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SAP PartnerEdge Build
(Formerly OEM)
Support Schedule for Cloud Service

SUPPORT OFFERINGS

The SAP support team is a group of technical specialists that works with Partner’s development team to assist
with programming, development and integration issues.

All Partner contacts that raise support incidents shall be adequately trained and have sufficient expertise in
the Cloud Service for which Partner provides support, and be familiar with SAP’s support processes and
procedures.

To the extent training and certification of the applicable Cloud Service is made available by SAP to Partner,
Partner will ensure that at least two designated contact has successfully been certified in the use of all the
Cloud Service supported by Partner. Any training received by Partner will be will provided by either the SAP
training department or SAP certified trainers. In a case where the Partner does not comply with the
requirements above, Partner acknowledges that SAP reserves the right to withhold certain services related to
its support services. SAP partner ftraining and certification requirements can be found at:
https://partneredge.sap.com/en/partnership/support/oem-support.html.

Partner is responsible for providing tier 1 and tier 2 support to its Customers for the Cloud Service as described
below.

SUPPORT RESPONSIBILITIES

Partner Support Responsibilities. Partner agrees to provide the following tier 1 and tier 2 support to Customers
(“Tier 1 and 2 Support”) and such other activities as required under this Schedule.

Before requesting Cloud Support

The following tasks are to be carried out by the Partner with the Customer before requesting support from
SAP:

Tier 1 support responsibilities. Partner will:

. respond to calls and inquiries from Customers or its Authorized Users.
. verify that an inquiry is received from a valid Customer.
. acknowledge to the Customer of receipt of such inquiry.

Tier 2 support responsibilities. Partner will:

. work to resolve the issue directly with Customers.

. capture all environmental and technical details pertaining to the issue.

. check lists of known issues and solutions/workarounds.

. leverage Partner training, experience or other appropriate internal resources to find a resolution.

. search for error messages using the data provided by Customer.

. continually document the troubleshooting approach and attempted solutions including steps to
reproduce the problem.

. if the reported issue is known or found, provide the resolution to the Customer and assist with its
implementation.

. undertake all reasonable efforts to determine if the issue originates in the underlying Cloud Service
or if it is related to the services of the Partner.

. determine if the issue is a software defect or an undocumented issue and request support as
necessary.
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2.2.

3.1.
3.2.

When requesting SAP Support

. Partner will record only one issue per message through the Cloud Support Portal to allow for proper
tracking and compliance with the response level.

. All incidents forwarded by Partner to SAP must be written in English. If the incident was originally
sent by the Customer to the Partner in a language other than English, Partner must write a handover
summary in English before forwarding it to SAP. Partner must also provide complete and accurate
environmental information of the system affected.

. Partner will create a meaningful short text description of the problem.

. The appropriate priority level must be selected while also including the appropriate business impact
information.

) The Cloud Service affected must be selected.

. Partner shall translate all information into English.

. The message from Partner should include the following information:

o Specific and detailed steps to reproduce the problem in the system.

o Comprehensive description of the problem, including all steps that lead to it, full syntax of the
error message.

o Cloud Service and environment information.
o Partner contact person (name, telephone number and best time to contact)

o Attachments: any attachments that could help to process the support message such as trace
files, reports or screenshots.

o Partner will provide any information or documentation compiled while working with the
Customer.

While working with SAP Build Cloud Support

While engaged with support with SAP, Partner must:

. test the solution.

. work with Customer to check and test the solution in the system.

. communicate the results of testing to SAP and Customer.

. communicate any potential solutions or workarounds to the Customer.

SAP’s Support Tasks:
SAP’s Support Tasks (“Development Support” or “Tier 3 Support”) for Cloud Service

In the event Partner is unable to resolve the issue after exhausting its own internal resources, Partner may
escalate the issue to SAP for tier 3 support. Escalation to SAP for tier 3 support shall include:

. Receiving support message from Partner.

. Isolation, identification and reproduction of the unresolved issue reported by Partner.

. Documentation and submission of the unresolved issue by Partner as directed by SAP.

. Communication back through Partner to Customer regarding any updates and assistance in

implementing any resolutions received from SAP.
. Recommend solutions or workarounds.
SUPPORT LEVELS
SAP’s support organization offers SAP Enterprise Support, cloud edition(s) for certain SAP Cloud Services.

The services included in SAP Enterprise Support, cloud editons can be found at
http://www.sap.com/corporate-en/about/our-company/policies/cloud/cloud-customer-support.html (the “SAP
Cloud Service Support Page”). SAP delivers such services only to Partner and not to the Partner's Customers.
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3.3.

3.4.

Some end-customer only related services might not be available to Partner. Note: SAP Preferred Success is
not available for SAP PartnerEdge Build partnerss

Certain Cloud Services not listed to be eligible for SAP Enterprise Support, cloud edition contain limited
support services as outlined on the SAP Cloud Service Support Page (“Limited Support”). Support for such
Cloud Services with Limited Support, is set forth in the applicable Supplemental Terms and/or Documentation
for the Cloud Service. The list of Cloud Services available for Partner where Limited Support applies and
further information on the Limited Support scope can be found at:
https://partneredge.sap.com/en/partnership/support/oem-support.html.

SAP Enterprise Support, cloud edition(s) and Limited Support are included in the subscription fee for the
applicable SAP Cloud Service.
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