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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 fools, self-help resources, human-led
engagements, discounts, and additional benefits made available to Parficipant 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 Participant in accordance with the Impact
Package procured by Participant:
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Description

P

Impact Digital Access and
Increased Access to Support

Participants consume and manage their entitled Impact deliverables
and capabilities electronically primarily via the Impact Application
installed directly on the Participant’s ServiceNow instance. The Impact
Application also allows for a data synchronization (“Data Sync”) with a
ServiceNow infernal Impact instance dallowing for real fime
communication with the Participant’s Impact Team. By using the Data
Sync, certain data will be shared with the ServiceNow internal Impact
instance which may be hosted in a different Data Center Region from
the Participant's originating ServiceNow instance. Participant can
control if data is shared with the ServiceNow internal Impact instance. In
addition, to access the Support Portal, Participants may contact
Customer Support via telephone at the number(s) listed on the
ServiceNow Support Portal.

SINFE L, BINE O ServiceNow A Y A ¥ v A EIZEHEA VA h—/L
Eh 7z Impact Application 8 UL CEIZE I, BASINE
Impact O EME T OMEZFH - FH L F 7., Impact
Application 1%, 7—# M (LLF [F—%FE#) £vH) #FHL
T ServiceNow OWES Impact f V AX AL U TV H A LT
Impact Team & OEELZFAIREICT 2T — X RASEE LA TV E
T, THXRAMEEHTLI LIk, —HOT —ZRNBINE DD
ServiceNow A VA X VA LFBIOT —% v X —HITHR A F X
TWABELEMNH 5 ServiceNow ONES Impact f v A& R EHEF X
nE9d, BINFIX, T —% % ServiceNow OWNES Impact A > A% v
RELETOINE I MEERTEET, YR—FR—FL~DT 7k
2NN A, BINE T ServiceNow DH R — M AR—Z L cHBik ST
LBHEBFICER L ALY v—Y R — MNCHEKT L L TEE
7T

Case Target Response
Times and Target Levels of
Effort

BERICERHE L BREOE IV

~v

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.

LIFORIZFEHD LBV | ZINEDRZINED D BFISERH & B
OB~V EERTLET,

Case Target Target Level of Effort
Priority Response Time BAESR A L~

BEE  BERISERH

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

W, 1 B 24 [, @7 A
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P2 2 hours As appropriate, 24 hours per day, 7
2 i days per week
1 H24 W5, 7 HIZBWTHEE
P3 1Business Day  As appropriate, Monday through
1 R Friday, 7AM to 7PM Local Time

BRI CH M DM, TRT 7 R D
T 7 RE TOMCTEE

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

HHIERR CH D ARE, PR 7 oo
1% 7 BEE TOMCHEE

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

FRROBES LV WT, THUHIRRE) &k, A A2 ~—H
R— FOHYBEZENRBINE D7 — ATk L TWDLIEE . SER &
FERFIZ) Now Support THIFIREZR A7 2 a i bR S 7z H s
DARROHT 7 BB F# 7 BE TOBHBRER O YR — N IR 2 0
WEF, ServiceNow 1%, Support Portal NC, Z03& o ik o Hiith
IREfH] D B AR — N REfE 47 &2 AT b L £ 9

Instance Observer
A VAREVRF T F— s —

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

BINENE, A VAL AT T —=NR—=IT 72T HHANE 54 FT
BETDHZENTEET,

Instance Observer 1 provides a roling 45-day period of
performance and availability monitoring of the platform,
application, and infrastructure hosting Participant’s instance.
AVABZ AT T ==X BIMNEFEDOA VAR RAEBERAT 4
TTHT Ty 74 —b, 7TV r—varBIXOA T TAT7
F o —DNT =~ AR IO AMHEIZOE | 45 AEROER Y —E
A& L ET,

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

\HIAE, BRI B, FlEEL TR NBEDRNEIZR LT
(TS L EHA,
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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 is
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 Parficipant’s content and best practices and makes
recommendations based on desired goals and product mix.

Impact Team (2%, FBESIN=H 7R Y V—2 (LLTFIZHAT
%) BLOFDOMD ServiceNow DIFESTFOHEMAENEGEI, Zh
5O TE. Impact Delivery Instance %7213 Impact Application %
BLEZMEBEIPLOERICINLC T, Z2MEDZEYET 5 Impact
Package (21~ T, RS 7= Impact Deliverables % s LW
BILLES, FEEESNEY 272 Y Y —21F, Impact (2T 55
FOELLDEEEOTHY, 7ul T AT A MEEREL,
Impact Deliverables R L ¥4, fHEI NV 27 EBRY V—X|L,
Impact O7 A\ H =L BIMEOA LT YRR A NS TS
T4 AR - BB L, WIS BAER X ORI I DV T dE
SEITVET,

Impact Operating Model
Impact EHET v

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 Partficipant’s utilization
and leverage of the ServiceNow platform.

Impact EHE T /ViE, 2INEOF ST 5 Impact Package (2Ev,
SINFEIZ L B ServiceNow D7 F » b7+ — AOFACIE A %2 XiE7
L7129 ®Impact 77 7 4 €7 4 (Impact Deliverables & U Impact
Accelerators # &N 2NV HIZIRESNRY) OB X v 7o bR S
nET,

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 3.,

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

Impact Team 75, Delivery Instance ## U<, 720
Impact Application Zi# U T

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

1B DT 77 4 7 4 & LT, Elidfermicitftansd
BENRH T,
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The following are illustrative examples of Impact Deliverables:
LLFi%. Impact Deliverables o E4]T9,

Value Blueprint — The documentation of Participant’s

desired business outcomes.

NRY a—=TN—=FY b= MEOHHFEINLIET XA LD

FRBRICEET S R a AT — g,

Customer Impact Plan — A plan to capture the activities,

competencies, and applications aligned to the

Participant’s success goals.

HREZ<—Impact 7 J v —BINF O BEZERICEDERT 7

TAET 4, AVET V=BT T r—a v ERS

THEODTT L,

Capabilities Map — A reference document created to

reflect Participant’s  current  application  usage,

integrations, data model, capabilities, and instance

activity.

Rt~ v 7 — 2B DOBAEDOT 7V r—2a OEANR

. AT 7 b—vay, 7—XET/, BEiEELLO/

AB AT T 4 BT 4 ML THER S Ve 2 RCE,
ServiceNow may add to or otherwise modify the catalog at ifs
sole discrefion, 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 Documentation site
(https://docs.servicenow.com/).

ServiceNow %, HEOHWIZ LY, ¥ o ZZBMEIIEEE1T
FGENRBVET, L, BIED Impact 7 A7 U T a U
s, ServiceNow I%, Impact Deliverables %@ U CFI A RE 72
DAMREEZZLIEBLAZVWLD L LFET, Impact
Deliverables @ 71 % v 7 @ & #i i 1%, ServiceNow @ Product
Documentation # 1 k (https://docs.servicenow.com/) b CH%E 9
HZENTEET,

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 BB Y ® Impact Deliverables . ¥ X Ok %t 89 72 Impact
Deliverables (2 z.. &MM#F 1%, Impact Accelerator Catalogue (2
O LBV, Impact Accelerators IZH T 7/ AT HZ EINTEE
75

The Impact Accelerator Catalog is a pre-determined list of fixed-
scope offerings that may assist the Participant in maximizing fime
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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 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 ¥ k(https://docs.servicenow.com/)IZ H#H X4
L. AA LRy —nRY a— (TIV) ZERKERED D ETHNE % %
TLEHEOAT 7 V7T 2ED Y A FTY, Impact
Accelerators [ZHMTAT S Z £1XTEJ. Impact Package @
—#ELTORFHTEET, 2MEOREHYE O AN Impact
Accelerators Z#ER & £+, 2MELFAH TE 5 Impact
Accelerators OHEIZHIRIZTH Y THE AN, 2IMFEIL. Impact
Package 7€V, #fE L TD A Impact Accelerators ZFIHT 5 Z
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 1%, HC.OHEIZ LY, Impact Accelerator Catalog
ERERT D247 7V T ORI HAMES~DBINZEOMEEZITHHENH
»E£9, Impact 7774 EF o OHFIC, HEINTBETROEL
THRANREOBINMFICH L TRETE 20D EH Y 77,

Expert Services Discount
Expert Services DfEF| =

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

Z OMREIX. BINEITH LT, ServiceNow @ Expert Services O A
2D E SBOESIFRAZRZME L T,

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 DOfEBIFRIL, Expert Services O pE A I S, BN o FRi
BN L DMERIR EIIPFH T £/ A, I ROEF LN T
Uia. 2 DOMESIFED D HIRWFOMEBIENMEAINLHG60H 0 E
ﬁ‘o

Training Discount
FL—=r FDfER|R

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

Z OFEREIL. BINEICK L. ServiceNow O b L—=1 7 DOl AIZD
T 10%DES | R Z Rt LE T,
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This discount is applied to the commercially available price of the
Training offering. Some exclusions apply.

ZofESIFRIE, b b—= 2 7 ORI IE T S E s, — s
BRI D D £,

Consent

FAE

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental activities including, but
not limited to, the performance of a HealthScan, creation of a Temporary Instance, the use of a
ServiceNow Centralized Environment, 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 ferms will be presented to the Participant either via the
Impact Delivery Instance, via the Impact Application and/or other electronic means in certain

circumstances for acceptance and will apply, solely to the extent and with respect to delivery of
the applicable Supplemental Activity to Participant.

ANIVARAR L DELT, BEA AL U ADVERK, ServiceNow OEKBREDOFHEH, BLOEEA v A
2 A ETORED ServiceNow B OFEL A ML —y gy, FHREFEFOWTNNEET (277 L 2
NWHIZRESNZRY) | MikRT 7728740 (LN W7 27748741 LW)H) 20EET5H
k€ @ Impact Deliverables, Impact Accelerators, £ 721XE DOl Impact = A —x> b (BL T
H. mpact 777 4 €7 41 L09) I, GRS ERSET, M7 77087 11, %4
T 25 h % a7 L0 Impact Delivery Instance $ L < IX Impact Application F72i3% DWW unicie
HWEINET, BMENHLET 7T 4 ET 4 DFEITEMNEL TS Impact 777 4 ©F ¢ &I LTIZ54E.
Z Ol 541X Impact Delivery Instance i U T, & L <1E Impact Application Z@ U T, & L<
IEZHEDOTDIZRHFEDRIIZB W TEDOMOE T FEEZBE U T, EIEF0ONTANI LY BINFITHER
REI, EETHMET 7T 4 BT 4 OFMEICEE T 2 TOASMEF ICHEA S ET,

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.

21X, Impact Delivery Instance 3 X O Impact application F72iZF DWW L 2 7 o & B
MREAHEHL T, M7 27T AT 4 2M4ELTD Impact 727 T 4 ©F 4 ZIRTE 52— —HhRE
EEMTHZENTEET,

ServiceNow Provided Resources
ServiceNow #3425V V—=R

ServiceNow may at any time engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and 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 fo the contrary in the

7
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Agreement, including with regards to noftification 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 Parficipant 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, 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 subconfractors, and subcontractors may
not seek payment (either directly or indirectly) from Participant.

ServiceNow 1%, AftEEEIZHE 5L ServiceNow DEBEOEHLE - IT—HDOBITIC DX, HE=FHFDV—
EAT BN X = 2D THEETLHIENTE, BINEIL, ZOF =0 —E 2T a1 ¥4 — (K
BRIFEITEA SN D T =2 RO T TRELEE] L)) 23, Impact Package #12k4
L7202, BMEBOT—4% (BT —XICEENDIMBAT—F2ET) 20T LICRIBELET,
Bl RELEE OBMIEATIRAEZE A, AN FITHKTLIHERHH L LTH, 2IMFIE,
ServiceNow (2%} L. ServiceNow OEZDBITICOXFE=F D — b2 a "/ F—cExiEt+rH L %
FFELET, 7272 L. ServiceNow (&, REMBE T L, AEMICE S ServiceNow DT — H {i#
BB ERIEORERELZMRFFT 2L IERL, 72, BMER VO TLIND Y —E AT A X —0D
T — AR BT A AR B IME R EZER TE D Z N0 3, BRERBH 25 EE
FOWE R HPHZ & . ServiceNow 7% Impact Package #1245 iic, Zn#& 1. ServiceNow 7»
LEMLEND YU Y=z LT, BT TIC Impact Package ##t457-91c, BMEDA 2 H
VANDT VR ARTFALRTNIER Y FH A, ServiceNow 1%, FFEEE OIELSPTRIEAICHE, H
D OVELRANESL LRI OO EEEZAWE T, ServiceNow 1E, BFEEFITLH I NE, 21X
HORETHD EFRINDAMMDOIHL NI HDEFLLZ AV, BFREFIIZMF IS LT (EENICS
M#EIZH) KW ERDDL ZETH Y TH A,

Participant Provided Resources
BMEPRMET DY Y —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 D% 722 ) 7y a VBRI OBS T 55 S =0 A M, BFOY v —2%
BRI 5508 LET. FA—0U Y — AR B0 2 RET 5 2 & bAaETT,

Participant Resource Responsibilities

BMEDY J—R Bt

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

developed, tested, and delivered to specification.

T/ NOFEBFBRELEEL, EURRA LO=— A0 —H—
DERZA =V —E LTHRA, ZhzedliL, BMRbL, &L,
MOBMEZERLET,
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Enterprise Architect
T E—TTART—XT 7
S

Provides a holistic view of the organization’s strategy, processes,
and other systems, including any necessary policy or
organizational requirements. Helps guide the Platform Owner to
align with technical or functional standards.

VB RO L OB A S A, MO, e ABLV0EOD
s 27 M2 OWT OB 2R UET, B L E - i3fkse Loz
WKHAT5E9, 9y b7 r—oAd—F—cfgdta G52 %1,

Executive Sponsor
TR T 4 T AR P —

Primary strategic contact for ServiceNow.
ServiceNow & ##E9% F:72 2 BEIKHH 4

Platform Owner
Iy b7 F—bA—F—

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

ServiceNow D77 v k7 4 — AT 2 2R ETE 2 A0V E
To V—H =L LTYVATLTY FI=AML—F—%BEEL, EUX
AHRIE 3 L OF ServiceNow D 1 — R~ AT T T — 2 O % fif
32T, 7Ty b7 4 — AOEIERR TN T R FERRAYIZ TR
DAL E T,

Business Ownei(s)
EVRAF—F— (LD
BEHY)

Line of business service owner(s) outside of IT.
T%&R< . EVRAP—EZADF—F—L L TO—EDH

Process Owneir(s)
Tuw At —F— (BEELD
BabY)

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

ServiceNow O7 7V r—v 3 UINIZBWTHEINDI K S rEAD
IEREDDTERTREFRIT OV TS T D5 ES B O FI 5

System Administrators
VATALT FRI=A ML —F

—

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

TV = a ORSFEEN L. ServiceNow O 7Y r—3g v
WCBES 57— ADH R —hEHFHL, »oar 7 Fal—vay
DHE AT OMREZ T 5 Z L1k Y ServiceNow O Y 7 v =7 1
V—2AZ%HG5T 252 Lick - T, ServiceNow 77 v b7 4 —LD%
EMEEHHMEERERLET,

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

ServiceNow DOEFZ FL—=0 7 a—2%ETL, EERD L LT
BESNDHY AT LEE (KK 24)
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Travel & Expenses
RE - R

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

BB DEDMR2WIRD . ServiceNow %, Impact Package =z iR—F > b & U E— FTRIELE T,
ServiceNow @V ¥V — 2% Impact Package # VAR — F T 372 DICHERMLERBE, 2MEOD
Impact Package i, Impact Team (2 X 25 MEBOARM: ( A OFFEE OFTERIC X 0 1
SN, FEARTEY T AECCEICRE SN, 2nEO TERLE) & LTTRFRIORENETD) ITBIT5
F oA MR EERET, BERNIELSNOY A R ~OFFRICH D5 GBI kL. ZNEP AR
LET,

Impact Package Warranty
Impact Package D{%IE

If, within 30 days after the provision of any non-conforming Impact Package component,
Participant notfifies 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.

ZNE N, WA LR Impact Package = v R—x > FO#EMEEZZ T TS 30 HLUNIZ,
ServiceNow |2 YR E S 25 67284, ServiceNow 1Z, H S DOEHR T, S0 OHEMMEY 722 Rk it &
ELT, AR EBICHMOBEBERBMHIZOZ, YR AEAELRET DX IME LORBEMN LB %2175
2. Impact Package ##& 17 L, #& T HUREO®E A L2V Impact Package (2315 % Impact 7 &
7 U7y a VI ORSIBIS CTiifAE O 7 27 ) Ty g VR RS INEICHWRE L E T,

Managed Service Provider Specifications and Requirements

< XY NP —ERTFu A —Dttik L B
Participant may only access and utilize the components of the Impact Package solely for
the benefit of the Client.

SINEIL, 7 74T bOFREDOT=H 722 Impact Package @ a v iR—3 > MIT 7B AE
FORHT R TEET,

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

&L, 77947 Mot - T, Impact Package ([Zf#4 2% Y 7 = X b % ServiceNow
WWHEETL2EEZAVET,

Participant must administer the ServiceNow Impact Delivery Instance.
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ZEIL. ServiceNowdImpact Delivery InstanceZ & # L7221 T UiE72 0 £ A,

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

BMEIL., T_THOIMpact7 7 T 4 EF 4 IZOVWTDRELZEH L, 7547 MIkILT
ServiceNowdImpact Delivery Instance~D7 7 & 2 2+ 5 FE 2 AV ET,

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

ZMFEX, Impact 777 4 €T 4 DT T4~V A X —Tx2—RARL7pD5, BREFTDHVAT
LAY FI=ZA ML —F—ZHELRITNTRD A,

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

with Client.
ServiceNow (&, 7 74 7 M EEESCYIRV TR BELEADT, SNELEESCVIRD 755
BOrEANET,

To the extent Participant grants Client access, as applicable, to the ServiceNow Impact
Delivery Instance, training courses, or other ServiceNow Impact components, materials, or
resources:
SINE DML T, ServiceNow Impact Delivery Instance, FL—=27 z—=x_ 720k
Z Ot ServiceNow Impact Dz iRm—x> b, BB FHF) VY —RA~DT 7B RAE T T4
7V M 5T A5
e Any supplemental tferms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources.
o MDY J—=A~DITAT v FDT 7 ATHONT, Impact Accelerators (25 &
NAEMEZETLN ZHCRE SN W RSN EH S ET,
e Participant shall be responsible for ensuring Client’'s compliance with any
applicable terms of the Description.
o BIFIX. 7 TAT v NPIAMAEOHEASGTOBEST AR T HIEMLEZAVET,
e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o  BIFEIL. ServiceNow RBMEAIZ L > TN EENEZT 7 AEFHTHZLICFREL
i‘a‘o

Additional Specifications and Requirements
BINOHRR & 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 orrecommendations provided by ServiceNow
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does not constitute legal advice and is not a representation regarding compliance with
any law or regulation.

Impact Package (Z1%. ServiceNow 716D T RN ZHERHEIEN G ENLBEAENH Y £
D, BINEIL, Uik T AL ZAHERRIAZ Efi T 2 0 E0NCET 5 TR TOWREICONT, &
MEDHNEMLEZAS Z EIZRBELET, BIEIEL, ServiceNow DHRET 257 R/ Z0HELE
D3 AERIRT AL 2T 2 b O TR, o, WhRDEROETFIZET LRI TH R
W2 EAPRICTRRL, ZHICFRELET,

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 (%, Impact Package OFEBERHAHIZ DWW TSINE & ORI THAIZAE LB D 4
BREIDNIZ, 2E = F—U Ay hF—La (P—E XY F— L) 2E0E B L O
FRZ TR T D 72D ¥ LO GBI E I ETH> b DL LET,

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

ServiceNow NRFIZHRE L2 W IR Y | Impact Package B L OZFDFER E L TELU D EMILE
FECERcS L E T,

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

ServiceNow (%, &, 7 747 > MEIEHE =3 (ServiceNow DOEFE¥EE % Fr<) %R
E L TAEUEBRICK L TETZRAVER 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.

ZIMEIL, SMFEORESCRBABIONT 747 FOREEEREAN Impact Package
DRI A T2 ELT 2 G, SMBEBOREECREABLOY 747 v FOREESCREAD
BT, 7 b N ServiceNow IZIRE L 7= TR TCoTF—% , Bkl L OMERO EfENE & s2ett
WZOWT—HoFEFRZANVET,

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 am. and é p.m., Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

WHINDZ WA ~—F K- bFEERE, Impact Team (L. ServiceNow ¥ & ¥ R
(ServiceNow F7213HIMIOME A #5R< . AANOLAMER £ TOFRT 8 MLk 6 FET

DHHLOBKEH) 12, ZMFIZH — A2t LEF,

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.
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Impact 727 U 7y a UHIRINICRIH S e o 72 Impact > Rm—3x 2 M, RIS
Moz LxTE P, HIRONE LY, BN LYy MMt EESRSZ R, BEbEh
FHA,

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

Impact Package (B3 % ServiceNow 75 DRFEFIAIL, E A —/L, EIEE. Impact Delivery
Instance #i@ L C. F 721X Impact Application i@ L C{Thi. ZIEF L. Impact Delivery
Instance 127 7 B AT 5 DI S EERIENLEL REEAENLL L2 TMHLET,

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.

EiEo=a v Am—x2 ME, Product Documentation 1 ~ (https://docs.servicenow.com/)
IZRE#ED £ B0 | ServiceNow I[ZX > THiESN5H608H Y £3, 7272L. ServiceNow (3,
ZINEO Impact 7 A7 U 7o a CHIYE, Impact Package 47 7 U > 7 ORI L
NEFBELRRTL2L502L1EFH0 £HA,

Exclusions
T A B

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.
LFROYRY R —E AT m A X —Dfhkk & BRI S-S %2FR & Impact Package
ERENLT=2BINE ORI, FEXLEICHRO LB Y, Impact Package #FIHT25 2 LN T,
SINEINL, EXLECREINTZ I TA TV NOBREEZY R — T 272DICOBFHET L LN
TEET,

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

Impact Package X, r—ERX TN, == F—=NT T T MNP R— T 570D
FEHT D, AL ERLb—va A UV AZ U ATIFRATE £ 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 (&, BIMEFEOYT A7 V7 a VZEENDIHREVOREL LOFEREA A
B oAk, HEOREBLOEREA VAX L AZOREAT 52 LA TEET, Impact
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Package 1%, BE. 7E, POV, 3T 262 L ToMBF IRt S A v AZ 2

\\\\\\

Certain Impact components may be limited for the following:
Impact DFFED a AR —x 2 MEI, UFIZELTHIRSN L2560 H Y £3,

ServiceNow products governed by product-specific support, services, or related
terms.

ELEA OV R — h, = XA EIIBEESRENEA S D ServiceNow DL,
Participants hosted in certain restricted environments.

FEEOHIR S NZEREE TR A TV A BINE

Participants with self-hosted instances.
BATHRANA U RE L ADSINE

Offerings not deployed in a ServiceNow data center.

ServiceNow 57— 4% o ¥ —TCigflt s Twnisnwt 77 U o 7

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

sk E A OV R — MEHICFEE L TV S3INE

Participants with domain separated instances under certain conditions.
BEDEETTRAL B —V g AV AZ LV ZADBINE
Participants with instances hosted across multiple hosting environments.
BHDORAT 4 VB TA VAR VAR A RSN TWDEINE

Except as expressly described in any Impact Package, Description, including Impact Add-
on Package Descripfion or Impact Accelerator, the Impact Team will not perform
implementation, configuration, staff augmentation, or training.

W20 Impact Package., {LHEE (Impact Add-on Package {LA#E £ 7213 Impact
Accelerator & te) [ZHRICHIBEDE DN S DG EEERE
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