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Definitions and Interpretation

EHRERER
1. Definitions
HEER

“Custom Code” means software code which has been programmed either by Partner,Supported End User or any third party and not by SAP.
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“Delivery” is defined in Article 4 (Delivery of Software) of the Sell On Premise Model.
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“Go-Live” marks the point in time from when, after implementation of the Supported Software or an upgrade of the Supported Software, the Supported
Software can be used by Supported End User for processing of real data in live operation mode and for running Supported End User’s internal
business operations in accordance with the applicable license terms (e.g. the EULA).
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“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.
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“Incident Remedy” means the remedy for an Incident taking the form of eliminating the defect, providing a new program version, or demonstrating
how to avoid the effects of the defect with reasonable effort. Incident Remedy corresponds to error corrections, patches, bug fixes, workarounds,
replacement deliveries, or any other type of Software or Documentation corrections or Modifications.
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“Local Office Time” means the regular working hours as observed by SAP’s local registered office during regular working days, in accordance with
the applicable public holidays, as observed by SAP’s local registered office. Local Office Time shall consist of at least 8 consecutive hours each

working day (e.g. 9:00 am to 17:00 pm). Both parties can mutually agree upon a different registered office of one of SAP’s affiliates to apply and serve
as reference for the Local Office Time.
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“Maintenance Services” with regard to this VAR Delivered Support Model means VAR Delivered Support.
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“Priority 1 Incident” means an Incident with the Priority “Very High” as defined in Part 2 - Section B. Article 2 no.1a) (SLA for Initial Response Time).
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“Price List” with regard to this VAR Delivered Support Model means the “SAP List of Prices and Conditions (indirect sales)” consisting of the “SAP
Pricing & Licensing Principles”, “SUR” and “SAP Price List for PartnerEdge Channel Partners” for the Sell On Premise Model applicable to the country
in which End User is located which is published on SAP’s partner-dedicated website or directly provided to Partner by SAP.
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“Product Family” means an SAP product family which may comprise one or several SAP software products or services as further set out in the
applicable RSPI.
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“Production System” means a live SAP system used for running Supported End User's internal business operations and where Supported End
User’s data is recorded.
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“SAP Delivered Support” means SAP’s support offering to directly provide support to End Users subject to the terms and conditions set out in an
“SAP Delivered Support Agreement” which will in such case be directly concluded between SAP and End User.
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“SAP EarlyWatch Alert” means a tool provided by SAP that monitors the essential administrative areas of SAP components and updates the user
on their performance and stability which is described in more detail under https://support.sap.com/ewa.
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“SAP Enterprise Support” means SAP’s enterprise support offering called “SAP Enterprise Support” as set out in detail in this VAR Delivered Support
Model and the Technical Support Guide.
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“SAP Service Marketplace” means SAP’s web-based information repository for customers, end users and partners which is made available on
http://service.sap.com.
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“SAP Software Solution” means a group of one or multiple Production Systems running Supported Software and focusing on a specific functional
aspect of the Supported End User’s business. Details and examples can be found on the SAP Service Marketplace (as specified in SAP Note 1324027
or any future SAP Note which replaces SAP Note 1324027).
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“SAP Solution Manager” means a support application which is made available to Supported End User and/or Partner for VAR Delivered Support
whereby the scope of usage depends on whether SAP Standard Support or SAP Enterprise Support was ordered. Further details are outlined on the
SAP Service Marketplace under http://support.sap.com/solutionmanager.
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“SAP Standard Support” means SAP’s standard support offering called “SAP Standard Support” as set out in detail in this VAR Delivered Support
Model and the Technical Support Guide.
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“SAP Support Network” means SAP’s global service and support backbone for managing end-to-end Incident management and software
updates/life-cycle management consisting of SAP Technical Support Database, SAP Solution Manager and SAP Service Marketplace.
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“SAP Support Organization” means SAP Group’s support organization.
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“SAP Technical Support Database” means a technical information database provided and maintained by SAP in which SAP posts technical support-
related information, which are currently posted in the form of SAP Notes, SAP TopNotes, SAP Legal Change Notes, SAP Security Notes, SAP
Knowledge Base Articles and SAP Hot News.
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“Sell On Premise Model” means the “SAP PartnerEdge — Sell On Premise Specific Terms and Conditions” that SAP and Partner have agreed on by
signing the Sell On Premise Schedule under which Partner is granted, inter alia, the right to market and distribute certain Software.
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“Sell On Premise Schedule” means the “SAP PartnerEdge — Sell On Premise Schedule” that SAP and Partner signed and that refers to the “SAP
PartnerEdge — Sell On Premise Specific Terms and Conditions”.

"HEBGEE MR | (1IE SAP ELATE S 2 T SAP PartnerEdge — s§EHEIE YA, - HHIEK " SAP PartnerEdge — $5 BB EIE
ZHRFE R -

“Support Authorization” is defined in the Technical Support Guide.
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“Support Delivery Model” means either SAP Delivered Support or VAR Delivered Support or any other delivery method of maintenance services
offered by SAP in future.
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“Supported End User” means any End User for which Partner and SAP concluded a SAP Support Sales Order which has not been terminated.
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“Supported Software” with regard to this VAR Delivered Support Model means any Software that is distributed under the Sell On Premise Model
except for SAP Business One.
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“Template” means a qualified software solution — based on Software - created by Partner in accordance with the solution qualification guidelines for
Software. For details contact your Partner Service Advisor.
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“Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Partner in accordance with SAP standards which (i) endanger
Go-Live of a pre-production system or (ii) have a significant business impact on a Production System.
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“Unrestricted Shipment” means the phase of delivery during which a Software release is generally available to all Supported End Users.
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“VAR Delivered Support” with regard to this VAR Delivered Support Model means support for the Supported Software in the form of either SAP
Enterprise Support or SAP Standard Support, whichever is applicable, as set out in detail in this VAR Delivered Support Model.
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2. Any terms not defined in this VAR Delivered Support Model will have the meaning ascribed to them in any other part of the Agreement or the Sell
On Premise Model.
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3. The headings in this VAR Delivered Support Model are for convenience only and are to be ignored in construing this VAR Delivered Support
Model.
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4. Any reference in this VAR Delivered Support Model to a defined document is a reference to that defined document as amended, varied, novated
or supplemented from time to time.
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5. Where the context so admits, the singular includes the plural and vice versa.
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PART 1 — General Terms and Conditions
£ 18 - —RERERERMAE

Article 1 Engagement Model
£ 73 S

1. Subject to the terms and conditions set out in this VAR Delivered Support Model and only as long as Partner is authorized to market and
distribute Software under the Sell On Premise Model and has achieved and continues to uphold Support Authorization, SAP hereby grants to
Partner and Partner hereby accepts from SAP the right to market, sell and provide VAR Delivered Support for the Software distributed under
the Sell On Premise Model other than SAP Business One in its own name, at its own risk, and for its own account to End Users located in the
Territory (as defined in the VAR Delivered Support Schedule).
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2. Partner will use its best efforts to market and position SAP Delivered Support or to market, sell and provide VAR Delivered Support for the
Software distributed under the Sell On Premise Model other than SAP Business One.
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3. Partner acknowledges that SAP provides VAR Delivered Support to the Partner solely on the basis set out in this VAR Delivered Support
Model, the Technical Support Guide and the Price List. Partner acknowledges that there are some Software products for which VAR Delivered
Support is not available.
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Article 2 Introduction to VAR Delivered Support
25k VAR RN R

1. Under this VAR Delivered Support Model, Partner will be the primary support provider for the Supported Software. In a nutshell, 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 C. Article 5 (Partner Support Duties)).
B VAR SRR - EFS R RIS 2SRRI - 52 - BERE SR ARG R 2 4t I E BIEISEME - 1k
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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 Development Support (as further defined and explained in Part 2 — Section B. Atticle 1 (SAP’s support tasks)).
SAP RI& R iR U 2 R BRI IS - RN S FS M ETES R IR R IR - BUCRE & FRBHETERZ S0 - WITHR R (5 2
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3. Partner will explain to each End User interested in receiving VAR Delivered Support the scope and values of SAP’s support offerings.
EIFSHEERAE BREEZ VAR (SR s 2] SAP Frg i gien i E s (EE -
4. The exact scope of VAR Delivered Support as well as the differences between SAP Enterprise Support and SAP Standard Support are set out in
Part 2 - Section A. (Standard Services under VAR Delivered Support).
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5. This VAR Delivered Support Model does not apply to SAP Business One. The prerequisites for VAR Delivered Support for SAP Business One
are set out in the “SAP PartnerEdge - Terms and Conditions for VAR Delivered Support for SAP Business One” which are made available on
http://www.sap.com/company/legal.
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Article 3 Prerequisites for VAR Delivered Support
% 3k VAR N iR 2 Fe i R

In order to be authorized to market, sell and provide VAR Delivered Support for the Supported Software, Partner needs to fulfill all of the
following prerequisites:
FESIREAST SRR T8 - B BUR M VAR I 21% - GEBHERERESITA NHISERRA
1. Sell On Premise Model
PHERGEEEA
Partner and SAP must have concluded a Sell On Premise Model and Partner must be authorized to market and distribute Software thereunder.
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2. Support Authorization
IR
Partner must have achieved and continue to uphold Support Authorization as set out in Article 5 (Support Authorization).
EFB AT Article 5 (ZERIZIE) ZRUE » BRI  SWRERFZ -
3. SAP Support Sales Order
SAP CIRSHERTIEE

Partner and SAP must have concluded a SAP Support Sales Order (as defined below) for each Software order placed for an End User for
which Partner wants to provide VAR Delivered Support.
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Article 4 Conclusion of SAP Support Sales Order
®A SAP iRHETRE 2 HE

1. Partner must place an order with SAP for either SAP Enterprise Support or SAP Standard Support together with each Software order placed for
an End User who wants to receive VAR Delivered Support from Partner (both orders may be included in one order form). Partner will use and fill out
completely such forms and minimum order requirements as SAP may prescribe from time to time and must comply with any then-current order process
for SAP Enterprise Support or SAP Standard Support. Where available, Partner agrees to use the electronic means provided by SAP for placing
orders.
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2. Orders by Partner for SAP Enterprise Support and for SAP Standard Support are binding, non-cancellable, non-revocable, and non-transferable.
All orders by Partner are subject to SAP’s acceptance which SAP will give via the order process, through the Delivery of the relevant Software or by
sending an invoice concerning Partner’s order for SAP Enterprise Support or SAP Standard Support, whichever occurs first.
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3. Every accepted order for SAP Enterprise Support or SAP Standard Support for a specific End User represents a separate contract between SAP
and Partner (each a “SAP Support Sales Order”).
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4. For any additional Supported Software that Supported End User has acquired and is subject to VAR Delivered Support, Partner must conclude a
separate SAP Support Sales Order.
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5. In case Supported End User has more than one Support Delivery Model (SAP Delivered Support and VAR Delivered Support) within one solution
area, Partner must ensure in its Supported End User maintenance agreements that the Supported End User installs and runs Software covered under
adifferent Support Delivery Model on a separate technical installation from the one(s) already in place for an existing Support Delivery Model, including,
without limitation, installs and runs any Software for which SAP Delivered Support is delivered directly by SAP on a separate technical installation
from Software that is supported by a Partner via VAR Delivered Support.
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6. Any orders for SAP enterprise support or SAP standard support between SAP and Partner that were concluded or continued under or in connection
with the old “PartnerEdge Channel Agreement VAR” for VAR Delivered Support (as defined therein) but excluding any orders relating to SAP Business
One will continue as SAP Support Sales Orders under this VAR Delivered Support Model if they were still valid at the Effective Date stated in the VAR
Delivered Support Schedule. With regard to these, the terms and conditions of this VAR Delivered Support Model apply.
SAP HIE{ERSERI AR SAP {3 i2El SAP B IR (EMETIRE - FLEERERA &R " PartnerEdge Channel Agreement VAR ;
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7. Any orders for SAP enterprise support or SAP standard support between SAP and Partner that were concluded under or in connection with an
old SMB reseller agreement or other former SAP partner resale agreement for that Partner provided support but excluding any orders relating
to SAP Business One will continue as SAP Support Sales Orders under this VAR Delivered Support Model if they were still valid at the Effective
Date stated in the VAR Delivered Support Schedule. With regard to these, the terms and conditions of this VAR Delivered Support Model apply.
SAP BIETERSHERIARE SAP 3ETIEEL SAP FEESTIRZ (EMETREEE » FLR RN EBHNE IR SMB & B &4 sH A e mi i & FR HEIR B2
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Article 5 Support Authorization
%5k XIRBHE

1. Achievement of Support Authorization

SCIRBIEZ B

In order to be authorized to market, sell and provide VAR Delivered Support, Partner must, inter alia, have achieved and continue to uphold
Support Authorization. The Technical Support Guide explains in detail, what Partner needs to do to achieve and continue to uphold Support
Authorization

RS IAELITTHY - SHEMRHE VAR IR - SfEBHOA (LHR) BEISRIME - WS L - Sl R mer sl & S e R
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2. Consequences of losing Support Authorization

BABRRIEZBRE

a) If Partner loses or otherwise does not continue to uphold Support Authorization (“Loss Of Support Authorization”):

HEFBHEREA A MBI AR R SRR (T RATRETE )

i. Partner will no longer be authorized to market and sell VAR Delivered Support to any End User;

EER R A A S a0 (6 H T B8 5 VAR SISO IRAVIRAE |

ii. Partner will remain entitled to provide VAR Delivered Support for those Supported End Users’ SAP Support Sales Orders which were
still valid and for that Partner was authorized to provide VAR Delivered Support at the point in time the Loss Of Support Authorization
occurred but only as long as SAP offers VAR Delivered Support for a Software product; and
EVET FEAT A RE S A2 S 2 45 i i I =& 159 8 A5 2 SAP SRR S BT EE » 20t VAR SfI2#% » B AZEN - SEBHEAREEEERE
SCIRTZMEZ I » hER AL VAR A1 S08% - (EEIRY SAP BRI ERES A HEHE VAR S STIRAVHARRA + K

iii. SAP will start billing the Partner at the SAP Delivered Support rate (including any prior fee increases) for those SAP Support Sales
Orders for which Partner remains entitled to provide VAR Delivered Support as set out in this Article 5 no. 2 a)ii. above from and
including the first day after the Loss Of Support Authorization. From that point in time, Partner may also direct all requests for Partner
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b)

Support Duties (as further described and defined in the Part 2 — Section C. Atrticle 5 (Partner Support Duties)) for such Supported End
Users’ SAP Support Sales Orders directly to SAP. Partner must ensure in its Supported End User maintenance agreements that in
such case SAP may contact each Supported End User directly. Any additional maintenance services agreed to by Partner with its End
Users, which are supplementary to those offered under this VAR Delivered Support Model, will not be delivered by SAP. Partner will
solely remain liable towards its End Users, including, without limitation, to deliver any VAR Delivered Support services as well as any
additional maintenance services Partner has agreed to under its End User maintenance agreement.
AN Article 555 2 a)ii ;UL BRI - SFB A REIZAE VAR X SZHE0Y SAP SZIEJHESTIEEL - SAP RIEE ST IR IERAVEE—H
#E (BEH) % SAP XN TIRER (WEMEAurift BVE AR AR EEBIERTE - (EXF BT  GIEB IS RZ IR
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If Partner provided VAR Delivered Support (as defined in the “PartnerEdge Channel Agreement VAR") under or in connection with the old
“PartnerEdge Channel Agreement VAR” but lost or otherwise did not continue to uphold Support Authorization (as defined in the “PartnerEdge
Channel Agreement VAR”), this Article 5 no. 2a) i., ii. and iii. will apply analogously.
EETEBHEA N RN ERL " PartnerEdge Channel Agreement VAR | fi#2ft VAR 32 {5 % #% (41 " PartnerEdge Channel Agreement VAR | fif
EF) » (LA SR U A B (R R (40 T PartnerEdge Channel Agreement VAR | Fifi#) » HIIA Article 5 2 2a) i ~ ii A1l iii #f51
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If Partner provided support under a SMB reseller agreement or other former SAP partner resale agreement with SAP that originally did
not require any “Partner Center Of Expertise” certification for Partner to be allowed to provide VAR Delivered Support and Partner:
EHEFB RSB EEA SMB g & 4Us M uAiEl SAP B2 SAP &EBHEIEGWMIEAE 1L - AHNEIERHEE VAR (1%
% 0 R ARZOR & E R AR & FR SRR 0 (Partner Center Of Expertise) Z 3058 » & FHHE
i. has not achieved Support Authorization; or
CIARBEEFISTIRIZHE © 5
ii. did achieve Support Authorization but did not continue to uphold it,
MR SRR - HFRAREEARTTZ
this Article 5 no. 2a) i., ii. and iii. will apply analogously.
HIIZ Article 5 55 2a) i~ ii F1 iii Fig PREdE# A -
If Partner actively provided partner support under a reselling agreement with a company that was acquired by a member of the SAP Group
and has not achieved Support Authorization this Article 5 no. 2a) i., ii. and iii. will apply analogously.
EHEFEBERENEBIE—NTE (A AFRE SAP EEZ (LW E ) MZEBESOMBIRASERETE B RERERME -
Article 555 2a) i~ ii 1 iii FURFEHEREA -
Other Consequences

HAgR

If Partner does not provide or ceases to provide VAR Delivered Support to a Supported End User or Partner loses or otherwise does not
continue to uphold Support Authorization or both and SAP is approached directly by a Supported End User of such Partner, SAP will have the
right (depending on Supported End User’s choice) to:

EHEIEB AR EE LR VAR ISR TR SR 2 SImE S - E S FB AR R M SR AR ORF SR - % —1E
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a) directly enter into a SAP Delivered Support agreement with the Supported End User and provide SAP Delivered Support; or
B % SnEREFEE {7 SAP XN ZIREL) - WHEHE SAP A2 21 5 8¢

b) recommend to the Supported End User other partners or third parties for the provision of VAR Delivered Support.

652 57 % 27 S50 5 P & HE P AL & R PR =07 - DA E R 1 VAR SO 8% -

Article 6 Fee for VAR Delivered Support

%6 R VAR AR 2 B

1. Payment and invoicing of fees
SRR 3 5

a) The general calculation basis for VAR Delivered Support is described in the Price List and will be specified in each SAP Support Sales Order.
VAR 38z —fat B - JyRBUEEEERA - WEYIIE &% SAP SRS BT -

b) The fee for each SAP Support Sales Order as originally set out in the SAP Support Sales Order or as increased according to this VAR Delivered
Support Model must be paid by Partner annually in advance.

SAP TR ESTIE B YMARUE SURIEAR VAR S R AP N SAP SRS ESTIERVE A - B SR HEFE T -

c) For the Initial Term (but excluding the Initial Term for VAR Delivered Support for SAP Business Objects solutions only) as set out in Article 8 no. 1

(Term) a) i., SAP will send a first invoice for the fee as set out in the SAP Support Sales Order for the period starting on the first day of the month
following the Delivery of the Software until December 31st of the current year and a second invoice for the period starting on January 1st and
ending on December 31st of the next calendar year.
WSS 1 & - Article 8 (JfH]) 55 1 &) i fkPmilt 2 55— (ERE&1E Fs T SAP Business Objects fi#ift 77 %6 VAR 5521 2 55—H) - SAP Kttt
IR EA R E—E A ME—HESZFEE 12 F 31 HIRAY SAP HRHEETHEEG N - FRE—FE&5 > Wil F—HEFEESN 1 1 H
HF 12 F 31 He9HIR - ards s g -

d) For the Initial Term for VAR Delivered Support for SAP Business Objects solutions only as set out in Article 8 no. 1 (Term) a) ii., the fee as set out

in the SAP Support Sales Order is invoiced for the period of the Initial Term.
0 Article 8 (HIf]) 55 1 a) ii 3K fraft - (€75 T SAP Business Objects fifift 7726 VAR A8 255 — 1 » HATY SAP SRS BTN 2 2
FI3E - TRy T E— M FARImBA AL
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e) For each Renewal Term, fees as originally set out in the SAP Support Sales Order or as increased according to this VAR Delivered Support Model
are invoiced for the period of the Renewal Term.

FRERZAAVIY] - SAP SRS ESTHE M RUE SRIEA VAR S SZ R i1z SAP SZHesd SR TIEE A - Pt 4Ra0I 2 SR R 1L 4 52 -

f) SAP recommends that the Partner should offer SAP Enterprise Support and SAP Standard Support to End Users according to SAP’s
recommended prices.

SAP IS TEHEIEIENE SAP (IR SAP FRAE L% T4 (1 &1 - EEIE SAP 3R E(H -

2. Feelncrease

= tEEN

a) SAP agrees that the fee for SAP Standard Support will remain unchanged for the Initial Term and the 1st Renewal Term.

SAP [FIREEE — IR RELIHI 2 SAP FRAE 2 PRt FIE(RFF A4 -

b) SAP agrees that the fee for SAP Enterprise Support will remain unchanged until December 31, 2020.
SAP [FI + SAP {3 IR FIFERGTT 2020 4F 12 [ 31 FIRTIRFFRE -

c) After the applicable periods mentioned in this Article 6 no. 2a) and b) above, SAP reserves the right to increase the fee for each SAP Support
Sales Order once during a calendar year upon three months’ prior notice to Partner (“Fee Increase”). In case of a Fee Increase, Partner may
terminate all SAP Support Sales Orders concerning a Supported End User by giving one month’s prior notice to the effective date of the Fee
Increase.

TE LA Article 655 2a) FlI b) FRATHE R ZAHRHEARTE1% - SAP {REFEL &% SAP RN BTN ENE — HIE SRR — A - EiEm af%
PEE=EHARZERTEA (M "EHEHAR,) ) - EREEMAMERZER T » SEBHEENERFERAESER - —EH ZEai@s - & Epnit
— R A IRE TR SAP SRS ST -

d) The first Fee Increase must not exceed the percentage by which the Index as defined in Part 2 — Article 9 (Index) of the PartnerEdge GTCS has
increased (calculated on a cumulative year-over-year basis) compared to the value of the Index as of the start date of the Initial Term of an SAP
Support Sales Order. Any subsequent Fee Increase will be limited to the percentage by which the Index has increased (calculated on a cumulative
year-over-year basis) compared to the value of the Index that was used as the basis for the last prior fee increase for a SAP Support Sales Order.
If the Index ceases to be existent, SAP may choose to replace the Index by applying a reasonably equivalent price index as published by any
governmental agency or non-partner agency (“Replacement Index”). SAP will inform Partner of a change to a Replacement Index in writing.
Partner may terminate all SAP Support Sales Orders concerning a Supported End User by giving one month’s prior notice to the effective date of
a Fee Increase based on a Replacement Index.

SAP TIESHESTIEEER H RE FHFIE - A58 PartnerEdge GTC 55 2 & — 5 9 ik (8% FrEfa 8GRk moth (BB RatE5) (i
> SAP TIRSHETREE A 4G HIPRIEBUE) - (R nyeE: sk - e LAFE“DDE@%%ZTE (THEY SAP SZHESH BT % B il— 2Ue FH AR
ZHBEHEHUE) Tttt (B Eﬁﬁfiﬁ%ﬂéuﬁ:) RIR o EZIEENMEFAE - Al SAP WS LB IR S Rt 2 Sy & B S
o AL REZIEE (T "&RIER ) - SAP @I (IsRAESEN » DENMNESIEBMHE - EHUSEREETZ B MRRENHA - &
TEB S DI—(E 5 Z FH TR - %ZJLEEEAE SR HnE FIE EIFTA SAP SRS EETREEE -
e) Not raising fees in any given year is not a waiver of SAP’s right to do so.
SAP MEM—(EfSEFE R A E M - WAL SAP B el Z EF -
f) The limitations in this Article 6 no. 2b), c) and d) will not apply to the following notices and orders:
Article 6 55 2b) ~ ¢) I d) ZKFTHIZ BRI - A& @A Ny R AT E
i. notices to Partner for price increases provided to Partner prior to January 1st, 2010 (even if the price increase will become effective at one or
multiple times after January 1st, 2010);
2010 4 1 A 1 HpimfS s v E A ENEREBAIER 2010 41 A 1 HEE—RESRAER)
ii. notices to Partner that modify other notices provided prior to January 1st, 2010 to the advantage of Partner (e.g. by delaying or slowing down
an already announced price increase); and
1 2010 4F 1 A 1 HEILAEH-GIEB AN T m SRt A BRSSO MBI (G105 BT R EE T A MR E) » DI
iii. any notices to Partner regarding any SAP Support Sales Orders for SAP Enterprise Support that had not been priced at 22% of the Partner’s
software buy price but these will be capped at 22% of the Partner’s software buy price until December 31, 2020.
A SAP IR SAP CEEHHE STHE S MRS AL S AR » WHE R AE R AEAY SIS = A% HY 22% E(E - ErEsT 2020 4
12 F 31 HAl » WPRE R A S (F R PRI IS S (A& 22% -

SAP recommends that the terms and conditions set out in this Article 6 no. 2 (Fee Increase) are reflected by Partner in its support and

maintenance agreements with Supported End Users.

SAP HEEFITE Article 6 55 2 51 (B FIFHIR) Z RAUELIRME - EHH & (R i B AE HL B2 <288 = #40m ( F 2 R SO P s &40 | -

3. Fee per Incident. Under this VAR Delivered Support Model, Partner is responsible for solving Incidents that do not require Development Support.

If an Incident is forwarded by a Supported End User or Partner to SAP, and it does not meet the criteria below in a), b) and c), Partner must pay to
SAP a fee per Incident as further outlined in the Price List (“Payment for non-standard and/or other maintenance services”).

B B - BRA VAR N B GEBEATMA N FTERE LR FF - BHE—F R IR 4mi S aER s
T SAP i FEATTELATE @) ~ b) Al ) AT ZZ M - SEBHELNLN SAP —SEf SR - HErMNANER SRR (T
BT EATERE R S M A RS 2 R )
SAP will not invoice Partner:

SAP F g R & ER ST T YRR FI#H

a) for Incidents that were processed by SAP Development Support (as set out in Part 2 - Section B. Article 1 (SAP’s support tasks));
SEAK SAP Gl IR RIS (M55 2 &5 - 55 B i Article 1(SAP Z SZHEAEFE) FiTHl) 5

b) for Priority 1 Incidents for Supported End Users that have purchased SAP Enterprise Support; or
HASETETHE SAP (S SIRAZ SR 2 # I #  HArds 4 2B 1 354 5 =

c) if the number of Incidents eligible for invoicing is five or fewer Incidents per quarter.

—FH BN EHEZ EELL T -

SAP will issue invoices to Partner on a quarterly basis. Such invoices will comprise alist of Incidents processed by SAP Support Organization. Invoices
will only include Incidents that are closed (with status “Confirmed” by Partner/Supported End User or with status “Confirmed Automatically” by SAP).
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SAP GEFZELABHEMA —REE - HBFHEE SAP SRR E(EE - #EEGRATERZFN HINEEBREE BRI
Z#IRERE T O, S SAP TR AR ) -
Article 7 Tax
3 i)
1. Each Party will be responsible for the payment of its own taxes.
F—ITRAaTE X TE TS -

2. All taxes based on income that are imposed, or may be imposed, by any federal, state or local government entities for payments received under
or in connection with any part of this Agreement will be borne by the recipient of the payment ("Recipient").

B ~ INILECE BT R S BN A S OEM BN - IRIEFTE M EUE TR R — VIR Rz —75 (P8 TBRT ) ) &l

3. If the Party making such payments (“Payer”) is required by law to withhold income or corporation tax or a similar tax (“Withholding Tax”) from
any gross payment to the Recipient under or in connection with any part of this Agreement, Payer will be entitled to withhold or deduct such tax from
the gross amount to be paid if and to the extent that the Recipient may offset the withholding income and corporate tax liabilities according to the law
the country of residence of the Recipient against its income or corporate tax liabilities. However, Payer must use all endeavours to reduce any such
withholding payable to the lowest possible rate subject to compliance with all applicable laws and double taxation treaties. Recipient will cooperate
with Payer to the extent that is necessary to apply for such reduction, especially by, but not limited to, providing necessary forms to Payer or the
relevant tax authority. Otherwise, Payer is entitled to withhold tax at standard rates according to the relevant laws. The Payer will in the case of any
withholding of any Withholding Tax provide to the Recipient a receipt from the relevant tax authority to which such Withholding Tax has been paid. In
case the Recipient under or in connection with any part of this Agreement is not entitled to offset the withholding income and corporate tax liability
according to the law of the country of residence, Recipient and Payer will mutually agree in writing whether the Payer will be entitled to withhold taxes
on account of the Recipient from the contractually agreed payments. The fact that such offset is not possible (or not possible in a specific year) must
be notified by Recipient to the Payer.

ENRZ—T7 (TR TRKTT 5 ) ROBZEREE BB A A S EHETE () Z S 484 - FNBPR S A BRI BRI iR (TR TH08RERK ) » (7K
T3 R RZ 15 S 2 SR I B B LIBR L AR (EERR MR OT "B WG OT PR B 2 A » (ERIRZ NS s B A EI R 3875 - LR s A B
TR OIRAIREA » 7 R o 2RI » 307 R — V1537 » (P 8 FA A S A R RRE R Mol BB AR R D B (R mT RE Y LR
WK OT IR ARG E B ROT S F - FREEIE SRR TCHRER ([EARIRFY) FRALBERASAE N FOT BRI AR - SR > (507 AR AHR
TEEREEE AR « AROTEEFHISRIIERTRAVEILT - & mUGOT 3R B AR SRR S T I B TR BRI I8 o (s sk T B B
A GLE IR (i A B P E B 2 A SIS Frs B SRR S5 ME AT AR B3 - WiORioT B RAOT FEST K OT B B AR OT & £ &
B ZHOATHIINGR - EREREE « WEOT AR AT O (BURAER A T I R) Z BN =0T -

4. All other taxes or charges of any kind (including but not limited to, customs duties, tariffs, excise, gross receipts, sales and use and value added
tax) except income tax or corporation tax (or similar taxes) will be borne by the Payer. Partner must communicate to SAP its VAT or GST identification
number(s) attributed by the country where Partner has established its business. SAP shall consider the support for the Supported Software provided
under or in connection with this Agreement to be for Partner's business operations and provided to the location(s) of the Partner in accordance with
the provided VAT or GST identification number(s). If any such tax or duty has to be withheld or deducted from any payment under or in connection
with any part of this Agreement, Payer must increase payment under or in connection with any part of this Agreement by such amount to ensure that
after such withholding or deduction, Recipient has received an amount equal to the payment otherwise required. Any applicable direct pay permits or
valid tax-exempt certificates must be provided to SAP prior to the execution of the VAR Delivered Support Schedule.

FRETSFIECAEIN (ESRERN) Fb - BRI A AR e (BREEARIREY © BERL - JHER - S8 AT - SHEFIER FASER) SR
KAEE - BIEBELEEEEERIBIAR 2 VAT 3¢ GST 3kAIHE 2541 SAP - SAP JERIEFN SR A SLIFT S ST IRERES R 4% - FINGTER L
HISEREE - WARFTEALY VAT 20 GST GRAHS » R SRR HLAG S FR LAY E SR - AMEMI RN SR CAE N BN A S G Z AR FRUERN
THAIEGHRR - (S ROT R BRI AR & 49 Z FOE AN B - T e PRTRIIEEIRR Z 1% - WGRKOT hRe B SR FEIGOE S F 2 B8 - B AR
VAR SN SHRIAAZR 2 A > FEA] SAP FRELFTE 3 2 B R 3G AT B R SaE -

Article 8 Term and Termination of SAP Support Sales Orders
% 81k SAP TiRSHEETIREE > HARREELE -
1. Term

IR

a) The initial term for SAP Support Sales Orders will be as follows (“Initial Term”):

SAP STIRSHERTHER VBB — AT (TE—H#, )¢

i. for each SAP Support Sales Order relating to (i) Supported Software except for SAP BusinessObjects solutions only and (ii) joint transactions
(sale of VAR Delivered Support for SAP BusinessObjects solutions together with VAR Delivered Support for one or more Supported Software
products that are not SAP Business Objects solutions in one order), VAR Delivered Support will commence and the initial term will start as of
the first day of the month following the Delivery of the Software and will end on December, 31st of the next full calendar year (except if the
first day of the month following the Delivery of the Software falls on January, 1st of a respective calendar year, in which case the initial term
will run until December, 31st of the respective calendar year); or
Bk T UT &IHEE SAP IR ERTHE () XREM ([E-RNEfE SAP BusinessObjects fiilt 77 %) & K (i) 3L[FEZL 5 (B : SAP
BusinessObjects fi#ift 7720 VAR S 4% » $#EHCHY & — (B2 S50 SRS A iy VAR S22 8% - L% A fLEL Business Objects fi#ft 75
FAFEBE—THEEE) » Al VAR S S88 R — B BRI e A g — R (s —H - SR N —5e BNy 12 H 31 HASH (HEHE
Ne—HABNE—H  HEEEEIFEEZ 1L H 1 H¥E  AEZER T - BE IR &% R 12 A 31 H4H) 5 =

ii. for each SAP Support Sales Order relating only to SAP BusinessObjects solutions, VAR Delivered Support will commence and the initial term
will start as of the day of Delivery of the Software and will end twelve months later (but excluding the date having the same day and month as
the day of Delivery of the Software).
$1¥f SAP BusinessObjects fiffjt )72 7% SAP SCHESHEETIEEL - H VAR SNSRI B 8BS < 2 B R ~ B HE—INE B 3% HIFE
B AR T E A & (B g SR R B Rz H) -

b) After the Initial Term and subject to this VAR Delivered Support Model each SAP Support Sales Order will automatically renew for subsequent
twelve months periods:

FHRRIAE RN ER AR VAR A R AT T » &% SAP ZIRIHESTERE MY B B 8T+ — A -

i. for each SAP Support Sales Order relating to (i) Supported Software except for SAP BusinessObjects solutions only and (ii) joint transactions
(sale of VAR Delivered Support for SAP BusinessObjects solutions together with VAR Delivered Support for one or more Supported Software

products that are not SAP BusinessObjects solutions in one order), on January 1t of each calendar year; or
B TLLUT &I SAP TIRSHEETIEE () IR# (HEAEIEE&T SAP BusinessObjects HYfERTTZ) 5 R (i) FLEZLS (B : SAP
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3.

BusinessObjects it 77207 VAR N7 1% » IEHCHH S —E e 2 SR A iy VAR X 328% » HIt% Bl SAP BusinessObjects fi#
RITELIEBRE—ETEE) - AIRES-HEFN 1L H 1H 5
ii. for each SAP Support Sales Order relating only to SAP BusinessObjects solutions, on each date having the same day and month as the day

of Delivery of the Software.
$1¥# SAP BusinessObjects figik 75 21 &% SAP SRS EaTIEE - RIMEREEES (T 2 H BAHHE H (78 H & EH T -

(each a"Renewal Term”), whereby the first twelve months period immediately following the Initial Term will be defined as “1st Renewal Term”.

(BZ IR TR TEHEE ) ) M E R EREES 2B+ E HHIR - eSS "TERESH, -

Termination

&k

Partner may terminate all SAP Support Sales Orders concerning a Supported End User by giving three months’ prior written notice to the end of

the Initial Term or any Renewal Term. For the avoidance of any doubt: termination by Partner strictly applies to all SAP Support Sales Orders of

a Supported End User; any partial termination of SAP Support Sales Orders concerning a Supported End User is not permitted.

TEE— AU LRS- STEB G L= E 2 SBaiEEEA - SRR — 22 R 2 SanE T SAP STIRS EaTREEE - ke

= AEBAE 2R TERIS BN & 2 SR 2 SR8 FTH SAP i?ﬁfﬁ%.ﬂﬁ% AR SR S (E I E Y SAP STIRSHEETIRE -

FEITEMGE AL -

When Partner terminates any SAP Support Sales Orders, Partner will provide SAP with the name and customer identification number of the

relevant Supported End User to which the SAP Support Sales Orders pertained, the reason for termination, the effective date of termination and

a copy of the termination notice relating to the support and maintenance agreement between the Supported End User and the Partner.
EIFBEAZ LM SAP STIRIHERTIENT - SIFRBHEERL SAP RN E TN BERTS MR 2 3k 2 #m i B i R & P a5k - 4%k

H:I F AR YA H B DU R 22 S PR 2 #4Umf F 3 B S (R PR S PR B 4 S 4TRSS (B ANV - $2{k4G SAP -

SAP may terminate SAP Support Sales Orders by giving three months’ prior written notice to the end of the Initial Term or any Renewal Term. If
Partner does not pay on the due date any amount payable to SAP under or in connection with a SAP Support Sales Order at the place at and in
the currency in which it is expressed to be payable, SAP will be entitled to terminate the relevant SAP Support Sales Order unless payment is
made within thirty days of the due date.
SAP o] 115 —HIEE LTSS HAT - S =(E A RTAVSRTEEEA - DAL SAP SRS EETREE - B EERB RN EIAE ~ [EHIEMNRZ

~ FEA RIS P REE I 2 S50 - AR B SAP STIRSHESTIREE AR - IEN T SAP Z{EMFIE » 2T SAP » SAP A REL HHRH SAP fi?ﬁ
PHEITHE . HZECHCREE R =1THRNEE - Rk -

If SAP Support Sales Orders are terminated, SAP will endeavor to transfer all affected SAP Support Sales Orders to SAP or another SAP
partner who has Support Authorization, depending on each Supported End User’s choice. Partner agrees to actively support the transfer of the
affected SAP Support Sales Orders to SAP or another SAP partner who has Support Authorization, depending on Supported End User's choice.
In case a Supported End User would like to receive VAR Delivered Support from another SAP partner who has Support Authorization, Partner
authorizes SAP to disclose the fee (maintenance percentage and maintenance base and thereby the software partner buy price) for each SAP
Support Sales Order to the relevant SAP partner to whom the SAP Support Sales Orders will be transferred. Partner must ensure in its support
and maintenance agreements with each Supported End User that SAP may contact the affected End Users immediately after receipt or sending
of the termination notice concerning SAP Support Sales Orders.

# SAP IRFHEITIMEERA L - SAP @R NIBHETA 2R E Y SAP SURIHESTIEE T SAP Hil BA IRIZHE Y SAP SR ((HIEHL
J}E%EZ?Q?Z%Z%@MT%H HEHRE R - GIEBHEBEREMAZEVES SAP IRHESTIHE T SAP sEMEAEAIRIEEZ SAP &
TERSHE (BURTA & 3% 2 1% 2 480 (0 2 A8 R o) HVSEEL b - BURREE TR o 3552 0% 7 40  Fl E Ae Hoth LA SO iR i 2. SAP /\ﬁf%
ﬁ= TS VAR SIIS28% - SR HEIIE SAP 155 &5% SAP IRIHEETIRE » M/RZ5E SAP RIS TIMENVAHRE SAP &ERHigf K

R (BN € oy et s BA Sy - (ETMERES & (ER P T8 DU 2 (B48) - SRR R E H B & 2 S i 2 44 (i B T S PR Bl s &4y
oo HEGR SAP SETEREFIENE AR SAP IR P ST 4L IBAIT% - T RIELZ R 2 S (0 I R4 -

Upon termination of a SAP Support Sales Order or termination of this VAR Delivered Support Model, Partner shall return to each affected
Supported End User all information provided to Partner which is relevant for the provision of support for the Supported Software.

* SAP STARSHESTIEE A VAR SNSRI - S FR MEIER PR (h4s S ER R SR S R SRS A = — V&R EE
2 RGN SR 2 K

SAP recommends that the terms and conditions set out in this Article 8 (Term and Termination of SAP Support Sales Orders) are reflected

by Partner in its support and maintenance agreements with Supported End Users.

SAP FEEER G (I FEIEAE LB 2 57 i 2 S (0 B Tl o 8 2 SO IR e 4 > BT Article 8 (SAP SZERSi & ST EL 2 IR EZARIE) Fra] 2

TR LR {4 -

Article 9 Change of Support Offering

ok SHERBBE

1. Change of Support Offering from SAP Enterprise Support to SAP Standard Support

a)

TR 17E SAP Enterprise Support 845 SAP Standard Support

Notwithstanding Partner’s right under Article 8 (Term and Termination of SAP Support Sales Orders) no. 2 and provided Partner is not in default
of any obligations with regard to the affected Supported End User, Partner may select SAP Standard Support instead of SAP Enterprise Support
for the Supported End User under the following condition:

GERETERHEE AT Article 8 (SAP STIRSHEETIE LY HIIREAZ 1) 55 2 KA HER - B ETER IR IE NS 2 3 B2 B 7 #m (&
ZHEH > STEBAUITEER TR - B2 SO #mfl FI &5 SAP R S% - JF SAP (3E % ¢

i. Partner’s first, still active SAP Support Sales Order for SAP Enterprise Support for the affected End User must have completed the Initial
Term; and

ETEB L2 B I #2 SAP 3% —HE SAP SRS ES TR 55 — B AT S ¢ K

ii. Partner must provide SAP with three months’ prior written notice:

ETER T SAP SR = (B 5 By AT AT ©

a) if all SAP Support Sales Orders for the affected Supported End User are solely on a calendar year renewal basis (renewing on January
1st of each calendar year) or if some of the SAP Support Sales Orders for the affected Supported End User are on a calendar year renewal
basis and others on an anniversary renewal basis, to December 31st in any calendar year; or
B2 BN SR SR E - HATE SAP SURIHESTIEE » BERERDHEF ARG @0 EFEHEFN 1 B 1 HE4Y)
WELZ BN Z IR Z HImERE - A SAP SR EETIE - EUAHEE BEGEELY - HEMEMHESAT 12 H 31 H Ak
£

SAP PartnerEdge VAR Delivered Support Specific Terms and Conditions [DUAL] zhTW.v.7-2015 Page 8 of 28



B) if all SAP Support Sales Orders for the affected Supported End User are solely on an anniversary renewal basis (renewing every twelve

months after the day on that Delivery of the Software occurred), to the day before the anniversary date of the SAP Support Sales Order
that is the first one to come up for renewal in any calendar year. As an example: Partner concluded three SAP Support Sales Order with
SAP on the following dates: 30" June 2011, 2" February 2012 and 13" March 2013. In such case, the first one to come up for renewal in
any calendar year would be the one dated 2™ February 2012. Thus, 1%t February of any calendar year would be the day before the
anniversary date.
B BN SR SR E - HATE SAP RSB TN - B EMRDUEE R O - &4 Z Hig - FIENT
ZfEA) - HE% SAP HEHEITHE AT HNN—H GBS » BIREEMHEES - E—ERmEEN 2 H) - fid - &1E%
FEEL SAP 3 HIAE NI H I3 E =4 SAP SRS ESTIEE 1 2011 426 30 H ~ 2012 422 H 2 Hf1 2013 £ 3 [ 13 H - fELEN T » 1
FEETHEET » E—(ERAMEES Z Bk R 2012 4£2 F 2H - Hitt - F£—HESN 2 A 1 B REFHIRT—H -

b) Such selection shall be stated by Partner in the notice letter and shall terminate SAP Enterprise Support effective with the commencement of SAP

Standard Support. Any selection of SAP Standard Support will apply to all Supported Software solutions currently under SAP Enterprise Support
of the affected Supported End User and will be on SAP’s then-current terms and conditions for SAP Standard Support, including without limitation
pricing. SAP may require Partner to execute one or multiple new SAP Support Sales Orders for the selection of SAP Standard Support as well as
an amendment or other document memorializing Partner’s selection and SAP’s then-current terms and conditions. A new Initial Term will start
with the commencement of SAP Standard Support.
ETERB M PURAISHEEBETH - BIEL L SAP f3E0HE - it SAP BEAESTIRRIAANG 458 o B> SAP BEAETHRFR Ry 2 (E [ BEE - IR 2
W22 $mEE - BRTESTE SAP R3EIE NIVFTA IRIRES » &M SAP EIFAROLEAT SAP FERESIRA KSR - BiEE
ARG ¢ Bt - $TEEEE SAP FEAESTIE - SAP SEDREIFM ST —E SN SAP SURHEETINE - DIRIY 1 - S R aFB et
Frigee 2 T E A1 SAP EIHA SUAK B AR AR EA SR  $riyss —HikeE SAP BRESIGE A HIFEH -

c) For the avoidance of any doubt: termination of SAP Enterprise Support and selection of SAP Standard Support instead of SAP Enterprise Support
by Partner strictly applies to all SAP Support Sales Orders of a Supported End User; any partial termination of SAP Enterprise Support or partial
selection of SAP Standard Support for certain SAP Support Sales Orders concerning a Supported End User is not permitted.

Festss © GTEBEAS L SAP IR KB E SAP I IR IE SAP . 71% » TERIS M &34 2018 2 St FE A SAP SZiEHHE
STREER © ST 2 S8 2 43I FI Y SAP 130 iE Rl n 4 I LB T SAP STIRSH ST B METT SAP FRE TR (7B » B AT -

d) If Partner selects SAP Standard Support instead of SAP Enterprise Support for a Supported End User Article 6 (Fee for VAR Delivered Support)
applies, but the period will start on the date that the new Initial Term starts as set out in this Article 9 no.1b).

WS ETE B B — 2 1B > (il » B8 SAP 44 » fiiJE SAP {¥E51% - EMEH Article 6 (VAR X018 2 i) 2R E » {EHHRY
F— > BEW Article 9 55 1b) FKFTHLY HIARIGEE -

2. Change of Support Offering from SAP Standard Support to SAP Enterprise Support
TR e SAP Standard Support ## 5 SAP Enterprise Support

a) Notwithstanding Partner’s right under Article 8 (Term and Termination of SAP Support Sales Orders) no. 2 and provided Partner is not in default
of any obligations with regard to the affected Supported End User, Partner may select SAP Enterprise Support instead of SAP Standard Support
for the Supported End User with three months’ prior written notice to SAP to the first day of any calendar month.

GRETFRHEE AT Article 8 (SAP STIRSHESTIE LY HIIRELZ 1) 55 2 AP R - B &R MR IE NS 2 5 B2 S 7 #am il
ZEL > EEBE AR VYR - MBI HER S HAT > [ SAP B={8H Z BrRTHEH B - A2k 4mi FEEHE SAP i
M3k SAP FEAETIE ¢

b) Such selection shall be stated by Partner in the notice letter and shall terminate SAP Standard Support effective with the commencement of SAP

Enterprise Support. Any selection of SAP Enterprise Support will apply to all Supported Software solutions currently under SAP Standard Support
of the affected Supported End User and will be on SAP’s then-current terms and conditions for SAP Enterprise Support, including without limitation
pricing. SAP may require Partner to execute one or multiple new SAP Support Sales Orders for the selection of SAP Enterprise Support as well
as an amendment or other document memorializing Partner’s selection and SAP’s then-current terms and conditions. A new Initial Term will start
with the commencement of SAP Enterprise Support.
EIFBHELELUBASTEERE - B L SAP SR - 1Y SAP 3ESIR IR - WY SAP (R3EIRFT R Z (LT - REBEM R 28
M2 2 R EE - BRTESTE SAP BERESE NIVFTA RIS » &R SAP EIFAROLEAT SAP (BSEIRMIRRELIRN: - BiEE
ARG ¢ i - $THEEE SAP (R3ES7HE - SAP SELREIFM ST —E S EN SAP SURHESTINEE - DIRIY Bl - U2 Rl e FR Mt
Firigee 2 T E A1 SAP EHA RUAKEL AR ARV EAM SR - ¥iiss —Bike e SAP S imiEsar HIFEH -

c) For the avoidance of any doubt: termination of SAP Standard Support and selection of SAP Enterprise Support instead of SAP Standard Support
by Partner strictly applies to all SAP Support Sales Orders of a Supported End User; any partial termination of SAP Standard Support or partial
selection of SAP Enterprise Support for certain SAP Support Sales Orders concerning a Supported End User is not permitted.

RREER | BTFBHA L SAP BRESTIRREE SAP R3ETHRMIE SAP R - JERISERIN &% 23R 2 8 InE R EATE SAP SRHE
SITHEL  BTMEIZ IR SR SAP BRI Rl 4 Bl T SAP STIRSH BT EL /BT SAP 3EIR T MERE » B R ST -

d) |If Partner selects SAP Enterprise Support instead of SAP Standard Support for a Supported End User Article 6 (Fee for VAR Delivered Support)
applies, but the period will start on the date that the new Initial Term starts as set out in this Article 9 no. 2a).
S ERHERIE— 2R SR - B8E SAP 3ETCHE » 7k SAP BRESZIEL - [EBM Article 6 (VAR (S 2 8 fl) ZHE » (HEHY
FE— > E 4 Article 9 55 2a) Pl HIHBRMARTE -

Article 10 Continuous Support

% 10 % g

1. Every Supported End User must always have all of its Software installations covered by one type of VAR Delivered Support meaning either SAP
Enterprise Support or SAP Standard Support. Partner must neither market, nor sell, nor provide SAP Enterprise Support to a Supported End User if
such Supported End User operates its Software installations under SAP Standard Support, and vice versa, this includes instances where the support
offering was changed from e.g. SAP Standard Support to SAP Enterprise Support. If this is not the case, Partner must terminate its support and
maintenance agreements relating to VAR Delivered Support with such Supported End User in their entirety. A partial termination is not permitted.
Partner is not permitted to deliver SAP Enterprise Support if that Supported End User operates Software installations under SAP Standard Support,
and vice versa. In such case, Partner is required to change the support offering for the Supported End User in accordance with Article 9 (Change of
Support Offering).

T2 2 S A EVEIRGRE VAR ZAZRATE &RV E P —3 (B © SAP 3 7i8al SAP A R) Z ATERS&4s - BN (EM 271
ZEURE R - WEAAT SAP ERERRMBTHERGZE - SIEBHENSITH - HEUREt SAP SRR TR ET IR X ImEME » K24
s B HCTR RS DRI SAP R TR A SAP (ST IRIIEN - BRI STERHEVRAS (BRSSO 88 7 43 0m I ETE A BE VAR S22 8%
ZAREE G LN AT o R ARFFE SUL - B SR S FERIE SAP ERESIRRITIIG 2L - QIS RR ARG SAP (R38R K28
IR FEREIL T - EIFBEFRRE Article O CURIG Z B H) ZHUE » Rk 2 302 450 (1 & 2 B SR IR -
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2. If Partner does not order VAR Delivered Support for an End User immediately after the order of the Supported Software for the End User, but
orders it later e.g. to obtain a new Software release, or VAR Delivered Support is otherwise terminated e.g. pursuant to Article 8 (Term and Termination
of SAP Support Sales Orders) no. 2, or declined for some period of time and is subsequently requested or reinstated, Partner can obtain VAR Delivered
Support for such End User only upon payment of the fee for VAR Delivered Support that it would (pursuant to the Price List) have had to pay had it
agreed to take VAR Delivered Support immediately after the order of the Supported Software. In such case, SAP will invoice Partner such accrued
fee for VAR Delivered Support plus a reinstatement fee. Payment of the accrued fee and the reinstatement fee is immediately due and payable in full.
The same applies, if this VAR Delivered Support Model was rescinded, terminated according to Article 13 (Term and Termination of this VAR Delivered
Support Model) or otherwise terminated and re-activated or concluded anew.

AR AR Ry K —# A TSR % TR mE 5T VAR /yiﬁi?ﬁ ﬁ'ﬁmf Tt A 1EaTiE (BN« HUSsrydcae &
FTHEA ~ 20 VAR S STRRIEEES 1 (B4 © FR55 Article 8 (SAP ST EERTINE Z HIMREAAR L) 56 2 U HUE) ~ BHESR PRI » MR RERIE
%) - GIEBHHEREZLIMERE SR ENTE VAR /yiﬁi%ﬁ%ﬁﬁ (FREEER SR T’“EJE%?Z?%%’X%%& JFFETL RIS VAR Ao kst
H) ® > Bzl HE > HUS VAR SR - FEILTEIL T - SAP @RttHifd RETHy VAR X SEE M L —REME - HISEEEESE - R
SrE A BUE Mg M 0H - Ty RIS G ME 2B - B VAR S SRR Article 13 (8 VAR S (St i 8tak k) BEIHE - &

LRI R FE% 1L - 3 B AR A E TR E R - RN BRI ERE -

3. For the avoidance of any doubt: Article 10 (Continuous Support) no. 2 will also apply to:

Fy ke © Article 10 (FPEIR) 55 2 RCZMUE - IRIEEEATRY -

a) any orders for SAP enterprise support or SAP standard support between SAP and Partner that were originally concluded or continued under, or
in connection with, the old “PartnerEdge Channel Agreement VAR” for VAR Delivered Support (as defined therein), but excluding any orders
relating to SAP Business One that were later terminated under the old “PartnerEdge Channel Agreement VAR” and are now subsequently
requested, concluded anew or reinstated under this VAR Delivered Support Model; and
SAP BLE{ERHERTAR SAP 3E7HEE SAP R TIR 2 (EMETHEE - JLZHEN SR EEHT " PartnerEdge Channel Agreement VAR ; BT
VAR S50 8% (2SI 2 E#) ({51 SAP Business One ARHF - BRI1) # - (HiF{2 S E5/R " PartnerEdge Channel Agreement VAR | %]
b MRS RN VAR N SR AR EOK - EMEFENE S &

b) any orders for SAP enterprise support or SAP standard support between SAP and Partner that were concluded under, or in connection with, an
old SMB reseller agreement or other former SAP partner resale agreement for which Partner provided support, but excluding any orders relating
to SAP Business One that were later terminated under the old SMB reseller agreement or other former SAP partner resale agreement and are
now subsequently requested, concluded anew or reinstated under this VAR Delivered Support Model.

SAP HLETERFERTATN SAP {3E CIRE SAP FEE IR (E(ISTIMER » FLEAR BN EEhR SMB &g &4 s M Sl tl SRR R (L SR
SAP &{ER I ESLE ([E51 SAP Business One ARZ (EfETHEEL - FRIM) - HRIREN BEhE SMB &R S4YsEMSEATRAN) SAP &F%
FHEESIIERIEL - HRSENRA VAR XN AR TR - EEg iR -

4. |If Partner wants to provide VAR Delivered Support to End Users who currently receive SAP Delivered Support but wish to order VAR Delivered

Support from Partner instead without buying any new Supported Software, Partner must maintain a certain minimum annual revenue as defined in

the RSPI.

EHETFBAERITAL VAR ISR THRIER S SAP N 24 ImE A% - EAREESFBETE VAR 8% - A SR - &

TERSFELMEIRFEAT RSPI Bt > 75 i RAF LK -

Article 11 Maintenance Phases

% 111% MR

1. VAR Delivered Support is provided in accordance with the then applicable maintenance phases per Software release as stated on the SAP Service
Marketplace at http://support.sap.com/releasestrategy.

VAR 32137454545 SAP Service Marketplace (http://support.sap.com/releasestrateqy) | Fi it > 5 s i hig 2 i I3 1 FH 1 4 SE P ES T DUFR 4t -

2. The scope of services for VAR Delivered Support (as outlined in Part 2 — Section A. (Standard Services under VAR Delivered Support)) depends
on the respective maintenance phase for the Software release. SAP will only provide the full scope of VAR Delivered Support during the first
maintenance phase, so called “Mainstream Maintenance”. After expiration of “Mainstream Maintenance”, SAP may offer different services. For up-to-
date release planning information and further information on services, please have a look at the product availability matrix (PAM) made available at
http://support.sap.com/pam.

¥ﬁ”‘ VAR SIS0 (055 2 By — 55 A B (VAR (S8 N ZIEEIRT)) ZIRBHEE TR HUATA TGS (TR 2 & 7% 48 BRI E - SAP {E1E

—fEEE R (ﬁh By T EZAEE | ) AIRAE VAR RN R EEE - 7E T EFEYEE ) Bk o SAP WHRALRERIIRES - FRECHRASTEIEE
&EE@H&E‘EE’JE% B SEE RIS A R (PAM) (F152 ¢ http://support.sap.com/pam) -

3. Partner acknowledges that SAP cannot support third party operating systems, databases or other middleware components which are no longer
supported by their manufacturers. SAP is only able to support those third party operating systems, databases or other middleware components if and
to the extent to which the relevant manufacturer offers maintenance and support for its product. Partner is obliged to inform Supported End Users that
an upgrade to a newer version of the third party operating systems, databases or other middleware components may be necessary.
ETERB R - SAP ﬁt\/‘ffzf}%ﬁﬁﬁtKEgE*”Lﬁﬁ%E’ﬁﬁ‘731@%?%% FORHEE S EAtL T /BRI - SAP HRE SR ARRH i ne Iy HL A it
Zﬁa’;ﬁg&i%ﬁﬁ”‘ﬁ’F%/ WA~ ERHEEECE A T YR TT A - FEA T TR EIRCH AR Y EE =TT (FE AR ~ BORBE A AT s - A
TSR A2 S B S -

Article 12 Limitations
1214k PR

1. SAP will only support Supported Software distributed directly or via Partner to Supported End User for which SAP Enterprise Support or SAP
Standard Support was ordered and will not provide support for any Incident that arises because Partner or Supported End User has altered the
Supported Software without authorization by SAP or is in breach of the license provisions, or for any problem that arises in connection with the use of
software that was not distributed by SAP as part of the Supported Software.

SAP EGH T HHFTIE SAP RFETIRE SAP RN Qi%zi&ﬂ%1fﬁ?1%2i%$k§% (B I E R RS T2 R 2 #1263t
Sk o HAEE N G (R A ez i 2 A F R REE SAP S RET B SR SR (T B SR R MR E AT B S ~ SiEIEh SAP LN a1

RERAS — B0y Z RS AT A A AL (TR RE R AL S 8% -

2. SAP will not provide any support services for third-party software that was not distributed by SAP as part of the Supported Software.
AR — 80 IR SAP FraSE 2 =778 - SAP NG Rt LT IRMRTE -

3. SAP will not provide any support services for Incidents that are in Partner’s or Supported End User’s area of responsibility and result, for example,

from inappropriate installation, unsatisfactory Supported End User training, lack of or incorrect business design, incorrect operation or faulty hardware.
SAP REH BN IER FEEs2 S 2 #4im (F F  5 (E# B RV SR A SRR - FINREZERNE - NmEN 2 S #m i # il -~ =

EEE R ETSSEET © SRIRIE IR RS AT -
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4. The scope of VAR Delivered Support only aims at the resolution of Incidents and problems caused by the Supported Software and does not
include usage and operational questions, which is at Partner’s discretion to provide.

VAR S SR HEE TR R S PR G5 [RERT SR AIRTRE - R EREEH SR AR ER S IRATI (IR R -
5. SAP Enterprise Support or SAP Standard Support is only provided for Supported Software ordered for a Supported End User by the Partner and
in accordance with the then current and applicable Price List and the maintenance phase per Software Release as currently outlined under
http://support.sap.com/releasestrategy.

SAP {7 SAP EETHREEANZ B ZAMENZEZBSFBHEITI BN ZREE  URERENWERKFEMN
http://support.sap.com/releasestrateqy T~ H RifTHk < & (E#ES ST TAR AT AEERS ELFR AL -

6. SAP will provide VAR Delivered Support on Third Party Software that SAP distributes directly or via Partner to Supported End User under the Sell
On Premise Model only to the degree that the third party owning the Third Party Software makes such support available to SAP. SAP does not support
operating systems, databases and other third-party components, which have run out of support by their suppliers/vendors. In order to receive VAR
Delivered Support for such Third Party Software, Supported End Users may have to upgrade to more recent combinations of operating system,
databases and other third-party components. SAP will only be able to support operating systems, databases and other third-party components if the
respective suppliers/vendor offers an extension of support for its product. If this extension is defined as chargeable by the vendor, SAP may offer a
chargeable extension of support for products of these vendors if licensed via SAP. Pricing is available upon request (details on vendor/supplier
offerings will be published on SAP Service Marketplace at http://support.sap.com/maintenance).

SAP @i SAP ELHEACHY SR B B B ML & E PR T2 SR 2 S I 2 56 = J7e » $20t VAR (I 308%  [EEIRT
WA S =T R =07A SAP SRILZ IR IRER - SAP SR HALER/ I S RO RHIF R AN - BRI REMEB =T77Tl: - BAERt
F=OTIRENER VAR ISR - 50RO AT AR T R F R AR ~ BORIEE RS =TT ST AR R A & o 35 2 B U R R R s E R
UL SRS - SAP HEEIRIFE AN - BRIEMHEMBE=T77clF - MFERHUE ILE R Ry T H - A SAP B DURLEIHUERS (%4 SAP HL
TR WY PRI IR 8% - WO RHUEE ((LIERs/ M IR B HYSEI5 32 (it SAP Service Marketplace : http:/support.sap.com/maintenance) -

7. Failure to use the maintenance services provided by SAP or Partner such as Remote Services, SAP Technical Quality Checks, SAP EarlyWatch
Alert, and/or Remote Connection for Supported End Users can result in a situation where SAP is unable to identify potential problems and provide
support in eliminating those problems. This, in turn, might result in unsatisfactory software performance for which SAP accepts no responsibility.

KB SAP ECETEREIR BET 32 308 7 44l I 2 48R (B0 : 2imfR7% - SAP i B4 - SAP EarlyWatch Alert J/EiE 4
AR AT S © SAP AR VBT NG (S B DOKFR S SoR R - J8 SIS [ BRI AV EE - SAP S AR BEZ RIS AT -
8. Partner shall not subcontract any or all parts of VAR Delivered Support to third parties without prior written approval by SAP. If SAP approved
subcontracting by Partner, Partner shall remain solely responsible towards SAP for fulfillment of Partner’s obligation stipulated in this VAR Delivered
Support Model.

KEE SAP HRIEEEE @ GIFBHERER VAR N ZBIVERIHREH ST ETE=TT - & SAP EGIEBEZ S - SIEBHETIES SAP
FLERCA VAR NS S ES 2 5515 » Al SIEE -
9. SAP does not provide any functional training concerning Third Party Software.

SAP AL RS = JTRRBE A D RE RS -

Article 13 Term and Termination of this VAR Delivered Support Model
% 13 4% A VAR AR 2 B Saae (-

1. Term. This VAR Delivered Support Model comes into effect as of the Effective Date defined in the VAR Delivered Support 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.

HAR © R VAR SR SZHE R VAR S SEERIRANR Pl 2 AR 20 H R AR - MR ORFF e BN EEIFFZ 12 A 31 H (&) Ak - HigkFE

BEL—4F -

2. Termination for convenience. Either Party may terminate this VAR Delivered Support Model for convenience with three months’ prior

written notice to 31 December of each year.

FEELE - F—7EREE 12 B 31 HA > DEEA ZSEREHEA - £EF A VAR S = -
3. Automatic termination. When the Sell On Premise Model is terminated, rescinded or ends in any other way this VAR Delivered Support
Model is automatically terminated at the same time.

EENE L - (B IR S B AL AL - PRSI EM EAL )T RS E - & VAR N SZ IR EATR R 5 824 1k -

4. Termination for good cause: Besides the termination reasons set out in Article 10 (Termination for good cause) of Part 1 of the PartnerEdge

GTCS, SAP may terminate this VAR Delivered Support Model immediately upon written notice to the Partner:

B IEE S H4%L ¢ bk PartnerEdge GTC 55 1 #i{55 10 ik (BHRIEE H L) Aol Z 48 L Hlsh - SAP 1S & ER fEIL BN DL TH 8 H14% 1k

A VAR SR

a) if SAP has reasonable grounds to believe that Partner’s conduct in providing VAR Delivered Support to 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 VAR Delivered Support; and
5% SAP AEHEHEEEFB AR VAR XN FHIMHERERZ(FR - §¥ SAP ZIAEFERARKE - SEaHNalFBHEs
H SAP gk VAR S SZHR B ARIY A E A - ME SAP Z S i g A ek 0 &

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.

EHETERHE () & SAP ESMTTHNEEN B8 =77 Z MM © 8¢ (i) RFFBE=J7 B R SAP BRI 4IRS - M EATH —EEN T
 HLL SAP A I B ER B IF R SAP Z IV FEEE Bl SAP Z HRE AR R fs A RTTE

5. Consequences of Termination.

g -

a) If this VAR Delivered Support Model is terminated, rescinded or ends in any other way, Partner’s right to market, sell and provide VAR
Delivered Support to any End User under this VAR Delivered Support Model as set out in Article 1 (Engagement Model) immediately ends.
Neither Article 5 (Support Authorization) nor Article 8 (Term and Termination of SAP Support Sales Order) apply in such case.

A VAR A SR AR 4% 1E ~ EBREC DU HoAth 77 =045 5 - STER AN AR VAR S22 Article 1 (2B1X) ZHUEMTTH - $5&
BURHE VAR S ST T AR 480 FH & 2 fEF » JRIZENGE R « BT » Article 5 (SEEFZHE) 5¢ Article 8 (SAP SZiE 5K &EETHE B IR 81
k) e o
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b) If this VAR Delivered Support Model is terminated, rescinded or ends in any other way, SAP will endeavor to transfer all affected SAP Support

Sales Orders to SAP or another SAP partner who has Support Authorization, depending on each Supported End User's choice. Partner agrees
to actively support the transfer of all SAP Support Sales Orders to SAP or another SAP partner who has Support Authorization, depending on
Supported End User's choice. In case a Supported End User would like to receive VAR Delivered Support from another SAP partner who has
Support Authorization, Partner authorizes SAP to disclose the fee (maintenance percentage and maintenance base and thereby the software
partner buy price) for each SAP Support Sales Order to the relevant SAP partner to whom the SAP Support Sales Order will be transferred.
Partner must ensure in its support and maintenance agreements with each Supported End User that SAP may contact such Supported End Users
immediately after receipt or sending of a termination notice concerning this VAR Delivered Support Model.
EAR VAR S S AL - REREC DT EAM T 450 - SAP G #f I MPR A 2R 2 SAP SR ERTIHE T SAP siEM B A%
RIEZ SAP &ER M (HILHUAN S Z 2 R 2 &0 I EHRE B ) - SERHERBEBENE SAP SURHEEIIHE T SAP sRHEMAA
SCERIZREZ SAP SR (HURTA &7 25 1 2 #40m  F# BYRE () BV E b BUIRIR - W2 g 2 &amll A i R A =02
2 SAP GERIE » 15 VAR I8 » ATEMEIRAE SAP St &% SAP LIRS EETIRE » (/K228 SAP IRSHESTIRHAVIH SAP
EfEB SRR EN (B @ 45T b i AR - TS & (ER A AT DU B 2 (B18) - S ER MR E B8 5% 52 088 2 &4 i F & R
HYSZHRBLAEE G4 o TR SAP REfEREFIEF 2 ARIA VAR SN SRR Z 4 B AR - T RNELRY 2 I3 7 4 m il & h4s -

For clarification: A Loss of Support Authorization does not automatically lead to a termination of this VAR Delivered Support Model and to a loss of

the right to provide VAR Delivered Support. If Partner loses Support Authorization but this VAR Delivered Support Model is not terminated, Article 5

(Support Authorization) applies.

FoHUBEESR | R RIEN A B IR VAR ISR 4R IEe A 20t VAR SIS 2 MR - 5 SRR L SR IR - {8745 VAR XX

YR AR L > MR Article 5 (ZiBIRHE) 2 HE -

6. SAP recommends that the terms and conditions set out in this Article 13 (Term and Termination of the VAR Delivered Support Model) are
reflected by Partner in its support and maintenance agreements with Supported End Users.
SAP HRETEH MR H Bl SR 2 #n (B MR %8 2 SR Bl &40 S0 Article 13 (VAR S SR HARRERAR 1) FraTz
TARRR LR A -
PART 2 — Support Services
¥ 28 - RS

Under VAR Delivered Support, the Supported End User should receive at least the services set out below. Partner may provide additional services in
addition to the services offered under this VAR Delivered Support Model.

1E VAR S5 T » 3R 2 8 Im i E e 2/ DIES T2 IRFS - SFBHSINE VAR SNSRI N R 2 IRES 251 » SR L EESN 2 IR FS -
All of the rights and obligations are between SAP and Partner. This VAR 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.
FrE R S135 15 )2 M TE SAP BIE{ERSFERT » & VAR SIS - MR R E #m i E Z MRS s &4y - HIREGE TAEM R EAZ G
SAP FREEFIAZ HEF] o
A. Standard Services under VAR Delivered Support

VAR X8 2 RN

This Section A. (Standard Services under VAR Delivered Support) describes the standard services that Partner may request and SAP will provide to
such degree as SAP makes such services generally available in the Territory to partners and that Supported End Users should receive from the
Partner under VAR Delivered Support. The exact scope depends on the kind of VAR Delivered Support chosen by the Supported End User, the
maintenance phase (please see Part 1 - Article 11 (Maintenance Phases) for further explanation) and the supported Product Family.

R A H (VAR 2 8% N Z BRI ) It G (FSHEnlaE K & SAP fHE(E CHEZ] SAP iR L4 E @ISR A FIRE T e FB 2R R) f2sd%
ZEHEFAEIEE VAR ISR TIE SRR MRS 2 FREIRT - feUIMEENUAT 2 R 2 &t FTEE . VAR SNSHRIER - gl (5
SR 1Sy - Article 11 (HE€IREY) 2 SE4HERIA) M2 25 -

In general, the major difference between SAP Enterprise Support and SAP Standard Support lies in the scope of what is provided by SAP, whereas
the Partner’s duties to the End User and SAP are generally similar in both cases (see Section C. (Partner’s duties towards SAP and Supported End
User)).

—RIME - SAP {R3EIRHL SAP FRESZIEZ 75 - TEY SAP R SRR - T H P & FBE AR AE R SAP Z8/E  EMEELT » J9E
REMHIT G52 R C ik (BIFBAEE SAP FI2 0 ik 2 #mfli & 2 BIE) ZHE) -

Article 1 Scope of SAP Enterprise Support
3 SAP 3%~ HilF

The following scope listed under this Article 1 (Scope of SAP Enterprise Support) applies to SAP Enterprise Support and will be provided by SAP for
each SAP Support Sales Order for SAP Enterprise Support:
7 Article 1 ik (SAP {3E 5 #ilE]) Fry|z TltE - BT SAP £3EIHE - Hif SAP $1¥ SAP {R3ETIR &% SAP SR EST M iTAL

Continuous Improvement and Innovation
R @ EHISCENERT

e New software releases of the licensed Supported Software, as well as tools and procedures for upgrades. SAP supports upgrades to new
Supported Software releases in “Mainstream Maintenance”. SAP does not support upgrades to new Supported Software releases in extended
or customer-specific maintenance, unless this is necessary as one step in a multi-step upgrade to a target Supported Software release in
“Mainstream Maintenance”. For maintenance phases see Part 1 — Article 11 (Maintenance Phases).

PR SRR HS TR ST IR DURFHR CEFIES  SAP SCREFA-ARE T B4 M1 E NV RS S TTRCR © SAP RS2 T SREIRE [ EL,
PR M L B TSR ERRE ST TIRR » BRIREIEZ DA R B B R E N B A SRR S TR P R Y —2 - RR4EREIEEL - 35
SR 1Sy — Article 11 (4E#IZEL) -

e Support packages - correction packages to reduce the effort of implementing single corrections. Support packages may also contain
corrections to adapt existing functionality to changed legal and regulatory requirements.

IREM - (BEIEEM - BB BENTLE - SSREFt e e (R ATREFaEE AR RNEEEN » MOEFER— -

e For releases of SAP Business Suite 7 core applications (starting with SAP ERP 6.0 and with releases of SAP CRM 7.0, SAP SCM 7.0, SAP
SRM 7.0 and SAP PLM 7.0 shipped in 2008), SAP may provide enhanced functionality and/or innovation through enhancement packages or
by other means as available. During mainstream maintenance for an SAP core application release, SAP’s current practice is to provide one
enhancement package or other update per calendar year.

SAP {f SAP Business Suite 7 0 EFFEN Z31TAA (2 SAP ERP 6.0 #E » DL R {# 2008 44471 SAP CRM 7.0 - SAP SCM 7.0 - SAP
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SRM 7.0 1 SAP PLM 7.0 #E) t » WIRE @ /@I E (e B T FEY 5= - $RALYSRAY TR/ S0AIRT - TEE(T SAP 0 e FIE 8 TR
FEYERIET > SAP HRINIUA R GRS —F R —(Eh s e S At s R -

Technology updates to support third-party operating systems and databases. Available ABAP source code for SAP software applications and
additionally released and supported function modules.

SRR ZITFEZAR AR ARG SR - vt SAP IESFE Az ABAP JFAAHS » LUK SMEITI 2 R TIREIHA -

Software change management, such as changed configuration settings or Supported Software upgrades, is supported for example with
content and information material, tools for client copy and entity copy, and tools for comparing customization.

SRR SR (NS T A4 RE ST B SRR IS AR - HOT A B S AR « PG A E R LR - DUREETH TR -
Configuration guidelines and content for Supported Software are usually shipped via SAP Solution Manager.

SRR ASHIAR AR I R AR 208 GBSl 7* SAP Solution Manager < fyf -

Best practices for SAP System Administration and SAP Solution Operations for the Supported Software are provided. Details are outlined on
the SAP Service Marketplace.

FRALE A SAP System Administration FIS7#E#kA% > SAP Solution Operations HIEEE T - SAP IR¥ i & E# A HRESE -

SAP configuration and operation content is supported as integral part of the Supported Software.

SAP {HEERIESER ARSI IE GO A RR SR HRG 1 —E ) -

Content, tools and process descriptions for SAP Application Lifecycle Management are part of the SAP Solution Manager, the Supported
Software and/or the applicable Documentation for the Supported Software.

SAP Application Lifecycle Management FYNZ ~ T EFIFEFEEEREH - @EE SAP Solution Manager ~ <7 3B#kis Ky /8 <7 FEk e 1y 8 S0 4—
Brteft -

Global Support Backbone
IR R

SAP Service Marketplace - SAP's knowledge database and SAP’s extranet for knowledge transfer on which SAP makes available content
and services to customers, end users and partners of SAP only.

SAP Service Marketplace - SAP HYAIHE » LR SAP AR A MRS E S fisa & 5 - 440 I B SRR (RIS B S NN 4 RS -

SAP Notes on the SAP Service Marketplace document software malfunctions and contain information on how to remedy, avoid and bypass
errors. SAP Notes may contain coding corrections that Supported End Users can implement into their SAP system. SAP Notes also document
related issues, questions from customers, end users and partners and recommended solutions (e.g. customizing settings).

SAP Service Marketplace {f[iJ SAP Notes &t BT RESEERAVE ALY - AHRALRIRE ~ Py Mgk oe 354 S5 75 7% - SAP Notes 15 &
A SR S EEIEEIAS SAP 24 PRI RGRIGIEIE - SAP Notes FIHFHEATHRAME « &5 ~ &m B S (ER R
W R TT % (BHNEETECE)

SAP Note Assistant - a tool to install specific corrections and improvements to SAP components.

SAP Note Assistant - T E EIEFIIL RINEEZEEE] SAP JTFN T A -

SAP Solution Manager - as described in Section B. Article 3 (SAP Solution Manager).

SAP Solution Manager - 4155 B #fj Article 3(SAP Solution Manager) frift -

Technical Quality Checks

BB RE

In case of vital alerts reported by SAP EarlywWatch Alert or in case of Top Issues Partner may request for a specific Supported End User
technical quality checks to be delivered by SAP as further described in the Technical Support Guide (“Technical Quality Check” or “TQC").
Upon such a request, SAP will analyze the Supported End Users situation and will deliver a Technical Quality Check if it is needed to handle
the vital alert or Top Issue or to de-escalate a critical situation at Supported End User's site.

fi# SAP EarlyWatch Alert MBS EZHERSUEA ERHME - SFBHERRET R SIRIEIEZOR SAP BITRITHERE - ZREZ
N - WFlT R ER AT (T T B BEARE | 50 TTQC ) ) « WL SR T - SAP JRFgr itz S i% 2 4 o F E AR IUHE T 347
W ERTEA R ERE - LURE RO HRERE % B RE RS M » 82 2 $m i R B2 BB bl -

The TQC might consist of one or more manual, self-service or automatic remote service sessions. At the end of each Technical Quality
Check, SAP will provide Partner or Supported End User with an action plan or written recommendations or both. Technical Quality Check
sessions may be delivered by SAP or a certified SAP partner acting as SAP’s subcontractor or both based on SAP standards and
methodology.

TQC waEEa LR FE) - A A TR LERE - EFFIUimERER - SAP #RAaFR e S22 S mE A E R AT
Bt R B o R M TR EY AT 2 s (T E G B SAP SUiE(E SAP /3 SAP ST EsE — % 5 (kiE SAP MR
TET AR -

SAP cannot deliver a TQC for Third Party Software.

SAP S AR = TR T TQC -

TQC can be re-scheduled only once. Re-scheduling must take place at least twenty working days before the planned delivery date. Otherwise,
SAP is not obliged to deliver the TQC.

TQC {E R EHHE— - EHHHE AT ESAT I ED “ Al TAERZFTHEST » BRI - SAP (T TQC Z 7% -

Technical Quality Checks may only be requested by Partner for a specific Supported End User. Partner is responsible for ensuring that
Supported End User has met all the technical prerequisites for the service as further set out in the Technical Support Guide.

Bty B EE S RS FRBHE R E 2 R 2 SIm A E R K - SIEBEA T 205k 2 S i E RO a A MRS 2 a
SR (ARG S RS FE Pt ) -

Partner may request other SAP services (part of the TQC portfolio or beyond) (for details see https://support.sap.com/support-programs-
services.html) for a specific Supported End User, based on the then applicable Price List.

EIFBHEA MR ENZ SR SImtEHE - RIBEREN Z EFE - ZORIEMEM SAP IkF (£ TQC amiE Nz s (Ha4iA
KiEs: R ¢ https://support.sap.com/support-programs-services.html) -

Other Components, Methodologies, Content and Community Participation

HAtryTt: - 037k - AR S E

Monitoring components and agents for systems to monitor available resources and collect system status information of the Supported Software
(e.g. SAP EarlyWatch® Alert).

BRSO (B4 > SAP EarlyWatch Alert) w245 B2 ol IRV &R - UK EE SAP SERIEGI A SHIRREE S (B0 © SAP
Earlywatch® Alert) -

Pre-configured test templates and test cases are usually delivered via the SAP Solution Manager. In addition the SAP Solution Manager
assists Supported End User’s testing activities with functionalities that currently include:
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THSERE AT AR ZE G H &% SAP Solution Manager ZR#Z(t - [t 224 - SAP Solution Manager 8 o] {i 852 3 #2 2 4% (0 I #
MEAEH BATE & N YITIRERTETHIEI(E |
o Test administration for Supported Software by using the functionality provided as part of the SAP Solution Manager
{5/ SAP Solution Manager P {{tAITIAE MBI TG AT E 2]
o0 Quality Management for management of ,Quality-Gates"
B T BRI AV E R
0 SAP-provided tools for automatic testing
SAP R HENHEA TR
o0 SAP-provided tools to assist with optimizing regression test scope. Such tools support identifying the business processes that are affected
by a planned SAP Software Solutions change and make recommendations for the test scope as well as generating test plans (for details
see http://support.sap.com/solutionmanager.
SAP HRELHY R bR A E B T B, - Ak TE A48 2 SAP Sl )5 28t S8 S P 2R g - JBEE s FEE
HEE o DUREEEAEAETE] (AR EENEER - 5525 http://support.sap.com/solutionmanager)
Content and supplementary tools designed to help increase efficiency, which may include implementation methodologies and standard
procedures, an Implementation Guide (IMG) and Business Configuration (BC) Sets.
Bt F LA A SRR A S IR A LR - Hh o s B EEIAMEEERF - BIFEE (IMG) FId3ERE (BC) £ -
Access to guidelines via SAP Service Marketplace, which may include implementation and operations best practices, processes and content
designed to help reduce costs and risks. Such content currently includes:
%1 SAP Service Marketplace S E 7781 » ERHE T RE IR B (FRIMEE RAEE TS - 127 ARG AT i B SR AR R BRI 2 « AR
N2 H AR -
o End-to-End Solution Operations: Assists Supported End User with the optimization of the end-to-end operations of Supported End User's
SAP Software Solution.
—EHRTTEIEE © B2 SR S R E R (L H SAP Sigfig 7 =i —E AR TTE -
0 Run SAP Methodology: Assists Supported End User with application management, business process operations, and administration of
the SAP NetWeaver technology platform, and currently includes:
Run SAP J77% © B2 ek 2 450l T IE A AE VB B ~ ST ARIEE - DARETE SAP NetWeaver i Fe - HATETS :
= The SAP standards for solution operations
SAP [fig 77 FAF AL
= The roadmap of Run SAP to implement end-to-end solution operations
A B F—EH R ERTTERIEEN Run SAP B[
= Tools, including the SAP Solution Manager application management solution. For more information on the Run SAP methodology,
refer to https://support.sap.com/support-programs-services/methodologies.html.
#M L H - @& SAP Solution Manager fE IR X EHERITE - AW Run SAP J7AZE—F HM - F2 R
https://support.sap.com/support-programs-services/methodologies.html -
Participation in SAP's customer and partner community (via SAP Service Marketplace), which provides information about best business
practices, service offerings, etc.
281 SAP ZF MG ESHEALEE (B SAP Service Marketplace) - 4 FF AT B2t iz (7655 BUHS OB J7 RS AHRH A ER -

Mission Critical Support

EBMEZE

SAP will support Partner by providing Mission Critical Support as set out below:

SAP REFEHE B0 N A 2 (SRS SR - ARG TRBAE

When Partner reports Incidents, SAP supports Partner by providing information on how to remedy, avoid or bypass errors. The main channel
for such support will be the support infrastructure provided by SAP. Partner may send an Incident at any time. All persons involved in the
Incident solving process can access the status of the Incident at any time. For further details on definition of Incident priorities see SAP Note
67739.

EETE RSN - SAP [SHRAMHIRL - B BCE R S5 RNV TTE - ST EIEBHESE o MBI EBEE Ny SAP FRILAY R AR -
ETEB AT PME IR A E: - A SERAFERE AR - R ERRZ EOR0YIRES - ARAEERINT EREMER - 2R
SAP izt 67739 ©

In case of Priority 1 Incidents or Top Issues, Partner may also contact SAP by telephone. For such contact (and as otherwise provided) SAP
requires that Partner provides remote access as specified in Section C. Article 2 (Requirements regarding Supported End User agreement).
WBELNE 1 BEEENE - SFEBAETGRAEEN SAP Bi% - RN RS 7730 (URHEAM SZIMERTT) - SAP SZR&1F%
PEARES C fErArticle 2(ATRHZ 31k 2 #n (& G 4ZK) il )7 U e (7 HUERR -

Global Incident handling by SAP for Priority 1 Incidents, including Service Level Agreements between SAP and Partner as set forth in Section
B. Atrticle 2 no. 1 (Service Level Agreement for SAP Enterprise Support).

i SAP SHESIEFF 1 SR E 2 EREM: - E5E SAP BIG{ER LRI B 6 Article 255 1 3k (SAP {3082 IRE @& XY) Frill 2 fki%s)E
JEL -

SAP will, in addition to Priority 1 Incidents, receive vital alerts reported by SAP EarlyWatch Alert and Top-Issues from Partner. SAP will
examine vital alerts reported by SAP EarlyWatch Alert and work to resolve Top-Issues directly with the Supported End User and/or Partner.
FRTESEIE 1S90 - SAP &R SAP EarlyWatch Alert JB#RiY B ZER K B B ALY 2RI - SAP fftg# SAP EarlyWatch Alert &
VRIS W B IR S R RIS E S S R e R

Global 24x7 Incident root cause analysis and escalation procedures in accordance with Section B. Atrticle 2 (Service Level Agreement).
MR 2 FRNEETIRARR 2R ZES B 2R - RIES B i Article 2([RIEHR &%) ZFHE -

Root Cause Analysis for Custom Code: For Custom Code built with the SAP development workbench, SAP provides mission-critical Incident
root cause analysis, according to the Service Level Agreement for Initial Response Time stated in Section B. Article 2 (Service Level
Agreement) for Priority 1 Incidents. If the Custom Code is documented according to SAP’s then-current standards (for details see
http://support.sap.com), SAP may provide guidance to assist Partner in Incident resolution).

EETRAEAVRARRE R 347 + 7 EA SAP Fss LIEG I E ST - SAP MRIBREERELIE B i Article 2% @4k &%) THIRI4E
B FERFR - WHESRIEF 1 SERAMBESEGEZRERER SN - &8I ERB AR SAP EIFELERTZH (WFFHEN - FH2H
http:/support.sap.com) - Rl SAP 154245577 1 LU B & (R R -

Partner gets access to the Partner Support Advisory Center as described in Section B. Atrticle 5 (Partner Support Advisory Center).

GIERH%EE B i Article S(& ERSHE IR o) ZHUE - HUSHEA SRR FE SRR 0 7 HUE -

Article 2 Scope of SAP Standard Support

B2k

SAP AR 2 HilE
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The following scope listed under this Article 2 (Scope of SAP Standard Support) applies to SAP Standard Support and will be provided by SAP for
each SAP Support Sales Order for SAP Standard Support:
A5 Article 2 ik (SAP fEES IR BEE]) Fryl| 2 NALEER] - AT SAP BEAESTEE - A5 SAP $HE&R% SAP SR &% SAP SRS BT

imfEdt -

Continuous Improvement and Innovation

R EIBCEREIRT

New software releases of the licensed Supported Software, as well as tools and procedures for upgrades. SAP supports upgrades to new
Supported Software releases in “Mainstream Maintenance”. SAP does not support upgrades to new Supported Software releases in extended
or customer-specific maintenance, unless this is necessary as one step in a multi-step upgrade to a target Supported Software release in
“Mainstream Maintenance”. For maintenance phases see Part 1 — Article 11 (Maintenance Phases).

PR IRAR SR R ST - DUR TR L ERIRFF © SAP SHETTHRE £ BAEERIE AR H RIS 3 TThRA © SAP R EETH R EIE (g
B E SR B N SRS S TR - BRIFIE(E S D AR S T B4 f E AR B SRRS S TTHAR PR DB —2 - SR4EEISE: - 35
SR 1Sy — Article 11 (4EEP&EL) -

Support packages - correction packages to reduce the effort of implementing single corrections. Support packages may also contain
corrections to adapt existing functionality to changed legal and regulatory requirements.

SHREM: - (BIEEM BV BEFE—BENTLE - SSREFt T a TR AR e E AR RNELEEN - MO FE— -

For releases of the SAP Business Suite 7 core applications (starting with SAP ERP 6.0 and with releases of SAP CRM 7.0, SAP SCM 7.0,
SAP SRM 7.0 and SAP PLM 7.0 shipped in 2008), SAP may provide enhanced functionality and/or innovation through enhancement packages
or by other means as available. During mainstream maintenance for an SAP core application release, SAP’s current practice is to provide one
enhancement package or other update per calendar year.

SAP ff SAP Business Suite 7 1% JEFTZ NN S/ THRIA (£ SAP ERP 6.0 #8 - DUR{{ 2008 4F£:1TJ SAP CRM 7.0 ~ SAP SCM 7.0 ~ SAP
SRM 7.0 1 SAP PLM 7.0 i€)  » w[AE &/A B @ E e A T AV 7= - FR LS8 DIRE AL EAET R - (EH#E1T SAP R ERIEH#1TIR
KRR EREBIET - SAP HATNHULE G1EE—F iRt —(E g 5a s E s fr -

Technology updates to support third-party operating systems and databases. Available ABAP source code for SAP software applications and
additionally released and supported function modules.

SRR ZITFHE LA B R ARG SR - vt SAP SRESFER R A FZ ABAP [FAAHS » LUK SASMEITIZ R TIRERA -

Software change management, such as changed configuration settings or Supported Software upgrades is supported for example with content
and information material, tools for client copy and entity copy, and tools for comparing customization.

SCRRRR A ST B (N8 T A4 RS SEE B SRR RS AR - HOTA B S MERER - PG AMERRA LR - DUREETH# TR -

Global Support Backbone
RERTER R

SAP Service Marketplace - SAP's knowledge database and SAP’s extranet for knowledge transfer on which SAP makes available content
and services to customers, end users and partners of SAP only.

SAP Service Marketplace - SAP HYAIH » LUK SAP ARt A FIIRFS FE S s & 5 - 440 R E A S TRFS RIS B2 SN 4 RS -

SAP Notes on the SAP Service Marketplace document software malfunctions and contain information on how to remedy, avoid and bypass
errors. SAP Notes may contain coding corrections that Supported End Users can implement into their SAP system. SAP Notes also document
related issues, questions from customers, end users and partners and recommended solutions (e.g. customizing settings).

SAP Service Marketplace iy SAP Note @itk #AGTIRESEEANY R ANBIY - MERLAER - DI ANk 88 4L S5 377 7% - SAP Notes 1582
A SR S EEIEEIA S SAP 24 PRI RGFIGIEIE - SAP Notes FINFHEAFHRAMIE « &7 ~ $mi &S (ERB LR
HIfgRTT % (BHNEETECE)

SAP Note Assistant - a tool to install specific corrections and improvements to SAP components.

SAP Note Assistant - TI{FFE EIEFIIL RINEEZLEEE] SAP JTFN T A -

SAP Solution Manager - as described in Section B. Article 3 (SAP Solution Manager).

SAP Solution Manager - 4155 B &fjArticle 3(SAP Solution Manager) Ffift -

Incident Handling

EE

2
When Partner reports Incidents, SAP supports Partner by providing information on how to remedy, avoid or bypass errors. The main channel
for such support will be the support infrastructure provided by SAP. Partner may send an Incident at any time. All persons involved in the
Incident resolution process can access the status of a submitted Incident at any time. For further details on definition of Incident priorities see
SAP Note 67739.
EETER RSN - SAP (SRR - B ECB R 855209770 - ST EERBHESE o MBS EBEIE Ny SAP FRILAY R RLREALHE -
EFB A TMEII R AR - SRR B 2 A A Bl T R A S EIRRE - BRSBTS & R 4E R -
SH<kRe SAP FFEd 67739 ©
In case of Priority 1 Incidents or Top Issues, Partner may also contact SAP by telephone. For such contact (and as otherwise provided) SAP
requires that Partner provides remote access as specified in Section C. Article 2 (Requirements regarding Supported End User Agreement).
WBELIE 1 BFEENE - SFEBATGIR T EEN SAP % < B RN A 77 U EAM SIMERLTTR) - SAP (FE0R &Y
PEARES C EfiArticle 2(ARHZ 1k 2 #m{E & 4ZK) il )7 2 e (7 HUERR -
SAP will commence Incident handling on Priority 1 Incidents within 24 hours, 7 days a week provided that the following conditions are met:
SAP GEtERIERF 1 Sk BITRERK (BE 7 KX - 5K 24 /N) ZHFRME | AHEERFE TIRM:
(i) The Incident must be reported in English; and
BRI R - R
(i) Partner must have a suitably skilled English-speaking employee at hand so that Partner and SAP can communicate if SAP assigns the
problem Incident to an overseas SAP support center.
ETEB VA RGE IR - EER LB R L - DUELE SAP RTEE O IC4G /I SAP SR L IFHECR S FRS HEF] SAP HRUE M -
If either or both of these conditions are not fulfilled, SAP may not be able to start Incident handling or to continue Incident handling until these
conditions are fulfilled and is therefore released from its duties under the Agreement.
EE N E R A —(E W E AR TS - A SAP FIRESABRIG R Bl S (F e B PR B S - RS S M RO B 1L - (IR IS Z RS
KENREREER -
Global 24x7 escalation procedures.
BRI 24x7 AT A B2 ERRR -

Remote Services for Supported End Users under SAP Standard Support
SAP BEAESTIR THI RR 2 SR E I B BIRIRE

SAP P
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e SAP Standard Support currently includes a limited selection of remote services. The available services are listed in the Technical Support
Guide. A service can consist of one or more service sessions.
SAP AT HAT RS —H AT BRI TS 2 B8 - nRAL 2 IR IR SR eIy - —JEAR il REEa — B2 T IR LR PR, -

e In order to meet the requested delivery date for a remote service, the remote service must be ordered by Partner at least two months in
advance of the desired remote service delivery date. The right to remote services only exists for a specific installation and is not transferable
to other installations.

T T EEE] iﬂﬁ‘%ﬁ}ﬁlﬁfﬁﬁfﬁ HH - AER L THET By RS 5T B AT 2D Wi H BIETHE % - s e st R e 28R
R A TR o2 e

Other Components, Methodologies, Content and Community Participation
ﬁi’JEﬁ: J5i% -~ WA RS

Monitoring components and agents for systems to monitor available resources and collect system status information of the Supported Software
(e.g. SAP EarlyWatch Alert).
R STIE AR (B4 - SAP EarlyWatch Alert) w248 BE FE ] IRV DR - G SRS S HRRE 5

e Administrative integration of distributed systems through SAP Solution Manager for the purposes of SAP EarlyWatch Alert.
%8 SAP Solution Manager DT3B A0V E R S > DUHE SAP EarlyWatch Alert (19 H Y

e Content and supplementary tools designed to help increase efficiency, which may include implementation methodologies and standard
procedures, an Implementation Guide (IMG), Business Configuration (BC) Sets.
HETAMIESSENAN S A LESUEEEINEEERET - TiEfEE (MG) ~ 2% E (BC) £

e Access to guidelines via SAP Service Marketplace, which may include implementation and operat|0ns best practices, processes and content
designed to help reduce costs and risks.
%1 SAP Service Marketplace fEHUEE T # » IHEORHE e AR B (ERI(EE R RS - 127 DU A i B R AR R B I N 2

e Participation in SAP's customer and partner community (via SAP Service Marketplace), which provides information about best business
practices service offerings, etc.
281 SAP ZF MG FHELEE (B SAP Service Marketplace) - 1B AT H (It iR (Er B B AR 07 ZE S AHRBH AR

B. Services and benefits provided by SAP to Partner under this VAR Delivered Support Model
SAP £ VAR TR T REE T A TER A 2 IR B BEEF]

To support Partner in providing high quality support to their Supported End Users, SAP also provides the following services and benefits to Partner
for each Support Sales Order.

B A FR AR S A Y IR TR TR AR I > SAP S &4 IR SETIE - TRE M T YIRS EHER T & EB A -

Article 1 SAP’s support tasks
%1k SAP Z XL

SAP or a third party vendor (if the Incident is related to third party software) will fulfill the following support tasks listed below (“Development Support”)
but only if the Incident is caused by product defects of the Supported Software for which SAP has not already published solutions in the SAP Service
Marketplace and only after Partner has fulfilled all of its Partner Support Duties as defined in Section C. (Partners’ Duties towards SAP and Supported
End Users):

SAP S =TT HLIERE (5 F GBS =0T A ) KIET TYICRER (T8 TREE ) ) » HERNEMFZHTR SAP HARIE SAP Service
Marketplace %fﬁﬁiiﬁﬁ%Zfi?ﬁ%iﬁgﬁﬁ%[L WG HERP EFBAEECETNS C & (BfFSHEY SAP MRz &Rl T2 B/E) falz—1)
EIFBHERERL

e Analyzing in detail all recorded traces and Incidents forwarded by Partner concerning a Supported End User.

HIAETER TS A B2 S 1% 2 $m E F 0IPTASC s BB s - TR AT -
e Accessing Supported End User systems if necessary:
WA » U2 S 2 #4i ( FH B 2%
o To analyze the Supported End User’s system regarding the Incident.
Sy HTELEE AR Y2 S 2 48 (s o A
o To assist the Partner in performing the reqwred and applicable Incident Remedy by using workaround recommendations or fixes.
i R e HE i i s BB (R o Bh & (R R R T S B R Y SR U IE 7% -
o Tochange coding, provide fixes and create patches.
BRI - IRAMEE IR R -
e Creating or modifying existing SAP Notes regarding:
FLLLT JT EIE 1L BB R A Y SAP Notes !
o Theidentified cause of the Incident.
P tHE SR A -
o Resolution of the issue with all relevant information and material (e.g. bug fixes, patches, description of workarounds).

MIREZ 7% (FRMT BRTA MBI A S RER DR, - B0 (Eshas - WS - NI EE) -

e Specifying and communicating the expected time when patches, bug fixes or support packages will be provided to remedy specific defects in
the Software.

IR A AR A P AR SR RS PO e SROBE AV AIAR  SEERMEE IR B TR T 2R -
e Recommending solutions or workarounds for Supported End User’s Incident to Partner.

WRSZ SR 2 AR R A AT 2 B W e (R R R T e SRR -

For Incidents with priority other than Priority 1, SAP will provide Development Support to Partner during Local Office Time. Priority 1 Incidents will be
handled according to this Section B. Article 2 (Service Level Agreement).

R HESIEFIEBEIER 1 25 SAP RPN EHUE SEIG IR ALFIS SR T EFHB M - BUHF 1 SRR IR B & Article 2(T)E
JEL) ZHE -
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Article 2 Service Level Agreement

E 28 R =]
1. Service Level Agreement for SAP Enterprise Support
SAP ¥R IRBBREN

The following Service Level Agreements (“SLA” or “SLAs") are offered by SAP to Partner solely for each SAP Support Sales Order for SAP Enterprise
Support. They apply to all Incidents that SAP accepts as being Priority 1 Incidents and that fulfill the prerequisites specified herein.
THINRB SR AL (M8 TSLA | 2( " SLAs | ) #R5E SAP {3788 SAP IRIHEGTIEENIL SAP IRt TEFME - HUEMT SAP BB E
SellEfy 1 SR BAFE T e R R A S -

Partner acknowledges that to the extent the Supported Software contains products and/or software components licensed or resold by SAP from a
third party, SAP requires the support of such third party to meet the SLAs.

EFB R SRR & A SAP {8 =7 JESH2 sillEs 7 a5 R /S IR S IR » SAP FRELZEE =772 X04% » ZRIEE] SLAs 7K -

a) SLA for Initial Response Time

SHAYTAEIERFERY SLA

Priority 1 Incidents (“Very High”). SAP will respond to Incidents that SAP accepts as conforming to the definition of priority “Very High” as further
set out in the SAP Note 67739 within one hour of SAP’s receipt (twenty-four hours a day, seven days a week) of such priority “Very High” Incidents
via the SAP Support Network. An Incident is assigned priority “Very High” if the problem has very serious consequences for normal business
processes or IT processes related to core business processes and urgent, business critical work cannot be performed. For further details see
SAP Note 67739 (“Priority 1 Incident”).
BARIEF 10 (T TIRE S L ) - H7Y SAP HERIRF& U SAP 3150 67739 Friaity "IRH e ) By EF 2 E - SAP Kt HiZH SAP %
WEpsHEEEZ IR S ) BRI 2 B RN (BEER - H N AEIRE - f6E B g B0V E R A R B SRR
T RfFERBEFREZRR - WSS s B T EENT - A2 BRI EHIES TS - HarliN a2 R SAP &
50 67739 (TR " ESENEF 1 44 ) -

b) SLA for Corrective Action
SHETOETEINY SLA

SAP will provide a solution, work around or action plan for resolution (“Corrective Action”) of a Priority 1 Incident within four hours of SAP’s
receipt (twenty-four hours a day, seven days a week) of such Priority 1 Incident via the SAP Support Network (“SLA for Corrective Action”). In
the event an action plan is submitted to Partner or Supported End User as a Corrective Action, such action plan will include:

SAP AL RERIE 1 S22 Rk - RIEREESUTEETS] (T TIERTEY ) ) » W EHA W SAP SRR RIERIEF 1 $HF& » 7
PUE/NGE (AR - B H N REREEY (TR T $HBUETEINY SLA | ) « AT E FUETIR S T FBH sz R
KU - ZITEETERE S
i. status of the resolution process;
fig R AR HIRES
i. planned next steps, including identifying responsible SAP resources;
P s @0 B BiETEH & T~ SAP B |
iii. required actions from Partner or Supported End User to support the resolution process;
A EFR B SR 2 $m i BRI TE) » DO Ree
iv. tothe extent possible, planned dates for SAP’s actions; and
TERREZ FRIEA - SAP (TEITHEZ HIF » K
v. date and time for next status update from SAP. Subsequent status updates will include a summary of the actions undertaken so far; planned
next steps; and date and time for next status update.
SAP EFT T IGIRRREE T HY H HAFIRERE - 128509 R S8 S0 RAELRE 2 B Al R L FTERAU T B Z 2 - PRl Blny e B - DURCT —JOIREEEE MY H
FAFTRRERE o
The SLA for Corrective Action only refers to that part of the processing time when the Incident is being processed at SAP (“Processing Time”").

Processing Time does not include the time when the Incident is on status “Customer Action” “Solution Provided”, “Sent to SAP Partner” or “Partner
Customer Action”, whereas

SHUOETTEINY SLA FTERYERAE SAP BRI E(IF AR BN RE (y (DU RS "R BEig | ) - IR R A g S mR TR FEE, - TOR
AERTTE )~ TR SAP SIEBHE B T AEBER EZTE) ) SIREEAVIFR] > Hop
i. the status Customer Action means the Incident was handed over to Partner or Supported End User; and

PEFEME | IRERGIE R B RESAE B TE 2 IR 2 Sl A+ R
ii. the status Solution Provided means SAP has provided a Corrective Action as outlined herein.

CERE T | REEAIE SAP CURML A S HRFRE Y I TE) -
The SLA for Corrective Action will be deemed met if within four hours of processing time: SAP proposes a solution, a workaround or an action
plan; or if Partner or Supported End User agrees to reduce the priority level of the Incident.

EAEVD/NFHYERERIF R - SAP SRR T77% - IRIEFRE s TEE &) - 305 S 1FR fE e SR 2 840 6 & R R R R SR B el - AR AT
FFE S SOEITEIY SLA -
c) Prerequisites
SERRE:
The SLAs will only apply when the following prerequisites are met for Incidents:
SLAs EEEMRFE T HN SRR » D7 -
i. in all cases except for root cause analysis for Custom Code (as described under Section A. Article 1 (Scope of SAP Enterprise Support,

Mission Critical Support) Incidents are related to releases of Supported Software that are classified by SAP with the shipment status
“unrestricted shipment”;

Bk B ETRR IS AT TR AR IR 01T (05 A EfiArticle 1 (5(SAP 36 S7H% ~ [EFSRHERSCIR) Firil) &b - TEFTE BT » SO SUAE STIRRRa Y 3%
FTRAARE - BHACEIRERY SAP 3k T RZIRHIZ L&, #
ii. Incidents are submitted by Partner or Supported End User in English;

BUHREEE TR PR SR 2 & 5 I DA SR S
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iii. Incidents are related to a product release of Supported Software that falls into Mainstream Maintenance or Extended Maintenance (please
see Part 1 - Article 11 (Maintenance Phases) for further explanation).

BUHAEAE TR S (3 G5 R (LSRR IIRE2 R 1 B - Article 11 (43808 ER)) 1 - HARBSCBRMESHIE R TR AT -

iv. the support tools required by SAP for the analysis of certain types of Incidents and available for VAR Delivered Support (e.g. currently SAP
Solution Manager Diagnostics for Java-related Incidents) are implemented by Partner and/or Supported End User. A list of the required support
tools to be installed by the Partner and/or Supported End User is published on the SAP Service Marketplace.

SAP FITA A B DURCRT Y VAR S S22 (B4« H it Java MHEH =S4 SAP Solution Manager Diagnostics) fragHI 3% T
B TR E (R R B2 S0 2 Sl B AT E - S EB MR/ SR 2 8l B 2R 2 SR T RAVSE - A7E SAP Service
Marketplace b i o

v. theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
SR R HEE T 8 ORI i - B LIS SAP SHbRZ RIS -

vi. Partner makes available for communications with SAP, twenty-four hours a day, seven days a week, an English speaking contact person with
training and knowledge sulfficient to aid in the resolution of the Priority 1 Incident consistent with Partner’s obligations hereunder; and
EIFBHERER (BRTR - SR AIWNE) EE TR GRsH BB M AR A - (908 SAP BT #E - DUIEIERESIEF 1
FEE - REEESEB ARSI T ST R B HSRE) B

vii. a contact person is provided for opening a remote connection to the system and to provide necessary log-on data to SAP.

PR EES - TR AR ERS R NS ANE KT SAP -
d) Exclusions

BISMRSL

The following types of Priority 1 Incidents are excluded from the SLAs:

TR Z BRNER 1 E - WAEETE SLAS A

i Incident regarding a release, version and/or functionalities of Supported Software developed specifically for Supported End User (including
without limitation those developed by SAP custom development and/or by SAP subsidiaries) except for Custom Code developed with the SAP
development workbench;

BRI B 2 S 2 450 (S I B3 1 SRS 3T ~ IS R/ RERY S (BIEEATRYY © SAP HETHHS R/l SAP T- A EIBHE 1T
A ~ WA R/ ECTIRE) - (5T SAP B3 LIF RS HaT B AR |

i.  Incidents regarding country versions that are not part of the Supported Software and instead are realized as partner add-ons, enhancements
or modifications are expressly excluded even if these country versions were created by SAP or an affiliate of SAP; and
SR BT SR e — B 0 M e B & TR RIS hOTT O ~ WSRIDAESUE LUV SRR ASAH R SR 4 - FETHARETRRR - RIS B R A RH
SAP SiRf{A I EFTRTLE » TRE 5 R

iii. Incidents for which the root cause is not a malfunction, but a missing functionality (“development request”) or the Incident is ascribed to a
consulting request (as per SAP Note 83020).

BB RIRAFRRAN SR - EAEEE (T FEEK ) ) EFRERTESHFHEK (R SAP 35 83020) -
2. Service Level Agreement for SAP Standard Support
SAP REZIEZ KRB BREE

No Service Level Agreement is offered for SAP Standard Support. However SAP will commence processing of Priority 1 Incidents within twenty-four
hours, seven days a week after SAP"S receipt of such Priority 1 Incident via the SAP Support Network, provided that the Incident is reported in English
and that Partner and Supported End User provide for a suitably skilled, English-speaking contact in order to ensure communication with SAP if SAP
assigns the Incident to an overseas SAP Support Organization center.

EHFY SAP FEMET 12 > WA TR IR AL o 2800 » SAP BFEALH SAP TIBMERIRENERIEF 1 HE » INMERLEXR - BRTHIWNER - RS
BElER 1 SR R EAEE - BCRATSOE TIES > HASE SAP BEMHEIRT/EIMNY SAP BT L > SIER IS I 18 > & {H
FZE TR MR BisE A » (L SAP TR -

Article 3 SAP Solution Manager

EIK® SAP Solution Manager

1. Price and Usage Rights granted by SAP to Partner
SAP $ZERETER M (RS A fE IR

SAP provides usage rights for the SAP Solution Manager to Partner as set out below.
SAP 5t SAP Solution Manager $2{H41F ATt~ (E T T & A -

a) SAP will provide the usage rights for the SAP Solution Manager as further set out in this Article 3 (SAP Solution Manager) for use by Partner
without additional charge.

SAP {5t SAP Solution Manager - $2{f:4114 Article 3 (SAP Solution Manager) Firait >  FEfE - BtEERBAEER - iAW EEs M A -

b) SAP will not charge Partner for any integration cost arising inside the SAP corporate network for the integration of Partner's SAP Solution Manager
with the SAP Support Network either. In addition SAP will not charge Partner for all SAP internal infrastructure and SAP corporate network cost
in conjunction with the Incident transfer from Partner to SAP via SAP Solution Manager and vice versa.

SAP I Gr&EFEB ISR A T7E SAP (RSEGERSA » K& {FRFEZ SAP Solution Manager il SAP SZIRAEFSIE TR S LM RE &2
o 11 - SAP A G HEFR R E e & (FRHESE] SAP (SU2) MHBHIIFTA SAP NEIALTEALEEL SAP A E|Mrs 2 -

c) Usage rights under SAP Enterprise Support:
SAP {IETE N Z (IR

For Supported End Users whose Supported Software is under SAP Enterprise Support, Partner may use the SAP Solution Manager solely for the
following purposes:
NET 2SR 2 S Im AR E  EESHRIR AR SAP (3 RE - &FB S SAP Solution Manager B AL(FE R THIFTARF

i. delivery of SAP Enterprise Support and support services for the Supported Software, including delivery and installation of software and
technology maintenance for Supported Software; and

FoSTRWHIT SAP (3BT BRMISTIRINES - EUSRTHG S (1% BE LU R SRR A IRl 4 5 LUK

ii. application lifecycle management for the Supported Software and for any other software components and IT assets licensed or otherwise
obtained by Supported End User from third parties provided such third party software, software components and IT assets are operated in
conjunction with the Supported Software and are required to complete Supported End User’s business processes as documented in the
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d)

solution documentation in SAP Solution Manager (“Additional Supported Assets”). Such application lifecycle management is limited solely
to the following purposes:

SCIRR A DA B 2 578 2 45 U o T 155 = 07 S5 RO B A AT HUS A E (T B s T e 1T R E AR A s BT HL > AR e =078k
e~ WRESTTIR R\ T B A SR L EDE R - WFRE e R SR 44 FI 41 SAP Solution Manager H iR 7 25 FTat % A4 (5 &
ZEHERR (T ERNENEE ) ) - WERRA A an BB ERP AU ES

e implementation, configuration, testing, operations, continuous improvement and diagnostics;
BF ~ 4HAE - A - 1RMF - RS2

e Incident management (service desk), problem management and change request management as enabled using SAP CRM technology
integrated in SAP Solution Manager; and
FIFA#e& %] SAP Solution Manager H1f] SAP % SR (A E BRI - (REFIER (kiFe) - MEEHMESESRER K

e administration, monitoring, reporting and business intelligence as enabled using SAP NetWeaver technology integrated in SAP Solution
Manager. Business intelligence may also be performed provided the appropriate SAP Bl software is licensed by Partner.
FFi%e& % SAP Solution Manager iy SAP NetWeaver $57ffj » (REEEE « Bif% - MR H B - HEFBHINESEE SAP Bl iG>
P - QIR ATRE R B2 -
For application lifecycle management as outlined in this Article 3 (SAP Solution Manager) no. 1c) ii. above, SAP grants Partner all required
package and named user licenses to Use the SAP Solution Manager.
$HEH0 Article 3 (SAP Solution Manager) & 1c) i ZUA L5 e R4 dr il e - SAP ¥ {#F SAP Solution Manager > —{&
BRI E IR - RSB -

Usage rights under SAP Standard Support:
SAP EAESZ % 2 (i FIRE

For Supported End Users whose Supported Software is under SAP Standard Support, Partner may use the SAP Solution Manager solely for the
following purposes:
B T 2R ATERE - RS IR SAP ISR - S{FBESH SAP Solution Manager SELF 2 T 91 AR -

i. delivery of SAP Standard Support and support services for the Supported Software, including delivery and installation, upgrade and
maintenance for Supported Software;

Fy SRS SAP BRAE SRS RIS » B SRS (RIS ~ TR LURA T4

ii. re-active support upon request from Supported End User, including without limitation application of break fixes (e.g. patches, notes, etc.) and
root cause analysis for the Supported Software; and

TEAZ 57 8% 2 #%0 (E A B K N BB S8R - BB EA RN ER P EEE (P10 - sk3C%) Mt KR TR IR R+ &

iii. management of Supported Software using only those scenarios that are part of the functional baseline as defined on the SAP Service
Marketplace http://support.sap.com/solutionmanager.
{&{fHFHAE SAP Service Marketplace (http://support.sap.com/solutionmanager) &% > IhEEEHE h iy 7 22 H S B as -

In cases where the Partner has purchased SAP Standard Support for a Supported End User, SAP Solution Manager must explicitly not be used
for 3rd party applications not licensed directly via SAP or indirectly from SAP via Partner or any other components or IT assets operated in
conjunction with the Supported Software.

HEFBAEEC B2 IR AInE A E S SAP AR - MHHIRERIANYE » A5 SAP Solution Manager IR E##/EIR SAP g
BETTEARER - SRR H S FR T SAP BUSIZIERYEE =TT MR - S - A B R e I FUE(F A E T BT e 1T &
o

SAP Solution Manager may not be used for purposes other than those stated above. Without limiting the foregoing restriction, Partner must not
use SAP Solution Manager for (i) CRM scenarios such as service plans, contracts, service confirmation management, except as CRM scenarios
are expressly stated in this Article 3 (SAP Solution Manager) no. 1c) ii.; (i) SAP NetWeaver usage types other than those stated above or (iii)
application life-cycle management and in particular Incident management (service desk) except for Supported End User’'s Supported Software
and, if Supported End User's Supported Software is under SAP Enterprise Support, Additional Supported Assets and (iv) non-IT shared services
capabilities, including without limitation HR, Finance or Procurement.

NEEHERINLL EFIARIEHY - (1f] SAP Solution Manager - [ FHIRAIZ5h » SGIEB M ATESE T5HEYEER SAP Solution Manager : (i)
CRM J5% - (lanf#satE] - BLEYMIRFSHEREE 2 - B Article 3 (SAP Solution Manager) 55 1c) ii FHASZEEALH) CRM J5% » AAERLIR ¢ (i)
EHtZ AN SAP NetWeaver {f IR 5 5 (i) FEFRRAEarEIIEE - FrAlgt s EH (RB6) (B B2 08k 2 #um i fE ny i -

DA » 7532 0% 2 48 Ui P B A SCERRIRS > 9260 SAP (TR - HSIRAVERINAE) © AR (v) JF 1T ARSI - A& EARRASE
EER ~ R -

SAP —in its sole discretion — may update from time to time on the SAP Service Marketplace under http://support.sap.com/solutionmanager the
use cases for SAP Solution Manager under this Article 3.

SAP EE TR ERIFE ¥ http://support.sap.com/solutionmanager > SAP Service Marketplace Fffiflt » A4 Article 3 22 SAP Solution
Manager FIfERIENY ©

SAP Solution Manager shall only be used during the term of this VAR Delivered Support Model and exclusively for Partner's SAP-related support
purposes in support of Supported End Users’ internal business operations. The right to use any SAP Solution Manager capabilities under SAP
Enterprise Support other than those listed under this Article 3 no. 1c) (Usage rights under SAP Enterprise Support) above is subject to a separate
written agreement with SAP, even if such capabilities are accessible through or related to SAP Solution Manager. The right to use any SAP
Solution Manager capabilities under SAP Standard Support other than those listed under this Article 3 no. 1d) (Usage rights under SAP Standard
Support) above is subject to a separate written agreement with SAP, even if such capabilities are accessible through or related to SAP Solution
Manager.

SAP Solution Manager f#r[{E4 VAR S SRS IR - RS ERHEIRAE SAP MBS E Y » 2SR R 7 SamfE &N
HyESEIE(E - BIfEAE#E SAP Solution Manager f#HIUZA Article 355 1c) 5K (SAP 35742 2 (F ) FrRhnAFIH 2 DhRe - s B EIThAE
#1 SAP Solution Manager fHRf » 7£ SAP {33788 MEREAR By~ SAP Solution Manager T2 HEF » {92 HARSL SAP 512 H&
HE#IRE - BIfEATE# SAP Solution Manager f#HIZA Article 3 55 1d) X (SAP {6 IR T 2 [ FIfE) FroRin ATt Z ohse - s BN L SIThAE
#1 SAP Solution Manager fHRf » 7E SAP 478 TR E( AR _ By~ SAP Solution Manager T 2 HEF » {2 HARSL SAP i1 2 &
EIE LI ©

In the event, Partner selects SAP Standard Support for a Supported End User instead of SAP Enterprise Support in accordance with Part 1 -
Article 9 (Change of Support Offering) no. 1, the usage rights for SAP Enterprise Support for the SAP Solution Manager with regard to such
Supported End User’s Supported Software as set out in Article 3 no. 1c) (Usage rights under SAP Enterprise Support) cease and the usage rights
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c)

a)

b)

c)

for SAP Standard Support for the SAP Solution Manager as set out in Article 3 no. 1d) (Usage rights under SAP Standard Support) will apply from
the first day of the new Initial Term for SAP Standard Support. In the event, Partner selects SAP Enterprise Support for a Supported End User
instead of SAP Standard Support in accordance with Part 1 - Article 9 (Change of Support Offering) no. 2, the usage rights for SAP Standard
Support for the SAP Solution Manager with regard to such Supported End User’s Supported Software as set out in Article 3 no. 1d) (Usage rights
under SAP Standard Support) cease and the usage rights for SAP Enterprise Support for the SAP Solution Manager as set out in Article 3 no. 1c)
(Usage rights under SAP Enterprise Support) will apply from the first day of the new Initial Term for SAP Enterprise Support.
HEEEBHRES 1 355 - Aricle 9 (EZTEH&%EZ ) 5 LKEVRUE - Rt 2SR SOnE I 0 B SAP RETIR - TJE SAP (YR
B 2SR S R SR Eg - B SAP Solution Manager =2 SAP (S HRAY(HE FIRE (40 Article 3 55 1c) X (SAP {i3E 0% N (i I
) FiTit) fE T4 1L - HH SAP Solution Manager 2 SAP FEAESZERE(HE FIME (20 Article 335 1d) 5k (SAP FEAESc 82 N Z (1) Frak) 1 E SAP A4
SRS B2 E OB - ME S EBAEMREES 1 8657 - Aricle 9 (i?ﬁﬁ%”ﬁ) 92 FAVRE - Bt SImEERE - B SAP
3R - IR SAP SR » BRI 2 S i £ in(d I FHISEIAS - B SAP Solution Manager 2 SAP BEAESZIZEI(E AIME (40 Article 355 1d)
K (SAP BEAESTHE N 2 (EIME) Frit) e T 1k - H.H: SAP Solution Manager 2z SAP {3 78269 fIHE (4 Article 3 25 1c) i (SAP (&R T2
ﬁﬁﬁff%) i) s SAP (R3S IRz E HBRGEA -

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.

BIfESE = 5 A SRR BS AP IE AV B (E T BB =T IR S ER A 2 B 2 S ImfE 2% - GEBEEREH SAP Solution
Manager 8 FI{F K —TEMR # [ 55 = J7H ft -

The terms of this Article 3 (SAP Solution Manager) shall also apply to any successor of SAP Solution Manager.

7 Article 3 (SAP Solution Manager) SFEVHE > EIEHA Y SAP Solution Manager HY{EfA[ R4 A -

Price and Usage Rights Partner may grant to Supported End User
BTER R 2R 7 {5 5 (RAR B 1

If Supported End User wants to operate his own SAP Solution Manager, Partner is entitled to grant Supported End User all usage rights as
outlined under this Article 3 no. 1 above provided, however, that:

(54 i?ﬁziﬂﬂmﬁﬁﬁ%eﬁ&ﬁfﬁa HZ SAP Solution Manager - &EB A RERAIZ Article 355 1 FUA LPrilty — VI RIRE - $2 802 08 2 40h
% - HAEE

i. Partner grants Supported End User the rights under this Article 3 no.1c) (Usage rights under SAP Enterprise Support) only, if and for as long
as Supported End User's Supported Software is under SAP Enterprise Support and that Partner grants Supported End User the user rights
under this Article 3 no. 1d) (Usage rights under SAP Standard Support) only, if and for as long as Supported End User’s Supported Software
is under SAP Standard Support;

o DA I B2 S 8% 7 8ol P 69 SRR R iR BRI SAP SiSIR - SFISFEERT A Article 3 28 1c) 7K (SAP eSS0 2 (EAIfE) T2
o oz i‘fﬁziﬁﬁmﬁ%% TS DA s IR B2 S 8 2 88 o S Y SRR 572 20y SAP ISR S HEERAE Article 355 1d) X
(SAP BEAESZ B2 N 2 [ FRE) T2 HER » #2802 S0P Sl %

ii. Partner includes the same use restrictions as set out in Article 3 no. 1 (Price and Usage Rights granted by SAP to Partner) in its license
agreements with its Supported End Users; and

EFB AR L2 SR 2 S I E I R &4y - FIt Article 355 1 0 (SAP LS (RS- (EFS EAL [ FRE) Pt AR R (E PR 5 B
iii. Supported End User accepts such usage rights and restrictions before ordering or downloading the SAP Solution Manager.

2R # B AESTIEEC Nk SAP Solution Manager i » #523% {01 FIRE BLIRA -
In addition, Partner must ensure that:

BEAL - SRR HERMHREDR ©

i. Supported End User does not transfer the usage rights for the SAP Solution Manager to any third party;
R $n{E FFEAARNKE SAP Solution Manager = (i FIfE - ERE (L5 =77

ii. the SAP Solution Manager is only used by named users licensed by the Supported End User subject to the licensed rights for the Supported
Software and exclusively for Supported End User's SAP related support purposes in support of Supported End User’s internal business
operations; and

SAP Solution Manager {4t H 2378 2 #Um{l B HUSIREZ BA MR - IRIBRCR TR i B REFIR R - B B AR b2 50 1 2 440
EFIEY SAP FHRA S 2 BAY » SRSCHE 2 5088 2 #5009 P B S PR ©
iii. usage rights by Supported End User terminate upon the earlier of:
2R A B I IR DY DU N B P R AR Z IR L
a) termination of the VAR Delivered Support Model between SAP and Partner; or
SAP HELETERSPERTZ VAR S SRR A R 21 5 B

B) termination of the last SAP Support Sales Order between Partner and SAP concerning the Supported End User.
ETERSHESL SAP [IRHHA S22 18 2 #8Imfdi Fl E HUi 1% —4 SAP SRS BRTREREA R 21 -

SAP recommends that Partner does not charge Supported End User a fee for the use of Supported End User's SAP Solution Manager.

SAP R A TER A 22 528 2 &40 F st 5L 6E ] SAP Solution Manager U -

Ordering and Operating SAP Solution Manager
STHEEIRE{E SAP Solution Manager

SAP Note 925690 contains important information about obtaining SAP Solution Manager. Further information, for example about operating SAP
Solution Manager is available in SAP Service Marketplace at http://www.support.sap.com/solutionmanager.

SAP it 925690 H & RHHUAS SAP Solution Manager (YETEE N - ARAEE(E SAP Solution Manager fY& %%
Marketplace (http://www.support.sap.com/solutionmanager) °

5H2:R SAP Service

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.

(EF] SAP SIEMERSIEIIAVIE S (F R FEE SAP HYEREELR LUK, SAP #0288 7 #4Um {18 24V B (P RUE R Z B RV STR IR - SFBIEIE
BT Ry SAP BUSHEEUZ 1% 2 #4800 FE Y 48 2 IR T o

Operation and maintenance of Partner’s SAP Solution Manager and the technical integration with the SAP Support Network are Partner's
responsibility.
&£ SAP Solution Manager HYEE(F Bl K 81 SAP SHRAERS VTR S 2 S FR RV EE -
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Article 4 Partner Integration with the SAP Support Network and Use of SAP Support Network
4R BTEBHEEL SAP SR MEREHRE O R SAP SIRHEREHIEF

1. SAP Solution Manager is mandatory for Partners providing support for some Product Families, and highly recommended for other Product

Families. For details, please see the Technical Support Guide. Where SAP Solution Manager is mandatory, the obligations set out below must be

fulfilled through SAP Solution Manager otherwise through other systems approved by SAP (approval granted during PCOE certification process).
HRE SAP 212 SRR S (FR A AGR » AVESRAIIA] SAP Solution Manager » TR Efth SAP ¥ MG - RIEIRFUEZH T SAP

Solutlon Manager - YEEEE » AT IBIER - F5a%H SAP Solution Manager 1% - /3% SAP Solution Manager #fE 17 LL NAT#E > 25
» SRIGEE SAP 1% ({E PCOE SUREIBIEH45 TixR) BIHAM R4 AJETT -

2. If SAP Solution Manager is mandatory but subject to the use rights granted in Section B. Article 3 (SAP Solution Manager):
{##5(#H F SAP Solution Manager J525&#1Y - {HEZ %5 B iArticle 3 (SAP Solution Manager) Fir$5 Bifv (3 FIfE > FH -

a) Partner will implement and operate SAP Solution Manager and use it for providing support services under this VAR Delivered Support Model.
EFBHEREITIHRIE SAP Solution Manager » i H AR LA VAR S PRI T 2 BRI -
b) Partner will use SAP Solution Manager to receive Incidents from Supported End Users and to provide Supported End Users with Incident Remedy.
ETERSHERHE A SAP Solution Manager SR B 52 2% 2 44U FH AV » MR RS QUIETT /AT 2 S0k 2 450 i
c) Partner will exchange Incidents with SAP exclusively by way of SAP Solution Manager.
ST LR SAP Solution Manager Bl SAP ZX#ass(: -
3. Partner can link SAP Solution Manager to its own support/call-tracking system by using the open interface provided by SAP. The use of the
interface is free of charge for Partner. Partner will however bear the implementation costs.
EEBAE T LU B SAP SRELAYBI/ T SAP Solution Manager Ji4SEIH G HYTE R EIBHE R - /T R S EB AR R
B - MEFBHREAERFERE -
4. SAP is not responsible for the correct technical transmission and the corresponding transmission timeframes of the Incidents outside the SAP
systems or for any infrastructure not owned by SAP.
A SAP 24/ MR AV IERER Al B AAH FE R IR B R SAP A HVATEZLRE - SAP A& E -
5. Partner will notify SAP in writing when Partner goes live with the SAP Solution Manager.
ETEREAERF SAP Solution Manager F4%7% - DI AP VAT SAP -

6. Partner is solely responsible for training of Supported End Users and its employees on use of the support infrastructure.

ETERSHE B & T 2 S8 2 St P 8 T L B AR B SO iR RRB R AL Ay (0 R RS
7. In addition to Partner’s installation and operation of SAP Solution Manager within the SAP Support Network, Partner is advised to encourage
Supported End Users to install and operate SAP Solution Manager and other support related IT components if available to exploit further Supported
End User-specific functionalities as described on the SAP Service Marketplace under http://support.sap.com/solutionmanager.

FRT EIFB R SAP SHRMERRAI 4 LEHR(E SAP Solution Manager 4 - B R & 1FR HE G B2 S0 8% 2 440 (1 I 4 LB /F SAP Solution

Manager F181 7 EEAMHRBIEM 1T o4 G F) » LRI SAP Service Marketplace (http://support.sap.com/solutionmanager) Rty s %% g
Lt P R E THAE -
8. Incase a Supported End User installs the SAP Solution Manager, Partner will use this SAP Solution Manager to remotely access the Supported
Software within Supported End Users’ environment for Incident Remedy subject to prior consent from Supported End Users. Supported End User’'s
and Partner’s usage of the SAP Solution Manager must not exceed the rights granted under this VAR Delivered Support Model, in particular in Section
B. Atticle 3 (SAP Solution Manager).

T2 AR 2 #5m B 22 SAP Solution Manager » S ERAERH# 3% SAP Solution Manager » 37 HUIE 5257 4% 2 45 Ui F EHVERIRIN 2 %
Wl - AT REARUIETTE  (HENS-2 R $nE B ERTR R « 232 8 Imi  H B (ER M6 SAP Solution Manager I » 5@l
VAR S SR T ATzl HEF » Ril/E55 B i Article 3 (SAP Solution Manager) Fitift 2 #75E -

Article 5 Partner Support Advisory Center
¥ 5k BHETBER P

For Priority 1 Incidents and Top-Issues directly related to the Supported Software under SAP Enterprise Support, SAP will make available a global
support unit within SAP's support organization for Partner for mission critical support related requests (the “Partner Support Advisory Center”).
ST SAP (2 1E N SRR B E BB B TIERE 1 SIS R - SAP JERR (TR BHSE T RIVMHBHEIK - 18 SAP B3k kMR B
fir (T8 " BfEBAEREEE L ) -

The Partner Support Advisory Center’s function is different from that of the Partner Services Advisor. The Partner Service Advisor is a program benefit
of the SAP PartnerEdge program and focuses mainly on enablement and operational support around the SAP PartnerEdge program (see the SAP
PartnerEdge VAR Program Guide).

EFBH R PO Z ThRE - BEFB ARG AHERE - &FESEIRSERE SAP PartnerEdge 5t NIy —IHatETEF] - EZHEIEN SAP
PartnerEdge =TEIHYELENFIEE L 15 (552 H SAP PartnerEdge VAR =HE1#584) °

The Partner Support Advisory Center will perform the following mission critical support tasks:

B VER A SRR T ORI T NS ME S BRSSO R T 0 -

i. remote support for Top-Issues - the Partner Support Advisory Center will act as an escalation level, enabling 7x24 root cause analysis for
problem identification, to be contacted by Partner in case of Top-Issues endangerlng the business of the relevant Supported End Users.
R EERNE Bl i - SERB SR Ok A Y EREER - T R ARAVIR AR R AT DRI » SRR & B BRY 2 2
P 2 i (5 S0 AR - B A EB 4G -

ii. if required after Top-Issue notification, and after SAP’s analysis of the situation, Technical Quality Check service delivery planning in
collaboration with Partner for the relevant Supported End Users, including scheduling and delivery coordination,.
EEEEMEEARARE  HEE SAP OiENE - EEEBAERZ SR St FE T DRI RSB &R - GEIHEaf E2
T -
iii. providing guidance in cases in which an action plan and/or written recommendations of SAP as a result of the SAP EarlyWatch Alert and/or
Technical Quality Checks (as defined below) show a critical status of the Supported Software under SAP Enterprise Support.
1t SAP EarlyWatch Alert Fo/sifffii/Eiga (EFUT) EARNTTENRTEIR/aE R - BURHEE SAP {3 0% 7 ST SRS A i = IR A
P ETIEE
The designated Partner Support Advisory Center will be English speaking and available for the Contact Person (as defined below) or its authorized
representative twenty-four hours a day, seven days a week for Top-Issue related requests. The available local or global dial-in numbers are shown in
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SAP Note 1162164.

TEENEFR R R 2EER (BEER - BRI ~ (RS BEEEA (T ESR) SRR ZE MR fH R Z R IR S
% o WIFRE o IR E R BRE SRR - 552 SAP FiE 1162164 -

The Partner Support Advisory Center is only responsible for the above mentioned mission critical support related tasks to the extent these tasks are
directly related to vital SAP EarlyWatch Alert or Top-Issues regarding Supported Software under SAP Enterprise Support.

SHEESY SAP SETIR Y SRS - SRR MR T OB S RIREE Y. SAP EarlyWatch Alert SZEREE M8 H A RHATIRE
N > AT T BRI TR R S AR R LA -

In order for the Partner Support Advisory Center to be able to perform its mission critical support tasks, Partner must:

REETERB A SRR T OGP T BAE B B 3R 2 T (F - & FB e

e designate for interaction with the Partner Support Advisory Center a qualified English-speaking contact person with access to Supported End
User details (“Contact Person”), such as — but not limited to — the engagement set-up structure, service and action planning data, service
reporting, current Top-Issue data.

REFBHE R T O E S Eatg - RISEZIEA - BRI SR 2 $Om B AER (N TIrsEA L ) » B0 (EARTREY)
D RERCELERE - IRBSATEIETEIEON - IR S DU R T e R &R -

e provide contact details (in particular a name, e-mail address and telephone number) by means of which the Contact Person or the authorized
representative of such Contact Person can be contacted at any time for Top-Issues and Priority 1 Incidents. The Contact Person must be
Partner’s authorized representative empowered to make the necessary decisions for the Partner or bring about such decisions without undue
delay.

FROLERAS ST OCHZYES « TR aL A BE SE9REE) - DAGERI A L S5 Ihas 75 U sl B S R R (B e 1 B S el A S LT
NI - TS AXEB B EEM M IERERS T - ARDREEES L NZRR » SR N2 JEA U B ERSR -

e as preparation for the SAP Enterprise Support engagement of Partner and Supported End User, especially for any SAP Technical Quality
Check delivery through SAP Solution Manager perform one mandatory remote setup service per Supported End User (“Initial Assessment”)
for the Supported Software under SAP Enterprise Support. The Initial Assessment will be based on SAP standards and documentation. The
data collected during the setup service session must be validated once every year by Partner.

TE B & FR L2 SR 2 #4m I [ SAP 3R R ERMVAEM TIF - LHSHHHE SAP Solution Manager ZZ(JHILER] SAP KiifinE i
A RSO #n R SAP 3ESCHE T 2 RS - TRl TN S e IR (TR T RI2B e L ) o WIS IELL SAP BERERISC AR Fy R
B - SFBHEIEGTERE —REE IR LIRS B R R Ay Rt

e enter jointly with relevant Supported End Users into a continuous service and action planning process for the Supported Software under SAP
Enterprise Support. This process should focus on the identification of special events (i.e. project planning, implementation, Go-Live, ongoing
operations etc.) during the lifecycle of SAP Enterprise Support, with the goal to mitigate potential risk for such Supported End Users.
RSB 2 S FHE ALY SAP fJESCHRAV ST TR - BUHRH 20 B 2 #mfi I LEZ T RER B OTE T EIRR - RIRESE
JAE SAP (R SESZHRIN A ap BB A S8 2R Z P A SR G (B0 © EEET#] - |l - B4R - HEEES) » W2 8 Sumfl Sl B8
TERE R Ry B -

e provide regular service reporting for the Supported Software under SAP Enterprise Support, including but not limited to information on Top-
Issues, current projects, implementation, operations, change analysis, Incident management and support service delivery information.
s SAP (RIESTIE T IVIRIES - SEALEHIMIR S - AEEARRR - A EERE - BAEE - 't - #R(F - EEON - FOEESE
AR A & -

e inform SAP in a timely manner on Top-Issues or critical state of the Supported Software under SAP Enterprise Support by use of SAP Solution
Manager or the SAP Support Network.
FEHfE M SAP Solution Manager ¢ SAP SZiR4ERS - RISHIE SAP AR SAP (h3ESTHE NI IRIRARFT 3 4 2 B M R s FIRRE -

The results of the setup service, service and action planning and service reporting must be made available by Partner to the Partner Support

Advisory Center for use in Top-Issue situations, if requested.

ETERSHEERSERTS ~ IR AT BB DL R R s 14 5L - IREGEERB SRR 0 - DR EEMEBRY E&HK) -

Article 6 Additional VAR Delivered Support services for Partner

6k HRSEBEZ N VAR XN RIS

1. SAP provides Partner with up to five days remote support services per calendar year from SAP solution architects:
SAP {5 HJE 4t B g 1 77 2 280800 - M & FR AR R 2 TR IV i S PR IR FS

e  toassist Partner in evaluating the innovation capabilities of the latest SAP enhancement package and how it may be deployed for Supported
End User’s business process requirements.

BN E R AL EONT SAP IISRE(FRIRIRIIIAE - DAURANIAR IS 2 5048 2 400 O Pl 0 B SR AR PP AR R M TR -

e togive Partner guidance in form of knowledge transfer sessions, weighted one day, for defined SAP software/applications or Global Support
Backbone components. Currently, content and session schedules are stated at http://support.sap.com/esacademy. Scheduling, availability
and delivery methodology is at SAP’s discretion.

DIFIE AR (—R) ARG T EEB S » DUT SN SAP #RES/ MEAMEEE " 2Bk IS | ol - HATE AL FaguyId
SN A IR ¢ http://support.sap.com/esacademy - SAP {REHHERE « AT MENIIZERTT AT ERE -

See Technical Support Guide for more details.
FEE SR SR TE -
2. SAP offers special remote checks delivered by SAP solution experts to analyze planned or existing modifications and identify possible conflicts
between Custom Code in the Partner Templates and enhancement packages and other Supported Software updates. Each check is conducted for
one specific modification in one of the core business process steps. Please note that some of these services may not be available for a selection of
Supported Software products.

SAP GEI{T SAP il U7 BGPTSR R BN IR - AT BN ASRETIVESEER A B - WL ST HEAA B s TR AR e
e HAM S ER RS BT 2 [ R BETET2E o AR A A G S B AL O SE SRR B A R E B SUINBATT - 351 R - BRI T — e u] R SRASE
HEAGER oy SRR i

e Modification Justification (“MJC"): Based on Partner’s provision of SAP required documentation regarding the scope and design of a planned
or existing custom modification in SAP Solution Manager, SAP identifies standard functionality of Supported Software that may fulfill Partner’s
requirements.
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g at (T "MIC, ) : IKIBE(FR R SAP PR 250 » HrpEtsfat# e A% SAP Solution Manager 17 H3TEXHYHEE
FIEET - SAP G mlpe i & & TF B AR R Z SRR I AE -

e Custom Code Maintainability (“CCMC"): Based on Partner’s provision of SAP required documentation regarding the scope and design of a
planned or existing custom modification in SAP Solution Manager, SAP identifies which user exits and services may be available to separate
Custom Code from SAP code.

EEIEAE T 4EEN: (TR T CCMC ) ) © RIZSTEB IR SAP FrfZ 52l » Hohstifst#h s A ¥ SAP Solution Manager E{THETE
IATREEMTEEET » SAP Gkt rT SR ALIRAL s A 2 0 CTRIAR 5 2R1& 31l B STRE RS 6 SAP f2HS -
3. Partner may request up to two remote service deliveries from the categories listed in this Article 6 no. 2 per calendar year per qualified Partner
Template. Prerequisites for the service delivery are that: a) Partner Template qualification has taken place latest twenty-four months before the service
is requested (for details on SAP Business All-In-One solution qualification guidelines, contact your Partner Service Advisor), b) Partner has completed
solution documentation for Partner custom development(s) inside the SAP Solution Manager in accordance with SAP standards and c) Partner has
deployed SAP Solution Manager as set forth in Section B. Article 3 (SAP Solution Manager) and Article 4 (Partner Integration with the SAP Support
Network and Use of the SAP Support Network).
EIFBHEHEEAEBT  RIBSEIEREGEE 7 Article 6 55 2 JKAFIZERIT » FRM R MRAVERRES - RS HISTR IR
2 a) TR EIAEISRUE BB 5K IR AT — U8 H FE1T (B SAP Business All-In-One [ 77 R A& ESEEITHIVEER » SR & 1F
BRI © b) SFBHETMRE SAP RS SAP Solution Manager AISERR & TERHE HETBISR IR T 250+ BLR o) &fFB TR B &1
Article 3 (SAP Solution Manager) fll Article 4 (&{Ef5EEEL SAP IBEIRAVEL S K SAP S IBARGHI(HE ) 2 RE » 58k SAP Solution Manager &)
=,
4. Alternatively Partner may request up to two of the following services per Partner system per calendar year, instead of MJC or CCMC:

8E 0 AFBHEREEBES - TREEESFEBERSE - FHREZRE YIRS » W3E MIC 5t CCMC :

e Technical quality check (TQC) for implementation
AR EER T E R E (TQC)

e SAP EarlyWatch Check
SAP EarlyWatch Check

Partner may use their own service allowance to request services from the categories above to be performed on the production systems of Supported
End Users with SAP Enterprise Support. This is limited to a total of two services per calendar year.

ETER S0 B TSR KBS DL EEHIRIRTE - ik SAP (3T IR1T 2 8% 2 4 il I AYLE BE 40 ESRIT » BRI EHE H FE FAR LRt
TR

C. Partner’s duties towards SAP and Supported End User
EEBMAY SAP MR TR MIRERE IR

Besides Partner’s duties mentioned under Section A. Article 1 (Scope of SAP Enterprise Support) Mission Critical Support and Technical Quality
Checks, the Partner has the following duties:

BT U0%E A i Article 1 {5 (SAP {23675 i) Pl SERHERE « (RS SCR AR i SR ES - SIEBHENA THIEE

Article 1 Technical Requirements

Bk BHTER

1. Technical Requirements for Partner

SHE SRR ERTETER

Partner’'s hardware and software must at least meet the list of requirements published on SAP Service Marketplace.
TR IR O /H /D 2 SAP Service Marketplace b3y ZKIFE -

In particular, the following requirements are mandatory:
Al ZRHITFE AN ER ¢
e Software
Li¢ed
o Partner must operate test systems to simulate and analyze problems for all Supported Software solutions supported under this VAR Delivered
Support Model
EIFBHELEBITHE 28 - DR VAR SSA SR N R0y — VI SRiids - il T B iR 7 2y ABemn o34 -
o Remote connection software as required by SAP (SAP Note 35010)
SAP ZRAVEHHLHEES (SAP FEiT 35010)

e Telecommunications infrastructure
SR
o Fast internet connection (minimum ADSL, greater bandwidth recommended)
PSS A 4 (e fi ADSL > ZEE TR EUE K AYAHED)
o Hotline number
BN EEEESRIS

e Support infrastructure
SCIRFERE I

o Partner agrees to use procedures, methods, and tools provided by SAP in connection with VAR Delivered Support for proactively detecting
and correcting typical problems in the Supported Software.
EIFBEFEEMLT SAP Frigfhil VAR S SHRARINRR - J77AR LA » DAEBEHIRISUIE S PR Ee T SR R RS -

o Partner acknowledges that SAP EarlyWatch Alert is mandatory for Partner providing support for some Product Families and highly
recommended for other Product Families (see Technical Support Guide for details). In cases where SAP Solution Manager is mandatory,
Partner is required to activate SAP EarlyWatch Alert for the Production Systems and transfer into own SAP Solution Manager. In these cases,
SAP EarlyWatch Alert should be used weekly on Production System and must be checked by Partner not less frequently than four times per
year. In case of vital SAP EarlyWatch Alerts for SAP Enterprise Support Partner must interact with SAP Support Organization as defined by
SAP in the description published on the SAP Service Marketplace.

ETER T - B M e 2 F I R B S BRI S (RS R 2GR » TR SAP EarlyWatch Alert » T 5 HAl 251 S oles - RIZ sz
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HMEA GG F SRR IRHEE) - {E5 AR SAP Solution Manager I » GERSE/ERBIR4: #4007 SAP EarlyWatch Alert gt 2 H 5
Az SAP Solution Manager - {FiZ2LfE5 T - SAP EarlyWatch Alert FESETEAEE LGP » W EFEBMERE - HRREESEDIUIR
o WIS SAP 23E74% - H1 SAP EarlyWatch Alerts 7 BB SR - SERFETEMRTE SAP {EH Service Marketplace #{fifly#iE - 81 SAP
SRR ) -

o Toleverage SAP Support Network, Partner must ensure that the communications connections between Partner and SAP as well as between
Supported End Users 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
Service Marketplace.

R SAP STIRMERS - RN EIERIESFREEL SAP [ - DIRZ IR Z #m &L SAP [ - EfATRRHY MRS - (MEESRURat
B sc PR - BARFTAIF B o] (0 R - R AVEIERT R © 12 E T BUHRARY (e85 =5 A B EREER © SERS RE LN UR IS Bt 1%
FELEAVEARNA - SAP HERE{FH L[] SAP Service Marketplace 35 ERY B IR -

o SAP Solution Manager is mandatory for Partners providing support for some Product Families, and highly recommended for other Product
Families (for details, please see the Technical Support Guide). Where SAP Solution Manager is mandatory, the obligations set out below
must be fulfilled through SAP Solution Manager, otherwise through other systems approved by SAP (approval granted during PCOE
certification process).

BT AL 25 R SR S ER AR - /HSRBIRE A SAP Solution Manager » T 74 HoAth 251 2 st - RIZ5RFER (A SAP
Solution Manager ({15 2 RIR -7 #57) - f£58%1(5 FH SAP Solution Manager [ » 2\ /Hi%E# SAP Solution Manager 2JETTEL T ATk > #&
% BWRIZUEE SAP fxf (I PCOE sRE8EME P48 TIOE) BYHAN RS ARIETT -

o Inthe event that Partner fails to use SAP Solution Manager when it is mandatory, SAP will no longer be obligated to comply with the Service
Level Agreements or to deliver Technical Quality Checks. Partner will operate SAP Solution Manager in accordance with Section B. Article 3
(SAP Solution Manager).

EHETEB ARG R FRHZREY SAP Solution Manager » SAP KR FIA 275 M TR B AR & 4R AU T B e - SIFMHRHRIESS B &
Article 3 (SAP Solution Manager) Frilt > $i%E » #2/F SAP Solution Manager »

o In cases where SAP Solution Manager is mandatory, 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).
1E5EHIER A SAP Solution Manager [ » S{EF AT ZE4E  BEIRIEREZE S SAP Solution Manager %4 (& Basis HRHT HiSIE
) » DU T e 2 W (ER A LARTEY SAP Solution Manager SZEE(: - 1S FHREA R AAFH (ST-ICO & ST SER) -

o In case of SAP Enterprise Support, 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.
1E SAP EETIRZIFIV T » SIFBHEERELIESF 1 BENER AR DNEZ 4 SAP - 157 LUEBTE SAP Solution Manager H E 5Tk
BERTH -

o In case of SAP Enterprise Support, 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).
1E SAP ¥ LT o & IFRFEL IR IE SAP Solution Manager /3 SAP S{TMEAE - Htit i B 3T R EE (FEANI &3
http//support.sap.com - SAP [if# T{F& it B TR e A5 %) -

2. Technical Requirements regarding the Supported End User

BRI 5252 3% 2 $& U {eE P B A= R

In order to receive VAR Delivered Support as described in this VAR Delivered Support Model, Partner must ensure that each Supported End User
fulfills the following requirements:

FyBESEREAIA VAR SIS IRAFT . VAR SIS0 - SfEM A B &% 2 0 i s SmE % Fra THIEK

e For satisfactory remote support, Partner must ensure that Supported End User sets up an internet connection and obtains a separate license for
the relevant software if appropriate and required.

BHUSS NS RN 2% - SRR AR AR S2 S0 7 S {0 4 T AP A SR HUS A BB R Y B i CE s LR ) -

e In cases where the use of SAP Solution Manager is mandatory for Partner:

fi# SAP Solution Manager Z i » H & FB LTS » J52 5

o Partner must ensure that (i) Supported End Users’ solution landscapes and core business processes are maintained in SAP Solution Manager
at least for all Production Systems and systems connected to the Production Systems and (ii) in case of SAP Enterprise Support, any
implementation or upgrade projects are documented within the SAP Solution Manager. The detailed guidelines for this documentation can be
found in the document "Solution Documentation® provided by SAP on the SAP Service Marketplace at
http://support.sap.com/supportstandards.
EFB AR ¢ () R & InfE A E1E SAP Solution Manager Ht » /D Byt 25 7 240 By L7 SHBEIN 2140 - HEFFIR T AR Z 0
BEEIEFF ¢ R (i) £ SAP EIRERIY T o sl#k SAP Solution Manager AEYEMIE(FETI R HZ - WFASIFHIFFANER » 525 SAP
7> SAP Service Marketplace (http://support.sap.com/supportstandards) 2ty T i 720 | o -

o SAP EarlywWatch Alert is activated at least for the Production Systems of Supported End Users and is transmitting data to the Partner’s
productive SAP Solution Manager.
SAP EarlyWatch Alert %/ D$H ¥ 378 440w FIEM A E RS T LR - & RHEIm S & FR A0 4 E SAP Solution Manager -
e Incase of SAP Enterprise Support, an Initial Assessment based on SAP standards and documentation as described in Section B. Article 5 (Partner

Support Advisory Center) has been performed successfully by Partner and each Supported End User. Partner and each Supported End User
must have correctly implemented all the recommendations of the setup service classified as mandatory.

1E SAP {EEERZAEN Y » RIS B i Article 5 (STER M SERIER ) Az SAP EREBEISIA IRl - ETHEFBHEREZZ IR
LU RRIIRAT o SRS HERI % 52 S B8 2 45 0o 1T 8 L E W B (B S s B PR P 1 2 T PR e
Article 2 Requirements regarding Supported End User agreement

FE2Mk AMRTERY $IRE B A NER

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.
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R RS B AR EEEE (B0 KB A - 1230 1D - IREFRS] - FREST) WRKER - B2 RZ&mEREENT - &
VETS FE VMBI 5% 2 S 1R 2 #mE B 0E R IR L HE R R REE) (A E -

Partner must ensure that each Supported End User provides and maintains remote access via a technical standard procedure as defined by
SAP and grants the Partner and SAP all necessary authorizations, in particular for problem root cause analysis as part of Incident handling. Such
remote access must be granted by each Supported End User without restrictions regarding the nationality of the SAP employee(s) who
process(es) the Incident or the country in which they are located. Partner acknowledges that failure to grant access may lead to delays in Incident
handling and the provision of corrections, or may render SAP unable to provide help in an efficient manner. The necessary software components
for receiving support services must be installed. For more details see SAP Note 91488.

EFB R ETER &4 2 TR $OnfE R » BB SAP ERZ AR - IR AERIER I - 10128 SAP FrA PR - THZHFR
HRAIRRAS R REIR RO E0 5T« & 5% 2 S0 2 #uifi (I 5 W R S RE P Bt BUBI A HURE IR, - NSIRAIEI S~ SAP B TEFE » 3R LATER%
o ETEBHRRE N RAFI » TREE SRR E R AHEIEZ IERE - B SAP FRADIARUIT IR BLED - MVEL AN BRI L 2
WS TT: - WIFREFAHEAER - 352 SAP FEEC 91488 -

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 VAR Delivered Support or any other services. If required by applicable law, Partner must obtain written data protection consents
from Supported End Users.

5N - EFBHEENVEEEZ IR SIRER ST - iR SAP AREFIIE 42 IR Z 4 UnlE B Z48 - DUEIRAL VAR S s E (T H
iR TS - 5B AEREDR - SEBAELEIUSRE 2 R Sami RN E T E MR ERE -

Partner must activate SAP EarlyWatch Alert as a mandatory part of SAP Enterprise Support. Partner must obtain confirmation by Supported End
User regarding activation process of SAP EarlyWatch Alert.

EIFBELEREIER SAP TR HIE 72 SAP EarlyWatch Alert - &1ERHEAEIUSZ S8 45 Im 1 & ¥ SAP EarlyWatch Alert B
T2 P AVHERT. ©

Partner should specify in its maintenance agreements with Supported End Users that the Supported End Users will not send any Incidents related
to Supported Software directly to SAP but will first contact Partner's support.

ETERAE T H B2 2 18 7 Sl S T I E G4 RUE » 2 S8 2 S T A 1S R ST SRR B A BRI (L e[ SE (- L REEI%4S SAP - (fifE
e BLETERS R SR BN TR -

Partner must ensure that each Supported End User acknowledges and accepts the usage rights and limitation for the SAP Solution Manager
Software as set out in Section B. Article 3 (SAP Solution Manager) before ordering or downloading the SAP Solution Manager.

EFB R & % 2SR 2 Im B % - 7ESTIEE T # SAP Solution Manager i » FERRI#%Z 4155 B & Article 3(SAP Solution Manager) §f
#f SAP Solution Manager e T & = (i F BRI -

Partner must inform each Supported End User under SAP Enterprise Support in its maintenance agreements that Priority 1 Incidents related to
Supported Software under SAP Enterprise Support that are forwarded directly to SAP must be submitted in English.
EIEBHLAERGEECONA G &% SAP (3R PRI Z &I - B SAP (308 N 2 SR AR E SR 1 S0k - Ll
X EHHEE T SAP o

Article 3 Partner responsibilities regarding Incident Processing

F 3k BB E AR Y BT

The Partner Support Duties are specified below in Section C. Atrticle 5 (Partner Support Duties).

BIFBHE SR ERN T C i Article 5 (&ERHESRTE) THE

Partner bears sole responsibility for the provision of VAR Delivered Support in relation to all inquiries from Supported End Users.
EfFBEEBATERE 2R 2 S BT A R A VAR SIS 8RR -

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 resold by Partner to a Supported End User: SAP Group Software
and Third Party Software. Partner shall ensure that each Supported End User can send a support Incident at any time of day or night, every day
of the week.

eGSR > GIEBMERRN S AR - [2 388 2 SOk E 2B SR HEE SN E B SR 38 - BEARGIESHEES
LR I BB RER ¢ SAP SEEIWGE RS =77 H0E - SIFR MR &% 2 508 2 #4m fo FI  m] DA A e R B (S PR =i -

Partner must fulfill all Partner Support Duties for the Supported Software (including Third Party Software) before forwarding Incidents to SAP
(see Section C. Article 5 (Partner Support Duties)).

EfFB LA E S HFT SAP | JEITHINZ IR (BEE =70 Z & B ERE (2 RS C i Article 5 (GTFBMHREL) 2R
JE) °

Incidents forwarded by Partner to SAP must be in English.

GBS SAP (Y EIEZ 2 R JLE RS -

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

ETEBEDATEEA VAR SN SCER T Y — V) SRR B TTRICAS - AT L J7 29I BER0 538 » (51400 © %] SAP Solution Manager TijgEFllk
TR B RS A 2 2 4 o MR ER B

Partner must maintain all Supported End User data required for SAP Support Organization in the format made available by SAP within SAP
Solution Manager or the SAP Service Marketplace, and update this data without delay.

BRI - SEB L FE SAP Solution Manager = SAP Service Marketplace ]I SAP 2t 24830 » [REY SAP SRISHFTRR AV — V) 23088
Z & AR MR R - RS IR o

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, e.g. 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.

EERBAER Ry SAP FEE—HBREE A » ML N BT A A 52 S 18 2 480 (8 FH B P i it 2 SR T8 B - 4 SR E R a ER 2
P 2 &0t o I R PR USCR R B S R e P R B L - R S 27 45 SAP » % ¢ &4 SAP Solution Manager o fRIERIMT 45 e AV ZOK
» B B TVR RIS BRAY ey &R - IS SAP BTG -
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e Inorder to verify Partner's compliance with the terms of this VAR Delivered Support Model, Partner authorizes SAP to periodically monitor and/or
audit (at least once annually and in accordance with SAP standard procedures): (i) the correctness of the information regarding Supported End
Users provided by Partner and (ii) Partner’'s use of SAP Solution Manager in accordance with the rights and restrictions set out in Section B.
Article 3 (SAP Solution Manager).

BT EREFEBHEREREAR VAR N ZHREXNIERK - SIERBHERME SAP EMEE R/ISHEX (B EF—RIGK SAP FEEIRFP) @ () &1F%
PRI AT 2 Z Sam R AR IERENE © DUR (i) &fFS R S RIEES B & Article 3 (SAP Solution Manager) ATt 2 REFIEL[R A » {5
A SAP Solution Manager -

. Upon SAP’s request, Partner must report to SAP the total number of Incidents received (support Incidents related to Supported Software) from
Supported End Users during a given period of time regardless of the communication channel through which the Incident was received. However,
such period of time will not exceed a maximum of twelve months prior to the date of SAP’s request. Partner must provide this information to SAP
latest thirty days after receipt of such request.
1E SAP HYEEK T » ETFBHEIER SAP HrETEEE R M2 S8 2 450 (0 Fl B B 0y A48 (MRS MR I SR B0 - A s UcsE (-
HY RS R (] o {EE > HHIMR S A58 SAP S RZ HAT+MEH - SFBHEEREERERIGE=1-KE SAP fRELHEGER -

Article 4 Initial Response Times and Maximum Processing Times

£ 3 WA R R R T BR B

Partner must comply with the Initial Response Time and the Maximum Processing Time regarding Incidents listed below when communicating with
Supported End User and SAP:

EOUZ R 7 S SAP R - S EENFE AR NI SRR AR R R A R s B

For clarification purposes: For Supported End Users under SAP Enterprise Support concerning Priority 1 Incidents, SAP SLA for Initial Response
Time and SAP SLA for Corrective Action applies as set forth in Section B. Atrticle 2 (Service Level Agreement)

RTEEZHN  HY SAP SR FIVR SR Z SRR EN S - SUEPTmEE E5RIEr 1 50 - [EEA] SAP WIiaEIER ] SLA K SAP IEfT
)y SLA (4155 B i Article 2 (IR# @4k &4Y) i) -

Initial Response Time:

AR FERT R -

e Priority 1 Incidents under SAP Standard Support: For Supported End Users under SAP Standard Support, Partner must confirm receipt of a
Priority 1 Incident and provide each Supported End User with an initial qualified response within sixty minutes (real time).

SAP FEAESTIE T Z(BSelERr 1 0 B SAP SRR TV R ¥mlE EMN S - aFMHELERIENETIEF 1 S FLRET - I0E
FNoyeE (BINR) P » ) ek 2 S8 2 $40mfd FIE  $REEIAE A RUEIE -

e Priority 2 (“High”) Incidents: Partner must confirm receipt of an Incident with the priority “High” (for definition of Incident priorities see SAP
Note 67739) and provide each Supported End User with an initial qualified response within four working hours.

BSEIER 2 (T @ ) F0  SFEBAELERIRE " aE ) EREF S (BB HERIEF ZERX » 552 5 SAP FERT 67739) (FifEsr - i
TEPHE AR/ NS » )& 3% A2 S8 2 #4mfl P2 - SRBE 0146 R EIRE -

Maximum Processing Time:

e RAEERIR]

e Priority 1 Incidents under SAP Standard Support: For Supported End Users under SAP Standard Support, Partner must provide a solution or
workaround for Priority 1 Incidents within eight hours (real time) or forward the Incident to SAP within that time if the cause of the defect in the
Incident indicates a previously unknown problem with the SAP coding.

SAP FEAESTIE N Z(BSCIEFr 1 S @ Bt SAP EREER MR IR ZSImEHEN S - SFBHELHEESLIEF 1 S0 - 75/ VN (B
7 FRALERTT R eI - 2 - i R ER BT SAP BB LIRSL AT A BIIRTE » ARFSE(RTE AT IR 2745 SAP -

e Priority 2 (“High”) Incidents: Partner must provide a solution or workaround for Incidents with the priority “High” (for definition of Incident
priorities see SAP Note 67739) within two working days or forward the Incident to SAP within that time if the cause of the defect in the Incident
indicates a previously unknown problem with the SAP coding.

BSNET 2 (TS ) B AEBELAR TEE ) BT E (BREESIET 2 ER » 552 R SAP FET 67739) - 1EME TIERA
> FROALEA TR ERIERE - 2 - e EREDR SAP (ES LR SAT RN RTE - AR SR TE AT IR P27 45 SAP -

Times during which the Incident’s status is “Customer Action” are not counted toward the Maximum Processing Time.

BAREE R T BRI ) HMIANAYRER R G T AR R R R -

For Priority 1 Incidents, the time is measured in real time, regardless of Local Office Times. For Incidents with any other priority, the time is measured
in working hours during Partner’s Local Office Time.

HESEIER 1 B0F > KRR - S & AR R Rofe] o SIPMEMT EA BN PRI 0F  KHAE S (RS Y E o3k AR A DL T (R 2

Article 5 Partner Support Duties
5k ETEBETERRE

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 VAR Delivered Support 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.
TERFEEZ4 SAP AT - BfER RN ERITH VISR MR B - (EF VAR SISz TRBER - ZREEASEE  DUNYILET
GIEB I EETE Y R TENHERUL (" AIEBMHEZEREE ) ) - ZELIEIRES—BRELE — By % - BIEEE RS TEmE GhdEE
SRR SR AT -
Customer Communication
e 3
*  Acknowledging receipt of the Incident to the Supported End User.
)52 S 4% 2 S (E I BRI (-2 A o
«  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.
FHEM 2SR S FIE RS2 R - SN S SRR A S B A B 4s SAP SRR - Mg 2 R 4m A
Ex
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Communicating the solution to Supported End User.

R T FEH R A 2SR S A

Incident Administration

EhEE

Documenting the progress of the investigation in the Incident.
FUSREE R A AV -
Translating: All Incidents forwarded by Supported End User/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.
WeE 1 2SOk Z SO SIS E R thEar 4G SAP 2 —UIS(t: » MMERFATESUERSS » e F R S thih 20 2 4 - SRS DU
HEE S HGGTERE » BTEBHELEFERC4 SAP /I » BRATE RS — (i B A EE -
Assigning the Incident to the correct “SAP component” (queue) in SAP’s support system.
1E SAP HSZEE 4P AR ERE E 1ERENY T SAP T (f5°51)
Specifying the Incident priority according to the definitions in SAP Note 67739.
FZ0 SAP FERC 67739 ZiEF © R E 2 BRI -
Describing the business impact of the problem.
BUL RIS R ST E -
Splitting up Incidents that describe more than one problem into separate reports so that only one problem is described in each Incident.
AR A —HMEZ E o 2RI ENEET - DERE 0 R0l —ERE -
Following the appropriate defined process if the issue is a product enhancement request or configuration change request.
o R R I Y TR 5 SR B S T 3 e YRS OK - AIVEE I &~ BUERR Y -
Making sure that the remote connection to the SAP Support Network, including SAP Solution Manager where mandatory, is open and
functional.
TR EL SAP IR A (BFE SAP Solution Manager » 45 H &8 5 (s FII) 2R B =Y 1IEH E A -
Providing a comprehensive problem description, including:
LRIRERR AR MR A - RS
o Complete technical environment information of the system where the Incident occurred (e.g. operating system, database, support package
level);
BIHEFTE 4 2 2 SRR R (B0 © (RS - BRI - SREMES)
o Step by step description of the workflow leading to the Incident;
FRIER R RN TARRAR - BN
o Full syntax of the Incident;
Bz EEERL
o Changes to the technical environment since last known functioning state;
Tt ie —ETAAVEEIRAGIE - WRTEREE AT I
o Which SAP Notes or Knowledge Base Atrticles have been applied to try to resolve the issue; and
EAEER o145 SAP Notes SUAIRNE I » ARE BRI 5 K
o Any documents that provide additional information about the problem, e.g. log files or screenshots.
AR B B 2 BN R AV AT ST - B ¢ GO SRR s R
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.

TR AE SRR AR B A B EEScs SAP STIRMIERAT - il H ATEHEATAERE A5 C RIS B RV B F -

Technical Investigation

BifrHE

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

SAP Community Network.

A TR RIRE R R 7 R e - 7R SAP SIGREEHEf T# S - 541 : SAP Notes - SAP JIZkECE - SAP t1EEAERS -

Checking the customizing settings.

I HETEOE ©

Connecting remotely to End User's system as part of the troubleshooting process.

BB EE R R E RG220 (AR A — -

Using the tracing, monitoring, debugging and remote supportability tools made available by SAP, to analyze the issue.

TRF SAP Figft 2 1Bt - BEPER IR SRV T8, - ARITRTE -

Reproducing and validating the problem.

BRI ME -

Isolating the problem to demonstrate the root cause.

W RIREE PRI - DUBUREA R -

Deciding if the Incident is due to a product defect or not:

RERARE A 2E SR TSR

o Proposing appropriate system configuration or workaround if the cause for the Incident is not a defect in the Supported Software; and
R R RIS 2 B SRS S Y A M SR TE R 5

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.

BRI RIS RN Z B IA TR - B A] 2R Ry SAP sEal s R BN RIFZ B SAP STREIT -
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e Testing the solution:

il A

o Testing, validating and accepting the solution before presenting it to the Supported End User;
RIS 2SR Z S m I AT s~ B8 R AR T 2%

o Working with the end customer to implement the solution; and
BRI P E TR TR TTH R

o Backing up all relevant data before the solution is installed (when possible).
TELHERR IR TTZAT - St Pr ATHR &k (ISR AT EE) -

Article 6 System Measurements

F 6K REHE

Partner undertakes to carry out system measurements of any or all of its Supported End Users’ systems at SAP’s request in order to measure the
utilization of the Software by the Supported End User and to make the logs available to SAP. SAP will make the necessary tools for such system
measurements available to Partner. In addition, SAP or any third party authorized by SAP will be entitled to carry out system measurements at the
systems of Partner's Supported End Users, directly.

EFB MRS SAP IYEDRE HAR(T B B 2 8% 2 S50 (B Y R 5T 240 & - DU 82 38 2 4m B E VIS fE B - 6 SAP
HUARHELER - SAP SRl R4NE - RN E T BEEFEBAA - 1S - SAP S SAP IREZ(EME =77 » AREHEEB NS R K InERE -
HEEHEZS BT RGNE -
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