SAP Business One Cloud
SAP Business One Cloud

Supplemental Terms and Conditions
R A

This Supplement is part of an Agreement for SAP Cloud Services between SAP and Customer and applies only to
SAP Business One Cloud (the “Cloud Service”). Any documents referenced in this Supplement are available upon
request.

Zo THiRSM) 1, SAP LEEMO SAP (7T Ry—v 2| IZHT2 PE] o8 ThHo, H5 SAP
Business One Cloud (LAF 750 RKY—v ] ) ([CEAENE, 0 RSt TR 5 CEITTT,
FRIS U TRt EN D,

1. DEFINITIONS
1. T

“Add-Ons and Extensions” means a set of Business One Application-related functionality created by, SAP or SAP
partners for use by multiple customers that have been reviewed by SAP in accordance with SAP's program guidelines
for Cloud Service Add-ons and Extensions.

[7 FE U ROBEIEBRE] L1, HEROBRIC I AHEA DI SAP UL SAP O/8— b F—(Z X » TER S 1.
SAP O [ 7 Z 0 Ry —EROT KAV LROIEEMKRE] O v s T L4 R4 ZiE-> T SAP IZ K VRS LT,
[Business One 77U A — 3| BEEOBE—XE2 W15,

“Business One Application” means the SAP Business One, version for SAP HANA software application.

[Business One 77U A — a3y Lid. SAP HANA VY7 v =7 77U 7r—3 3@ SAP Business One /73—
TarE i,
“Business One Company” is a Business One Application object that represents a set of master data, configuration,
reports and  transactions that represent a Customers business unit / legal entity.
This object may also represent an overall purpose or state of that business unit, division or legal entity. For example,
as production, test, training, development or archived company. In the Cloud Service this object is contained in a
HANA database schema and maybe copied and restored to represent one or more of these states not to exceed the

number of Business One Companies licensed by the Customer. Additional Company Databases may be added via
subscription by the Customer as required with the metric “Entities”. Entities are the total number of legal entities.

[Business One Company| &%, B&DEBHMNENIZYTHT—H, M, VA—FEOR Ty var
— X &% £ F [ Business One 7 7 U & — v 3 v | O F 7 ¥ = 7 b & W 9
COFT Ve MIFE, YEEERM, HEUEAORERNR B XIIAT— R ER LTS, HlzZETFs L,
ABE, TALN, bL—=v7, B¥. XIET—BA 7HD Company MdHb, [7T70 Fy—vR] NTIOA
TV ME HANA T —HZ _R—=ZAAF—<|ZEENTEY ., BRI T Sz Business One Companies @
BEZBARWEHT, ZRHDAT— D95 1 DUEEZRTTZOICHEBEOMETLT 2 2 LR TE 5, LEIC
LT, BRIEIA NI v T2 T 47 4 — 1 IZKVY TRV T a kB LU TS HIZ Company Databases %
BT 52 ENTED, 2747 4—1 IE IBAOGEHEETH D,

“Connectivity App(s)” means any integration technology whose primary function is to directly connect disparate
applications to enable the direct communication and/or management of data between such disparate applications
by/through such integration technology.

BT 7Y ) LiE MOELOHET 7 /) no—T, TOELLHEN, BREOT 7Y 77— a & BB
LT, BOMET 7/ a Y —IZ X002 8807 7Y r—y a U TOBESEN2@8E RO/ UTE % ATHE &
THHLDOEWND,

“SAP Technology Solution” means means SAP NetWeaver Foundation for Third Party Applications, SAP Cloud
Platform (excluding when used solely as a Connectivity App between an SAP Application and ERP) and SAP loT
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2.1.

2. 1.

2.2

2.2.

2.21.

2.2.1.

222

2.2.2.

Application Enablement (including any renamed and/or successor versions of any of the foregoing made generally
available by SAP (if any))

[SAP 77 /JuaP—Y ) a—ay] &, SAP NetWeaver Foundation for Third Party Applications, SAP Cloud
Platform (85 [SAP 77U /r—3 2] & ERP MO T#EHET 7V | L LTHEASATWLHE 2R KT SAP
IoT Application Enablement (SAP 12XV —fRICIEEEN TS, RIEEOAMEE SNTo 3 —T g OB —
TarEglh (bOHE) ) BV,

“Services Description” means the document made available by SAP describing the services provided by SAP as
part of the Cloud Service available at htips://www.sap.com/about/cloud-trust-center/cloud-service-level-
agreements/cloud-services.html?search=business&sort=title_asc. The Services Description may be updated by SAP
from time to time, subject to the relevant provisions in the Agreement.

MP—EZARERA] i3, (77T Fh—E 2] O—BRLLTSAP oIS —E AL L7, SAP |

L oTEEHINS XE%2 I (https://www. sap. com/about/cloud-trust—center/cloud-service—level-
agreements/cloud-services. html ?search=business&sort=title asc {Z48#) ., TV —EANERHA] X, TAH
1 ORET DEEICTES T, BilF SAP IRV EHINDHERH D,

“User” means, for purpose of the Cloud Service, individuals authorized under this Agreement to access the Cloud
Service.

[—W—] &ix, (777 K= 2BV, TR ICESWT 7T RYy—E R &7 7 8AT
LHER AT G SN A Z WD,

FEES
¥t

Named User Exception. Users of the SAP Business One Application which interfaces to a separate Customer SAP
ERP installation (‘SAP ERP on-premise’, ‘SAP S/4HANA on premise’ and ‘SAP S/4HANA Cloud’) are not required to
be licensed as SAP Named Users under Customer’s agreement with SAP or an authorized SAP affiliate for such SAP
ERP system.

Beg—P—0FIS BEDRID SAP ERP A A hL—3 g ( [SAP ERP 4> 7L I A] . [SAP S/4HANA # >
fViXJ\&UF%PW%MACMMJ)A@4V5_71—X%ﬁOSMFMQ%%Om77U5_VaVJ
Oz—HF—L, Yi%D SAP ERP v A7 AIZRET 5 SAP UIRRE S N7z SAP Bt & OFE ORI SAP
F%ﬁi—#—J&LTﬁ%%ﬁ A PRSP AL A AN

SAP Business One Cloud Starter Package Edition includes the following User types and is subject to the following
conditions:

[SAP Business One Cloud Starter Package =5 (< 3 | IZiX. ATD [o—%—) OFEENEG EI. FiLd
S S D,

Starter Package User is a User who performs operational related roles supported by the Starter Package Edition.
The Starter Package User does include the rights granted under a Mobile Application User and Indirect Access User.
The Starter Package User does not include the rights granted under a Professional User. Microsoft remote desktop
services are included in the subscription fee.

Starter Package User (%. [Starter Package =5 43 3] Lo THAR— b INDEEBEORE 22T
5 [o—4%—] Tdh D, Starter Package User (2%, Mobile App11cat1on User &N Indirect Access User T3
DSEHFHEEINAIMERIDNEG EN D, Starter Package User 21X, Professional User (2323 &#3E SN AMERNTE
FAR, Microsoft VE—FTFAY by 7 — L, T A7 VT a UESICEENLD

The maximum number of Starter Package Users in this edition is five (5). If Customer requires more than five (5)
Starter Package Users, all Users will need to be Professional or Limited Users under the SAP Business One Cloud
Professional Edition.

ZDTF 433 D Starter Package User DI KRIKIL 5 Thd, BEN b Zi#x D Starter Package User %
VB LT AEAIT, T _TH T—4#—] 7% [SAP Business One Cloud Professional =TF 43 3] OHET
Professional User X|% Limited User T&H D Z & NI D,
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2.23.

2.2.3.

224,

2.2.4.

2.2.5.

2.2.5.

2.3.

2. 3.

2.3.1.

2.3. 1.

2.3.2.

2.3.2.

2.3.3.

2.3.3.

2.3.4.

2.3. 4.

The minimum requirements for the Business One Cloud Starter Package Edition is three (3) Starter Package Users.
[Business One Cloud Starter Package T 4 3 | Of/NE{EIL, Starter Package User 3 AN T&H 5,

The Starter Package User cannot be combined with any other User types.

Starter Package User %, TDMOFEED o —H—| LHAEDLEDLZ EITTER,

One (1) Business One Company is included with the SAP Business One Cloud Starter Package Edition. Additional
Business One Companies may be added via subscription by the Customer as required.

[SAP Business One Cloud Starter Package @5 3 =3 | |Zl%. Business One Company 7% 1 D& FEN T 5,
VBTG U T, BEIEY 7 A2 U 73 a3 125D Business One Company % & HICBMTHZ &N TE S,

SAP Business One Cloud Professional Edition includes the following User types and is subject to the following
conditions:

[SAP Business One Cloud Professional =5 4 ¥ =g y/] (ZiZ, UFD Ta—%—] OfENEGEN., FieDOfMt
NEM IS,
Professional User is a User who performs operational related roles supported by the Cloud Service. The Professional
User is needed to administer company specific settings in the Business One Company and work with Production and

Material Resource Planning (MRP). The Professional User does include the rights granted under a Mobile Application,
Limited and Indirect Access User. Microsoft remote desktop services are included in the subscription fee.

Professional User IX, [/ 77U RK$—bE 2] [ZX-oTHAR— P EINIEEBEOME 2T D [2—%—] T
» 5. Professional User IX. Business One Company 2% 45 Company [HADOHREZEFL., #iELW
Material Resource Planning (MRP) ZfEH 3 2 7-DIZMETH D, Professional User (ZiE, Mobile Application
User. Limited User K& TN Indirect Access User IZHDXHHEINAMENNEEN S, Microsoft UE—FTFT A
J Ry TV —ERI, TRV T a Bl EEND,

Limited User is a User who has access rights to the Cloud Service functionality to support operational processing and
information requirements in a specific role. Each Limited User can be requested as one of these roles: CRM, Financial
or Logistic. The Limited User does include the rights granted under the Mobile Application and Indirect Access User.
Microsoft remote desktop services are included in the subscription fee.

Limited User (%, J%E OB OFFED v —/ W 2EREGZ YR — 132 (7T 7 Fh—e 2] OBEREIC
SHTAT Vv AMEAT D [2—Y—] THD, % Limited User 1%, CRM, Financial, XI% Logistic dW§i
PO —)LE UTERTAZENTE S, Limited User 121, Mobile Application User K& TN Indirect Access
User IZHDSEHHSINDMENNEGEND, Microsoft VE—FTRZ by 7Y —E AL, 727 T a8
BICEEND,

Mobile Application User is a User who has access rights to the ‘SAP Business One Sales’ or ‘SAP Business One
Service’ mobile application only. It can access SAP partners and customers’ Add-Ons and Extensions. Microsoft
remote desktop services are not included in the subscription fee.

Mobile Application User I%. T[SAP Business One Sales] X% [SAP Business One Service] E/SA /LT 7V
= arDH~OT IR AEERT D [2—%—] Thd, ZOax—F =L, SAP O/3— M F—ROBEED [T
RA > R OYEERMERE) (CT7 7B AT 5 Z &M TE D, Microsoft YE—hT A7 by 7 —ER X, 727V
Ta UBeIZE Eh,

Indirect Access User is a User authorized to access SAP Business One via its application programming interfaces
only. It cannot access any of the user interfaces (desktop and mobile) developed by SAP. Microsoft remote desktop
services are included in the subscription fee.

Indirect Access User 1%, FOT7 XV r—avrralII 00402 —T7x2—ADH%EI LT SAP Business
One ~7 7 EATHHEREGEZHNTNWD [2—%F—] ThDH, SAP BB LILa2—PF—A L F—Tx2—X (TR
I Ry TRPENRAN) OWTHUZHT 78 AT DI T TEARN, Microsoft UE—FFAZ by 7 —E R,
VTR T a UEMEILEENS,
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2.3.5. SAP Business One Indirect Access by non-employees is an Instance authorized to access SAP Business One via its
application programming interfaces only. It cannot access any of the user interfaces developed by SAP (except the
login and password screen). It cannot be used by employees and contingent workers (including statement of work-
based consultants, independent contractors; freelancers, other outsourced and non-permanent workers who are hired
on a per-project basis). Instances are unique connections to a single specified application or technology type. The
SAP Application(s) and their required instances can be used without additional license fee. For the purpose of this
Section, “SAP Application(s)” means all SAP software (including third-party software licensed by SAP) licensed under
a license agreement with an SAP entity/authorized partner and/or SAP cloud services for which Customer has a valid
subscription, excluding SAP Technology Solutions and all database Packages. Microsoft remote desktop services
are not included in the subscription fee.

2.3.5. SAP Business One Indirect Access by non-employees (L. €D 7 7V r—varr7nl oI X —T7x—
ADFH%EI LT SAP Business One ~7 7B AT HHERE G2 HNTNWD (42X A ThbH, SAP BHFEL
Fra—P— A =T 2= ZADWVPTRICHT 7R THZ LT TERY (074 U ROV RAT — FOBEZERL) |
EEBEROBGRERE (EEHMEBICESS av gy b MEKE, 7V—FV A, Tom7ray=s N2
LICEH EN TR T BE R OIEEHEREFE L) IIhEEHTLIZEnTERy, A2 RAZ U Z] IF,
1 DORFEDT TV ir—3a U XUIEHZ A 71T 2EA 0O CTH D, [SAP 77V r—a] ROFDY
BV AZRT, BMOT A2 AR UTHEATES, RFRIZBWNT, [SAP 77U r—vay) &id,
SAP {EN/FREN—FF—L DT A B AT S EHRAMETHEINDTITO SAP VY7 v =71 (SAP (T
FOBERAMETFHINDIE=FY 7 b7 258) | KO/ XTBEPNANRT T A7) a2 LT05H
SAP 757 Ry —vx] (ISAP 77 /ud—VVa—ar] FOTRTOT—EZR_R—R [(Ryhr—) 2K
<) ZW9H, Microsoft VE—FT A by 7Y —E R L, YT R7 VT a3 VEEEIZETRRN,

2.3.6. The minimum requirements for the Business One Cloud Professional Edition is three (3) Professional Users.
2.3.6. [Business One Cloud Professional =5 4 3| Ofg/NEMIX, Professional User 3 A Tdh 5,

2.3.7. Two (2) Business One Companies are included with the SAP Business One Cloud Professional Edition. Additional
Business One Companies may be added via subscription by the Customer as required.

2.3.7. [SAP Business One Cloud Professional =5 4 3 3 ] IZI%, Business One Company 7% 2 D& FNTW5,
BIZS U T, BRI 7T A2 Y 729 02X Y Business One Company & & HITBIMT 52 LN TX 5,

3. CLOUD SERVICE SCOPE
3. 27 79 By —E XDOHHE
3.1. The Cloud Service includes the following core SAP Business One modules
3. 1. (75 R —E 2] 12id, LFIZRHT %S SAP Business One OHEEEY 2 —ANWEEN 5,
e Administration e Financials e Opportunities
o HH o ¥ o EfF
e Sales— AR e Purchasing — A/P e Business Partner
b fk7e - A/R [ S - A/P e EVURAN—|F—
e Banking e Inventory e Resources
o YT o fEE o UY—2A
e  Production e MRP e Service
o EpE e MRP o H—EZX
e Human Resources e Project Management
o AHEH e Tuvx/ NMEH
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3.2.

3.2.

3.3.

3. 3.

The Cloud Service includes a runtime version of SAP Crystal Versions for SAP Business One. SAP provides
preconfigured SAP Crystal Reports as a part of the Cloud Service. Such SAP provided reports are available to all
Users without additional subscription fee.

[7 57 RY—E R 2%, SAP Crystal Versions for SAP Business One DT v Z A LX—T g UG ENTH
%o SAP 1X. 750 Y —t 2] O—FL L THAMENGEAD SAP Crystal Report Z##Hd 5, SAP A32fkd
00D VA= ML, BMOYT A7 VT a vBadBETL2 Lk, 7T Ta—¥—] BRIAARTH D,

The Cloud Service can only be used with the localizations supported by the Cloud Service. The Cloud Service will be
issued 'per localization'.

770 RYP—v2] Br—hYE—varahR—-—FLTWIGEAICOHR, [7T70 Fh—E 2] 2HTE 2,

[VZ 9 RP—E R X, e—HVB—varTi) it sns,
IMPLEMENTATION SERVICES.
BAY—ER

The Customer is responsible for the initial set-up, configuration and any integration of the Cloud Service. Some set-
up and/or configuration effort is required to use the Cloud Service and is not included with a subscription to the Cloud
Service. The Customer may contract with the authorized SAP partner from whom the Customer has purchased the
SAP Cloud subscription.

BEIX., 770 N —vx] ofiflty b7 o7, FELAOHMEIZOWTETLEZAS, 77U K—vx] %
T 2720IZF—FEDE Y N7 v 7RO/ NIREDIEENLEL 7253, 777 Kb —EX] OB TRT Y
Tra I EERTW R, BEIL. BN SAP 777 ROV TRI YT a o w#EALLERE SAP /S— |
F=EBREFES LN TE D,

SUPPORT SERVICES
PR — by —ER

SAP provides support services for the Cloud Service in accordance with Attachment 1 to this Supplement. SAP
operates a shared support model for the Cloud Service in which certain services will be provided by the authorized
SAP partner from whom Customer has purchased the Cloud Service subscription.

SAP X, T THIESEM) o THEASCE 1) Wity 1799 Fh— 2] [T 5 R— b — 22 k45,
SAP X, 777U FR¥—t 2] OSHEPR—-FETAEZES LT, ZOTTATIE, BEN 770 Kh—E
2| DY T ATV a o EBALERE SAP S— N F— b — AN I N3 B4R H 5,
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2.1.

Attachment 1
BMIGE 1
To
PIE 3
SAP Business One Cloud
SAP Business One Cloud

Supplemental Terms and Conditions
RS

Support Services for SAP Business One Cloud

SAP Business One Cloud O¥R— rP—E R

This Attachment 1 (Support Services for SAP Business One Cloud ) describes the Support Services provided by SAP
to the Customer for the Cloud Service. All capitalized terms not defined in this Attachment shall have the meaning
ascribed in the Agreement. SAP may modify the scope of the Support Services from time to time at its own discretion
in accordance with the terms of Agreement.

ZD TERATSCE 1) (SAP Business One Cloud OV AR— k¥ —ER) 12X, 7T 7 R —EZX] 122\ T SAP
NOBFIZRMEIND YR — M —E2] BRI TND, 20 HRMNTE] TERINTWHARWT X TOH
it O HFEE. TREK) CEDDIEREATHHOET D, SAP X, [REH) OFMHIiE-T, B0k
BICEY, fER TR —Fr—E 2] OHAEZEETHZENTE D,

DEFINITIONS:

T

“Incident” means a fault, an error or a malfunction of the Cloud Service.

(AT Rl LiE 770 Fh—E2]) OREE, R, UIREEE2EKRT 2,

“Initial Reaction Time” means the defined time between acknowledgement of entry of an Incident and the
provision of a qualified response to the Customer. At priority "very high", the time is measured in real time. At all
other priorities, the time is measured in business hours between 9am and 6pm local time.

MEIHIRERERL L3, T T M ORELBM LR OBEIHS U THRE IR DIGENRINDF
TORMZW D, B TRES) TIE RRIZEBRORRESFH SN D, €OMT ~TOEEETII, Hitto
EHERERET 9 B DR 6 Bk TOMTEHE S,

“Maximum Processing Time” means defined time acknowledgement of an Incident and provision of a solution or
a workaround to Customer.

TR RALERFRE] LiX. T 2T M OB b MRR I ERER P BE RIS N D ETORMEZ W,
“Support Services” means the services outlined in this Attachment 1.
PR— b —ER] &iF, 20 HAE 1) ICEfshizy—e2z0n ),
SAP SUPPORT SERVICES RESPONSIBILITIES.
SAP HR— F P —ERDEHE
SAP will not provide Support Services under the following circumstances:

SAP 1Z, A FORETIE Y R— o —E 2] ZRHEEL A0,
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2.11.

2.1.3.

2.2.

2. 2.

any problem that arises because the Cloud Service was altered without SAP consent or that arises from the use of
the Cloud Service in breach of the Agreement.
SAP ORIBARLIZ T7 70 R —E R BWEINZOICAE T, Xk TRZER) @K LT 777 Fih—
ER | R LA CE
any problem that arises in connection with the use of the Cloud Service that was not distributed by SAP as part of the
Cloud Service, even if such products are delivered together with the Cloud Service.

757 K=t R] O—HL LT SAP ICRVEAMSINTZHDOTERW 1770 Fh—v ] OfHICEEL T
ATTZME (Db 8EAY% 1770 RYh—e ) SRRt En GG bEaENn D)
that results from inappropriate configuration, unsatisfactory Customer training, lack of or incorrect business design or
incorrect operation.
NGV, AT REED b L—=2 7 EVRARGIB KM LTS 03 L IEAREMRZ & XFR-7z
EAICERT 256
The following activities for the Cloud Service are part of the of the shared support model between SAP and the
authorized SAP partner from whom Customer has purchased the Cloud Service subscription:

729 R —E x| ICBETHLUTOEEIZ, SAP EBEEN (770 Ry —v X)) o727V TFvarzEAL
ToBRE SAP /N— P —[O Y R — METICEEND,

Activities SAP Partner

TIT4ET 4 SAP N— pF—

Infrastructure and Server Management

AT FA LTI F ¥ —ROY—"—FH

Server Management (all servers) up to and including the OS X
Y= (Y ——) (05 &5&Te) X
Server OS and Network Infrastructure Patch Management X
P—N— 08 KOFy hT—=F AT TFTANT I F % —D5y FEH X
Network Management X
Xy NI — 7 EH X
Initial Landscape configuration X
W Z > B2 — 7k X
Initial Installation and configuration of the landscape with associated components X
Ty RAr =T Ll R—R 2 b OIHIA A b=V RO X
Initial and ongoing Server configuration and management X
I B ORAST R 72 B — 7S — AR R OV B X
Backup Services X
Ry 7T T —r A X

Monitoring

B

Infrastructure Monitoring (Memory, CPU, disk) X
AT ITANT I F v —Bl (AEY—, CPU, T4 Z2) X
Capacity Monitoring X
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Activities SAP Partner
TI2TA4ET 4 SAP R— FF—

ER AN ) X

Security
TXx2UT 4

X

Network Infrastructure Security (i.e.: Firewall, IDS/IPS)
Xy NT—=I A TTANT I F v —DFXa VT4 (I7A4T 74—/, IDS/IPS)

<

Server OS Security Patching
P—R— 08 OEX=UT 43y FiEH

= X

Access Security
TIRAEX2 YT 4

= X
X

DDoS Monitoring
DDoS E5fH

= X

Security Software: Anti-Virus
X2 VT4 VTN =T T T TR

=~ X

Application security vulnerability and penetration testing and application security X
auditing X
TV r—=varob®a )T 4 MHHET A FROMBEAT A~ XRCT 7Y 7r—
vartxal T O%E

Secure custom application development X
EXaTRHAZ LT TV r—a V% X

X

Security incident management related to hosting environment
RAT 4V TBREICHEET 2 X2 ) T 44T v NEHR

<

Security incident management related to non-SAP application code (initial alerting)
FSAP TV —vara—RNIEETLIEX 2V T4 AU TV NER (W7
7 — MFEH)

= X

Security incident management related to non-SAP application code (mitigation / X
remediation) X

FFSAP TV —vara—RIEETLIEXF 2V T oA U7 v NER (BB
)

Database Management
T —HR—2EH

X

Database installation and configuration
T —H = A DB N O

<

Patching of the database
T =B R_—= 2Dy F i

= X

Database backup and restore
T =B R=ADNy I T v T ROETL

= X

Database monitoring
F— g R AR

=~ X
X
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Activities SAP Partner

TI2TA4ET 4 SAP 28— hF—

End User Lifecycle Management

TV Fa—YF—F 4 7 A I NVEH

Provisioning of new End User tenants X
FH = Ra—F—) FFrhoFmeva=r7 X
Creation and control of End User user access X

[y Ra—HP—] O2—% =7 7 & ADIER K& OHl# X

Deployment of extensions to the landscape and to End User tenants X
SRR =T R T2 Fa—H—| T M DILERRED T 7 o A X
Upgrade of End User tenants to later SAP Business One patches X
SAP Business One DLW H LWy F~D T2y Ka—H—] TF bOT v 7S X
L—FK

User Acceptance Testing X
a—PF—ZFANT A K X
SAP Business One Cloud Landscape upgrades X X
SAP Business One Cloud 7 ¥ KA —70D7 v 77 L —K X X

Support & Incident Management

PR—FRUOA VTV NEH

First line support. Support Level 1 X
—HR—F, H 1 LU R— | X
Create new incident based on automated alerts or support request by phone or email X

from End User X
HE7 77— hXiZ T Fa—H—] hoOEWRE LIFETA ML DY AR—F

U7z MIESLS A 7 FOER

Capture incident details X
£ VT RO X
Categorize incident X
AT NDOSE X
Prioritize incident X
AU VT N OBESNEN AT X
Investigate and diagnose incident reporting by End User X

[y Fa—H—] [CXV@E SN A v T v FOREKROZE X

Assign incident to appropriate support group within SAP for resolution X

R DT=DIZ, A T v b SAP WOy R— bt 7L —712E D YT X
3. SHARED SUPPORT MODEL
3. SHEYR— FETI

Under the shared support model for the Cloud Service, together with the authorized SAP partner from whom
Customer has purchased the Cloud Service subscription, SAP provides Support Services. In this model, the
authorized SAP partner acts as primary support contact to the Customer for the Cloud Service. This means that the
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4.2.

4. 2.

5.1.
5. 1.

authorized SAP partner will receive all inquiries and Incidents from Customer and will provide primary support for any
Incident raised by the Customer for the Cloud Service on behalf of SAP per its Customer contract.

(770 RYP—ER] OHHEYFR—FETALOL E T, SAP X, BEN 779 Ky —EvX] o727 Y7
TarEBEANLRERE SAP NX—hr—tdiz, [HR—F -t R 2T 5, ZOFTT /LTI, BE SAP
N—rF—i%, (770 RSy—E R IZHETHIEEO KLY AR — MEERYEOREEZH S, Zhux, BE
SAP /8= b =23, TRTOEMET [T M ZBEPLZTRY . 777 R—EX] (IZo0T#EE
DL T4 F v b IZOWT, SAP ORFEEEKNTHESNT, SAP 18> T—k I R— F 24232 &
FERT S,

CUSTOMERS RESPONSIBILITIES
BEDRE

Customer will designate two (2) primary users that will raise and respond to support Incidents. Customers shall
provide to SAP and the authorized SAP partner contact details (e-mail address and telephone number) by means of
which the Customer contact or the authorized representative of such Customer contact can be contacted.

BEIT, YAR—F Ao F o b 28EL, SlhbizrTEa2—Y— 2 L4244 T5b0LT5, BEIL.
AR ORI H X IFAE O DB Y Z OMRE2 AT 5 REH L EK AL Z &N TE 5, KOS
HETA—NT RUAROEFEES) 2, SAP LOGRE SAP X— hF—Z#fk3T 260 L35,

To receive support services hereunder, customers shall reasonably cooperate with the authorized SAP partner and
SAP to resolve support Incidents, and shall have adequate technical expertise and knowledge of their configuration
of the Cloud Service to provide relevant information to enable the authorized SAP partner and SAP to reproduce,
troubleshoot and resolve the experienced error such as, by way of an example, instance name, username, form name
and screenshot.

AFNIES PR — M —ERA2ZIT 57201, BRIT, BHREH TBE SAP /S— M —RO SAP L))
LTHR—b STy b 2ffRT2b0L L, E@EE. BELIZT T —&RE SAP /38— b — KT SAP
MEB, N7 TN a— NROFAETE D L) ICHEE#RE (ol 2EAM VAX U RE, 22— =4, T+ — b4,

RUAZ Y —rvay MREICED) #2701 07k, BHO (750 Fy—E 21 ORI BT 5 5

Heli B OSBRI ENTS A 2. TR T AUE 2R 720,

INCIDENT HANDLING

AT v MLE

After receipt of the Incident, the following will be performed:

Moy Ty b Otk LFREREN D,

e  Check if Incident report from Customer is complete and if necessary, obtain missing data and information from
Customer.

o HENLD (4T U b VLRA—IBRERETHLIPHER L., LERGAIZ. ARLTNDHT —X KUERE
BEP DI 5,

e Prepare a comprehensive description of the problem which is the basis of the Incident, which shall include all
steps that led to occurrence of the Incident, full syntax of the problem message and surrounding system variables
or factors.

. v TF b ORRTHLBBEICET 2 aFEMRERREERT 2, Zhidix, 1T b OFEIL
ELHETOTRTORME, BEA Y=V, KOZHEERD &AL VAT AORERG ITERZREEN
L2b0DET D,

e Search for available SAP Notes and assign them to the Incident if relevant.

o FIHTHEZR SAP Notes ZMRE L, BN LIcbDZ T4 2T b ~EIY Y TS,

e Search for errors using the data provided by Customer.

o WRICIVRHINILT X EFEA LT —D/RIR,
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5.2.
5. 2.

Reproduce and isolate the Incident in the Customer’s Business One Company or their own test environment with
similar releases.

J#% D Business One Company XIIBEENFIATAHEEEDOY UV —ADT A MENT IV FT 0 b #HH
LT, MRlEd 2,
Analyze if the Incident can be attributed to a defect of the Cloud Service.
(Moo T bl B 1770 FYF—E 2] ORMIZEE LD RIS OV T 2,
Propose appropriate workaround if the Incident cannot be attributed to a defect of the Cloud Service.
AT b OFERR 1750 RY—E 2] ORMBIZIFESNRWIGEIL, BURERREZRET 5,
Submit the Incident to SAP if the Incident can be attributed to a defect of the Cloud Service and if no SAP Note
is available to solve the Incident.
Ay T b BN 1770 Yy —E 2] ORKBICERTDAEEERHD . 20 T[4 vF7 v b ORITH
FIT& % SAP Note BWFAELRWESIL, Ao Ty b & SAP IZFERD,

Incident prioritization:

A T v S OERIERAT

Priority Definition Response Level

B EE R L)L

Very High A problem message or Support Case is Targeted Initial Reaction Time:
BB categorized with the priority "very high" if the SR o Bk

problem has very serious consequences for

normal business transactions and urgent work

cannot be performed. This is generally caused by | 60 43 (U 7 /L% A L)

the following circumstances: Targeted Maximum Processing Time:

MERER I CRLA TCEEDOE TR A T oY B REMBERE o Bk

Ta U THEERLTRY, BROEFEETT

ERVWEAI. [V R— b r—2] OFEA Y

TV OERIEMIE TREk] IhEshd, 2

AUT—HRANZ, AT D &9 2RI RIR & 72 5

e Absolute loss of the Cloud Service

(70 RY—v 2] B—UFIATERWN

e  Malfunctions of central SAP system functions
in the production system of the Customer

o FHEROAKEET AT HIBITEHK SAP
2T LEREDOAREE

e Delays to the planned production startup or
upgrade within the next 3 workdays.

o KD 3 EHEHUNIZTEIN TV DEHHH
GXNLT v 7T L— RO

e The problem message requires immediate
processing because the malfunction may
cause serious losses.

o AFREAVNERBRBEIRZLTZOLTIREELD
L0, MEA Y=V EBICALER LA
BEIERARANN

60 minutes (real time)

8 hours (real time)
8 W] (U T H A L)
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Priority
BRE

Definition

&

Response Level
X LU

High
B

A problem message or Support Case is
categorized with the priority "high" if normal
business transactions are seriously affected and
necessary tasks cannot be performed. This is
caused by incorrect or inoperable functions in the
SAP system necessary in the actual situation.
The problem message requires immediate
processing because the malfunction can seriously
disrupt the entire productive business flow.
WEDOETRANT W7 v a VRGN e 5 R
KO, BEAEENFTCEARVEAE, 4K
— bR OBBEA v E— ORI T
Sel ITHEEND, THUE, BRTLER SAP
AT LN OBERE DR EEIRCENMEAR BANRIA & 72
%, ZOMEA vy E—Y0HRE, FEAVEKEE)
D¥FB 7 —kEE L HET AN H D57
B, I D LR D D,

Targeted Initial Reaction Time:
WIS B R 0 B AR

4 business hours

4 E FEREH]
Targeted Maximum Processing Time:
I FALBRREfE 00 B A

2 business days

2 EH¥H

Medium

A problem message or Support Case is
categorized with the priority "medium" if normal
business transactions are affected. The problem
is caused by incorrect or inoperable functions in
the SAP system
WHEOETRANT VY7 v a VRN EEZITD
BEx, MR- r—2] OREAYE—YO
BERNEALE Ty o ESnD, ORI,
SAP ¥ AT L OHERE DRREMELENEAN B AR K &
2%,

Targeted Initial Reaction Time:
WIHIGE R O B g

8 business hours

8 HEMFH
Targeted Maximum Processing Time:
TR AV o B g

4 business days

4 EHH

Low

1%

A problem message or Support Case is
categorized with the priority "low" if the problem
causes few or no effects on normal business
transactions. The problem is caused by incorrect
or inoperable functions in the SAP system that
are not required daily, or which are rarely used.
MEPRBEO XA NT YT v 2iZE
EXITE ST EEBLRITIRWEAIE, [
R— b r—2] OEBEA v &—Y OEEIERIX
MK lomoEEnbd, ZoMEE, BENCHE
Lanpun, FFLAEFER SR SAP &
AT L OBERED AT ELENER B 2N & 72 5,

Targeted Initial Reaction Time:
HIHIEZ I R] D H AR

16 business hours

16 E HERFH]
Targeted Maximum Processing Time:
I RALBRIE[R] o> B A

8 business days

8 EHH¥H
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