SERVICE LEVEL AGREEMENT FOR SAP CLOUD SERVICES
SAP 75U FY—FERIZEATEII—EAL_ANTTY—RX |

1. Service Level Agreement

1. P—ERL_NTFY—RA b

This Service Level Agreement for SAP Cloud Services sets forth the System Availability Service Level Agreement
("SLA") for the productive version of the applicable SAP Cloud Services to which customer has subscribed
("SAP Cloud Services”) in an Order Form with SAP.
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This Service Level Agreement for SAP Cloud Services shall not apply to any SAP Cloud Service for which a
System Availability SLA is explicitly set forth in the applicable Supplemental Terms and Conditions for such SAP
Cloud Service or for which the applicability of the System Availability SLA is explicitly excluded in the
Agreement.
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2. Definitions
2. EE
“Downtime” means the Total Minutes in the Month during which the productive version of the applicable SAP
Cloud Service is not available, except for Excluded Downtimes.
(o EZA L] EiX, F4TDH SAP 1770 RY—b R ORBEIN—Y a URFIATE Rholc THRBRSEL 205 23,
(BRoM A & A ) EERL
“Month” means a calendar month.
A1 &%, BRAZW,
“Monthly Subscription Fees” means the monthly (or 1/12 of the annual fee) subscription fees paid for the
Cloud Service which did not meet the System Availability SLA.
THEP TR 2V 7var®é) ik, (VAT LOFAMO SLA)] &z SRhotz 1770 RYy—v X 1T L TXinb
N BB CUIFFED 1/12) OY T A7 VT v a UEHEEE N,
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
TAPKE) X, TA) RO 7 A, 1 B 24 BEECHEISNS,
“"UTC"” means Coordinated Universal Time standard.
[UTC) &iX. T EMSRE ] OFEERZ WS,

3. System Availability SLA and Credits
3. VAT LAOREMEED SLA R LYy b
3.1 Claim process, Reports

3.1 F RS oER, LFE—
Customer may claim a credit in the amount described in the table of Section 3.2 below in case of SAP’s
failure to meet the System Availability SLA, which credit Customer may apply to a future invoice
relating to the SAP Cloud Service that did not meet the System Availability SLA.
L, SAP 23 [V 2T DO MED SLA) Ziiile S0l LUF O 3.2 ZORISEMT HLEMTr LYy
NEdfkTE, BEITOI VY y b, VAT LAORMED SLA] Ziii/c S7eipole SAP 1777 R —E R
BT 5, fFROFERFICHENT 5 LN TE D,

Claims under this Service Level Agreement for SAP Cloud Services must be made in good faith and by
submitting a support case within thirty (30) business days after the end of the relevant Month in which
SAP did not meet the System Availability SLA.
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SAP will provide to customers a monthly report describing the System Availability percentage for the
applicable SAP Cloud Service either (i) by email following a customer’s request to its assigned SAP
account manager, (ii) through the SAP Cloud Service or (iii) through an online portal made available to
customers, if and when such online portal becomes available.
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3.2 System Availability
3.2 2T ADOT M

System Availability percentage is calculated as follows:
[ 27 LA OFEIE, LTFTo LBV EBEND,

System Availability Percentage = (

Total Minutes in the Month—Excluded Downtime — Downtime

)*100

Total Minutes in the Month—Excluded Downtime

System Availability SLA
VAT LADFHMED SLA

99.5% System Availability percentage during each Month for productive
versions
KB NN—T 3 2O T, & TA) PiZBiTD 99.5% @ T RAT7 Lo k] OF

AN
(=}

Credit
5fg

2% of Monthly Subscription Fees for each 1% below System Availability SLA,
not to exceed 100% of Monthly Subscription Fees

[V A7 LORAMED SLA] % 1% TR ZEZ, TAKEY T A7 U7y a ks o
2, 72720 THEY T A2 U Ty a B o 100% % ERET S

Excluded Downtime
BAE DT B A D

Total Minutes in the Month attributable to:

ARG IFARICRRT

(i) a Scheduled Downtime for which a Regular Maintenance Window is
described in Section 4 below, or (ii) any Major Upgrade Window described in
Section 5 for which the customer has been notified at least five (5) business
days prior to such Major Upgrade Window or (iii) unavailability 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.
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Scheduled Downtime

Scheduled Downtime for the applicable SAP Cloud Services to which

EHZ T2 A L customer has subscribed is set forth in Section 4 below entitled “Maintenance
Windows for SAP Cloud Services”.
BENMAZE R LAY TS SAP 770 Ry —bE X [ZT5 TEMFT &4
L) ME, FREO TSAP 7 Z 0 RY—ERADOESFIRRTR | LEINTZE 4 FITED T
D,
4, Maintenance Windows for SAP Cloud Services
4, SAP 7 F U B¥— B R DRSFREEHE

SAP can use the following maintenance windows for Scheduled Downtimes as listed below. Time zones refer to
the location of the primary data center where the SAP Cloud Service is hosted. SAP will provide Customer
reasonable notice without undue delay of any major upgrades or emergency maintenance to the SAP Cloud
Services.
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4.1 Weekly Maintenance Windows for SAP Cloud Services — Standard Windows
4.1 SAP 7 5 U N —E ZADOBERRFRIHIS — EEAERRH
SAP weekly standard maintenance windows are scheduled as listed below for the Cloud Services in this
section:
SAP DIRRAEHEARSTHERI# T, ASD 750 Rh—ER ] IZOVWTFRDEBVRESHLTWD,
Start Time in UTC per region
Holg =" E DEFISRER] (UTC)

MENA FRI 7 pm UTC
MENA (FREE - k77U ) & Fth T B UTC
AP] SAT 3pm UTC
APJ + Ptk 3 UTC
Europe: SAT 10 pm UTC
ER =P + F% 10 By UTC
Americas SUN 4 am UTC
BT A U A H ERT 4 W UTC

The above-mentioned maintenance windows define the maximum scheduled downtime from which
certain cloud services consume only partially.
LRRORSFREEHIIE X T X A DO EREEDTEY ., FFED I 70 R —ERIZO—HOLEFHT 5,

Cloud Services maintenance window durations

7 79 BY— B X ORSFR R OFTE R H

SAP Asset Manager

SAP Asset Manager

SAP Browse Manager and Conversion Manager

SAP Browse Manager and Conversion Manager

SAP Cloud Platform

SAP Cloud Platform

SAP Cloud Platform Credential Stores

SAP Cloud Platform Credential Stores

SAP Connected Parking

SAP Connected Parking

SAP Customer Identity, SAP Customer Identity, B2B add-on, SAP Customer Consent, SAP
Customer Profile

SAP Customer Identity, SAP Customer Identity, B2B add—on, SAP Customer Consent, SAP
Customer Profile

SAP Enterprise Messaging Zero Downtime
SAP Enterprise Messaging ooy 24 A
SAP Exchange Media

SAP Exchange Media

SAP Fiori Cloud

SAP Fiori Cloud

SAP Logistics Business Network, global track and trace
SAP Logistics Business Network, global track and trace
SAP Merchandising

SAP Merchandising

SAP TwoGo

SAP TwoGo

SAP Vehicles Network

SAP Vehicles Network

SAP Work Manager, Cloud Edition

SAP Work Manager, Cloud Edition
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S/4HANA Cloud for credit integration

S/4HANA Cloud for credit integration

S/4HANA Cloud for customer payments

S/4HANA Cloud for customer payments

SAP Big Data Margin Assurance, cloud edition

SAP Big Data Margin Assurance, cloud edition

SAP Brand Impact

SAP Brand Impact

SAP Cloud Peering

SAP Cloud Peering

SAP Cloud Platform Gamification

SAP Cloud Platform Gamification

SAP Data Quality Management

SAP Data Quality Management

SAP Knowledge Workspace

SAP Knowledge Workspace

SAP Public Budget Formulation, cloud edition

SAP Public Budget Formulation, cloud edition

SAP Service Ticket Intelligence (formerly SAP Service Ticketing)
SAP Service Ticket Intelligence (IH SAP Service Ticketing)

1 hour
1 K

SAP Agile Data Preparation

SAP Agile Data Preparation

SAP Cash Application

SAP Cash Application

SAP Cloud Platform API Management

SAP Cloud Platform API Management

SAP Cloud Platform Integration

SAP Cloud Platform Integration

SAP Connected Goods

SAP Connected Goods

SAP Customer Attribution

SAP Customer Attribution

SAP Digital Payments

SAP Digital Payments

SAP Health Engagement

SAP Health Engagement

SAP Innovation Management

SAP Innovation Management

SAP IoT Application Enablement

SAP IoT Application Enablement

SAP Leonardo IoT

SAP Leonardo IoT

SAP Localization Hub, electronic invoicing for Brazil (nota fiscal electronica)
SAP Localization Hub, electronic invoicing for Brazil (nota fiscal electronica)
SAP Market Rates Management

SAP Market Rates Management

SAP Multi = Bank Connectivity

SAP Multi - Bank Connectivity

SAP Network Logistics Hub (formerly SAP Connected Logistics)
SAP Network Logistics Hub (IH SAP Connected Logistics)
SAP Predictive Maintenance and Service, cloud edition
SAP Predictive Maintenance and Service, cloud edition
SAP Resolve

2 hours
2 ¢
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SAP Resolve
SAP Roambi
SAP Roambi

SAP Financial Statements Insights
SAP Financial Statements Insights
SAP RealSpend

SAP RealSpend

3 hours
3 K

Fieldglass

Fieldglass

S/4HANA Cloud Edition

S/4HANA Cloud Edition

SAP Agent Connection

SAP Agent Connection

SAP Analytics Cloud (formerly BusinessObjects Cloud, or Cloud for Analytics, or Cloud for

EPM (includes Cloud for Planning)

SAP Analytics Cloud (IHFRiX BusinessObjects Cloud, Cloud for Analytics XI Cloud for EPM
(Cloud for Planning Z&te) )

SAP Analytics Hub

SAP Analytics Hub

SAP Asset Intelligence Network

SAP Asset Intelligence Network

SAP Asset Strategy and Performance Management

SAP Asset Strategy and Performance Management

SAP Authentication 365, SAP LivelLink 365, SAP People Connect 365

SAP Authentication 365, SAP LiveLink 365, SAP People Connect 365

SAP Business ByDesign

SAP Business ByDesign

SAP Cloud Data Warehouse

SAP Cloud Data Warehouse

SAP Cloud for Customer

SAP Cloud for Customer

SAP Cloud for Energy

SAP Cloud for Energy

SAP Cloud for Real Estate

SAP Cloud for Real Estate

SAP Cloud for Travel and Expense

SAP Cloud for Travel and Expense

SAP Cloud Identity Access Governance

SAP Cloud Identity Access Governance

SAP Cloud Platform, ABAP environment

SAP Cloud Platform, ABAP environment

SAP Cloud Platform, Cloud Foundry Environment, Infrastructure

SAP Cloud Platform, Cloud Foundry Environment, Infrastructure

SAP Cloud Platform Consent Repository

SAP Cloud Platform Consent Repository

SAP Cloud Platform Excise Tax Service

SAP Cloud Platform Excise Tax Service

SAP Cloud Platform, Hyperledger Fabric

SAP Cloud Platform, Hyperledger Fabric

SAP Cloud Platform Job Schedule

SAP Cloud Platform Job Schedule

SAP Cloud Platform Master Data for Business Partners

4 hours

4 W
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SAP Cloud Platform Master Data for Business Partners
SAP Cloud Platform, MultiChain

SAP Cloud Platform, MultiChain

SAP Cloud Platform Personal Data Manager
SAP Cloud Platform Personal Data Manager

SAP Cloud Platform, Quorum

SAP Cloud Platform, Quorum

SAP Cloud Platform SAP HANA service, Enterprise edition
SAP Cloud Platform SAP HANA service, Enterprise edition
SAP Cloud Platform SAP HANA service, Standard edition
SAP Cloud Platform SAP HANA service, Standard edition
SAP Cloud Platform Transport Management
SAP Cloud Platform Transport Management

SAP Cloud Platform Virtual Machine

SAP Cloud Platform Virtual Machine

SAP Commerce Cloud

SAP Commerce Cloud

SAP Commerce Cloud, context-driven services
SAP Commerce Cloud, context—-driven services
SAP Connected Agriculture

SAP Connected Agriculture

SAP Consumer Insight 365

SAP Consumer Insight 365

SAP Consumer Sales Intelligence

SAP Consumer Sales Intelligence

SAP Contact Center, Cloud Edition

SAP Contact Center, Cloud Edition

SAP Contact Center 365

SAP Contact Center 365

SAP Conversational Al

SAP Conversational Al

SAP CoPilot

SAP CoPilot

SAP CPQ, edition for variant configuration

SAP CPQ, edition for variant configuration
SAP Customer Engagement Center

SAP Customer Engagement Center

SAP Customer Order Sourcing

SAP Customer Order Sourcing

SAP Data Custodian

SAP Data Custodian

SAP Data Intelligence

SAP Data Intelligence

SAP Data Privacy Governance

SAP Data Privacy Governance

SAP Digital Manufacturing Cloud

SAP Digital Manufacturing Cloud

SAP Distributed Manufacturing

SAP Distributed Manufacturing

SAP Document Compliance

SAP Document Compliance

SAP Edge Services

SAP Edge Services
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SAP Enable Now

SAP Enable Now

SAP Enterprise Architecture Designer, cloud edition
SAP Enterprise Architecture Designer, cloud edition
SAP Enterprise Chatbot

SAP Enterprise Chatbot

SAP Entitlement Management

SAP Entitlement Management

SAP Field Service Management, SAP Crowd Service
SAP Field Service Management, SAP Crowd Service
SAP Integrated Business Planning

SAP Integrated Business Planning

SAP Intelligent Product Design

SAP Intelligent Product Design

SAP Intelligent Notification 365

SAP Intelligent Notification 365

SAP Intelligent Robotic Process Automation

SAP Intelligent Robotic Process Automation

SAP Leonardo IoT Bridge

SAP Leonardo IoT Bridge

SAP Leonardo Machine Learning Foundation

SAP Leonardo Machine Learning Foundation

SAP Live Customer Cloud

SAP Live Customer Cloud

SAP Localization Hub, tax service

SAP Localization Hub, tax service

SAP Logistics Business Network; SAP Logistics Business Network, freight collaboration
option

SAP Logistics Business Network, SAP Logistics Business Network, freight collaboration
option

SAP Loyalty

SAP Loyalty

SAP Marketing Cloud

SAP Marketing Cloud

SAP Market Communication for Utilities

SAP Market Communication for Utilities

SAP Omnichannel Promotion Pricing

SAP Omnichannel Promotion Pricing

SAP Product Configuration add on for SAP Commerce, SAP Product Configuration
Intelligence, SAP Product Configuration

SAP Commerce, SAP Product Configuration Intelligence., SAP Product Configuration (Z%}9" %
SAP Product Configuration 7 KA

SAP Product Content Hub

SAP Product Content Hub

SAP Product Stewardship Network

SAP Product Stewardship Network

SAP Qualtrics

SAP Qualtrics

SAP Sales and SAP Service

SAP Sales M TN SAP Service

SAP Search and Discovery

SAP Search and Discovery

SAP Subscription Billing
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SAP Subscription Billing

SAP SuccessFactors People Analytics
SAP SuccessFactors People Analytics
SAP Supply Base Optimization

SAP Supply Base Optimization

SAP Translation Hub

SAP Translation Hub

SAP Upscale Commerce

SAP Upscale Commerce

SAP Vehicle Insights

SAP Vehicle Insights

SAP Watch List Screening

SAP Watch List Screening

trading platform integration for SAP Treasury and Risk Management and SAP Cash

Management

SAP Treasury and Risk Management [ TN SAP Cash Management D728>D hL—F 4 77T » |k

7+ — LA

4.2 Weekly Maintenance Windows for SAP Cloud Services — Individual Windows
4.2 SAP 7 5 U R¥—ERADBEKRRFRHEH - EE ORI
Due to specific business reasons, the below listed SAP Cloud Services use individual maintenance

windows

¥ LORRIZRBEIC LY . UFIRT SAP 17 Z 0 RY—E A | (Z3fERI O Ry 2508 S v 5,

Cloud Services with individual maintenance window durations
EBIDRSFIFEE OFTBEREBHREEINTS T U Fh—EX

Cloud Service Maintenance Window Duration
779 RPp—E2R AT AR HH
Concur Europe: SAT 10 pm UTC (Winter)
Concur SAT 9 pm UTC (Summer)
F—u X UTC (&AWF) CLHIEHE D% 10 K
UTC (EHE#) CTHEHOF% 9 B 4 hours
Americas: SUN 1 am UTC (Winter) 4 IRFfH]
SUN 12 am UTC (Summer)
mAET A U A UTC  (&BER) CTHREH O 1 I
UTC (W) CTHMEH DFET 0 B
SAP Agent Performance Management (formerly Winter: SUN 8 am UTC
Producer Pro) S UTC "CHHIEH DRI 8 IKF 6 hours
SAP Agent Performance Management (IH Producer Pro) Summer: SUN 7 am UTC 6 MY
HHEWM . UTC THMER ORI 7 B
SAP Ariba Cloud Services MENA: FRI 7 pm UTC
SAP Ariba 7 7 U KH—E 2R MENA : UTC CT&MEH DF% 7 K
APJ: SAT 3 pm UTC
APJ : UTC THiEH D% 3 W 4 hours
Europe:  SAT 10 pm UTC 4 WP
g—nrws%: UTC CTHEH OFH% 10 B
Americas: SUN 12 am UTC
FEALT A U h : UTC THHIEH OFHET 0 B
SAP Business One Cloud, SAP-Hosted Option Europe: MON 12 am UTC 4 hours
SAP Business One Cloud, SAP-Hosted Option I—uo v N UTC CTHEEHR OFRT 12 B 4 W
Americas:
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North America: MON 7 am UTC
Latin America: MON 4 am UTC
BT AU A
ek UTC THHREH ORI 7 I
He ok UTC THIER DT 4 I
SAP Cloud Appliance Library Bi-weekly (odd calendar weeks):
SAP Cloud Appliance Library R (EF40R)
APJ, Europe, Americas: 1 hour
THU 6 am UTC 1 R
APJ, F—m X HALT AU H
UTC CAKHE A DFRIT 6 W
SAP Commissions Winter: SUN 8 am UTC
SAP Commissions AW UTC CTHEA OFRT 8 B 6 hours
SAP Territory and Quota Summer: SUN 7 am UTC 6 IRFfH]
SAP Territory and Quota B UTC CTHIER DRI 7 B
SAP CPQ Every 3™ Saturday of each month.
SAP CPQ Winter 2 am UTC
Summer 1 am UTC 4 hours
K ADE 3 HIEH 4 BER
AWERE] . UTC THFRT 2 B%
HHE . UTC THRET 1 B
SAP Event Ticketing, Event Ticketing Pro Europe:
SAP Event Ticketing, Event Ticketing Pro SUN 11 pm UTC & 5 hours
WED 2 am UTC 1 hour
I—n N
UTC THIEA DA% 11 RO 5
UTC "C/KFE A O 2 B 1 W
Americas:
MON 4 am UTC & 5 hours
WED 5 am UTC 1 hour
FAET AU A
UTC CTHIRH OFET 4 Bt 5 W
UTC C/KIE A D4R 5 K 1 R fH]
SAP Information Collaboration Hub for Life Sciences [APJ: SAT 5.30 am UTC
SAP Information Collaboration Hub for Life Sciences |AP] : UTC Tt H DOLET 5 R
Europe: SAT 5.30 am UTC 4 hours
g—u N UTC THIEH DO4FH] 5.30 B 4 HFRE
Americas: SAT 5.30 am UTC
AL A U A UTC THIRH O 5 B
SAP Intelligent Sales Execution Winter: SUN 8 am UTC
SAP Intelligent Sales Execution A IRpf UTC THMER DRI 8 K 6 hours
Summer: SUN 7 am UTC 6 MR
KR - UTC CHIER DFHT 7 B
SAP IoT Connect 365 Up to once every month:
SAP IoT Connect 365 SAT 10 pm UTC 4 hours
BAH 1\ : 4 R
UTC THREHDF% 10 KF
SAP Jam Collaboration MENA: FRI 7 pm UTC
SAP Jam Collaboration MENA : UTC T&WER D% 7
SAP Jam Communities APJ: SAT 3 pm UTC 7 hours
SAP Jam Communities APJ : UTC THIEHDOF% 3 7 R
SAP Learning Hub Europe: FRI 10 pm UTC (Amsterdam DC2 &
SAP Learning Hub St Leon Rot DC12)
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SAP SuccessFactors HXM Suite (except Employee
Central Payroll)
SAP SuccessFactors HXM Suite (Employee Central

Payroll #[F&<)

SAT 10 pm UTC (Biere DC16 &
Moscow DC18

:UTC TEMER D% 10 B (7T ART
VEZ L DC2 O bt a—k
DC12)

UTC THMEH D% 10 K (Biere
DC16 KRONEAZ U DCIS)

g—n oy

Americas: SUN 4 am UTC
AL A U % UTC THWEH OLFRT 4 B
SAP Litmos Training, all editions Bi-Weekly .
ViewCentral (23] Bi-
. . . N Weekly:
SAP Litmos Training, 3 _XTD=x7F 1 3> APJ: FRI 5 pm UTC > hours
ViewCentral AP]J : UTC T&FEH DOF% 5 i i -
Europe:  FRI 10 pm UTC ;;;ﬁ;ﬁ
—nrysN: UTC CTHREH 0% 10 i
Americas: SAT 12 am UTC
AL 7 A U A UIC THIEH O4RT 12 B
Monthly:
Monthly - 3™ Sunday 5 hours
A 1[E - % 3 HEH P
All Regions: SUN 1 am UTC (Summer) 5 R
T_CoOHEE UTC (EFRH) CTHREH ORI 1 B
SAP Localization Hub, advanced compliance
reporting service Europe: SAT 2 am UTC 2 hours
SAP Localization Hub, advanced compliance reporting S—u v/N UTC THIEH DR 2 B 2 B
service
SAP Logistics Business Network, material MENA: FRI 7 pm UTC
traceability option MENA : UTC TA&MER D% 7 B
SAP Logistics Business Network, material APJ: SAT 3 pm UTC
traceability option AP : UTC THIBHOF% 3 4 hours
Europe:  SAT 10 pm UTC 4 IRt
I—nm N UTIC THEROF% 10 B
Americas: SUN 4 am UTC
FEALT A U UTC CHIEA OFET 4 B
Early Adoption Hours:
SRR 51 O > hours
Europe: THU 9 am UTC 2 IR
g—n % UTC TARIEHOFHT 9 K
SAP Predictive Engineering Insights APJ, Europe, Americas
SAP Predictive Engineering Insights FRI 3 pm UTC 2 hours
APJ, F—u w8 BT AU 2 W
UTC T4MEH DA% 3 W
SAP Product Lifecycle Costing, cloud edition Monthly:
SAP Product Lifecycle Costing, cloud edition A 1M
Europe:  SAT 10 pm UTC 6 hours
I—n /) UTC CTHEADFH% 10 W 6 HFfH]

Americas: SUN 4 am UTC
LT A U 4 UTC CTHIEH ORI 4 BF
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SAP SportsOne Bi-Weekly:

SAP SportsOne e -
APJ: MON 10 pm UTC
APJ : UTC THIEH DF#% 10 BF
Europe: TUE 5 am UTC
g—m % UTC CAIEB DOART 5 B 2 hours
Americas: TUE 11 am UTC 2 IffH]

EEdET A U UTC TAREH OAFRT 11 Wy

APJ: WED 10 pm UTC

APT : UTC T/KMEH D% 10 B

Europe: THU 5 am UTC 1 hour
I—nu v/%: UTC TARBRER OFHT 5 B 1 Ref

Americas: THU 11 am UTC
FEALT A U & UTC CTARHEH ORI 11 B

SAP SuccessFactors Employee Central Payroll MENA: FRI 7 pm UTC

SAP SuccessFactors Employee Central Payroll MENA : UTC CT&WERDOF% 7
APJ: SAT 3 pm UTC
APJ : UTC CTHEH D% 3 K 4 hours
Europe:  FRI 10 pm UTC 4 TREfE

g—m v /X: UTC TEMEH DA% 10 B
Americas: SUN 4 am UTC
L7 A U UTC CHEH ORI 4 W

5. Major Upgrade Windows for SAP Cloud Services
5. SAP 75U RY—ERDAVY—TF v 77 L— i
For more extensive changes to the SAP Cloud Services such as changing product versions, SAP uses the
following Major Upgrade Windows for SAP Cloud Services

I NN—2a VOEFERE, SAP [7 70 R —ER] OXYKIBERZELIZOWTIE, FiEd [SAP 7 F7 U RYF—E 2D A
Try—T v 77— R BNEA SN,

Cloud Services with Major Upgrade Windows
770 RP—ERDA VY —7 v 77 L — FiEfHH

Cloud Service Major Upgrade Windows
779 Kh—EX AVx—T v 77— REE#
Fieldglass Up to 5 times per year:
Fieldglass (requires 5 days advance notice):
BRE 5 H :

(5 HAETE TOHEFEMAN L)

Europe: FRI 9 pm - SUN 2 pm UTC

—m /N UIC TaiEH D% 9 R~ HIER OF % 2 K

Americas: SAT 5am - SUN 9 pm UTC

FAALT A U % UTC CLMER O/ 5 BE~HIEHE O 9 K
SAP Agile Data Preparation Up to 4 times per year:
SAP Agile Data Preparation SAT 1 am - SAT 8 am UTC

BARE 4 H .

UTC THHEH OFRT 1 B~ L0 H DRt 8 By
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SAP Analytics Cloud (formerly BusinessObjects
Cloud or Cloud for Analytics or SAP Cloud for EPM
(includes Cloud for Planning))

SAP Analytics Cloud (IHFRIL BusinessObjects Cloud,
Cloud for Analytics XIX SAP Cloud for EPM (Cloud
for Planning %Z%&te) )

SAP Analytics Hub
SAP Analytics Hub
SAP Roambi

SAP Roambi

SAP SuccessFactors People Analytics
SAP SuccessFactors People Analytics

SAP Ariba Cloud Services
SAP Ariba 7 77 K¥h—EX

SAP Asset Intelligence Network
SAP Asset Intelligence Network

SAP Asset Manager

SAP Asset Manager

SAP Big Data Margin Assurance, cloud edition
SAP Big Data Margin Assurance, cloud edition
SAP Connected Agriculture

SAP Connected Agriculture

SAP Exchange Media

SAP Exchange Media

S/4HANA Cloud for credit integration
S/4HANA Cloud for credit integration
S/4HANA Cloud for customer payments
S/4HANA Cloud for customer payments

SAP Supply Base Optimization

SAP Supply Base Optimization

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year:

BRAE 4 H :

MENA: FRI 7 pm - SAT 1 am UTC

MENA : UTC TaMEHOF% 7 R~ H O 1 K
APJ: SAT 3 pm - SAT 9 pm UTC

APJ : UTC THMEHDOF% 3 Bi~TEH OF% 9 B
Europe: SAT 10 pm - SUN 4 am UTC

g—nm /N UIC THEEHDOF% 10 Re~HIBEH OFAT 4 FF
Americas: SUN 4 am - SUN 10 am UTC

mAE7 A U7 UTC THMEH ORI 4 Wi~ HIBEH O4H1 10 K
*These Maintenance Windows are separate from and in addition to
Maintenance Windows of underlying SAP Cloud Platform.

* CRED TRTFIFHHE) 1%, TERS [SAP 270 F7F 2w f 74 —2A) O [RTH
[#) EIZRITH D, BN EHES S b DERSB,

Up to 4 times per year:

BNREE 4 |

MENA: FRI 7 pm - SAT 1 am UTC

MENA : UTC C&MEH DA% 7 FE~THEH OFaT 1 K
APJ: SAT 3 pm - SAT 9 pm UTC

APJ : UTC THMEH D% 3 K~ THEH Dt 9 I
Europe: SAT 10 pm - SUN 4 am UTC

3—m /N UIC THEEH D% 10 Fi~HBEH DR 4 FF
Americas: SUN 4 am - SUN 10 am UTC
m4L7 A U UTC THRER ORI 4 Wi~ HIEH D1 10 I
Up to 2 Times per year:
KR 2 H :
MENA: FRI 7 pm - SAT 3 am UTC
MENA : UTC TeMEH OF% 7 Re~1EH OFaT 3 K
APJ, Europe, Americas:

SAT 7 pm - SUN 3 am UTC
APJ, F—nm /X BT AU B

UTC CLMERA DTt 7 R~ HAWER DRl 3 K
Up to 4 times per year:
BREE 4 | :
Europe: SUN 1:30 am - SUN 5:30 am UTC
g—nr /N UTC THIRER OFRT 1 B~ H IR QR 5 K
Up to 4 times per year:

KA 4 | :

APJ: SAT 12 am - SAT 6 am UTC

APJ : UTC THMEH DRI 0 R~ LHEH OFRET 6 FF
Europe: SAT 7 am - SAT 1 pm UTC

d—u v /X:UTC CLIEHDFRHT 7 Fi~1MEHOF% 1 KF
Americas: SAT 1 pm - SAT 7 pm UTC
BT AU H : UTC T D% 1| H~THEDJ% 7 I
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SAP Asset Strategy and Performance Management

SAP Asset Strategy and Performance Management

SAP Authentication 365,
SAP Authentication 365,
SAP LivelLink 365,

SAP LiveLink 365,

SAP People Connect 365
SAP People Connect 365
SAP BusinessByDesign
SAP BusinessByDesign

SAP Cloud for Real Estate

SAP Cloud for Real Estate

SAP Cloud for Travel and Expense
SAP Cloud for Travel and Expense

SAP Business One Cloud, SAP-hosted Option
SAP Business One Cloud, SAP-hosted Option

SAP Cash Application
SAP Cash Application

SAP Cloud Appliance Library
SAP Cloud Appliance Library

SAP Data Warehouse

SAP Data Warehouse

SAP Cloud for Customer
SAP Cloud for Customer

SAP Cloud for Energy
SAP Cloud for Energy

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year

B 4 [H

Europe: SUN 1:30 am - SUN 5:30 am UTC

S—nryX: UIC CTHIREH DT 1 R~ HREH QR 5 R
Up to 4 times per year:

K 4 F :

Americas: SAT 4 am to SAT 2:00 pm UTC

mALT A U UTC CLIER OFal 4 Wi~ LA D% 2 K

Up to 4 times per year:

B 4 | :
APJ: FRI 10 pm - SAT 10 pm UTC
APJ : UTC TAIEH D% 10 H~1EHE 0% 10

Europe: SAT 5 am - SUN 5 am UTC

g—nm /N UIC THIEH DRI b K~ HIEH DT 5 K
Americas: SAT 11 am - SUN 11 am UTC

FAET A U A UIC THMEH ORI 11 BE~HIEH ORI 11 F
Up to 4 times per year:

K 4 H :

Europe, Americas: SAT 9 am - SAT 3 pm UTC

F—ua X BT AU L UIC THEEHOFRT 9 B~ H O
% 3 W

Up to 4 times per year:

KA 4 | :

Europe: SAT 7 am - SAT 1 pm UTC

S—nr N UTC CHIER DR 7 R~ TREAOT% 1 B

Up to 12 times per year, during a one (1) hour window
made known by SAP at least one (1) week in advance.
BRME 12 B | #< &b 1 HEBATE TIZ SAP »b@mEnd 1
IRF ] 0D IRE 7

Up to 4 times per year:

BRAE 4 H :

Europe: SAT 10 pm - SUN 2 am UTC

g—m /N UIC THEEH D% 10 Re~HIBEH O] 2 FF
Americas: SUN 4 am - SUN 8 am UTC

AL A Uk UTC THWER ORI 4 Bi~ B IEH ORI 8 K
Up to 4 times per year:

BRE 4 |
APJ: FRI 10 am - SAT 10 pm UTC
APJ : UTC T4AWEH OFFT 10 Hi~1TEH D% 10

Europe: SAT 5 pm - SUN 5 am UTC

3—nysNUTC CTHMERA O 5 R~ AIEH OFRT 5 IF
Americas: SAT 11 pm - SUN 11 am UTC

FEAL7 A U A 2 UTC CHMEH O 11 B~ HIEH OFRET 11 K
Up to 4 times per year:

BRE 4 |

Europe: FRI 3:30 am - FRI 3:30 pm

a—n oy N AR 3 RRE~&HE A 0% 3 R
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SAP Cloud Identity Access Governance
SAP Cloud Identity Access Governance

SAP Cloud Platform

SAP Cloud Platform

SAP Cloud Platform, Cloud Foundry Environment
Infrastructure.

SAP Cloud Platform, Cloud Foundry Environment
Infrastructure

SAP Cloud Platform Credential Store

SAP Cloud Platform Credential Store

SAP Cloud Platform Excise Tax Service

SAP Cloud Platform Excise Tax Service

SAP Cloud Platform Gamification

SAP Cloud Platform Gamification

SAP Cloud Platform, Hyperledger Fabric

SAP Cloud Platform, Hyperledger Fabric

SAP Cloud Platform Job Scheduler

SAP Cloud Platform Job Scheduler

SAP Cloud Platform Mobile Service for app and
device management

SAP Cloud Platform Mobile Service for app and device

management

SAP Cloud Platform, MultiChain

SAP Cloud Platform, MultiChain

SAP Cloud Platform Mobile Service for SAP Fiori
SAP Cloud Platform Mobile Service for SAP Fiori
SAP Cloud Platform Virtual Machine

SAP Cloud Platform Virtual Machine

SAP Cloud Platform, Quorum

SAP Cloud Platform, Quorum

SAP Fiori Cloud

SAP Fiori Cloud

SAP Agent Connection

SAP Agent Connection
SAP Cloud Platform, ABAP environment

SAP Cloud Platform, ABAP environment

SAP Cloud Platform Transport Management
SAP Cloud Platform Transport Management

SAP Commerce Cloud, context-driven services
SAP Commerce Cloud, context-driven services
SAP Entitlement Management

SAP Entitlement Management

SAP Intelligent Robotic Process Automation
SAP Intelligent Robotic Process Automation

Up to 4 times per year

B 4 [H

Americas: SAT 1 pm - SAT 7 pm UTC

LT AU A 0 UTC THEEAOFH 1 Bi~LHEAOF% 7 iF
Up to 4 times per year:

R 4 | .
APJ: FRI 2 pm - FRI 6 pm UTC
APJ : UTC CT&MEHDF% 2 H~&RH D% 6 I

Europe: FRI 10 pm - SAT 2 am UTC
g—n oy UIC T4MEH OF#% 10 Re~ L H OFET 2 R
Americas: SAT 4 am - SAT 8 am UTC
fAET A U % UTC THMER ORI 4 Bi~1HE B O 8 K

Up to 4 times per year:

BRE 4 |
APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC T&MEH D% 9 FE~L1MEH D% 9 KF

Europe: SAT 4 am - SUN 4 am UTC

F—nr v/ N UTC CEHMER QR 4 Re~HIBER O] 4 K
Americas: SAT 10 am - SUN 10 am UTC

LT AU H : UTC CHWEH OFHT 10 i~ HIEH OFRT 10

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a Page 14 of 31



SAP Cloud Platform API Management
SAP Cloud Platform API Management

SAP Cloud Platform Consent Repository
SAP Cloud Platform Consent Repository

SAP Cloud Platform Integration
SAP Cloud Platform Integration
SAP Document Compliance

SAP Document Compliance

SAP Cloud Platform Master Data for Business
Partners

SAP Cloud Platform Master Data for Business Partners

SAP Crowd Service

SAP Crowd Service

SAP Data Privacy Governance

SAP Data Privacy Governance

SAP Field Service Management

SAP Field Service Management

SAP Localization Hub, tax service

SAP Localization Hub, tax service

SAP Loyalty

SAP Loyalty

SAP Product Lifecycle Costing, Cloud Edition
SAP Product Lifecycle Costing, Cloud Edition
SAP Cloud Platform Personal Data Manager
SAP Cloud Platform Personal Data Manager

SAP Cloud Platform SAP HANA service, enterprise
edition

SAP Cloud Platform SAP HANA service, enterprise
edition

SAP Cloud Platform SAP HANA service, standard
edition

SAP Cloud Platform SAP HANA service, standard
edition

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year:

R 4 F :

APJ: FRI 2 pm - SAT 2 pm UTC

APJ : UTC TeMEH DT 2 B~ TIEH D% 2 K
Europe: FRI 10 pm - SAT 10 pm UTC

g—n /N UIC T4lEH OF#% 10 Re~ L H O/F#% 10 K
Americas: SAT 4 am - SUN 4 am UTC

fAET A U UTC THMER ORI 4 B~ ARE R O 4 K
Up to 4 times per year

B 4 H :

Europe: FRI 10 pm - SAT 2 am UTC

g—nr /N UIC TRBEH DOF% 10 Ke~TREH OFAT 2 FF
Americas: SAT 4 am -SAT 8 am UTC

mALT A U UTC CLIERA OFal 4 We~ LA O 8 K
Up to 4 times per year:

B 4 H :

APJ: FRI 2 pm - SAT 2 am UTC

APJ : UTC T4&MeH D% 2 K~ THEH OFRT 2 I
Europe: FRI 10 pm - SAT 10 am UTC

g—nm /N UIC TR D% 10 e~ T H DR 10
Americas: SAT 4 am - SAT 4 pm UTC

FAET A U UTC CHIER ORI 4 Bi~LTHEH D% 4 B
Up to 4 times per year

K 4 H :

Up to 4 times per year

BREE 4 | :

Europe: FRI 10 pm - SAT 2 am UTC

g—nr /N UIC TeMEH D% 10 Ke~ T2 H OFRT 2 FF
Americas: SAT 4 am -SAT 8 am UTC

FAALT A U A UTC CHMEH ORI 4 K~ TREH Ol 8 I

Up to 4 times per year for 8 hours:
BREE 4 M, 8 BERY -

APJ: FRI 9 pm - SAT 5 am UTC
APJ : UTC T4MEH D 9 Ke~ LW H DT b I
Europe: SAT 4 am - SAT 12 pm UTC

I—nm v X UTC THIEH DRI 4 Bi~1REH D% 12 1
Americas: SAT 10 am - SAT 6 pm UTC
A7 AU H : UTC T H DRI 10 B~ T H D% 6 i
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SAP Commerce Cloud

SAP Commerce Cloud

SAP CPQ, edition for variant configuration
SAP CPQ, edition for variant configuration
SAP Product Configuration add on for SAP
Commerce

SAP Product Configuration add on for SAP Commerce
SAP Product Configuration Intelligence

SAP Product Configuration Intelligence

SAP Product Configuration

SAP Product Configuration

SAP Product Configuration as part of SAP CPQ,
edition for variant configuration

SAP Product Configuration as part of SAP CPQ,
edition for variant configuration

SAP Connected Goods

SAP Connected Goods

SAP Contact Center, Cloud Edition

SAP Contact Center, Cloud Edition

SAP Contact Center 365

SAP Contact Center 365

SAP Connected Parking
SAP Connected Parking

SAP Consumer Insight 365
SAP Consumer Insight 365

SAP Consumer Sales Intelligence
SAP Consumer Sales Intelligence

SAP Conversational AI
SAP Conversational Al

SAP Customer Attribution
SAP Customer Attribution

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year:

R 4 F :

APJ: SAT 3 pm - SAT 11 pm UTC

APJ : UTC CTHIEH D% 3 Bi~+tH D% 11 B
Europe: SAT 10 pm - SUN 6 am UTC

d—n v/N: UTC CTHEEH D% 10 FE~HIEH O 6 FF
Americas: SUN 4 am - SUN 12 pm UTC
L7 A U h : UTC CTHWEH ORI 4 FE~HIEH DFH% 0 B

Up to 4 times per year:

BREE 4 | :

APJ: FRI 2 pm - SUN 7 pm UTC

APJ : UTC T&MEH D% 2 Ri~HIEH D% 7 K
Europe: FRI 9 pm - MON 2 am UTC

S—nr /N UTC CTRER D% 9 R~HIER QTR 2 B
Americas: SAT 3 am - MON 8 am UTC
mAET A U F  UTC THMEH Qa3 K~ HIEH ORI 8 K
Up to 4 times per year:
KA 4 F :
Europe: SAT 9 pm - MON 5 am UTC
g—nr /N UIC THBEH D% 9 Re~HMEH ORI 5 K
Americas: SUN 3 am- MON 11 am UTC
m4L7 A U F  UTC THMEH Ofal 3 Re~HIEH OFR1 11 I
Up to 4 times per year:
BKRAE 4 H :
APJ: SAT 3 pm - SUN 1 am UTC
APJ : UTC ThMEH D% 3 Re~HIEH OFRET 1 K
Up to 4 times per year:
BRAE 4 H :
Europe: MON 10 pm - TUE 4 am
g—umvoXN: AEHOF% 10 K~ KIEH OFRT 4 KF
Americas: TUE 10 pm - WED 4 am
mAET A U A KR D% 10 RE~/KFE R O/l 4 I
Up to 4 times per year:
SAT 4 am to SUN 4 am UTC
KA 4 | :
UTC 1WA DRl 4 R~ HIER ORI 4 R
Up to 4 times per year:
BARE 4 H .
Americas: SAT 1 pm - SUN 1 pm UTC
FAET7 AU A . UTC CLIEADOFH% 1 Bi~AMAOF% 1 K
Europe: SAT 7 am - SUN 7 am UTC
S—u X UIC CTHIEH DR 7 i~ HIEH OFHT 7 B
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SAP Customer Engagement Center

SAP Customer Engagement Center

SAP Customer Order Sourcing
SAP Customer Order Sourcing

SAP Data Custodian
SAP Data Custodian

SAP Digital Manufacturing Cloud
SAP Digital Manufacturing Cloud

SAP Digital Payments

SAP Digital Payments

SAP Distributed Manufacturing
SAP Digital Manufacturing Cloud

SAP Edge Services
SAP Edge Services

Up to 4 times per year:

B 4 F :
APJ: FRI 3 pm - SUN 7 pm UTC
APJ : UTC T&MEH DO 3 FE~HIEH OF#% 7 FF

Europe: FRI 10 pm - MON 2 am UTC

g—m /N UIC CTEMAOTH% 10 i~ A HOT R 2 i
Americas: SAT 4 am - MON 8 am UTC

mALT A U UTC CLIER OFal 4 We~HIEA DR 8 K
Up to 4 times per year for 8 hours:

BRAE 4 |, 8 B -

APJ: FRI 9 pm - SAT 5 am UTC
FRI 2 pm - FRI 6 pm UTC
APJ : UTC T&MEH DOF 9 FF~LMEH O4fj 5 KF

UTC CT&MEH DT 2 F~&MEA DOT#% 6 I
Europe: SAT 4 am - SAT 12 pm UTC
FRI 10 pm - SAT 2 am
g—nm /N UIC CHiEH DFRT 4 R~ A OF#% 12 K
SIEA DT 10 R~LIEA OFaT 2 K
Americas: SAT 10 am - SAT 6 pm UTC
SAT 4 am - SAT 8 am UTC
mAET A U F  UTC THMEH OFHl 10 Bi~TFEH D% 6 I
UTC TR H ORI 4 B~ H OFm 8 FF
Up to 4 times per year:
K 4 H :
Europe: SAT 4 am - SUN 4 am UTC
g—nr /N UTC ChIEA ORI 4 R~ HIRER OFAT 4 B
Americas: SAT 10 am - SUN 10 am UTC
mAL7 A U A UTC THMEH ORI 10 i~ HIEH QR 10 B
Up to 4 times per year
BRAE 4 H :
Europe, Americas:
SAT 10 am - SAT 10 pm UTC
d—nr w8 AT AU
UTC THMEH DR 10 Be~FIEH OF% 10 B
Up to 4 times per year:
SAT 7 am to SUN 1 pm UTC
BREE 4 | :
UTC CTLMER DRI 7 B~ AR D% 1 B
Up to 4 times per year:
Europe: FRI 3:30 am - FRI 3:30 pm UTC
BREE 4 | :
g—nr /N UTC TR OFRT 3 KE~& A OFE 3 K
Up to 4 times per year:
FRI 10:00 pm to MON 3:00 am UTC
BKRE 4 FH :
UTC T4 R D444 10 B~ H i A OFFT 3 B

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a Page 17 of 31



SAP Enable Now
SAP Enable Now

SAP Enterprise Architecture Designer, cloud edition

SAP Enterprise Architecture Designer, cloud edition

SAP Enterprise Chatbot
SAP Enterprise Chatbot

SAP Enterprise Messaging
SAP Enterprise Messaging

SAP Financial Statements Insights
SAP Financial Statements Insights

SAP Health Engagement
SAP Health Engagement

SAP Information Collaboration Hub for Life Sciences
SAP Information Collaboration Hub for Life Sciences

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year:
R 4 F :
APJ: THU 8 am - THU 10 pm UTC

APJ : UTC "CAMEH DRI 8 Bi~AKFEH D% 10
Europe: THU 3 pm - FRI 5 am UTC

S—nr yX: UIC TRIEH DT 3 FE~&REH OFRll 5 K
Americas: THU 9 pm - FRI 11 am UTC

FEALT A U A UIC TARREH DF% 9 BE~&IE B OFaT 11 B
Up to 4 times per year:

Europe: SAT 8 am - SAT 8 pm UTC

K 4 F :

g—nm /N UIC THIEH DT 8 K~ LiEH DT 8 I
Up to 4 times per year:

KA 4 F :

APJ: SAT 3 pm - SUN 3 pm UTC

APJ : UTC THMEH D% 3 Wi~HIEH D% 3 K
Europe: SAT: 10 pm - SUN 10 pm UTC

g—nm /N UIC THIEH DS 10 K~ HIEH Ot 10 K
Americas: SUN 4 am - MON 4 am UTC

FALT A U4 UTC CTHEER O 4 Fi~HAREH O 4 K
Max downtime 24 hours.

H B A DTRK 24 W,

Every second Saturday of March, June, September,
December.

3 H.6 A, 9 A, 12 HomE 2 +i#EA,

Up to 4 times per year:

BREE 4 | :

APJ: FRI 2 pm - FRI 6 pm UTC

APJ : UTC CT&MEA DT 2 R~&EA D% 6 K
Europe: FRI 10 pm - SAT 2 am UTC

g—n oy UTC TEMEH OF#% 10 R~ L H OFET 2 I
Americas: SAT 4 am - SAT 8 am UTC
FAALT A U % UTC CLMEH O/ 4 B~ LA O[T 8 K
Up to 4 times per year:
BRAE 4 H :
APJ, Europe, Americas:

SAT 7 am - SAT 1 pm UTC
APJ, F—m v R FALT AU D

UTC TR OFRET 7 Bi~tEAOF% 1 K
Up to 4 times per year:

KA 4 | :

Europe: FRI 4 am - FRI 10 am UTC

g—n /N UTC T4MEH OFRT 4 RE~&HEH ORI 10 &
Americas: SAT 5 am - SAT 11 am UTC

FAAL7 A U A 2 UTC CAMER OAFRT 5 R~ L0 H OFdT 11 B

Up to 4 times per year:

BRE 4 |

Planned 4 times per year for regular upgrades:
February, May, August, November.

BEOT v 77 L—RIZOWTiE, ITO4E 4 [EZTFELTND,

2 H.5 H,8 A, 11 A
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SAP Innovation Management Up to 4 times per year:

SAP Innovation Management BXE 4 | :
APJ: FRI 2 pm - MON 6 am UTC
APJ : UTC T&MEHOF% 2 R~ A H O[T 6 FF

Europe: FRI 9 pm - MON 2 pm UTC

G—nyRUIC CTREHDOT# 9 FE~AREH OT#% 2 K
Americas: SAT 3 am - MON 8 pm UTC

FAALT A U A UTC CHMER ORI 3 E~HIER OT# 8 I

SAP Integrated Business Planning Up to 4 times per year:

S/4HANA Cloud Edition BKAE 4 | :

SAP Integrated Business Planning MENA: FRI 1 am - SAT 1 am UTC

S/4HANA Cloud Edition MENA : UTC T4eH OFaT 1 R~ LHEH OFRT 1 I
APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC T4MeH D% 9 R~ THEH Dbt 9 I

Europe: SAT 4 am - SUN 4 am UTC

g—n /N UIC CTHIEH ORI 4 Wi~ HIEH ORI 4 B
Americas: SAT 10 am - SUN 10 am UTC

FALT A U 7 UTC CTLEEH ORI 10 R~ BB ORI 10 K

SAP Intelligent Product Design Up to 4 times per year:
SAP Intelligent Product Design XKL 4 | :
APJ: SAT 12 am - SUN 12 am UTC
APJ : UTC ThMEH ORI 0 Ke~HIEH OFRT 0 K

Europe: SAT 7 am - SUN 7 am UTC

S—nr /N UTC CHIER ORI 7 R~ HIRER QTR 7 B
Americas: SAT 3 pm - SUN 3 pm UTC

FAALT AU A UTC CHRER DT 3 E~RAREAOT#% 3 Ik

SAP IoT Application Enablement Up to 4 times per year:
SAP ToT Application Enablement BRAE 4 7 ;
APJ: SAT 12 am - SAT 12 pm UTC
APJ : UTC THMEH DT 0 Kf~+MEHDF#% 0

Europe: SAT 7 am — SAT 7 pm UTC

g—nr /N UIC THBEH ORI 7 R~ TMEH O/F% 7 K
Americas: SAT 3 am - SAT 3 pm UTC

AL A U & UTC THIEH DR 3 e~tEH D% 3 i

SAP IoT Connect 365 Up to 4 times per year:
SAP ToT Connect 365 SAT 7 am - SAT 1 pm UTC

KA 4 | :

UTC CTLMER DRI 7 B~ LA D% 1 K

SAP Knowledge Workspace Up to 8 times per year
SAP Knowledge Workspace BENAE 8 |
SAP Jam Collaboration Up to 6 times per year:
SAP Jam Collaboration B 6 1 ;
SAP Jam Communities MENA: FRI 7 pm - SAT 2 am UTC
SAP Jam Communities MENA : UTC CT&WMEH D% 7 i~ H OF R 2 I
SAP Learning Hub APJ: FRI 3 pm - FRI 10 pm UTC
SAP Learning Hub APJ : UTC T&IEH DFH% 3 B~ H D% 10 i
SAP SuccessFactors HXM Suite (except Employee Europe: FRI 10 pm - SAT 5 am UTC
Central Payroll) g—nr /N UTC THMEH OF#% 10 Re~ L H OFaT 5 K
SAP SuccessFactors HXM Suite (Employee Central Americas: SAT 4 am - SAT 11 pm UTC
Payroll %Ex<) mALT A U F  UTC CTHRER OFal 4 Wi~LREH D% 11 I

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a Page 19 of 31



SAP Leonardo IoT
SAP Leonardo IoT

SAP Leonardo IoT Bridge
SAP Leonardo IoT Bridge

SAP Multi-Bank Connectivity
SAP Multi-Bank Connectivity

SAP Leonardo machine learning foundation
SAP Sales and SAP Service

SAP Leonardo machine learning foundation
SAP Sales M TN SAP Service

SAP Litmos Training, all editions

View Central

SAP Litmos Training, 9 _XTOHO=ZF g
View Central

SAP Live Customer Cloud
SAP Live Customer Cloud

SAP Localization Hub, advanced compliance
reporting service
SAP Localization Hub, advanced compliance reporting

service

SAP Localization Hub, electronic invoicing for Brazil
(nota fiscal electronica)
SAP Localization Hub,

Brazil (nota fiscal electronica)

electronic invoicing for

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year.

R 4 F :

APJ: SAT 3 pm - SAT 7 pm UTC

APJ : UTC CHMEH D 3 Ri~LIEHDF% 7 K
Europe: SAT 10 pm - SUN 2 am UTC

g—n /N UIC CTHBEH DA% 10 Wi~ HIBEH OFR1 2 K
Americas: SUN 4 am - SUN 8 am UTC

mALT A U UTC CHIER OFall 4 e~ AWEH ORI 8 KE
Up to 4 times per year

BXAE 4 [H

APJ: FRI 2 pm - SUN 7 pm UTC

APJ : UTC CT&MHDF% 2 H~HIBHDOF% 7 I
Europe: FRI 9 pm - MON 2 am UTC

g—nr /N UIC TEBER D% 9 Re~HAMEH ORI 2
Americas: SAT 3 am - MON 8 am UTC

mAE7 A U F1 : UTC THMEH Oal 3 W~ HWREH D41 8 K
Up to 4 times per year:

KA 4 F :

APJ: FRI 10 pm - SAT 10 pm UTC

APJ : UTC T&MEA DT 10 Bi~LIE A OF% 10 K
Europe: SAT 5 am - SUN 5 am UTC

g—u % UTC THEEH DOFRT 5 B~ HEEH DR 5 B
Americas: SAT 11 am - SUN 11 am UTC

FAALT A U A UTC CHRER O 11 Ke~HIER OFRT 11 R
Up to 4 times per year

BREE 4 | :

APJ: FRI 5 pm — FRI 10 pm UTC

APJ : UTC TEMEH D% 10 B~ H OF% 10 B
Europe: FRI 10 pm - SAT 3 am UTC

g—n /N UTC TR D% 10 Re~ T2 H OFR1 3 FF
Americas: SAT 12 am - SAT 5 am UTC

FALT A U A UTC THREH ORI 11 BE~HREH OFRT 11 F
Up to 4 times per year:

BREE 4 | :

APJ: SAT 3 pm -9 pm UTC

APJ : UTC TEHMEH D% 3 Ri~F% 9 I

Europe: SAT 10 pm - SUN 4 am UTC

g—m /N UIC THEEH D% 10 Fe~HIBEH DT 4 FF
Americas: SUN 4 am - 10 am UTC

FEAL7 A Y A1 2 UTC CHIEEH OFRT 4 FE~/FRT 10 K

Up to 12 times a year:

BXE 12 [H

Four (4) hours window made known by SAP at least one (1)

week in advance.
B LG 1 HEBATETIC SAP WHimaESND 4 B ORI
Up to 4 times per year:

BARE 4 H .

Europe: SUN 3 am UTC

g—n v % UTC CHIEH OFAET 3 HF
Americas: SAT 3 am UTC

L7 A U UTC T A DT 3
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SAP Logistics Business Network;

SAP Logistics Business Network

SAP Logistics Business Network, freight
collaboration option

SAP Logistics Business Network, freight
collaboration option

SAP Logistics Business Network, material
traceability

SAP Logistics Business Network, material
traceability

SAP Logistics Business Network, global track and
trace

SAP Logistics Business Network, global track and
trace

SAP Marketing Cloud

SAP Marketing Cloud

SAP Market Communication for Utilities
SAP Market Communication for Utilities

SAP Market Rates Management

SAP Market Rates Management

SAP Network Logistics Hub (formerly SAP
Connected Logistics)

SAP Network Logistics Hub (IH SAP Connected

Logistics)

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year:

B 4 F :

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC TRIMEH D% 9 F~1THEHDF% 9 I
Europe: SAT 4 am - SUN 4 am UTC

I—nr v X UIC CHER D] 4 Bi~HWEEH DR 4
Americas: SAT 10 am - SUN 10 am UTC
AL A U 4 UTC CHEER OFHT 10 K~ HIEH OFF1 10 KF

Odd Numbered Weeks

5am -7 am UTC
AR

UTC TR b BE~/FRl 7 B
Up to 4 times per year:

B 4 H :

MENA: FRI 1 am - SAT 1 am UTC

MENA : UTC CTAMHOFHT | B~ O[T 1 K
APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC CTA&MBHODOF% 9 Ri~+TEHOF% 9 K
Europe: SAT 4 am - SUN 4 am UTC

I—r % UTC THEEH OFRT 4 B~ HEEH OFRT 4 B
Americas: SAT 10 am - SUN 10 am UTC

FAALT A U UTC CLEER O 10 Ke~HIER OFRT 10 R
Up to 4 times per year:

KA 4 | :

APJ: FRI 2 pm - SAT 2 am UTC

APJ : UTC T4MEH D% 2 Re~ 1R OFaT 2 K
Europe: FRI 10 pm - SAT 10 am UTC

g—nm /N UTC TR OF% 10 B~ 1R A O FRT 10 K
Americas: SAT 4 am - SAT 4 pm UTC
FAALT A U A UTC CLMER OmT 4 B~ LR D% 4 B
Up to 10 times per year
XA 10 [H
Up to 4 times per year:
BRAE 4 H :
APJ, Europe, Americas:
Any weekday: 3:30 am - 7:30 am UTC
APJ, F—um vy X FLT AU B
R D UTC TR 3 KB FaT 7 K

Page 21 of 31



SAP Omnichannel Promotion Pricing
SAP Omnichannel Promotion Pricing

SAP Predictive Engineering Insights
SAP Predictive Engineering Insights

SAP Predictive Maintenance and Service, Cloud
Edition

SAP Predictive Maintenance and Service, Cloud
Edition

SAP Product Content Hub

SAP Product Content Hub

SAP Product Stewardship Network
SAP Product Stewardship Network

SAP RealSpend
SAP RealSpend

SAP Resolve
SAP Resolve

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 4 times per year for 8 hours:
BRE 4 FH, 8 K :

APJ: FRI 9 pm - SAT 5 am UTC
FRI 2 pm - FRI 6 pm UTC
APJ : UTC CT4AMEHDF% 9 Wi~1THH O[] 5

UTC T&MEH DOFth 2 Bi~&HEH OF% 6 K
SAT 4 am - SAT 12 pm UTC
FRI 10 pm - SAT 2 am
I—r w8 UTC THEEH OFRET 4 B~ H D% 12 B
SMEA O 10 BE~LHE A OFRT 2 K
Americas: SAT 10 am - SAT 6 pm UTC
SAT 4 am - SAT 8 am UTC
mALT A U UTC CLEER Al 10 B~LER OT#% 6 I
UTC T H ORI 4 B~ H OFEi 8 i
Up to 8 times per year:
&R 8 H :
APJ, Europe, Americas:
FRI 3 pm - MON 7 am UTC
APJ, F—um vy X FALT AU B
UTC T&MEH D% 3 KE~HAREH OFRT 7 I
Up to 4 times per year:
BREE 4 | :
Europe: SUN 1:30 am - SUN 5:30 am UTC
g—m v % UIC CHIEADOFRT 1 B~ HIEH QR 5 K
Up to 4 times per year:

Europe:

KA 4 | :

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC T&MEH DOF% 9 Bi~LHEA D% 9 K
Europe: SAT 4 am to SUN 4 am UTC

g—nm /N UTC CHiEH DRI 4 R~ HKEH ORI 4 K
Americas: SAT 10 am - SUN 10 am UTC
AL A U UTC THIEH D4RT 10 B~ HIEH O4RT 10
Up to 4 times per year:
KA 4 | :
APJ, Europe, Americas:
TUE 4 am - TUE 11 am UTC
APJ, F—m X BT AU H
UTC TAMEH DRI 4 Re~KWHEH OFET 11 I
Up to 4 times per year:
BRAE 4 H :
APJ, Europe, Americas:
SAT 7 am — SAT 1 pm UTC
APJ, F—u w3 BT AV B
UTC THMER OFRT 7 Be~+IEH D% 1
Up to 4 times per year:
K 4 F :
APJ, Europe, Americas:
SAT 3 am - MON 8 am UTC
APJ, F—m v X BT AU H
UTC ThMEH DRI 3 R~ HWEH OFRET 8 I

Page 22 of 31



SAP Search and Discovery

SAP Search and Discovery

SAP Service Ticket Intelligence
SAP Service Ticket Intelligence

SAP SportsOne

SAP SportsOne

SAP Subscription Billing
SAP Subscription Billing

SAP SuccessFactors Employee Central Payroll
SAP SuccessFactors Employee Central Payroll

SAP Translation Hub
SAP Translation Hub

SAP TwoGo
SAP TwoGo

SAP Vehicle Insights
SAP Vehicle Insights

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Up to 8 times per year

B 8 [H

Europe: FRI 3:30 am - FRI 3:30 pm UTC
d—nryoN: UIC CEREH ORI 3 WRf: ~&REH D% 3 IR
Up to 4 times per year:

K 4 F :

Europe: WED 2 am-4 am UTC

g—n v X UTC T/KIEH DFH] 2 Bi~Fui 4 B
Americas: WED 6 am - 8 am UTC

FAAL7 A U A1 2 UTC C/KMEH OAFRT 6 RE~/FRi 8

Once per year, 8 hours

4 1 [, 8 Kl

Up to 4 times per year

BHKAE 4 | :

Europe: SAT 10 pm - SUN 6 am UTC

g—nr /N UTC TLMEH O 10 Re~HIEH OFRT 6 K
Americas: SUN 4 am - SUN 12 pm UTC

FAALT A U % UTC CHREER QAT 4 FE~AREROT#% 0 K
Up to 6 times per year:

B 6 H|

MENA: FRI 7 pm - FRI 11 pm UTC

MENA : UTC T&MEH D% 7 F~&H OF% 11 B
APJ: FRI 3 pm - FRI 7 pm UTC

APJ : UTC CT&MHDOF% 3 Bi~&MEH OF% 7 K

Europe: FRI 10 pm - SAT 2 am UTC

3—m /N UIC TalEH D% 10 Fi~1HE H OFRT 2 FF
Americas: SAT 4 am - SAT 8 am UTC

m4E7 A U F  UTC THMEH OFal 4 Wi~ T H ORI 8 Ff
Up to 12 times per year:

BOR4E 12 7] -

During a 4 hour window made known by SAP at least 1
week in advance.

B Ed 1 ERMBTETIC SAP NHEMEND 4 B OB 4
Up to 12 times per year:

BRE 12 | ;

Europe: FRI 9 pm to MON 2 am UTC

g—nm /N UIC TaiEH D% 9 i~ AR OFET 2 K
Up to 4 times per year:

BNRAE 4 H
APJ: SAT 11 am- SAT 11 pm UTC
APJ : UTC THIEH DR 11 H~TEH D% 11

Europe: SAT 7 am- SAT 7 pm UTC

g—nr N UTC THEEA QR 7 B~ TR A DT 7 K
Americas: SAT 1 pm- SUN 1 am UTC

FALT A U1 UTC THIEH O | B~ HIEH DR 1 EF
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SAP Vehicles Network Up to 4 times per year:

SAP Vehicles Network BRE 4 | :
APJ: SAT 2 pm- SUN 10 pm UTC
APJ : UTC THIEH DF% 2 B~ HIEH OF#% 10 K

Europe: SAT 9 pm- MON 5 am UTC

3—n /N UIC CTHIEH D% 9 Wi~ AR ORI 5 BF
Americas: SUN 3 am- MON 11 am UTC

m4LT A U UTC CHIER OFall 3 We~HIEH O] 11 K

SAP Watch List Screening Up to 4 times per year:
SAP Watch List Screening FRI 7 am to 10 pm
BRE 4 H
BREHEOTET T FE~T1% 10 I
SAP Work Manager, Cloud Edition Up to 12 times per year:
SAP Work Manager, Cloud Edition RAE 12 H]

Europe: THU 6 pm - THU 8 pm UTC
S—nr v X UIC TRIEH DT 6 FE~AREEH DT 8 K
trading platform integration for SAP Treasury and Up to 4 times per year:

Risk Management and SAP Cash Management BRE 4 H :

SAP Treasury and Risk Management M TN SAP Cash APJ: SAT 3 am - SAT 9 pm UTC

Management D7D M L—F 4 77T v b7 3 — L5 AP]J : UTC CEHHEH DFHI 3 FE~THEHDF% 9 KF
& Europe: SAT 9 am - SUN 3 am UTC

g—nr /N UTC THIBEH OFRT 9 Re~HMEH ORI 3 K
Americas: SAT 3 am - SAT 9 pm UTC
ALT A U UTC CLEER OFal 3 Wi~ LA OF% 9 K

NOTE: Maintenance and upgrade windows for products on Callidus pricelist are available on Callidus website.
Please contact Callidus support for further details.

¥ : Callidus DOMIERIZEH I N TS RLIZBET AHRTFROT v 77 L— ROBEM# X, Callidus @ Web ¥ A b CHER
HTZENTEET, E6RDFHEMHONTIL, Callidus DY R— MZBREIWEHLELZEV,
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VENDOR BRANDED CLOUD Regular Maintenance Comments & Major Upgrades

SERVICES Start Time in UTC per region Duration Timeframe in UTC per region
Ry F—=TF RDI 57 Fh— EHIHIPRST I BREEIA DY —T v 77 L—F
B2 Hitdek = & D BRARIER] (UTC) Hidgk & & ORERFE (UTC)
Ruum by SAP APJ: SAT 3 pm UTC Up to 3 times per year
Ruum by SAP APJ : UTC CTHHEHA D% 3 FF B 3 [
Europe: SAT 10 pm UTC 1 hour
I—n vX: UIC CTHIBADOFE 10 B 1 MR
Americas: SUN 4 am UTC
M7 A U % UTC THIEH DR 4 K
SAP Access Violation APJ: SAT 3 pm UTC Up to 12 times per year:
Management by Greenlight AP UTC THMEH O 3 B BKE 12 H
SAP Access Violation Europe: ) SAT 10 pjm UTCN A 1 hour Every 4" Saturday of March and
Management by Greenlight El*——l:l.y/\ t UTC THMERAOFH 10 I 1R September
Americas:  SUN 4 am UTC 3 A9 ADFT_TOE 4 +iEA
FEALT A U UTC THIE B OF|T 4 5 11 pm UTC - 3 am UTC
UTC TH#% 11 BEnD UTC THET 3 B
SAP Account Reconciliation &  APJ: SAT 3 pm UTC Up to 12 times per year:
Automation by Blackline AP : UTC THHEH D44 3 B On request to SAP
SAP Account Reconciliation & Europe: SAT 10 pm UTC BARE 12 [H :
Automation by Blackline S—r st UIC CHREAOFHE 10 B SAP ~DHFEIZ LY
Americas: SUN 4 am UTC
AT AV B UTC THEEH DR 4 B
SAP Account Reconciliation &
Automation by BlackLine,
premier edition 1 hour
SAP Account Reconciliation & 1 BFRE
Automation by BlackLine,
premier edition
SAP Intercompany Financial
Hub by Blackline
SAP Intercompany Financial Hub
by Blackline
SAP Advanced Data Migration = MENA: FRI 7 pm UTC
by Syniti, cloud edition MENA : UTC TaMER D% 7 K
SAP Advanced Data Migration by APJ: SAT 3 pm UTC
. . APJ : UTC TLHRER DT 3 K 4 hours
Syniti, cloud edition
Europe: SAT 10 pm UTC 4 IR¢fH

EE =SV PANE UTC THIEH D% 10 B
Americas: SUN 4 am UTC
FAE7 AV A UTC THWEH DR 4 By

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 KDY 57 RP—
B

SAP Archiving and Document
Access by OpenText, cloud
edition

SAP Archiving and Document
Access by OpenText, cloud

edition

SAP Assessment Management
by Questionmark

SAP Assessment Management by
Questionmark

SAP Commerce Marketplace
Management by Mirakl

SAP Commerce Marketplace
Management by Mirakl

Regular Maintenance
Start Time in UTC per region
EHIHIPRST
i = & DB AR (UTC)

APJ: SAT 7 am UTC &
WED 10 am UTC
APJ : UTC CTHIEA ORI 7 B
UTC “C/KHEH O/ 10 FF
Europe:
Frankfurt FRI 7 pm UTC &
WED 10 pm UTC
Amstelveen FRI 7 pm UTC &
WED 10 pm UTC &
SUN 3 pm UTC
I—na N

757 7))Lk UIC TEREH DF%
UTC T/KIEH DF#%
T LAT VA L UTC TEIEH D%
UTC "C/KBEH DO

7 R
10 B

7 B
10 HER O

UTC THMER D14 3 I
Americas:
Toronto SAT 1 am UTC &

TUE 8 pm UTC
Ashburn SAT 2 am UTC
Austin SAT 1 am UTC &

TUE 8 pm UTC

SAT 1 am UTC &
TUE 8 pm UTC &

Lithia Springs

SUN 2 am UTC
EAET AV A
[N= UTC THMEHDFHT 1 B

UTC TKIEH DF#% 8 I
7 vy aN—r UIC THIEH DR 2
UTC THMEH DR 1 B KO
UTC C:KkBEH D% 8 IF
VFTATY T A
UTC THMEH DR 1 B RO
UTC TKAWEH DF#% 8 M N
UTC THMEH DRI 2 B

F—RT 4

Europe: SAT 9 am UTC
I—n v,X: UTC CHEEHR DR 9 FF
Americas: SAT 10 am UTC

FEALT A U A UTC C-LREH D4R 10 B

12:00 am to 8:00 am UTC upon written
request from the partner and mutual
agreement.

NR= T —NOEDOEMmMIC LA EFELHADAEIC

HS% | UTC THRT 0:00~4-/ 8:00

Duration
HiR

5 hours
3 hours
5 HEfH
3 FRE[H]

5 hours
3 hours

5 Ml
3 Ml

5 hours
3 hours
2 hours
5 B
3 MR
2 MRFH

5 hours
3 hours

4 hours

5 hours
3 hours

5 hours
3 hours
4 hours

5 ¢
3 IFR
4 TR

5 IRFfH
3 IRFfH

5 ¢
3 IFR
4 TR

12 hours

12 B

4 hours
4 [R5

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Comments & Major Upgrades
Timeframe in UTC per region
HREESA Yy —T v 77— F
Hidk = & DR (UTC)
Up to 12 times per year:
R 12 9] -

Regular Maintenance windows on a third
Saturday of each month
TE OLRAFIFIF XA 3 LR

Upon written request from partner and
agreement.

PN—= =06 DOEMIC L DEFH L ERICE
-<
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZRDI 57 Rh—
B2

SAP Communication Center
by Ancile

SAP Communication Center by

Ancile

SAP Content Stream by
Skillsoft

SAP Content Stream by
Skillsoft

SAP Data Visualization by
Zoomdata

SAP Data Visualization by

Zoomdata

SAP Digital Asset
Management Cloud by
OpenText

SAP Digital Asset Management
Cloud by OpenText

SAP Dynamic Pricing by GK
1.0
SAP Dynamic Pricing by GK 1.0

SAP Energy Self-Service
Accelerator for Utilities by
SEW, cloud edition
Supplement

SAP Energy Self-Service
Accelerator for Utilities by

SEW, cloud edition Supplement

Regular Maintenance

Start Time in UTC per region
EHIHIPRST
Hitdek = & o0 BEAARERE] (UTC)

OPTION 1:
FFvav 1:
APJ: MON & WED 6 pm UTC
APJ : UTC THIEH LKMER DF% 6 I
Europe: TUE & THU 1 am UTC
g—nr w3 UTC TAMEH &RBER OFRT 1 K
Americas: TUE & THU 7 am UTC

BdLT A U UTC TAIER & RBE B OFRT 7
i3

OPTION 2:

FFvav 2:

APJ: FRI 6 pm UTC

APJ : UTC CaMEH D14 6 K
Europe: SAT 1 am UTC

I—u ys3: UTC CTHEEH DT 1 H
Americas: SAT 7 am UTC

FAL7 A U & UTC THMEH OFRT 7 B
SUN 6 pm UTC

UTC CHBIEH D% 6 K

APJ: SAT 3 pm UTC

APJ : UTC THIEH D% 3 K
Europe: SAT 10 pm UTC

g—n vX: UTC CHEEHOF# 10 K
Americas: SUN 4 am UTC

AT A Y A UTC THWEH DRI 4

Europe: SAT 7:00 pm UTC
SUN 3:00 pm UTC
d—n X UTIC CHIEHADFH 7 K
UTC CTHHMEH D% 3 KF
Americas: SAT 1:00 am UTC
SUN 2:00 am UTC
FEAET A U A UTC CHAEH OFRT 1 K
UTC CHHMEH DFaI 2 FF
APJ: SAT 3 am UTC
APJ : UTC ThMERDHT 3 K
Europe: SAT 10 pm UTC
d—n X UTC CTHIRA D% 10 B
Americas: SUN 4 am UTC
FEAET A U UTC THHEH OFET 4 B
APJ: SAT 3 pm UTC
APJ : UTC TR D4 3 I
Europe: SAT 10 pm UTC
g—nr ys%: UIC CHMEADFH 10 K
Americas: SUN 4 am UTC

mEALT AU A - UTC THIER DR 4 H

Duration
HiR

2 hours
2 I§fE

4 hours
4 WEH

2 hours
2 MRFH

4 hours
4 5

5 hours
2 hours
5 MR
2 FERE

5 hours
4 hours
5 MR
4 W

8 hours
8 MM

4 hours
4 IR¢fH

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Comments & Major Upgrades
Timeframe in UTC per region
EREROA DY —T v 7TV —F
Hidk = & DR (UTC)

Customer may select from any one of
the maintenance window options 1 or 2.
BRI, BRSO F T a v 1 T 2
DT % RIATHE

None
L

Up to 4 times per year:

KA 4 | :

MON 11 pm - TUE 3 am Region Local
Time

MR OB ML T, AR OFH 11 Brd
KIE R QRT3 K

Up to 52 times per year
BKRE 52 |

Up to 4 times per year:
BARE 4 [H .

None.
2L
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 KDY 57 RP—
B X

SAP Extended Enterprise
Content Management by
OpenText, cloud edition

SAP Extended Enterprise
Content Management by

OpenText, cloud edition

SAP Extended Enterprise
Content Management by
OpenText, add-on for capital
projects and operations

SAP Extended Enterprise
Content Management by
OpenText, add-on for capital

projects and operations

SAP Extended Enterprise
Content Management by
OpenText, add-on for
Microsoft Office 365

SAP Extended Enterprise
Content Management by
OpenText, add-on for Microsoft
Office 365

Regular Maintenance
Start Time in UTC per region

EHHIRSF
Hitdek = & D BRARIER] (UTC)
APJ: SAT 3 pm UTC
APJ : UTC CTHIEH D% 3 K
Europe: SAT 10 pm UTC

I—n v/N: UTC CTHIEA D% 10 BF
Americas: SUN 4 am UTC
FAL7 A U A UTC THEH ORI 4 B

Europe:
I—0 N
Amstelveen, NL, and Woking, GB (twin-
capable facilities)
FRI 8 pm UTC
SUN 4 pm (this window may
be used a maximum of 4
times per year.)
FTUEDT DATNT =— BEED T F—
X7 GEFERTRE R Ak
UTC T4MEH D% 8 K
AREH D% 4 FF (2 ORFHH
I, KA 4 BlETRIATE
%)

Americas:
Lithia Springs, GA, and Allen, TX (twin-
capable facilities)

SAT 2 am UTC

SUN 3 am UTC
FZE W
Ca—CTIMDOYVFT ATV T A THRYA
INOT Lo GEHE ATRE R MERR)

UTC CTHMEH DRI 2 B

UTC CHIER DRl 3 I

APJ: SAT 3 pm UTC

APJ : UTC THMEH DOF#% 3 B
Europe: SAT 10 pm UTC

g—ur /% UTC THREHOTH 10 K
Americas: SUN 4 am UTC

BT AU % UIC THMEA DR 4 W

Duration
HiR

4 hours
4 FERE

5 hours
2 hours

5 HFf
2 IR§[H]

5 hours

4 hours

5 ¢
4 W

4 hours
4 R

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Comments & Major Upgrades
Timeframe in UTC per region
HREESA Yy —T v 77— F
Hik = & OREEIME (UTC)

Up to 12 times per year:

KA 12 9] -

APJ: FRI 4 pm to 8 pm UTC+8

APJ : UTC+8 CT4MEH D% 4 Wi~4-1% 8 I
Europe: FRI 9 am to 1 pm UTC+1

g—nr % UTCHL CTRBER O] 9 R~
%1

Americas: FRI 3 am to 7 am UTC-5
LT A U B 2 UTC-5 T4 H DT 3 B
DR 7 I

Up to 1 time per year:

BKAE 1 | :

A major system upgrade would not be
done more than once in year and the
update and upgrade activity will be
planned around the established
maintenance windows and should not
require downtime outside of those.

VAT LADAT XY —T v 77— RiE, 1 FIT
2 [EPL B3 TR, Ty FTF— e T v
7 L — ROVEZEIIPTNE QR SFRER O R4 CTEE
B L, ZORMWHLSNOFT T 2 A D ET D
T EDRHoTIIRB RN,

Up to 1 time per year:
BRHE 1 H:
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VENDOR BRANDED CLOUD
SERVICES
RUF—=TFVRDIF T Fh—
[=4p73

SAP Knowledge Central by
Mindtouch

SAP Knowledge Central by
Mindtouch

SAP Mobile Consumer
Assistant by GK, cloud edition
SAP Mobile Consumer Assistant

by GK, cloud edition

SAP Omnichannel POS by GK
SAP Omnichannel POS by GK

SAP Process Mining by
Celonis, cloud edition
SAP Process Mining by Celonis,

cloud edition

Regular Maintenance
Start Time in UTC per region
EHIHIPRST
HulE = & D BRRAIRRT  (UTC)
OPTION 1:
FFvav 1:
APJ: MON & WED 6 pm UTC

APJ : UTC CTHIER LKA D% 6 K
Europe: TUE & THU 1 am UTC

F—n2 /N UTC TKIEH L RMER ORI 1 K
Americas: TUE & THU 7 am UTC

LT A U UTC C:AIE A & ORIE A OFRT 7
53

OPTION 2:

FFvav 2:

APJ: FRI 6 pm UTC

APJ : UTC T4&MEH DOF% 6 W
Europe: SAT 1 am UTC

d—u w,X: UTC THIER OFHT 1 K
Americas: SAT 7 am UTC

MAET A U A UTC CHEER ORT 7 K

APJ: SAT 3 pm UTC

APJ : UTC TR OF% 3 B
Europe: SAT 10 pm UTC

I—no v, UTC CHEEA DT 10 B
Americas: SUN 4 am UTC

BT AU A UTC THEA DR 4 B

MENA FRI 7 pm UTC
MENA (3 - b7 7 U )
UTC T4MEH D% 7

APJ: SAT 3 pm UTC

APJ : UTC CTLMER D% 3 I
Europe: SAT 10 pm UTC

d—n X% UTC ChHEEADFHE 10 K
Americas: SUN 4 am UTC

FEAET A U H : UTC THIEH DR 4 B
APJ: SAT 3 pm UTC

APJ : UTC CTHIEHDOF#% 3 I
Europe: SAT 10 pm UTC

d—n X UTC CLMEADFHE 10 B
Americas: SUN 4 am UTC

BT AU A UIC THREH DR 4 W

Duration
HiR

2 hours
2 FEH

4 hours
4 [R5

4 hours
4 W

4 hours
4 FERE

4 hours
4 IKefH

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Comments & Major Upgrades
Timeframe in UTC per region
EREROA DY —T v 7TV —F
Hidk = & DR (UTC)

Up to 4 times per year:

RS 4 FH

Customer may select from any one of
the maintenance window options 1 or 2.
L, RSFREEI oA T v a v 1 T 2
DT I % BIRATRE

APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC T4 H Dtk 2 I~
HDFR 2

Europe: FRI 9 pm - SAT 9 pm UTC

I—u vs3: UIC TEWER DO 9 i~1
WEH D14 9 KE
Americas: SAT 3 am - SUN 3 am UTC
BALT AU A UTC T A D4R 3 F~H
WEH ORI 3 F

Up to 4 times per year:

KA 4 | :

APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC TR D14 9 R~ T
BOFH 9 B

Europe: SAT 4 am - SUN 4 am UTC
g—nw/X UTC CHIEH O] 4 B~ A
A ORT 4 B

Americas: SAT 10 am - SUN 10 am UTC
MALT A U B UTC CTHEER O 10 B~
HiE H ORI 10

Up to 4 times per year:

R 4 [ :

APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC C&MEH D% 2 R~ 12
HDF#% 2 K

Europe: FRI 10 pm - SAT 10 pm UTC

I—n X UTC TEREHDOFH% 10 FE~1
W H DT 10 K

Americas: SAT 4 am - SUN 4 am UTC
FEALT A U % UTC TLMEH DR 4 Fi~H
WEH DT 4

Up to 4 times per year:

KA 4 | :

APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC TeMEH D414 9 W~ 10
HOF#% 9 K

Europe: SAT 4 am - SUN 4 am UTC
I—nr w8 UTC CHEEH ORT 4 FE~ H i
H ORI 4 IKF

Americas: SAT 10 am - SUN 10 am UTC

FAET A U A UTC THIEHOFET 10 B~
HifEH ORI 10 K
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 KDY 57 RP—
B

SAP Productivity Pak by
Ancile

SAP Productivity Pak by Ancile

SAP Quality Center,
LoadRunner, and
StormRunner by Micro Focus
SAP Quality Center, LoadRunner
. KO Micro Focus @
StormRunner

SAP S/4HANA Cloud Invoice
Processing by OpenText

SAP S/4HANA Cloud Invoice
Processing by OpenText

SAP Scheduling and Resource
Management by ClickSoftware
SAP Scheduling and Resource
Management by ClickSoftware

SAP Signature Management
by DocuSign
SAP Signature Management by

DocuSign

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Regular Maintenance

Start Time in UTC per region Duration Timeframe in UTC per region
EHIHIPRST HirH EREROA DY —T v 7TV —F
ol = & D BRLARER (UTC) Hidk = & DR (UTC)
APJ: SAT 1 pm UTC Up to 4 times per year:
APJ : UIC THIEH DA% 1 I BAEE 4 [ -
Europe: SAT 8 pm UTC APJ: SAT 1 pm - SAT 7 pm UTC
I—myoX: UIC CLREA DT 8 I APJ : UTC CHBEA D% 1 H~ iR
Americas:  SUN 2 am UTC HOF% 7 i
FAET A Y 7 L UTC THEEA DR 2 R 6$mm Europe:  SAT 8 pm - SUN 2 am UTC
e d—nr w58 UTC ChBEA D% 8 i~ HiE
H O 2 B
Americas: SUN 2 am - SUN 8 am UTC
LT A U UTC CHHEH DR 2 Fi~H
W H O FRT 8 I
Europe: SUN 8 am UTC Up to 12 times per year.
F—um w8 UIC THIEHOFRHT 8 K BK4E 12 H
2 hours
2 e
Europe:
FRI 8 pm to SAT 1 am UTC,
SUN 4 pm to SUN 6 pm UTC (this
window may be used a maximum of 4
times per year)
I—n N
UTC T4 H D F#% 8 Wi~ LI H OFal 1
153
UTC CHIER DA% 4 Fi~HIER D414 6
R (2 O #IE, B 4 mE CRIAT el
2 IR§fH]
&%)
Americas:
FRI 3 pm to SAT 8 pm UTC
SAT 4 pm to SUN 8 pm UTC
AT AV A
UTC TR D% 3 i~ 1A D% 8
153
UTC CTLIERDT#% 4 Ri~AMEH DT 8
i3
APJ: SAT 3 pm UTC Up to 2 times per year
APJ UTC CLiEH O 3 Iy BXE 2 H
Europe: SAT 10 pm UTC 4 hours 305 jyne, 31 December
g—n w8 UTC TLMEH O 10 B 4 TRFfH] 6 H 30 A. 12 A 31 A
Americas: SUN 4 am UTC
FEALT A U A UTC THEEHR DR 4 W
None
L N/A
N/A

Comments & Major Upgrades
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZRDI 57 Rh—
B2

SAP SuccessFactors
Document Management by
OpenText

SAP SuccessFactors Document

Management by OpenText

SAP Time and Attendance
Management by Workforce
Software

SAP Time and Attendance
Management by Workforce
Software

SAP Workforce Forecasting
and Scheduling by WorkForce
Software

SAP Workforce Forecasting and
Scheduling by WorkForce
Software

SAP Time Management by
Kronos

SAP Time Management by Kronos

SAP Trade Repository
Reporting by Virtusa

SAP Trade Repository Reporting
by Virtusa

SAP U.S. Benefits
Management by Benefitfocus
SAP U.S. Benefits Management
by Benefitfocus

SAP User Experience
Management by Knoa

SAP User Experience Management

by Knoa

Regular Maintenance
Start Time in UTC per region
EHHIRSF
HulE = & D BRRAIRRT  (UTC)
Europe: SAT 19:00 UTC
SUN 15:00 UTC
I—nm v/ UIC CHIEADOFH% 7 B
UTC CHMER D% 3 I

Americas: SAT 1:00 UTC
SUN 2:00 UTC

Bt AU A UTC THIEA DR 1 B
UTC THHMER DT 2 K

APJ: SAT 1 pm UTC
APJ : UTC THMER D% 1 K
Europe: SAT 8 pm UTC
g—umvoN: UTC THEH D% 8 B
Americas: SUN 2 am UTC

Bdt7 AU % UTC THEA DT 2 B

APJ: FRI 2 pm UTC
APJ : UTC C4WEHO4# 2 B
Europe: FRI 11 pm UTC

UTC C4WEHROF# 11 K
Americas: FRI 7 pm UTC
LT AU A UTC TAMEA D% 7 W
APJ, Europe, Americas:

Weekdays 7 pm UTC
APJ, F—my/X BT A YA

UTC CTY-HODF 7 K

I—n N

APJ, Europe, Americas:
Every 4" MON of every month
11 pm UTC
APJ, F—nm X HAET AU D -
HFHOEH 4 AER
UTC T/ 11 I
Americas: SAT 4 am UTC
FEALT A U A UTC THAEH OFRT 4 K

Europe: WED 9 pm UTC
I—n vV UTC CT/KBEH D% 9 KF
Americas: SAT 10 am UTC

THU 3 am UTC
FEALT A U A UTC THEH DT 10 K
UTC CAWEH DRI 3 W

Duration
HiR

5 hours
2 hours
5 HFfH
2 FEH

5 hours

4 hours
5 HFfH

4 5

4 hours
4 FERE

4 hours
4 W

2 hours
2 HFfH

4 hours
4 FERE

8 hours
8 HFH

2 hours
2 IR§fH]

12 hours
2 hours
12 BFRE

2 K¢l

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.1-2020a

Comments & Major Upgrades
Timeframe in UTC per region
HREESA Yy —T v 77— F
Hidk = & DR (UTC)

Up to 52 times per year
AL 52 [

Up to 4 times per year.

BRE 4 [

APJ, Europe, Americas:

SAT 5 am - SUN 8 pm UTC

APJ, F—umy X FEAET A YD

UTC THMEH DRI 5 e~ HIEH DF#% 8
Ik
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