SERVICE LEVEL AGREEMENT FOR PRIVATE CLOUD EDITION SERVICES, TAILORED OPTION
SERVICES, EX SERVICES, HEC SERVICES

PRIVATE CLOUD EDITION # — &' &2, TAILORED OPTION #—tE 2z EX #—E 2, HEC #—bE RICET 29— 2R
LUV E

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4AHANA Cloud, private edition (formerly, SAP S/4HANA, private cloud edition); SAP ERP, private cloud
edition (collectively, “Private Cloud Edition Services”); SAP S/4HANA Cloud, extended edition which was
previously known as S/4HANA Cloud, single tenant edition (“EX 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 HEC Services, Private
Cloud Edition Services, EX Services, Tailored Option Services, and Server Provisioning to which Customer
has subscribed in an Order Form with SAP.

SAP HANA Enterprise Cloud #—tEx (LL'F THEC ¥—t 2] ) . RISE with SAP S/4HANA Cloud, private
edition (IH®R SAP S/4HANA, private cloud edition) . SAP ERP, private cloud edition (LA TFHFRL C
[Private Cloud Edition ¥—ERZ| L\uv9) . SAP S/4HANA Cloud, extended edition (IHFR S/4HANA
Cloud, single tenant edition, LA F [EX ¥—EA] ) . RISE with SAP S/4HANA Cloud, private edition,
tailored option, M X SAP ERP, private cloud edition, tailored option (A F#FrL T [Tailored
Option #—ER] &W9) (FEnFn%, 777 K —bER] L)) 2xfge35Z0 [H—v R
AUVEK) | AZIE, BIEDS SAP bR LTe TESGE ] TY 7 A7 U 7Y ar&2f7-o T THEC —E X |
[Private Cloud Edition ¥—E 2] . TEX —tZ] | [Tailored Option »—E&] | KX [P —sX—
Tuneva=r7) KELTEASRS [T—EX L)L) 2ED D,

1. DEFINITIONS
L. R
Capitalized terms used in this document but not defined herein are defined in the Agreement.

COVETHEHAIND, T TERINTORWVEFEIMS & OMFEL. TARK) TERINTWD,

1.1. “Agreed Downtime” means any downtime requested by SAP or Customer and mutually agreed by the parties.

1. 1. [EBFUVIA L] LiT, BEXIT SAP BNEFEL, MYFEEPHAICFEBE LY T2 A L&V,

1.2. “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.

1.2 MEER) Lix, TEXE) KREShZ, BEOLELDLT 7 B ARFICET 5 AKE 2R ARAND

SR ZEWVD,

1.3. “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.

1.3. 2y a—T 4 V78] E L1, (777 Fh—v 2] 2@EICRIET D720I1C SAP SRR L
L, Tk, V—— Ry FT—I& ARV —T 4 VT VAT A ROT —H R RER
OV, ZHZIEARBE (2 Ea—7 0 7 8RE) ([PRD) ) RO MEXE] TAESNLIEARBE EHK
THEAENIZOMD TarVa—TF7 0785 ( [3E PRD) ) BEEND,

1.4. “Credit” means the following, subject always to Section 5 of this Service Level Agreement:
1. 4. 7V b LiE, ®ICZO [F—EALULEK) OF 5 $a254ELE LT, UTEW I,

1.4.1. for HEC Subscription, Private Cloud Edition Services, EX Services, Tailored Option Services, SI4HANA CPO
and S/4HANA CPE, 2% of Monthly Service Fees for each 1% below the SA SLA;
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1.4. 1.

1.4.2.

1.4.2.

1.4.3.

1.4.3.

1.5.

1.5.

1.6.

1. 6.

1.7.

1. 7.

1.8.

1.8.

1.9.

1.9.

[HEC 7227 V> 3] . [Private Cloud Edition +—¥ 2] . [TEX #—E 2] . [Tailored Option
H—E A . S/4HANA CPO K TR S/4HANA CPE 2D\ TClE, SA SLA Z FES 1% Z &z THHEY—Ev 2k
& D 2%,

for HEC BYOL (previously known as HEC Production), as agreed in the Order Form; and
HEC BYOL (IHFR THEC AEE#h) ) (oW Tk, [EXE] TAEShTWS EBY,

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

[Y—_R—TF ot Pg =7 (IaaS Basic) ZDWWTIiL, SA SLA % FEIS72FTRTCDA VAKX L ATD
X, MEET 1 PAHTEY 1,500 =—n

“‘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 ZALh] i, 770 Ry —b 2] (X == obva=v7] OO TH—
N—] ) L TWABTF— 2B Z2—IZxT5 SAP @ [HERKRA U ) D8RI (757 RYh—E
21 (g TH—=nR=TFobela=r7| ORDD [H—r—] ) BSE LRV, THRNRSE 200,
NN AV o VNI {2

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

AT EA L] Lid, THRESM CERHEN-, Sy FOBAFEAKL AR —F 4 TV AT A
DREAT v 77 L— Fﬁ)é%ﬁmézhé? TUEA LBV,

“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.

AT T ZA L] L%, THEEZ VAL [REZVUCVEZAL)  [BEFTUH A0,
SAP DA e ZEOFEIASN O EIK (BHERER 2L -7 LTHEMETE o 2 PHIARER LT
ARG Y, B 2 50615 MR) . XX PRD VAT A~DT = A )F——/EEDT=5HIZFE PRD
CATFAEERALEZ CIGERTAIE PRD VAT LADOX T UH A MIERT S THRRS ) 205,

“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.

fyoFrh) ik, REx2—Y—) hoREINE, TarCa—T7 0 V7R (ST 253540
P SUIER 22— EZ®&FﬁT%VOO

“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.

(4L F v MEVERR] L%, TSAP 78— ML~ 1) BERFZELD [T v b BiE 0@
EZT TN D, BROREZHAM LTz SAP OTFFR— NMEMFEN, [T b 22ET D200
MOEE D F TIZE LREE (FFRIn R ETERIND) 209,

“Licensed Software” means the applications, databases, software, tools and components owned or licensed

by Customer (other than any Subscription Software) which Customer provides to SAP to be hosted in the
Cloud Service.
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1. 10. (TR AREEY 7 boxT ) it 779 R —ER] WCHRAT A7 END., BENPFTETD
IIMERMES AR S T, (7220 a 07 Ny 7 | UHND) TFY r—ay, F—F_—
AL VTN T V)RR R =R T, BN SAP IZRIET D E DRV,

1.11.  “Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
L 11 MRS L. TESCE) W SN, BEOERLL7 7 B ALFNICRIT 2 RHE 2V 5,
1.12.  “Month” means a calendar month.

1.12. TR L3 BEAZVO,

1.13.  “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.

1.13. THEE—E 2B Lid, SA SLA 2SRl % (759 Rh—v 2] 2kt L Txbni- A%
(UFFEHED 1/12) OB T 22 ) Fg U Ber\n ),

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

1. 14. HEE LU 2 5] Lid, MEXE) T TR IS he, MEICEE SR RICHRE S
NDXTHA DTN,

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

1. 15. WTRZVFary7 =7 LiE, (i) THEC H—E A | KO MMailored Option ¥ —ERZ] |2
WTIEENRETNRO THREEMN) ICEDLIEKREZA L, (i) [EX $—EA] KO [Private Cloud Edition
P—E R IZOoNWTIEHZENETND RSN ICEDD 77 RYP—ERYT7 o7 ] 209,

1.16. “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 HEC Services and 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 and EX Services, each System is identified by the system tier type as set forth in the Service
Description Guide and Service Use Description respectively of the Supplement. For Server Provisioning,
System as used herein means Server, as defined in the Order Form.

1. 16. [VAT A LiX, T—HF_X—2, =R~ Xy fNU—7 B—KRFH%— VWeb T4 Ay F v, 7
Fr o, 1 DL EOMAICBEET 2 AEKRTFHR I R—3 0 M T, &FE L ThHIMEZERT 2
OIHEHENZ 0N, KFEETHEAENI AL R—R FOMLEDEDOFNENNR, 1 DD T+
AT A YT S, AT 2OHAEERE] X, BELLTEHBlsnS, [HEC —E X KW
[Tailored Option H—EZ] OHPA. & (VAT A 1T, MEXE] 1THD ATy NT v 7]
O WEEEE] ¥ITrREN, [Private Cloud Edition +—E %] K [EX —E 2] OBE, & [ 2T
L), TEND RSN © TH—E2RNEFHATA F] KO T —EXFFIZBET 2 NE#P ) 1
EDDHUATFAEBE A S TREENS, [H—R_R—TrbETa=r7] 2OV TIE, 20 SLA THEHS
no 27 m) %k, EXE] ICEOLNE [H—s3—] 21N )H,

1.17.  “System Availability Percentage” for each System is calculated and defined as follows:
L17. BYAT AT L TVRATLOWMAEES) (3. UToLBVEHINERSND,

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

)*100

1.18. “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:
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1. 18.

1.18.1.

1.18. 1.

1.18.2.

1.18. 2.

1.18.3.

1.18.3.

1.19.
1. 19.

2.1.

2. 1.

2.2.
2.2.

2.2.1.

2.2. 1.

2.2.2.
2.2.2.
2.2.3.
2.2.3.

2.24.

2.2. 4.

VAT LAOFAEY—ER L0 % TSA SLA] LT, BE~D [V AT L] OFIEELEZICET D,
a2 Ea—7 4 U 78E) (ROBYUT L2560 —"—"rEva=7) Ao IH—_—1 ) IZB
T, UTIHRET 2% TH) ICBIT2848 T2 [ 27 20w fERIE) 209,

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

PRD {Z2OWTIE, 99.5% @ [ 27 AomAMEEIS] (K Ey T 27 Ao ARG 25 T &0
MiE TEXE ] ISR SN TV HEEER)

95.0% System Availability Percentage for NON-PRD; and

FE PRD 122\, 95.0% O [T AT ADRAMEEIE] .

99.5% System Availability Percentage for Server Provisioning.

[f—R—=T BT a =07 [ZONTE, 99.5% O [V AT A0 ARG

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.

TARMRZE] 1. TH] Ao 7 B, 1 H 24 TR,

SYSTEM AVAILABILITY

T RAT LOT R

The SA SLA shall not apply to Licensed Software from a third party unless otherwise expressly set forth in the
Order Form.

SA SLA X, BEEFENL0 94 ZARBEY 7 b7 ) [Z@EAShAnbosds, =20,
E] ZHIBOWRNRED NS DAL, T DRV Tidlau,

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

SAP DE IR 72 LR OFEFASN O ERNTER T DX T o Z A JTIE, TR EEND N, ZUHIZREI AR
A
Customer’s failure to meet Customer’s responsibilities (including ordering maintenance for the Licensed

Software, using a version or release of the Licensed Software and/or Subscription Software on current
maintenance) as set forth in the Agreement.

BRIZED, TRZH] CEDABEOEL ( [FABLRATERY 7 hy =7 ) ST ARESFOEL, B
TORSFRRD [FA4A RV AWMEE Y 7 b7 ] RO/ UL TRV Fvar 7 huaT | O/—
VarELIZV Y —RA0MHRE) OREBEIT,

Downtime caused by Customer.

BRITRERNT DX T 2 A L,

Interruptions as a result of requirements stipulated by a third-party manufacturer of the Licensed Software.
A4 2ZBFEY 7 b v =7 | OF=FRIETIC LV HE S BIHTER S 2 i,

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

BRICL > TRMIEEND [T 2WBEY 7 =T OWERG/ L 174 ABSH Y 7 b
T, V7R 7V7vary 7T FLE arvva—F7 00788 GELk TV—
N—=Taeva=r7] O [Y——] ) OFFRICLDIAZ A AIEEICERT S, [arta—
FAUTBRE] BHLIFFO—H (L TH—"—TuePa=r7)] Ho IH——] ) ohr ik
Yy v R T (TRBR) IS SAP OFETHIHAEERL) |
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2.2.,5. Restore times of user data (recovery of database data from a media backup) where SAP was not the root

cause for the required restoration.

2.2.5. MEREITTORAKRKN SAP Tikew, 2—HF—F—ZDETHE AT 4T X I T v T ns0TF—4

NR—=2AF—ZPEHE) ,

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
NPT o TRRI UV a—T 4 Y TREDOA VT v MEERRE

(not applicable to Server Provisioning)

(T—nR—Forva=u7] LM

Description

B

Computing
Environment
ava—T 4V TR

5

Service Levels
P—EX L

Backup Frequency and
retention period for
Databases

Fe B NR—ZAD Ny T
T TR K ORI
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 BUEEHEIZ LS AROD I ANy I T v T RS
TrANDNy 7T w7, 30 HIEORFHIE, PRD O/ v
IT T NE, REE DT L — TG ITICER S
nd,

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 B EHEIZ LS WRO T ANy I T v T RS
TrANDNNy 7T v 14 HEORFHIM, FF PRD @
Ny 27y g, REEERHT -2 7 — XTGP
fMIhs,

Long Term Backup*
BN 77 v 7%

PRD and/or NON-PRD
PRD J UV X13E PRD

Monthly full back up — 1 year retention time

AWRDT NNy 7T v 7 - 1 EBM ORI,
Quarterly full back up — 1 year retention time

PR e DT ARy 7T 7 = 1 AERORIFHIR,
Yearly full back up — up to 5 years retention time

ERDODIT NNy 7T v 7 - Ik 5 FEROBIFHIR,

Backup Frequency and
retention period for File
systems

T AN AT LD
Ny 7Ty THER)
PRAFHIH

PRD Monthly full backup and daily incremental. Two Months

PRD retention time. Backup of the PRD will be replicated to an
alternate data center or location.
ARDTZ NNy 7T o7 KOARDES N 7T v 7, 2
7 AEOREHE, PRD Oy 77 v FiE, REL D
T a = AGITcER I N 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.
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AWRDINN 7T 7 MOBRDEG N 7T 7, 2
HARIOEIFHAR, JE PRD O w 7 7 v 7%, (REEL 25
T =AU B —IBAICER SN D,

Incident Reaction Time
for Incident
Management
o7 MEH)
BT 5 A7y
IS R )

Incident Priority Very

High

AT N OEERE
s IS

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

20 4y (Tx24) KROY (1) fRRSE,  (i1) [EDEESR. (T (iid
) PRD IZOWTIE 4 BFHLINOT 7 v a v 7o

Incident Priority High
AT N OEERE
DS

2 hours (7x24) for PRD

PRD {Z2WTIE 2 KffE (7x24)

4 hours [Local Time on Business Days] for NON-PRD
FE PRD IZOWTIE 4 W] [ 3 B O BLHRz ]

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 N OBRE
R

1 Business Day for PRD and NON-PRD
PRD RO PRD (ZOWWTid 1 E¥H

3.1.

3. 1.

3. 1. 1.

3.1.1.1.
3.1.1. 1.
3.1.1.2.
3.1.1.2.
3.1.1.3.
3.1. 1. 3.
3.1.1.4.
3.1. 1. 4.

*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.

*ZDF T arP—e 2N EXE] THASNTWAEAICERA SN, BNy 77 v OFRLF
X, 20 TH—ERA LV IZEDARFHE, UIEED 1770 RYy—bv R o727 )7
va VHIO D BTN BRI T L7oRER TR T 5,

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):

AT NOBERE UTOEEENRTSTO [0 F 0 M ICHEAEND (D) DIESGEITEE
ET D, T2 TS TEEMZREWO L & SAP IZXVFIRENTONIGERH D) |

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:

RS - SN T U PDERICHRAIT, BEOE DA AT m AT E Y R AT mE X
CBET S 1T Tre A KRR LTE Y, RAOEERETTERAVEAIR, (107 b ok
X TRABSE) IO END, ZAUT—MRENC, BLFDO XS 2RI RE & 72 D,
A PRD system is completely down.
PRD ¥ AT ABNFERITIEL LTS,
The imminent go-live or upgrade is jeopardized.
72 L o Ie ARG LT v 777 L— ROMERIIRIBIC & 5,
The core business processes of Customer are seriously affected.
BEOTEEREVRIAT B ANERREEEZZITTND,
A workaround is not available.

[EIBETR 23 720,
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3.1.1.5.
3. 1. 1.5.

3.1.2.

3.1. 2.

3.1. 4.

4. 2.

4.3.
4.3.
4.3.1.
4.3.1.

4.3.2.

The Incident requires immediate processing because the malfunction may cause serious losses.

FEAENERBRBEREZLTEOTHRBERDH LD, AT b ZEBIAE L 2T IERS
AN
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.

BE  EBFOEVRAT o ANERBREELZ T L5681, Moy Ty b OBEER B8R (208
IND, LEREENFETTERY, ik, BEHICKER (2 Ca—T7 ¢ 7REE] NOBIEDRIESR)
REMERRPER E 2D, 20 [0 F 0 b id, REGPHE T IX IR R A RE DX 7 v — %%
LSRELESEDIBENRH D720, FIRRRIR D HSLNITAIE 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.

F @R OEY R AT a v ARBEEZ T HGET. AT b OBGER T oyiasndg, =
OREIX, TarYa—T 4 U 7BE NOBEOMEECEERRNFIN & 25, BHEOEF T P
Ta U NEEEZIT ARSI, A vE—U0EEET T THhBEESnS,

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 BEOEVRAT o AT IMBEORENR, LA LRV, 2BV EEEF, [T b
OEREEIX MK s nsd, ZoMEE., BENICIEARETH S0, ERHEESEF KN v
Eo—7 ¢ 7 BREL] NOBREDREEICENER R BSRK & 72 5,

SERVICE LEVEL REPORTING

P—ER LV OHE

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

SAP 1Z, Z@ SLA ICEDH D [Hh—r A L~L) &gk, HREF L A—FTHEICRET 2D LT D,

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.

A WTEDD =R L] O 1 DXIEERER SN o6, BRI, 20 SAP 7
AT bR —Vy—T@M L, SAP Ik ik n iz ARESF LA — MZESWHT Th—EAL~L) ©
ANY Y AGRE T D& D BRS 5 ENTE D,

SAP will then promptly:
SAP 1%, ZOHEERSLINCUATOZ & %217,
determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and

P—ERL~UL) ZRT72OIEE L TWa54E) ORARREXITE 2 6 DRARRE Z R ES
Do
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).
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4.3. 2.

4.4.
4. 4.
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.

5.1.2.

EENREINDGEZRE . BIEMHEEZRE L, HEIEzEE IR L CEEICL KRB LR
UKRIIARBICHREUTEIE S NV D LT %) | BEOEmICL KB EZT T, GEARBIFANIC
(OB B I N BRRICHEVY) FHlia £ 5,

If applicable, SAP will provide the specific Credit as described in Section 5 below.
ZUTDEA. SAP X, TR 5 RIS T D, FrED 17 vy y b 2l 5,

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 2L AEIMICER S ) BERESIICE Y, Bild 2 [ —E X L~y ORERSBEICE
W22 ERRIMN, LEERoT BAF T U Z AL ELTHRDNDYEA, SAP X, [—ERXL L)
WWERLTHWAZ EIZE LT, %4 T2 7Ly y b 2 HOLORBERIRE WD, BEIEER
KHTIZRIE L WA, WY d, BERR ST #8217 0.

SERVICE LEVEL FAILURES
P —E R VLD RERK
Service Credits

P—v27 LYy k

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%EF 5 SA SLA &M SR o7 E . BRI, FNEND SA SLA &/ SRmo7oZ LT L
T, #F PRD, PRD, RO* (== nbva=7] @FET2560) HTL 70Ty b OFEHE
LCEREIND 7V vy b #FERTLIEBTED, [7VYy M) OfFFRIZ, HK SA SLA LAR—b
DMK 30 EHEH] DNIZ, X LS AR—Fr—20#RHZ2E U T, SEITLbRITFIE R bk
Vo WD EL. 7LV y M ORFHIUTEZBEARNbD LT 5,

for any 1 Month, exceed an aggregate of 20% of the Monthly Service Fee for that Month across all the Systems
at 99.9% SA SLA (if identified in the Order Form and purchased by Customer), and an aggregate of 100% of
the Monthly Service Fee for that Month across all SA SLAs; and

EEOOE THAL IZOWTIE, SA SLA 2% 99.9% OFT_CH [ AT A ( [FELE] CHRE
. BEPEALESGS) 2EOKBET, £0 TH) ITHd 2 THEY—E 2B @ 20%, 227 _XTH
SA SLA &EDO#HET, 20 A1 © THEP—E B4 @ 100%, KO
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).

BFE DRI OV TIHRBT, SHEROEIC OV TR EBE R (759 F¥—E 2] ISR LT
IHONTARMY T A7 VT a v Beo 1/3 CUIENT D EXE] ICEDLIHIRR 1 FREoRE
X, BEEZITE (770 Ryh—E R IZH LT bR G722 ) Ty a Vo 1/3) I%9
%,

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 71V b OMREZS 2552 L0nER (BT A—/NAbHA[) T SAP ([ZXVHERESNTZHA.
SAP X, MUHD (7 LvYy b & 1759 R —E R IZHETLEROFERECHEMAT 20, [REH) I
HEAONWTEH DO D REFROFERENZ2WVIGAIL, BEEZITH>IHDET D,
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5. 1. 4.

5.2.
5. 2.

5.21.

5. 2.

1.

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.

BRI, BHECLVELLNTWAEAEZERE, 71y y ) 2, HEsh: [—bE2L~L) %
SAP NEER TE RN o722 LIk T HME—oHE 2 RFE TH D Z L &2 THRT 5,

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

SAP IZX LT (75w R —t 2| #EEHLAATHARWVERIL., FNENDOEY TS5 SAP /S— R F—
Mo [ 71Uy b ZFERLRTIER G20,

Termination
iAIZS

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 Service Level 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
SLA, and such termination right from the GTC shall not apply.

SAP 78, PRD @ [a o —F 4 U/ BREL] @ SA SLA % 3 7 AR CEM TE R -4, BRIL. £
neno I—ex~UL) LiR— hOZE% 30 BLUNICERIC L 285 % SAP IZIEHT5 2 L1k,
BT D EXE) 2MBRTHZENTE S, MERIZ, Mrd@M%E SAP RZELTHHU0E TH] # (X
IZBEENZ OB TS, TNEIVHZROEM) ICHAME 22D LT 5, REBEEHEOTZDIZMATL T
1. ZOMBMEIL, GTC 2B 5, SLA ZiM/- SR o - BEDZ DM T X TOMBOREITEE L, 6TC
OPPDLERMETEA SN b D LT 5,

SERVICE REQUESTS
P— BRI

For Private Cloud Edition Services, 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:

[Private Cloud Edition ¥ —E R | OFA, BRIL, SAP O [H—E RV I A NT Ty N T7r—LA] %
LT, Tara—T7 0 78RR CHEETAREOX AT BT 52 R TES (LUF M—e R4k
B ) o TH—ERKED 2B (Ao T b Lo THWDIRY | SAP 1%, LUNOEEREF IS [ —
EAKIE) 12T B,

PRD 24x7 subject to Excluded Downtime
PRD 24 W 365 AxfIS ( [BRSNVZ T > 2 A L)
DA END)
NON-PRD 24x5 (Business Days) subject to Excluded
Downtime
## PRD 24 WERA, 5 B ( THEH) A (B
NET I L] PEHESND)
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