SAP S/4 HANA cloud editions
SAP S/4 HANA cloud editions
Supplemental Terms and Conditions

R

SAP and Customer have entered into an agreement for a subscription to certain SAP products and
services (“"Agreement”) pursuant to which Customer is subscribing to one or more of SAP S/4 HANA,
cloud enterprise editions, SAP S/4 HANA, cloud marketing edition, and SAP S/4 HANA, cloud project
services edition (each, the “Cloud Service”). These Supplemental Terms and Conditions (the
“Supplement”) and any modifications to the Agreement made herein apply solely to the Cloud
Service and not to any other SAP product or service.
SAP LEEIL., —E®D SAP DGR OV —E R T LY 7 A7 U7 a AT 538 (LT TARRA))
EROELTRBY ., ZUTHt-> THEEIX, SAP S/4 HANA, cloud enterprise edition, SAP S/4 HANA, cloud
marketing edition, &t SAP S/4 HANA, cloud project services edition (ZhEh% 1777 K¥—b
A EW9) O 1 DLUERZHT AV TAZ Y T arER LA, ZORESEM LT eSS ) o kO
AEIZBWT TRER ) I3 L TEERMTONSGEICEN ORI, (777 FYh—E R ORI S,
Z O SAP BT T — BRI A S e,
1. Cloud Service
1. 779 F¥—EXR
1.1. The Cloud Service is comprised of separate editions, SAP S/4 HANA, cloud enterprise
edition, SAP S/4 HANA, cloud marketing edition and SAP S/4 HANA, cloud project services edition,
each of which must be purchased separately. For purposes of this Agreement, the Cloud Service
shall mean those editions for which a subscription has been purchased by Customer.
1.1. [(7Z7 0 Ry —E X 1, WlxD=T 43 ThHb,. SAP S/4 HANA, cloud
enterprise edition. SAP S/4 HANA, cloud marketing edition. X% Ut SAP S/4 HANA, cloud project
services edition THIF SN TEY . TN HIFENENIEBEA LT ude by, TRER ) 120\ T,
(777 Ky —vR)] Lid, BENZOY T A7 VT av®BA LT 1 a i),

1.2. The Cloud Service includes two systems — one for system set-up and quality testing
and a second for production. No additional systems are included in the subscription for the Cloud
Service.

1.2, (7T R —ER| ITIZ2DODVAT ANEGEEND, 1 DEFETVATLOEY R T v

TEORETA M, 9 1 DIFABBHTHDL, 777 RP—ER] ICKTHHTR7 YT v a i,
FNLLED VAT KFEENR,

1.3. The Cloud Service includes core language and localization packages that are
specified in the Documentation. SAP may make available additional language and localization
packages for an additional fee.

1.3. [(7F0 Ry —EX] 121F, [R¥aArT—rvay) RSN EESHELD T —
AVEB—=va Ny r—UREEND, SAP L, BIEHEIZ T, BNMOFEATRr—A ) E— a3y
TV EREMHTL LN TE D,

1.4. The Cloud Service may include one or more integrations with Third Party Web
Services. “Third Party Web Services” means (i) any and all web services made available by third
parties (other than SAP, SAP SE and/or any of their affiliated companies) that are accessible
through or enabled by the Cloud Service, and (ii) any and all application programming interfaces,
web service definition files, and other materials made available by or on behalf of such third
party web service providers to facilitate the access to and use of such web services. Third Party
Web Services are not part of the Cloud Service, and Customer is solely responsible for any use
of or inability to use Third Party Web Services by Customer or its Affiliates. Customer agrees to
comply with all vendor terms and conditions associated with the use of any Third Party Web
Services. SAP support and System Availability do not apply to any Third Party Web Services.
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1.4. (75w R —bE 2] 1Tid., [E=FD Web +—t' 2] LD 1L LOKENEGE
N GERH5, H=FHD Web —t 2] L%, UTEZV9, (i) H=F (SAP, SAPSE, KUY/XIZ

FNOOMHESHERS) Lo TRitshD, [I—EX] ZBLTT 7 EATEDN, XX [Z7F0F
= A ITLoTHEILENDTTD Web —E 2, W (i) »1DHHE=4D Web y—t 27
T X —IZ LD XFZEN LIRS T, 200D Web —ERIZHT 27 7 AR OREDOFHERET S
OIS N2 T R TOT SV r—varyun s3I0 7 8—7x—A, Web Y —ERE&HRT 7 1
. BROZEOM~T YT, [HE=FD Web r—vt 2] 1%, 770 R —bv 2] O—HTiEel, X
W, BEXITEO TBESE) kb [E=F0 Web —t 2] OFIAELIIZZNSFIHTE RN L
IZOWTC, B CELZA Y, BEIE., [FHE =20 Web —t x| OFHICEET S, T XTORZ—
DR E2BEFT D LICRAET D, SAP OV R—MEQ [V 27 Au ] &, Winkd HE=F0
Web #h—bt 2 ([Zbii sz,
2. Fees.

2.1 SAP S/4HANA, cloud enterprise edition. Fees for SAP S/4HANA, cloud enterprise edition
are based on Users. A User is an individual authorized by Customer to use the Cloud Service.
Subscriptions for SAP S/4HANA, cloud enterprise edition include a fixed amount of HANA memory
based on the number of Users included in Customer’s subscription as stated in the table below.
2.1 SAP S/4HANA, cloud enterprise edition, SAP S/4HANA, cloud enterprise edition ®k}4:
i, =% —) BicES<, Ta—F—] Lix, BE»D 777 Fh—v R 2EATLHREEZD
N ATH S, SAP S/4HANA, cloud enterprise edition %7 27 U 7o g iZid, FiiRIZE#Ho
ERY, BEOV TR Y Ty aiiEERE Toa—V— | oKicik3<, EERED HANA 2 £V -2
EEND,

Users 251-500 | 501-1,000 |1,001-2,000 [2,001-3,000 Over 3,000

o 251-500 | 501-1,000 |1,001-2,000 |2,001-3,000 3,000 #
SAP HANA RAM | 512 GB 512 GB 1.57B 1.57TB 1.57TB
SAP HANA RAM | 512 GB 512 GB 1.5TB 1.5 TB 1.5 TB

2.2 SAP S/4 HANA, cloud project services edition.

2.2 SAP S/4 HANA, cloud project services edition,

2.2.1 Fees for SAP S/4 HANA, cloud project services edition are based on the Usage Metrics of
Project Revenues and Expenses per year. Project Revenue and Expenses are related to the
projects managed within the SAP S/4HANA, cloud project services edition and are defined as
follows: “Revenues” is the sum of annual monetary amounts invoiced by Customer and its
Affiliates to third parties for services provided (or to be provided) by Customer and/or its
Affiliates to such third parties and processed through the Cloud Service. “"Expenses” is the sum
of budgeted annual expenses for services performed (or to be performed) by Customer or its
Affiliates for Customer’s and/or its Affiliates own organization(s) that are processed through the
Cloud Service. The Usage Metric “Project Revenues and Expenses” is the annual sum of Revenues
and Expenses.

2.2.1 SAP S/4 HANA, cloud project services edition ®£t&i1%, 1 FH7-0 D I7a vy OIS
FOEM] © ERA Y 72 123K, T7av=7 FONIEOEM] 12, SAP S/4HANA, cloud
project services edition N TEHEIN S 70V MIEETAHOT, KO X HIITEESND + I
. BEKOEO TSt 2OE=FIT LT, BEAD/XTZF0 TEESH] ITL Y UEOHE =%
Wigftsin BELIFREESND TET) 770 Fh—E 2] 2@ U TRABE I —ERIZDOW TR
SNTZEMESHOGFTH D, TR 1E, BERWY/XiFZE0 TBESt) Ik, 1777 R —v R
i U CBEL O/ Lo TRt ofedlicFEiansz CUIERBINDL TED) h—E AT 5,
TEALSNZFEMREOGH THD, HEHA NI IR THD [Tevcr FOIGEROER) X, TIX
W1 E TEA OFERAHTHD,

2.2.2 SAP S/4 HANA, cloud project services edition can be purchased in four separate
packages. Each package is subject to User restrictions as stated in the table below. A User is an
individual authorized by Customer to use the Cloud Service.
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2.2.2 SAP S/4 HANA, cloud project services edition 13, 4 DDOfEBID /Ny 7r—P THATE 5, %
Ny —IIE, FRERICEH TS T=2—¥—) ofiRAEA D, To2—W%—) &iX BE,S 77
U R—E R ZERATHHEREEZ ONMEATH D,

Project Revenue and 60- 201-800 801-1,500 Greater
Expenses per year (in 200 201-800 801-1,500 than 1,500
millions of €)* 60- 1.500 i#

1SV Tay 7 O 200
M OB (AL : = —

o) *
Users 2,500 7,000 10,000 unlimited
Z—— 2,500 7,000 10,000 MR

* SAP currency conversion rates apply for local currency in which Customer operates.
* SAP OREHR L — M3, BRI EEETT O BHHIBEICET S D,
2.2.3 SAP S/4 HANA, cloud project services edition includes the use of the Document Service,
which is a third party solution. Customer may make up to 100,000 document requests per year
to the Document Service. Additional document requests may be purchased for an additional fee.
2.2.3 SAP S/4 HANA, cloud project services edition (Zi%, =&Y J =—3+ 3 > T 5 Document
Service DFIAMNEGEND, FEIL. Document Service IZ%T 5 RF =2 AL MU 7= & hE, 1 4ERIC
K 100,000 HETIERTH I ENTE D, BIMO RFa A M) 722 ME, BIEEIC LV EATS
ZEBTED,
2.3 SAP S/4 HANA, cloud marketing edition. Fees for SAP S/4 HANA, cloud marketing
edition are based the number of Contacts in Customer’s SAP S/4 HANA, cloud marketing edition
system. Contacts are the number of unique records of customers, prospects, employees,
business partners, and constituents within the context of the Cloud Service.
2.3 SAP S/4 HANA, cloud marketing edition, SAP S/4 HANA, cloud marketing edition @k}
&%, W% D SAP S/4 HANA, public cloud marketing edition > 27 AN NEGHEYSEH) Ok
S, BEEHEYNEH) X, [0 Ry —bE R Oar7A MNNOBEE., RIAK, tEE, VXA
NR—=hF—, ROMRED, —BOLa—RFETHD,
3. Support. SAP shall provide SAP Enterprise Support for the S/4 HANA, cloud edition in
accordance with Attachment 1 to this Supplement.
3. ¥AR—F, SAPIE, Zo THiESEM) o THRMACE 1) 1246V, S/4 HANA, cloud edition (Zx13 % SAP
Enterprise Support Z#Z{t3 25t D &5,
1. Additional Terms
1. BINEHF
1.1. SAP HANA Database size. SAP S/4 HANA, cloud project services edition and SAP S/4
HANA, cloud marketing edition run on a 512 GB memory SAP HANA database. Customer may
purchase additional SAP HANA DB memory if required to meet Customer needs.
1.1. SAP HANA F— % _X—2 DY A X, SAP S/4 HANA, cloud project services edition & SAP
S/4 HANA, cloud marketing edition (%, 512 GB A £ U —® SAP HANA 5 — 4% _— 2 - CBEIT 5,
BRIL, BEO=—X &M= 2Ol ETHILEL, B SAP HANA DB OAEY —%#EATHZ L
NTE D,
1.2. SAP Service Center. The Cloud Service includes SAP services (SAP Service Center) to
configure Customer documents and no separate fee or agreement is required for Customer to
receive these services. The services delivered by the SAP Service Center are not a hosted SAP
Service, and as such are subject to the terms of the GTC governing Consulting Services.
1.2, SAPH—E Rk Z—, 770 RP—E ] (2T, BMEOLELHEHT D700 SAP —E A
( TSAP y—v Rt % —] ) BEEN, BENIND DY —ERZ5T 572 DIHEEO B TR
MW, [SAP r—E Rk Z—) ICho TRLEN LY —ERIX, FA FShd [SAP h—E 2]
TR, LEBST, Tarvd s 74— 2] [EHEIND GTC OFMN#EH S D,
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1.3. Document Service. Customer may be required to download an on-premise component
to utilize the Document Service, and Customer is responsible for protecting such on-premise
component from unauthorized copying, access or use in accordance with the terms of this
Agreement. Upon termination or expiration of this Agreement, Customer shall cease all use
and return or destroy such on-premise component. SAP may discontinue the Document
Service as part of the Cloud Service upon thirty (30) days’ notice to Customer. In this case,
SAP shall endeavor to provide a reasonable replacement for the remainder of Customer’s
subscription term.

1.3. Document Service, Document Service ZF|HT27=OI2IL, BENA L T LI R R —
X MNEFUa— RTOLERLLBERHY . BEIX %%@m DL ST, Mind A7
SRAVR—FR MERERaY— 77X, X iﬁﬁﬁz‘) HIRETHTTEA D, [ARZEK) OKTX
VR TR, R 75)7532.62“/7%/ RARAIVR—RX MOFERAETNTEIEL, RlarFi—xr hEik
HIET 5D L5, SAP | (75w Ry —bE 2] O—BL L'C@ Document Service %,
30 H HU?T@FE%?A@@%EQMT{“T?“E) LW TE D, FOHE, SAP X, BEOV T AT U TS a
UHIRI ORI IZONWT, FICORE — AR ET 2 <BNhT5 %)@kﬁ“é

1.4. SAP Cloud Identity. The Cloud Service includes use of SAP Cloud Identity. SAP Cloud
Identity may only be used for user authentication of Users of the Cloud Service and may not
be used with any other SAP or third-party product even if technically possible. Support terms
and maintenance windows described in this Supplement do not apply to SAP Cloud Identity;
the support terms and maintenance windows for SAP HANA Cloud Platform apply to SAP Cloud
Identify and can be found in the Supplemental Terms and Conditions for SAP HANA Cloud
Platform located at: http://www.sap.com/company/legal/index.epx.

1.4. SAP Cloud Identity, 777 F¥—b %] (Zi%, SAP Cloud Identity 0)1;‘5)137?%&%5
SAP Cloud Identity offfix., 779U K —v 2] O [o2—%— | O —HF—FREICRE S hv, Hif
BIZFREZRIGE TH > Th, SAP XIIH=FDZDOMORG L ITHEHTHZ LIETE R, 20 T4
JEL ) \CREHIT D AR — b e OMESTFRAEH1X SAP Cloud Identity (/3@ A &9, SAP HANA
Cloud Platform apply to SAP Cloud Identify A ® VKR — k&R OMRSFEERI#1Z,. [SAP HANA
Cloud Platform (ZBJ % #i/25ft1 (http://www.sap.com/company/legal/index.epx. (Z#5#) P
IR ST D,

1.5. S/4 HANA, Customer Test Application. SAP S/4HANA, cloud enterprise edition and
SAP S/4 HANA, cloud project services edition include use of a HANA Cloud Platform (HCP)
Consumer Account that is required for the SAP S/4 HANA customer test application. Customer
may use the HCP Consumer Account only to store configuration data that is required for the
configuration of the SAP S/4 HANA customer test application as described in the corresponding
configuration guide for the SAP S/4 HANA customer test application.

1.5. S/4 HANA, Customer Test Application, SAP S/4HANA, cloud enterprise edition T}
SAP S/4 HANA, cloud project services edition (Zi%, SAP S/4 HANA customer test application
flcwE L7225 HANA Cloud Platform (HCP) Consumer Account OffEHNEG £ 5, BEIL. HCP
Consumer Account %, SAP S/4 HANA customer test application HOxtET 257 A NiZFtdk
XN TWA X 5T, SAP S/4 HANA customer test application OFERRIZHEE L& 72 BHERRT — & & K
THDITDH, T HZLENTE D,
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Attachment 1
RAGE 1
To
PO
SAP S/4 HANA, cloud editions
SAP S/4 HANA, cloud editions
Supplemental Terms and Conditions
RS
SAP ENTERPRISE SUPPORT FOR SAP S/4HANA CLOUD EDITIONS
SAP ENTERPRISE SUPPORT FOR SAP S/4HANA CLOUD EDITIONS
SUPPORT OFFERING
YPR—= P -2

For SAP S/4HANA cloud editions, SAP’s support organization offers SAP Enterprise Support for the
SAP S/4HANA cloud editions, which is included in the subscription fees for SAP Cloud Services.
Customer may request and SAP shall provide, to such degree as SAP makes such services generally
available to customers of the Cloud Service, SAP Enterprise Support for each of the SAP S/4HANA
cloud editions.
SAP S/4HANA cloud edition {22\ C, SAP ®¥7R— ML, SAP S/4HANA cloud edition [f]i} @ SAP
Enterprise Support #2325 23, Ziix [SAP 7 Z U R¥—b R ] OV T A7 YTV a v BElcEdEnd,
BEIX, (777 Ry —E2R] OFBEERICH LT SAP N RIIZYE ) — A2 19 5 EE T, SAP
S/4HANA cloud edition ®F i Z1IZ-> T SAP Enterprise Support # %3R35 Z &R TE, SAP (ZZ1
PRt oabo 35,
SAP Enterprise Support for the SAP S/4HANA cloud edition currently includes the items in the table
below.
SAP S/4HANA cloud edition [f]i} ¢ SAP Enterprise Support (213, /e, FTRFBICHEETHIHENEGEN
7

Further clarification of terms in the following table is provided in the Capitalized Terms table below.
UFORICEERT 2 HFFEDO L0 AMERERIT, TROERBRITED D,

ISAP Enterprise Support for the SAP S/4HANA cloud edition
SAP S/4HANA cloud edition [/1F® SAP Enterprise Support

Description Embedded engagement support with focus on customer
NE interaction and issue resolution.

[E% & OFHEERE K ORIBEfFRICER 2 E <, Apdmz s —
AL PYR— b,

Mission Critical Support
Ryvarl VT4 ANTFR—

24x7 Mission Critical Support for P1
and P2 issues (English only)

EEERD, P1 RO P2 BEICET 3 I v
L arv I VT4 INTR— FHEOHR) v

Non-Mission Critical Support for P3
and P4 issues (English only) during Monday to Friday 8 am to 6 pm (Local Time Zone),

business hours excluding local holidays

ERRHAO, P3 RO P4 BIBEICET O [BlHOAKA ZBR< . AREH A B0 A OFHT 8 Kbk 6 I
SyvarI VT4 AR — FEED £T (B

)

Customer Interaction Center 24x7 English
@$4V537Vayty5—2ma poes
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Global Support Backbone v
Fa—rLPR— Ry 7 R— v
Empowerment
SNV A IV
[Access to the SAP Enterprise
Support Academy
SAP Enterprise Support Academy ~ v
DT I kA v
Meet-the-Expert Sessions v
Sl R AR VALl N R v
Release Update Information Self-serve through web and community
U Y —2EFHIER Web Ko a=F 4 2B LEELTI—ER
Collaboration
aSRL—gy
[Access to SAP Support Advisory
Center expert pool
SAP ¥R — 7 KNS F Y —k ¥ —DHE v
ME S —N~DT 7 &2 v
Innovation and Value Realization
A ) R_R— g v R OMHEEER
Product Roadmap Update
Information Self-serve through web and community
|§£E§:H~P<"‘/7®E§§?‘f§$ﬁ Web ka2 2=F 4 2B LEELTI—ER

Empowerment content and session schedules are stated at the SAP Support Portal under the SAP
Enterprise Support Academy section. Scheduling, availability and delivery methodology is at SAP’s
discretion.

TURU—A hDaryr oY ke y v a A v a—)vid, SAP Enterprise Support Academy &7 v =
Y@ ISAP R — hAR—F )L IZEHINTWDE, A7 Y o — Lk @R K OBUE O B SV TIE SAP @
FaEITHE S,

SAP Enterprise Support, cloud editions support related to Empowerment and Innovation and Value
Realization as stated above, shall require a customer request and shall be provided remotely. For
example, remote support services may include assisting customers in evaluating the innovation
capabilities of the latest updates and technology innovation and how it may be deployed for a
customer s business process requirements, or giving customer guidance in form of knowledge transfer
sessions. Scheduling, availability and delivery methodology is at SAP ’s discretion.

o Tme X=X b RO [ 7 R_R—=v g CROMifEFEE (ZB8d 9% SAP Enterprise Support, cloud
editions OV AR — ML, BRI L DEHENILET, VE—MTREEINDI D LTS, HlxzTFsrL, VE—LT
DY R— b= RE, BHOT v 77— PR OEMEHFOA /) X—va Vg E HEDOEY R AT mk AH
FRIZZNEWDITEAT 2050 T 5 L CREZ 3BT 52 &0, Mty v a VOB THELZHEET 5 2
ERENREENDHGAEVRDH D, AT Y a— L ESCHH L OEE DO FIEIZ DWW TIE SAP OF&EICHES <,
LANGUAGES: SAP, through the ‘OneSAP’ support phone number “"CALL-1-SAP” (stated at the SAP
Support Portal https://support.sap.com/support-programs-services/programs/one-support-
program.html), provides support for SAP telephone-support inquiries in English language only.

S7 : SAP |X. ‘OneSAP’ % FR— MEFEFEFS “CALL-1-SAP” ( [SAP ¥ KR — F K —% 1|
https://support.sap.com/support-programs-services/programs/one-support-program.html (Z72#)
ZHBU T, WFBEOHKIZLD, SAP EiF A — oMW bwicxd 2R — F a3 5,

CONTACTING SUPPORT

PR — b~
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Beginning on the effective date of Customer’s agreement for Cloud Services, Customer may contact
SAP’s support organization as the primary point of contact for support services.

BED 1777 FYy—E 2] ORKOEHHNG, BEIE, YR - —E 20T 58#EHkL LT, SAP O
PAR— MEBICEREID Z LN TE D,
For contacting SAP’s support organization, the current preferred contact channels for SAP Enterprise
Support, cloud edition for the SAP S/4HANA cloud edition are set forth in the table below.

SAP O R — FMERY & DKoV T, SAP S/4HANA cloud edition [f]1) @ SAP Enterprise Support, cloud
edition HOBIEDEIERKE T ¥ V%, FRERICTEHL TWD,

SAP Cloud Service
SAP 7 77U R#—E R

Contact Channels
v SR NG %

SAP S/4HANA cloud edition
SAP S/4HANA cloud edition

) o

SAP Support Portal at https://support.sap.com.
SAP ¥R — rAR—% 1 (https://support.sap.com

CUSTOMER RESPONSE LEVELS
BE~DIRE L~V

SAP responds to submitted support cases (also referred to as “case”,

described in the table below.

SAP %, BHENZYR—Fr—=2 ([Fr—=] |

IRt SN2 LBV INET D,

”ow

incident”, or “issue”) as

Aoy TFrbhl o X% TRED Lbn)) 17T, Ttk

Priority Definition Response Level

BRE B IHE VL

P1 Very High: An incident should be categorized Initial Response: Within one hour of case being
P1 with the priority "very high" if the problem submitted.

has very serious consequences for normal
business processes or IT processes related to
core business processes. Urgent work cannot
be performed.

BB MENIEFICELA T, ROV R AT
B AP EMRE YR AT o A CHEET S
IT 7R XKEE KL TWDIEAIE, v
T hOBERET TRESR) Chafishd, BE
DIEENRFTTERUY,

This is generally caused by the following
circumstances:

THUT RIS, AR X 9 RS RIR & 72 B,

- A productive service is completely down.

- ABREY—EARERIEIEL TWD,

- The imminent system Go-Live or upgrade
of a production system cannot be
completed.

- EBELBATEVAT ADA—F A 7 XITAKBE)
VATADT v T T VL= RESETTHIEN
TER0,

- The customer's core business processes
are seriously affected.

- HEOHPEMNBREY R AT mE RATERRY
ERHTWD,

A workaround
circumstance.
RIDZ N ENUZ DWW TREBER ORI T X 720,

is not available for each

PHISE - 7 — AORMER, 1 BN,

Ongoing Communication: Once every hour,

unless otherwise communicated by SAP Support.

MEREROZR G « 1 BEfIC 1 [\ (SAP AR — b B RlliE

HERZRWERD)

Resolution Target: SAP to provide for issues

either a (i) resolution, or (ii) workaround or (iii)

action plan within 4 hours.

fRRD BAE : SAP X, REIZ DWW T, 4 KFRILINIC
(i) fgpuk, G EBEESR. X% Gi) 7273 a v 7J
CERREMET D,
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The incident requires immediate processing
because the malfunction may cause serious
losses. In case of a Go-Live or upgrade, the
reason to delay the Go-Live or upgrade must
be one that would cause serious losses if not
resolved before Go-Live.
REENERZBRELEOTRREELRS D7
O, AT NELEEBICUE L2TNIERS
v, =547 XET7T v 77— KD
B, 9= 47 ) XFT7 v 77 L— RREET
LHEMN, TT—=F4 7] BRI T R
BERBEREZIEEZ TR S L LD,

P2
P2

High: An incident should be categorized with
the priority "high" if normal business
processes are seriously affected. Necessary
tasks cannot be performed. This is caused by
incorrect or inoperable functions in the SAP
service that are required immediately.

BE: BHFOETRAT o ANEKRREELZ
T BEEE. ATy NOEBRET k) I
DEIND, LEBRFEERETTERY, Th
I, BEHICHEZ SAP B —E AN OBEE DFEEE)
SEMEREBRKF & 72D,

The incident is to be processed as quickly as
possible because a continuing malfunction
can seriously disrupt the entire productive
business flow.

READERET I, 2R 2 ARABE O X 7
n—%F LREIEL2ENDRH DD, 1
TV N EAREARIR D NI AE T A MER H
Do

Initial Response: Within four hours of case
being submitted for SAP Enterprise Support, cloud
edition customers.

FIHGZ : SAP Enterprise Support, cloud edition ®
BEIZONWTOr —2A0HH%., 4 BRI,
Ongoing Communication: Once every six hours
unless otherwise communicated by SAP Support.
MEBERY Z08E < 6 FFfIC 1 | (SAP R — b2 bRk
HAE AR WERY)

P3
P3

Medium: An incident should be categorized
with the priority "medium" if normal business
processes are affected. The problem is
caused by incorrect or inoperable functions in
the SAP service.
@O A7 ARNE8EZ T 5584
. ATy boERER TH) oI
%, ZORMEX, SAP ¥— b 2 DOMHAEDRENES
EERENEA & 722D,

Initial Response: Within one business day of
case being submitted for SAP Enterprise Support,
cloud edition customers.

FHSZ « SAP Enterprise Support, cloud edition ®
BRIZDOWT O —ADHM%, 1 E¥EHLN,
Ongoing Communication: Once every three
business days for Non-Defect Issues and 10
business days for product defect issues unless
otherwise communicated by SAP Support.

REBERY 228G « KIELIAL O RIEIC Wik, 3 H¥EA
(21|, RO RKEMEEIZOW TR, 10 BZEB12 1 ([

(SAP HAR— k2B BIRHAE R 72V R Y )

P4
P4

Low: An incident should be categorized with
the priority "low" if the problem has little or
no effect on normal business processes. The
problem is caused by incorrect or inoperable
functions in the SAP service that are not
required daily, or are rarely used.

Initial Response: Within two business days of
case being submitted for SAP Enterprise Support,
cloud edition customers.

FIHSZ © SAP Enterprise Support, cloud edition ®
BEIZOWT O — A0 HE, 2 E¥A LN,
Ongoing Communication: Once every week
unless otherwise communicated by SAP’s support
organization.

MERER 72 B < /i 1 (8] (SAP O 7R — MMERIA S 5
BHAE NI VERY)

SAP S/4 HANA Cloud Editions Supplement [DUAL] jaJP v.2-2016

Page 8 of 11



K: BHOEYR AT et 2 kT 5 EOEE
BDIEEAERZNVD, &LBRWERIE, 1T v
N OB MK oI nd, ZoMET

fE RIS E L SRR, X ilikhﬂ%ﬁﬁéﬂtﬁ
VN SAP H— B 2 OERE D FRENERLTNE AR B AN RIA
LB,

The following types of incidents are excluded from customer response levels as described above: (i)
incidents regarding a release, version and/or functionalities of SAP Cloud Services developed specifically
for customer (including without limitation those developed by SAP Custom Development and/or by SAP
subsidiaries); (ii) the root cause behind the incident is not a malfunction, but a missing functionality
(“development request”) or the incident is ascribed to a consulting request (“how-to”).

WOREHDA T v ME, EROBE~DIRELVSANGERI SIS, (1) BEOZDITRINCRRE I
[SAP 7 9 U RY—b 2] DYV V=R N=U gy KRO/XITHEEIZET L1272 b (SAP Custom
Development %X/ Xix SAP OFSthic k- TRE SN LOEELN, ZHUTEEINRY) . () v T
v hOBERICH DMARFRD, REAETEHRIEREORMTHL LD (( [BREKE) ) . XiZA v Ty =
YT 4 TEBEICRT 26D (Y —] ),

CUSTOMER’S RESPONSIBILITIES

BEOET

In order to receive support hereunder, Customer shall designate qualified English speaking contact
persons (the “"Customer Contact” also referred to as “key user”) for the SAP Support Advisory Center
and Mission Critical Support.

AREBIZHESLSY R — 22T 57201, BEIL. [SAP 3R —F 7 AL HF Y-k F—] K I v ar
JUT 4 ANYR— ] OFbO, HiEEGE TS EKEYE ( [HEOEKHYE] , [F—a2—P—) &
HWIY) AT DOHIHDET D,

SAP allows customers to have two primary Customer Contacts (as defined below) and two back-up
Customer Contacts per Product Bundle. Only authorized Customer Contacts may contact SAP’s
support organization.

SAP %, T8RNV RV IS, RS TS HFEAHYSE] (LLFICER) KUOWIED TEE Y

Fl R K 2 ARMETHI RO D, HREZMGEIN: THEEEHYE ] OAL), SAP OHR— MERIC
HETLHENTED,

At least one of a customer’s primary and back-up Customer Contacts shall be an application
administrator. Application administrators should have taken SAP’s Admin Training Course located at
the SAP Support Portal under the SAP Enterprise Support Academy.

RO FBEIMED TEKHYLE ] 05 bkt b 1 AL, 77—y a VEBRETHL LD LT 5,
TV r— g VEEEE L, SAP Enterprise Support Academy @ [SAP HAR— hAR—F V) IZH D SAP D
MEHE ML —=0 7 a—R ] ZXEEH THLIVEND D,

Customer shall provide contact details (in particular e-mail address and telephone number) by
means of which the Customer Contact or the authorized representative of such Customer Contact
can be contacted at any time. Customer shall update its Customer Contacts for an SAP Cloud Service
through the SAP Support Portal at https://support.sap.com or the “Service Control Center”
embedded in SAP Cloud Service as applicable. SAP may, from time to time, confirm with Customer
the correctness of information Customer provides as required herein.

BRI, TBEEREE A TN TBEEEHE Y E ) OERRMRE A, R LIS 2 &2 TE Dk
FOFEER (L VDT, EBFA—AT FLAROEFES) 2RMET560L3 5, BEIEL. [SAP HR—
rAR—%]  (https://support.sap.com) X% [SAP 7 7 7 R¥—vE R | I[ZHAAENT H;L~ " 2 e
VH— OFYETHHEBUTC, [SAP 77U ¥ —v x| (T2 TEEEEHE Y %E%ﬁ?‘é%@&?‘

%, SAP X, AETROLND LB VBEDRM L2 ROEMIEIZONT, R, BIRICHERT 22N T

x5,

To provide support services hereunder, Customer shall reasonably cooperate with SAP to resolve
support incidents, and shall have adequate technical expertise and knowledge of their configuration

of the SAP Cloud Services to provide relevant information to enable SAP to reproduce, troubleshoot
and resolve the experienced error such as, by way of an example, instance name, username, form
name and screenshot.
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AEFIZESLS YR — b —EADRMEDTOIZ, BEIT, ZY0#HT SAP LHHLTYR— 17 b
ERTHHDE L, EBEIL BELEZZT—% SAP REEL NI 7N a— FRUMIRTE D L H I
EIEHR (B, A A2 24 2—P—4 Tr—2s4, KORZ Y —ray el T) 2457202+
5372, BEO ISAP 7 Z 0 R —E 2| OMICEIT 2 HMBEIN L OEIRR A2 M A TV D bD L d 2,
CAPITALIZED TERMS

LI & DR

Below are further explanations of the capitalized terms used above:
BT, ZHETITHER S LRI & OHED, KVFELWIITH S,

Customer
Interaction
Center 24x7
BEA VTV a
ey F— 24x7

A global unit within SAP’s support organization that customers may contact for
general support related inquiries through the described contact channels.

SAP oY AR— MEBERND 7 e — LM TH Y RIS SN IE#E T v o Rx L EE T
T, — M7 — FMEEOMWE D RIZOWTHEEEZ D Z LN TEX D,

Global Support
Backbone

e —VPR—h
Ny JR—v

SAP's knowledge database and SAP’s extranet for knowledge transfer on which
SAP makes available content and services to customers and partners of SAP only.
The Global Support Backbone also includes the SAP Support Portal at
https://support.sap.com.
SAP NHHFDEE K N/S— T —DRIZ 2T Y B —E R &4 % SAP O
Ly T =2 R=ZA /P Ly VEEETHIZDD SAP D7 AT 32y b, [Za—n
NP R— bRy ZR—2 ) (1Zi%, TSAP R — hR—% 1)

(https://support.sap.com) H&EN 5,

Go-Live
T—F47

Go-Live marks the point in time from when, after set-up of the SAP Cloud Services
for the customer, the SAP Cloud Services can be used by that customer for
processing real data in live operation mode and for running that customer’s internal
business operations in accordance with its agreement for such SAP Cloud Services.

(T—=F A7) 1Z,. BEDIZDD ISAP 7 77 RYy—E 2] Oty N7 v 7, ABREE—
RCEBEOT — & QM EITV, 45k [SAP 7 Z U R —E R | IZHETLBEOEIH -
THEOHNEERZFEITT L7200, BHBEED [SAP 7 70 Mh—v R #ffiHTE5 L
IR BRERERT,

Local Time Zone

LI

A customer’s local time zone, depending on where the customer is headquartered.
R DOBLHOREFH T, BE DAL EII TV DIBFTCES L,

Meet-the-Expert

Sessions (MTE)
I—h P FX

NR—hkekyayv
(MTE)

Live webinars focusing on SAP Enterprise Support services and the support aspects
of the latest SAP technologies. Recorded sessions are available in the replay library
in the SAP Enterprise Support Academy for self-paced consumption.

SAP Enterprise Support #—E 2R OEH D SAP 77 /oo —0OH R — b OEICE R E
EBSIAT7 vt —, KEHPESON—ATHEETELL1Z, WLty a o,
SAP Enterprise Support Academy OFHAEZ A 75U —TAFTE D,

Mission Critical
Support
vyvarrzisg
FNYR— b

Global incident handling by SAP for issues related to support hereunder with P1
and P2, including Service Level Agreements for Initial Response, Ongoing
Communications and Resolution Targets (as set forth in the above table for
Response Levels).

RENZHES A — MZB#T 5 PL KON P2 D, SAPICL D7 m— g T b

WUERC, TR o TR Z2dg ) KON RO BIE ) 232 TH—E AL~ 7
TYU =R b (EREO DEEL~LV) I2EH) 28T,

Non-Defect
Issue

RKaLIA D FERE

A reported support case that does not involve a defect in the applicable SAP Cloud
Service and does not require engineering or operations personnel to resolve.
HEINTY R — FEHIT, %495 [SAP 7 77 RY—bE R ] OXKMGICEESET, LD
T DIZEM XITEBOWYEFELE L2 0,
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Product Bundle
BN R

A combination of SAP Cloud Services, if any, that a customer subscribes to as part
of its order for SAP Cloud Services.

BEEN ISAP 770 Ry —E | OEXLO—HE LTMATD,
A OHEDLE (BDGE) .

[SAP 75U FHh—t

Product
Roadmap
Update
Information
fio— vy 70
EHER

Product roadmaps SAP makes generally available to customers as part of customer
support. Product Roadmap Update Information is provided for informational
purposes only, and SAP does not commit to providing any future products, features
or functionality as described in the Product Roadmap Update Information.

SAP 23, BEYHR—bO—EL LT, —BNCKBERICEMET A r— R~y 7, 85
B— N~y ZOREFE®] X, EREEOLEZERNE LTEBY, SAP X, in— K<y
TOEFER] I SN ROBE, R UIERREZREET 5 Z L ITKR L2,

Release Update
Information

Generally available documented summaries, webinars and videos provided by SAP
to inform and instruct customers on new product release changes.

VU —REFIEH FICHRE YY) —2AOET AWML, ZBNTH72DIC SAP BNEfT 5, —RICAFAEE
ARBRCE U B R OVENE],

SAP Cloud Any SAP Cloud Service set forth in an applicable Order Form.

Service BT D EXE] IZEDD [SAP 77U R —Ev R,

SAP 7 5 v F¥—

B R

SAP Enterprise
Support
Academy

SAP Enterprise
Support
Academy

Content and services in several formats, supporting different learning styles and
needs, from ad hoc problem solving to structured, long-term knowledge
acquisition.

B RS OO [T ER I s DAL SN B2 i BEG £ ¢, SEIEREHORZ A VKD
==X LTe, BT r—~y MLE2a T Y RO —E X,

SAP Support
Advisory Center
SAP " R—FT K
RAYFY)—k & —

A global unit within SAP’s support organization for Mission Critical Support-related
requests.

Ry ar 7 V7 4 ANYR—b] ITEET LERDOZDD, SAP OV R— MEBEIND 7
2 — N LY,
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