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Impact Guided - MSP Dedicated v3
Package Description
Impact Guided - MSP B v3 Package {H4EE

Impact Guided — MSP Dedicated (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 (“Client”) of Participant specified in the ServiceNow Order
Form (the “Ordering Document”) in which Participant acquires the Impact Package.
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ServiceNow's Impact packages comprise support tools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Participant depending on
the level of Impact Package procured by Participant. This Impact Package Description
(“Description”) is subject to the underlying agreement between ServiceNow and Participant (the
“Agreement”) as referenced in the Ordering Document. This Description supplements and
modifies, as applicable, the Agreement with respect to the Impact Package identified in a signed
Ordering Document between ServiceNow and Participant. In the event of any conflict between
this Description and the Agreement, this Description shall control with respect to the subject matter
set forth herein unless otherwise expressly provided in this Description. All terms used but not
defined herein have the meaning given in the Agreement. In the event of any discrepancies
between the English and the Japanese versions of this Package Description, the English version
shall prevail.
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ServiceNow will provide the following components to Partficipant in accordance with the Impact
Package procured by Participant:
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Description

NE

Impact Application

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

Impact Application Ti&, ZME A S NVZHRED Impact O
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R

The ServiceNow Impact Application includes a required data
synchronization (“"Data Sync”) with the ServiceNow internal
Impact Delivery Instance (IDI, defined below). Data within the
Impact Application will be transmitted to and stored in the IDI. By
using the data synchronization with the ServiceNow Impact
Application, certain data will be fransferred outside of
Participant’s ServiceNow instance to IDI, which may be hosted in
a different Data Center Region from Parficipant’s originating
ServiceNow instance. For the avoidance of doubf, data
synchronized with IDI is not Participant Data (that may also be
referred to as Customer Data) under the Agreement (though it
remains subject to the confidentiality terms agreed between
ServiceNow and Partficipant). Participant will work with the
Impact team to enable the Data Sync.
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Impact Delivery Instance
and Increased Access to
Support

Impact Delivery Instance 35
FOY AR —b~DT 7D
Mk

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

Impact Delivery Instance (BLF TIDI) & 9) X, BINENEEAZ
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Impact Application ZEH3 2203 O DX, 7—% ORI E 7
0. 7. Impact Team 28 Impact 7—XIZT7 7 AT HA AKX
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In addition to access to the Support Portal, Participant may
contact Customer Support via telephone at the number(s) listed
on ServiceNow's Support Portal.

Support Portal ~D7 7 & A2z, &%, Service Now O 7R
— FAR—=F VIO EFEEFFICEFTHI LIV I RE v —P R
— MZEAEETHZENTEET,

Access to IDI may be unavailable or operate differently in certain

environments, including but not limited to the restricted or self-
hosted environments.

IDI ~D7 2t X%, FIRINETREEEE)LT TR X FRERE,
JEDERLG TIEFIH TE L0, E/ENTRLR SEHN P8 X TOSH55Y
HYET,

Case Target Response
Times and Target Levels of
Effort

HESEREE BAEDOE IV

~Jv

Replaces the Case (Incident) target response times and target
levels of effort set forth in the Participant’s Agreement as provided
in the table below.

UTORIZFERD LBV . BZIMNEOAZRKICE D H HIEISERH & B
RO~V EELET,

Case Target Target Level of Effort
Priority Response Time B L~

BEE  BERERMN

P1 30 Minutes Continuously, 24 hours per day, 7 days
30 43 per week

WEO1H 24 WER. E 7 H

P2 2 hours As appropriate, 24 hours per day, 7
2 Y days per week

1 0 2415/, B 7 RIZBWTEHE
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P3 1Business Day  As appropriate, Monday through
1 A Friday, 7AM to 7PM Local Time
B C AN DR, Rl 7 D
7B E CORTHEE

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

HIHEFEICHEN O &R, Fai 7 b
T 7EBETCOMTHEE

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

EREOBRESZ L -IUIZBWT,  THMIEFHE] &3, P AZ~—H
R— hOHYENBINE O — AH I LT DA, BIERN (%
ERFIZ) Now Support THIHFIREZRR A7 L a ) BIBIR 7z A D>
DARED TR 7 BN % 7 K E TOBIHEER] O AR — R R 20
VWET, ServiceNow (%, Support Portal NC, &N#E @ Hilsk o Eih
RFfE DY AR — b IR 2 ATk L £ 37,

Instance Observer
AL VARAR U AFTF—r—

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

SINFINL, A VAP AT TP —=NR— 2T 7 AT HEANE 54 FET
RETDHIZENTEET,

Instance Observer 1 provides a roling 45-day period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance.
AVABE AT T = N=1 1T BINEDA VAR ABRAT 4
TEHT Ty b T74+—b, TTVr—alBLUOA L TTANT Y
F X —DONRT =< AB IO E, 45 HiEfOEHE—Ev
At L ET,

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

VB, BIREASBREE, E T TR FREEDORNEIZA LT
IZIEHEI N E WA,

Impact Team

The Impact Team Includes a designated success resources (as
described below) and other ServiceNow subject matter experts
who, upon Participant’s request via the Impact Delivery Instance
or the Impact Application and in accordance with Participant’s
applicable Impact Package, perform and provide the selected
Impact Deliverables. The designated success resource s

4
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Participant’s primary Impact point of contact, providing program
management oversight and driving Impact Deliverables. The
designated success resource acts as the Impact ambassador,
curating the Participant’s content and best practices and makes
recommendations based on desired goals and product mix.

Impact Team (Zi%, fEES =Y 7R Y VY —X (LLFICEBAT
%) BIXOZEOMO ServiceNow OFFESEFOEMENEG i, T
50 IL, Impact Delivery Instance %721 Impact Application %
WL MEPLOERIZIE LT, Z2MEBFDOEY T 5 Impact
Package 12t~ T, #®IRE 7z Impact Deliverables % Fjiiks L OY
BULLET, FBESNEY 2782 Y Y=L, Impact (ZB4 %500
FOELDHHELEEATHY, Tl T AKXV A MEBGEL,
Impact Deliverables #{t L9, fHESNT=H 7R YV —RIL,
Impact &7 A\ L =L ) BIEOALT YRR A NS TS
T4 ABUEE - BE L, MIRF SN BAER X O AR R IZ IS T iR
SEITVET,

Impact Operating Model
Impact ERE TV

The Impact Operating Model will comprise, in accordance with
Participant’s applicable Impact Package, a catalog of Impact
Activities, including but not limited to, Impact Deliverables and
Impact Accelerators designed to assist Participant’s utilization
and leverage of the ServiceNow platform.

Impact #EHET /M, ZME DY T % Impact Package 127V,
&I L% ServiceNow D77 > ~ 7 4 — L OFHSTEH 2 38+
Ll Impact 777 4 €7« (Impact Deliverables & U Impact
Accelerators &5 Te R 2L HIZERE SARVY) O X 8 7B E
nET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 13,

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

Impact Team 726, Delivery Instance @ U T, £72i%
Impact Application %z C T

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

1R OT7 77 4 €7 0 & LT, Eidmicigfitsing
BEndn £7,

The following are illustrative examples of Impact Deliverables:
LLFIX. Impact Deliverables @ 341 ¢4,

Value Blueprint — The documentation of Participant’s
desired business outcomes.
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NY)a—TN—=FY o b= MEOHFESNDIE TR A ED

REICHET D FxaArrT— g,

Customer Impact Plan — A plan to capture the activities,

competencies, and applications aligned to the

Participant’s success goals.

H A E<—Impact 77 —SN#F O BIEERICE DY T 7

TAET 4, ALETUV—BIORT I r—a ARG

THEDDT T,

Capabilities Map - A reference document created to

reflect Participant’s current  application  usage,

integrations, data model, capabilities, and instance

activity.

B~y 7 —SMEOBIEOT 7Y r—v a3 O AR

W, A>T 7 v—var, T—2E7N, EEEBIOAS v

ARG UAT I T 4 BT 1 &k L TR S L2 IR,
ServiceNow may add to or otherwise modify the catalog at ifs
sole discretion, provided that, during Participant’s Impact
Subscription Term, ServiceNow shall not materially diminish the
overall level of value available through the Impact
Deliverables. The current catalog of Impact Deliverables is
available on the ServiceNow Product Documentatfion site
(https://docs.servicenow.com/).

ServiceNow (X, ACOHWIZ LY, ¥ a BN EIIEEELT
IGENRHY ET, L. ZMFED Impact 727U S a U
M. ServiceNow (. Impact Deliverables % i@ U CHIH A RE 72l
DMEMNREELZZELLEB LAV E L E T, Impact
Deliverables @ 71 % & 77 @ & Fi k1%, ServiceNow @ Product
Documentation ¥ b (https://docs.servicenow.com/) k- TRI%E 9
HIENRTEET,

Impact Accelerators

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

1 [\R Y @ Impact Deliverables ., 3 X OV #i 19 72 Impact
Deliverables 2z, &#E 1%, Impact Accelerator Catalogue 2
LD LB Y, Impact Accelerators IZH 7 7 AT 5 LN TEE
75

The Impact Accelerator Catalog is a pre-determined list of fixed-
scope offerings that may assist the Participant in maximizing fime
fo value as described on the ServiceNow Product
Documentation site (htftps://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.
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Participant may consume any number of Impact Accelerators,
provided that Participant may consume Impact Accelerators
consecutively only, in accordance with Participant’s Impact
Package.

Impact Accelerator Catalog (& . ServiceNow @ Product
Documentation #1 | (hitps://docs.servicenow.com/)IZ i & 11
H, ZAL Ny =N 2— (TIV) ZHRKEED D ETSINE % R
T5H—EfREHOA 7 7 U 7T A ED Y A FTT, Impact
Accelerators [ZHMTHEAT 5 Z 12 TX 3, Impact Package @
—#E L TCoOAFHTEET, ZMBEOREMRYHE O AN Impact
Accelerators # Bl R Tx 4, 2MEFLFIH T& 25 Impact
Accelerators O IZHIRIXTH 0 THE AN, 2IHE L. Impact
Package 121V, it L TDO A Impact Accelerators ZFH3 5 =
EMTEET,

ServiceNow may add to or otherwise modify the availability of
offerings comprising the Impact Accelerator Catalog in its sole
discretion. Certain Impact Activities may not be available to
Participants in restricted or self-hosted environments.

ServiceNow %, HE ¥z Xk v, Impact Accelerator Catalog
ERERT AT 7 U ZORHAMEA~OBINEOMER 2T H5E1H
V¥, Impact 777 4 BT 4 OHFIZIE, HIRINTZERE TRV
THRA NREOSMEICH L CRETERVNLOLH Y T,

Expert Services Discount
Expert Services DfEF[ =R

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

Z OREREIX. BN IS LT, ServiceNow 0 Expert Services Dl A
(2o & S%DMGI Rz iRt L £7,

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

Z OB =R 1X, Expert Services O pE A% 20 & du, BN OFHR
RHIZ L AR EIIFEHTE I A, HEIROEFMZER T
Ba. 2 ODEBIRD S LIRWSOMBIRMMEH SN LBENH Y £
TO

Training Discount
P == 7 DIEFIR

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

ZOEBEITZ, BhIF T3 L, ServiceNow @ kL —= 7 DlEAIZD
X 10%DOME5 2R L £ 7,

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.
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Consent
mIE

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental activities including the
performance of a HealthScan, creation of a Temporary Instance, and/or demonstration of certain
ServiceNow products on a Temporary Instance (“Supplemental Activities”), are subject to
supplemental terms. Such Supplemental Activities will be denoted in the applicable catalog
and/or in the Impact Digital Experience. Should Participant select an Impact Activity that requires
performance of Supplemental Activities, the supplemental terms will be presented to the
Participant either via the Impact Delivery Instance, via the Impact Application and/or other
electronic meansin certain circumstances for acceptance and will apply, solely fo the extent and
with respect to delivery of the applicable Supplemental Activity to Participant.

ANIVAAF X L DEIT, BHEA VAL ADIER,. BEOEEAS » AX A LETORED ServiceNow
HEOTELVA N —vay, FREFZONTANEZED, MENRT 7T 487 4 (LLF THiR7T 7
TAET 4] WD) 2LELTHEED Impact Deliverables, Impact Accelerators, £ 7213% D Ath
® Impact 2R =% b (LIF, #E lmpact 7277 4 €T 4] &v9) IZiE, RSN EH S
T, WET 7T AT 41X, ST H X e B X0 Impact Delivery Instance % L < X Impact
Application £721Z 20Vl ESNET, SMERMET 77 4T 1 ODEITELELTD
Impact 77 7 4 ©7 4 IR L1256, £ O 251 Impact Delivery Instance i@ U T, b L<
% Impact Application ZiE U T, & L IFZZHEOTZOIZFEDRPUZB N TEDOMOE T FEAE T
T, FREFEZONTNUNICE D BINFICR RSN, N8 T BT 77 1 ©F  OBUE IZBI# 3 2 %[
TORSMEIZEA S NET,

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

ZE L. Impact Delivery Instance 1 XY Impact application E7213F D003 L D7 &8
MEEAMEA LT, M7 2774 T 42 0%ELETD Impact 77T 4 BT 4 ZBIRTE D2 —H —HHE
EEHTAZLENTEET,

ServiceNow Provided Resources
ServiceNow 23 fit42 0 YV —=x

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 Participant acknowledges that such third-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data
protection law) may process Participant Data, including any Personal Data contained therein, in
order to provide the Impact Package. Notwithstanding anything else to the contrary in the
Agreement, including with regards to nofification of new Sub-Processors, Participant hereby
authorizes ServiceNow to engage third-party service providers in the delivery of ServiceNow's
obligations, provided that ServiceNow shall require that such Sub-Processors maintain data
8
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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 subcontractors, and subcontractors may
not seek payment (either directly or indirectly) from Participant.

ServiceNow %, AEEEEICH-S< ServiceNow DFEHEOLEE /21T —EOBITICOX, FE=FDHW—
EAT BN HX—=ICWDOTHEFETLHIENTE, ZMEFIL, ZOFE=FOF—E 271 FX— (K
B E T S5 T — 2 BBV MUEAHEE ] L)) 23, Impact Package % k4
B2z, BMEOT—4 (BT —XICEENIWAT —252E5T) 2T HZ LICEAELET,
7 RBAERFE OBAICEAT R EE G A, RENPIZHK T OHENR S D L LTH, MFIL,
ServiceNow IZxt L. ServiceNow OEBBDBITICOXE =ZFEDOH — AT a "M X —lKiLtTEZ L%
FFELET, 7272 L. ServiceNow &, UHMHEE Cx L, AMICHESL ServiceNow DF — # {§:#
RHEERASEOREREZMFFT AL OTERL, /2, 2MER VO TLLNE Y —EAT B, X —D
T — SRR DU T 2 SRR B IMEREER TEX D NG ER Y £, HBERRS 2558
L ORI A R, ServiceNow 7% Impact Package it 2 milc. &1L, ServiceNow 7>
SIgft b U v —RZk LT, BITHIRIFIC Impact Package #4270, BIMEDA A X
VASNDT IR AR LT IR Y £ A, ServiceNow X, BEEE DIEASAEAICHOX, H
5DELSARIES L RRIC—UOELEZAWET, ServiceNow 1E, ZREEFITHILH &, FmidX
o RETHD EFRESNDIIMAD I WVIZOEHFMLAAV, BEETIISMFICK LT (HEMICH
MHEICH) KW ERDDZ E1TH Y THA,

Participant Provided Resources
BMEPEEST DY V—X

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:

S IE, Impact Y7 227 ) Foa VIR ORY T L A=V A R, LT Y Y —2 %
T 0L LET, F—0VU Y —2ANEHOBEZRET S L HAETT,

Participant Resource Responsibilities

BMEDY J—R R

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

developed, tested, and delivered to specification.
TaY FOFEEBHELEEL, VXA LO=— A0 —F—
DEREA =Y —L LTH#A, ZNEHEML, BRI L, BAEL.
MOBEMEERLET,

Enterprise Architect Provides a holistic view of the organization’s strategy, processes,
and other systems, including any necessary policy or
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T BT FTART —XT
k

organizational requirements. Helps guide the Platform Owner to
align with technical or functional standards.

BT T RO L DB 2 E A MR OIS, e XB L VE D
s AT DTONT OBl A SRR LE T, Bl 72 1386E Loz
CHATHESY. 7Ty b7+ —bA—F =R E 52 £T,

Executive Sponsor
TITBIT AT AR Y —

Primary strategic contact for ServiceNow.
ServiceNow & ##ET % F-7- 2 kMg 4 3

Platform Owner
5y N7k —bF—F—

Responsible for the overall accountability of the ServiceNow
platform. Provides leadership and oversight to the System
Administrators, ensures team alignment fo business strategy and
the ServiceNow roadmap, and is actively involved in the
overarching governance of the platform.

ServiceNow D77 v k74— LNZHET 5 2EA AT EZANE
T, U—F—L LTI AT LT I =X bL—F —ZEEL, EVX
AHERS F O ServiceNow D v — R= v ZIZ[A)) T I — b OEHE 2 HE
T2 &3, 7Ty b7 — AOAFERR A T AR TR
DAHAE T,

Business Owneir(s)
EORAA—F— (LD
BEHy)

Line of business service owner(s) outside of IT.
ITZER<, EVRAP—E RO —F— L& LTOHOMHE

Process Owner(s)
IavRA—F— (LD
BEHy)

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

ServiceNow O7 7V r—a VNICBWTHEEIN LK T e EAD
IEFEDNDFERIRERIC OV TH Y T 255 E 5 B O FEFIE

System Administrators
VATFAT RI=A L —4%

—

Maintains the stability and usability of the ServiceNow platform by
performing application maintenance, managing support for
cases related to ServiceNow applications, and contributing to
ServiceNow software releases by delivering configuration tasks
and features.

TV = a yORSFEER L, ServiceNow OT Y r—a v
WS 57— 2D AR—FE2EHL, hoar 74 Falb—ray
DHE AT CHEREZ 45 Z 212X Y ServiceNow Y 7 F o =7
V=259 252212k - T, ServiceNow 77 v N7 4 —LD%E
EMEE A AR R L 9,

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

ServiceNow OEHE R L —=0 T a—2%ET L, BEEDE LT
RBESND VAT LEE (RKIK24)

Travel & Expenses

icE - R
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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 Parficipant’s headquarters (as
determined by the “Ship To" entity and address on the applicable Ordering Document, referred
to below as Participant’s "*Domestic Location”) by the Impact Team. Reasonable travel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.

BIBEDEHNRWRY | ServiceNow 1%, Impact Package @2 R—x v b &) £— FTREEL £,
ServiceNow @ U Y — 2% Impact Package %% AK— s T 57 OICHIERLEREGA, SNEO
Impact Package (21X, Impact Team (2 X 2 Z#F OAM ( THIAYE] OFEFOFTTEMIZ X 0 H
S, EANIEYTHECCEICTER SN, B2EO TERNILE] L LTTRIORENRET) B3
TV A MR EENET, ERNLESA DY A S ~OFRIZ 05 GBI 2L, SINENEaH
LET,

Impact Package Warranty
Impact Package DOfRFE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notifies ServiceNow of such non-conformity then, ServiceNow aft its opfion will, as
Partficipant’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.

SINEN, #WE L7V Impact Package @ =2 R —3 > b o#RMEEZ T 5 30 HUWIZ,
ServiceNow (YRS 2 b8 7284, ServiceNow (X, H B OREIRT, BIMEDOHE—DORKF L L
T, AERFCHREOBRELREMICOE | HYEAHEEERET DL IM¥E LOGEMN LB T EAT O D,
Impact Package ##& 7 L, #& T HLUKEO@EA L2\ Impact Package (281F % Impact 7227 U
7 a VIR OBRYIBIOS CTaHAE OV T 27 ) Ty a VEMEESINE IR VWE L E T,

Managed Service Provider Specifications and Requirements
XY R =R F—DHHk L B

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

BINEIX, 7 T4 7 bOREEDO DT IZ Impact Package O R—3% > MZT 7 & AR
SUOHHATHZ B TEES,

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

SNE L, 77472 Mt~ T, Impact Package (Zf#d 25 Y 7 =& k% ServiceNow
WCEETLREZANVET,

Participant must administer the ServiceNow Impact Delivery Instance.
ZN#E L. ServiceNowdlmpact Delivery InstanceZ&F# L 722 1T 1uiE7e v £8 A,
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Participant is responsible for management of consent across Impact Activifies and
providing Client with access to ServiceNow Impact Delivery Instance.

ZINF L. TXTOIMpact? 75 4 EF 4 IZHOWTORIEEZHH L, 7547 MIxtLT
ServiceNow®Impact Delivery Instance~D7 7 2 A ##¢fli3 2 BE2 AW E T,

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

ZMEIL, Impact 77T AT 4 DT IFAS VA LB —Tx2—RAbLh, BREATDHLVAT
LT RI=A ML —F—ZEELRTNIERY EEA,

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

with Client.
ServiceNow [Z, 7747 hEEESLCYVRD TI2RELZADT, ZMELHESLCVRY 755
BOHEBANET,

To the extent Participant grants Client access, as applicable, to the ServiceNow Impact
Delivery Instance, fraining courses, or other ServiceNow Impact components, materials, or
resources:
SINE DB LB U T, ServiceNow Impact Delivery Instance, hb—=27 a—x_ 72X
ZOfhd ServiceNow Impact D> R—x > b, &k, F723V Y —A~DT 7 8RAET T4
7 v M ET 254,
¢ Any supplemental terms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources.
o DINDYI—=ANDI TAT LV DT 7 EAIHONT, Impact Accelerators (23 ] &
NDERMEE G ZICRE SR W RSN EH S vE T,
e Participant shall be responsible for ensuring Client's complionce with any
applicable terms of the Description.
o BIEIL., 7 T4 7T FIAREARFOEM R OB T AR T OBEEEAVET,
e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o ZNE L, ServiceNow NEMEIZ L > THEINTZT 7 BERAZEHIT L2 LICFREL
F7,

Additional Specifications and Requirements
BMDLLER & B

The Impact Package may include advice and recommendations from ServiceNow, but
Participant agrees that all decisions in connection with the implementation of such advice
and recommendations will be the sole responsibility of 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.
Impact Package (2i%, ServiceNow B DT RN ZACHELERIHN G TN HENH Y £F
D BINEZ, MET RS ZAHEREFIR 2 FE i 9 5 a0l T 2 T X TOWREICHONT, &
12
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MEDOHRPELEZA D ZLIZFAELET, S, ServiceNow 2MEftd 257 F3A Z0HELE
P ABRRT R 22T 2 bOTIEARL, £, WHRLEMROBETICHETIRHTL R
WZEEZHRIICTHL, ZAUCRIBE L E T,

ServiceNow will use commercially reasonable efforts to confirm the mobilization plan and
composition of the full engagement team with Participant within 4 weeks from the date
the parties mutually agreed to commence deployment of the Impact Package.
ServiceNow 1%, Impact Package O#HEFAIEIZOWTSINE & O THAICEE LB G 4
HEELUNIZ, 2IE L= 7= A b F—L (=AY F—20) 2EROE SN L O
AR T DT DI O GHM BN 2T b DL LET,

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

ServiceNow 2MFFIZHRE L 72V BR Y | Impact Package B L DR & LA U5 R Wi
FECIERR S ILE T,

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

ServiceNow (%, &#&E. 7747 bETITFE=#F (ServiceNow DEFLEE %) =FEKA
ELTAEUBIEIZR L TEEZAVERT A,

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.

ZME L, BINEFEOHEESCREAB LY 747 v FOREEECNRE AL Impact Package
DDA T EE &2 BT, ZBIMEOHEERLRIALB LY 747 0 FOEEESREAD
EHEIT, 725N ServiceNow [ZHEflk L7= TR Co7 —& | Bkl T OME RO IEfEl: L 522tk
WZOWT—HDOFELEZANVET,

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.

WHEIND D AX~—HKR—F&EFEX, Impact Team (%, ServiceNow o % # & 3 H
(ServiceNow F72I3BIHIOMAH #BR<, AMEENSEMEH £ TOFHT 8 Kbtk 6 RFE T

DHHO R 12, ZIMFICH—E Az L £ 7,

Impact components not consumed within Participant’s Impact Subscription Term will not
rollover to the subsequent annual term and will expire with no further credit or refund.
Impact 7227 U 7o a VHIFNICRIH S L7205 72 Impact @3 AR —3 > M, REES
oz LixTE P, RN LR, BIOZ LYy AT EESRSZ 2L, BEL SR
FHA,

Participant will receive communications from ServiceNow via email, phone, through the
Impact Delivery Instance or through the Impact Application regarding the Impact
13
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Package and acknowledges that access to the Impact Delivery Instance may require
multi-factor authentication by Participant.

Impact Package (287 % ServiceNow 7o DIRZEFIAIL, E A—/ L, FEiE. Impact Delivery
Instance %z LT, 7213 Impact Application Zi L TfTdil. 2MMEF X, Impact Delivery
Instance (27 7 B AT 572 OIC S BHRBIENME L R DGANHDL L2 THLET,

The above components may be augmented by ServiceNow as described in the Product
Documentation at https://docs.servicenow.com/ , provided, however, that ServiceNow
will not materially diminish the overall level of Impact Package offerings during
Participant’s Impact Subscription Term.

EiEoarR—x M, Product Documentation % b (https://docs.servicenow.com/)
IZFREH D L B0 | ServiceNow IZX > THIFESNDEENRH Y £§, 72721, ServiceNow [,
ZINFE D Impact 7 A7 V) 7y a UHIF, Impact Package 47 7 U > Z oK) L
NaeFELKBTHE77Zi3dH0 £HA,

Exclusions
18 kRS

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.
FRO~RY R —E AT a o X —Ofhkk & B ICRE SN2 %2 R &, Impact Package
ZEEAN L722ME O HZDN, FECLCEICHRO B0 | Impact Package #5325 Z LR TE,
ZIMNFNT, BEXLEICHARINZ TFAT VOREEZ VR — T 2720ICOHFIATHZ N
TEET,

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

Impact Package i%. ServiceNow do#fLizo>x BEEA OV R— b, h—¥E AL I1IEHESE
ERNEASIND b >N SN E A,

Impact Packages are not available for domain separated instances that Service Provider
partners use to support Clients.

Impact Package 13, +—ERX7a XA X —R— | NF—NRI T4 T eV FR— 1 T570DIC
EHT S, FAAL BNV —a b VAF U ATEMATEEY A,

Impact packages can only be applied to paid production and non-production instances,
including the initial production and non-production instances included with Participant’s
subscription. Impact Packages do not apply to unpaid instances such as temporary, demo,
POV, or other instances issued to Participant without an associated fee.
Impact package 1%, Z2MEDY T A7 U T a NIEENDLBAIDAFL LOEAET A A
Z oA kET, AEOREFEBLIOEREA v AX L RAZOREAT 5 ENTEET, Impact
Package (X, ®E, 7E., POV, F72I#T 2B L TCMBFICREEIN DA 2 Z R
IREDEBBEDOA AL AT S EE A,
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Certain Impact components may be limited for the following:

Impact DFFED =z R = ME, UTICEALTHIRSNWD2HE1H D £,
. Participants hosted in certain restricted environments.
o  FFEDOHIBEINTEIECHRA NI TWHEMNFHE
e Parficipants with self-hosted instances.

o  EBEATRRNIAL LA ADBINE

. Offerings not deployed in a ServiceNow data cenfer.

e ServiceNow 7 —# o & —TifkahTnint 77U 7

e Parficipants who opft-in to region-specific support offerings.

o HUKEA DY R — MEIZFEE L TW S INE

e Parficipants with domain separated instances under certain conditions.
o MEDOEUETTRAL U ERL—2a A VAR ADBINE

. Participants with instances hosted across multiple hosting environments.
o BEOKRAT 4 VITBETA VAL U AZKRA NS TWDLEINE

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

BIEEDEDNRWVIRY | Impact Team X, A > 7V AT —vay, avr7 4 Xalb—ia,
ALy THBELII N L —=0 7 EBITVER A,
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