SAP PartnerEdge Build
SAP PartnerEdge %t
(Formerly OEM)
(LAETFRA OEM)
SUPPORT SCHEDULE
SR
FOR ON PREMISE SOFTWARE
EHF LA E R R

This Schedule governs the provision of support services ("SAP Support”) by SAP to Partner for licenses
purchased by Partner under the Agreement for its customers (“Customers”) or for ASP Service.
Capitalized terms not defined herein shall have the meanings as described in the Agreement. For
purposes of this schedule, “"Customer” means any customer that has been authorized by Partner to
use or have access to the Software. A Customer will not include any Affiliates of Partner.
xR FEARIE S e 7 (BURBRIRR “2& 07 ) TRV Al 8iEE X ASP IR, SAP [a& VEAK SR ALK SO 3 IR 5%
(BURHRIRR “SAP 3CFR” O ZEIA AR . AW AR E RE, BOEH P BrR & L. A s,
R ARG VRIS A B B AT . B AN ESE SRR AR ORI ARl

Partner has access to SAP Support during SAP’s regular working hours (9.00 a.m. to 6.00 p.m.) during
SAP’s regular working days, excluding the applicable public holidays observed by SAP (“Regular
Working Hours”). For purposes of this paragraph, SAP means SAP’s registered office located in the
region where Partner is located. SAP Support will only be provided from the region where the
Agreement was originally signed by Partner.

A AEAKFERT LATE SAP IR TAE HIEH TAERTE (R4 9 mEI R 6 5D WIREL SAP 3CHF, SAP HUE IE AL
RHEBRSN (BLURRFR “1IE® LAERR” ) o #iARKINE, SAP ZFAL T A1EIKFERTEMIX ) SAP IEMIpA=E. SAP 3¢
FRATE A AR AR A S W 2 2 P B H X T AR

Partner shall manage its own contacts via the SAP Global Support Backbone that may raise support
Incidents using the SAP Support Portal. All Partner contacts that raise support Incidents shall be
adequately trained and have sufficient expertise in the Software and versions thereof for which
Partner provides support, and be familiar with SAP’s support processes and procedures as documented
on SAP Support Portal (http://support.sap.com/) (*SAP Support Portal”).

AR FERLETT SAP A BRSCRFPHCRE BB RN, XEBR A LUEH SAP Support Portal[ TR RIZRE X
Frdift. B IR LR A R R ARSI RAEZ I 780 350, LA X SRR FE SR AL SRR B A R LA, R R %
EREA IR BhAh, MA1ER R SAP Support Portal[32##11/*] (http://support.sap.com/) (LR fj#x
“SAP Support Portal[Z£: 1717 ) LMER SAP ML FF MR STEF .

Partner shall ensure that the required number of designated contacts specified in the SAP Partner
Portal (https://partneredge.sap.com/en/partnership/support/oem-support.html) has successfully been
certified in the use of all Software and releases thereof supported by Partner. Any training received by
Partner should be provided by either the SAP training department or SAP certified trainers. In a case
where the Partner does not comply with the aforementioned requirement, Partner acknowledges that
SAP reserves the right to withhold certain services related to SAP Support.

& 16tk fE BB {2 SAP & fE fk £ 17 S ( https://partneredge.sap.com/en/partnership/support/oem-
support.html) = #LE I BT 7 B0 148 2 DR NAE G S VEDCRE SCHR B I A SR 5 WA 75 T 4 D A e . & A
KA Z AT AT RE YIS R SAP B5I0 18 SAP IAERFJITIR . d0-& MR AR AR S TR 2R, WA 1E PPk AN
SAP HREUHE S SAP LR KIMFELL RS
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Partner is responsible for providing Level 1 and Level 2 support for the Software to its Customers. SAP
has developed the SAP Support Portal to assist its partners with answers and problem solving
suggestions for technical issues. The SAP Support Portal is written and developed by SAP’s technical
product specialists (TPS) who have first-hand technical support experience.

BRI S T A L P IR AR — R — 2 k. SAP 4T & SAP Support Portal[ 2 R:17], HhBhE&1Etk
PR ULE AR ) BRI AE ) AR UL 1. SAP Support Portal[Sc 11/ 1l B S —FHARSCFE RN SAP BiRM+%
F (TPS) HEMHK.

References to “Incident” in this SAP PartnerEdge Build Support Schedule shall mean the support event
starting with a malfunction or functional impairment of the Software which with reasonable probability
that is based on a defect or error of the Software. As soon as SAP or Partner’s support organization is
informed, the support event becomes an Incident.

ASAP PartnerEdgetl @S RHIML IR K “ R RIBIR W BRI SR BN R, BRI R B T REA i 4,
BET 51 KSRGS . ESAPEEEIRFE ISR, LI FRE s I B — At

1. PARTNER RESPONSIBILITIES
BYEIK I ST
1.1 Partner Support Responsibilities. Partner agrees to provide the following Level 1 and Level
2 support to its Customers (“Level 1 and 2 Support”) and such other activities as required
under this Schedule, including without limitation, any applicable obligations set forth in Section
4 hereunder.
BRI RETAT . SRR RI RN Z R LR — M 3R (BURfRIRR “— M 3R ) BLK
AP RS HARTE S, AREEANR T A BCEE 4 108 FAEDEH L.
1.2 Maintenance
i
Provide access of New Releases and Software update packages, as well as tools and
procedures for upgrades, to existing licensed Customers, provided that Partner has paid the
applicable SAP Support fee for such Customers to SAP.
SRRV ] BIA % P SR BB AR R TR AL U5 A PR DA R T R AIRR T, AT A1EIkE T &N
K P ) SAP AT TI3&E I H) SAP SR .
Before requesting SAP Support
ER SAP EH#2 i
The following tasks are to be carried out by Partner with its Customer before requesting SAP
Support:
TR R SAP LR T, AEIKAEESE P HAT L TS

Accept support Incident from Customer.

PR B & SR

Work to resolve the issue directly with Customer. Leverage remote connectivity to
Customer’s system as necessary.

HESE PRGBS, RIEFE, MHESED RERTREERE.

Capture all environmental and technical details pertaining to the issue.

FRELE [0 FEAH G TR SR B R TR R

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

FRE SRR HE BRI A SR AR T &, S I R P R

Search for error messages using the data provided by Customer.

% PR AL AR R R R .

Search SAP Knowledgebase articles for known solutions.

T SAP KR S HE R TR T 5
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Review system and product configuration settings.
A RGN I .
Collect and review:
W A
Core dumps
WAL ik
Trace analyses
PRER 7317
System logs
RGHE
Stack traces
HERR IR IR
Reproduce the issue to further isolate the problem and identify root cause.
B, D RS 1] AR A 5 AR A i A
Propose appropriate system configuration or workarounds.
FRUVE M R SN E R 2T %
Communicate any solutions to Customer.
HIRIT RERME
Determine if the issue is a Software defect or an undocumented issue and request SAP
Support as necessary.
iff T I R B AR R I A AR S I R, AR 5 B SR SAP SZHF.
For SAP Business One only: Partner shall ensure that its Customers have installed the
remote support platform for SAP Business One (RSP).
{i&H T SAP Business One: AEIKFERIF{RE /" O %% SAP Business One if2x#f#F& (RSP

With respect to SAP Hana, basic pre-work to support SAP HANA can be found in Note
1758890 located at https://service.sap.com/sap/support/notes/1758890 and should be
performed prior to forwarding a ticket to development support.
X F SAP HANA , & I ¥ SAP HANA 1 JF B 0 mr ¥ & m T /E W = W & T
https://service.sap.com/sap/support/notes/1758890 f#yE#: 1758890, H H N7E¥iH B4 K%
FER SRR 12 F T DABAT o

When requesting SAP Support

ER SAP FiFnt
Record only one issue per Incident.
BHAFAUE TN
Provide complete and accurate environmental information of the system affected.
PRALZ R R WERRIIASR(E R
Create a meaningful short text description of the problem.
B BRI R T I R S A I
Select the appropriate priority level while also including the appropriate business impact
information.
ARG, [RIR AR R 5 s 45 B o
Select the product component affected.
RS2 S S A
Partner shall translate all information into English.
SRR RLIG T (5 BB N3
Partner shall forward the Incident to SAP Business One support
(https://apps.support.sap.com/B1support/) in case of SAP Business One Incident.
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i SAP Business One Fff, & {FAKIE R HAF# K45 SAP Business One SRR (
https://apps.support.sap.com/B1support/)
The Incident from Partner should include the following information:
KAATEK R SR AREL T ER:
Specific and detailed steps to reproduce the problem in the system.
T BRG] R E TR IR
Comprehensive description of the problem, including all steps that lead to it, full syntax
of the error message.
AR A TR, GRS RECZR SR A PR, ARl R e EEES
Software version, support package information and environment information.
BARAS . SCREAE BRI R
Technical information on the affected system (System ID, System type, System name,
installation number, product version and patch level of each involved product, SDK, or
Add-on, database and database server data, application server data, operating system,
GUI or browser version, localization and language settings etc.).
SZHMAZNEARFEE (RS ID. 25K, RELWK. LRES . M= MR AN T 00
SDK B fe ik Bm R AN PR IR &5 A BdE . R IR #80RE  #E RS, GUT B AR A
AHAFNEF REE) .
Partner contact person (name, telephone number and best time to contact).
HIEIFERR RN (. WG SRR R RN D .
Attachments: any attachments that could help to process the support message such as
trace files, reports or screenshots.
BHE: A Bl T A SRR S AR AT PR, A BRER SO R B .
Any information or documentation compiled while working with the Customer.
5 P — it TAER S A (5 BTk .
For Business One only: All relevant services in relation to creation and processing of a
problem message should be consumed via the remote support platform for SAP Business
One (RSP) where applicable. All other support services shall utilize existing infrastructure
and procedures as described in this schedule.
&M T SAP Business One: fEI&EHTEHLT, 55 6 A4k 5 v 25 56 2C B A AH 2C IR 55 35 v e it
SAP Business One 2 #FF& (RSP) TH . HoAth Fr SCHF RSS2 B2 R A B 30 ik (0 AT Je At 42
FIFIRE ST o
While working with SAP Support
#Z SAP Z#Fnf
While engaged with SAP Support with SAP, Partner must:
K SAP $24E[) SAP SZHER, A AEIKAR L0
Test the solution
TR TT %
The solution must first be checked and tested in a test system.
PRI TS SRR E S TE R R G AT A 2 A
Back up all relevant data before the solution is installed.
TE 22 MR IR TT SR 2540 T IO AH S HE
Work with the Customer to check and test the solution in the production system.
& P — I RGP A A A AR T &
Communicate any potential solutions or workarounds to the Customer.
AT BRI T REUS BT RALE LR
Make available to SAP Business One support access to the Customer’s system for the
purpose of analysis and solution.
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4 SAP Business One S HF A B $& AL 17 ) % P SR BEAUALRR ,  DAEE 43 A AAR o il /R
Delivery of support via remote connectivity tools as appropriate.
MEARNGO, BIERER T B SC R RS -
Under certain circumstances, provide a copy of the Customer’s database to SAP Business
One support for the purpose of analysis and debugging the reported issue.
ERLEAT, NN AER A A, - SAP Business One SCRESSIIHR LA P 403 E M EI A
1.3 SAP’s Support and Maintenance Tasks:
SAP RIS REFI4EES
SAP’s Support Tasks ("Development Support” or “"Third Level Support”) related to
Software and Third Party Vendor Support Tasks ("Development Support” or “Third
Level Support”) related to Third Party Software Licensed from SAP

LRI SAP SHFIEH ( “TIRZHF” B “B=REHF” ) LIRS SAP il HIB=Tr KX E=
TEMNEXFES ( “TIRZFF” B “B=RZEHRF" )

Maintenance:
Poval
New Releases of the Software, as well as tools and procedures for upgrades. SAP supports
upgrades to New Releases in mainstream maintenance. SAP does not support upgrades to
new Releases in extended or customer-specific maintenance, unless this is necessary as
one step in a multi-step upgrade to a target Release in mainstream maintenance.
FRAE AR A DL S T AR T EAFEF . SAP SCREE R4 WA AR B RA . SAP ALY e 4Edr
B FURE T RSP BRI - R BT RAS,  BRARMD BB AE T IR 4R IR 2 3 H FRRRAR I 2 AN 5 B AR T /b
1 —A B8R
Support Packages - Software update packages containing corrections for errors in the
Software. Support Packages may also contain corrections to adapt existing functionality to
changed legal and regulatory requirements, for example in the area of human resources.
TEA — AR R IR E R SCREAE ARG AR SR A B R RSB R (il A g
PRSI ELR) HEIA ThRE B IE N2
Support:
ZH:
Receiving support Incident from Partner via SAP Global Support Backbone.
JEIT SAP AERSCEFPHK, HEUCR B A EIKE SRR
Analysing in detail all recorded traces and error messages forwarded by Partner.
PRI AT S AR AR RIM T I R A R AR B
Recommend solutions or workarounds.
HER MR TT R BT R
Creating or modifying existing SAP Notes regarding:
B & oA 1Y SAP Notes, FH A& K.
The identified cause of the issue.
T8 B I R A o S A
Resolution of the issue with all relevant information and material (e.g. bug fixes,
patches, description of workarounds).
| R URAR, BT MSIE R E CInskIEEE ., BAMERF . NaK ZHIR) .
Communicate and specify expected duration to fix defects by patches, bug fixes or support
packages to Partner.*

RN T IR BERF R, MR E B oG R . *

* Does not apply to SAP Business One.
ANiE T SAP Business One.
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2. DEFINITIONS OF SEVERITY LEVELS
B RH 2 X

Production Systems

4FERE

SAP has defined the priorities for problem Incidents in SAP Note 67739, a copy of which can
be found at: https://service.sap.com/sap/support/notes/67739).

SAP © f SAP & B 67739 o X 7 W @ W O % %K, H OB A L T o
https://service.sap.com/sap/support/notes/67739.

Test Systems

For the same problem situation in a test system, priorities should usually be classified with a
rating that is one level lower than for production systems.

TR FR G H AR R ) R T, R 0 S5 200 5 R R L AR 7= R AR — AN U SRk 72K

3. SERVICE LEVELS

IR 55 KF

Service levels are not available for all Software. The list of Software where Service Levels are
not applicable can be found at: https://partneredge.sap.com/en/partnership/support/oem-
support.html. Software that are eligible for service levels are referred herein as “Eligible
Software”. When Partner reports malfunctions, 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 error message relating to any
Eligible Software at any time. All persons involved in the Incident solving process can access
the status of the Incident at any time. SAP shall use commercially reasonable efforts to
comply with the Initial Reaction Times (IRT) and Maximum Processing Times during Regular
Working Hours for the Eligible Software regarding support Incidents (messages) when
communicating with the Partner.

% KFAEHTHAEBRMHE. REKEAEHBKRMEMWE R MT:
https://partneredge.sap.com/en/partnership/support/oem-support.html. & ik 55 7K F 1) 844 BL
TR AR o MEVEKEEH S SR, SAP FEE A &K IR VA SCnfEIE . 8 S Bl [m] 8 4 1R
FIME R, AT EMEKMESIRE. SAP FRAULRI SIS REZA RAE RIS TR L BRI . SRR TR R % 5
AL EAS A A R R B . S 5E 4 EREMATE N R TR SREEIRES . 4 SAP 5Btk e
i, SAP RCRECE ML FAFRTE, B 5CRRE GEED MCHImIaam R 8 (IRTY AR &% At 1
1EH TAER (8] P R K A BB 7]

|Priority of Support|Initial Reaction Time|Corrective Action (provision off
Incidents (IRT) solution, action plan or workaround)
T REARR % ISR NI R] (IRT) MIERE CREMI TR 1730 R M &
VES

1 = very high 1 hourt 4 hours 1

1 =% 1/ 4 /NI

2 = high 4 working hours N/A

2 =1 4 A TAE/N AN H

For Eligible Software, SAP will commence Incident handling on errors of very high priority (for
a definition of priorities, see SAP Note 67739) 24 hours, 7 days a week provided that the
following conditions are met: (i) The error must be reported in English and (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. If either
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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.

X T &M, SAP KLL 24X7 A RbrdE, SRR SR (RERIE XS N SAP Tk
67739) #ATHMALE, (HATIRZW A LT &AM (1) DOk R, A (i) ATERELATE — Aok
BYGEM R T, UMELE SAP WA B8 IRA I SAP SCEFFROD AL, AEMKEETT S SAP %A, LA
AR SRR SRR LY, SAP FIRETRIE B AN AR A Bk S AR B SR, B B HTIR SR L vk
Initial Reaction Time

BIH5PINZET (]

SAP shall confirm receipt of an Incident and provide Partner with an initial qualified
response.

SAP RN RIF1F, FFmEEIK AR G BRI E S
Corrective Action Response Time SLA
2 IE75 iR 5] SLA

SAP shall provide a solution, action plan or workaround subject to the following.
SAP iR DU e SR il v o7 %8 AT 8l RN 207 %
Partner shall forward the support Incident to SAP within the agreed timeframe if the cause
of the defect in the Support Incident indicates a previously unknown problem with the
Software coding.
A0 SRR A e R R e iR D) TR DAR R R S R A7 AE AR IR B, T VA A T UUE PR IR () HE 28 AR S 2
PEEE R 45 SAP.
SAP is under no obligation to provide a fix for previously unknown bugs.
SAP %A XFHAEE Z B AR R .
Times only refer to that part of the processing time, when the Incident is being processed
by SAP (“Processing Time”). The Processing Time does not include the time, when the
message is on status “Partner Action”, “Customer Action” or “SAP Proposed Solution”,
whereas:
BFAHE SAP AL FARHT ] ¢ “ALERRS ()7 D) o ACIREFRIAGEE BT “EEKMEAE” © B4
B B “SAPARUURITT R IR ], phkb:
The status “Partner Action” means the Incident was handed over to a technology or
software partner of SAP or a third-party vendor of SAP outside the SAP’s organization for
further processing.
“EVEIKFEALIR” S RIE RO T SAP MEOREIR -SRI, B N T2, FAESR
T SAP RS =TT LN
The status “Customer Action” means the Incident was handed over to Partner.
CRPII” RS FRRFM ARG EIEIE.
The status “SAP Proposed Solution” means SAP has provided a Corrective Action (see
note below).
“SAP IRUWUFER TR IS8 SAP B2t T Al Bt GES LT 3UER
For Eligible Software, the Corrective Acton Time for Priority 1 “Very High” support Incidents is
measured in real time, provided the Partner maintains availability to continue working with
SAP outside of normal business hours.
T EkAE, Bt CAEE T D) RPN A IR i )2 SEi o B, (HATHE 2 SRR RE S R 1T
W LAERE SN & SAP 1 TAE.

SAP will provide a solution, work around or action plan for resolution (“Corrective Action”) of
Partner’s Priority 1 incident within four hours of SAP’s receipt (twenty-four hours a day, seven
days a week) of such Priority 1 incident (SLA for “Corrective Action”). In the event an action
plan is submitted to Partner as a Corrective Action, such action plan will include: (i) status of
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4.

the resolution process; (ii) planned next steps, including identifying responsible SAP
resources; (iii) required Licensee actions to support the resolution process; (iv) to the extent
possible, planned dates for SAP’s actions; and (v) date and time for next status update from
SAP.

SAP BIFEWE] (24X7 R BERE —RIAFFLHI (4) NN IRBER TH o iml RT3 LR
ZEATHIIRI (BURRR “HIEREE” > C “EXTYIERER SLA” O o AT st RIE R BRI A 4
SYEAKEE, ML SATEh it RIRESE. (1) MERRRRIRAS: (i) JE8ATshit), B45E SAP st A (i)
B VERT 77 9 SCRF ) g e T 5 REURIAT 3l (iv) EFTRERITEREN, SAP RMATEhRI B2 HE: (v) SAP $U4T
JE SARAS B A [A]

SAP SOLUTION MANAGER ENTERPRISE EDITION, SAP ROUTER CONNECTIVITY, SAP

REMOTE COMPONENTS, AND REMOTE SUPPORT PLATFORM (FOR SAP BUSINESS ONE)

SAP SOLUTION MANAGER (itWhR) [T REEGFAWR]. SAPROUTER[B Hi8: 1%, SAP

HRAMFEEZFFE (AM SAP BUSINESS ONE)

4.1

4.2

The architecture of certain Software not branded as SAP BusinessObjects as specified by SAP
on the SAP Support Portal at https://partneredge.sap.com/en/partnership/support/oem-
support.html requires SAP’s development team to access Software at the code level to provide
Partner SAP Support (the “Specified Software”). The following specifies the additional support
requirements related to the provision of SAP Support of the Specified Software. In order for
SAP to provide SAP Support for the Specified Software, remote connectivity is required
between SAP and Partner’s environment that is running the release of the Software made
generally available to its Customers (the “"GA Software”). Connectivity to Partner’s system can
be established in a multitude of ways including SAP Solution Manager, SAP Router, and SAP
Remote Components, as described here: https://support.sap.com/en/tools/connectivity-
tools.html.

KAz SAP 7E SAP Support Portal[SZ#711 7] LR E L SAP BusinessObjects iix (148 & A+ 1) 22

# (& https://partneredge.sap.com/en/partnership/support/oem-support.html ) FE SAP [

F R BRSNS TEEIR ML SAP SRE (DURFIRR “Fae@ift” ) o« DUN&FME T

L5t de 5w 0 SAP SCRRHISCIN AL CRFEIR . BT SAP vt & I AFIR it SAP 3CFF, SAP 54 1Bkl

TR P AR (DUF IR “GA B0 ) M IMPREE 2 16 7 5 8 S Jm AR 2. Wi IT SAP

Solution Manager[fi#¥ 5 £EH ], SAProuter[ % Hi#5]. SAP mREA ML M NS S 1EIKER R G 1

SOERE, W AR N A FTIR: https://support.sap.com/en/tools/connectivity-tools.html.

For SAP Business One:

%t SAP Business One:

(a) connectivity can be established only if Partner actively handles any connection

request. Such connection requests can either be for direct connectivity (invitation to a
Desktop sharing session) or indirect connectivity (assignment of executable notes
("RSP tasks”) via remote support platform for SAP Business One, which shall be
executed by Partner and their result sent back to SAP. See note 1166732
(https://launchpad.support.sap.com/#/notes/1166732).
ATE B AR KA B AL BRAT AT I BT SR 1B L T 7 AT g 573%#2 . iid SAP Business One ifEsZHEF
&, WISEEE R T USORF ESdES (BRI E S, W DISCREER (O HATER)
(LUF#R “RSP A£557 O, I HHAEKEEPATIZEERE RIS R KB4 SAP. ES LR
1166732 (https://launchpad.support.sap.com/#/notes/1166732) .

(b) Partner shall make available to SAP a backup of the productive SAP Business One
database if it is necessary for SAP to process a support Incident. Such productive
Business One database shall be provided by means of remote support platform for SAP
Business One (RSP).
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4.3

1 SAP BN FERAME, S 1EIKEERIA SAP $24t SAP Business One A=l & . h2E
Business One A4/ ## % M iB i SAP Business One inf2 7 #F4& (RSP) #24t.

(c) Partner is responsible to obtain the consent from the Customers for the hand over and
processing of personal data stored in such database.

AAEAKRE 7 T At RS S8 I b B A i 75 1 S B 2 v R N B 3R AR % P I R

(d) Partner shall ensure that its Customers have installed, configured and uploaded the
System Status Report from RSP.

YRR R P 4 lid RSP %235, LB It L& RGUIREIRE .

(e) For satisfactory remote support, the Partner must ensure that the its Customers set up
and maintain an internet connection which meets SAP's technical specifications for SAP
Business One remote support and has obtained a separate license for a web browsing
software that allows the proper rendering of the support services. According to SAP's
experiences, the currently offered support services are most properly rendered when
the Customers install the Microsoft Internet Explorer.

NIRAFH R L FE S HE, AR LA AR & v B R 449 2 SAP Business One imFESZRFHIAR
PG B, R 53473k Web 3SR VERT,  DAEIERFRM SIS . R4 SAP ALK
, ME % Microsoft Internet Explorer i, BefA SOb 3245 4 ar iR gL SZ BRI 45

(f) Partner must ensure that Partner and its Customers’ hardware and software
installation meet the requirements published on the SAP Support Portal updated from
time to time. Such installation shall include but are not limited to remote connection
software and database analyzing tools.

BRI A DL IR A AR AR A L TS AR A 225635 /& SAP Support Portal [S2HF(17 ] ERFH
RATHIEER . MR AT EA IR T e A g 22 o i T A

SAP Solution Manager Enterprise Edition, SAP Router Connectivity, RSP and SAP Remote

Components (and any successor to SAP Solution Manager Enterprise Edition, SAP Router

Connectivity, RSP and SAP Remote Components provided hereunder) shall be subject to the

Agreement and is solely for the following purposes under SAP Support: (i) delivery of SAP

Support and support services for the Software including delivery and installation of software

and technology maintenance for the Software; Solution Documentation for SAP Router can be

found at: https://support.sap.com/remote-support/saprouter.html . Documentation for remote
support platform for SAP Business One can be found within each RSP Software package,
downloaded from https://partneredge.sap.com/en/products/business-one/support/rsp.html.

Such application lifecycle management is limited solely to the following purposes:

SAP Solution Manager (fMvARD [fifhr ZEF I AR]. SAProuter[ B H 35 1i%H: . RSP fl SAP iifs

M (LA AT E ) SAP Solution Manager (4Nvh) [k )y REHEMAWR]. SAProuter]#% i #s

1%z, RSP Al SAP AR TR G S RAD RZ il 2y, I HAE SAP R FXATELTFHB: (i)

SAP STHFINAE AT FIER AT ST MRS (A8 AT, e i AL T ) 3R A (R SR A A8 A R 22 2% DL e B 44 ; SAProuter[#%

B 2% ] MR vk 7 & ST RS 47 T . https://support.sap.com/remote-support/saprouter.html . SAP

Business One & 8 X ff F &6 W X & v T & 4~ RSP 4B AW, T HHEHE NN :

https://partneredge.sap.com/en/products/business-one/support/rsp.html. &k 5 A7 A a E

WE AR T LT B

(a) implementation, configuration, testing, operations, continuous improvement and
diagnostics
PAT BLE. WK, B4T FREsui iz

(b) administration, monitoring, reporting and business intelligence as enabled using SAP
NetWeaver technology integrated in SAP Solution Manager Enterprise Edition. Business
intelligence may also be performed provided the appropriate SAP BI software is
licensed by Partner as part of the Software.
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4.4

4.5

4.6

B H SAP Solution Manager (4 fiR) [fE T RE MBI MM ]F T8 R SAP

NetWeaver HARMATE L, M. IREMBEDILEREINT . WAIEKERAHRIR SAP BL BAE N

PR —FB o IRAF VAT, U AT AT R ML e T o
For application lifecycle management as outlined under section 4.3(ii) above, Partner does not
require a separate Package license to SAP CRM.
LA 4.3 5 (i) FARMN AT AGEAEEN S, S1FKEATRE RSN SAP CRM AV,
SAP Solution Manager Enterprise Edition, SAP Router and SAP Remote Components may not
be used for purposes other than those stated above. Without limiting the foregoing restriction,
Partner shall not use SAP Solution Manager Enterprise Edition, SAP router or SAP Remote
Components for (i) CRM scenarios such as service plans, contracts, service confirmation
management, except as CRM scenarios are expressly stated in Section 4.3; (ii) SAP
NetWeaver usage types other than those stated above; or (iii) application life-cycle
management and in particular Incident management (service desk) except for Software and
Additional Supported Assets; and (iv) non-IT shared services capabilities, including without
limitation HR, Finance or Procurement.
AEHT LRSI sbrg A B M SAP Solution Manager (fMbfR) [ff¥ T & EAE AR ]
SAProuter[# H#c 1 f1 SAP @fEZH1F. KrPA LB ITRGIAN, A 1EKEAS R SAP Solution Manager (flk
WO [ R ]. SAProuter[ #2815k SAP @R T (i) &R &R, REHNE
FIZE CRM A%, {HEE 4.3 A HE ) CRM FEkrsk; (i) By LkETY4 ) SAP NetWeaver {35 H
B (i) MHREFEG SR, FARFEMEE RS , HACERMMGINCRE™, DR (iv) 9E
IT L=REThRE, GFEARTAFH, MEHEFRM.
SAP, in its sole discretion, may update from time to time on the SAP SAP Support Portal under
the use cases for SAP Solution Manager Enterprise Edition, SAP Router or SAP Remote
Components under this Section 4.
WI/EAS (B 4 ¥ , SAP W HiTkEET SAP Support Portal[ #5177 JBE I ¥ SAP Solution
Manager (VAR [ffh)7 REH L MIR]. SAProuter[#H2s ek SAP it f& 20 14 1 F 1
SAP Solution Manager Enterprise Edition, SAP Router, RSP and SAP Remote Components shall
only be used during the term of this SAP Support Schedule and by Named Users licensed by
Partner subject to the licensed rights for the Software and exclusively to enable Partner to
receive SAP Support from SAP. The right to use any SAP Solution Manager Enterprise Edition,
SAP Router, RSP or SAP Remote Components capabilities under SAP Support other than those
listed above is subject to a separate written agreement with SAP, even if such capabilities are
accessible through or related to SAP Solution Manager Enterprise Edition, SAP Router, RSP or
SAP Remote Components. Notwithstanding the foregoing limitation on Named Users, Partner
shall be entitled to allow any of its employees to use web self-service in the SAP Solution
Manager Enterprise Edition, SAP Router, RSP or SAP Remote Components during the term of
this SAP Support Schedule for the sole purpose of creating support tickets, requesting support
ticket status and ticket confirmation directly related to the Software and Additional Supported
Assets.
SAP Solution Manager (@R [fifok 7 ZE I AR]. SAProuter[#H#]. RSP f1 SAP imf22H 1
XFEAR SAP THRFMIAE SRR N, XA AT deE P (BN A& D RIS 1)
WARFMER, AT CREEKBBCRE T SAP ) SAP SCkF. ZAMMH SAP T SAP
Solution Manager ({hR) [fildeds ZEHA ] SAProuter[#%Hi#5]. RSP 8¢ SAP zmfEzH 4k
RIRESMHARTIRE, Y15 SAP BT —m-BIPML, BMEXLET)seT i@ SAP Solution Manager (
iR [T REHASIER]. SAProuter[ B H#5]. RSP 3k SAP R 358 5 2 KA 4
o REH LW THeE AP M REIIE, SIEKENAERTEDR SAP TR A RIRMR A, RVFH R T
Fl SAP Solution Manager ({MAR) [ffH T REFIRMIAR]. SAProuter[#Hi#%]. RSP o SAP iZf24l
PR 2% 5 BIIRSS, (EAXBR I T AR BRAEH . BURESCRAE S . BRI A AAIA SRR 77 AR ORI
CHRRH B ARSI BRI
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4.7

5.1

5.2

5.3

54

5.5

5.6

Use of SAP Solution Manager Enterprise Edition, SAP Router, RSP and SAP Remote Component
may only be used to receive SAP Support purposes in accordance with the terms of this SAP
Support Schedule and may not be offered by Partner as a service to third parties even if such
third parties have licensed SAP Software and have licensed Named Users.

SAP Solution Manager (/MR [ffRv 7 RE B MAR]. SAProuter[##]. RSP fl SAP imf 414
AT AN BT AR A% SAP SCREPM 25300 SAP 3C 8,  HAE A EIEE LIRSS R 45 55 =07 (|II
%555 =77 O 3RS SAP AR VPRI FIFEE - R VFRDD .

PARTNER’S RESPONSIBILITIES. In order to receive SAP Support for the Specified
Software, Partner must further satisfy the following requirements:

EEAREEBITRAT. A T IR ) SAP SCRE, A TEAK AR DA 23t — 20 3 e DU ER

Partner must provide and maintain remote access of the Specified Software in an environment
that is running the GA Software via either SAP Solution Manager Enterprise Edition, SAP
Router or SAP Remote Support Component or such other technical standard procedure defined
by SAP and grant SAP all necessary authorizations, in particular for remote analysis of issue as
part of Incident handling. Such remote access shall be granted without restriction regarding
the nationality of the SAP employee(s) who process support Incidents 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. Assistance with SAP Router connectivity can be achieved by logging a
Incident against component XX-SER-NET (or any future SAP Note which replaces SAP Note
XX-SER-NET).

EEMk L@ SAP Solution Manager (fMvfR) [fR¥T7 RE A M AR]. SAProuter] # H #% 15k
SAP R FFAMFEE B SAP B UL HAME ARFHERR 77, 1E181T GA WA+, RO 4Ed e i
PRV R, 4T SAP FTALEMBUR, JLHRIE NS — 5 I 2 [0 B 4. AR ) im B
PRI T AN 232 AL P S RS0 (¥ SAP 53 LI [H £8 B30 72 18 5K/ X (R BR 1l . S AEAKFEIIA, RAERR T U5 i BLFR
Al RE 2 BB R F AR B AR AL E RS fl, BUE ATREAl SAP TLiEREEA A B . RIEAHM XX-SER-NET
(BRI AE SAP R XX-SER-NET 1) SAP iR ik, wlilid SAProuter[ i th#s EHIR S B .
Partner shall have installed, configured and be using productively, an SAP Router connection
or SAP Remote Support Component connection, with the latest patch levels, and the latest
SAP Router and SAP Remote Support Component support packages. For SAP Business One,
the Partner shall have installed, configured and be using productively the remote support
platform for SAP Business One.

SRR OG22 . RLEMIEEG R SAProuter %t #s 8ok SAP miE s Frdl i, HuR Tk
BN T A U S 5 I¥) SAProuter[ % 28 1F1 SAP @ sc Frdl 3 Ff7.. XtF SAP Business One, &1E
KPR 2% . i E HIEFEH 2 f# F SAP Business One inf2 X F¥&.

Partner shall fully enable and activate SAP Remote Support Component, or SAP Router in
accordance with the applicable documentation made available at the SAP Support Portal.
SYEKERAR S SAP Support Portal[ 32517 | ERAEMEH R, 5848 FIFMIE SAP @ie X Rr4L ek
SAProuter[ % 23],

Partner agrees to maintain adequate and current records of all modifications and, if needed,
promptly provide such records to Licensee.

EAEAKAE R BT A B 4 78 2 B ifid sk, RS 7 2 R X il s pR b aa e v mr s o

Submit all error Incidents via the then current SAP support infrastructure as made available
by SAP from time to time via updates, upgrades or add-ons.

JEIm AT SAP SCRFEAHIEMIIR S BB BR S, 1AMt SAP GBI . AR EY AT RRSE
feftt.

Inform SAP without undue delay of any changes to Partner’s installations and Named Users
and all other information relevant to the Software under which SAP Support is provided.
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FEGTRIRFEI 2. FREM T LR 552 SAP STRF IV AR 5 (K B A Ho A A5 B A B AR AT SE i, R I o
SAP.

6. VERIFICATION. To check the compliance with the terms of this Schedule, SAP shall be
entitled to periodically monitor (at least once annually and in accordance with SAP standard
procedures) (i) the correctness of the information Partner provided and (ii) Partner’s usage of the
Solution Manager Enterprise Edition, SAP Remote Support Component, SAP Router, or remote support
platform for SAP Business One, in accordance with the rights and restrictions set out in Section 4.2.

BUE. ARERDUGEHEFED, SAP NAKRGEH (B/DRFE IR SAP FrEfe/7) IiZLUT A%
o (1) BYEIEITIREUE B EmtE, LA (i) STEIAEKIESE 4.2 TR BRI AR $I% SAP Solution Manager
(AR [T RE A AR]. SAP R 2. SAProuter[ #2418 SAP Business One e X ¥ &
PIEH -

7. Incident Billing.
B
7.1 A number of SAP Business One support Incidents require the usage of remote support
platform for SAP Business One (RSP) for their resolution. Partner shall ensure that RSP is used
for the resolution of such Incidents. Information on which Incidents are subject is published on
the SAP PartnerEdge Portal which can be found at:
https://partneredge.sap.com/en/products/business-one/support/rsp.html. In case such
Incident is forwarded to SAP by Partner without the usage of RSP, SAP will charge Partner a
fee per Incident as described in the then current and applicable SAP Price List.
KHESAP Business One ¥ #FH/FFE A HISAP Business OneifE ¥ #°F4 (RSP) filtvk. AVEAKEEN
TR AL FH RSP fi# th bk 28 S o 3 B M 19 #H % (5 B &K 16 £ SAP PartnerEdge (17 £, £ I
https://partneredge.sap.com/en/products/business-one/support/rsp.htmll . 1 & 1 £k £ & &
RSP IR 3: R 45 SAP, SAPHRARYE N & H I SAPHT B F4Z 4 A & VR A AR BUIR 2 H
7.2 For Incidents solved by SAP as described above in Section 7.1, SAP will charge Partner a fee
per Incident as outlined in the then current applicable SAP Price List (billing on a “per message
basis”). However, SAP will not invoice Partner if SAP has solved five (5) or fewer Incidents or
messages per quarter.
X T HSAPIRIRI AR (W ECE7.175) , SAPIGIRYE & & H 1 SAPYY B R A% F 4 ) & AR Ak AL 2
(% “BHFHEE” ¥ « A, WSAPHZEEFTFRM SN BHEREL R (5) T, SAPKALME
PEAK P B 5
(a) SAP will issue invoices to Partner on a quarterly basis. Such invoices will comprise a list of
Incidents or messages solved by SAP. As long as Incidents or messages are being
processed, they are not invoiced to Partner. Invoices will be issued after resolution of an
Incident or message. All amounts due for solving of such Incidents or messages shall be
payable by Partner to SAP within thirty (30) days of invoice date. Further information
related to message billing can be found at:
(https://service.sap.com/~sapidb/011000358700000007912010E/) for SAP Business One
Message Billing.
SAP B LAZRE N AL AR B . X R S HSAPIT R R I FAFBUH B G R, REEH
FREUH BIETEARE M, SAPFIASMAEETEMCR . FASHEEMIEA ST ARE . X
K BT AR 2 SN AR PR E R EF R Bt =+ (30) RN AT4HSAP. HRHE
o m E £ fF B, W £ W SAP Business One W B it % (
https://service.sap.com/~sapidb/011000358700000007912010E/) »
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8. Termination.
&1k,

8.1 SAP Support may be terminated by either party with 3 months written notice (i) prior to the
end of the initial SAP Support term and (ii) thereafter, prior to the start of the following
renewal period. Any termination provided in accordance with above will be effective at the end
of the then-current SAP Support period during which the termination notice is received by the
respective party. Notwithstanding the foregoing, SAP may terminate SAP Support after one
month written notice of Partner’s failure to pay the applicable SAP Support fees.
WBUER— AT ATE (i) #I46 SAP CRFWIRR&E R 2w, M (i) T At mr, &= (3> ™A
A R — 741k SAP XCEF. i% BIRIUE 2k, REAE ML 7 USRI 2% 38 50 5 0 s i A R0 SAP SR
SR AR REFRNAIE, STEKERSATEH T SAP SZHF K, SAP mikia &tk & 35 s A
—MNHJE, FTRIZ I SAP 3.

8.2 Should Partner order SAP Support after (i) electing not to subscribe to SAP Support with the
purchase of any Software license or (2) SAP Support termination, Partner shall pay a fee equal
to the fees that Partner would have paid for SAP Support commencing from the license
purchase date or the SAP Support termination date, as applicable, plus a reinstatement fee, in
addition to annual SAP Support fees due for SAP Support covering the term following
reinstatement. For the avoidance of any doubt, termination of SAP Support by Partner of the
(i) ASP licenses, or (ii) On-Premise licenses licensed by a Customer, shall strictly apply to all
ASP licenses licensed by Partner, or all On-Premise licenses licensed by such Customer, as the
case may be. Any partial termination of SAP Support with respect to such licenses shall not be
permitted in respect of any part of the Agreement, its addenda, or Order Form or this Exhibit.
WAEVEIKAEAE (1) TOBARTERAEVF TR, RIEFEF A SAP SZRiRS:, B (i) SAP & IEZ J51T1W SAP XZ
FERSS, WIGVEORAERR T ST FEIRSE SAP SCRFJG HUBARR N RIA ) SAP 4 EESCRE SR LAAL, I RIS —2E A,
ZR A EHET AR AT 2 HBl SAP SCRZ b2 H B BLIM € ) RSB SCAT) SAP SCRESR I ik
. NGRS, GEIKEXS (i) ASP¥FRT, 8¢ (i) HE 7 VEal ik i BV ol i SAP SCRrI 2, M
PEREE T HEFAKEFRT BT A ASP 0], BRHH LR P V] AT A A T E BT (RS BLTT e -
ARSI PP VT BB AR TR 43, XTI SR VR AT Y SAP SCRFEAT AR 3B 73 28 1k

9. License Key. The copy of the Software for the Test and Demonstration Licenses licensed
hereunder requires a license keycode. Partner will be provided with the information on how to
download the license keycode within five (5) business days from the date of installation of the
Software on the Designated Unit. The required form to receive the license keycode from SAP must be
executed by Partner and faxed to SAP within the four (4) week period following installation of the
Software. The applicable form and fax number will be included in each installation kit provided to
Partner upon delivery of the Software. In the event that Partner subsequently changes Designated
Units for use of the licensed Software, Partner must be re-issued license keycode for each respective
copy of the licensed Software. Failure of Partner to obtain necessary license keycode for the licensed
Software within four (4) weeks of installation of such Software will cause the Software to have limited
access until such time as the license keycode are issued.

VAT B AU YR A T AR V] R B AR B R P AT % . AR R R E R E
At (5) ALEAN, SAPRUAEIEIKAEIRACE ST FEF T 4AME R . SR DL IURE TRk W SAPIRG T
AR, IFEZRERME (4 AN, BZEms UME T URIE L SAP. SAP SRR fE AT 3 AR, RETERG:
M ZREA PR R BEAH O RAE ML B 5 o A AEAK ARG S O T A FH I FE B 2, SAPL AU AR A f BT
I3 RVFATE A B &N RIAS VRT3 5] . A B R AR AR RETE MRS 226 S5 10 (4D J 3RS VR T8 r B VP PT 254A,
MTEZF RT3 ARAT R, AR AU AR 2 IR
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10.

10.1

10.2

10.3

104

10.5

10.6

10.7

Partner’s Duties towards Customers and SAP

BRIk HEXTZ P A SAP I 54E

Partner will operate its own Customer support during its normal Local Office Times in the
official language(s) of Customers.

BV AR IR AP AR E A, DB TS S AR RS

Partner bears sole responsibility for the provision of services in relation to all inquiries from
Customers.

BRI E R TR P IR B S M IR S -

SAP grants Partner a limited license for the SAP Solution Manager Enterprise Edition which is
provided only for the purposes and for as long as the Partner needs license rights for purposes
of receiving support services for the Specified Software for which Partner has ordered SAP
Support. Partner will inform SAP in writing when its SAP Solution Manager Enterprise Edition is
set-up and fully operational.

SAP # T4 1EMkfE: SAP Solution Manager (i) [fEH 7 REIBWIR]IFIHERVAT, A HEEG1EKE
TELL RGO T . 7R B AT BOR U & 9 AT SAP SCHF M8 B A I X KF IR %5« 76 SAP
Solution Manager (4D [fRR 7 REHR MR B R HEIFEWIBATIE, AEAKEER AT % 2 5
SAP,

If Partner does not comply with the aforementioned requirement, Partner acknowledges that
SAP reserves the right to withhold certain services related to SAP Support and takes further
measures as set out in the Agreement.

WA AR ST EIREESR, SR, SAPIREFHE IRt 5 SAPSCRAA 5K 13 43 IR 55 LA B R AL e
R HE— P Rt R BUR]

Partner will designate a contact person for SAP who will be responsible for support of
Customers and will ensure that Partner’s employees who receive and process Incidents or
Priority 1 Incidents from Customers forward such Incidents to SAP. These employees must be
adequately qualified to provide support and are certified by SAP in accordance with the SAP
support requirements. Partner agrees to use procedures, methods, and tools provided by SAP
Support that are objectively suitable for proactively detecting and correcting typical problems
in the Software. Partner must specify in its support agreements with Customers that
Customers will not send any Incidents directly to SAP but will first contact Partner’'s Customer
support.

GYEAKER ISAPIRIR — LR N, MSUAR P IRMSCHRE, JRB RO IR - S B — R &
PEAKBE 1 o I R AT R 45 SAP . X8 5y TA AR R AR LS HF I 2 08 U5 b, JF 385 th SAPHE I SAP SRR 22
SKEATHAIE. SRR R AT SAPSCIFIR ALY, 200 b id A T = sher P 324 TE 5 0 3004 1m) L AR R P
TTEMILR . SYEKEBITE 52 P 2T SR BCh 18 0], B P A RAT (T S B K IL L5 SAP, TR &
e 5 GAEIKERIE P 3CRE N R IR R

To leverage SAP Support Network, Partner must ensure that the communications connections
between Partner and SAP as well as between Customers and Partner, 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 Support
Portal.

BRIFISAPILREM LS, STEIKFEL TR SRR SSAPZ M LA R % P 5 G EIFEZ M TIEE R, KRR
RRALEFE SRR . RUERRSE PR AR P DU RCRAE B A B 4% o B4 5 i B AT ] 56 =7 2 [l gk
ITRERIVGIBEER . A VEAKE D JUKH I FE SR = AE B R 2 o SAP & WA E 4k £ 4 FH 7/ SAP
Support Portal[ 3711/ ] L8 E MEfE SZ A .

To a reasonable extent, Partner must deploy the tools objectively suitable to solving the
problems named in the Incident that SAP makes available to Partner under this SAP Support
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Schedule at its own site and on Customer systems in accordance with the current SAP Notes
on SAP Support Portal.
EEIVEEN, A1EKELIIRIESAP Support Portal[ S #:1P] EI 4 RTSAP Notes, 7fH C.HIA T M%E
J ARG BB SAPIKIE ASAP SRR MM R S ALK PEAR BRI . 2 W _Eod FH T g e 4 o BT 0 1) ) R

10.8 In order to verify Partner’s compliance with the terms of this SAP Support Schedule, 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 provided by Partner and
NBAEEAEAK AR A SAPST RN SR I 18 0L, S VEIFER T SAPE il 4 A/ 8L i (BADEE—IRIF
IRIESAPHRHERET) LR NERIBRR: (1) AEAKAEATRAE B IR M

10.9 Upon SAP’s request, Partner shall report to SAP the total number of messages received
(support Incidents related to Software) from Customers during a given period of time
regardless of the communication channel through which the message was received. However,
such period of time shall not exceed a maximum of twelve (12) months prior to the date of
SAP’s request. Partner shall provide this information to SAP latest thirty (30) days after receipt
of such request.
WISAPEER, AAEIKFERIAISAPHRE TEARFE WIMR N W P AR B B R (5B SRS, #2it
WEFCRHMITEBERENEREAEN. Ak, MR EA NS SAPIER H AT+ (12) ~H.
R R G, SRR M TE =1 (30) KN HSAPHRALI(E ..

OTHER LIMITATIONS, TERMS AND CONDITIONS

HARFRS] . SO &

(a) The scope SAP Support offered by SAP may be changed annually by SAP at any time upon
three months prior written notice.
SAP 2RI = H R B A G, I aRERE N i SAP #2451 SAP SCHRFRITEH .

(b) Partner hereby confirms that Partner has obtained all licenses for any product, including any
third party product that work in conjunction with the Software.
SYEKERR LA, CRG7 (BIEME=J777 0 S5 g8 Hmpra .

(c) FAILURE TO UTILIZE SAP SUPPORT PROVIDED BY SAP, IN COMBINATION OF A CURRENTLY
ACCESSIBLE REMOTE CONNECTIVITY BETWEEN SAP AND PARTNER (WHERE APPLICABLE),
MAY PREVENT SAP FROM BEING ABLE TO IDENTIFY AND ASSIST IN THE CORRECTION OF
POTENTIAL PROBLEMS WHICH, IN TURN, COULD RESULT IN UNSATISFACTORY SOFTWARE
PERFORMANCE FOR WHICH SAP CANNOT BE HELD RESPONSIBLE.
WARREFIH SAP $RBLK) SAP SZHF HARETE SAP M- 1EIK 18] @257 I RT Al oy 1) o A e Cani& i), v
R Wit SAP WA B A IEETE M R, B S BRAFEREA LR, SAP X CHEA 7133

(d) In the event SAP licenses third party software to Partner under the Agreement, SAP shall
provide SAP Support on such third party software to the degree the applicable third party
makes such support available to SAP. Partner may be required to upgrade to more recent
versions of its operating systems and databases to receive SAP Support. If the respective
vendor offers an extension of support for its product, SAP may offer such extension of support
under a separate written agreement for an additional fee.
I SAP AKIE IS I B AEAK B4 F 58 = 0 B0 TT, SAP NAEH RE = AT SAP MR SZRITEREA, &
XTSI =TT AR AL SAP SR S EAKAE T B TR DK HARAE RGEAEUE T R BVEUEH A, DUE B
SAP (R, WAHRIEN R AL ARG R SR, TEAIT A B P BRI A A S IS LT, SAP IR

P R R
(e) SAP Support is provided according to the current maintenance phases of Software releases
and in accordance with the SAP Release Strategy as stated in

https://support.sap.com/release-upgrade-maintenance/release-strategy.html. For up-to-date
release planning information and further information on services, please refer to the Product
Availability Matrix (PAM) at https://support.sap.com/release-upgrade-maintenance/pam.html.
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WOl R A B % AT 4E 9 B B JF fK #E https://support.sap.com/release-upgrade-
maintenance/release-strategy.html TR SAP BRASKISIRHE SAP SCHF. A RS 10 BOH AR A 11 XI5
B E R, HEMM S RSN (PAM) , MhEA: https://support.sap.com/release-upgrade-
maintenance/pam.html.

(f) SAP will not provide support for Incidents that are in Partner’s or Customer’s area of
responsibility and as a result, for example, from inappropriate installation, unsatisfactory
Customer training, lack of or incorrect business design, incorrect operation or faulty hardware.
BT AEKEEE PSR, HTZEAY. BRI ER . WS BT DA IER . BAEEREE
TR Ao i o 58 R R T P AR PR A, SAP AR BE T RFIRSS

(9) The scope of SAP Support only aims at the resolution of Incidents and problems caused by the
Software if the problem or error can be reproduced in the Software on a standalone basis. SAP
Support does not include usage, integration, interoperability and operations questions or
issues, including any use in conjunction with Partner’s products, which are the responsibility of
the Partner.

SAP SZHERIVE MY R T 15 1) B 12 T DAYE A S A8 B3R b I DL, R R R 3 A i) A4 A0 7] R
SAP ZHAEFE S A= S A AEN MR SR, FEREEMRIERRR, XM HEEK T

(h) Partner shall deploy the Software only on certified hardware and other platforms as described
in the Documentation. SAP shall not be obligated to provide SAP Support if the Software is not
deployed on such certified hardware and platforms.

A AEAK AR R AE G I DAIE TR A SRS BT (R Ao & BB 3R o g AR 30 28 A 1 28 48 Tk DA IE P T2 T
& b, SAP A LML SAP STHF.
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Appendix “SAP Support Services”
Fix “SAP FFRE”

This Appendix “SAP Support Services” defines the terminology for the following areas with respect to
provision of SAP Support. This Appendix does not apply to provision of support for SAP Business One.
Abfs “SAP CHHRS” it SAP TS BB HEE LA N ORI ARG . AR AEH T SAP Business One ik
S5 IR A

Article 1 Technical Requirements

B1% BARER

Technical Requirements for Partner

Bn Er Ak FE B AR EER

Hardware and software must at least meet the list of requirements published on SAP Support Portal
(http://support.sap.com).
TR A A 6 201 22 /i JE 72 SAP Support Portal[Sc##17177] (http://support.sap.com) b AT I ZERIG B

In particular, the following are mandatory:
S 25 R BN R

1. Software
A
(@) Partner operates test systems to simulate and analyze problems for all Software Releases
supported under this SAP Support Schedule
SR E I AT IR R G A SAP SCRF IS IR (K T SR A RUA 34T Tr) LRS00 A 23 A
(b) Remote connection software as required by SAP (SAP Note 35010 which can be found at:
https://launchpad.support.sap.com/#/notes/35010 )
SAP  E Ok oz B % # & # ( SAP @ & 35010 , A T
https://launchpad.support.sap.com/#/notes/35010)
2. Telecommunications infrastructure
FEL 5 S At ¢ it
(a) Fast Internet connection (minimum ADSL, greater bandwidth recommended)
POE M B IMER: ik ADSL, S A 8 i o)
(b) Hotline number
S AR

Technical Requirements for Customer

BN P IBRARER

Hardware and software must at least meet the requirements published on SAP Support Portal.
T 1 RN 40 D6 27 28 /35 SR AE SAP Support Portal [ 321 ] E AR E R .

In particular, the following are mandatory:
TREI) A DO G A2 DA TN R
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http://support.sap.com/
http://support.sap.com/
https://launchpad.support.sap.com/#/notes/35010
https://launchpad.support.sap.com/#/notes/35010

Telecommunications infrastructure
CREE Yy g
1. Fast Internet connection (minimum asymmetric digital subscriber line (ADSL) standard, greater
bandwidth recommended)
PR EICP R CRARAEX RS P 26 (ADSL) Frie, g0l Fl o8 = o)
2. Telephone system

HLIE R
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