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Definitions and Interpretation

& SURN R
1. Definitions
3'4

“Custom Code” means software code which has been programmed either by Partner,Supported End User or any third party and not by SAP.

“HEXAE” Z18H SAP ISMUGTEIKEE . SaCRrm A& P BT 55 = 05 9 5 I AH-ARAS
“Delivery” is defined in Article 4 (Delivery of Software) of the Sell On Premise Model.
XA TR AL TUE AR 4 5% CRIFRSAD T RLE S
“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).

“ B8R RIRAEIN BT R SRS, S SRR AT DA 2SRRI T AE B IE AT AR v A B B S DA B AR S P VR R Sk (il
EULAD JTJH A B 5518 5 RN 8] 55

“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.

B IR S SAP LA TEAK B I SCREAL ARG T RE IR D 52 SCREC (RIS B BT VR B SCRF AR I B BEAME 4, I 51 A 1 SCHF i
.
“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.

CERARAMNE RAREDN AR AN I, PLAn S BRI . SRALEAOTE AR B A ] LA A B S R RS AR S . S AR B R R S
BV ANT L SRIBIEE. RISHEIE. A1 ASAT, BT AR S B (MR AR B B IR BB T
“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.

“ TP ARTTE” JEFE T SAP IR bR M A = R B A S E B IR TR B NI IER TAER . b7 AR EZEREASTAE H A 8 3 e
B 8 AN (B 9 MBI 5 £ o WA UAIELE, H SAP MRBA 2 —1ERIEM P A%, LLZIPAZEME N LI AR R 2 2% .
“Maintenance Services” with regard to this VAR Delivered Support Model means VAR Delivered Support.

“HEFRSE” AR VAR A SRR S, 218 VAR AR
“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).

“EB—RERFM" I 5 B Article 2 55 1a)ik CBEXIAIARMARLIN AT SLAD e M R A AR E & L e R AT
“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.

“UrER” BiA VAR N ICRFHAT S, 248 @M T a2 ) Bree B Kb X 44 4 el 78 RUBTR I “SAP . & (i A VF T JE U™ SR s P AR

(SUR) "FI“SAP PartnerEdge il & 1EIKEEN H R AELMIISAP Mg TIFR (HIREEE) 7, SN HRRATE SAP Tl & AF KA P B
SAP EiESe it S 1Rk FE.

“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.

“FEERRI” SEFREH—ANEEA SAP BRAEFE S EURS AL BTT SAP PR RS, P ILE ) DX E T RIE B (RSPD .

“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.

“HEFERG” TR AT SRR A P M RS TS S S SR IR R P BRI B SAP RS .

“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.

“SAP A" I SAP (KIESAP SCAF SCRFINIL BT H I Sk A S A BB I 24 F P BRI S IR %, FEMLIE LR, “SAP A2 SRR
SAP Hig &M BT .

“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.

“SAP EarlyWatch Alert[F3ATRE]” /&6 SAP SR T itz SAP AL SR B I RE -1 F P RS LA PR RE K Fe e M —Fh TR, H4N-HiE S
L: https://support.sap.com/ewa.

“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.

“SAP Enterprise Support[£V32HF]” £15— 14 N*SAP Enterprise Support[4MV37 45789 SAP ST IRSs, A VAR A ST sl R AR S 1

TEH A AR
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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.

“SAP Service Marketplace” &4 SAP [ A% /'« S H P RIEEIK M (5 B, HMLEA: http:/iservice.sap.com.

“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).

“SAP BREMTTR" RIBH—ANHENREMBRN —HAET=RY, R RGBTSR, FHEX Z SR 2 P R e S D ae it S
513 2 W, SAP Service Marketplace (. SAP J:#¢ 1324027 8UFT 0 SAP JE# 1324027 [t Ath SAP JER) .

“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.

“SAP Solution Manager[f#HhT R EES] " ZIREXT VAR S 3RS I A P R B R AR AR AL — SR N AR 7, LA S R B T
iT 4 (f1 SAP Standard Support #x #E 32 ¥ ] 80 SAP Enterprise Support] 4> . 352 ¥ 1. £ ¥ 5 i§ & . SAP Service Marketplace (
http://support.sap.com/solutionmanager) .

“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.

“SAP Standard Support[Fa#ER]” 248 T4 N “SAP Standard Support[brifE LR 1) SAP Frif L FFARS, A VAR Z2AF S R AR AR SRR 7
A BARBE .
“SAP Support Network” means SAP’s global service and support backbone for managing end-to-end Incident management and software
updatesl/life-cycle management consisting of SAP Technical Support Database, SAP Solution Manager and SAP Service Marketplace.

“SAP ICRFMILE” jZts SAP FI T HEAT v 3 ity SR BRI SE R A o R B A BRI S R SR AR, PR SAP BRI E . SAP
Solution Manager[fif ¥ 77 ZE HL 47 F1 SAP Service Marketplace 415X
“SAP Support Organization” means SAP Group’s support organization.

“SAP CRHEL” fE4R SAP HERIM S FRH L.

“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.
“SAP BARSCREIERE " 18 SAP SRALFHFAE MEIRE BEIEE: SAP EH KA HHE A RAHRME R, HulkAE R SAP Notes.
SAP TopNotes. SAP Legal Change Notes. SAP Security Notes. SAP Knowledge Base Articles 1 SAP Hot News %5,
“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.
CRHEMHIBERMER” L IESAPE ARk S BT 8 B A TIUE AL —BLE 1 “SAP PartnerEdge — 8485 Ak TR E B E SRS
SAPHHR AN AR T S VRO B BRI 43 B o A ROBCR o
“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”.
“HEMITERL EIESAPS A EIKESEITN “SAP PartnerEdge — &ML TIE AP , HPiR K “SAP PartnerEdge — # &ML E
BURE S SRS o
“Support Authorization” is defined in the Technical Support Guide.
“STRAERL 1 LB SRR -
“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.
“SCRATAER” IR SAP SEATSCRFEL VAR SEA SRR, BUE SAP FEARSKIRBE R AT HAh 4 IR % 34577 2
“Supported End User” means any End User for which Partner and SAP concluded a SAP Support Sales Order which has not been terminated.
“FXRRERF REEGERMENILE SAP ZT T HATIEA RAN AR SAP SCRHH T SRER R Z I .
“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.
“BERERAE” A VAR SIS S, R AKIES & ol 708 B B T8, SAP Business One B4t
“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.
RN IR AR IR R AR S G R R U R O TR M A R IR AR O R AORTERE, IR AAE KRR S5 o
“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.
“EKRRE” 218 H SAP FIEIEKERYE SAP ARk [ 6 5E I 56 5 i o ln) REAN/ B R, Gk e ol BRI/ B 22 (i) & S BN AE =BT I R
gk, B XA R G A E RS R .
“Unrestricted Shipment” means the phase of delivery during which a Software release is generally available to all Supported End Users.
“TEBREIRE” IR AR A AT T SRR 2 A R A B
“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.
“VAR ZAISTRE” HA VAR ZEAISCFFRTT 5, 72 4R L SAP Enterprise Support[ 4l SC#]5 SAP Standard Support[brifEScfF] (HUE I i & D
TR NS SHF AR SCRE, PENA VAR AT SRR .
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.

A% VAR AT S RS SR BT AR T8 R B CHEA 748 23 R 65 Aol 190 B AR O O /9 5 3
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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.

& VAR B SCRARA PRI PR 25, R AS VAR S0 SCRABEAU 7T LU

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.

A VAR SEAT SRR 4R 58 SCRS KR ART 51 F A5 i SO TP AR BT« AR5 BARERAh FE N 5 H
5. Where the context so admits, the singular includes the plural and vice versa.
s LN, BEERISMAEERER, IR,
PART 1 - General Terms and Conditions

B —REFMEH
Article 1 Engagement Model

H1k HER

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).

RIEAR VAR AT I U e 1 Sk A Sk AF, ELEE SRR AR B 5 b 91 B TR AR R A5 3 18 B R 20 A 4R 3RS FLR R B B SR
BUNHETHR N, SAP FRUbR TE/EAKAE B S EIKEERR L2 SAP BT LU RACR]: DLE O X BHE R H B 78 5 st & L 8 A T 4>
%A (SAP Business One BR4M) A AT7EHIIE (WL VAR ZZATSCREVMLPIE O WINEREH PE . SEMRME VAR S8 3F
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.

LRI AR R B RS a4 B b T B A R B B (SAP Business One B&4M) S HMIENL SAP A4 3, BiFEay. A E MRt
VAR 243 HFo

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.

EVELKFERIIN, SAP fU%A VAR SEATCRAER . BRSCRAE R AN H R T M EEH0R SRR PP AL VAR 3847 3CRF. G 1EMKIERfIN, VAR &
AF S X FE LG IR A 7 i AN
Article 2 Introduction to VAR Delivered Support
B2k VAR Z A3 SRR

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)).

IEA VAR 5‘&‘4#%‘%%% BAEAK AR N Z SR A RSO R R R R MR . W 2, REWE SRR SR A P SR A, I
G5t JEAT H AR SCRFER BT (SR 38435 C 17 Article 5 CHEMKFEMI IR 1 BdHlE FIt D) .

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. Article 1 (SAP’s support tasks)).

SAP R NZ SRR G SRR BN, AR S EIEIEAT HOCRAIRSTR, BICE R SOS MEEA IFAT IR R SR (L3 7358 B 1% Article
1 (SAP MISZRHES) MIEMAMERMEEND) .
3. Partner will explain to each End User interested in receiving VAR Delivered Support the scope and values of SAP’s support offerings.
AAEAKFERL A B VAR ST ORI TR B 21 7 B W] SAP SCRFIR S5 FIE FEL AN 8 -

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).

VAR 22454 324 IR 156 B B &2 SAP Enterprise Support[4)F 37 355 SAP Standard Support[FriH: SCHH 2 18] 22 5 WLAS =304 A 35 (VAR A4 32
FEFHIAREIRSS ) ik
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://iwww.sap.com/company/legal.

A VAR A4S HE R ANE T SAP Business One. %1% SAP Business One (] VAR 32413235 (AT 5 1F W“SAP PartnerEdge — %1%} SAP
Business One [ VAR A4 3 REIZR A", 1Z AT hitp:/iwww.sap.com/company/legal.
Article 3 Prerequisites for VAR Delivered Support
F 3% VAR ZEA X R RT IR %A

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:

N SRR PATE R A BRI VAR SE SCREMARAL, A VEAK A 75 B0 2 U BTA RT3 2% 14
1. Sell On Premise Model
B AR b U A AR X
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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BRI S SAP AIC AT M B B MK,  H AR R AR LB 89 A0 738 SR K A
2. Support Authorization
SCHRFRAL
Partner must have achieved and continue to uphold Support Authorization as set out in Article 5 (Support Authorization).
BRIk L AR B IEK RSL R Article 5 CGLRFZBD FMUE IS REFZ AL
3. SAP Support Sales Order
SAP SRR T B

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.

BYEIKFE S SAP ATE B A& R AR 2 i LR VAR SEAT ORISR A 7 R aB BB BT S A5AT SAP SCRAHEIT I CEXINT)
Article 4 Conclusion of SAP Support Sales Order
Fak T SAP TRHHEIT R

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.

BRI L2 A BB AEAK AL AT VAR ZEATSE R RZ P R IE R AT S —il2 7] SAP Ri& SAP Enterprise Support]flk 32 ]2k
SAP Standard Support[br#ESCRFIIT S (PIIT B A& HA— TR o SPEAEER A OIS Se BT, JHi 2 SAP HUE IR (KIT R ER
, [FINEZUEAE SAP Enterprise Support[ 42137 #5]8k SAP Standard Support[brE 3] i I A 2T TR . #0E M, S1EAEEF S8 SAP MUE i
L7 AT T
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.

A EIk Rt SAP Enterprise Support[4)k 37 5]l SAP Standard Support[FrifE Sz EF] Fik T BN A AR )1, AEIUN . BdsiEEilk. SRk
TIEMFTAITRAILL SAP 52 5#E, SAP GBI T FLFE AT AH IR B RIE S B4k £E YT SAP Enterprise Support[4l 32 #7]8 SAP Standard
Support[FrHE S REIT A R R S (L RA# A BINEZIT .

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”).

5 S 2 7 AR © 3552 (1 SAP Enterprise Support[ 4k 37 #5]5k SAP Standard Support[FrifE 23T B 40K SAP 5 & /R4 AE 22 18] i) — 4 B g
EIF CBREFEN— 0 SAP STRMEEITHR” O .
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.

XTSRRI SE T AR G VAR ZEAS SRRSO, S TEIK PR A 531725 SAP SCRHHEIT .
5. Incase 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
a different 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.

W2 SRR IR P P AE— AMRROT SRR A I 24N SRR (SAP A2 SCHFAT VAR S 38 NI AR Ik AHE 5 2 3R & H 1 351 1
P ORIIE, 32 SCRARA P 7E S U SCRESATIE A R B AR 22 e Bt b 22 B FNIE AT HABSCREAEAT A R s e, BIEEAIR T, £S5
PEAKFEEIE VAR B4 SCRER A SCRE AR A AN [F IR0 AR e iy b 22 e FIE AT B H2 h SAP 243t SAP Z2 A9 SCRFIMAT fT 1 F
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 SRR SE S A4 X VAR Z2A) SCRFI“PartnerEdge JRE A /EAK FEMN (PR i SO 38 MR sREERE K 2l 5 Z A R IR SAP
Enterprise Support[4:)l3Z |5 SAP Standard Support[#rifE S FFiT# ((HAEIE{E(T 5 SAP Business One B RIITH) RAENA VAR 32 (] 3 R
TR SAP SCRAHEIT AT SEA X (HRTHZ LT BAE VAR S SO SO E AL I B 21, X T BEIAT 8, ROE HIA VAR S SR
B
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 5 & MEAKAEKHE AT SMB S48 Uil Bl A VEAK AL B AL SRR AT A48 10 oA 3 SAP & 1 Ak Fh 54 85 1 BUK IR K 808 5 2 AR SR IMAT /T SAP
Enterprise Support[4:)l 37 ]3¢ SAP Standard Support[#xiE 2 KT 8. (EAEIE(E(TS SAP Business One BRI ) FAEAA VAR 5215 3Rt
R SAP SCRFRS 1T B 28, (HRTIR 2 AT 7E VAR S SR SO AL A I B R0y 0T 3T B, & A VAR A2 A3 Fis
KIS
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Article 5 Support Authorization
F5% R

1.

Achievement of Support Authorization

REIHREM

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.

NTPAEW. HEMRERM VAR A SRR SRR LIC SR QRS A SRR X T SR K PRSI I R R A SRR AT i L4 1)
A, S WEAR I

2.

a)

b)

c)

d)

Consequences of Losing Support Authorization

RESTRHRA R

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

B AR AR 2 AN PR AR SR SRR (R BIFFRA” ) -

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

BAEAEAE A TN A AR T R4 OB S VAR A8 SCRERIBUR;

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
BAVEAKFEATI A L SR 25 SCRF IR A L IS TR 2 B AEAK PR AR AT AP VAR ZEATSCRFIN 32 SRR 2 F P 1) SAP SR & IT SR it
VAR ZAS SRR, (BRI 2 SAP 55 B8 BF = 4R 1 VAR A7 3 Ff:

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
Support Duties (as further described and defined in the Part 2 — Section C. Article 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.

SAP f5 B R EFFRBUG IS —R (BIiZERD #2, 35 SAP AR R (Wi ZATRIER A L) XF E3C Article 5 % 2 a)ii 5k 7 #1
E IS VR A AU A VAR 24 SCRFIN) SAP SCREII BT B S /EEIT 5. EHILREEE, SRR IR v I 2 SR 2 P SR B 1E
PRI SAP SCHFA BT B AT ORI ST (LEE 88038 C AR 5 4% (A RIKFERISCRAINGDD th P RaiplE M) HIPT A 1 R R4y
SAP. EAEIKFELAE Y 52 3 R e P 2T AR ISP ARIE, 7ERLIENL T, SAP R EIESZ RN EARLH PR W TEEKES
RZH PR ERIBRA VAR ZEA 3R T R BERI IR S5 LLANRE AT LA e 55, SAP AT i 3ti . A 1EIAE RS STBAT X B A
S, GIEARIRT, AT VAR SEA SRR SS B FLAE e 2 F P 4P o 1R A2 AS BT T AR 44 R 55

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.

ARG P UL AT B PartnerEdge JRIE & F LA 0 T HUE RIS ZHISEH VAR 22430k (L “PartnerEdge JRIE & 1EAK A P S H i) 52 XL
) HZJERET A FYSHA SR (W PartnerEdge RiE & EAKAEICTRIE L, MLAL Article 5 3 2a) iv ii A i REIHLE BN
EH

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:

A VEIEE S KiE SMB L4 VMU ELS SAP IR AR 11 SAP & 1F 1k % B SR AL 33 B B Uh il i W) 0 75 ZER G AR Ik R R A AR AT 5
TEARFEL F A D UAERDA BEAE 240t VAR 224 308, IF BRIk
i. has not achieved Support Authorization; or
W ARG SRR AL B
ii. did achieve Support Authorization but did not continue to uphold it,
W SRAG SRR AL, (ERGSHFH,
this Article 5 no. 2a) i., ii. and iii. will apply analogously.
T AL Article 5 25 2a) iy i A1 iii #ATHLE th s .

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.

HEVEIE G IR 51 SAP BRI e WSO 1 3 2 ) 2 1R IR 2 A W BRI SR b B R ARRE S8, HLAA TR AKE M RIS SCRAHZAL, IBLAL Article
5% 2a) i\ ii A il FKAHE B4 T LLE T
Other Consequences

FhRm

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:

A EAEIKHER [ SR & 7 S it alifs iE 3@ 1 VAR S S0 sl SRR FE R 25 1 B PR R A SR, Ml LR I s LA 2, JFH.
AR SO IR S R P S SAP G, W SAP AL (MU T 32 30 & P RIE ) -
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a) directly enter into a SAP Delivered Support agreement with the Supported End User and provide SAP Delivered Support; or
BRI RE M %E SAP AR, IR HE SAP ATAF S HF; B

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

I71] 82 SRR 4 P EFR TR A VAR 224 SCRR I A A AR AR PR EEE =07 .

Article 6 Fee for VAR Delivered Support

F 6% VAR BN CRIIRA

1. Payment and invoicing of fees
B SR AT

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 ZEAT SCRFIE A T LIRS WA H R DAY SAP SCRAMH BT S I RIUE

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.

BAEK L HE AR T SCAT SAP SCRFH T TR b R AUE BUF AR A VAR AT SRR LI &6y SAP SCRHBEIT IS .

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.

T Article 8 55 1 30 (WIFR) 25 a)i Wi E (MAILAHIIR (141X SAP Business Objects itk 7 21 VAR Z2AF SZHF T UE IR R A1), SAP #34f5xt
SAP SR AT S (0 BRI R LR AR, 35— SRR RS A B A A 98— K% 2448 12 A 31 HIHI, 85 3k R ST B F—H
JIERI LA LHZ 12 A 31 HWAR.

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.

X FLEL % SAP Business Objects ff i 5 1 VAR A2 A3 SCRE BT AAHAR. (I Article 8 55 12k CGHARR) 55 a)ii BUME) , MAEWIUAIARR P % SAP
SIS UT B L B B P RS

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.

X ARSI, AR SALIIR A st SAP SCRFH & 1T 5 b T LE M ERE IR A VAR 243285 Ll s T RR S .

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 F AR AR IR SAP BB ) 3 22 1 7 4241 SAP Enterprise Support[42)k 37 541 SAP Standard Support[FrifE 7 ]

2. Fee Increase
o LA

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

SAP [, SAP Standard Support[5 i SCHF] i 2 FITE YT 6 B BR A AN SR PR o9 AR REA

b) SAP agrees that the fee for SAP Enterprise Support will remain unchanged until December 31, 2020.
SAP [, SAP Enterprise Support[4i\l 32 #1112 F7E 2020 4 12 A 31 HR({RFFAZE

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.
£ Article 6 55 2a) M58 b iR K HE MBI 2 /5, SAP RETESET = &Rk AR B AN S 1E 0 JIAE N X0y SAP SCRFH & T 1 38
AT — R EARAR R O o kAT L, SRR CLIEE AR S A RV AR R E N0 — AN T R IEE T 02 18 R S R A
FIIFTE SAP SRR # T 5.

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.
B LA AR T B SAP SRR ST BAIER IR R R 2 248 % (UL PartnerEdge GTC #1235 #4035 9 % GGR¥D e 3O M EfT
BB E st (BLS ZAERDBIAEEE R R THE 5D o RSS2 IR R R T A L T AR SAP SCRAMFHETT 8 b — S L AR RO R A,
ZIREOE MBI A e (LS EHEFAE R RBUE TS o B SRR SIS, SAP AR AT ATBURN HLAL B AE-E VR AR FED LR A ) S~ 2
ERMIETRECR B AZIR S (AT R BRI O o BHENENIEET, SAP RLLATE AL MATELEE. A 1EMK T AZERE T B AR5
P B IHRT— A, 8 Rk I B RO SRR P TR SAP U .

e) Not raising fees in any given year is not a waiver of SAP’s right to do so.

FEAEATHE R 5 A L1 2% I B SAP SHZITRURI RS «
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f)  The limitations in this Article 6 no. 2b), ¢) and d) will not apply to the following notices and orders:
AL Article 6 55 2b). )il d)aKHh BB L E AN A T AR I8 AR 5

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 £ 1 H 1 HATm&VEk A& BRI E S (RIS 7E 20104 1 H 1 Hjg— kB S AERD

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

4 2010 4 1 H 1 H AT RA FEAKAE A HH A AR A SO S AR FEA FIRE AT (Bl I BE 22 L A7 R 4D 5 A

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.

2020 4 12 A 31 Hujm-E VR fE & A 0 AR % e A R AR AR A I E A A% 22%(1) SAP Enterprise Support[ /8 MF 32 #F]1¥ SAP SCHHH&1T
FLRAEATIE RN, (XSG T R b e s AN A VR AR A SR A AN A 1) 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 B EVEKFEAE S 32 SR IR 2 F 7 25 B I SCRE AN AE S il P AR B AL Article 6 2 2 3 (3R _EID BTl (K 26 3RRI 261

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”).

ST o RIEA VAR S SRR, SRR SOBT R RAN  T R SR RS 5 S 2SRl & P B A 1Rk FE e 4 SAP, HL
R TR a). b)R Oy LR HObR e, AT RE LTI EF SAP SCA TR, R HE CHERRMERYSILAMAE PR S5 ) i
SE o
SAP will not invoice Partner:

SAP At LA N SRR S AR RO

a) for Incidents that were processed by SAP Development Support (as set out in Part 2 - Section B. Article 1 (SAP’s support tasks));
1 SAP JFRSCHFRRI AL B A (W28 #0435 B 75 Article 1 (SAP [MSCHFFHES) MRLE)

b) for Priority 1 Incidents for Supported End Users that have purchased SAP Enterprise Support; or

LB SAP Enterprise Support[ 4V SRR 52 SCRF A 1R IE S — R g Fi s B
c) if the number of Incidents eligible for invoicing is five or fewer Incidents per quarter.

A FEFEIF RN FEEEALZ T A (BFERA .

SAP will issue invoices to Partner on a quarterly basis. Such invoices will comprise a list 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).

SAP ¥ LAZERE N SAAL ) A AR AR BOR BE . X SR SR A 5 B SAP SCRAE BT AL B M AR T 5 R TP RAAERE oG (R, R&AAE1EIK
PEIZSCRA A BN B3 SAP “CHBNEA” D .
Article 7 Tax
BTk B
1. Each Party will be responsible for the payment of its own taxes.
7% B RSTSAT 2R

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").

RS M s T7 BURF S A b A B s B 8555 A B BUHEAAT 388 20 5 R BT WAL S A HAC Y S5 PT RE A B A P AR B 3 el A sk i k. (B fRT A
BT O -

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.

UNBEAT BERAT R —T7 (AR IR ATERTT 7 ) 35 BRSNS B8O T B R A 33U e 8073 S A 4R R T AR AT A SR B BT TS B, A F
FLERAUBER UL RIPR BB O AT REA B REAT B8 b T s SR Bk, (ERTH R, WOTT AT DR WO 7 T 7E [ 28 /3t X R i
E, PR BLE 2 7SS T BT T BN 2 R B SLSS o AR O FE A T A & AR O E B35 R A RT3 T b BUR S K85 AR ik
NI TN AR 2R T RERR AR AT LR o WSO RE 5 A 3R 5 12 i BT BB AT S 1, LA SRS IR, Al il . (AR TSR il 2R AG 45 1
HOTBARBFEHIR . B, AT A BURYEAN R AL HEB R BB AR T HHOBUR B OL S AT 3071 m SO S B SR S5 Lo T
B TS B . 5 A WSO B85 AW T 50234 SR BRSGERTT a0 i 7 [ 25/t X BRI 0 HIRAH BT A B A Rl B L 55, T
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WK 5 RS RO X7 4% BT (A€, S #OT -2 B A BOBGR T N E R Z15E B P BB & TR IT (BTERF & A TOIE AT ) RN,
WO A R ETT o

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.

BT BLE A BB (ERBERR) AN BT AR EUE MR R A (B EARR T, OB, B, MR, SR #5EREEH B
TR B e Ak A& . ARk A 0K ok 5 BT e B SR A IX /3R VAT 5 GST R A5 15 50 SAP.  SAP RLHK IR A PR EE M 8L 5 A il
RS2SRRSR T AR AR L 55188, ARG BT AL VAT 80 GST RS- HAR B S VEAK AR FTAED e 5 (R T LB BB
BT BB A A SR AT A R T s By, AR T RLAE AR WSO R B AR B8 SC B AR SR G U Al 3mSR 80, AT R AE 751
MEFIER G, WoHOTIE BRI 5 AT SRR AT 258 VAR ZEATSCREFMILET, 2510 SAP $& 5T fA1d F A BB SOV AT B R S BLIE R

Article 8 Term and Termination of SAP Support Sales Orders
FE8% SAP SCRHE BT BRI 4 b
1. Term

IR

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

SAP SR BT BTGB A E 4 R CRUR AR BIaaHR” D -

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
FFERRT () X5k SAP BusinessObjects fifti /7 &AM SZ TR (i) BREZE 5 (TE—ANT Herh [A]EF 458 SAP BusinessObjects f# 7 &
1 VAR S LA — AN 2 44 SAP BusinessObjects fi# HJ7 SE AU SCRFRAE = i) VAR ZEAT SR 19954 SAP SCRIMHETT I S, VAR
B SCHRFRIAIAE I IR T3 A JE A H IS —R0T4E, T R —A5e BB FEK 12 4 31 HE& 1k, CEATHAMAE T H B — KRR H
IR 1A 1 HBERSS, WERBERT, YIRS R SRR H DR 12 A 31 HD + i

ii. foreach 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).

XX ELE SAP BusinessObjects fi# 7 211 %4~ SAP CRHH BTN 5, VAR SESSCREAIIAIHIRAG T2 At 2 B A4, 96T 12 A
JRIE (RMEBAENEED .
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:

IR VAR A SCRABEER, EVIRRIIIRSE RS, &> SAP SCRHH & 1T Sk B3 8RB 1 12 AN IR -

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 BusinessObijects solutions in one order), on January 1% of each calendar year; or

X% (i) X% SAP BusinessObjects fil ik 75 2 A2 ST AEA (if) BRE 2S5 (FE—/MT B[R4 SAP BusinessObijects fi#t ik 5 %
) VAR AT L HEFI— A8 2 4~ 39E SAP BusinessObjects fif ¥ 5 Z (152 SC R~ i) VAR 843 3CRE) 1954~ SAP CRHBEIT I 5, 48
HR&EAEIFEM LA 1 H; 8

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.

X T SAP BusinessObjects fif k77 ZHI %A SAP S EIT I &, B HOVEAF AT H
(each a "Renewal Term”), whereby the first twelve months period immediately following the Initial Term will be defined as “1st Renewal Term”.
CEEAMIRR A —A “S AR ), WIIRWIRRIE M3 — 12 N A IIRAR A “EANemiIR” .
2. Termination
# b

a) 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.

AL TE I E T 6 0 IR A AL R 45 TR AT = AN A A& B INs A N0 RO SR IR P I T SAP SCRAEH BT HL. il bE L, A 1E
PRAEAE I 26 1P oA TG T 2SO R A R T SAP SCRFB AT ARV S SRR A I SAP SCRES & 1T S EAT AT AT 350 4
Z1k,

b) 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.
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c)

d)

e)

3.

BVEARAE L AT AT SAP SCRAH T B, 1A SAP SRR SORP R BT B0 S A OS2 SRRl & P A AN a5 . 2B ki
BH B B 52 SR A F P S A EAK A 2 T8 UT FRTAH 56 SCRERN A4 DS 28 LE3d A R B A

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 T8 I 7EH) 6 3 SR B R S R 45 TR A = AN ) Aci BT S r i 2028 1E SAP SCREBH®T I, 5 A VECAERAE BA R RLE (1 H AN 0, A e
BIBE T A] SAP AT SAP SCRAMH BT 5 F HUE MBS Z AR KT AT AT 80, SAP AR LA K SAP SCRHMHE TR, RAEIMHE=THN
SR

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 LHRHHEIT A LG, SAP RS A MEC SAP TR T AL LS SAP B A STRF IR BN HoAl, SAP S 1EIKfE (IR T2 X Rt
PR IS o« S1EIKEERIE, ARG SAP SCHRHEEIT i SAP sl SRR Al SAP A1k £E (BT 32 S Fr A e &
FUERE) MR HEARMG TR 4 23 m A 7 A B N A A SRR AU SAP BRI A1 AL IR EX VAR ZSAT 32 Re, G AREIKIER T SAP
HEA SAP SR EIT I 2 (HE B Lo 49 SRR DL R A B AR AR P SANAR D 4 58 45 1) HAB 22 1% SAP SCHHH & 1T WM ARG SAP &
VEAK FEBIRUR] o BRI A AT 5 52 SCRF AR B 28 FH P 280T IO SR AN B S0 AR IIE SAP EUR B BRI 6 9% SAP SCRFAH &5T FL g & kil s
JE LAV R AR AR .

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 SR T FLEA VAR SR SCRAER & G, S RIKAERLRE SR A 5 9 R 3O AT SR SR SR T A (5 R 1B 45 M R I 2 S0 %
R

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 @ ATEIKFRTE 5 23 R I A ) P 2838 I SCREFI A i AR B A Article 8 (SAP SCRAMHEIT BLIFRHHIRANZE b BT RiE 1926 R0 2%

Article 9 Change of Support Offering
#Bo%k XRRERE
1. Change of Support Offering from SAP Enterprise Support to SAP Standard Support

a)

b)

XH RS M SAP Enterprise Support[4hlk 3 #]ZEFE A SAP Standard Support[##E2 R

Notwithstanding Partner’s right under Atrticle 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:

LRSI R, HEMEAELE Article 8 (SAP SCRHHEITHIVHIRAIZ L) 55 2 & & EREEIBUR], 35 & TRk A OB AR DG 52 S R 2%
FA P SRR FRAFAT LS5, MIAVEAKRE AT I 25 i & 7 i 4% DL SAP Standard Support[Frik 2 #7118 SAP Enterprise Support[4ik 37 #5]:

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

B VEAKEE 52 S0 B B 24 P 253T B 4 LTS AR 20 SAP Enterprise Support[4 Mk 32 7] SAP SR & 1T B Z1 CL 45 RWIEA IR, B
ii. Partner must provide SAP with three months’ prior written notice:
FELAREIL R, S EE R AHE LR B TS =AY H A5 1H5E %1 SAP:

a) if all SAP Support Sales Orders for the affected Supported End User are solely on a calendar year renewal basis (renewing on January
1% 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 31% in any calendar year; or

RS SR A TR SAP SCHRMHETT AT RS (TR HIELH L HERSHD B0 I SR R & M P 34> SAP
SCRAHEIT AT H RS, AT ST RS, W THE—H D4R 12 H 31 i 2

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% February of any calendar year would be the day before the
anniversary date.

FHHRZ IR RER A SAP SCRHH & T AU TR (X BB 2 HRREM A HD) , WMTHAE—HIFEEA SR
FLH I SAP SCRAHEIT AR F H T — Rl Bl R &fEkES SAP FELLT HIIRET =4 SAP SCRHMFEIT #1: 2011 4F 6 A
30 H. 20124F 2 4 2 HM 2013 4 3 [ 13 H. {EiZnfilrh, fEALFTHIIEN, B NSRS H I SAP SCRAETT FLN )y 2012 4F 2 H
2 H&ATHIT . Bk, AE—HHFER 2 A 1 BNy FESEH R — K.
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
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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.

%R B A A e AN R PN LA, R H., SAP Enterprise Support[ k32 H5]7E SAP Standard Support[brifE S F# I 4A 4 it & k. k%
SAP Standard Support[F5ifE Sz #]idE F TAH S 2 3 7 i 24 F S 89 SAP Enterprise Support[4MhSCHF T B B # 5 89918 2 30 ik T R, 352
SAP Standard Support[#r# S FF] s i A R 26 SRS AR, BIREARTZEN . S1FEkEikE SAP Standard Support[frifESCHF]J5E, SAP A%
REFEIKEEE R Z MW SAP SCRAETT LRI SRR IR SAP i 2 46 3 M S AR R IT sl HoAt XA SAP Standard
Support[FrE SR U k2 H ) aa R i IT46 H .

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.

NG S, BRIk FEZ 1R SAP Enterprise Support[4V 37 5] ik SAP Standard Support[4 v 32 B Ak MM IE T2 S0 & T R
SAP CHRAHEIT R, ARV 2SR &R P 3L SAP SCRAH&IT 3T SAP Enterprise Support[f )l S HF AT [ &8 73 (1 2 118 SAP
Standard Support[F i 3 3] AR ] &8 73 1 B -

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).

FHENEAKEE R Z R 2 B P iDL SAP Standard Support[Fxifi 32 £\ SAP Enterprise Support[{2MV 3], W Article 6 (VAR 2244 3 REIA)
R B LGE M, (B ER R E Article 9 55 1b)3KE FIFTHILA IR T 442 BT8R

2. Change of Support Offering from SAP Standard Support to SAP Enterprise Support
XFFRSE M SAP Standard Support[#rAEZFFZEE A SAP Enterprise Support[4V 32K

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.

RIfif77E Article 8 (SAP SCRPEHETT FAMIBRAIZ L) 58 2 FRAHUE R AR RIBUCR], 5 A VROt R 8 S B0 A 5 R S Rp e 24 P R AR SE A
T 55, MEVEk AN AR —H P A S — R =ANH BHEM SAP J5 NIk 4 H /3% DL SAP Enterprise Support[/ll 37 #5]/¢% SAP
Standard Support[# 3 #5].

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.

2 A KRR @ AN ek R n A, JF H, SAP Standard Support[#7if: L Ff]7E SAP Enterprise Support[ 4l 32 RF]F4h A= 8 28 1k . 3
SAP Enterprise Support[{y 37 #5713 T #3552 X H R & T 7 1 SAP Standard Support[FrkSZ#:5] R H B3 56 TG 2 SRR i i %, 3%
SAP Enterprise Support[ 4\ 32 FF]Jm A I R4 AW, SHFEARRTEM. A1EK LT SAP Enterprise Support[ 4\ #]5, SAP 1]
EERAVEAEREE — B BT SAP SCRAES BT 51 DL R AR I AR AK R R R SAP Jis I A7 2 AR A 26 AR AOE T BB SO/ . SAP Enterprise
Support[ Ak 3 RFFF U B2 H AH a6 R 148 H 3

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.

JUEGSEE L, ETEIkEZ 1L SAP Standard Support[FRifk S #: M 2k SAP Enterprise Support[ £y 37 57 i FEd H T 32 30 Hr i & A I T
SAP SCRAHEITHL, ARV KRN T IRELE SAP SCRAE T H#E{T SAP Standard Support[h5i: S RFIAE T EE 4 25 1B SAP
Enterprise Support[ £k 7 7] ATl 355 HE#

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).

FEAEAKIE N 3R 4 FH P i LA SAP Enterprise Support[4MkSZ#FfX# SAP Standard Support[Frifi sz #¥], W Article 6 (VAR 2244 3 #E 119 9
D BT LG, EIEM YR A Article 9 55 2a)3E KB IR IR FF a6 2 H T 46

Article 10 Continuous Support
$10% RREESCR

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).

SRR R B 2% T P U R T B SR R AR 2 TE — Bl VAR A4 SCHFEY (B SAP Enterprise Support[ ik 32 #F]5 SAP Standard Support]
FRESCRFD WIS . 52 L RR & H P E SAP Standard Support[brifE SCRFNE I g 47 AT 2228, M-S TEKIEAR LS8, et
SAP Enterprise Support[ Ml fF], RZ MR XKk M SAP Standard Support[#r#E sz £f]25 5 A SAP Enterprise Support[4il 37 K125 (115
o TN, BIERAELAUE AL IR 5 2 SRR 2 F P Z 1A 5 VAR AT SCRFIR i SCRAAIGES M . ARl 41k 5 230 FF & P 7E SAP
Standard Support{h5ift SCRFTE FE P IS T # R 28, WA EREARREIR L SAP Enterprise Support[fll S #], RZIFMA. M T, A EKEEBA
R4 Article 9 (SZHFIRSSAREE) MIRLE N2 R L P AR S RE IR o
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
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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.

A A VEARAEAE N R P AT W 52 SCRF AT 2 JE AR SR HAT I VAR SEATSORF, TARAS R TIE, DUESRAE IR, 8 VAR SEA] SRR
Article 8 (SAP SCRAHETT HAHHIRRAZAE) 5 2 SR e £ L sirE — BN RN N IEAEAE A, LB S FRiB TR e S ke sy, MIEr A EAK fk 0 TS A
H R W52 SRR JG SEBIT I VAR SEA SCRFIN R RSO BT VAR SR SCRESR A IR BRIAIE D » J7 RN IR Z ] 7 3145 VAR ZEh) SCHF

o EMRIETET, SAP Kl VAR A SCRFILRN T S R R BT AR S . SRR SL B SO A d R i S AR R 3% o 2 [RIREE Y T ikl
Artlcle 13 K VAR B SRR I IR AN 26 0kD B sl 1k sl DA DT 3041k . 2 5 CHHrBGs DR 2 B A VAR ST SR B I 1 «

3. For the avoidance of any doubt: Article 10 (Continuous Support) no. 2 will also apply to:
EEGBES, Article 10 (FREESCHE) 55 2 sl & A T

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 5 & ARk 2 BT IA LB 754 UL R % 1F BT SAP enterprise support[ﬂ;\l[/?i%]ji SAP standard support[brifE Sz FEIT 8 8 R 2 1
“PartnerEdge iE SEAKAEI CGARYMUITE SO 3 VAR S84 SCRA BN BRALZE M BE 5 2 Mi6H, 2 JEfEi% R e “PartnerEdge 1R & 1F
PRAEE e T &1k, HBEEIRYE A VAR 224 S REREUiE R4 4L | i%ﬁ’éﬂ@i%ﬁﬁ"] (EAAHEAET S SAP Business One A < [#iTH) ; #1

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 5 &Rk B2 HTiE B A6 LA R 2 F 4R {7T SAP enterprise support[4)Mk 7 #5]5k SAP standard support[FriE Sz T 5. K38 FSE R SMB 4
R AR SR 1 SAP SRR EE B, R AE SR SRR N BLH 5 2 AHOGH, R AEZJE5E I SMB 284 18 Wb B HAth J5L 56 11
SAP ST T2k, HEEEMRIEA VAR S REARE R LML EMFITERE N (EAESEET S SAP Business One 5%
ITHYD
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.
F AR AR B H AT IEAEBEZ SAP 24 S REEA BN EAEIKAEALIT I VAR S S RE T SUASFT S50 SEATATT 3 1) 52 S RERR AR IR B 28 F P 1 it VAR
APSCRE, WA VR R 0% 2 RSPI HRILE 19— & BRI B AR AR O
Article 11 Maintenance Phases

ENE EETAlINCY

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 ZZ A} 3¢ FF MR HE 8 A B A AR A Jm B 3E M 4 b W BL 4R, VE 5 15 & I SAP Service Marketplace , M ik R -
http://support.sap.com/releasestrateqy .

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.

VAR ZEAT3CRE (SR 8050 AT (VAR ZEAT SRR BUARAE RS AP EIRUE D IR 95 Y0 B G T SRR AR (R B R 3P I B SAP HAUAE SR — M4k
FHE, BVETIE A LRI, R AT VAR ZEA SR CTIRAETTIEWIG, SAP AR . A RIS RS TS BRI ARE
B, AR AR (PAM) , EEA: 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.

EAEAKRERIIA, SAP AN NP R A EHR MO =5 b R G Bl e sl LAt R AR AR SR . SAP (U REAEAR SR A 1 9 L7 dh 2
Y RISCRFRIRTE T DU BT N, NS =T R E RS Bl e sl b b R AR SRR . B PRI OSSN 52 SR 8 L OB 28 =T R &
G B P s At i R 2R T R S AR
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Article 12 Limitations
B12% R i1

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 BAX S B B BGE T A Ak R R AT SAP Enterprise Support[ 4k 37 ##]8k SAP Standard Support[kriE S2 #5152 SR & 1 8 %%
SCRERRAT, (BAECLRIEOLT, SAPREAFLMESHF: DGR AR B2 SR & P E R 2 SAP SRALFITE L N 8 B0 SRR AR 8ad S VF rTRILE 51 R AT AT
i, B R ARZ SAP VRS SCRFFR A 10— 38 7373 B B A B AT I st
2. SAP will not provide any support services for third-party software that was not distributed by SAP as part of the Supported Software.

XTHEE SAP AE R SCRFATF I — 53 /45 SR =07 A, SAP AR BT AT SO RS .«

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.

T BT & B2 R R S, BT 2R Y SRR B RIE % W% BB S SR I 7R 24 el
BB T, SAP RSB E T3 FER 25

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 ZEAT SCIF IR PSR g e 52 SRR i (K AR AT R R, AN ELIE A A ANBRAE IR0 R, 330 53 B A AR P B AT o 7 LB B
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/releasestrateqy.

SAP Enterprise Support[4)l 3]sk SAP Standard Support[4z#E sz FF 4R 4 e i 3& A 40 B 2% LLJ http://support.sap.com/releasestrategy ~ 241
PP A VAR R A GEAF B B, 3BT E AR AK A 17 32 SRR RS F P AT W IR 32 SR A Bt
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 £33t B8 A AR AK Al A B 5 £ Ml 790 8 2R 5 ] 52 SRR A 2 P P 2 B R B8 = 7 AR A VAR ZEA SR, (AR T4 288 = r A s =0
] SAP $RALMESC RGP . SAP NSy O R AL R ML B RS SCREVE I A3 E R G H5d e AN LA 28 =7 AR A S . AR ST I8 =
TR VAR ZEAI3CRE, S23CRem 2 7 ol R b SR THER R RCH R E R G, BB PEFI A S =77 4. SAP (URETERRIE RS, K A1 A 26
=T AR B IR AL RS AL R e I R R SRS L T SR B FE . AR SR SO LRI R %R, U SAP £ ilid SAP YRR [1iX
AR P AR SR TR SRR B ANME B ATARE ZOR AR CH R AR R S IS S, WS 0L SAP Service Marketplace, LA
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.

H AREAEH 1 SAP BRI AR BERI 4D IRSS, BT 3 SO IR 2 R P IKERE RSy . SAP BORBUE KA SAP EarlyWatch Alert] 1 15% ) #1/ ¢
WREER, K FE SAP ToIE A BINE AL 17 I SR A BRax e 7 B SCRF IR S% . IR SO S BURMTEREAME, Wik SAP ARIBAE(T FE.
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.

EFEARIES SAP BIHEAERTEIR T, SEREARTRIE VAR AT SCRF KT MBI A S 4 B4R 5 =07 . 75 SAP HILHE SRR FEEAT LS B S
BUF, AR EERT SAP AU STBATE A VAR AXAT SCRAR A A RILE B TE IR EE 55
9. SAP does not provide any functional training concerning Third Party Software.
SAP ANRBATATH G5 =J7 Wt D se s il .
Article 13 Term and Termination of this VAR Delivered Support Model
$13% A VAR A ST REBE I SRR A £¢ 1k

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.

WL, A VAR SERFCFFBGRE VAR 2R RFIMIUIE I M RN, MOTRFCERIE 12 A 31 H (RS R . JEIR. IR 55
BT A

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.

fERA&IL. LR — e R4 12 A 31 Har@Ed#nt 3 /M A A B midm, ERZIEA VAR AT 3R

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.

Bk, S IE B E . R BT At )7 SUEE A, A VAR AT SCRA ORI B 3 &k
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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:
HIEMEE R IL: R PartnerEdge GTC 2 —#4r5 10 % (KIEMHE ML L) FRlEMLIbE b, ELLUMEA T, SAP Al /& s & &1
PRAEZJE LRI 25 1B A VAR S2A] SRR
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
SAP A& BB B G EAKEAE M I 2R 7 B8 VAR A SCHF I AT 981 1 SAP S5 G L. X BHER S 1EIK R F SAP JElS A
B VAR A SCRE BT ARETTBUE SAP IR A 2 B T MR 2 it g BL
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.

AVEIKEE (i) BF5F SAP = S A B & 45 = T PP IR S s oL, 8L (i) RFEE =078 SAP 7 i EL BRI 3R AL 43P IR 45 (s o, R s
BLRIRTER S, SAP G & FEL B AN AT A6 SAP FIAIIR AL Ek SAP FILRE A B4 UM o

5. Consequences of Termination.
Z ks .

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.

H A VAR ZEAT SO b RER B DR AT AL D7 SR, WS PEAKAEIRHE 4 VAR Z2A ORI Article 1 CHBIREE IRLE AT T iR 25 H
FUE BB VAR ST R BURI R SR 20k . FEBEIEOL R, Article 5 (GGZFHZED 5K Article 8 (SAP SCREA & 1T B AR AN ¢ 1k)
WA TEH.

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.

A VAR ZEATZFRFBEA& L BB DME A AT ARG, SAP RIS I A MG SAP STHFMHEIT R 204 SAP B STHFBEALN HoAth
SAP GAEKEE (B T2 ORI R B F P I« SIEIKEER R, AT SAP SCHRFHEIT 0 SAP B SCRHZALI HoAt, SAP & 1F
PR IR T 32RO I A P ISR MR AS T B BIRG T30 B SR P s BN AW SRR AL SAP AR LK BE AL 3R
VAR ISR, SRR T SAP K&/~ SAP ST BT R s A (49 E o0 o, 49 38 DL RS AR KA I SN AR D Bk R 28 m K AE AL
1% SAP SCHFHEIT HMAHOC SAP SAEIKEEIIAUR] . AR IR R S 5 RS2 SCRFIR 2 A 25T IO SCRE AN Il P RAIE. SAP R BUR A
KA VAR ZEAT SRR & 3@ 50 J5 2 LRI B R MR B L

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.

FRILHS: RESCRHRIA 2 S E A LR VAR A SCRAER, IR SR R VAR SEAT SCREIIAUR . B VEAK PR 2530/, 1B VAR
AT LA MR LI, W Article 5 GZREHZED BT LLE .

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 A VEIK FEAE S 32 SCRFIR 26 F 7 28 B I SCRE AN AE S Pl PR BRI AL Article 13 (VAR ZEAFSCREIHIR AL 1) BTt s (¥ 26 3R 561
PART 2 — Support Services
B — 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.

£ VAR AT SRR, 2R A B PAE T ORI S IS . BRIKIEA VAR A SCRF BRI AR 354, SRR IR rT 3R At A
P55«

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.

P BRI L5358 H T SAP 5E 1Rk fEZ 8]0 A% VAR 84T 3 RA I A2 s i i 2 FH P ORI M, BANEE TARMT 4 F 7 1A) SAP $ii2
YRR RIBH .
A. Standard Services under VAR Delivered Support

VAR AT IR

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.
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AT GB AN (VAR S SN IMAREIRS) 28T ST BB 4L B SAP 71 HARBL AR EIR S5, BLEIRS5 1 s T SAP FEHUIE A a1 5 7R £k
P 4 B R B2 SCRFIRI R 2T PR VAR ZEAS SRR LA VR AR AL SRR IR I 55 Y I A o 86 D70 0 R 55 91 LB e T 32 SR e 2 P T £ 1 VAR 224
SRR, RN (PR LEE B Article 11 (ZEHITBYD O LARSZSCRERI i R 5.

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)).

—#&1M %, SAP Enterprise Support[£ X #F]5 SAP Standard Support[45iE SR [ 3 Z X JIAILE SAP SR EEM SRR S Ya I b, /e B FriE e
N, BRIk R 2 H PRI SAP R ER ST KB (FS WEE CF (B 1EIKIEXT SAP 5 52 SCRF R FRARINER T D .

Article 1 Scope of SAP Enterprise Support
=% SAP Enterprise Support[4k & FvE B

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:

A Article 1 (SAP Enterprise Support[b5#f SCRFFEFED AT # i DL T L HEH & A T SAP Enterprise Support[#7i: 3 HF], SAP H54F 0t SAP

Enterprise Support[b#E 3 F#F]ik 54~ SAP S HFAEE 1T B HRAH% 0 ] P 10 S0 A 55«

Continuous Improvement and Innovation

ﬁ&&ﬁﬂbﬁ%ﬂﬁﬂ%‘?
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).

LEVF ] (S SCRFRA IRUB A OAS LA TR T AR P . SAP SCREFE 1 4Edr i 2 vh A BB 10 32 SCRF AT IR AR . SAP A CRFEY 2
?E%FY”@?F% YrArod FE R TR BE L SRR, BRI P IRIRAE LR i R b T 92 3 H AR S SRR AR AR 1) 2 A BB AN BT B 1)
—ABR. AREFINBIELR, ESIE 5 Aricle 11 (ZEFBHBO

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.

SR TR S R UE IE TAE R B IER . SCRPEIE AT AR & F TR A8 KR AE I B SRR TR S BUA ThRR B TE A 2.

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.

EFxt SAP Business Suite 7 TR A% LR HFET (AL SAP ERP 6.0 Fl SAP CRM 7.0 SAP SCM 7.0. SAP SRM 7.0 fil SAP PLM 7.0 JRATT
UhfR AL, IXEERRACT 2008 EHEH) , SAP @I R B A AT AL A RIR LGSR DI BE AN/ B AR N A . FE SAP A% O SRR P A Y 2 4k 4P
BrBL, SAP AT AR H PR ER g —A 1Y s A B A ST R 55«

e 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.

FEARTEH SRR =7 B RGUMBUIRE . SAP HAF R FE T 7T F I ABAP JEARHS, DK T34 R AT ISR D R AR

e 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.

o T S G B R S SRR S R S A R, SR A AE EMEL B P A TR SRS R TR L E e TR SR,

e Configuration guidelines and content for Supported Software are usually shipped via SAP Solution Manager.

52 3R ) T B AT P 2538 85T SAP Solution Manager[fif 4 7 R HL 383 AT .

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

FRALEN LT SAP System Administration[ 5 4t F (¥ B HE S LK T 32 SCREERIR 1Y) SAP fif 7 SRis 4. 71512 I, SAP Service Marketplace

e SAP configuration and operation content is supported as integral part of the Supported Software.
SAP it & 5354k N A E )93 SCRER A AT BRI — B8 00 R IS

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 i FIFE A B B A A . T HEARFE U] SAP Solution Manager[ffHe /7 AT BRAR] . 5237 BRI A/ Bl 52 S i1 P SCRS it 4.
R o

Global Support Backbone

éﬁﬁiﬁﬂiﬂm
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 AT EHRE FEFI SAP F T &4 AR SN, SAP JlId i3k 5 W SAP R & G AE I pEFR At
A RIARSS -

e 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 -] SAP Notes i T-icl 3 ib, @ EFRWAMEIE, &G R REIE E . SAP Notes *H ] BB & %2 3 Frix
LR P ARSI SAP RETHISIEIE. SAP Notes L4 id k% 'y B H P AIE AR H I o] AN DA S g BRI o & (g
HIBED -

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

SAP RN TF: — AT 223 SAP A & IR A ok i T K .
e SAP Solution Manager - as described in Section B. Article 3 (SAP Solution Manager).
SAP Solution Manager[fi# ¥ 7 £ #H#5]: 2 W5 B 1Y Article 3 (SAP Solution Manager[f# it 7 £ E AR -
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Technical Quality Checks
BAREME

In case of vital alerts reported by SAP EarlyWatch 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.

ﬁDLK@IJ SAP EarlyWatch Alert] . I il 11 o ) 5 S S ik sl tHBLE R, BRI AT LA SR SAP RS2SR IR E e P SR AR EOR BB A
&, FERSAIF N CBAREERME” 8°TQC” ) . ERFILHKIE ;RZJE, SAP XS SCRHR A P BB AT 204, IR AE 52 3R

R P R AL B SR B R A, B R R R B E Y, SAP MRILER U ER .

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 mREH—TE LT FEN M. HIBIRS B E ShERE RS 1G4 . FHRBR PR BRI, SAP #AG1m) G VE K PRI/ B2 SRR I e %

F PR — BT BT RIAVE R T AW . FARTER A G AEH SAP FI/EZEINIER) SAP SRk fE (fE SAP 1A HRYE SAP bRl

Jr At

SAP cannot deliver a TQC for Third Party Software.

SAP Ayt =J7 4 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 HagdHrithl—ik. HFritdz ST RIZAT HH AT/ H T, B0, SAP #H X5t TQC.

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.

BOR BT AS AL AT S VR KPR AR SCHF IR 8 R 28 P T R4 . SR AK AR S SR R 52 SRR I R 28 F 7 005 A2 BOR SRR B B0 ik 55 V4

A BT BRI § 5%A

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.

B AE KL T URR 35 i I3 B A0 B RO 2 SCRF IR B I P B Hofth SAP JIRSS (TQC RS A& DLW B LLAMIRSS ) (RS W
https://support.sap.com/support-programs-services.htmD .

Other Components, Methodologies, Content and Community Participation

iﬁ’ﬂﬁﬂﬁﬁ Tk WESHRSE

Monitoring components and agents for systems to monitor available resources and collect system status information of the Supported Software
(e.g. SAP EarlyWatch® Alert).
4% R G AU ACEE T W T B BEUR AR 32 SCRFR R (A1 SAP EarlyWatch Alert[ FHTIED I RGURSE R .
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:
TRAC B AR AN IR 225138 7 81T SAP Solution Manager[fif# 7 & HL a4k, Uksh, SAP Solution Manager[fifiR 75 5 5 B 8% i it %
TR VR 32 SRR IR 28 P B AT, X Se T g H A 4%
o Test administration for Supported Software by using the functionality provided as part of the SAP Solution Manager
S FI1E9SAP Solution Manager[fi Hht 75 58 2 28] — 36 43 B AL 1 T BE X 52 SR A AT It 3
o Quality Management for management of ,Quality-Gates*
RS AR “ERT”
o SAP-provided tools for automatic testing
I SAPH R E 2l sl T H
o 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.
HH SAPSEAE) F T Wr B A A 1] AT L ) TR . X6 T ) PAIRUM 32 SAP A vk J7 S22 ST RISE M BV S5, Bt AT 2L,
A LA E MR (GESZS 0. 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 B P S R K A S AR B T, e r] B RIS S VAR R AR SRR (IMG) LSS ECE (BC) Effs
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:
iiid SAP Service Marketplace 1 3, Hr 04 SCHEASR(ERLHE SR . JRORE LA J AT F WA A RURIR I P o 3K P 725 I T L0
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.
Ui B i AR T SRIE Y VB SZ SRR B P AR A SAPER A it U7 G 1) i B 3 i 4
o 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 SAPJjv%: W2 ORI A P AT ROAFE I B 3. SRS 1R DL SAP NetWeaverBi R 6 & #, HAT&H:
= The SAP standards for solution operations
BEX R TT Iz 4E R SAP R HE
= The roadmap of Run SAP to implement end-to-end solution operations
P Sk s 23 A o 05 RIS 4ERIRUN SAP 2L ]
= 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.
fU45SAP Solution Manager[fi# th 77 & BLAR N AR T B HAR R T RENK &R THE. FXRun SAPHEMNEZEFE, WS
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.

ZIMSAPHIZ PRIE AR R X GEid SAP Service Marketplace) , X $edt: KR A ek 45 SEER AR 257 M 25 BOAH 215 B
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Mission Critical Support

REEF R

SAP will support Partner by providing Mission Critical Support as set out below:
SAP B EAK BB F B AT S5 S HF

e 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.

HENEARAER S T, SAPTI R SRR R A ST IE 1E L ek G B ml i 1R 0015 S SCHF o FH SAPHR ALK SCRFIE Rl R A AF i Fh SR (1 32
LR, SRR SO F . S 5FMRERER A N & RN SRR . A RS20 L, 155 ISAPIER67739.

e 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).
WRES —REF M F L E KRG, SIEKEET RN i RSAP. T IHEECR (AEME) » SAPERA/EKEMR I CHi Article 2

CHRZSCFFRZ PR BIRLE S AR vy AR o

e 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).

SAP £33 — RS M AR LM AR AL T, AR SAP 55K KRS B 15 Article 2 55 13K (SAP Enterprise Support[ 4k S #1111k 55
AP0 BIRILE 1K IR S5 7K PR

e 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.
BREE— R RIS, SAP B EH SAP EarlyWatch Alert] ' 1508 [ 4 i 1) S5 2204 LS SR AR PR I R . SAP & F B SAP
EarlyWatch Alert[ f 31 F )4 i i B 2 EARIF B 5 2 SCRF R A ) B B S AR AR PR S R AR K R R

e Global 24x7 Incident root cause analysis and escalation procedures in accordance with Section B. Article 2 (Service Level Agreement).

247 ERMFEFRFARA LR A M EIRFER, S TR B 1Y Article 2 (RS AKFH0 .

e 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).

H o ARIBARAR G K 4347 £F5HiEd SAP FF R TAE MR H & UG, SAP TE%TEH&%/kHﬂJ WO SE T A e LB ), % 85— ﬁtf’e%ﬁ$ﬁi%
PERBAL S FAMAE 204, Z WA B 47 Article 2 URFSATFHEOD o 4 HE AR SAP EI Mts#E T i GEHES
http:/support.sap.com) , SAP <#R{tAHXIE S, B &I T,

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

BERAEARYE S B 47 Article 5 CHEAKAESCREGE ML) IORLE TRATF-E VR KRR SRR 53 Lo B U7 TR
Article 2 Scope of SAP Standard Support

o2&k SAP Standard Support[#R#E ] T E

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:

7 Article 2 (SAP Standard Support[fr#ESZ#Va D HATFII LA SCRE LG AT SAP Standard Support[#rdE S #F], SAP ¥4 %}t SAP Standard
Support[brdE Sz FEIE LIS SAP SRR BT SRR (L1230 B P I SRR 45«

Continuous Improvement and Innovation
ﬁ‘@&ﬁﬂiﬁ%ﬂﬁﬂ%’r
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).
LVF ] (RS2 ST R AR LA R TR AR P . SAP SCREAE 1 4idr i A2 vh TR BT 0 2 SCRAR AT IR AR . SAP ASCRHEY i

f&%}j uXEFﬁEf&FE%ﬂﬁQ@U%‘EE’J SESCRFRARRRAS, BRAE UL SRR AE IS T 72 AR H AR SRR AR I 2 AN S R AW B (1)
—AEER. AREFIBIEER, ESHHE—H5 Article 11 (BEFHED

. 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.
SRR AT R SE R BUEIE TAERRBIEE. SCRPEIE AT e S H T IR AR S0 A SRR B A T e B IEN A

e 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.
£F% SAP Business Suite[[5 5B 1F17 AL HFEF (M SAP ERP 6.0 fil SAP CRM 7.0, SAP SCM 7.0, SAP SRM 7.0 1 SAP PLM
7.0 AT IR ML, IXEepAT 2008 FEHEH) , SAP @ IEHY SR B AR R AR SRS SR DI RE AN B AHT A A . 15 SAP O B TR IR
MR BB, SAP AT AR B H DR At — AN 1 s A B AR 5 IR %5

e 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.
BOREH SRR =07 B RGABHRPE . SAP AR LT /T I E) ABAP JEANHY, DA 3N R AR H SR RO D REAR R

e 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.
of TAR G B R SRR T RS R R, RITN A AE BA R B i ) T HMSR G TR BB B T H AR S

SAP PartnerEdge VAR Delivered Support Specific Terms and Conditions [DUAL] zhCN.v.5-2016 Page 16 of 31


http://support.sap.com/
http://support.sap.com/

Global Support Backbone
EXSS &S

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 [HIREHE I SAP FH FALH AR KM,  SAP Jlid iz s m SAP [/, & H P RE RIS AL
WEFIRS -

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 Ff] SAP Notes F T-id b, @ EF RWATEIE, & AR EEEEE RIS 5. SAP Notes "] REAL & %2 i
KR ATLLEE R SAP REGHHIgIBIZIE. SAP Notes iIE 2L F& 7 W& PAIG IR E’J@%@frm@ UL S W R T %6 (g
HE .

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

SAP VEREBNTF: — M T %3¢ SAP A fHRHE B IEAMSut I TA.

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

SAP Solution Manager[fi ¥ 7 ZEH 3. = WLEEBYiArticle 3 (SAP Solution Manager[ff# 5 ZEHEED

Incident Handling

HipaH

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.
AEEARAER S S, SAPTT A SRR PRI A ST B IE | 6 B Iml A 1R 115 S S04 o F SAPHR AR SCRFRE Rl AR AR AF i A S R 11 2
BRI, SRR RIEFA . S 5RO A A AT RIS SR AR PR . A R R 0E L, 1§2 WSAPLE
B67739.
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. Atrticle 2 (Requirements regarding Supported End User Agreement).
WA e R E B E KR, SRR EEE Al iR R SAP. X FIRIBER (BAME) , SAPERAEIKLEARIE 2 CHiArticle 2
CB RS Z R P SR BRLE S A R s AR .
SAP will commence Incident handling on Priority 1 Incidents within 24 hours, 7 days a week provided that the following conditions are met:
S FEE— GBI, SAP KETE 24 /M (7TX24 & RKA%) AR B EFbFRRRE . (HAZUFF & DU %4
(i) The Incident must be reported in English; and
WAL B A i S
(ii) 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.
BAVEAKFEL R E — % B A AN RE RGBTSR 0L T, DMEAE SAP ¥4 10 U AR K i% 24 SAP SCREFFULET, A 1EM AR SAP AR,
il
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.
AL BL_E— TR B IAAE 0, ET E LR S 2T, SAP T RETCIR R B F T A B RE B AR S A B A, I HL A T AREE BT B
AL,
Global 24x7 escalation procedures.
24X7 LRk EARFEFT o

Remote Services for Supported End Users under SAP Standard Support
SAP Standard Support[###X ] FEH T2 R4 H P REERS

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 Standard Support[trif 4] H i 6 & A RABE AR 58 . AT ARSSAEROR SR i th ol IR SS T & — DS MRS 218

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.

R RE R AT BRI SEAT H I, AR AR AU AR R A5 AT FUIRT A AT e R 55 o SRR AR 5 FOBURIALE N T e 26, ARg
Feikay Fofhze e,

Other Components, Methodologies, Content and Community Participation

ﬁﬁﬁfﬁﬁﬁ ik WESHXSS

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

AG A AL RACEE T W T B BRI S SCRFR I (A1 SAP EarlyWatch Alert[ T M RGREE L.

Administrative integration of distributed systems through SAP Solution Manager for the purposes of SAP EarlyWatch Alert.

T SAP EarlyWatch Alert] 7T 75 5, ifiid SAP Solution Manager[fif ¥t 5 8 FL 80 204 AR G HEAT (0 PR A

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.

B I SRR M A BRI TH, Hh IS VAR ERR P . Seiifesd (IMG) AL ALE (BC) Eff.

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.

iid SAP Service Marketplace Vs i8R, J A G SE AR A SR AR St . AR LA K T B AR A A0 XU B A 25

Participation in SAP's customer and partner community (via SAP Service Marketplace), which provides information about best business
practices, service offerings, etc.

ZINSAPHIZ P IS EARAEREX. GBIt SAP Service Marketplace) , X4 X 4R fit ek 55 S IR 557 25 AR (5 B
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B. Services and benefits provided by SAP to Partner under this VAR Delivered Support Model
SAP fR#EA VAR ST SRR 1A SRR AR AL R IR 35 AR 2

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.

RN FFEVEAKAE R 32 SRR R P IR L R R RSO SS s SAP ISR SRR T S el A VR K AEFR A LR AR S5 FIAL 2
Article 1 SAP’s support tasks
1% SAP M FHT%

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 B I BN ISR 558 =0 A A 00 AT TSI SIS, (BURRIAR “FRRSTRE” O, EATHRZ, %SRS SRR 7 b Bt
f3E, H SAP [HiR{E SAP Service Marketplace L-41xf b7 shih b A A T 6, IR HA MR CBEATES C 1 (BRI EXT SAP 532304
PSRRI HHUE B SRR SR IR 3t

e Analyzing in detail all recorded traces and Incidents forwarded by Partner concerning a Supported End User.
PR BT B VR AR TR R A RS R 2 P P LR R R R
e Accessing Supported End User systems if necessary:
WA, USSR R A P RS
o To analyze the Supported End User’s system regarding the Incident.
XS F AT R SRR AR T R S
o To assist the Partner in performing the required and applicable Incident Remedy by using workaround recommendations or fixes.
MR R RO R WER B E T B, G RS AT & 1 Hoa R
o To change coding, provide fixes and create patches.
Bty #TB IR EAMER
e Creating or modifying existing SAP Notes regarding:
OIS MINAE ) SAP Notes, LA K-
o The identified cause of the Incident.
SRR T E A
o Resolution of the issue with all relevant information and material (e.g. bug fixes, patches, description of workarounds).
A R, B FITA A RIS BRAEL CIngkiBE 2 IBAMERF. L2 k)

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

HHE T IBAMERF . BRIE IS SR B AR g SR A R I I T3 75 R I 18]
e Recommending solutions or workarounds for Supported End User’s Incident to Partner.
B S2 SRR 7 S ) S VRO AR AR T 7 58 R IR ST R

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).

XTSRS, SAP AL TR A (8] A A EAKEIR T RS R . BB — IR R/ RARYE 26 B 5 Article 2 (JIRZ5KF- 80 IR
HEAT AL PR
Article 2 Service Level Agreement
H2k i &P 71 32
1. Service Level Agreement for SAP Enterprise Support
SAP Enterprise Support[4)\y 371 IR S KE Y

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.

SAP [ A EK AR HEA LR IRSS KT E (BURRIFR “SLA” ) SUE T3 SAP Enterprise Support[ ik 3Rk e %A SAP SCRER B 1T B, iX 2
SLAE T SAPIE N8 — It Ja gzl i ELink &2 LA T Tk AT ER S R i 4

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.

BYEARAETIA, LR SRR A S I SAP SR =5 FRATVF I Bl F% 85 07 b R/ AF LA IS LR, SAPTR BEIRAFIX e 55 = T (¥ SRR A SLAZER
a) SLA for Initial Response Time

X4 M R TR K 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
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b)

c)

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”).

F-REREN CAERE” D o SAPEIISAPZFEMIZIRE] (24X7aRKAE) A SAPTERGTTIVEAME N “IEH m” e die WHEm,
RIFEWCRIBEZE “ARH i PRIACH AT G — NI XS R R, “ARH 7 RS ATR FRTE In) N 1E b SRR B Ol S AR AR DG I 1T
AR AR P E R, HIGHAT B ROCE S TAER R EfE. HRE 2, 12 WSAPIHR67739 ( “SB—REHKFMH” ) .

SLA for Corrective Action

R IERHIISLA

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:

SAPRTEIR I SAPSC R EE I ] (24XT7 4R A%) LR — MG IR DU /NG Y4 (3 A Tt il R g oy 8 LB AT 3R] CBLTR 7R
“UEREHE” O “GIXYIERBHIISLA” ) o KATEIHRIWE N IR TEIRAC LA AR A B SR A 1, BESAT BRI R s -
i. status of the resolution process;
filt i FR AR
ii. planned next steps, including identifying responsible SAP resources;
JEBATHTER, FAEE SAPI 3TN
iii. required actions from Partner or Supported End User to support the resolution process;
BAFAK PR SRR 2 )7 9 SRR U RE T 5 R AT 305
iv. to the extent possible, planned dates for SAP’s actions; and
FE ATV A ] E R SAPTHRIAT A H 1, B

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 F—YCIRZA BRI HHAFIES (] J5 SRR TR AR LT AWM B A prR B iE . HRIBAT IS S iE. DU JE SRR
F) T A TR
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

BN A IESE T O SLATUAE A AE SAPHR 32 A FRIN AL BRIN [A] (LARfTAR “ARFRIGE 7 O o AN A ARFFFIRE N “B/ 7317 . ORI
WHR” o “RIFZESAPEAEIAE” 8L “EIEIKER T8I BIETE, FHr
i. the status Customer Action means the Incident was handed over to Partner or Supported End User; and
“EPITERE TR T DA SRR PR B SR R R
ii. the status Solution Provided means SAP has provided a Corrective Action as outlined herein.
“ CPRALAR T R IRE LR SAP AR A MM I T BTk (21 IR It .

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.

WISAPTE PU/INET A BRI (0] A B2 iR 7 28 R REAT AR, B SRR PR B S SO R I S P R R AR AR IR S 2, T R A 45
XA IEFE I RISLA.

Prerequisites

iIE- 08

The SLAs will only apply when the following prerequisites are met for Incidents:

ARAE AR 2 LR AT HE 26 M S 0 N U7 REI& A SLA:

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”;

TERREEATT Article 1 (SAP Enterprise Support[fMhsC R IVEH, REATESS R 1 H e SRS RRA 5 F A LA T A B L, Sk S
SAP 73 Iy TR A RS 32 SR AT IR 5% 5

ii. Incidents are submitted by Partner or Supported End User in English;
Jk A TEAK B SCRFR 2 P B SOR aUER A

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).

F AT ERAET S RS BB (P — 2 Article 11 (A INBD D 1952 SRR = S A 2%

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 T3 e e S 281 B T VARSI AR FH I SCRE LR (40 471 F T-Javatl S {4 (1 SAP Solution Manager[fif 7 58 B [ 2 W
TH) HATEAKE RS2 SR I 2 St o 75 B2 1A VEAK AR AN B2 SRR (9 B 48 F P 22 28 1) b S 17 T LI S CL A AT /E SAP Service
Marketplace .

v. the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
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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 sufficient to aid in the resolution of the Priority 1 Incident consistent with Partner’s obligations hereunder; and

BRI € — 2 RE S IE IR N 5 SAPREAT 24XT7 (M 4 RABVEIE, ZIEARANFHZ 29 M. H& 2R, alRE AT 3T e
BIEAELRAE LS5 T B AL 3 — RS R F s IR H.

vii. a contact person is provided for opening a remote connection to the system and to provide necessary log-on data to SAP.
it € — AR NS ST FISAPIT B REGE MR F UL SR A0 B & e

d) Exclusions

ISR

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

DU BB R — L Se A 5 7E SLAVER 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;

5% RNZFERAH PR (AFEART H SAP HE I REITRIEL SAP T AEITFR) B2 CRFARI R AT . MR T BEAR G F44,
i SAP IR LAE G IR E & AT RS

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

AMENZSCRFAT— I AR SRR PEY TR AL . B SR 2 D [ S DX RROA RO AR SR A I T B ot RO 0K Se FE K X ARAS 2 1 SAP B
SAP KHEEA E QIR LA

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).

SUEFA AR IR D e R DI AR R ( “HIRIER” D, BB IR INE MR (R SAP 118 830200 .
2. Service Level Agreement for SAP Standard Support
SAP Standard Support[AR#ESTHF] KIIRF KL

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.

KAt SAP Standard Support[brift L RFIFRHEAR S K EM . SRTMT, SAP RIFE@EIT SAP SCREMIZSUR B 2888 — AL R 11 5 1 = DU/NE (7X24 45K
18 NFHLUAXS BB — R e AT A B . (TR LA NI AR DABEIEIR Y, H AR SCRr I B 4 F P 48 € — 44 HUA AR Re IR RS i
BOEMBCRN, DMETE SAP WG H 2 LA S SAP LRFH LR BETE S SAP HEAT 48 o

Article 3 SAP Solution Manager

3% SAP Solution Manager[fBuy & HE]

1. Price and Usage Rights granted by SAP to Partner

Hri B SAP B T-E Rk HE B FIAR]
SAP provides usage rights for the SAP Solution Manager to Partner as set out below.
SAP [Al & /EK R AL LL T 31 Hi 9 SAP Solution Manager[fif ¥ /7 2245 L 281 f AR o

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 A& EMK IR kb Ab Article 3 (SAP Solution Manager[fif v 5 2 B85 FEANMLAE ) SAP Solution Manager[fif 5 S8 B a8 i FAUR
B AW S .
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 A& & AR SAP 2 H] W44 4 Rl & 1E K 2L SAP Solution Manager[f# ik /7 1285 SAP SR AE B A FTEATHE R B . 57
Ab, XTEEKEES SAP ZIa)ilid SAP Solution Manager[f# k77 2% BRI BEAT SR S TP 2L 1K) SAP N TREERIIZEAG AN SAP 23 ] M 2% (1 T AH
RINA, SAP WA LA G AR KA HEAT AL T 3

c) Usage rights under SAP Enterprise Support:
SAP Enterprise Support[4y 37 5] A8 AR :

For Supported End Users whose Supported Software is under SAP Enterprise Support, Partner may use the SAP Solution Manager solely for the
following purposes:

X FHZ L FRPAEE T SAP Enterprise Support[4rii 32 FF1TE N 1052 LR P, BB AT H LA R B 15 SAP Solution Manager(fi#
TJ7 RE LR
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
A+ SAP Enterprise Support{4iy 2 REFISZ SRR SCREIRS, BSR4 RN 2235 UL RS2 S RFIRAF AR 49 DL

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
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d)

e)

f)

9)

conjunction with the Supported Software and are required to complete Supported End User’s business processes as documented in the
solution documentation in SAP Solution Manager (“Additional Supported Assets”). Such application lifecycle management is limited solely
to the following purposes:
TH 171 32 SCHFBRAF R AR H AR A L e 2 3CRF e F P NS =07 b 3RAF VP T A s DU A 7 SRS ) 1T 3 S TR 2 i UV 2R, R A2
PERHE =T AR LA 1T B8 52 SR —giz AT, HJ258 SAP Solution Manager[fi#th 77 58 Bl 4R it 7 S SO it sk B2 32
Fr P L SRR H N CRARRSERFBE " ) o B ARR A A TR T LA R H 1
e implementation, configuration, testing, operations, continuous improvement and diagnostics;

PuAT. BCE. WK, BAT RRERSOEATIS

e Incident management (service desk), problem management and change request management as enabled using SAP CRM technology
integrated in SAP Solution Manager; and

B SAP Solution Manager[fi# k77 88 FLE T & K SAP CRM HORBHE A EEE (56D  MIEEBAAR iR, DI

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.

Bt SAP Solution Manager[fi# ¥t /7 & 8 T & 1 SAP NetWeaver B ARMIG B, . MG ML, RS
157 3@E 410 SAP BIEAFVFRT, Dt A] LLHAT 7 95 1 R
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.

%} F_E3C Article 3 (SAP Solution Manager[fi#tk )5 REHEED 5 1c) i KPR N LR LG H PSR, SAP 2T a1FktkEH SAP
Solution Manager[fi t 77 Z &5 BT & AT A GAFE - (BT A A Il

Usage rights under SAP Standard Support:
SAP Standard Support[Fri#E 2 FF] T I AR :

For Supported End Users whose Supported Software is under SAP Standard Support, Partner may use the SAP Solution Manager solely for the
following purposes:

T H 2 LR AR BT SAP Standard Support[Fr i SCRFE I P IS SC R AR 7, BAEAKEEC AT T LUK B B A SAP Solution Manager[fi# ik

7 RG]

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

S A} SAP Standard Support[FniE SE RN SCRFPAF I SCRFASS ) BLIE 32 SCRFIE RS A A 2228 UK TH A

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

PR 32 SCHF R 2 7 IR SR RABSZ SCRF R AR RS SR R 0T, BT SO, QAR EA R TR AR (i, +h T 3RS 5 DR

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.

AT FHAE AR L — 0 M BRATZ LR E M, MAEER N E LN SAP Service Marketplace , M ik 7y -
http://support.sap.com/solutionmanager-.

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.

AAEIKE N2 R B IS SAP Standard Support[ARdESZ##]f), SAP Solution Manager[fif ik /7 & B 45 B A 25 1 -1 SAP B
BAZ TV 8B ARt SAP TR TV T 1R 28 = )5 B AR 7 8l 8 5 52 S RFER A — A2 Ig AT AT AT FL A ZE R B8 1T 9872

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.

G T Lk H B UMK Al H K1 F SAP Solution Manager[fift ik 75 RE AR B LRIRHBIRESS, SIEKEATTH SAP Solution Manager[fi#
Yf RS T: () WREHR. AR, REHINVEHSE CRM 5%, {H Article 3 (SAP Solution Manager[fi# ik 7 ZE A 28 1c) i i
WAHGRLE ) CRM J7 EBRAb: (i) bR IR ZRIAM Fofth SAP NetWeaver f AL, BR (i) RBLAIAR 7 R an A E 2, HERR SR UR%E) , H
AN S SRR I P P S SR, B 52 SR & P (32 SCRPIRIELE SAP Enterprise Support[ 4l SCHRFVER N, WA SAEEISN SR 587,
AR (iv) 4 1T LIRS R0, BREEART A58, W55 8eRIb.

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 H {7 ¥ € SAP Service Marketplace b (http://support.sap.com/solutionmanager) B&H 5 #7 It AL Article 3 FH#15E [ SAP Solution Manager|
fif R T SR RS

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.
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h)

a)

b)

SAP Solution Manager[f# 77 & AN AEA VAR S SRR N, BT TS /EIKEER SAP AHOCSZIF N, PASCRRZ SCRrl & R I
WL SSIEE . BRILAL Article 3 5 1c)#k (SAP Enterprise Support[4k 3z #8] F I FAFRD MUEmshaE b4, E3R#37E SAP Enterprise Support]
MV N SAP Solution Manager[fi# th 77 R E B A HAB DI RE AR, 4215 SAP BATAAT — M BEI i, BUEIXLETIEE W iEIE SAP
Solution Manager[fiftth 75 REH 3R 8E 52 AR WAGI S, BRibAL Article 3 %5 1d)#k (SAP Standard Support[Fritk 32 £ F 4 FACRD $lsE
KIThEE ASN, BEIRIGLE SAP Standard Support[brifi 3745 M EH SAP Solution Manager[fift ik 75 & F 3 A HAL T BE AR, L Zil5 SAP W74
T BEP, B XL AE T SAP Solution Manager[fft itk 77 & FLAS 3R B 5 2 M AR A 4h

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
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.
HEVEIKFERRIEE —#5> Article 9 CGURFIRSAR ) 2 1 RIS LK 2 SRR 4 R 7 1) SAP Enterprise Support[ 41V S 1 & 45 SAP
Standard Support[R#E #], N Article 3 45 1c)5k (SAP Enterprise Support[f\V Sz T M FIAURD T &0 1% 52 SO 4 FH P (152 SORP A e
FE SAP Solution Manager[fi# ¥t 77 & FL#8]11 SAP Enterprise Support[ /b 32 FF 4 FECRIRIBE 2 21k, i Article 3 28 1d)3X (SAP Standard
Support[Ar#E ZEF] FREFRBRD MER SAP Solution Manager[fift ¥t 77 & #2511 SAP Standard Support[#7 7 3 3] 14 F AR N H 5 SAP
Standard Support{Fr 3 RFFT AT R HMCI IR HHRR 58 — R IRIE . 5 SIEIERYE S —E 5 Article 9 GCRAIRSSET) 5 2 ZRINMUE B HH
Z R SAP Standard Support[Frifk sz 5] # ¥ 5 SAP Enterprise Support[4Mk374F], 1 Article 3 5 1d)#k (SAP Standard Support[#z
HEZ R P RIBURD NESHZZ R 7 K52 SR E 19 SAP Solution Manager[fif v 77 €5 B 451111 SAP Standard Support[#5ifE 37 ¥
1R AR B 22 2% 1F, T Article 3 25 1¢)#k (SAP Enterprise Support[4y 37 #] N R AR HE R SAP Solution Manager[fif ¢ 7 28 & Hil 4
1f) SAP Enterprise Support[4iV. 37 #7148 BRI N [ w SAP Enterprise Support[4)y 37 £F #2817 MG IR 55— R REH

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.

BREAEAKAE I 2SR A P4, G TEIKEAS S SAP Solution Manager[fi# ¥ 77 & BLAS] R4 A DUIR S I SR 4G 36 =07 (MM = 2
ATV A € P VR .

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

JtAL Article 3 (SAP Solution Manager[fif ¥ 77 ZEHER]) HH 4K RIE FH T SAP Solution Manager[fif ¥ 77 22 & 338 AT AT J5 227

Price and Usage Rights Partner may grant to Supported End User

e BAVEk AT T 3 R A A AR BUR

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:

WSz SR IR 2 F P RS B 2247 SAP Solution Manager[fif ik )7 S8 H], WA VR A BUR T 52 3RS 2 F P LA Article 3 38 1 3K #ilE 1 b

WA AR, HATIRE:

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;

AR EEALAE DL R ATHR 6 N T2 R H P Article 3 3 1c)3K (SAP Enterprise Support[ 4V SR R IAE R RiE R %232
FERZ SRR T SAP Enterprise Support[4V SCRABITEI,  BA IR FEUE DL AT RS 1F TR T 3R R4 T Article 3
% 1d)3KX (SAP Standard Support{bzif ST BE BN HUE BB RSCH &R B3 SC R HE T SAP Standard Support[briff SCH
THITEHE A5

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

EARIKEETE 5 23 B P AT VR T WO H ZUN Article 3 28 13K (RS Sz SAP #2 T S AEAAE RS FIRURDD bR e 10 AH [R5 F BR o
iii. Supported End User accepts such usage rights and restrictions before ordering or downloading the SAP Solution Manager.
52 FEER AT P EIT W ER T 48 SAP Solution Manager[fif vk 5 52 & #1482 1l 12 52 M FBURI R BR 1 .
In addition, Partner must ensure that:
J15h, BRI ZURALE -
i. Supported End User does not transfer the usage rights for the SAP Solution Manager to any third party;
SRR AN S AR 55 = )5 $51l: SAP Solution Manager[fif ¥ 7 528 H 2313 F AR

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[fif 75 & B UL SR I & P 3 TVl g s R PR, HORAE F 2 S0 32 SR R I VR T BURI O 2001, 9F
BETTHT 233 &M 1 SAP AIRSCRFH I, DSCRERZ SRR A M I RL 58 LR

iii. usage rights by Supported End User terminate upon the earlier of:
SRR A FBCRIZE T AL T &k, DU R AR it

a) termination of the VAR Delivered Support Model between SAP and Partner; or
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SAP 5 & VEMkEZ 1A VAR A2 R a2 1k ok
B) termination of the last SAP Support Sales Order between Partner and SAP concerning the Supported End User.
BRI SAP B SRR A P 20T I BRUG — 1 SAP SCRAH BT L2k,
c) SAP recommends that Partner does not charge Supported End User a fee for the use of Supported End User's SAP Solution Manager.
SAP AW AEI AL SAP Solution Manager[fi# k75 58 % B 110 A 1] 52 SRR B 28 L P O B
3. Ordering and Operating SAP Solution Manager
SAP Solution Manager[f#R7 REEH]WITWAIEZIT

a) 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 JER 925690 H AL A5 L3RI SAP Solution Manager[fiik 7 R EHBIMEEGE . AXELZHEL, #lun, FXE1T SAP Solution Manager|
fRIIT EPIRIMIE RS, FTLATE SAP Service Marketplace H1#k2], MiE: http://www.support.sap.com/solutionmanager .

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

BEIKAEIE SAP SCRF M4 B RGERE] SAP LUK SAP b 8 V5 i) B3 2132 SCRF IR 2 P I R GE 2 SR S5 IR T B o AR . SR Ak AR AR VR 9 SAP
AESK VG A Z SRR A P RGLE R
c) Operation and maintenance of Partner's SAP Solution Manager and the technical integration with the SAP Support Network are Partner’s
responsibility.
HELkFE 57 H: SAP Solution Manager[fif th 77 Z8 BLERIB T MY LLI S SAP STIFM % I HIARSE R .
Article 4 Partner Integration with the SAP Support Network and Use of SAP Support Network
Fa4% FARIKAE S SAP STRFMIZ MISERRAN SAP STHRFRIZ IR

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).

B VEtk X ZiEH SAP Solution Manager[fﬁ@/kﬁ%“ﬁﬁ%;]ﬁ*ﬂ%#uu% SOV AL SR, IR EHAE VAL W RS RRRT, R Z NS SAP
Solution Manager[f# k77 RE L], ARVEMEL, HSWH AL FFEmM. LAfH SAP Solution Manager[fif v 77 ZE BRI, LAU@ET SAP
Solution Manager[fi t 77 45 B 48| 5Ulid SAP AF I HAM RS (FE PCOE Y #hF DUtkiE) JEAT Nk 5%

2. If SAP Solution Manager is mandatory but subject to the use rights granted in Section B. Article 3 (SAP Solution Manager):
WZd FISAP Solution Manager[fi# ¥ /7 2% ¥ 23] H %2 3| #5B 1 Article 3 (SAP Solution Manager[f# ik 7 R FEAS]D HUE 4l BRI L R 1 T

a) Partner will implement and operate SAP Solution Manager and use it for providing support services under this VAR Delivered Support Model.
EAELKAESEHEFIZE 1T SAP Solution Manager[fif#t 77 ZAEHLAR], FH5H A TRIE A VAR AT SCRAE AR SRR S

b) Partner will use SAP Solution Manager to receive Incidents from Supported End Users and to provide Supported End Users with Incident Remedy.
A EAKFEEHISAP Solution Manager[fi# 1R 77 28 B R IHRWOK H 32 SCRFR A P s VAR 9T 9 23R B 4 P SR BE SRR AN RO it

c) Partner will exchange Incidents with SAP exclusively by way of SAP Solution Manager.
A VEIKEEAL BT SAP Solution Manager[fif ik 7 225 B 2% 5 SAPAZ i B .

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.

i SAPIRBERIIT G 1, A EAKEERT LIS SAP Solution Manager[f# 7 58 FLES BERE B B CRSCRIORBIRER R G . A IEIKEERT S 3848 1
W, A, SRR A R R

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.

X SAP RGSMBEAE T SAP Fr HEFTEEASEMRISE, SAP B ST AEHH PR T A B AL S SO A% S (I HESE
5. Partner will notify SAP in writing when Partner goes live with the SAP Solution Manager.
EVEAKAERAE L) 48 SAP Solution Manager[fift 7 2 & FL 8815 7] SAP K% T 8 40 .
6. Partner is solely responsible for training of Supported End Users and its employees on use of the support infrastructure.
EAEAPEA A DTN 52 SRR B 28 B P B B3 T A SR R A R A R AT BRI

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.

BEARAERR THE SAP SCRFIMI 2% N 22511817 SAP Solution Manager[fi# 77 24 BLAR1Ah, 1B SIS SC R I IR & 7 23971217 SAP Solution

Manager[fi# ik 77 S & BLES I ALAR SRR SC I IT B4 (WA, R E L L 1150 S R & ZhRE, V15162 L SAP Service Marketplace
, WAhEA: http://support.sap.com/solutionmanager .

8. In case 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. Article 3 (SAP Solution Manager).

W2 SR IR 2 2387 SAP Solution Manager[fiff ik 7 ZEFIAR], LR CRINRAH P RIEWATIRT, SEKETTEA L SAP
Solution Managerfif iR 7 5 & B 81 2 U 1) 6T 32 SCRF IR R 28 F P A5 A IR 32 SR iE . AT B AME I . OCRFIRZEH P S E1EIEXT SAP
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Solution Manager[fif iR 77 22 & B 251 FAE AR AR VAR SEA SCRARSE R L% THUACH], 4702 26 B 47 Article 3 (SAP Solution Manager[fi 77
FEBARD HERBA.

Article 5 Partner Support Advisory Center

F5% B SRE L

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”).

X1 SAP Enterprise Support[ 4l s 3536 [l P (19 52 32 FF BB DG 28 — L /e e AR A E K @,  SAP W47 SAP SZHRFAZI N ZHE— AR FF
T, FETALIRE AR I AR S STRAAR R I R (LU R R B Rk fE SR L D .
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).

BRSO ORI BEA R T S VR A IR ST U FERBE . S VEEKFEIRSS BT 2 SAP PartnerEdge il — Bt RIHL%, FERE PartnerEdge
HRIBBASIALEE L (52 0 SAP PartnerEdge VAR it XIFE#E) .
The Partner Support Advisory Center will perform the following mission critical support tasks:
BEARAE SRR U R O AT BLT R SR 55
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 endangering the business of the relevant Supported End Users.

TR R AL RS AR P LS BRI, S PR RSO R CoR A R B AR IS Z IR R B — A BRG], SR
AT 24XT B2 RARBIRAS S B 7347, LA 2 LT AE

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,.

FER Y EE R I AUE R H. SAP SERts ittt fa, g s, Al SRR IME 52 SRR IR 2 B P il 2 BOR BB AG AT IR S5 e A iRl Ferh L ds
H 2 e HEA S A

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.

1E SAP fii#fs SAP EarlyWatch Alert[ 5 U A1/ B AR TSR E (W R CE SO IREERIATTHRIF/ECFTH 2 1R B SAP Enterprise Support]
Al STRF) N R SCRERA A T SRR I, R AU S
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
SAP Note 1162164.

R A A SR S D AR E S O, Al RN (R SOE SO BIHRAURERSEE 24X7 B2 RARIRSS, B B FLM ok 2K 1) A 23 K
FEE ) 2k R IE NS RD1E S I SAP 7R 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.

BB SCRRE AN TE DU VS LA 9757 1R SR SCRFAH AT 55 X BT 55 Sk SAP Enterprise Support[ £l 3CRF] 52 SCRER A1 B 2 SAP
EarlyWatch Alert[ 5 A 7% 5l & K v 75 B A 2%
In order for the Partner Support Advisory Center to be able to perform its mission critical support tasks, Partner must:
AE SR SR W O RS BT HOR B S R 55, BRI PE 20
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.

N5 G YRR PESCRE S O BTV B IR IR — 2 RE B R N (BURTRCBRRAN” ), AR R A S2SCRHR &R P I EAIE B, B
EART, LEREL . RETEHRIEERE . RS5HE A RE R R o 5 45

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.

PR RAVEAIE R R . T IR R G 5000, DS B SRR REURN 58 — PR SG T Ar i, BEAE BN I R B2 R AR
B . R NRZIE SRR KRR, ARURER SRR PR e 20 2R mleE S b S RS BN 3T iR

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.

YENENEIK A 552 R & F P EtSAP Enterprise Support[4)V 3 FFET B FIHE T/, Frhl 24 %4 HSAP Solution Manager[fi# iR J7 &
R BT M AT SAPR AR R BEM & S AF TAE, 4% SAP Enterprise Support[4il 3z £7] T #5232 RF S E A 32 SR i B 28 P 34T — 58
HME AR R B RS (UTRIFRFIB PG D o BIPIPA REE T SAPHRAERI SRS o 1 B AR 55 2 15 3 1] WA 4R PR 5080 2004 4 |l A VAR PR A IE— IR

o 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.
SRR SRR A PG 25— % SAP Enterprise Support[ (V32 35 (#52 SCRFER AR I RS IR 5 FIAT B0 T RIREAR o 6 IR0RE LA T
AISAP Enterprise Support[ ik sz 754 B P R IR 4 (Tt BRI, seii, B2k, FREEATEE) , HFLAEBhI R  R A H
FEARTERAE RS A F A o
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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.

JNSAP Enterprise Support[)V 3R] TR Z SRR IR BRSNS, OIREARTERERAE. a0 . il 1317, ZEIHT.
B A SRR SS S SR A B

e inform SAP in atimely 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.

@IS FISAP Solution Manager[fi# v /7 45 B 48 sk SAP 3 15 I 4% J% I} [1] SAPE 4175 Y- SAP Enterprise Support[ il 3¢ #5152 3 #5411 2
KPR B SRS -
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.

FE LB R [, A 2, SRR PR SR SO RGO 3R B B IR S RS R RS FAT BRI DAB IR 554 5 LA
Article 6 Additional VAR Delivered Support services for Partner

6% T EA TR R AR VAR 24 STREIRSS

1. SAP provides Partner with up to five days remote support services per calendar year from SAP solution architects:
SAPHEE H P42 SAPFE R TT BN B KRR T (5) RAGLUFZRE SRS

e  to assist 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.

P A ARG SAP A BT HY 5 L 0 BT BE 1 ARAT 5 32 SCRFR A AT B 55 TR SR 3% 75 5

e to give 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.

B X5 i E I SAPER AT AR Iy B A BRSO PR AR, DO — R AR 2 W X m & KRR LR 5. B AT, AR UGz T
http://support.sap.com/esacademy*. I [8]ZeHE. A FHEAZS A7k HSAPYLE .

See Technical Support Guide for more details.

ZWEARI R, THEZELR.

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 $fit i SAP ik 7 RE R AT RO AR A RS, T4 oH R BN 118 SO 5 A AR DR 19 B 5 OIS 5 1 ai f, J FiAth 32 32
REER AR S0 0T 2 VAT BRAEAE AP R o 0 — MOl 25 TRAR AP SR (1 BARS BSUR I S R 2. 157, JELRRSS RN IE H 38 R 9 2 SCREAR AR 7= il o
¢ Modification Justification (“MJC”): Based on Partner’s provision of SAP required documentation regarding the scope and design of a planned

or existing custom madification in SAP Solution Manager, SAP identifies standard functionality of Supported Software that may fulfill Partner’s
requirements.

BEURE (“MIC” )« HEVEIKEEIR L SAP JT 5 75 57E SAP Solution Manager[fif ik 5 25 B8 i R HEAT 10 8RB 1 1 58 B BT
MBSO B R E, SAP 1 P 2 A VAR R EER A 2 SRR A bR HE DD RE -
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 madification in SAP Solution Manager, SAP identifies which user exits and services may be available to separate
Custom Code from SAP code.

H 8 ARG AT 44 1 (“CCMC” ) = TEATEIEIR B SAP FT & I JG7E SAP Solution Manager[fi# ¥ /7 2% BLER ] o1 R T (0 50 1 3 2
SABCRE A B TE SR AR b, SAP BffE AT T IX 43 B 8 SURESFT SAP ACRD IR 7 H T FTAR 55
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 Atrticle 4 (Partner Integration with the SAP Support
Network and Use of the SAP Support Network).

BAEAKAERE H T4 AT A A8 1S VE AR AR FR i B 2 B IR Article 6 25 2 3R TR RIAIEFEAR S AT . RS AT HRTHR 2612 a) HiEMR
SHES AN (24) N ERITEIEKEBIR T (F5% SAP Business All-In-One fR 7 R8T 8 fENIIVELNE B, 15 M IS RIS VEIK R AR 55 1 1)
1), b) EfEMECIHE SAP FrifE7E SAP Solution Manager[fi# Hh )7 58 BLER | N 56 S VEAKFE 8 SUTF R BIIRR T R0, LA ) &fEIkfE i
% B 77 Article 3 (SAP Solution Manager[fif# 77 ZEHZE]D H Article 4 (A1EIKIELS SAP SCREMZE AR SAP SCREMZE IR e, 5Bk
SAP Solution Manager[fift ik 75 58 B 8311558
4. Alternatively Partner may request up to two of the following services per Partner system per calendar year, instead of MJC or CCMC:

Bk T MIC 5 CCMC, AAELEAEH I IETT LUAREA SR R G B 5 2 T 51U AR 55

e Technical quality check (TQC) for implementation

LM A BT RIGE (TQC)
e SAP EarlyWatch Check
SAP EarlyWatch Check[Tii% f;#5]

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.
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Er AR RETT BUE ] B S SSEE NSAP Enterprise Support[4ilk SCHF] T 52 SCRFIIR 4 7 A7 RGBT HAT LR IR MRS . fEH s R g —3t

PAT PR SS o
C. Partner’s duties towards SAP and Supported End User

BARKPERT SAP 5 3R R4 A P AR R 3T

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:

pif

FR%% AT Article 1 (SAP Enterprise Support[flZRFVERED $2 & ARG EIK IR ST OUBAT S SCRFMBEAR IR SRS BAAh, SRR & LR ER

Article 1 Technical Requirements

N

BARER

1. Technical Requirements for Partner

XA PE IR AR E SR

Partner’s hardware and software must at least meet the list of requirements published on SAP Service Marketplace.
BRI REERT A 25/ 35 /2 SAP Service Marketplace E ARG .

In particular, the following requirements are mandatory:

R L AU A DA K

Software

A

o Partner must operate test systems to simulate and analyze problems for all Supported Software solutions supported under this VAR Delivered
Support Model
EAERAE L AR 14T WA RGN A VAR S SRR SCRF BT S SCRHR AR R D7 SE33EAT 10 JEURSS AR 53 B

o Remote connection software as required by SAP (SAP Note 35010)

SAP ZURFEFEERE M (20 SAP 1R 35010)

Telecommunications infrastructure

AL 2R
o Fastinternet connection (minimum ADSL, greater bandwidth recommended)
PO FLE R (Z/0 )¢ ADSL, S B iy 2
o Hotline number
AT
Support infrastructure
SCHFEER A
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.

EAEAE R R SAP #2451 5 VAR A8AF SCREAA RINARFR . T VRN T B S SiAS AN 21 1 32 S REAR AR o (8 WL 1)

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.

EAEIREERAIN, FHLUEA SAP EarlyWatch Alert[ F-HATE #5477 i RIS HESCRE, I HAERFAR ™ M RAFLASCRER, gl s A
SAP EarlyWatch Alert[F- 1T (CHREME L, 1ES WEARIFER) « ELIUFEH SAP Solution Manager[ff# 7 ZE FLARIN, A 1EKEE
MAEAEFE RGPS SAP EarlywWatch Alert] 4174, J## 3 H i SAP Solution Manager[ffiik 7 ZE BT, £ LiRE T, SAP
EarlyWatch Alert[ - T i JE e L= R4 LR —k, 3 B &EAERRE 2 DT I A . 41 SAP EarlyWatch Alert] RHTRZ 5
THXK SAP Enterprise Support[{Ml TR E BB, SIEKERIZI SAP ME S SAP STIFHLBHTIHE, TEEES N RTITE SAP
Service Marketplace L[]8,

To leverage 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.

BRI SAP SCFFM4E, K PELAT R TRk S SAP 218 LUK 2SR IR 5 SAP Z ATV R, 1A R fHE e sC R
TRTERFEETT 45 P DU R i 87 PR 0 BESE A o L rP i BL S 5 i B IR AT 38 =07 22 1) AT A LRI R o A A AR Al b AR H ph SRR S ¢
M= R S . SAP HEIA 14k f48 F7E SAP Service Marketplace 1€ fIIZFE L HFHIAR
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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).

BRI PR SAP Solution Manager[fi# t 77 SR8 FLEF D HE 20 7= i R VPSR, I HAE 9 HAR = i RGP SRR, i 2 U
SAP Solution Manager[ff ¥ 77 ZEHER] HRFAERE, BS WEAS M)  LAUEH SAP Solution Manager[fifth 7 ZEHLARET,
Ziil ik SAP Solution Manager[f##h 77 22 & B4 |8l SAP IWFTHIHM R4 (FE PCOE AUEI F2H 7 LAtk JBAT Rk 355

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).

WER S AEAR AL ZUEH] SAP Solution Manager[fi# th 77 2 & BLESIF IR EH],  SAP KA PR HH I 5 IR 25 7K W ORI B (R BOR BB AGL 7T 1) 54T
HVEIKFERLAKHESE B 17 Article 3 (SAP Solution Manager[fif i /7 S E 245D HLE 1217 SAP Solution Manager[fif ik /7 & & HH45].
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).

1ERLZUE] SAP Solution Manager[fi# ik 77 28 8 BLES IR OL T, AR FELATE 223 . FLE HIE/EA 2 SAP Solution Manager[fi#t 77
FETRRG, ZRGEAEN Basis [HcHi#h T2 LUK i) 5 £ #iT4~ SAP Solution Manager[fift th 77 2 BLAR S Rl . BEHUI A BF
BHTHAER (STICO 5 STSER) .

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.

X T SAP Enterprise Support[ My STHF], S F Pk FE 06 U DRTE 2 g0 3 I () A0 KE 38 — RS R A R 47 SAP. X — LAEF@id7E SAP
Solution Manager[fif th 77 8 P as] b 5 il il 55 & R 58 Al

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).

%I SAP Enterprise Support[{Ml 32 H5], A EIELAURYE SAP Jaf AR HEZE SAP Solution Manager[fif ik /7 S & BLAR Hid sk B & SRS (
HRVEIE L, SN http//support.sap.com. SAP IR TAE G T B E R ERITR) -

Technical Requirements regarding the Supported End User

XA R ER

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:

NERAFA VAR S SCHRBE i TR I VAR SR SCRE, B EAK P S0 PR A 7 32 SCHF IR e 4 PP A2 LR 225K

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.

SORARE R BT SR, A EAK A R PRS2 SRR IR B 28 P B B LR, JRAEIE AN B T 5L SRAGAH S AR ) S v T
In cases where the use of SAP Solution Manager is mandatory for Partner:
BRIk Z5E ] SAP Solution Manager[f# ik 7 225 B 43 «

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.

BRI AAR (1) 25 FTE A5 KRGS T RS HAR RSE7E SAP Solution Manager([fif th 77 5845 BLE8] 4k g 2 SC Frfe 24
PV TT R AAZ OV 557, FF B, (i) %7 T SAP Enterprise Support[Mk 3 #F], 7E SAP Solution Manager[# 77 4 & 8 3 il R
SEMEERTFE I H o A SCRY A ERUEN 2 I, SAP 7E SAP Service Marketplace (314 http://support.sap.com/supportstandards) 3R “fiR
VUIE S'C N

o SAP EarlyWatch 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.

FNZI R PR A RGE SAP EarlyWatch Alert[FUHFUE ) TH, I i LR mS/EKE 4= SAP Solution Manager[fi# k77
FE AR .
In case 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.
*1-F SAP Enterprise Support[4) 3 RF], SAEIKAE SRS SCRF R4 7 B 25T SAP FRUEFIEE B 75 Article 5 (B EAKFESC R 0D T RIEL
SEPATHIA V-G . S AEIAE SRR SORR I B 4 00 250 L TE A St 80 B IR 55 b T 00 A 2 DL AR AR

Article 2 Requirements regarding Supported End User agreement
H2% HRZIF R PR ER

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.

HIF TR G S A ABUE S FE M RGEIE (BlnHESRIG. 7 ID. RSN, FMHmS) o EEIEKEBIT 2 SR A M P i
o B YRR L AU DR 52 SCRF IR 28 I TR AR SR8 Rl B GR350 IOPTA 25K,

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
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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.

BEARAE LI R EEAL SRR I I F P B SAP U I HORERERR PR3 LR 4R IR VT IR, FFR TS EAKAERT SAP T A BRI, 3l
FERL PRI 73 H i FEUAR AR S5 DR RO AR R, o A8 52 SRR AR e 2 F P P IR Iz R U7 1] BRI RATUAS 52 AE B 1) SAP G T 1 [0 68 sl L e 3 7 T ) 1)
o EAEAAERIA, REER TV BRI A8 2 S BUE R BB AR B IETE B, B FTRRAE SAP TCiERMEG R, Hhoh, EUABUHERRCH;
MR %5 et IR VRS 1H S I SAP I1 R 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.

TG, BEAKAE LR ORAE R SRR 2 P M R T SAP U7 AL 2 SCRFR A H P R G HIALR,  DUE SAP 424t VAR A A5 SR BT T HoAth
R55 o WG HIEEEER, AR AN R SR R B 4 P AL A5 5 i B R R R 35

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

ARk PR 2 SAP EarlyWatch Alert[ - i %%], iXti/2 SAP Enterprise Support[4Mh 37 5] 06 B R FE 5>« SRk FE B2k SAP
EarlyWatch Alert[ -3 7] (¥ m i FE BTS2 SC HE e & P IR A

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.

BAEAKAERLAE 552 SO P RSP S R I, SRR IR Z R P A3 5 ORI DG T S B ROk 45 SAP, TR 56 5 & 1Rk
PR SCRFER T THRASIEC 2R

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.

B VEAKEEAEIT I EE T 2 SAP Solution Manager[fi# ik J5 SR FRES | 2 0, AR EEALSZ ST 0 B 4 B P A T 4552 55 B 44 Article 3 (SAP Solution
Manager[fid s J7 & LIS ME R SAP Solution Manager[fift ik 75 22 5 BELa% | J 2 5 F AR A PR A1)

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.

EAEAKAE L H e3P 45 %0 SAP Enterprise Support[ 4k SRR S22 R &R 7, B K 245 SAP (115 SAP Enterprise Support[
AV S REITE N 1 32 SCRERR A AR DI 88 — R S G AR L A A TEE R 2T

Article 3 Partner responsibilities regarding Incident Processing

FI3% AR AEE S A EHTE

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

BVEK I SCRFIR BTESS C Y Article 5 (A VEMKAE SRR A3 DUE

Partner bears sole responsibility for the provision of VAR Delivered Support in relation to all inquiries from Supported End Users.
BARK AU TN SRR B 2 F P SR BT SCRF SRR Bt VAR 224 3 HE.

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.

B FRE G, SRR RIAE 2 I A I A) DUAH OC 32 SOHRF e & F P I B 7 V8 5 i & P 3R SRR . e & T B AR AK B 170 32 SRR IR B
L P BRI R 2 SRR SAP SR RIS =5 k. SRR RIRA GRS AL 52 SRR 2 P T BA—J R — R = DU/ B i
RIEHT.

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)).

TEWGFAFEE )4 SAP 20, A VEIK AL AUBAT A K2 SRR CBFEEE =) IFTE BRI SCREER T (GE S LA C 7 Article 5 (A 1Rk

IHIRTD ) .
Incidents forwarded by Partner to SAP must be in English.
EAEIKAERG R4 SAP A LSRR .

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.

EAELKAERLE T F FHSAP Solution Manager[fi# i 5 224 AR (K AH ¢ T e AR IE AT BEAE S WS B A2 7= R G RDE MM BE, AN 43 BT AR VARSE
A5 AR (R BT 52 SCRFERAR RS HH B ) AL

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 R AL SAP 7E SAP Solution Manager[fi# ik 77 2244 #1238k SAP Service Marketplace T3 fis s4Ed" SAP STIFHA TR 237
Rl 8 0 EdE, I R AT R

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.
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BEIRMERDY SAP fRIR—BIKRN, ST B SRR IR R P A SCRr IR S L. I 2, SRR 28 BN DR B SOMI AL B 52 S R 2%
FH P SR A8 I T4 B3 T K i) 3 A A Ak £ 02 T8 5 SAP Solution Manager[fig itk y 845 B3R 155 T HAG BL TR R4 SAP. X486 7 T A A & St 4t
SCRERR S TR, Rl IE SAP HE R SRR FE R E A SR BT BEAT AU TAGEE .

. In order 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).

IS AR R B I F A VAR ST SRR 3K, BB IKIEIRAL SAP &/ (B/AM4E—IR, KR SAP tRilEfEy) M f/sa il () &1E
PRPESR AL 52 SRR A (5 BRI HERPE, LUK (i) A EIkERT SAP Solution Manager[fii i 77 25 BLAS 4 FH 2 774 45 B 77 Article 3 (
SAP Solution Manager[ff# ¥ 77 ZE ELE8]) R IACRIF PR o

e  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.

A SAP 2R, A RIKFER R SAP il ERFE IR S SCRF R P IR BN I B8 (5 2SO R R ISR gD, SRR
B AEERESEEAN . Ak, RN RSB SAP R IR+ = WEBIMRIERG, SFEKELIERIE=TRA R

SAP FRftIE S .
Article 4 Initial Response Times and Maximum Processing Times
Bak I M S TR B I A B TR)

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:

FE5 52 SRR Z L PR SAP HEATVEIEIN , B Ak A IR Y T THI A1) H 8 S G v 2 F 1] 85 A< A B8R 16 PO R 5 -

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)

UL ST R — R e F =% SAP Enterprise Support[4)\V SR & R P, EHEE B 1 Article 2 (RGO A HE BIEH 39146
W) J82 I} B R Z IEFE T ) SAP SLA.

Initial Response Time:

TG T L [ -

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 Standard Support[briE Sz NI HE 4. FT 2% SAP Standard Support[brifk SCIFHIRE 7, SVEIKEELFHEAN T80 N
CEERP) BNCEN S — R S, IRIa R 52 SRR e 2 P IR R & BRIV BB

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.

BAEG CETD FM AEKERLAHENIA TAE N AR R IR R F M CHRFANELNE L, 155 WSAPIER67739) , Jf
AL SRR A T P REFT A E RIS B S

Maximum Processing Time:

el A PR ] «

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 Standard Support[kr#E sz T R — RSBtk X T E2SAP Standard Support[brifE Sz ISR &1, VIR R AE )N (52
WD REROLEE — U B AR TT RN BT 58, B U R SRS A SR i ) R B SAP YA A7 A2 S AT ARSI AR, JUILE_E SR IR [a] P 2 5
R A 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.

BoAEG CETD FM AEKELAHERA TAE A AR A E IR RN A RFMIRRNIE L, ES NSAPIER67739) MR &
BN RTTE, B IR S AR SR RS SR R 2 ) SAP R IS 7 AE Se i R RN 190 A, JUUAE b Ik 1) A K2 T B R A SAP

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

PRGN E AT B0 I R BOAS TR A R AR B R 1)

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.

MRS R, A A AR R, BIUASCRRm (] ohi o b Se RS aE,  BAE M AkopE 2t o023 i 1] Y A AR [
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Article 5 Partner Support Duties

®5%

FAEAKAESTRFR ST

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.

TER AR R SAP BT, SRR BT HITH SEME SRR, 22 AHA VAR S SR A 48 & I T H M BHEM oz 3. Nl
P T EAEAKPE R TR SRS VG C “BEKESTRFRTY” ) o XEAEL AT 40— ORI 3, (AFESERR T, IXEUHRSTE H h F] — S Rpi
NPT .

Customer Communication

&EIE

Acknowledging receipt of the Incident to the Supported End User.
) 52 SCRF IR 2 P A B A

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

)52 SRR A R SR AR R, HAERRRCE A R SRR RN 1 HoA N B R 2 SAP STHRFZHZRIN [ 52 SRR A& R %
pHPSI

Communicating the solution to Supported End User.

iR T FALTE L LSRR .

Incident Administration

HEE

Documenting the progress of the investigation in the Incident.
I .

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.

BRSSO AR P G R R R 2 SAP [MATA TS ILASSERRR o 2 S0 o] B 52 SCRFIMIR 2 P IS 2 AN HAE 5 % &
TERAE, WITERAZF I R4 SAP T, AIFIKFRLAURS — AN 3B B AR S E

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

LS SAP SCRER GRS “SAP A" (BT .

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

HRHE SAP 1B 67739 )& X, f8E HAL AN

Describing the business impact of the problem.

AR ) U b 95 7= A BB

Splitting up Incidents that describe more than one problem into separate reports so that only one problem is described in each Incident.
Rtk 2 A S AT 2 A T U SR R R, DB AR SR — A 1

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

e A7 H R SR B B AR TG R, AR A R PR 4 S AR

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

RS SAP SCREMIZS (LRG0 Z5HL R 4 FH 19 SAP Solution Manager[fi# ik 7 REBELS]) 2 8 iz H B 2.
Providing a comprehensive problem description, including:
PEME AT P RS, A

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

RAEMHRERERBARAEFEL (Fl, #ERG. BdhE. SHFE%E50

o Step by step description of the workflow leading to the Incident;
SRR B TARR B IZ S 15

o Full syntax of the Incident;
S e

o Changes to the technical environment since last known functioning state;
H IR C AN B IE I8 FRES JE X BOR IR Fr i 52 8

o Which SAP Notes or Knowledge Base Articles have been applied to try to resolve the issue; and
=3 SR fif v 15 JEf¥) SAP Notes B8 SAP Knowledge Base Articles; L&

o Any documents that provide additional information about the problem, e.g. log files or screenshots.
PRALSE 22 A SR SCAE BT SCRS, Biln, H SR Eb Rl .
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* 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.

TER AR R B ARSI B AN A B SAP SCRAALZAUZ AT, S5 H BT BRI 5 i e o F A BRI AT 30 .
Technical Investigation
BRFE

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

R AT SAP KRZE, EHR O A MU YT RIN 27 %, Bilin SAP Notes. SAP Knowledge Base Articles. SAP Community Network

»  Checking the customizing settings.
o 7 5 B
» Connecting remotely to End User’s system as part of the troubleshooting process.
PEAff R AR K — &5y, ERREERERAH MRS,
* Using the tracing, monitoring, debugging and remote supportability tools made available by SAP, to analyze the issue.
] SAP SRR BRER . M. THRALERE S R TR .
* Reproducing and validating the problem.
S BRI 1)
» Isolating the problem to demonstrate the root cause.
I 25 e DA SEAR A 5 R o
» Deciding if the Incident is due to a product defect or not:
F W A2 75 DR 7= i R P 1A
o Proposing appropriate system configuration or workaround if the cause for the Incident is not a defect in the Supported Software; and
i PR Z SRR AT AR BRI AT S, W4 H3& 2 10 RGEHC B BN 207 R .

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

PR SRR AR BRI 51, HOSOR BB rT 25 1 SAP R n] (I K SCRREL, W St 4 k4 SAP SCREERTT.
* Testing the solution:
MR T %
o Testing, validating and accepting the solution before presenting it to the Supported End User;
TR R T RIS 2R B P 20, X AT I SR e Al
o Working with the end customer to implement the solution; and
SRAR AR S JFH
o Backing up all relevant data before the solution is installed (when possible).
FE L MRRTT SRR & P AR R EEE (TR LT .
Article 6 System Measurements
- 3 RGNE

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.

# SAP ZLRU RS IRA M T AR M BT A REUEAT NG, DU E 32 50 H P R A AT SR, S VA RE R JEAT I L35, IF 1) SAP $R{IEPF Al
HiE. SAP K a1 EMK AR AT IR RGME B E T A, 4k, SAP & SAP B =77 N U E B E AL SRR PRI 2 3R A T R Bt
LHAT RGN .
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