1.1.
1. L.
1.2.

1. 2.

1.3.

1. 3.

1.4.
1.4.
1.4.1.

1.4. 1.

1.4.2.

SERVICE LEVEL AGREEMENT FOR PRIVATE CLOUD EDITION SERVICES AND TAILORED OPTION
SERVICES

PRIVATE CLOUD EDITION ¥ — ¥ A KT TAILORED OPTION ¥ — & R|{ZB3 % ¥ — B R L~ULH

This Service Level Agreement for RISE with SAP S/4HANA Cloud, private edition (formerly, SAP S/4HANA,
private cloud edition); SAP ERP, private cloud edition (collectively, “Private Cloud Edition Services”); RISE with
SAP S/4HANA Cloud, private edition, tailored option; and SAP ERP, private cloud edition, tailored option
(collectively, “Tailored Option Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for
Private Cloud Edition Services, Tailored Option Services, and Server Provisioning to which Customer has
subscribed in an Order Form with SAP.

RISE with SAP S/4HANA Cloud, private edition (IHFR SAP S/4HANA, private cloud edition) . SAP ERP,
private cloud edition (L F#FL T [Private Cloud Edition H—EZ] &\ 5) . RISE with SAP
S/4HANA Cloud, private edition, tailored option, M TF SAP ERP, private cloud edition, tailored
option (LA F#FL T [lTailored Option H—E 2] W 9H) (FhFn%z. 77U R —E=2] L
) BEXHLTLHID TH—E R LUK ([ZiE, BEN SAP EXRb LI NEXFE] THITAZ VT
> a v E{To> T35 [Private Cloud Edition % —v Z] . [Tailored Option ¥ —v 2] . KO [H—
N=Tnbva=r7] ITELTHEHAZND T—EALL] 2EDD,

DEFINITIONS

T

Capitalized terms used in this document but not defined herein are defined in the Agreement.
IONETHEHEZND, T I TERINLTWRWEIEIMT E OHFEIL. TAEKN) TEZEINLTND,
“Agreed Downtime” means any downtime requested by SAP or Customer and mutually agreed by the parties.
(ABEUVHA L] LiE, BRI SAP DNEFE L, M4 HEFEPHAICFRE LA T2 A LE 0,

“Business Day” means any days from Monday to Friday with the exception of the public holidays observed at
Customer’s primary access location designated in the Order Form.

MEER| L1E, EXE) CEESNE, BEOEELT 72 ABTICBIT MR 2R, ARENS
SR EWVD,

“Computing Environment” means the data center facilities, servers, networking equipment, operating
systems, and data storage mechanisms selected and used by SAP to provide the Cloud Service for the
Customer, and includes the production Computing Environment (“PRD”), and any other Computing
Environment used for non-production purposes (“‘NON-PRD”), as agreed in the Order Form.

(A Pa—F4 U 7RE] L3, (757 R — 2] ZBEEICRMIT 272010 SAP 2RI LA
o, THer IRt YN Ry NU—T G ARV —T 4 YTV RAT A ROT — A RLELEE
ZVD, ZHICIEARE) T2 va—7 0 78R (TPRD) ) KUY EXE] THE SN IFEAKIHA
TSN ZOMD Tava—T 0 78E] (T3 PRD) ) NG END,

“Credit” means the following, subject always to Section 5 of this Service Level Agreement:

7V b LiE, ®ICZO [F—EALULEK) OF 5 $a254ELE LT, UTEW I,

for Private Cloud Edition Services and Tailored Option Services, 2% of Monthly Service Fees for each 1%
below the SA SLA; and

[Private Cloud Edition #—¥ Z| KX [Tailored Option H—E & ] T2\ Tlik, SA SLA Z F[EIS 1%
Tl THE—E 2B @ 2%

for Server Provisioning (laaS Basic), €1,500 per Month in aggregate for any and all instances below the SA
SLA.
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1.4.2.

1.11.

1. 11.

[P—nR_R—TFa Va3 =7] (laaS Basic) &2\ TIX, SA SLA Z FEISZFTXTHOAL LV AKX AIZD
T, MBET 1L WABEY 1,500 2—m,

‘Downtime” means the Total Minutes in the Month during which the Cloud Service (or Servers for Server
Provisioning) does not respond to a request from SAP’s Point of Demarcation for the data center providing the
Cloud Service (or Server for Server Provisioning), excluding Excluded Downtime.

(o EA4h) ik, 770 Ry —bE2] (X == mbTa=v7] OHO TH—
N—] ) ZEELTWET —F 2o Z—IZxd5% SAP O [EBERRA VM HOOERIC 757 FYy—t
A (X T == ot va=r7) ODO [H—r3—] ) BSE LRV, THRNES I 200,
N AV O GV NI {1

“Emergency Downtime” means downtime during emergency patch deployment and emergency operating
system upgrades as described in the Supplement.

(BRAF U UEA L] LiE, RSN R Shz, Xy TORBEHAR AL —T 4 VTV AT A
DEBT v 7T L= FRERINDIZT T ZA L&V,
“Excluded Downtime” means the Total Minutes in the Month attributable to: Scheduled Downtime; Agreed
Downtime; Emergency Downtime; downtime caused by factors outside of SAP’s reasonable control such as
unpredictable and unforeseeable events that could not have been avoided even if reasonable care had been

exercised (see examples in Section 2); or downtime of a NON-PRD system caused by using the NON-PRD
for failover/to repair to a PRD system.

BRAF T EA L) Lix, TFHEIEY D240 0 TBEXVCEZAL] . [BEBXTEA L]
SAP DE I X OFFANOER (GHEMNRERA -T2 LTHERETE o 72 FHIARRE LT T
RARRERER R L, 8 2 £OBZBM) | UL PRD VAT A~DT oA VA —"—/{EEDT-®IZH PRD
AT NEMRALIEZ LITRET S PRD AT ADX T A MRET S THRBRSE 209,
“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.

(AT by &iE TREx—Y—] oS, [arva—7 ¢ V7 RE) (T 250
W UTER LT —EADMER T AV 9,

“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between when the SAP Support
Level 1 organization is notified of the Customer-reported Incident and the first action is taken by an SAP support
person, familiar with the Customer’s environment, to repair the Incident.

(o Ty MRERR Lid. TSAP ¥ R— R L~Ub 1) BBEBEEN DO [ 2T v b i ok
BT TREND | BROBREZRM LT SAP OV R— MAYEFER, (ST U b 2RIET LD
WORELZRD ETICE LM (FEXIInRkETERIND) 209,

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.

MRS L3, TESCE) W SN, BEOELL 7 7 B ALFNICRIT 2 RHE 2V 5,

“Month” means a calendar month.

THI &1, BRAZW),

“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) subscription fees paid for the affected
Cloud Service which did not meet the SA SLA.

THEE—E 2B Lid, SA SLA 2SRl % (75 Rh—v 2] 2kt L Txbni- A%
(UFFEHED 1/12) OB T 22 ) Fg U Bein 9,

“Scheduled Downtime” means downtime scheduled at a mutually agreed time, as listed in the Order Form,
or as described in the Supplement.
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14.

. 14.

15.

. 15.

16.

. 16.

A7.

17,

A7

. 18.

HEE LU 2 5] Lid, EXE) T TR IRl he, MEICEE SR RICHRE S
NDXTEALEND,

“Subscription Software” shall (i) have the meaning set forth in the Supplement for Tailored Option Services,
and (ii) mean Cloud Services Software set forth in the Supplement for Private Cloud Edition Services.

(WTR7VFvary7 b7 Lix, (i) [Mailored Option H—v X 1295 MRSEMt) IOF
WHEWAEA L, (ii) Private Cloud Edition ¥ —v &) 242 MRS [2EDD (750 Ry—
EAYTZ hT=T | B,

“System” means one or more interrelated and interdependent components such as databases, servers,
networks, load balancers, web dispatchers, tenants, etc. which when taken as a whole are used to operate a
tier. Each combination of components used within each tier is equivalent to one System. System Availability
Percentage is measured at the tier level. For Tailored Option Services, each System is identified by the Tier
No. column in the System Setup Table in the Order Form, and for Private Cloud Edition Services, each System
is identified by the system tier type as set forth in the Service Description Guide of the Supplement. For Server
Provisioning, System as used herein means Server, as defined in the Order Form.

[YRF A LiE, T R—A P—sSm Ky hU—2 B— AT Web 74 28y Fr—,
Ty hpED, 1 DL EOMEICEET 2 M AKFNR 2 R—x 2 b T, 2kE LThoHHEEZEMAT
LRI bRV, KB THEAShI YR R—%r FOMAEDEOZNENN, 1| DD
(VAT L) ST D, (VAT Ao ARG 13, BEE L~V TE-llE NS, [Tailored Option
=B R ORFE, K VAT A E, THEXE] 2D VAT AEy Ty 7R © BEEES) 3T
RE., [Private Cloud Edition —ERZ] OFH, & VA7 A X, THESME) © [H—E2ANE
AT A R ICEDD VAT LR S A S TRESND, == neva=v7] ionTid, 20
SLA THEREND 27 A 1%, HEXE] govbnz H—n—] 29,

“System Availability Percentage” for each System is calculated and defined as follows:
BV AT LT D VAT LAORAEEIE] X, LTOLBVERShWERENLD,

_ (Total Minutes in the Month — Downtime
- Total Minutes in the Month

)*100

“System Availability Service Level” or “SA SLA” means the applicable System Availability Percentage
specified below during each Month for the Computing Environment (and Server for Server Provisioning, if
applicable) after System handover to the Customer:

[V AT ADOFREY—E R LUL) i [SA SLA] L%, BE~D [V AT L) OB &EELEZICBIT S,
(oo a—T 40 78E] (MOEYSTI25813 —_"—Tabeva=r7) HO TH—nR—] ) 28
T2, UTFIZHRET DS TH) T84 32 AT 20 HEEE] 20V,

99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;

. PRD {Z2WTIE, 99.5% @ [ 27 AR AEEIST (L @EW T 2T7 Ao AWEE ) 2 RS

E TESCE) ICREINTWDIEEEERL) o

95.0% System Availability Percentage for NON-PRD unless a higher System Availability Percentage is
identified in the Order Form; and

. NON-PRD (Z2WTiX, 95.0% & [T A7 A0fHAEEIE] (Zv&EW» T AT AoRFAEEIE ) 2 THEX

F IR TV EEER) &

99.5% System Availability Percentage for Server Provisioning.
[p—R—=TubVa =27 [ZO0TIE, 99.5% O [V AT Ao SIS |
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.

THAN#SE) . TH) No® 7 B, 1 H 24 BRI CEHEIEH S,
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2.1.

2. 1.

2.2.
2.2.

2.21.

2.2. 1.

2.2.2.

2.2.2.

2.2.3.

2.2.3.

2.24.

2.2.4.

2.2.5.

2.2.5.

SYSTEM AVAILABILITY
25 AOFE

The SA SLA shall not apply to Customer-provided software unless otherwise expressly set forth in the Order
Form.

SA SLA X, EFEMICED Y 7 by 7T I Wb LT D, 2L, TEGE] IZHIBORR
HIZREONH HBEEIF. ZDRY TIEAW,

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:

SAP DEHAR KO PFASNOHERIEKR T DHF T XA LT, UTFREENDIN, ZHHICRESINA
U,

Customer’s failure to meet Customer’s responsibilities (including using a version or release of the Subscription
Software on current maintenance) as set forth in the Agreement.

BEICL D, TR CEDDIBEOEL (BUTORSERNRD 727V Fvar Y7 hu=7] O
N=Ug LIV V=20 E) OREIT,

Downtime caused by Customer.
FIZERNT T2 A L,

Interruptions as a result of requirements stipulated by a third-party manufacturer of the Customer-provided
software.

BERBIC LD Y 7 by 27T OF ZFRETIC L 0 RE SN EERITEINT S T

Interruptions or shutdowns of the Computing Environment, or portions thereof (or Servers for Server
Provisioning) resulting from the quality of the Customer-provided software and/or Customer’s customizations
or modifications of the Customer-provided software, Subscription Software or Computing Environment (or
Servers for Server Provisioning), unless this is the responsibility of SAP under this Agreement.

BERMCED Y 7 by 2T ORBERO/ UTEERMNC LAY 7 by =27, (TR 7 VT var Y7 b
TaT ] HLLIF arta—T70 078l ELE P—R"—Tnvva=v7) Ao [$—
N—] ) OFRIZEDIAZ A AIIEEITERT S, Tarta—7 0 V7 RE] &LIXZ0o—H
CUE Th—n"—=Trbeva=r7] HO H—_—] ) OFKXIr vy FF Uy (TR 1I0H5<
SAP OELETHHE56 %R

Restore times of user data (recovery of database data from a media backup) where SAP was not the root
cause for the required restoration.

VBERESTORAKIRE A SAP TiEpwy, 2—Y—F—FDEIKHE (AT AT NNy I T v T hbDT7—4
R—2F—Z DME) ,
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BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
NPT o TRRI UV a—T 4 Y TREDOA VT v MEERRE

(not applicable to Server Provisioning)

(r—N"—F o vy =r7ILEAN)

Description

B

Computing
Environment
ava—T 4V TR

5

Service Levels
P—EX L

Backup Frequency and
retention period for
Databases

F =B R—=ADNN
7 v T R ORAT
i

PRD
PRD

Daily full backup and log file backup per SAP product
standard. 30 days retention time. Backup of the PRD will be
replicated to an alternate data center or location.

SAP BGEHEIC S, ARDINAN Y I T v TR m 7
Ty ANDNy T T 30 HEOREHM, PRD O3y
IT NI, REE DT — TG ITICER S
ns,

NON-PRD
FE PRD

Weekly full backup and log file backup per SAP product
standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.
SAP LS EEAEIC IS | RO T NNy I Ty TR a S
TrANDNY I T w7, 14 BEOEIFI, JE PRD ©
Ny 27y FE, REEERHT -2 7 — XTGP HE
Mo,

Long Term Backup*
FBWINy 7T 7%

PRD and/or NON-PRD
PRD KUY/ XIFIE -

Monthly full back up — 1 year retention time
AWRDINNy 7T 7 — 1 AER ORI,

PRD Quarterly full back up — 1 year retention time
W T E DT NNy 7T v T~ 1 AR ORI,
Yearly full back up — up to 5 years retention time
EROTNNy 7T v 7 - ffk 5 FBORFHIR,
Backup Frequency and | PRD Monthly full backup and daily incremental. Two Months
retention period for File | ppp) retention time. Backup of the PRD will be replicated to an
systems alternate data center or location.
T7 AN AT D RAROIZNNy 7T 7 ROHRDZES N 7T 972
Ny 7T TRE RO AR ORIFHE, PRD Oy 77 v 7iE REE RS
PRAFHIH T2 =GR I D,
NON-PRD Monthly full backup and daily incremental. Two Months
JE PRD retention time. Backup of the NON-PRD will be replicated to

an alternate data center or location.
AWRDTINN 7T o7 ROHRDEG N 7T T2
B AMOREHIM, 9 PRD Oy 77 v 7 ix, REEL 2D
T—H e —IGFICER SN B,
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Incident Reaction Time
for Incident
Management
[y TF v MER
el S R N VA
I R )

Incident Priority Very
High
AT N OBERE
A

20 minutes (7x24) and (i) resolution or (ii) workaround or (iii)
action plan within 4hrs for PRD

20 4y (7x24) KOv (i) fRgo. (i) BOEESR. 303 (iid)
PRD {Z2WTIE 4 RKRIBINOT 7 v a v 75 v

Incident Priority High
AT OB E
R

2 hours (7x24) for PRD

PRD (DWW Tik 2 WRfE] (7Xx24)

4 hours [Local Time on Business Days] for NON-PRD
FE PRD (ZOWTIE 4 Befi] [E 3 A O BLHIRER ]

Incident Priority
Medium
AT N OEERE
D

4 hours [Local Time on Business Days] for PRD and NON-
PRD

PRD & TNFE PRD I2OWTid 4 W [E 3 H O BRG]

Incident Priority Low
AT OB

1 Business Day for PRD and NON-PRD
PRD K OVE PRD {ZoW Tl 1 =FH

K

*Applies if this optional service is purchased in an Order Form. The retention periods for Long Term Backup
will end at the earlier of the retention time set forth herein or the end of Customer’s Cloud Service subscription
term.

kDA TV a = AR EXF] THASRL TV LIEGICEEND, RNy 7T v 7 ORLF
HZ, 20 =R b8 | ITED D RAHIH, JUIBED (770 FYy—v 2] o727 V7
Ta YHIFEO S BTN S REISK T L2 A TR T T 5,

3.1. Incident Priorities. The following priority levels apply to all Incidents (such priority to be assigned by Customer,
and which may be re-assigned by SAP based on the criteria below and acting reasonably):

3. 1. ATV NOBEE UTOBEENTRTO oo 7 b ICHEHISND (00 DB ITmEN
ET D, ETRROEEILSHTEHENHEO L & SAP IR BREMTON LI HERH D)

3.1.1 Very High: An Incident should be categorized with the priority "Very High" if the incident reported has very
serious consequences for normal business processes or IT processes related to core business processes, and
urgent work cannot be performed. This is generally caused by the following circumstances:

L1 BB WESNIA LU TV PRERICEAT, BEOE YR AT A IR E VR AT 1R A

WZBET 2 IT 7reRCXEER L TEY, BEOEENFETTEXRWEEE, 1y T b OFEL

BEE TRBSE] W END, ZHUT—RENT, LTFD XS RIWARE & 725,
3.1.1.1. A PRD system is completely down.
3.1 L1 PRD ¥ AT AMRFERIIFIEL TV D,
3.1.1.2. The imminent go-live or upgrade is jeopardized.
72 L o e ARG XL T v 77 L— ROMERIRIBIC & 5,
3.1.1.3. The core business processes of Customer are seriously affected.

BEOEERERAT BB ANERLEEEZZITTN5,

3.1.1. 2.

3.1.1. 3.
3.1.1.4. A workaround is not available.

[EEESR A3 720,

3.1.1.5. The Incident requires immediate processing because the malfunction may cause serious losses.
FEAEPERBRBREZLTEOTHRERH LD, ATy b ZEBIAE L 2T ERS

3.1.1. 4.

3.1.1.5.
AN
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3. 1. 2.

3.1.3.

3.1.4.

3. 1. 4.

4. 1.
4.2.

4. 2.

4.3.
4. 3.
4.3.1.

4.3. 1.

4.3.2.

4.3. 2.

4.4.
4. 4.

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
Computing Environment that are required immediately. The Incident is to be processed as quickly as possible
because a continuing malfunction can seriously disrupt the entire productive business flow.

B MEOEC IR AT n Y ANERBRELZT 2581, Ao 7 b OB L) 2nt
IND, MEREENFETTERY, UL, BEHICNER Tara—T7 ¢ Z8RE] NOBREORIED)
RLUERRPRR E D, 20 [T b i3, REEB#ME T IX IR R ARE DR 7 v — 422
LSRELSEDBENRH D720, FIRRRIRE D HSLNITAH T 5 NENH D,

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 Computing Environment. A
message should be categorized with the priority "Medium" if normal business transactions are affected.

B BEOEURAT 0 AREEEZTLHEE. (AT b OBEER ) IcnfEisnd, =
DORIE, Tara—7 1 Z8RE] NOBEOBREELEIERRNREK 0 d, BEDOXEE T ¥
Ta B EZIILEAIE. Ay =V OEEEX ) iIChEaEns,

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 Computing Environment
that are not required daily, or are rarely used.

K EHFEOE TR AT 0 AT HEBEORER, 1ZLAERVE, BLBRVEARIE. A VTV hOE
SRR MK oI hd, ZoMEX. BEMICIEAETH I, HEHBENIEFITERN 22—
T4 TBREL] NOREEOBEBLCEERRRR L 725,

SERVICE LEVEL REPORTING

P —E R LD L

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.

SAP I, T SLA WZEDHD [Hh—ER L~ Zidgkl, HREH L FA— FCERICHET 20 LT 5,

In the event that one or more of the Service Levels set forth herein are not met, Customer may notify the
assigned SAP account manager and request to analyze the Service Level metric statistics based on the
monthly summary report provided by SAP.

(R WZEDD [F—EAL~L) O 1 DXITEEDER SR o786, BRI, 140 sAp 7
ATy MwRp—T ¥ —IZ@I L, SAP ICE VRIS AREF LA — MZESHNT [Hh—ERL1) @
ANV ZAFE ST T DR OERTHIENTED,

SAP will then promptly:

SAP 1%, ZOHEERSLNICUTOZ & 51T,

determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and

[ —E R~V AT 70ICiEE CHI L TWAHIEE) ORARREXIEE 2 b 2 WARRK % ke 7
50

unless failure is excused, develop a corrective action plan, and submit such plan to Customer for written

approval (which will not be unreasonably withheld or delayed) and, following Customer’s written approval

implement the plan in a reasonable period of time (and in accordance with any agreed timescales).

EENGEINLDHE RS, RIEHEFEZRE L, Y%t 2 Rt L TEmIC K&K ERKD
UKRIIAHIRE XITBES Wb D ET5) | BEOERICLDKE LT T, GENRBFIRNIC
(DPOBEE SN BRRITHEVY) FHEE EhEd 5,

If applicable, SAP will provide the specific Credit as described in Section 5 below.

AT L5 A. SAP X, TRE b RICRMT L. BED 7 LYy b 2RI D,
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4.5.

4.5.

5.1.
5. 1.
51.1.

5. 1. 1.

5.1.1.1.

5.1. 1. 1.

51.1.2.

5.1.1. 2.

SAP will be relieved of its obligation to pay any applicable Credits and will not be in breach of the Service Level
where the root cause analysis (as reasonably performed by SAP) indicates the failure to meet the relevant
Service Level was caused by Customer and shall therefore be treated as Excluded Downtime. In the event
that Customer disagrees with the root cause analysis, the parties will discuss the root cause analysis.

(SAP 12XV AEMICFERINT) BERESHICEY ., BETS Y —E AL ~L] ORZERBBERICHE
W52 EREN, Lo T IBINF D2 A L) ELTHRDONDYEE, SAP X, [H—EAL~L)
WERLTHWAZ EIZE LT, %4 T2 7Ly y b 2 HOORBERIRE NS, BEIEER
KHTIZRIE L2 WA, WY, BERRSICBET 21#217T 2.

SERVICE LEVEL FAILURES
P —E R VLD RERK
Service Credits

P—ERI LTy R

If SAP fails to meet the applicable SA SLA, Customer is entitled to claim a Credit which is calculated as the
sum of the Credits for NON-PRD, PRD and Server Provisioning (as applicable), for SAP’s failure to meet the
respective SA SLA. Claims for a Credit must be made in good faith through a documented submission of a
support case within 30 Business Days after receipt of the monthly SA SLA report. Under no circumstances will
the total maximum Credits:

SAP 3R%%9 5 SA SLA &Wi7 SRM-oTohE, BRI, FNEND SA SLA &7 S Rmo7oZ LTkt L
T. 3 PRD, PRD, RO} [H—N—=Tnbva=r7r)] #FH4T2b0) Zx¥+d 7Ly y b oFFHE
LTHESID [7LYy b 2RI LA TES, (71T b OfERIE, AK SA SLA LK— |
OZMEE 30 M'EER ) VAL, XELEIRZY AR — Mr— 20 E2E U T, SEIITLRITER LA
Wy WhRDBEL. 7 LYy M ORFHIM T EZEBARNED LT D,

for any 1 Month, exceed an aggregate of 100% of the Monthly Service Fee for that Month across all SA SLAs;
and

FEED 1 BAIZOOTIE, $3TD SA SIA ([Zb725Z0 TH] © [AHEY—e2Ee) RED
100%,
for any given contract year, exceed in the aggregate an amount equal to one-third of the annual subscription
fees paid for the affected Cloud Service for the contract year (or one third of the total subscription fees paid for
the affected Cloud Service if the term as defined in the applicable Order Form is less than 1 year).

FRE DTLHIEIZ OV TITRAA T, YHREICOWTREBLZ T (777 F¥—E 2] IZH LT
XHONTAEMY T A7 VT a v e 1/3 CUIEEYN T TTESCE] ITED MR 1 FREOHE
X BBEZZI 1770 RY—v R XL TERBbNZEGHY TR 7 ) Ty a okao 1/3) 1Y
D4,

When Customer’s entitlement of the Credit is confirmed by SAP in writing (email permitted), SAP will apply

such Credit to a future invoice relating to the Cloud Service or provide a refund if no future invoice is due under
the Agreement.

BEN 7 VT y b OHRES2 6002 LRER (BEFA—/LbA) T SAP IRV #RINTZSEE.
SAP 1, MEED 17 VvV y b & 1777 P —E 2] ([ZHET2FROFREFICHEMN T2, TAREK] 12
HEONWTHIADBIN D REFFROFERENR L VHEIT, BEEEITHO>b0ET D,

Customer acknowledges that the Credits are the sole and exclusive remedy for SAP’s failure to meet the
specified Service Level, except to the extent prohibited by applicable law.

BEEIL, BIECZ VLA TWDISEAEZRE, 7Yy b 2, BEdhie —Ev2xLr~0) %
SAP DNERL TE R -T2 Z LT T 2ME—D Dt 2R T 5 2 L 2 THET 2,

Customers who have not subscribed to the Cloud Service directly from SAP must claim the Credit from their
applicable SAP partner.
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5.1. 4.

5.2.
5.2.

52.1.

5.2.

1.

SAP IZX LT (757 R —E 2| ZEEHLAATHARWVERIL, FNENOZYETSH SAP /S— k) —
NH T71LVy b ZiERLRTIER L0,

Termination
fiRbR

In the event of SAP fails to meet the SA SLA for PRD Computing Environment for 3 consecutive Months,
Customer may terminate the applicable Order Form by providing SAP with written notice within 30 days of
Customer’s receipt of the respective summary monthly report. Termination shall become effective 1 Month
after SAP’s receipt of such notice (or any later date set out by Customer in its notice). For the avoidance of
doubt, this termination right shall supersede any and all other termination provision in the GTC for failure to
meet an SA SLA, and such termination right from the GTC shall not apply.

SAP 23, PRD @ Taa V' a—F ¢ U VB @ SA SLA % 3 H HEf TER TE R -84, BEIL. £
NENDAREFH VAR— FOZiEE 30 ALINICEEICL 2@ % SAP [ZRRETLZ &Ik, %472
MEXE] Z2RT22 08 TE D, EERIZ, 2028 %E SAP BEZELTHro0E TH] $# CUIHEER
NZEOBFANCFHHET D, TNEVEZOBM) ICTEERDIbDETH, BEEBOT-DITHELTIUX, 2D
fRBRMEIX, GTC 281125, SA SLA Ziil- o H/EDOEOMT R CTOMBROBEIHEIL L, GTC DOh
MAIEBRFHEEA S 2 b D &35,

SERVICE REQUESTS
P A

Customers may request specific tasks related to the Computing Environment via the SAP Service Request
Platform (“Service Request”). To the extent Service Requests are distinct from an Incident, SAP will address
Service Requests during the following hours of operations:

BRI, SAP O [H—E RV I AT Ty b T7Hr—Ah] ZNLT, [ara—7 0 7 REE (CHES

DRFEDH A KT D22 LT (LT T —e2fkifl) ) . [H—ex K 28 [T
LIRS TODIRY | SAP (%, LUFOEEREH IS [ — 2] (23 2,

PRD 24x7 subject to Excluded Downtime
PRD 24 W§H 365 A ( [BRSNVZ T > 2 A L)
DEMIShD)
NON-PRD 24x5 (Business Days) subject to Excluded
Downtime
#F PRD 24 WERA, B 5 B ( TEER)) 5 ( (K
GETEA N PEASND)

The services are provided in English only.

ZOY—ERE, FFEOHATORMEND,
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