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Impact Total-MSP Dedicated Instance
Package Description

Impact Total-MSP AV X2 X
Package H#E

Impact Total - MSP Dedicated Instance (the “Impact Package”) is available only to authorized
members of the ServiceNow Service Provider Partner Program (“Participant”) solely for access and use
for the benefit of a single client of Partficipant specified in the ServiceNow Order Form (the “Ordering
Document”) in which Partficipant acquires the Impact Package (“Client”).

Impact Total - MSP ERA X422 X (LT lNmpact Package 1&LVS) (&, ServiceNow @ Service Provider
Partner Program D EBENTF=AVN—(UTISMEIEVNI) DAHFAFEETHY ., D SMEH Impact
Package AT 516D ServiceNow DA —4 —T+—L(LUTHEXXE | EWVS) TIRELIZSMED | 9547
URUATIOZATURIEVNS) DFRIBDF=OIZOHF T IERBLUVFATEENTEET,

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 Participant. This Impact Package Description (“Description”) is subject to
the underlying agreement between ServiceNow and Participant (the “Agreement”) as referenced in the
Ordering Document. This Description supplements and modifies, as applicable, the Agreement with
respect to the Impact Package identified in a signed Ordering Document between ServiceNow and
Participant. In the event of any conflict between this Description and the Agreement, this Description
shall control with respect to the subject matter set forth herein unless otherwise expressly provided in this
Description. All terms used but not defined herein have the meaning givenin 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 IZl&. Y R—kY—IL, BILIANLT)Y—X BLUFIZLEZT—ERDRE. L
AN T4Zjer/I~a"oJ:U:EhD’\*74JI~75\a¥7rL SMENEATS Impact Package DLAJLIZIGLTRES
NET, 20 Impact Package EHE(LUTIRLEHREILLD) . BE. ZETHIIEIXXEICBVNTE RIS,
ServiceNow &S NEEDRIDEZH UATIARZHI1ELD) DRRELBYET , RAMLERE (L. ServiceNow &S5MEBLED
BOELFDIXXZIZENTHESINT: Impact Package [CEALT. AZHZEHEEENDEBET LD TY,
AEBHREBEARZHEDOHICHENHDIHGE . AMEERZICHEBEORENZVRY . AMEHREORHBIEICEALTIE. &
EHENEBELET . AEBRZICERINTUOEVWT RTOREX. AZNICEDONEERICHVNET , REHKE
DEFEREAARBIREOBICHELHDIHE . HEBRAOBELET,

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

ServiceNow 1%, SMEHMEALT- Impact Package IZ#->T. SMFICU T OAVR—RUMERBLET,

Description
mE
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'sSupport Portal.
:ncsrecse:ii Access Participant may access the Impact Digital Experience [https://impact.service-
©Suppo 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,
Impact Digital to communicate and work with the Impact Team, and to visualize helpful data.

Experience 8&UH
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R—bADT7IERAD

Support Portal AQF7HERIZIZ . £I0&E (& Service Now DHR—FR—2ILIZEEEHDEEE

EAY—ILFYb

L BEICERTHILICKYDRAT—UR—MNIEHRET HIENTEET,
Zh0& (X, Impact Digital Experience [https://impact.service-now.com/] (Ff=l&. ZD#%
WHYAR)IZTIERTBHIEATEET , Impact Digital Experience (. SENBASIT-
Impact O#EEZFIAL. BT HIENTEDILIITTIHELLIT, AV IMTF—LITEREEY.
AVNGEF—LEEED L FRAGT—HZAIRIELTIIENTELLSIICTHODIEEAT
j_o
Not currently available for NSC DOD IL5 data center.
B, NSC DOD ILS 7—8t28—(ZFFTEELEE A,

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

refreshed templates for each Family Release).

SMEFIZIE. ServiceNow DEHF(IZDOVTOHEAY—ILF YL (L& Family Release [ZHITHE
HTUIL—EED)NEASNET,

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 —ERBDERRRO=HDTUIL— B LUVHRITA XATEE
BIRtR1—H—rL—= T FoFL— =KD EFN. BIEN ServiceNow DTS5y T+
—LIZHFEL. ServiceNow DBEATOAYSLERE/RTTHDIZE/ILET . COTUIL—b
—RIZF.EBEHOE=ODXVIFATTII AT—IRIVE—/ESRRL VNI L—=2 5
Z—XORH/R. A2 =7 —2aV BLUREBY—7 T B GO UICZ D MEEE R A
BEFENFET,

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

BAY—ILFIMNIF EBREDLODY—ER FL—=0 7 AV TOYRARIZTOVTDHRS
IAE—Yay, FEFN—ZU T DRI‘IFIEThFEEA,

Training and
Certification

fo—=2F 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.

¢ Technical Cerlification Vouchers - Once a Participant resource has completed a
course with associated Mainline Certification (as defined below), they will receive
a voucher tossit for the corresponding exam. Unlimited technical certification exam
vouchers, retake vouchers, and maintenance waivers are included with the
applicable Impact Packages, as described:

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

o FUTFRURDR—IYH—=2Fa—R-SMMEIE. Now S—=0FR—F)LIZ&KY, +
FIVRTERIZTIEAL,. ChEBATRAIENTEET, Aa—X (L, HKiFELEEZNR
[ZLTHY. ServiceNow DG —KICDWTOERMLGN —=U 0 FRBELET,

o FUTIVROFTENRVAMN —=2Fa—R-BME L Now 5—=UFR—2)LIZKY ., F>
FIVRTERIZTIEAL, ChEBATEIIENTEET, Aa—R (T, HfTELEZNR
IZLTHY. ServiceNow DEE—KIZONWTDIYEERAL T AV TF—avkb—=04
FRELET,

o HMEEERNYIFY— - SNEOUY—RIZIF. BEETEIAVSAVERLUTIZEST
DI —REETLEBAT. ®HIGTIRBONVFr—DAE5I0NET, ZHT D
Impact Packages IZ&FEN5 . BHIROHEMBEERHABRD /NI Fvr— BRBR/N\IFv¥
—BLUVEREBEERORRKRIIUTOESYTY,

o EHBROBEREREABRN\VFY— AMUS(VEBOREN —=0F 23—
EETLEBICHLTRBRERAEZAONFT (RRI—EREEFENEL
Ao

o EHEOREEEKREIZIEB/\YFvr— | ARYVOBZRERAEZONET
(RRA—BRIEEENFEEA)  F:EHBEICDOF | EDEZERDADGEDS
NFT(HIZIE. 3 DDEAFADEBEIZDIVT 3 DDEZHE/NOF+—H1E
HEINBDTH>T. | DDAGEIZDIVT3 FIDEZE/ N F+—H 1 HEIH B
PIITIABYEEA),

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.

*TALSAUERK &L, CSA, CIS. CAD Fi=(% CAS ERDEZFIZHIGLT= ServiceNow D
HER(BERHY)TT A USAVERIE. A VSAoTIVERBEZ(THE(CKY ., &U)—X(Z
EHETE2EEHLAEITNIERYEEA,

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.
UTORICEHDESY ., hRIT—HR—MIEXE (LUTICSAIELD) IZESH 5 BIZ S H5HE
EEEDBALRNIVEERLET,

Case
Priority

BEE

Target Response Time Target Level of Effort

B Rt B e BESZHLAL

Continuously, 24 hours per day, 7 days per

15 Minutes
P] week
1545 ot -
EH. 1 H2485/H.587 8
As appropriate, 24 hours per day, 7 days
1 hour
P2 per week,
1 B§fE . e N
1 B 2485/, 8 7 BICBLWTEER
As appropriate, Monday through Friday,
b3 1 Business Day 7AM to 7AM Local Time
1 E%AH HHEFETAENOEIE, 81 7 BT 7

BEFTORTEE

© 2022 ServiceNow, Inc. All rights reserved. ServiceNow, the ServiceNow logo, Now, Now Platform, and other ServiceNow marks are tfrademarks and/or
registered frademarks of ServiceNow, Inc. in the United States and/or other countries. Other company and product names may be tfrademarks of the
respective companies with which they are associated.
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As appropriate, Monday through Friday,

o4 2 Business Days 7AM to 7AM Local Time
2 E%H HHEFETAENOEIE, 71 7 BT 7
BECTORITHEE

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

MR &I, SMFISERAINS ServiceNow hRAT—HR—MEEELTIRESN4FE
DHR—REREHEZLNET !

Developer Support

FRFEYR—

Participant may designate up to 10 named individuals who have been trained to
administer the Subscription Service to request assistance from ServiceNow support
engineers in froubleshootfing 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)

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 froubleshoot/debug of third-party applications or
assessment of security vulnerabilities.

BMAEL. ServiceNow TS ub T+ —L EDBEEHDRETA XIZH T 5 E M E R EfERT

BIEIZ ServiceNow DY R—FIV O ZFICLDXEEERTH-HIC. HYTRIY T avH—E
ADEBIZEATEN —=0F 52T 10 BETOREAERETHIENTEET  HEEBEYR—
Fr—X1&. P3 O BELERFROFMRELZYET (CSA F£=(& Impact Package HHE (5 E

DEEY),

o RREBEYR—tOEHE 2
o I—FR{THA 200 KiETHAH &,
o WU—R/HEE/TTVr—av/N—F 7 DY R—bRFR/N—230THHIE(D
FYn-1),
o BEFEQOTIVr—avIicBbaAbIINa—T1oT /T I\ T EdeXxa)T
1MEBEOBEELEENGENIL,

2 Not currently available in certain restricted environments. Available to Self-hosted
Participants and in Australia IRAP-Protected data center via a modified delivery model.
2 BT BHEDHIRINRE CTIEFFTELE LA BESHLETYINY—FTIICEY., #/L
TR DENEHLUF—IFS 7D IRAP-Protected 77—t 2—[Z54L TIEIEHESNE
7,

Instance Observer

AV RBVARFATH—

IN—

Participant may designate up fo 10 named individuals to access Instance Observer.
BMEE AVRIVRA T —N—IZ7 IR TBEANE 10 BETIEET HENTEET,

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

AVRBURF T =N L. BMBODAVAREIVRERRTAV T T BTSN TA—L, TT)r
—2avBEVA VISR OFv—DINTH—IVRABLUVA A DE, 6 4 B EHEDERY—
ERZRHL, CILITH—ERBOTS—F, BAMELIUVT AP HERETEDLSICLETS,

! 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,

4
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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.

3 ZHF T, FeARAMP, NSC DOD IL5 &E/=/37—X 5 7D IRAP-Protected 7—4&t>5—/=
BT, BITEIRBEDEMEIZHL T, FIEMDFREN/-IRE TILEEHRIAFE A

Support Account
Manager

Support Account
Manager

A Premier Support Account Manager (SAM) will work with Participant during the Impact
Subscription Term to provide customized support. The Premier 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.

Premier Support Account Manager (SAM) (. hRZT A XS f=HR—r2ig# T 57612,
Impact Y TRV T aVv . SmBEBLEELET , Premier SAM DEHIE.
https://www.servicenow.com/upgrade-schedules.html [Z#§&E&h = Support Account
Management Service Description [CEHBFHFICHEL . SBICKYRED—EELRYET,

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 LUZDthd ServiceNow DHFEH
FOEMRNEFIL. CWEDFEIL. Impact Digital Experience Z@BLI=SMEMSDERK(C
ISLT. $mMEDZLET S Impact Package IZHiE>T. EiREh = Impact Deliverables 3
fEdH VIR LFET , Customer Success Manager(TCSM) I&, Impact IZB3 58 MEDE
z2EREROTHY . TRYSLIRTAVLEEEL, Impact Deliverables Z{E8LEF , CSM
1%, Impact D7 N\HE—LEY  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.

Impact Deliverables &, i1& D% 4T % Impact Package [ZH#EL, TERAVS, TIL—TF
DUk (GEMAEE) . LE2—  BRSSRHAB LU ZOMOBENERENEZET . SMEIZLD
ServiceNow DTSy TA—LDOFRPLERZRIET 5-HD—EDRBEWHSEBRINET,

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;



https://www.servicenow.com/upgrade-schedules.html
https://www.servicenow.com/upgrade-schedules.html

servicenow.

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

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

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

¢ 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.

ARG F—Ld s, T=1E Impact Digital Experience Z@LTHEEIR#EENS Impact
Deliverables [ZIZLLTFIZHIRENZHAOT TAT LDV EENET,

e Value Blueprint - &E DO HENELEEICE OV :-BE. RESLUVEEDELE
DERTE

e CustomerImpact Plan- 2MED BZERIZEHLELTIT(ET1. EREKUVTT
r—2avH FITAND-HDOEE

e Health Assessment - E8EeH. NTAH—TU R, £Fa)T4. TYvTIL—RaREMES
FVA—HF—IHRARYIVRIZDVWTD TSI IA—LDRBEEEDEE

e Capability Map - 2IMEQORBEETOT T Ir—avDERRR. 1> T5L—3
U TARETIN.BESFIUVA VARV RAERRRE RLTHERSN-SEBXE

e Product Adoption Roadmap - SMEDRFOHEFE S LV TOI S LD BME
BELELET. ZEARPEOER(MVP)BLUSEOEBRICH TE2EEH MR OHEE
HEIZDWTO D

e Operational Review - SMEBDEHF. MER. EE. 7A4T 7. RO/ \yFOEA.
N)—RELVT YT T L—FEHRIZOLTORET

e Performance Management & Recommendations — SMEDAEBE A RFL XD
AR DRIZDNT DR AVFI—VEDEE . BIUAVREVZADEEEPT R
TLOLARVADHERICOVWTORE

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

e Outcome Performance Review - 2 FE SN - B1Z(Zxt9 % Value Blueprint IZ& DR
ROMEHLE 12—, ERESHL. AWEEEL. HESEFREELET,

e Business Value Report - Value Blueprint TE#iSh-BESLUHERICHLTER
Shi-fEICERmEHTLKR—k

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 Healthscan, 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.
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ServiceNow (&, BROHIERICEKY. h2OT[CEMELIFERTHIENTEET, fzfZL. &M
FED Impact T RHY T3 BRI H, ServiceNow (&, Impact Deliverables D& ML E
HEEZZELUERLAEWVEDELET , Impact Deliverables ®h4045 ORFHMkIE. BERIZEL TR
#ftEh . Impact Digital Experience mis, £z E AV 9MF—L DAV N—%RBLTEET S
EMTEET , SMEF L. Healthscan OEFTELEET S Impact Deliverables #FERLT-15
A.B3MEBEBANDHZKY I % Impact Deliverable @ 2 #t o & IZBE L T .
https://www.servicenow.com/upgrade-schedules.html [2#&E S, SEBIZEUEAREZED—
B &7 d Healthscan EIFEMNBEAINDZEICRELET, Hedlthscan 2 E LT 5
Impact Deliverables [&. Impact Deliverable D—&IZBERRINET,

Product Strategy
Sessions

MRty ay

Participant will be granted early access to ServiceNow product roadmaps and will
have the opportunity to participate in exclusive sessions to give feedback. Participant
feature requests receive prioritization without guarantee.

ZMME X, ServiceNow DEGA—RI YT IZRIAIZTIELRTEIENTE, T4—F/\VI%EITS
=ODRELYLAVICSINT IHENEIONTET, SMEBDEEE) IV TRMNIBLINETH.
RELFSNFEEA,

Adyvisory Sessions

VA AC G B (S

~

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

ShEX. ZMEBD ServiceNow EFR—LIAUFE LUV T ORISR TH—A—Sa  Bil&
[ZBAE T AHEEIZDLT, ServiceNow D& G -KASVITXRN—bNEHETET—Ha3vT%
KEBTHENTEET,

Participant may consume Advisory Sessions in half-day (4 hour) increments, and will
receive 6 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 info a new calendar quarter. Parficipant
may not consume a future quarter’'s Advisory Session days in the current quarter.

SNEIL. 8 (4 BERS) BRI T Advisory Sessions AT A ENTE, Impact YT RH) TS
avEifEI ., BOEHEIC 6 BRDEY a a2 (1 5IENTEET BEF R F /(X E M3 1]
DEFTHRHBIEDTRENAF)—viarld, HHENFHARBEATRUL. ROBMEFHAICHE
VBT ZEETEERA, SMEE, RITOBOFHITHROBEEHOTRNF)—tyia
VOB EERTLHILIETEE A,

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

CSM &, PRNAH ) —tviav DERERABLET, byl avEROXMBICE. 48R 638
FORHEEELET .

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
Adlvisory Session, this constitutes 2 days’ worth of sessions are considered consumed).

J—933vFIZBMT S ServiceNow DUY—R#E, FRSN-AHERBHYET (HIZ
[£.1 BOTRNAHF )=ty avIZ 2 ZDYY—ANSMLI=5E.2 B0yl avMERS
n=C&IZiRYET),

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

BrFEAE B SHWTRAIY) —tyiarid & E9 % Impact package [CIEL TR SN
F9,

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.
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COMEEIE. Impact HTRVYTav Bt BF. SMEFIZHLT Learning Credits 21t
I 51D TT, Learning Credits [, ServiceNow D rL—=2F ERBEICKYIREESh BN —=
DI a—La  DEBAIZERATESREETY,

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:
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 ¢ . F # & .
https://www servicenow.com/upgrade-schedules.html [Zig&ish. SHBICKYEAED—
&8 &7 % Learning Credits Service Description ZZHESRLIEELY, SMED Impact TR 41
TLavHiEs 1 FEATHEMES (BIZIE. 3 £TIEEC 2 £3) . BYE TSNS Leaning
Credits I&. Impact HT ROV T a  #iE D5 B #IZIEC TR S S ET . Learning Credits &
YRE—EBE. TXR/N—rTRT S L Knolwdge BV IT7L U RFybEfIE Now Learning
Live IZEAT AIEIETEE R 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 date of allocation
without further value or credit.

KEQUVAEEZREIZEINHST ., Learning Credits (&, EXXZED Impact B EF-(TE| Y
2A=yhZKLT Impact Digital Experience [ZEIYHTH, AISDEEE=IEIL Oy L,
BB BN 1257 ARIZERMLET,

Expert Services
Discount

Expert Services D&
ElE::

This feature provides Participant with a 15% discount on purchases of ServiceNow
Expert Services engagements.

CDHEREIL. BIBIZH LT, ServiceNow 0 Expert Services MEAIZDE 15%DES | R%EIR
#HLEd,

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.

ZDESIEIL, Expert Services DEAMMHEICERASN . SMEBEDBIRSICKDESIEELILHF
ATEELA, B RDBRIXSHITONIIEE. 2 DDOESIEDSLEVNADMESIRLAERS
h%Ed,

Training Discount

Training DfE3| 3

This feature provides Participant with a 20% discount on purchases of ServiceNow
Training offerings.

COHEEIX. BMEFEIZHLT. ServiceNow D Training DEEAIZDE 20%DES| EERHLE
j_o

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.

COESIEIE, Training OFEAMKISERIAET A, LWOMNERBRNANHYET, [EFIRIF,
IHZRNN—,TOTSL(RRE—BE) BLUVHREALN —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
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only be utilized as part of an Impact Package. Only a Participant Authorized Contact may request
Impact Accelerators.

Accelerators are divided into sub-catalogs to support relevant focus areas. Participant may
simultaneously consume up to 2 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.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.

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 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/) [Z1BEEN 5, FA Lky—N\) 21— (TTV) 2R ABEOHZ L TESMELEXIET A
EHBERNDL 77— X+TY, Impact Accelerators [FEMTHEAIT DI EIXTET ., Impact Guided,
Advanced #7:zI& Total Package D —EHELTHOAHRBEINFT  SMBEBOREELEFDHH Impact
Accelerators #BERTHIENTEET,

Impact Accelerator (&, Y R—rbRARDEABEICHE LY THEAATIZHEIShTWET . SE K. BALE:
Impact 73yr—II24 LY, Impact Accerelator &S THAZOST H i Impact Accelerator &K 2 DETRIBFIC
MATEET,

Healthscan ME{TFEF =& Impact Accelerator DRTDF-HIZEEA L REV AP O—2 A R0 D VERL AN
=7} Impact Accelerator Z:EZRLIIGE. SME (L. SMEIZERAINSD Impact Accelerator DIREDAIZEAL
T. hitps://www.servicenow.com/upgrade-schedules.html [CHE&EEh ., SBICKYEREZED—EEGDZLT S
Impact Accelerator Description ASEREIN A EICRIELFET  Healthscan Fz[EEE A X2V X0/0—2 4
DRI ZADERE D WHETE Impact Accelerators [&, #HE . Impact Accelerator Catalog IZEEEINET

ServiceNow (X, B2 D#IEFIZXY. Impact Accelerator Catalog ##ET 2T —U AV EBMEIZEERET
BENTEET ., Impact Accelerator M HIZ1E, FedRAMP, NSC DOD IL5, E£1=[&A—AXFSY 7D IRAP-
Protected T—REUA—IZHEWNT, £IEEIL IR DS MBIZH LT, HEWLIIZOMFIREZIT-IRE O
BEBOYR—tAT77 I T ICRESNZSMEBICHLTRBETELGVEELHYFET , —EXPHIRICET 5554
I%. Impact Accelerator Catalog &SR ELY,

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, Parficipant 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 (&, REHEIZED< ServiceNow DEFHEDEHELLIL—EDEITISDE E=FHDY—ERTANA
F—IZWVDTHRATAIENTE. BSMB L. COFEZFDY—ERTONA T —(REHF-TERIN LT 4R
ERICBOTIEIRIBUOIES | £003) A, Impact Package #RMT 51012 BET—2 (LT —2I<&Fh5E
AT —3%E0)ENBSEEICRABELES . Fi-GREBALEEDRMIZETIHEEZEH, RE2HPIZHRT D8
EMNHDHELTH, SMEL. ServiceNow 1ZxIL. ServiceNow DEFDBITICDEEZEDH—ERTONAH(Z
RiEITHIELEHHELET . =1L, ServiceNow [&, REBANIEE|ZHL, REZHIZE DL ServiceNow DTF—2{R#E S
BLRAFOREZHEZHBETILSERL, Tz, SMEL. WO TEMNB Y —ERTANASET—DT—2RERRIZ
BT 8 EMEEMEREZERCTEDICLNEHLAVET . HRETRIAHIGER LU ELTEEERE.
ServiceNow A Impact Package Zi# 9 58112, SMEF (L. ServiceNow hoig#End)y—X (XL T, BT
B IZ Impact Package #iZHT B1=0HIZ. BMEBD AV RAZVAANDT I AZHALLZITRIERYEE A,
ServiceNow (&, RRAEEDEAPTEAICOE. BODEACTELLAKIZI—VOEETEEVET,
ServiceNow (&, FBFREEFICZISIANE, FLEAZHSRETHLHIEF RSNSOIV ODEEFTFAL., Fit
EEIISMEICHLCT(EZEMICHEENICE) IO ERO DI LIEHYFEE 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 TRIYTLaVvERFADERETEIU S —DAVNIRF, UTOYY—RERELFET . F—
D) —ANERDBHLEFRIESHELARTT,

Participant Responsibilities
Resource

R

SmED)Y—R

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

N : TACIHLDEEBBRELEEL. EDRA LD Z—A P —HF—FEREX—)—ELTIRA. Ch
ESFATFURL | smepL. BEEL. REL. AOBREEELET,

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

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

Tk WELASCHEBEDOERHEEH ., HBOBE., TO0EXBIUZOMIRTLIZDONTOHEZ
RRLET . B L FE(IRELDERITEETEELS. TN TA— LA —F— I ESAFE
ED

Executive Sponsor Primary strategic contact for ServiceNow.

I T 32 s
ﬂ_a_“EOT'rjX*J ServiceNow &EH#ET HE-HHREEHE
Platform Owner 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
T3V —LA— overarching governance of the platform.

7= ServiceNow DT SYh 74— LICBET &AM RAEEFZALVET  V—F—ELTORTLTERS
ZA—A—FEBEL ECRABIEE LU ServiceNow DA—RF Ty IZAITTF— LD EEETE
RIBEHRIZ, TIYNTA—LOBETENEANF U RIZBEBHIZRYVBAFET .

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

ESHRRA—F— (8 | TEBR ESRRY—EROF—F—ELTO—EOBHE
HEDBEHY)
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FaeRA—F— (& the processes implemented within the ServiceNow applications.

Process Owner(s) Subject matter experts responsible for the correct and complete definition of each of

HELDEEHY) ServiceNow D7 ) 4r—av RICEVWTRESNSETA RO EENDTELEHEERICDLVTE
LHYIRENTFOEMR

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.

VARTFLTRE=RE
L—45—

RIZHFEHTBIEIZEDT, ServiceNow FovhI4—LDREE A RAEE#IFLED,

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

24)

TIVr—2av DIRFEEREL. ServiceNow D7 T 5—av IBET REH DY R— 2 SHE
L. 2ar74FXaL—2av DARI0MEEEIREET 52 L12&Y ServiceNow DY Ik 7)) —

ServiceNow DEBEN —=0J0—X%#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.

RERDEDHHNELERY., ServiceNow £, Impact Package DaviR—ro b E—FTIRHLET, ServiceNow
D')Y—ZH Impact Package #HR—b21=HICHENBELZIRE . SME D Impact Package 1Z1&. 12/
IEF—LIZKESMEDOARL (THALIOBEZOMREMICKYFIBTSN ., ERRIFZETHIEXXEICEHIN. S
MEOTERRLEIELTTRISRINED) ICEIT24A AR EENE T, BERRSEUSN DO YA ~D AR I
MBS EENLTREIL. SMENEGHELET,

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.

SmEH., WELEL Impact Package DAVHR—RUrDREZEZITTHS 30 BLIAIZ, ServiceNow [ZHE&F
BEEHLEIHE . ServiceNow (&, BHLMDEIR T, SMBOM—DFHFEL T, KEBKEIZREOEELEHRICD
T UBTHEAFTREET AL OBELDSEMLENZEITIN. Impact Package 2 TL. T BLUBDES LAY
Impact Package 28115 Impact 4T RHYTLa MO BRRPMICKECIRIAEDO Y IRV T asHEwS
MEFIZWRELET,

Managed Service Provider Specifications and Requirements
IRCRH—ERTONS/ T —DHEHEEL

e Participant may only access and utilize the components of the Impact Package solely for the
benefit of Client;
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e Participant shall be responsible for submitting requests fo ServiceNow related to the Impact
Package on behalf of Client;
e ServiceNow shall only be obligated to correspond directly with Participant, and not directly
with Client;
o To the extent Participant grants Client access, as applicable, to the ServiceNow
Impact Digital Experience, training courses, or other ServiceNow Impact
componentsmaterials, or resources: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 BMEFIE. HSATULDFEDE=HIEIFIZ Impact Package DAVR—RUMITHERELUVFIAT S

ENTEET,

o BMEFEF. V54T UMb oT, Impact Package IZf8&ET ST A% ServiceNow [ZEETSE
FEENET,

e ServiceNow [, V547V EEEVPURYTIERZADLT . SMEBLEELYRYTERFOAEEAL
ij—o

o  BMEMNNLEIZELT, ServiceNow Impact Digital Experience., kL—=2%4" 3—X, £=EF DD
ServiceNow Impact @avik—Rob, Bf, F=IXVY—AADTHEREISAT UM AMAETREE.

o DBDBIVI—AANDIZATULDTIERIZDNT, Impact Accelerators [ERINDEHEE
OHRTNICRESNGWEEFEN BERINET,

o BMBIE. VAT EREHEDERAEHDETEHERIZIEELZAVET,
o BMEIL. ServiceNow BB MEBIZK>THEEIN-TILRAEZEET L EICRELET,

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 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 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,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 IZIE. ServiceNow MEDNTR/NA R OHRBIEBNSEINIIGENHYETA, SNEE. &
ETRNAROHRBIEEERETEINENCETEITRTOREIZOVNT, BMEDAHHNEFEZESZLICEEL
F9 . BMEIL. ServiceNow BRI T ETE/NA R OHEREMN  EMBETRNAREEET LD TIFLL F=.
WHVEDEEOETICET I RATHILRVWIEEATHICTHEL, ChIZRABLET,

ServiceNow [&. Impact Package DZERIBICOVTESMEBELOB THEAIZEEL-BMS 4 BELURNIZ,
BMBEI T —DANSTF—L(H—ERBLEF—L) 2EOHEHEL LIUEBRERDRT5-HICHELDE
BHLEBAETILDELET,

ServiceNow A& 28 ELLLEY. Impact Package 8LV FDHBELTELIHEMIFEE TEREINE
ERR

ServiceNow &, BIME . 7547 EIEIE=E (ServiceNow DEFREEEROZERELTELEIEIC
HLTEFRZREVEEA,

SMEX. SMEOREEOCREBASLVIZATUDOREELRE AL Impact Package DREMIZIIZ
REFZEL. SMBEOREECREABLIUVISATUIORES OREBADEKRIT. HOHUIC
ServiceNow [TIRELIZFTRTOT—42. EHBLPHEROEREELELEIC OV T—UOEREEEVET,
BHINSZHRAIT—HR—FERE, 12/ 9 F—LIE, ServiceNow DIZEE X R (ServiceNow =1 i
OHRERZER. ABRANSLIERETOFFI 8 DT % 6 BETHIE 8 B I, SMEBITH—ERFRH
LFET.

Impact TR T aV HBRIZERLEN =7 IOTAETA1E. REEIBYMT ZLIETET . iRYIhe
BYBMOILOYRBMTEESN B BEBSINFER A,

Impact Package [ZE89 % ServiceNow MoDmEFIEIL., E A—)L, BEEFE 1L Impact Digital
Experience &L T{Thh, SME (L. Impact Digital Experience IZ7 912X $ 51=HICEEHRFANDLE
LB ERAHHEETRLET,

LA TS, Product Documentation 4k (https://docs.servicenow.com/) ICERE D EH Y.
ServiceNow [Z&>THFEINBIGELHYET , 1=1=L. ServiceNow (&, SMFED Impact HTRXH) T3>
Hifth . Impact Package #7720 D EFRGLANILEELIER T 5E5HILEHYFEE A,

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

EROTROFH—ERTONASZ DR EBEHICRE SN RERE. Impact Package #AL-SINE
DHD . EXXEIZHTROESY. Impact Package #FATH5IEMNTE. SME (L. FXXEICHRSINY
SATUCDREE Y R—FT5-OICOAERTHENTEET,

B < @ Impact Package &, BE—DHRRA TV RBICSEASNDZEDTHH>T. EHOHRR TV REZEL
THEBTHILIFTET A (FThbhb, SMAB L. FEARAMP B KU REDERA T —2RRA T4V REIIRRT
AT EINFEH DA RE RX(ZDLWT—2D Impact Package #FIAT52ENTEEHA)

Impact Package [&. ServiceNow Q& FIZDE, MEBEH DY R—k. —ERFIIEEFENERAIND
DI OWTITERASNEE A,

Impact Package & domain-separated instances D=HIZIEFIFATEZH A,

Impact Package &, SMEBDHY TRV TLavICEFNIRVNDEABS LUVFLRBIURIVREEL . BB
DARBBLUVFERBAVRIVRIZOAERATHIENTEET . Impact Package &, BE. TE. POV, &Ff=
$BEHET AR ELLTSMEBICRBEINIZTOMD AU RIVRIGEDREDAV AL RIZITERESNEE A,
BE® Impact #7725 14, (i) ServiceNow M FedRAMP, NSC DOD IL5, £LLI&A—AS1) 7 IRAP-
Protected T—2t 2 A—IZHRRA T4V T EINTNSSMNE ., L IHRALE OSMEIZH LT, F=(EtDFIRS
NEBRBICBEVLT, (i) YRR —ERTANA ST — (REICHRSINIIGEER . F21& (i) #BEH O HR
—r A7 T ICRESNI=SMEICHLTHIRSNDBELAHYET,

AEEDEDHMNENRY , ARG F—LlF, ATV AT—2ar, a0 74X 2L—30 Ryt FE- TN
—ZUTETVERA,
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