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Impact Total - MSP Dedicated v4
Package Description
Impact Total — MSP & A v4 Package {fHZE

Impact Total - MSP Dedicated (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 (“Client”) of Participant specified in the ServiceNow Order Form (the
“Ordering Document”) in which Participant acquires the Impact Package.

Impact Total = MSP /A (LA F lmpact Packagel &\ ) X, ServiceNow @ Service Provider
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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 fo 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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ICHLEE S & D356, JEEIRDMESE L £,

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

ServiceNow 1%, & MHEA L7z Impact Package (2> T, BMEICLL T D a v R—x 0 k2424
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Description

NE

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
internal Impact instance allowing for real time communication with the
Participant’s Impact Team. By using the Data Sync, certain data will be
shared with the ServiceNow internal Impact instfance 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.

ZINEIL, BIED ServiceNow A AKX A FICEPEA VA M—ILER
7= Impact Application %@ U CEIZEFMIIC, A S L7z Impact DR%E
B IOMELFR A « B LF¥ 9, Impact Application 1%, T — X I[@lH]

(LR 5 —%E# L\ 9H) ZFIH LT ServiceNow ®WNHES Impact A >
AR ALY T IVHE A LT Inpact Team & O@#EEE A W[ HEIC 55 — & [AIH
BiEbHATWET, T—XRMEEHNTHIZ LI, —HOT—X
MENE DILD ServiceNow A VA X AL IFPIDT —H o Z —Hulik C
BABRINTWDEENH D ServiceNow DNES Impact A o AHX A Lk
BENET, BIEIL. T —F % ServiceNow DN Impact A > A H L A
BT OIMEI PEBEHRTEET, VR—FR—=FN~DT 7R
Mz, ZME L ServiceNow DY R — MR —Z IZH#E SN TV D EGEE
FICEFH L CHAF~—F R — MNIEKTHZ b TEET,

Case Target Response
Times and Target Levels
of Effort

BHEIGARE & BEEDOS
HL

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.

UTORIZFHHEDO LB, SINE ORI ED 5 BIEESERR & B
BV~ EEBLET,

Case Target Response Target Level of Effort

Priority Time HAESR A L1
BERE HERERR

P1 15 Minutes Continuously, 24 hours per day, 7 days
1543 per week

W, 1 H 24 e, 7 H

P2 1 hour As appropriate, 24 hours per day, 7
1B days per week,

1 H 24 K[, 0 7 BIZBWTHEE
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P3 1 Business Day As appropriate, Monday through
1 3R Friday, 7AM to 7PM Local Time

LM CH D&M, PRl 7 [ D
TP 7R E TOMTHEE

P4 2 Business Days  As appropriate, Monday through
2R Friday, 7AM to 7PM Local Time
U C A WED D AW, AT 7 BED D
F1% 7 BEE COMCTHEE

“Local Time", for the purposes of the Target Level of Effort in the
table 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 Participant’s cases. ServiceNow wiill
provide visibility to Participant’s regional Local Time window within
the Support Portal.

FREFOBFES LB T,  TBUMIRHE]) &3, W AZ~—HR—
N OB FERBINE D — AZHIGE LT BE5E, IER GEERID)
Now Support THIHRTRER A 7L a U bHBIREN T AN S &R DT
Al 7 RED> B 1% 7 R COBLHIFRE# O P8 — MR A 2 DD E T,
ServiceNow 1%, Support Portal IN"C. ZN3 @ #ilsk o B o 5 AR —
~RpRE Y A AT L L E

Developer Support
BRAREEYR—T

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

ZINE L. ServiceNow 7' F v N7 4 — A EOREFI A X~ A RITHBIT 5
AT HY 7 B R A5 & R B BRI ServiceNow DHR— b= V=72 &
LXBHEERT DO, BTAZ YT ay s = AOEFHICET
Hhb—=0 75220572 10 4 FTCOBAZIEET A2 EnTcEEd, B
BEYAR— ~r—Ai%,  (CSA £721% Impact Package HE:E (Wi h
YT A)) ICEHEOERY) P3O EEGERE OMGRERY 97,

Scope of Developer Support!:
BHAE VAR — b OFIFA 1
Must be less than 200 lines of code.
I— NTER 200 RIGETCHHZ & -
Must be on supported version(s) of
release/feature/application/ hardware (i.e., n-1).
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D) —AMEGE/ 77 ) r—> a v /=K 27D KR— BN
—vay (Thbb, nl) THLHZ L -
Does NOT include troubleshoot/debug of third-party
applications or assessment of security vulnerabilities.
E=FHZDOT TN =y a il bbb NI TN a—T 4TI T A
Y7 EliEeFa ) T A ESEEOBEETEEN LN L -
1 Developer Support may be unavailable or delivered by modified
delivery model for Participants in restricted or self-hosted
environments
V BIRZ AN — ME, BRI AERE, EIFT TR FREDERNZ
(X)L THES L VO BGEDPB D, FLITEE SN T DT YN
V—FF L DIBHEI N EEEDPH D ET,

Instance Observer
A VARE VAT TP =

—

Participant may designate up to fen (10) named individuals to
access Instance Observer.

ZINEL, AV AF VAT T —=NR—1ZT7 7 AT HENE 104 F T
ETHIENTEET,

Instance Observer ' provides a roling 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.
AVAB AT T —=N—=11F BIMEOA VAR AERAT 4 T
L77y N7 A=A, TV =2 a B0 VT TA NIV TF v —
DRT =< ABIOAAMEICOE, 6 » AEKOERY) —E R 24
L, BA T —ERBOT T — b, BHMBIOT 2o EsETE
LHEIICLET,

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

VB, BRI AL, FITEA TR PREDSRINEIZSN L TIdtE
HENEEA,

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 - Impact Service
Description found at: hitps://www.servicenow.com/upgrade-
schedules.html and EXPRESSLY DEEMED INCORPORATED HEREIN BY
THIS REFERENCE.

Premier Support Account Manager (SAM)iZ. Impact %727 ) 7
a VI, SINECEE L TR A A3 R — Rt L
¥ ¥ ., Premier SAM © 7 7 5 4 ¥ T 4 &

https://www.servicenow.com/upgrade-schedules.html (Z#3#& S 7=
Support Account Management - Impact Service Description (2 7€
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HEMITHEI bDLE L, DOZ BRI S Z LI L0 RMEEEICHA
AENDHDEHTIICH R EINE T,

Impact Team

The Impact Team Includes a designated success resource (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 Participant’s
content and best practices and makes recommendations based on
desired goals and product mix.

Impact Team I21%, FEESN=V 7R V—2 (UTICHATS) B
LU ServiceNow DRESBHOEMEN G EINL, ZNHDOH
X, Impact Delivery Instance % 7213 Impact Application %@ U720
FPDOERIZIGE U T, BINFE D% YT 5 Impact Package I24¢- T,
IR I N7z Impact Deliverables # E i LT OME L E 9, FRES =Y
72 A Y —21F, Impact IZET52MEO XL HEKE LI THY, 7
07T a3 A M EEBEL, Impact Deliverables #2 LE4, fE
SEhizH st 2 Y —R %, Impact DT AR F =L BINE D=
VTUYRNRANT T T 4 AR - EEL, WIS EEB LY
BRI SV RS 2TV ET,

Impact
Model

Operating

Impact ERHE7 /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 Participant’s utilization and
leverage of the ServiceNow platform.

Impact IEAET /LT, Z2ME DY T 5 Impact Package (v, &
&I L 5 ServiceNow D75 v 7 4 — ADFACIER 2 X ET 5720
@ Impact 77 7 4 €7 « (Impact Deliverables ¥ X O Impact
Accelerators ZELRN TN HIZRE SR OB X arhHER I
E3x I

Impact Deliverables
Impact Deliverables may be provided:
Impact Deliverables 1%,

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

Impact Team 725, Impact Delivery Instance 2@ LT, F7-
X Impact Application %@ U T,
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as either a one-time activity or on a recurring basis,

1EIRY DT 7T 4 7 4 L LT, E£HRITMEMICRIESN D
ENRHY F£9,

The following are illustrative examples of Impact Deliverables:
PUFiX, Impact Deliverables M EH T,

Value Blueprint — A prioritization of objectives, outcomes and
metrics based on Participant’s strategic imperatives.
NYa—=TN—FY b —SNEOIKEICES< BEE, Bk
R L OEE OESENANLAT T,
Customer Impact Plan - A plan to capture the activities,
competencies, and applications aligned to the Participant’s
success goals.
HAEZ<w—Impact 7TV —SE O BIEERICGDYT 7T
AET A, AVET =B IOT TV = a BRI 5
DT T,
Capabilities Map — A reference document created to reflect
Participant’s current application usage, integrations, data
model, capabilities, and instance activity.
Bt~y 7 —SINEOBAED T 7V r— a ORI, A
YT Vv—va v, TEETI, RSB LS v RAEZ AT
VT4 T 4 WL TTER S V2 S R SCE,
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.
MApEAn— Fvy 7 —SNMEOBUEOIE 77 LB L0 s
FLAEMOLE 2—IZktT 5, ERRNRORE LOSHO 7
= — XY 5 T L OMEEIC DUV T DT,
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
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 X, HEOHIEIZL Y, A X I EBMERITEFE2IT55
ARHVET, =L, BNED Impact 3727 U 7 g IR S,
ServiceNow %, Impact Deliverables i U CHIH AT BE 2 H DA B9 72
HUELZZE L ER LW b D& LET, Impact Deliverables 5 % v 7
D B #H X . ServiceNow @ Product Documentation # A k
(https://docs.servicenow.com/) FiZ#8#E STk,

Impact Accelerators

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

1[\IRR W Dlmpact Deliverables, 5 X ORI Z2impact Deliverables
W2z, &M#F X, Impact Accelerator CatalogiZit#i o &89
Impact AcceleratorsiZ b 7 78252 ENTEET,

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

Impact Accelerator Catalog 1% . ServiceNow @ Product
Documentation # A | (https://docs.servicenow.com/) \Z & # =
L, FAL My —=NY a— (TIV) ZRKEEDD ETHNEL IET D
—E#EOAF T Y 7ICEHTLIHEDY A TT, Impact
Accelerators ITHEM T AT 5 Z LT TEF, Impact Package ®—f
ELToARFIHTEEST, ZMEOREHYE O LN Impact
Accelerators Z#®IR T £,

Impact Accelerators are divided into sub-catalogs to support
relevant focus areas. Participant may consume 1 Impact
Accelerator from the Optimization sub-catalog. Participant may
simultaneously consume up to 2 Impact Accelerators from each of
the other Impact Accelerator sub-catalogs, in accordance with
Participant’s procured Impact package.

Impact Accelerators (%, ¥R — MRIROELERI)IS OIS T &
TIWHEENTWET, BINFEIL., Optimization &7 Z o 7 nb
Impact Accelerator % 1 DFITXF9, &M&EIL. ALK Impact
Package 2V, Impact Accelerator @447 4 % v 75 Impact
Accelerator Zfx K 2 > % CRIFFICFIHTE £,

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

ServiceNow %, HEOHWZX Y. Impact Accelerator Catalog % ##
DA77 U T ORAE~OBMZEDOMEEZITHHERH Y 7,
Impact 77 7 4 €7 4 OHFIZE, fIRSNZERE TV 7R A MR
OZMEIZKF L TREETE RV Db H Y £97,

Expert Services Discount
Expert Services DfEF| 2

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

Z OMEEIL. BINEICH LT, ServiceNow @ Expert Services D AIC
DE 15BDMEL R AR L E 3,
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The discount is applied to the commercially available price of the
Expert Services engagement and may not be combined with any
Participant pre-negoftiated rates; in the event of the latter, the lower
of the two rates may be used.

Z OfEFIFEIX, Expert Services O RMICHEA i, SINHE O FRIR
WK 2B REEFFHTETER A, HEIROFTRBENITONT-Z%
G 2O0DMEBIED S LIRWHFOERIENFEHINALE13H D £97,

Training Discount This feature provides Participant with a 20% discount on purchases of
SNy ) -CIE ServiceNow Training offerings.

Z OFEEIL. BINEICx LT, ServiceNow @ F L—=" 7 DEAIZ D&
20% D5 | F 2R L £,

This discount is applied to the commercially available price of the Training
offering. Some exclusions apply.

ZOMESIFRIT, b L—=2 7 ORI E A S E S, —EE A FRS
N ET

Consent
EiF=y

Certain Impact Deliverables, Impact Accelerators, or other Impact components (as applicable,
“Impact Activities” or “Impact Activity”) which may require supplemental actfivities 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 Delivery
Instance or Impact Application. 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 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.

NANVNF v L DEIT, EA VAL ADIERR, BEOEEA VA X A ETORIED ServiceNow
DOERBREEDOMH A, ServiceNow ®EDOFE A ML—v g v £E3EALOWTRNEET (7277
LINbIZRESNRY) | MR RT 727087 0 (LT THRT 77487 1) L)) ZMEE
T 5 HE O Impact Deliverables, Impact Accelerators, £721%% Do Impact 2 R—%> b (BL
TH#EE. lmpact 777487 1] &W9H) IZiF, MidEHrEHsnET, fie7 277487 113,
M b X u s X O Impact Delivery Instance ¢ L < 1 Impact Application F7213% O W3 s
IR SNET, ZMEPHET 774 BT 4 OFETERLE LTS Impact 7277 4 BF ¢ RN LT
Ba. T OMESEMIT Impact Delivery Instance i U T, & L<1Z Impact Application %@ U T,
H L IIZHEDOTOIFREDORRICB N TZEOMOEFFEZB LT, ELEFTEOWVTRNCTELY SN
TR SN, U THIMET 77 4 €7 4 ORGICEET L8 TCOASIMFISEA SN 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.
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ZEIL. Impact Delivery Instance 1 XU Impact Application F7213F DWW hudsic L 2 FF a4 8
REZFEHALT, M7 774 T4 20ELTS Impact 77T 4 EF 4 B8N TE 52—V —HERE
PEHTAHZENTEET,

ServiceNow Provided Resources
ServiceNow B’ &fit4 51U V—X

ServiceNow may at any time engage any a third-party service provider to fulfill all or part of
ServiceNow's obligations under this Description and Participant acknowledges that such third-
party service provider (referred to as a “Sub-Processor” in the Agreement or applicable data
protection law) may process Participant Data, including any Personal Data contained therein, in
order to provide the Impact Package. Notwithstanding anything else fo 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 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, Participant must grant ServiceNow-provided resources access o
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 1%, AfEEEEIZE-S< ServiceNow DOEFEHDOEREE T2 ILI—HDOBITIC &, FFHDV—
EAT BN L= 2D THEFETDLZENTE, ZMFIL, ZOFE=FD -7 X — (K
PR FTITEA SN DT — 2 BRI B Vi (MREBLEEE ] L vv9) 23, Impact Package % #2AE3
L1200, ZMEBOT—4% (BT —XICEENIBAT —F2ET) 20T L2 ECEBELET,
B2 REABFE OBMZET IHEELE . KEOFPICHKTH2HERH DL ELTH, ZMFIX,
ServiceNow IZ%f L. ServiceNow OEBDBITICHOXE ="F D —E R4 X —IcKitTH L %
PG LET, 7272 L, ServiceNow &, REEALBEE (2R L, REHIZHEE-S< ServiceNow O F — ¥ {Ri#
BHEEREOREREEZMFTH2EOZTRL, 70, Z2MERVOTHE LY —E AT 0L X —0D
T — AR BT A AR B IME R EZER TE D Z N E R0 3, BRIERBH 25 EE
FOWE R HPHZ & . ServiceNow 7% Impact Package #1245 iic, Zn#& 1. ServiceNow 7»
LI END U Y —R ik LT, BATHIRHIC Impact Package %t 572912, BMEF DA R H
VASNDT 7R A EFA LTI £ A, ServiceNow (. FILEFEDIELPCRIELICHX, B
5 OVELSCANESL L RIREIC U OBEEEZAVET, ServiceNow 1E, BFEEEICKH I &, T2
h)RETHD L ERINDMMEDOTIANIZOETELEZ AV, FFEEZIIBMEITH LT (EH#EMICH
MHEAICS) XHWERDD ZE1TH Y £H A,
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Participant Provided Resources
ZMEPREEET DY VY —2R

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:

ZINFIL, Impact DY T 27 ) Foa VIR OY T L= =T A v MY, LT ) Y —X %
T2 LET, F—0U Y —2ARNEHOMELIMTETHZ & B ARETY,
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Participant
Resource

BMEDY V—2R

Business Analyst

Responsibilities

BE

Works with key project stakeholders to captfure business and user
requirements as stories to ensure stories are understood, developed,

EVXARTF U A | tested, and delivered to specification.

b FaVzs hOEEEGE LS L, EUXR LO=—Xoa—F DB &
Ah—=U—=CLT#Z, ZhzE8EL, BRIl AL, P OBEHLZEERL
7

Enterprise Provides a holistic view of the organization’s strategy, processes, and other

Architect systems, including any necessary policy or organizational requirements.

_ N Helps guide the Platform Owner to align with technical or functional
Ty —=FTA4 X | standards.
7T—X%77 b

VB R LB 2 E L, MO, ekt xBl o 2T
DZOWTOMB AR U E T, B EE-I3E LoBicEmasT5 X9,
7Ty N7 xF—bA—F =l E 52 F T,

Executive Sponsor
TR IT 4T A
R —

Primary strategic contact for ServiceNow.
ServiceNow & #4253 72 2 HRIGHH 4 3

Platform Owner
A N LN
F—F—

Responsible for the overall accountability of the ServiceNow platform.
Provides leadership and oversight to the System Administrators, ensures
team alignment to business strategy and the ServiceNow roadmap, and is
actively involved in the overarching governance of the platform.
ServiceNow O7'7 v K7 4 — LT 522K RHHELEELZANVET, U —
=L LTVATALAT FI=A ML —H¥—%EREL, V3 AKKE IO
ServiceNow D1 — R~ v FZF CF— L O@EEHERT L LIk, 7T v
k7 4 — LD O@EER 7 H ST 2 AT ER Y A £,

Business Ownei(s)
EVRAF—F—

(BEELDOHEED
D)

Line of business service owner(s) outside of IT.
ITZFr<, EVRRAY—ERADA—F—& L TO—@#HDOKE

Process Owneir(s)

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

1%§2§%Z; ServiceNow D7 7V 7 —va YIRNIZBWTEEISN S T 1t RO EMRND
9) FO | mRRERIC oV THE T BB ES B O HfE
System Maintains the stability and usability of the ServiceNow platform by

Administrators
VATALT RI=
ApPL—&F—

performing application maintenance, managing support for cases related
to ServiceNow applications, and contributing to ServiceNow software
releases by delivering configuration tasks and features.
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TV r—a rORSFEER L, ServiceNow OT 71 &r—3 g (2 BE g
L7 —ADYR—FEEHL, hoar7Z4Xalb—arDF A7
52 212X v ServiceNow DY 7 b =7 U J—RZHG5THZ LIk
T, ServiceNow 77 v b7 4 —LDZEMEFRAMEZHER LET,
Minimum of two (2) system administrators must complete the ServiceNow
Administrator Training course and be identified as points of contact.
ServiceNow OEBLH hL—= 7 a—2&ET L, HEED L L TRESN
HYAT LNERE (FK 2 4)

Travel & Expenses
& - RE

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 fravel expenses
incurred for visits to destinations outside of the Domestic Location will be reimbursed by Participant.
BIBEDE DM 2WRY | ServiceNow 1Z, Impact Package =z v iR —x v h& U E— M TR L F9,
ServiceNow DU YV — 27 Impact Package # AR — N 272 DICHER L ERGE . SINED
Impact Package 1Zi%, Impact Team 2 X 25 mEOARL ( A OFFEE OFTERIZ X0
I, FEANIY T AT CCECRE I, smEO TENILE) & LTTIRICRENET) B 5
F oA NRIREENE T, BRGSO T A N ~OFIZ D5 AR RE L. BN AR
LET,

Impact Package Warranty
Impact Package DREE

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.

ZMFE N, @A LRV Impact Package @ = v R —x 2 b0 E2Z T, S 30 HEWIZ,
ServiceNow |2 YR E S 28 587234, ServiceNow 1Z, H S DR T, BINE OHEME 722 Ko Hiy &
ELT, AHERBICRHBOBEERBEMHICOE, YHAHEAERIET DX IRE LOGHNREE 152179
2. Impact Package ##& 17 L, #& T HUREO®E A L2V Impact Package (2315 % Impact 7 &
7 V)7 a M OBERPIFIZIS CTefiibE OV 727 ) 7y a VB E S IME IR WER L ET,
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Managed Service Provider Specifications and Requirements
XY Y= R T u A X —DfAF L B

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

SINEIL, 7 74T bOFREDOTZH 722 Impact Package @y iR—3 > MIT 7B AE
JCHIHET A Z ERTEET,

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

&L, 7747 Mot - T, Impact Package (Zf#d 2% Y 7 =X b % ServiceNow
WCEETLOEEEZANVET,

Participant must administer the ServiceNow Impact Delivery Instance.
& 1%, ServiceNow @ Impact Delivery Instance Z&H LT uid7z 0 8 A,

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

BMEIL, TTHOIMpact7 7 T 4 EF 4 IZOVWTDREEZEH L, 7547 MIkLT
ServiceNow®dImpact 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.

ZMFEIZ, Impact 77T 4 €T 4 DT T4~V A B —Tx2—RARt2D5, BREFTDHVAT
AT FI=ZA ML —F—ZHELRITNTRD A,

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

with Client.
ServiceNow (&, 7 74 7 M EEESCYIRV TR B LEADT, SMELEESCVIRD T55%
BOHEANET,

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:
ZINENVEIZNS U T, ServiceNow Impact Delivery Instance, L —=7 a—2x %72
Z DMt ServiceNow Impact Dz Rm—x> b, BB FHF) YV —RA~DT 7B RAE T T4
7 M BT D55,
e Any supplemental terms, including but not limited to any terms applicable to
Impact Accelerators, shall apply to Client’s access to such resources.
o MDY Y—A~DI TAT LV FDOT I EAIZOWT, Impact Accelerators (23 i &
NAEMEZETLN ZNCRE SN W E SN EH S ET,
e Participant shall be responsible for ensuring Client’'s compliance with any
applicable terms of the Description.
o BINEIX. 7 TAT v FOAEEREOE RS OMESF AR T A EEAAVE T,
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e Participant consents to ServiceNow facilitating such access as granted by

Participant.
o ZNFEIL. ServiceNow BBMEFICL > TG ENTET 7 B AZ2EHT LI LICFEEL
7,

Additional Specifications and Requirements
BANDRR & 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 (Z1%. ServiceNow 716D T RN ZRHERHEIEN G ENLHBEAENH Y £
D, BINEIL. HUiLT RS ZHERRIA A E i § 2 ) &0 T 2T X TOWREICDNT, &
MEOHLNELEA ) ZEIZFELET, SMMEX, ServiceNow MEEET 57 Ro3A 2O
D, AEWZRT RS 22T 26O TIE RS, o, W DEHOETIZEAT 2RI TH AR
WZ LRI THL, ZAICFEELET,

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 OIRIEFRIEICOWTEME L OB THEICAE LIZAND 4
BERIVNIZ, 2InE ez F—U A bF—20 (P—E XY F—21) 2RO G L O
MR T DT DI ELORBEMRENEITH> LD E LET,

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

ServiceNow 2MFIZHEE L2V R Y | Impact Package B L OZFDOfE R & L TA U 5 aLEMITH
TR S ET,

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

ServiceNow X, &, 7747 v FEEE=F (ServiceNow DEFLEE ZRL) 2HEK
E L TAUZEBIEICK L TEHEZAEWVWERA,

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.

SME L, 2MBOREECREAB IO 74 7 2 FOREEECREAN Impact Package
DRI T2 E L2 G, ZMBOWEESCREAB LYY 747 FOWEELRIAD
VAT, 72 HONT ServiceNow IZIEIE L 7= TR T 7 —% | Ehlds K OME RO EfE L 52tk
WZOWT—HIOBRELZAVET,
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With the exception of Customer Support (as applicable), the Impact Team will engage

with Parficipant during a ServiceNow standard business day which is any eight (8) hour

period between the hours of 8 a.m. and é p.m.. Monday through Friday Local Time,

excluding ServiceNow or local public holidays.

BHENDD I AZ~—HP R — 2K E. Impact Team 1%, ServiceNow D fEHEH ¥ H
(ServiceNow F 7= IXBIMIOMAS H ZFR< . ARH N OEMEEH £ TOFRI 8 Ki b4 6 FFE T

DHHLO M) 12, BMFIZH — A2 L E5,

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 7 a VHIBNICHIH Sheso iz a v l—5 v Mg, RIS D g 2
LlETE BIROINE R BN LYy M5 ESnD 28, BE&EbShET A,

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
multi-factor authentication by Participant.

Impact Package 1284 % ServiceNow 76 DiREHIEIL, E A —/L, ik, Impact Delivery
Instance %3 L C. F7=iX Impact Application #i# L T{ThiL. IME L. Impact Delivery
Instance 17 7 B AT 51O L BERBADNMBLERDIGERH DI EE TR LET,

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.

tito =z v Rm—=x MiE, Product Documentation #4 ~ (https://docs.servicenow.com/)
IZREHD L B0 | ServiceNow I[Z X o THit SN b5, 6a08H Y £9, 7272 L. ServiceNow I,
ZNEFD Impact 7 227 U 7L a CHIBY, Impact Package 47 7 U v 7 DR 1L
NEZELKBTHE 502 1TH0 EH A,

Exclusions

B 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.
LFRO~RY R —E AT m A X —Dfhkk & BRI S-S %2FRE . Impact Package
BEEANLT=2SINE OZD, EXLEICHTRO LY, Impact Package ZRIAT 25 Z N TX,
SINEIL, EXLEIIH RSN TA TV FOBRREE YR — T 57DICORFHAT L2 &0
TEET,

Impact Packages are not available for domain separated instances that Service Provider
use to support Clients.
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Impact Package %, V' —EARAT7a XM X—NITAT 2 " et R— b T 57DIHEHTDI R
AA UGBS A VA U ATIIRHTE FH A,

Impact Packages are not available for domain separated instances that Service Provider
partners use to support Clients. 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 X, —ERX TN, X —N—= | F—=NT T4 T M R— T 57D
HHTH, FAL B =Y a MV AZ UV ADSRY RP—E X Fa A X —TIFH T
FH A, Impact Package 1Z. Z2ME DS T 227 ) 7L a G EN DR OARER L OEAR
A AL ARG, AEORFELLIOIAREFEA LV AZ L RAZOBBEMTHZENTEET,
Impact Package 1%, ®iE, FF., POV, E/I3BET 5B ER L TEMEICRIESN S A >
AZB AR EDEED A v AZ AT S ER A

Certain Impact components may be limited for the following:
Impact DFFED a AR —x 2 MI, UUFIZBE L THIBBRSND2G603H 0 £7,

e ServiceNow products governed by product-specific support, services, or

related terms.

o  HREFOYAR— b, —EREIFEELENEH S5 ServiceNow DL,

e Participants hosted in certain restricted environments.

o RFEDHIRINTERE TEHEA hSNTWAHEINE

e  Participants with self-hosted instances

o  BATRANIALURE U ZAOBINE

e Offerings not deployed in a ServiceNow data center.

e ServiceNow 77—t ¥ —TCRftIh Wi nwA7 71U v 7

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

o HUEAF OV R— MEHIFEL TV HBINE

e Participants with domain separated instance under certain conditions.

o BEOFUETTRAAL L ERL—Y 50V AX U ADBNNE

e Participants with instances hosted across multiple hosting environments.

o HEOERAT 4V ITBETA VAZ UV ARZFA NI TNDEMNE
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.

WU/ D Impact Package, fI4EE (Impact Add-on Package {1 F 721X Impact Accelerator & &dr) ZHA/RAY
WCHIEEDED N D DA ERE, Impact Team (X, A>TV AT —Tary, ar7 4 Falb—al, AZy 7
MELIZ L —=0 72T VER AL



