow.com/upgrade-schedules.html [2{#§&sh . SBICEYRED —EELDIHRLNTS
Impact Accelerator Description BS@RINDHZEICRELFET  Healthscan £ IEEEA 2 RA X0 —2A
VRAVZADERDBHER Impact Accelerators [£, @E. Impact Accelerator Catalog [CERESNnET, FIET
&5 Impact Accelerators DEUZHIR EHYEH AL, SMEF L. Impact Package IZHELY, E#HELTDH Impact
Accelerators #F|FATHIEMNTEE T, ServiceNow [, B2 DHIEFIZKY. Impact Accelerator Catalog #1&
BT BT =AM BMERIIEERTTHENTEET, Impact Accelerator D HIZIE, FedRAMP, NSC DOD
IL5, Ff=lEA—ARZY T D IRAP-Protected T—R2E2—IZHWT, FzE I ITHRRLEOSMEIZH LT, HBL
IEZDMFIREZ (T RELHEEE OV R—MREINzSMEICHLTRETERWMEELSHYET . —EX
HHIPRIZBIT B M. Impact Accelerator Catalog & HEFELESLY,

ServiceNow Provided Resources
ServiceNow AMREEF31Y—R

ServiceNow may at any fime engage any a third-party service provider to fulfill all or part of ServiceNow's
obligations under this Description and Parficipant acknowledges that such third-party service provider
(referred to as a "Sub-Processor” in the Agreement or applicable data protection law) may process
Participant Data, including any Personal Data contained therein, in order to provide the Impact Package.
Notwithstanding anything else 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 time request reasonable additional information regarding such provider's data protection
practices. Before ServiceNow can provide the Impact Package, except as otherwise instructed and o
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.
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ServiceNow (&, REHREIZE D ServiceNow DEHEDEHEIE—EOETICOE. E=ZFEDOH—ERTO/NA
B—CWVDTHERTIIENTE. SMBE. COFE=ZFOHY—ERTANAE —(RZHFRITEREINEZT—4E
ERICBOTIEIRIBLIES | £003) A5, Impact Package RS 51=HIC. BET—2 (LT —2I<&Fh5E
AT—3%2E0)ENEBSEEICRABELES Fi-GREBLEEDRMIZETIHEEZEH, RE2HPIZHRT D8
EMNHDHELTH, BMEL. ServiceNow 1ZxIL, ServiceNow DEFDEBITICDESEZHEDH—ERTONAE —
ISR TDIEEHFELFTT . =L, ServiceNow [F. R IBMIEE (oL, RE2ZHIZH D ServiceNow DT —421R#
ERLRASZOREEBREHFIHLSERL. T BMELVOTEANSZ Y —ERTONAFT—DT—2RERR
[CRET A6 BMNEEMBEREERTELCENFHEAYET, IEERIHIEER IV B ELEEERE.
ServiceNow #' Impact Package Zi#T 57112, SMEF(L. ServiceNow M oig#ftEnd)y—X I LT, BT
B RIZ Impact Package #IZHT B1=HIZ. SMEBO AV RAEIVAANDT I RAZHALLZITRIERYEE A,
ServiceNow [d. ZEEEEFEDMEALCTIEAICOET . BoDEAPTEALAKIZI—UNOERZAVET,
ServiceNow (&, EREFICRIASRE, FLEZIIRETHASIEFRINSA MOV OEEFZZEL., Tt
EEIESMEISHLT(EZENICHEENICE) ZIWERO DI LEHYEE A,

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:

BMEL. Impact DY TRYYTLav BB DELETEIU T —O AV MIBHR, LTOVY—RERHTHEDEL
FT . A—DVY—ANEROBHERET H_ELRRETT,

Participant
Resource

SMEDI—R

Responsibilities

R

; Works with key project stakeholders to capture business and user requirements as stories
Business Analyst ) ; St
to ensure stories are understood, developed, tested, and delivered to specification.
. | TR EEERBLEEL. EDRR EOZ—X 01— —DERER—)—LLTIRZ. Z
ESFATFURL | ngmml. BEL. BEL. A OBEREEELET.

Enterprise 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

IVR—FSAZT— Owner to align with technical or functional standards.

Tk WELGASCHEBEOESHEEH ., HBOBE., TO0EXBIUZOMIRTLIZDONTOHEZ
RRLET . B EF(IRELDERITEETEHELS. TN TA— LA —F—ICB#HESAF
ED

Executive Sponsor Primary strategic contact for ServiceNow.

I T s s

#2"59747'17k/ ServiceNow &EH#ET HE-0HREELE

Platform Owner Responsible for the overall accountability of the ServiceNow platform. Provides
= _ __ | leadership and oversight to the System Administrators, ensures feam alignment to

TSy T —LA ; ) i ) i .

F— business strategy and the ServiceNow roadmap, and is actively involved in the

overarching governance of the platform.

ServiceNow DTSV I+ —LICEHT 22 AMEHRATEEZEVNET J—F—ELTURTLTRS
ZARL—E—FEBL, ECRRAEBEE LU ServiceNow DA—RI YT IZRAITTF—LDEHELTE
BRI BERIC. TV TA—LOBIERLEA NFT U RICEEBHICIRYEAET,

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

ESRXA—F—H | TERLEDRRAY—ERDA—F—,LTO—EDHH
HBEDGEHY)
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Process Owner(s)
T4 —4+— (&

the processes implemented within the ServiceNow applications.

Subject matter experts responsible for the correct and complete definition of each of

ServiceNow D7 T —L a3 RAICEWTRESNZETAERADEENADRELEHRERIZDOVLTHE

B A L
HBOBEHY) 2§ SR EABHOEMR
System Maintains the stability and usability of the ServiceNow platform by performing
Administrators application maintenance, managing support for cases related to ServiceNow

applications, and contributing to ServiceNow software releases by delivering
configuration tasks and features.

SRTLFPRE=RAR
L—4—
RIZHFEHTBIEITEDT, ServiceNow Fovh 74— LDRES SRS E#IFLED,

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

24)

FIIr—2a3  DRESFEERL. ServiceNow Q7 TS —2aVIZBBET AEH DY R— 2 EE
L. D 2ar74FXaL—2av DARI0MEEEIREET 52 L12&Y ServiceNow DY Ik 7)) —

ServiceNow DEBEN —=209a—XF#ETL,. EREBOLLTRESNE VAT LEEE (RIE

Travel & Expenses
R &8

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 travel expenses incurred for visits to destinations outside of
the Domestic Location will be reimbursed by Participant.

BIERDEOHMZLRY, ServiceNow (&, Impact Package MarR—x b E—FTREELET, ServiceNow
DY —ZRH Impact Package #HHR—+3 5O ICHIRARERIGE . SMED Impact Package [ZI&, 1278
IEF—LIZKESMEOARL (THALIOBEZOREMICEYHIBSN ., ERRIFZETHIEXXEICEHIN. S
MEOITERLEIELTTRISREINED) LB YA MRS EENE T ERRSE LS DY A ~D I
MBS EENLEREIX. SMELNEELET,

Impact Package Warranty
Impact Package D{REE

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

TRORY—ERTONAF—DOEHFEEEYR

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

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.
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Additional Specifications and Requirements

BiNOtEREEH

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 confim the mobilisation 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 resulfing 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 and 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 é 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.
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Exclusions

il FARR ST

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
environments; (i) managed service providers (except as expressly provided herein); or ({iii)
Participants who opt-in to region-specific support offerings.
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e Except as expressly described, the Impact Team will not perform implementation, configuration, staff
augmentation, or training.
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