SAP PartnerEdge
Run On Premise Specific Terms and Conditions
SAP PartnerEdge
BT BB R e KA KA
(“Run On Premise Model”)

(UFERR “BIT L REAHR” )
Does not apply to SAP Business One

FsF 77 SAP Business One

Article 1 Definitions and Interpretation
- 3 XE SRR
1. Definitions

xEX

“Customer Service Agreement” is defined in the Outsourcing Agreement.
“EP RGBT 1E AL TUL

“Incident” means the earliest of SAP’s or Partner’'s support organization being informed about a support event starting with a malfunction or
functional impairment of the Supported Software which — with reasonable probability — is based on a defect or error of the Supported Software.

CHAR” RIBRRES SAP B E KA SCRAA SRR AT RE DR SCRR AR A () SREE B R 2 BOCFRF IR S B REAMi 4, JETT 51 AR SCRRS
I

“Product Family” means an SAP product family which may comprise of one or several SAP software products or services as further set out in the
applicable RSPI.

“FERBRIN A AEEA SAP BRI S ERS I  SAP 7 RS, EILE I KR E T RIE S (RSPD

“Program Requirements” means that the Partner has to fulfill certain minimum program entry requirements as well as ongoing program
requirements, some of which are general PartnerEdge requirements, some of which are specific for the “Run Engagement” and some of which are
specific for the different “On Demand” or “Cloud” Product Families, including, without limitation payment of the Program Fee(s), meeting certain
minimum annual revenue requirements, upholding a Run Authorization for at least one “On Demand” or “Cloud” Product Family and other
requirements as set out in detail in the PartnerEdge Program Guide and the RSPI.

“TEER” 215 PartnerEdge Tl BB fl RSPI iR ANFLE (K5 1 0k A1 75 23 2 M Re € I KT E 25 ZR A 8200 H 2k, ol —
PartnerEdge %3k, HE11E00 “IBTHEY” MZR, ALITEMNARK “4%H7 8“7 PRI ZER, REEROFEART ASIH %A
R E BRAERNZDR . FFAED I “H5/& 7 B0 “B7 7 R 5I ST R A ZIR .

“Run Authorization” is defined in the Technical Support Guide.
“CIBATEAL 1 B SRR .

“Run Delivered Support” with regard to this Run On Premise Model means support for the Supported Software as set out in detail in this Run On
Premise Model.

BTN MABAT N TE R E, IR SRR R AR SR, P AIEAT el T E AR ST
“SAP’s Customer Support Website” means SAP’s customer facing support website under http://support.sap.com/.
“SAP B SCHREMNE” LR IR SAP 2 BUSCREMEE, kLA http:/support.sap.com/.

“SAP Solution Manager” means a support application which is made available to Partner for Run Delivered Support. Further details are outlined on
the SAP’ Customer Support Website under http://support.sap.com/solutionmanager.

“SAP Solution Manager[f#77 REBER]” RGN PUSAT AT TR A SRR B RISCRER AR . EZ WIS WL SAP B STREMNG (

http://support.sap.com/solutionmanager) -

“Supported End User” means any end user to that Partner provides support under a Customer Service Agreement.
SRR R N SR AR AERIE B IR S PO FER A SR R AT R A

“Supported Software” with regard to this Run On Premise Model means any Software (as defined in the Outsourcing Agreement) that Partner
provides services for to End Users under the relevant Outsourcing Agreement.

R ABT L IE I E, 2R TR OIRYE AR S AN B S ) e 2 P R BUIRSS IR TR AR Clnd MR B R T E SO

2. Any terms not defined in this Run On Premise Model will have the meaning ascribed to them in any other part of the Agreement (as defined in
the Master Partner Agreement).

AIBAT Al FUE R b BT R 8 SRR RE3E F P SR AT AR 20 hoed JEIR P 1 5 30 RS AR I E SO .
3. The headings in this Run On Premise Model are for convenience only and are to be ignored in construing this Run On Premise Model.

AIEAT Al T E RSP AR AU 22, MR AN IS AT Aol 0 AU S T LR

4. Any reference in this Run On Premise Model to a defined document is a reference to that defined document as amended, varied, novated or
supplemented from time to time.

ARIBAT A ARASE 2 x5 SORS (AT 51 FH 35 06 i SR I = AR BT BB B AREh 151 H
5. Where the context so admits, the singular includes the plural and vice versa.

Wt ETRSCIINE, BEOES NN R R B, 2R
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PART 1 — General Terms and Conditions
EEa: —BRFRAKME
Article 2 Engagement Model
B2K HEER
1. Subject to the terms and conditions set out in this Run On Premise Model and only
WA AT A B BB A RE A, B g

(a) as long Partner is authorized to provide services to End Users for Software (as defined in the Outsourcing Agreement) under the
Outsourcing Agreement;

AR SN, ML R I SR A I die 28 P S (IR 35 B 248

upon Partner meeting the Program Requirements for the first time and subject to Partner’s compliance with all Program Requirements at
all times during the term of this Run On Premise Model; and

GVEAKERT Y R T H 2R HAEASBAT Al T E A B AT I R P R e A Wl H 2k B
(c) as long as Partner has achieved and continues to uphold Run Authorization,
GYEAKE SRR IR R SR I8 AT AL,

SAP hereby grants to Partner and Partner hereby accepts from SAP the right to provide Run Delivered Support for the Supported Software
in its own name, at its own risk and for its own account to Supported End Users located in the Territory (as defined in the Run On Premise
Schedule).

SAP R T E VR HEMEIER IR SAP IRTIIBUR], LLE H4 3 BRI E 87 3 SCRF I R pr7E s (R Is A7 4l 70 & R o il

HRE SO ISR IR 2 R AR BB AT A S R

2. Partner will use its best efforts to provide Run Delivered Support for the Supported Software provided under an Outsourcing Agreement.
BAEAKAE R R S5 Tt AN ST B E R SRR IR AR BB AT A S o

Article 3 Introduction to Run Delivered Support

F3% BTSRRI
1. Under this Run On Premise Model, Partner will be the primary support provider for the Supported Software. This means that Partner will receive
Incidents from Supported End Users and will be obliged to perform its Partner Support Duties (as further defined and explained in Part 2 — Section B
Article 4 (Partner Support Duties)).

Mf$iﬁﬁﬂﬂ§mﬁﬁ,%W%ﬁ%%i%%%#%ﬁi%mi§%1ﬁ RKRRE SRR R R & P ROE A, IR RSTEAT
HAEAAESTRAIRT (AR 8056 B W5 4 %% (A 1RIKFRISTFIRTD MAGIEMBYD .

2. SAP will be the subsequent support provider for the Supported Software and will, after Partner performed its Partner Support Duties, receive
Incidents from Partner and perform support according to the Outsourcing Agreement and this Run On Premise Model.

SAP RAE SR AR B G SE SRR AT, AR SRR IEAT H SRR U, RS AR A RS R T TR AR A1 L S DA e AR IZ AT Al T AR X
(I E AT SRR S

Article 4 Prerequisites for Run Delivered Support

Bak BTSRRI R %44

In order to be authorized to provide Run Delivered Support for the Supported Software, Partner needs to fulfill all of the following
prerequisites:

RS IR AR OB AT A SRR IOBERL, SR AR 5 220 2 LU R A AR % £«
1. Outsourcing Agreement
HME Y

Partner and SAP must have concluded an Outsourcing Agreement and Partner must be authorized to provide services to End Users for
Software (as defined in the Outsourcing Agreement) thereunder.

HEAKAES SAP AN IE AN, HAVEAKAE L6 208 R A5 8 A0 S0 i S8 SCRVER A 17 e 2% T P SR AR S5 (R4
2. Run Authorization
BT
In order to be authorized to provide Run Delivered Support, Partner must, inter alia, have achieved and continue to uphold Run
Authorization. Further details can be found in the Technical Support Guide.

N T PSRBT N SHF AL, SRR RS H BTN ELTEAER, HS BRI

(b

~

Article 5 Term and Termination of this Run On Premise Model
5% BTN U E BRI & 1k

1. Term. This Run On Premise Model comes into effect as of the Effective Date defined in the Run On Premise Schedule and remains in full
force and effect until and including 31 December of the same year. Thereafter, its term is automatically extended for subsequent periods of
one year.

%m AISAT Al P E A B AT Mk FUE R O E AR R AR, ORISR 12 A 31 B (BFE3HD o Bh)E. 2K B 3t
JET AR

2. Termination for convenience. Either Party may terminate this Run On Premise Model for convenience with three months’ prior written
notice to 31 December of each year.

fERZ& k. RS 12 4 31 HafdEd s = (3) MR i, (AR bRiEr ak g 2.

3. Termination for non-compliance with Program Requirements. SAP may terminate this Run On Premise Model with three months’ prior written
notice if Partner:
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a) did not meet all of the Program Requirements for the first time within six months after the Effective Date defined in the Run On Premise
Schedule; or

FEIBAT el T 2R Wi ORI A 2R 20 AR S IS (6) AN H AR RE B Ui T A T H 25K 5%

b) does not comply with any of the Program Requirements excluding the Program Fee for which the termination periods set out in Article 10
(Termination for good cause) no. 1 a) and no. 2 a) of Part 1 of the SAP PartnerEdge General Terms and Conditions apply.

AR BRI H 2R M SR . W 2 A& IBRE ] SAP PartnerEdge — SR II At 2 S — #4045 10 &6 (RIIE4FIHZ& L) 45 1
a) FHAEE 2 a) FIIHE

4. Termination for good cause: Besides the termination reasons set out in Article 10 (Termination for good cause) of Part 1 of the SAP
PartnerEdge General Terms and Conditions, SAP may terminate this Run On Premise Model immediately upon written notice to the Partner:

IEéiEHaé’i}Jt ¥ SAP PartnerEdge —f& 4K A1 55— 56 10 % (BIEZI AL PRUEWL B, EULTFELT, SAP WEH
HNE AR 5 S B2 L AIE AT Al T AR

a) if SAP has reasonable grounds to believe that Partner's conduct in providing Run Delivered Support to Supported End Users negatively
affects SAP’s legitimate interests. This includes cases where SAP’s brand reputation is put at risk by the Partner deviating from SAP’s
then-current quality standards for Run Delivered Support; and

SAP H &L BN S AR AK PEAE 1R SCRF I IR A P R HSAT AT SR AT IR E T SAP S flai M It X EIEH SR K FEARE Y SAP Jmi
B RUREEAT AT SRR B AR AE T B SAP [ 2 B T KU P IS T DAL

b) if Partner (i) markets or sells maintenance services of third parties for the SAP Product(s) or (ii) allows that third parties directly or
indirectly provide maintenances services for the SAP Product(s) in both cases provided that SAP has reasonable grounds to believe that
this conduct constitutes a risk to SAP's Intellectual Property Rights or SAP's Confidential Information.

A1’E1)<1¥ (i) EE5F SAP F= S EH B & 5 = 4 RS- IO L, BE (i) RVFEE =58 SAP PR LB R AL AR S HO I L, IR AR O
MIRTHE R, SAP A& A NIKAT A% SAP 1R~ ALER SAP I35 15 B BB «

5. Consequences of Termination. If this Run On Premise Model is terminated, rescinded or ends in any other way, Partner’s right to provide
Run Delivered Support to any Supported End User under this Run On Premise Model as set out in Article 2 (Engagement Model)
immediately ends.

LRI, EAEAT A PR AR L MRS DUE (TR SR, W& (R RIRAIZAT L LB A 2 4 (CHBMR) Y
FR R 2R P SIS AT A SCRF BRI R S B 220k
PART 2 — Support Services
B THRS

All of the rights and obligations are between SAP and Partner. This Run Delivered Support Model is not an agreement to the benefit of a specific
End User and does not give any End User the right to sue SAP.

A RRIR LSS EE T SAP &Ik tE 2l AIBAT AT SCRF AT A2 R E i 4 7 AR AT U, BN FARMTIRZH ) 6 SAP S
YRR IR o

A. Services and benefits provided by SAP to Partner under this Run On Premise Model

SAP i AIEAT Ml T B BRI ARk AL SR AL EA AR 25 A AR 25

To support Partner in providing high quality support to their Supported End Users, SAP provides the following services and benefits to Partner in
addition to the support services that SAP provides under the relevant Outsourcing Agreement.

SCRFEVEAK R ) SRR B e 28 B P SRR i B B SCRFIR ST, BRRAEAR SO ML SR A A SCHF IR 551, SAP I & A B4l AR IR S5 AL 2
SAP Solution Manager

SAP Solution Manager[fE 5 R ]

1. Price and Usage Rights granted by SAP to Partner

Wi B SAP 2T A ARk AR I P AR
SAP provides usage rights for the SAP Solution Manager to Partner as set out below.
SAP A& VEIKAESRHELL T 51 Hi ) SAP Solution Manager[fift ¥ 77 58 & HL 23] (s FAUA

a) SAP will provide the usage rights for the SAP Solution Manager as further set out in the applicable SAP Support Schedule (as referenced in the
Outsourcing Agreement) for use by Partner without additional charge.

SAP [ & AEAKFEERAEAT R SAP SCRF M (SN BT 518D HE4REE HY SAP Solution Manager[fif it 77 S BEAR] RO ABUR, - HANUSIBUER ST
2.

b) Notwithstanding paragraph 2.4.7 of the SAP Enterprise Support Schedule, Partner will be permitted to use SAP Solution Manager for providing
support services to their Supported End Users for the Supported Software.

HIfE SAP Enterprise Support[4 3 R BT 2.4.7 FHBME, SRR AT BUR SRR IR A L SRR I e 28 P 3R RS 55

c) Use of SAP Solution Manager may not be offered by Partner as a service to third parties even if such third parties have licensed Software and
have licensed named users, other than Partner's Supported End Users.

B A VEAK PR SRR B P b, BAEIEEA S SAP Solution Manager[fig ik 77 S8 BRAS] )48 I LUIR &5 T AR 4R 58 =07 (RIMERR S =7
CLIRTR ARV A de s P DD .

2. Ordering and Operating SAP Solution Manager
SAP Solution Manager[f#H 7 RE BB HIT FST

a) SAP Note 925690 contains important information about obtaining SAP Solution Manager. Further information, for example about operating SAP
Solution Manager is available on SAP’s Customer Support Website at http:/support.sap.com/solutionmanager.
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SAP JERE 925690 HiAL 5 A JERHL SAP Solution Manager[f#th 7 REF RN EEE L. AXREZEL, i, )84T SAP Solution
Manager[f#th 77 ZE B IE S, FTLATE SAP & SCREM 483, Whl4: http://support.sap.com/solutionmanager.

b) A direct connection from Partner to SAP using the SAP Support Network and remote access for SAP to the Supported End User system are
prerequisites for implementation. Partner undertakes to procure for SAP the necessary consent to access Supported End User systems.

BRI SAP STHF 4% EHOEHE] SAP LUK SAP JHIT 2 Vi 7 ER B FF I IR 24 1 10 R G R SR S5 AT 3R 5 . S ARAKAE KTy SAP
AESK V5 [0 SR IR e 28 P R G L B A

c) Operation and maintenance of Partner's SAP Solution Manager and the technical integration with the SAP Support Network are Partner’s
responsibility.

Ak G 5T SAP Solution Manager[fif ik 5 8 B2 Iz 1T A4y L M 55 SAP S HEI 48 I ERBE R

B. Partner’s duties towards SAP and Supported End User
AKX SAP 5 SR B4 B P AR R IR 3

Besides Partner’s duties mentioned under Section A. the Partner has the following duties:
BRES AT RLE A TEAR IR BT LS, B PEIK PRI R AR A R IR Bt -
Article 1 Technical Requirements
1% TARER
Partner's hardware and software must at least meet the list of requirements published on SAP’s Customer Support Website.
A VEAK AR B R D620 25 /D5 /2. SAP 75 1 SCREMEG b A A (1 BRI 5.
In particular, the following requirements are mandatory:
R T 0 S0 A2 B TR
e Service and Data Center Operations

JiR S5 M 0is

o Partner acknowledges that all Supported Software shall be operated under a Software release that is Mainstream Maintenance as stated in
http://support.sap.com/releasestrateqy.

BARAKEERIN, BT SCRE IR I R AR Y S AR T http://support.sap.com/releasestrateqy = HlLE () 3 I 4847 Va BBl Y .
e Software
WA

o Partner must operate test systems to simulate and analyze problems for all Supported Software solutions supported under this Run On
Premise Model.

B AVEAK AL AUE I IE AT I R GEXS AT AT A T3 B AR =0 SRR i ST (R A A U 7 SR AT 10 REASEAD AN 43 BT
0 Remote connection software as required by SAP (SAP Note 35010).
SAP ZLR MRS MF (2L SAP i 35010) .
e Telecommunications infrastructure
HL R 1t
o Fastinternet connection (minimum ADSL, greater bandwidth recommended)
PO I LI ER: (£/b /2 ADSL, i A 5 s o8
o Hotline number
A AT
e Support infrastructure
KRR SR

o Partner agrees to use procedures, methods, and tools provided by SAP in connection with Run Delivered Support for proactively detecting
and correcting typical problems in the Supported Software.

BRI AR R SAP SRR S8 AT 3T SO A RMIRE R TridoR B SR BRI AN 24 I SRR A A b R L T A

0 To leverage SAP Support Network, Partner must ensure that the communications connections between Partner and SAP, which are
necessary for remote support to be provided efficiently, are operable at all times and allow satisfactory response times. This also covers the
required communications connections to any third parties involved. Partner must bear the connection costs resulting from remote support.
SAP recommends that Partner uses the technologies for remote support specified on SAP’s Customer Support Website.

HHIF SAP R, SR ARG TEIKES SAP Z BTG R, X220 FERALTAERE . PRUERFEE Al A E 1t DU S AR o o
RIS EEAT . Horh W ESE S T R AT 38 =07 Z I BEAT D B RTAEIR R . BRI A BURE i R SRR BRI R S . SAP A
YEAKF1A F7E SAP & 7 SCREM G E 48 58 m PR S  REFR

o Partner must have installed, configured and be using productively, an SAP Solution Manager system, with the latest patch levels for Basis
and the latest or up to two preceding SAP Solution Manager support packages. The same applies to content updates (ST-ICO & ST SER).
BYEARPEL A 224, W E HIETEH ZUER SAP Solution Manager[fi# i 77 REB MR RS, % KRG HAEHX Basis BImHTHN T B0 UL L s
BB % HT P4~ SAP Solution Manager[fi it 7 S5 BAR SCRr L. MR FFEE TN A # (ST-ICO 5 ST SER) &

o If Partner fails to use SAP Solution Manager, SAP will no longer be obligated to comply with the Service Level Agreements or to deliver

Continuous Quality Checks. Partner will operate SAP Solution Manager in accordance with Section A (SAP Solution Manager).
& fEKFEAR A SAP Solution Manager[fi# /7 REHA5], SAP KA F R FH ST RSP I SR L r SR SR B I 94T SRR PR RL R
P55 AT (SAP Solution Manager[f# ¥ 77 R HL#R]D MIFLEIZ1T SAP Solution Manager[fif bk 77 R 28]
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o Partner must ensure that Priority 1 Incidents are forwarded to SAP outside Local Office Times. This can be done by customizing the service
desk in SAP Solution Manager. Partner must document Custom Code according to SAP’s then-current standards in the SAP Solution
Manager (for details see http//support.sap.com). The SAP development workbench is to be used for Custom Code or Template
development.

B AFAK R L IR ARAE 24 T 5 A IR S 55— S BB R 4 SAP. X — TAF AL #E SAP Solution Manager[fift ¥ 77 %2 & P 23] b i Hil IR 55
Gk BRI LFURIE SAP JEINASIFRMEAE SAP Solution Manager[f# 77 87 Bl 28 it B E VRIS (AR5 E, 30
http//support.sap.com) . SAP H &k TAEG T B & AR BRI K o

Article 2 Requirements regarding Supported End User agreement
B2k BRIFFNBRER P HHER

e The Incident processing system may automatically collect system data related to Incidents (for example transaction code, program ID, Support
Package level, Incident number). In its Supported End User agreements Partner must ensure that each Supported End User gives all consents
required by law for this purpose, in particular under data protection law.

T RS2 HEEE S FEE XM RS (BIINF AR, 5 ID. SFESR. Fm5) o EETERAEZIT SRR H P i
o, BRSSP R RO SR CRE R B R PRD RO 25K

. Furthermore, Partner must ensure in its Supported End User agreements that SAP is entitled to access the systems of each Supported End
User in order to render Run Delivered Support or any other services. If required by applicable law, Partner must obtain written data protection
consents from Supported End Users.
TN, BRI ORTE F SRR R 28 B P i 3% T SAP U7 AL SCRF I P I R GRS SAP S iz AT A2 A SCRF BT T HoAth
R55. WLE VALK, SRR U SRR IR e 4 F P AR 3005 4 T ) udls OR3P /) 245

Article 3 Partner responsibilities regarding Incident Processing

3% BRIk ETEE AL B BT

e  The Partner Support Duties are specified below in Section B Article 4 (Partner Support Duties).
BRI SCHFIR SR SR B 958 4 5% (B EIKHESCRFIR 3D T LUE

. Partner bears sole responsibility for the provision of Run Delivered Support in relation to all inquiries from Supported End Users.
BARAKAE AU DTSRI e 4 F P B8 1 R I AT SO SR P IS AT 24T S0

e  When Incidents are reported, Partner will provide support to Supported End Users during Local Office Time in the official language(s) of the
affected Supported End User. This applies to all type of Supported Software: SAP's Software including Third Party Software (as defined in the
Outsourcing Agreement). Partner shall ensure that each Supported End User can send a support Incident to them at any time of day or night,
every day of the week.

FENCRIEAAR 5, A AR R Sty 0 A R DA SG SCRF e 28 1T B D0 5 0% s P R BS0rE . OUE 38 T I SR A SRR R A
: SAP Bff, BIEH=J7HM G ITESD o SEKEERFREE A SR IR A W Bl B R — R AW B ) H A A

o

. Partner must fulfill all Partner Support Duties for the Supported Software (including Third Party Software (as defined in the Outsourcing
Agreement)) before forwarding Incidents to SAP (see Section B Article 4 (Partner Support Duties)).

eSS ds SAP 2l A TRIK L AUBATH RSN (BIEE =075 usba b e 3O ) ITrE ik fsc R s GES I
H B 4 4 (BRI O .

. Incidents forwarded by Partner to SAP must be in English.
GAEIK PG K 2 SAP B LG R o

. Partner shall simulate and analyze problems for all Supported Software releases under this Run On Premise Model e.g. by leveraging SAP
Solution Manager functionalities, and by running a suitable test environment reflecting the actual Production System.

AR RLE L F I SAP Solution Manager[fift ik 77 22 % FLER]IAH K D g LA B IS AT RERE S sk bm AL 77 AR G s, BUUAI 73 A Az A7 4
b 5 R AT SRR AR AR RSCAS e B ) 7L

e  Partner will designate a contact person for SAP who will be responsible for managing the delivery of support to Supported End Users. This
support manager and will ensure that Partner employees who receive and process Incidents or Top-Issues from Supported End Users forward

such Incidents to SAP, if necessary, through SAP Solution Manager. These employees must be adequately qualified to provide support and
certified by SAP in accordance with the requirements set out in the Technical Support Guide.

BAEIKEERY SAP FRIR— SR N, ATTE B R SRR A M S SRR B . IS, BESTRAZ I RO ORI SO b B ST Re i 4
FHRAE B FAF R KR R SR R IS SAP Solution Manager[ it 75 22 BR ARG BE IS AL R 45 SAP . X 88 5y T B A SR A SRR
ST, R SAP MRS BORSC R FE HLUE SR BTHEAT AL .

. In order to verify Partner's compliance with the terms of this Run On Premise Model, Partner authorizes SAP to periodically monitor and/or

audit (at least once annually and in accordance with SAP standard procedures) Partner’s use of SAP Solution Manager in accordance with the
rights and restrictions set out in Section A (SAP Solution Manager).

RS AR A e A ISP 4B AT L T BRI 553, B R IKIEIA SAP s il (B/ADMH4FE— IR, FHIKHIE SAP bRilERE 7)) I ¥aR/al g7 & 1E 0k
F£%F SAP Solution Manager[fi# ik 7 & B0 — R 528 AT (SAP Solution Manager[f# ik /7 ZE ISR HUE BRI AN PR ) o

Article 4 Partner Support Duties

HEak ARk FESTRER T

Before forwarding an Incident to SAP, Partner must have performed all its Partner Support Duties to try to resolve the Incident using tools and
resources indicated in this Run On Premise Model. Below is a description of the scope of support tasks for which Partner is responsible (“Partner
Support Duties”). These tasks can be referred to as first level and second level support, although in reality these duties are usually performed by
the same support consultant or group.

FENG AL R h SAP 2T, A fEIKFEL A AT A A (R KPR SRR T, SR A2 A7 A U B RS s b i 2 1 L BRI AR A% S . T A
BT AR AT IR S E S RG] ( “BER IR D - KEEST R g3, ([BAESERT, XEHTHE S i F — SR
BNAAT .

W
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Customer Communication

EIARIpL]

Acknowledging receipt of the Incident to the Supported End User.
IF) SRR IR B 4 P BRI B A

Continually updating the Supported End User on the progress of the Incident and notifying the Supported End User whenever an Incident is
forwarded to another person within the partner organization or to SAP Support Organization.

SRR B 2 T P R SR A RS, HTE BRI 3 R B VR AR 2R B oA N R B K 4 SAP STRFZH 2RI [ SRR R B 28 FH P ik
Communicating the solution to Supported End User.
e f T RAG TR SR R R P o

Incident Administration

e

Documenting the progress of the investigation in the Incident.
RS R .

Translating: All Incidents forwarded by Partner to SAP must be written in English. If the Incident was originally sent by the Supported End
User to the Partner in a language other than English, the Partner must write a technical handover summary in English before forwarding it to
SAP.

B SRR SAP BIBTH S BIASE RIR . 25 F0 AR T H SCRF IR 28 B P DASERE 2 AN FANTE 5 s g AR Ik pl, WIFER R
P3R4 SAP LR, EARIKAE L ARE — 3B T B AR BT

Assigning the Incident to the correct “SAP component” (queue) in SAP’s support system.

K HA I SAP SRR GBI “SAP A7 (BAFID

Specifying the Incident priority according to the definitions in SAP Note 67739.

TR SAP 18 67739 BT L, 8T M.

Describing the business impact of the problem.

R 10 R M 4% 7 A PR T

Splitting up Incidents that describe more than one problem into separate reports so that only one problem is described in each Incident.
AR Z A 1SR AR5 S U SR R, MBS F0 IR — A R

Following the appropriate defined process if the issue is a product enhancement request or configuration change request.

L R R R SR BRI B AR S SR, A A LR 48 E R

Making sure that the remote connection to the SAP Support Network, including SAP Solution Manager where mandatory, is open and
functional.

WifrS SAP ML (IR0 B S NE A SAP Solution Manager[fift ¥ 7 A LA 2 8] FE FEEREIT LA 2L
Providing a comprehensive problem description, including:
RO A BB, Hh .

o Complete technical environment information of the system where the Incident occurred (e.g. operating system, database, support
package level);

RAFMNRANEMEARREAE L (B, BERS. BdRE. XREE5

0 Step by step description of the workflow leading to the Incident;
FIEF AR I TARRAIZ A 35

0 Full syntax of the error;
HEIR I 56 BB

o Changes to the technical environment since last known functioning state;
B IR EH I IE 8 I8 3RS 5 X AR S5 B Al 1) 5

0 Which SAP Notes or Knowledge Base Articles have been applied to try to resolve the issue; and
SR Ve i JE K] SAP Notes B8, SAP Knowledge Base Articles; LK

o0 Any documents that provide additional information about the problem, e.g. log files or screenshots.
PEETE 2 RPEAR S SR SCRY, BN, HESCra e,

Summarizing the current status of the investigation and listing the actions taken to troubleshoot the Incident, before forwarding the Incident
to another person within the partner organization or to SAP Support Organization.

FER PR R B R AL A A RO AN R Bk SAP SRR AT, 245 HRTHIIH ZDRES I 51 Mg e iR B AT 30

Technical Investigation

BARE

Searching available SAP knowledge repositories for known issues and solutions/workarounds, e.g. SAP Notes, SAP Knowledge Base
Articles, SAP Community Network.

R AT SAP FOiREE, Ak C i AR B 7 RIN 27, lin SAP Notes. SAP Knowledge Base Articles. SAP Community Network

Checking the customizing settings.
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* Connecting remotely to Supported End User’s system as part of the troubleshooting process.
YRR BRRR I — &5y, IEFBEREE M RZH PR S
* Using the tracing, monitoring, debugging and remote supportability tools made available by SAP, to analyze the issue.
] SAP fRALIERES . WidE. PIRALE SR TR .
* Reproducing and validating the problem.
ST B0 ]
* Isolating the problem to demonstrate the root cause.
o 25 o A A SR A R R
« Deciding if the Incident is due to a product defect or not:
ST A DR BRI 1R
o0 Proposing appropriate system configuration or workaround if the cause for the Incident is not a defect in the Supported Software; and
A R IR R SRR R AR A AEBRRE T 51D, 4 382 0 R G B B BT R

o Forwarding the Incident to SAP Support if the cause for the Incident is a defect in the Supported Software and if no SAP Note or
Support Package is available to solve the Incident.

Hr FF SR AR SR S, HIRA BL il 225 10 SAP YR BRI AR I SCIF AL, WK SR 5 K 48 SAP SCRFERTT
* Testing the solution:
MRS S
o0 Testing, validating and accepting the solution before presenting it to the Supported End User;
TERHR R TT RERMLLE SCRFI A 2 207, AT S8 TEASRI
o Working with the end customer to implement the solution; and
SRAE P GEIMRIT SR HFH
0 Backing up all relevant data before the solution is installed (when possible).
TEZHE MR TT TR A A (ATRERBIL ) -
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