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 LDOHFAMED SLA BROZ 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
REFkTE, BMEEFTOZ VY y b, (VAT LORMMED SLA) &/ S7einoTe SAP 12777 R —E 2]
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.

IO ISAP 770 RY—ERICEHTLH—EALANALT 7Y — A0 b ICESHERIL, TV AT L0 AMED SLA
T oo TH) O/ T 30 BEEALNIZ, BT ERDIFELRBE L, SEITORITNTRE R0,
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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 ADO T

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 LORAMED SLA

99.5% System Availability percentage during each Month for productive
versions

KB N— g 2O, % TH Tckirsd 99.5 % @ [ 27 aoa ] oF|

AN
=

Credit
548

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

(27 AR HAYED SLAl 2 1% TEIZZ i, THAEY 7R 7Y 7Y a k)
D 2% 7= L TREYTAZ YT v a ki) © 100 % 2 ERETD

Excluded Downtime
A Z T B A D

Total Minutes in the Month attributable to:

[HWARSE) 1THRICRET S

(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.

(i) TRE 4 Fio DEMRSFIFRA ] ARilichTnsd TE#E D214 L) 0 Q1)
%5 RICEHEShE APy =7 v 77 L— FEEREH) (B &b 5 BEARNICHES
WZHEIT D) . E (i) AN AREENSRDATWeE LTHEBETE RN -T2 T R
REER O THIRGERFLR R L, SAP OGN RO R WERITE R 3 2 8 AR

el
HEo

Scheduled Downtime

Scheduled Downtime for the applicable SAP Cloud Services to which

XD 2 A A customer has subscribed is set forth in Section 4 below entitled “"Maintenance
Windows for SAP Cloud Services”.
BENMAZE R LAY TS SAP 770 Ry —E X ([ZfT5 TEMXFT 24
L) ME, FREO TSAP 7 Z 0 RY—ERADOESFIRRTR | LEINTZE 4 FITED T
D,
4, Maintenance Windows for SAP Cloud Services
4, SAP 7 57 ¥ — ¥t R DRSSPI

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.

SAP X, TRLO EMEF T H A L) OTDIZLL T ORSFREMEEZEHN T2 2 08T 5, FFREIEL, SAP (777 R —E 2%
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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 DEFISEFR (UTC)

MENA FRI 7pm UTC

MENA (B - 77 U %) & 7 pm  UTC
AP] SAT 3 pm UTC

APJ + 3 pm UTC

Europe: SAT 10 pm UTC

I—n N + 10 pm UTC
Americas SUN 4 am UTC

LT AU H A 4 am 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

S/4HANA Cloud for intelligent product design

S/4HANA Cloud for intelligent product design

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

EPM (includes Cloud for Planning)

SAP Analytics Cloud (IH#RIZ BusinessObjects Cloud, Cloud for Analytics X% 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 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 Job Schedule

SAP Cloud Platform Job Schedule

SAP Cloud Platform Master Data for Business Partners

SAP Cloud Platform Master Data for Business Partners

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

4 hours

4 W
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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 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

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
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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 Litmos, customer experience

SAP Litmos, customer experience

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 (ZX}9 2%
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 S TN SAP Service

SAP Search and Discovery

SAP Search and Discovery

SAP Subscription Billing

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
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Management

SAP Treasury and Risk Management K (N SAP Cash Management D720 D L —F 4 77 F » b

74— L e

4.2 Weekly Maintenance Windows for SAP Cloud Services — Individual Windows
4.2 SAP 7 F U N —E ZADBERRTREEIR — fE5] 0 ReEH
Due to specific business reasons, the below listed SAP Cloud Services use individual maintenance

windows

W LORRIZRBEIC LY . UFIZRT SAP 17 F 0 RYy—E A ) (ZI3fER O RSP #2808 S 5,

Cloud Services with individual maintenance window durations
BB DLRSFIF B OFTERHEBSEE SN F U RYy—E R

Cloud Service Maintenance Window Duration
770 RP—E2R AT v AR R i
Concur Europe: SAT 10 pm UTC (Winter)
Concur SAT 9 pm UTC (Summer)
F—ua N UTC (X)) CTHEEHEOF% 10 B
UTC  (ERER) THBB O 9 K 4 hours
Americas: SUN 1 am UTC (Winter) 4 IRffH]
SUN 12 am UTC (Summer)
FALT A U UTC  (&Fff) CTHEEBR AT 1 K
UTC (E W) CHIER ORI 0 K
SAP Ariba Cloud Services MENA: FRI 7 pm UTC
SAP Ariba 7 7 U KH—E 2R MENA : UTC T&MEH D% 7 K
APJ: SAT 3 pm UTC
TIOTRYT w7 UIC THIER D% 3 i 4 hours
Europe: SAT 10 pm UTC 4 WEH]
I—n /N UTC THIER O 10 K
Americas: SUN 12 am UTC
mAL7 A U UTC THHEH OFRT 0 By
SAP Business One Cloud, SAP-Hosted Option Europe: MON 12 am UTC
SAP Business One Cloud, SAP-Hosted Option I—n v/ UTC THIEHROHR] 0 K
Americas:
AT AU H 4 hours
North America: MON 7 am UTC 4 IRffH]
ek UTC THHWEH ORI 7 B
Latin America: MON 4 am UTC
HEE K UTC T HIEH DR 4
SAP Cloud Appliance Library Bi-weekly (odd calendar weeks):
SAP Cloud Appliance Library PRl (%)
APJ, Europe, Americas: 1 hour
THU 6 am UTC 1 W
APJ, F—m X LT AU T
UTC TAHEH D4 6 B
SAP Commissions Winter: SUN 8 am UTC
SAP Commissions A TRERH] UTC THHWEH ORI 8 W 6 hours
Summer: SUN 7 am UTC 6 MREfE
HREW . UTC THMER DR 7 B
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SAP CPQ Every 3 Saturday of each month.
SAP CPQ FADE 3 LR
Winter 2 am UTC 4 hours
AWEfE] 0 UTC 4Rl 2 W 4 IR
Summer 1 am UTC
HERY . UTC TAFRT 1 M
SAP Event Ticketing, Event Ticketing Pro Europe:
SAP Event Ticketing, Event Ticketing Pro g—n N
SUN 11 pm & 5 hours
WED 2 am UTC 1 hour
UTC THREH DF#% 11 BRI 5 IKFfH]
UTC C/KHEH DFHT 2 B 1 BEERY
Americas:
FEdET AU A
MON 4 am & 5 hours
WED 5 am UTC 1 hour
UTC THIER DT 4 BT 5 ]
K H O b 1 pfd
SAP Information Collaboration Hub for Life APJ: SAT 5.30 am UTC
Sciences TOT R T 4wy UIC THIREH DT 5 B
SAP Information Collaboration Hub for Life Europe: SAT 5.30 am UTC 4 hours
Sciences g—m v /X: UTC THIEH DT 5 B 4 RRRH
Americas: SAT 5.30 am UTC
MALT A U UTC ChEEH 04T 5 Kf
SAP Intelligent Sales Execution Winter: SUN 8 am UTC
SAP Intelligent Sales Execution Summer: SUN 7 am UTC 6 hours
AR UTC THIEH DO/ 8 K 6 HEfH
HFE UTC CHWEH OFfi 7 FF
SAP IoT Connect 365 Up to once every month:
SAP IoT Connect 365 SAT 10 pm UTC 4 hours
BKRKA 1 [H: 4 BHERH]
UTC CLMEA D% 10 K
SAP Jam Collaboration MENA: FRI 7 pm UTC
SAP Jam Collaboration MENA : UTC T&WEHDOF1% 7 W
SAP Jam Communities APJ: SAT 3 pm UTC
SAP Jam Communities APJ : UTC CTHIER D% 3 K
SAP Learning Hub Europe: FRI 10 pm UTC (Amsterdam DC2 &
SAP Learning Hub St Leon Rot DC12)
SAP SuccessFactors HCM Suite (except Employee SAT 10 pm UTC (Biere DC16 &
Central Payroll) Moscow DC18 7 hours
SAP SuccessFactors HCM Suite (Employee Central F—nry/N:UTC CTEMAOF% 10 B (7 ART 7 R
Payroll #[&<) VE L DC2 O vt a—
DC12)
UTC CTHIEHDOHF#% 10 B (Biere DC16
KOEAZ T DC18)
Americas: SUN 4 am UTC
FEALT A U4 UTC THHIEH OFET 4 B
SAP Leonardo Machine Learning Foundation APJ: SAT 8 pm UTC
SAP Leonardo machine learning foundation APJ : UTC THIEH D% 8 W
Europe: SAT 10 pm UTC 4 hours
I—n /N UTC CTHEADFH% 10 W 4 B
Americas: SAT 8 pm UTC
mAET A U A 0 UIC CTLHBEH D% 8 B
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SAP Localization Hub, advanced compliance

Europe: SAT 2 am UTC

reporting service g—u /X UTC CHEEAOFHT 2 K 2 hours
SAP Localization Hub, advanced compliance 2 )
reporting service
SAP Predictive Engineering Insights APJ, Europe, Americas
SAP Predictive Engineering Insights FRI 3 pm UTC 2 hours
AP], F—wmy X BT AV S 2 MR
UTC T4&MEH OF#% 3 K
SAP Producer Pro Winter: SUN 8 am UTC
SAP Producer Pro AW UTC THREH O 8 KF 6 hours
Summer: SUN 7 am UTC 6 FEfH
HHEHE : UTC CTHEHOFRHT 7 K
SAP Product Lifecycle Costing, cloud edition Monthly:
SAP Product Lifecycle Costing, cloud edition A 11H:
Europe:  SAT 10 pm UTC 6 hours
g—nr /N UTC CTHREH D% 10 K 6 MR
Americas: SUN 4 am UTC
FEALT A U A UIC THIEH DT 4 B
SAP SportsOne Bi-Weekly:
SAP SportsOne e -
APJ: MON 10 pm UTC 2 hours
APJ : UTC CTHMEH O 10 B 2 ¢
Europe: TUE 5 am UTC
I—n N UTC TKIER ORI 5 K
Americas: TUE 11 am UTC
AL A U A UTC TAAEEH OFRT 11 B
APJ: WED 10 pm UTC
APJ : UTC T/KIEH DF# 10 K
Europe: THU 5 am UTC 1 hour
I—1 % UTC TAIREH O 5 B 1 ]
Americas: THU 11 am UTC
mALT A U 7 UTC CARIEH OFRT 11 K
SAP SuccessFactors Employee Central Payroll MENA: FRI 7 pm UTC
SAP SuccessFactors Employee Central Payroll MENA : UTC CT&WER D% 7
APJ: SAT 3 pm UTC
APJ : UTC TELMER D% 3 K 4 hours
Europe: FRI 10 pm UTC 4 IRffH]

g—u vX: UTC CTERER OF% 10 B
Americas: SUN 4 am UTC
L7 A U UTC THEH DRI 4 B
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5. Major Upgrade Windows for SAP Cloud Services

5. SAP V53U RP—ERDAVY—T v 77 L— FEfi#

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

WA= 3 VOERRE, SAP [ 770 RY—ERA] OLYKEREFIZONTIE, Fied [SAP 777 Ry —EAD R
Ty —7 v 7T L— FREA] BNEH SN D,

Cloud Services with Major Upgrade Windows
279 R —ERDA VY —7T v 77— Fi#

Cloud Service Major Upgrade Windows
757 R¥—ER AT X —7 v 77 L— FRfiH
Fieldglass Up to 5 times per year:
Fieldglass (requires 5 days advance notice):
BHKAE 5 B :

(5 HATE COFEFRAMD LI

Europe: FRI 9 pm - SUN 2 pm UTC

d—nm /N UTC TR DT 9 B~HIERQDOT% 2 K

Americas: SAT 5am - SUN 9 pm UTC

mAE7 A U F  UTC THMEH OFHl 5 Wi~ HIEH D14 9 K
SAP Agile Data Preparation Up to 4 times per year:
SAP Agile Data Preparation SAT 1 am - SAT 8 am UTC

BREE 4 B ;

UTC CHMEH DRI 1 BE~1WEH O/ 8 I

SAP Analytics Cloud (formerly BusinessObjects Cloud Up to 4 times per year:
or Cloud for Analytics or SAP Cloud for EPM (includes B K% 4 [A]:

Cloud for Planning)) APJ: SAT 3 pm - 9 pm UTC

SAP Analytics Cloud (IH##iE BusinessObjects Cloud, AP]J : UTC CHHEH D% 3 RE~F1% 9 IF

Cloud for Analytics XX SAP Cloud for EPM (Cloud for Europe: SAT 10 pm - SUN 4 am UTC

Planning & &e) ) g—m 8 UTC CHBADOFHE 10 B~ AR HOF[T 4 K

SAP Analytics Hub

SAP Analytics Hub

SAP Roambi

SAP Roambi

SAP SuccessFactors People Analytics
SAP SuccessFactors People Analytics

Americas: SUN 4 am - 10 am UTC
FALT A U UTC CHIERAOFRT 4 F~7Fai 10 K

SAP Ariba Cloud Services Up to 2 Times per year:
SAP Ariba 7 77 RH¥—E =R B 2 [
MENA: FRI 7 pm - 3 am UTC
MENA: UTC TR OF% 7 Re~Fall 3 I

APJ, Europe, Americas:
SAT 7 pm - 3 am UTC
APJ, F—um vy X FLT AU B
UTC CTHMER DR 7 FE~AHT 3 K
SAP Asset Intelligence Network Up to 4 times per year:
SAP Asset Intelligence Network B 4 H
Europe: SUN 1:30 am - SUN 5:30 am UTC
g—n ysN:UIC THREROFRT 1 KR~ HREH QTR 5 K
e
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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

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

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Up to 4 times per year:

R 4 F :

APJ: SAT 12 am - SAT 6 am UTC

APJ : UTC C1:HE A DRI 0 Ri~ L A OFRT 6 I
Europe: SAT 7 am - SAT 1 pm UTC

d—n v/N: UTC CHRER OFHT 7 RKi~LTHER O 1 I
Americas: SAT 1 pm - SAT 7 pm UTC
L7 AU H : UTC CTHIEA D% | B~ D% 7 I

Up to 4 times per year

BHKAE 4 | :

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

g—nm /N UTC THIRER OFRET 1 B~ IR QR 5 K
Up to 4 times per year:

KA 4 F :

Americas: SAT 4 am to 2:00 pm UTC

FALT A U 1 2 UTC T HMEH DR 4 R~k 2 I

Up to 4 times per year:

B 4 H

APJ: FRI 10 pm - SAT 10 pm UTC

APJ : UTC CT&MER D% 10 Bi~+TIER 0% 10 Hr
Europe: SAT 5 am - SUN 5 am UTC

g—nm /N UIC THIEH OART 5 K~ HIEH OFHT 5 K
Americas: SAT 11 am - SUN 11 am UTC

FgALT A U 2 UTC CTHMEH ORI 11 We~HIEH QAT 11 R
Up to 4 times per year:

BRAE 4 | :

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

I—um ], LT AU A UTC THEEA OFRET 9 Wi~ H
D% 3 K

Up to 4 times per year:

BORAE 4 | :

Europe: SAT 7 am - SAT 1 pm UTC

I—n /N UTC CTHERDFRT 7 B~ R D% 1 K

Up to 12 times per year, during a one (1) hour window
made known by SAP at least one (1) week in advance.
BARE 12 B | B &b 1 HEBATE TIZ SAP 2H@mInd
1 RERH O RER S,
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SAP Cloud for Customer
SAP Cloud for Customer

SAP Cloud for Energy
SAP Cloud for Energy

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 Gamification

SAP Cloud Platform Gamification

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

SAP Cloud Platform Virtual Machine

SAP Fiori Cloud

SAP Fiori Cloud

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

SAP Litmos, customer experience edition

SAP Litmos, customer experience edition

Up to 4 times per year:

BNRE 4 | .
APJ: FRI 10 am - SAT 10 pm UTC
APJ : UTC T&WHEH OFHT 10 B~ 1R H DOF% 10 B

Europe: SAT 5 pm -SUN 5 am UTC

g—nyR:UIC CTHIEH DT 5 FE~HEREH OFRl 5 K
Americas: SAT 11 pm - SUN 11 am UTC

FEALT A U A UTC THEEH OF#% 11 B~ HIEH O 11
153

Up to 4 times per year:

BHKAE 4 | :

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

S—nyoN EHEHOFET 3 R~ 3 R

Up to 4 times per year

KA 4 F :

Americas: SAT 1 pm - SAT 7 pm UTC

FEALT A U UTC THIEH D% 1 FE~LIEH D% 7 FF
Up to 4 times per year:

KR 4 H .
APJ: FRI 2 pm - FRI 6 pm UTC
APJ : UTC CT&MEHDF% 2 H~&H D% 6 B

Europe: FRI 10 pm - SAT 2 am UTC
g—ny/N: UIC T4MEH OF#% 10 R~ L H OFET 2 K
Americas: SAT 4 am - SAT 8 am UTC
AET A U UTC THIEH DR 4 B~ H OFHT 8 B

Up to 4 times per year:

B 4 |
APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC CT&MEA O 9 Fi~LMEH O4t% 9 KF

Europe: SAT 4 am - SUN 4 am UTC

F—n v N UTC CEHMEA ORI 4 Re~HIBEH O 4 K
Americas: SAT 10 am - SUN 10 am UTC

AL AU UTC CHMEH O 10 I~ HIEH OFRT 10
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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

Up to 4 times per year:

BN 4 H .
APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC T&WEH O 2 B~ H D% 2 B

Europe: FRI 10 pm - SAT 10 pm UTC

—n /N UIC TREH D% 10 Fi~TREH 0% 10
Americas: SAT 4 am - SUN 4 am UTC

LT AU 4 UTC CHREH ORI 4 B~ HIEH ORIl 4 K
Up to 4 times per year

B 4 H :

Europe: FRI 10 pm - SAT 2 am UTC

g—nm /N UIC TRBEH DOF% 10 Ke~ TR H OFAT 2 FF

Americas: SAT 4 am -SAT 8 am UTC

mALT A U UTC CLIER OFal 4 We~ LA OFR1 8 K
Up to 4 times per year:

BNREE 4 | ¢
APJ: FRI 2 pm - SAT 2 am UTC
APJ : UTC CT&MEH Ot 2 Wi~LMEH O4R1 2 K

Europe: FRI 10 pm - SAT 10 am UTC

g—nrysN s UIC TEBEA OF% 10 B~ H OFaf 10 K
Americas: SAT 4 am - SAT 4 pm UTC

FAALT A U % UTC CTHREH ORT 4 R~ LHEH D% 4 BF
Up to 4 times per year

BRAE 4 [ :

Up to 4 times per year

BRAE 4 | :

Europe: FRI 10 pm - SAT 2 am UTC

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

FAET A U A UTC CTHIEH ORI 4 K~ H O] 8 K
Up to 4 times per year for 8 hours:

BXE 4 [H, 8 I :

APJ: FRI 9 pm - SAT 5 am UTC

APJ : UTC T4 A D% 9 Wi~ LA OFAT 5 I
Europe: SAT 4 am - SAT 12 pm UTC

g—u vsN: UTC CTHIEA DT 4 Fi~LHEE D% 0 K
Americas: SAT 10 am - SAT 6 pm UTC

AL A U 1 UTC THMEH DRl 10 Ri~TMEH OF#% 6
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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 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.10-2019

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

g—n /N UIC CHBEH DA% 10 Wi~ HIBEH D41 6 FF

Americas: SUN 4 am - SUN 12 pm UTC

mALT A U UTC CHRER OFall 4 Wi~ HAEA D% 0 K

Up to 4 times per year:
BHKAE 4 | :
APJ: FRI 2 pm - SUN 7 pm UTC
APJ : UTC C&MEADFt% 2 Ri~HAEADOTF% 7 K
Europe: FRI 9 pm - MON 2 am UTC
S—nr /N UTC TR D% 9 RE~HIER QTR 2 B
Americas: SAT 3 am - MON 8 am UTC
mAE7 A U F  UTC THMEH Qa3 K~ HIBEH ORI 8 Ff
Up to 4 times per year:
KA 4 F :
Europe: SAT 9 pm - MON 5 am UTC
S—nr /N UTC CHIER D% 9 Re~HIREHR ORI 5 K
Americas: SUN 3am- MON 11 am UTC
m4L7 A U UTC THMEH OFal 3 Re~HIEH OFR1 11 I
Up to 4 times per year:
BRAE 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:
BREE 4 B :
Europe: MON 10 pm - TUE 4 am
a—umvoXN: AEHOF% 10 KE~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 4am to SUN 4am UTC
BREE 4 B ;

UTC CLMERA DFHT 4 R~ HARER O/l 4 K
Up to 4 times per year:
BARE 4 H .
Americas: SAT 1pm - SUN 1pm UTC
AL A U J : UTIC THMEH D% | Rei~HIREH DA% 1 K
Europe: SAT 7am - SUN 7am UTC
S—n X UTC CTHIEHDFRT 7 B~ HEH D4R 7 BF
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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 Distributed Manufacturing

SAP Edge Services
SAP Edge Services

Up to 4 times per year:

BKE 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—n /N UIC CTaBEH DA% 10 Ri~HIREH O4R1 2 K
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:

BRE 4 B, 8 KFE -

APJ: FRI 9 pm - SAT 5 am UTC
FRI 2 pm - FRI 6 pm UTC
APJ : UTC CT&MEHDF% 9 B~ H O 5 B

UTC CT&MEH DT 2 B~&MEA DOT% 6 I
Europe: SAT 4 am - SAT 12 pm UTC
FRI 10 pm - SAT 2 am
S—nr /N UTC ChIER DRI 4 R~ TR OT% 0 B
SRR DT 10 F~LIEA OFwT 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 T H DRI 4 B~ A O/ 8 I
Up to 4 times per year:
K 4 FH :
Europe: SAT 4 am - SUN 4 am UTC
g—nr /N UTC ChIEA ORI 4 R~ HIRER OFRT 4 B
Americas: SAT 10 am - SUN 10 am UTC
FALT A U 2 2 UTC CTHMEH DR 10 Re~HIEH OFFT 10 B
Up to 4 times per year
BKRAE 4 FH :
Europe: SAT 10 am - SAT 10 pm UTC
g—nm /N UIC THBEH ORI 10 Fi~TREH OF % 10 K
Americas: SAT 10 am - SAT 10 pm UTC
FAALT A U 1 UTC CTHMEH ORI 10 Ke~LIEH D% 10 R
Up to 4 times per year:
BRAE 4 H
SAT 7 am to SUN 1 pm UTC
UTC CTLMER DRI 7 Ri~HIEA D% 1 B
Up to 4 times per year:
BKRAE 4 FH :
Europe: FRI 3:30 am - FRI 3:30 pm UTC
g—nr /N UTC TR OFRT 3 KE~& R OFE 3 K
Up to 4 times per year:
FRI 10:00 pm to MON 3:00 am UTC
K 4 F :
UTC T4 A D444 10 B~ H i A OFFT 3 B
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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 Enterprise Messaging
SAP Enterprise Messaging

SAP Financial Statements Insights
SAP Financial Statements Insights

SAP Health Engagement
SAP Health Engagement

Up to 4 times per year:

BN 4 H .
APJ: THU 8 am - THU 10 pm UTC
APJ : UTC TAMEH OFfHi 8 Fi~AKMEH DF# 10 K

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:

BHKAE 4 | :

Europe: SAT 8 am - 8 pm UTC

g—ny/3: UIC CTHIER ORI 8 E~T1% 8 Ik

Up to 4 times per year:

R 4 H .
APJ: SAT 3 pm - SUN 3 pm UTC
APJ : UTC THIEH DF#% 3 BE~HIEH D4 3 B

Europe: SAT: 10 pm - SUN 10 pm UTC

g—nm /N UTC THIEA DR 10 B~ HIEER O F#% 10 K
Americas: SUN 4 am - MON 4 am UTC

FEALT 2 U : UTC CTHIEH ORI 4 R~ AW H ORI 4 K
Max downtime 24 hours.

H B A DNTERK 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:

BRE 4 |
APJ: FRI 2 pm - FRI 6 pm UTC
APJ : UTC CT&MHDF% 2 H~&RHDF% 6 i

Europe: FRI 10 pm - SAT 2 am UTC

g—m /N UIC TR D% 10 Ri~ TR H OFHT 2 FF
Americas: SAT 4 am - SAT 8 am UTC

AL A U & UTC THIEH DR 4 e~ 100 D4R 8 i
Up to 4 times per year:

BNRAE 4 H
APJ: SAT 7 am - SAT 1 pm UTC
APJ : UTC CHEEH DRI 7 Ri~THEH D% 1 R

Europe: SAT 7 am - SAT 1 pm UTC

g—nr /N UTC CHMEHDFRT 7 Ri~+1MEHDOF% 1 K
Americas: SAT 7 am - SAT 1 pm UTC

FEALT AU % UTC CHEEA OFRT 7 R~ LA D% 1 K
Up to 4 times per year:

BRE 4 H .

Europe: FRI 4 am - FRI 10 am UTC

I—nm % UTC TR OFRT 4 Bi~& 0 OFRT 10 B
Americas: SAT 5 am - SAT 11 am UTC

FEALT A U 2 UTC CTHREH ORI 5 W~ TREH DAl 11 I
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SAP Information Collaboration Hub for Life Sciences
SAP Information Collaboration Hub for Life Sciences

SAP Innovation Management
SAP Innovation Management

SAP Integrated Business Planning
S/4HANA Cloud Edition

SAP Integrated Business Planning
S/4HANA Cloud Edition

SAP IoT Application Enablement
SAP IoT Application Enablement

SAP IoT Connect 365
SAP IoT Connect 365

SAP Knowledge Workspace
SAP Knowledge Workspace
SAP Jam Collaboration

SAP Jam Collaboration

SAP Jam Communities

SAP Jam Communities

SAP Learning Hub

SAP Learning Hub

SAP SuccessFactors HCM Suite (except Employee

Central Payroll)

SAP SuccessFactors HCM Suite (Employee Central Payroll

ZfR<)

Up to 4 times per year:

R 4 F :

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

BEOT v 77 L— RIiZoWTiL, LTFOF 4 FElEFELTH

B
2 .5 A8 AL 11 A

Up to 4 times per year:

BRE 4 H :
APJ: FRI 2 pm - MON 6 am UTC
APJ : UTC T&MEH DO 2 Fi~HIEH O4H] 6 FF

Europe: FRI 9 pm - MON 2 pm UTC

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

FAALT A U A UTC CTHMER O 3 E~HIEROT#% 8 I
Up to 4 times per year:

B 4 H

MENA: FRI 1 am - SAT 1 am UTC

MENA: UTC CT&MEH ORI 1 FE~1EH DR 1 FF
APJ: FRI 9 pm - SAT 9 pm UTC

APT : UTC T&REH OF#% 9 Fi~+TEH DFt% 9 K

Europe: SAT 4 am - SUN 4 am UTC

g—n /N UTC THBEH OFRT 4 Re~HMEH OFRT 4 K
Americas: SAT 10 am - SUN 10 am UTC

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

R 4 9]
APJ: SAT 12 am - SAT 12 pm UTC
APJ : UTC CTHIEH OFRT 0 H~1HE DF% 0 IF

Europe: SAT 7 am - SAT 7 pm UTC
g—nr /N UTC THIEEROFRT 7 B~ TR A DT 7 K
Americas: SAT 3 am - SAT 3 pm UTC
FEALT A U A UTC CHWEA OFET 3 B~ LA D% 3 K
Up to 4 times per year:

SAT 7 am - SAT 1 pm UTC
BKRAE 4 FH :

UTC THMEH DRI 7 Rf~THEH D% 1 K
Up to 8 times per year

BXE 8 [8

Up to 6 times per year:

BKRAE 6 [H :

MENA: FRI 7 pm — SAT 2 am UTC

MENA: UTC CT4&MEA Ot 7 Ri~LHE A OFRT 2 K
APJ: FRI 3 pm - FRI 10 pm UTC

APJ : UTC TaMEH D% 3 R~ H DF#% 10 K

Europe: FRI 10 pm - SAT 5 am UTC

g—nr /N UTC TeEH DT 10 B~ H OB 5 KF
Americas: SAT 4 am - SAT 11 pm UTC

FEALT A U A UTC CTHME A OFRT 4 B~ LR 0% 11 K
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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 S TN SAP Service

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, electronic invoicing for Brazil

(nota fiscal electronica)

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Up to 4 times per year.

BKE 4 F :

APJ: SAT 3 pm - SAT 7 pm UTC

APJ : UTC CEHMER D% 3 Bi~LIEH D% 7 K
Europe: SAT 10 pm - SUN 2 am UTC

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

mALT A U UTC CHIER Al 4 e~ AEA ORI 8 K
Up to 4 times per year

R 4 H

APJ: FRI 2 pm - SUN 7 pm UTC

APJ : UTC CT&MEADOTH% 2 B~AADT% 7 I
Europe: FRI 9 pm - MON 2 am UTC

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

mAE7 A U F1 : UTC CTHMEH OFal 3 e~ HWREH O 8 FF
Up to 4 times per year:

BRE 4 H :

APJ: FRI 10 pm - SAT 10 pm UTC

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

g—nr oy N UTC THBEH OFRT b e~ HMEH OFHT 5 K
Americas: SAT 11 am - SUN 11 am UTC

FEAL7 A U 1 2 UTC C LW H OFRT 11 K~ B A OFRT 11 K
Up to 4 times per year:

BREE 4 B ;

APJ: SAT 3 pm - 9 pm UTC

APJ : UTC THMEH D% 3 Re~"Ff 9 I

Europe: SAT 10 pm - SUN 4 am UTC

g—n /N UIC THBEH D% 10 e~ HIREH DR 4 FF
Americas: SUN 4 am - 10 am UTC

FEAL7 A U A 2 UTC CHMEH OFRT 4 RE~/FET 10 R

Up to 12 times a year:

BRE 12 [ ;

Four (4) hours window made known by SAP at least one
(1) week in advance.

EL EH 1 WEMBTETIC SAP Mo @EmEND 4 B ORI
o

Up to 4 times per year:

BKRAE 4 FH :

Europe: SUN 3 am UTC

g—u v,X: UTC CTHREH ORI 3 FF

Americas: SAT 3 am UTC

AL A U 4 UTC THBEH DT 3 K
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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, 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.10-2019

Up to 4 times per year:

BKE 4 F :

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC TRIMEH D% 9 M~ H D% 9 I
Europe: SAT 4 am - SUN 4 am UTC

I—u X UTC CTHIEEH ORI 4 i~ BHEH ORI 4 FF
Americas: SAT 10 am - SUN 10 am UTC

AL A U UTC THIBH DT 10 B~ HIEH DT 10
153
Odd Numbered Weeks
5am -7 am UTC
AR
UTC TR 5 BE~ZFRT 7 W
Up to 4 times per year:

BRE 4 H :

MENA: FRI 1 am - SAT 1 am UTC

MENA: UTC CT&WMEH ORI 1 B~ H QR 1
APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC CTA&MBHODOF% 9 B~ HOF% 9 K
Europe: SAT 4 am - SUN 4 am UTC

F—nr v/ N UTC CEHMEH QR 4 R~ HIER ORT 4 K
Americas: SAT 10 am - SUN 10 am UTC

AL A U h  UTC CTHEER ORI 10 K~ HIE B ORI 10 Kf
Up to 4 times per year:

BNRE 4 |
APJ: FRI 2 pm - SAT 2 am UTC
APJ : UTC CT&MEH Ot 2 Wi~LMEH O4R1 2 K

Europe: FRI 10 pm - SAT 10 am UTC
3—m /N UIC TalEH D% 10 Fi~1REH OFHT 10 K
Americas: SAT 4 am - SAT 4 pm UTC
FEALT A Y 2 UTC CHIEEH ORI 4 R~ TEH D% 4 K
Up to 10 times per year
BARAFE 10 H
Up to 4 times per year:
BREE 4 B :
APJ, Europe, Americas:
Any weekday: 3:30 am - 7:30 am UTC
APJ, S—um /X BT AU B
R D UTC TR 3 KB a1 7 K
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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

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

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

UTC T&MEH DOFth 2 Bi~&HEH D% 6 K
Europe: SAT 4 am - SAT 12 pm UTC
FRI 10 pm - SAT 2 am
g—u v 8 UTC THBEH DFRT 4 B~TIE R OF% 0 B
SR O 10 BE~LHE A OFRT 2 K
Americas: SAT 10 am - SAT 6 pm UTC
SAT 4 am - SAT 8 am UTC
FAALT A U A 2 UTC T LREHE ORI 10 K~ TIER OT% 6 I
UTC T H DOFRT 4 B~ H DR 8 By
Up to 8 times per year:
BKAE 8 B :
APJ, Europe, Americas:
FRI 3 pm - MON 7 am UTC
APJ, F—nm vy X BT AU B
UTC TMEH D% 3 KE~HAREH OFRT 7 I
Up to 4 times per year:
BKEE 4 B ;
Europe: SUN 1:30 am - SUN 5:30 am UTC
g—m /% UIC CHIEADFRT 1 B~ HIEH QR 5 ke
Up to 4 times per year:

BNRE 4 |
APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC TAMEH D% 9 i~ HDF% 9 I

Europe: SAT 4 am to SUN 4 am UTC

g—nr N UTC THBE R OFRT 4 B~ HIRE A OFRT 4 K
Americas: SAT 10 am - SUN 10 am UTC

AL A U UTC ThHEH OFRT 10 B~ HEEH ORI 10
153

Up to 4 times per year:

B 4 |
APJ: TUE 4 am - TUE 11 am UTC
APJ : UTC TKIEH DRI 4 B~ KB R ORI 11 B

Europe: TUE 4 am - TUE 11 am UTC
g—n /N UTC T:AMEH OFET 4 FE~KIEH ORI 11 K
Americas: TUE4 am - TUE 11 am UTC
mALT A U F  UTC TABEH QA 4 W~ KIREH OFR1 11 I
Up to 4 times per year:
KR 4 F :
APJ, America, Europe:
SAT 7 am — SAT 1 pm UTC
APJ, FEAET AU B, F—m w3
UTC C1WEA DRI 7 R~ 1A D% 1 K
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SAP Resolve
SAP Resolve

S/4HANA Cloud for intelligent product design
S/4HANA Cloud for intelligent product design

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

Up to 4 times per year:
BKE 4 F :
APJ, Americas, Europe:
SAT 3 am - MON 8 am UTC
APJ, FEILT AU B, F—m %
UTC CTEHMEH DT 3 Bi~HMEH O/l 8 K
Up to 4 times per year:

B 4 | :
APJ: SAT 12 am - SUN 12 am UTC
APJ : UTC CLFEH DR 0 i~ HIEH DFRT 0 I

Europe: SAT 7 am - SUN 7 am UTC

I—u X UTC CHIER DR 7 i~ BHEH ORI 7 BF
Americas: SAT 3 pm - SUN 3 pm UTC

AT A U A UTC CHEER O 3 Bi~HIEH OF% 3 K
Up to 8 times per year

B 8 [H

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

I—nr /N UTC THMEH OFET 3 R ~&WEH O 3 I
)y

Up to 4 times per year:

KA 4 F :

Europe: WED 2 am-4 am UTC

I—n w/%: UTC T/KEEB DT 2 BE~7FRl 4 FF
Americas: WED 6 am - 8 am UTC

FEAL7 A U A 2 UTC C/KMEH DR 6 FRE~/FRi 8

Once per year, 8 hours

4 1 [l 8 KA

Up to 4 times per year

BREE 4 B ;

Europe: SAT 10 pm - SUN 6 am UTC

g—nr /N UTC CTHEEA DR 10 K~ HIEH O TR 6 KF
Americas: SUN 4 am - SUN 12 pm UTC

AL A Uk UTC THRER ORI 4 R~ BIEH OF#% 0 K
Up to 6 times per year:

BRE 6 H| :

MENA: FRI 7 pm - FRI 11 pm UTC

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

APJ : UTC CT&MHDF#% 3 H~&RHDF% 7 iF

Europe: FRI 10 pm - SAT 2 am UTC

S—nyN UTC TEMEH OFH% 10 R~ H OFET 2 I
Americas: SAT 4 am - SAT 8 am UTC

FIALT A U 1 2 UTC CTHIEH DR 4 B~ 1 H OFRT 8 KF
Up to 12 times per year:

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

BARAE 12 [H :

EL & 1 AERMATE TS SAP OB END 4 BRI A
Up to 12 times per year:

BRE 12 [H

Europe: FRI 9 pm to MON 2 am UTC

I—n vX UIC CTEEHOFH% 9 FE~AIEH ORI 2 K
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SAP Vehicle Insights
SAP Vehicle Insights

SAP Vehicles Network
SAP Vehicles Network

SAP Watch List Screening
SAP Watch List Screening

SAP Work Manager, Cloud Edition
SAP Work Manager, Cloud Edition

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

SAP Treasury and Risk Management J% X SAP Cash
Management D7D FL—F 4 7T T v b7 —hLfkE

Up to 4 times per year:
R 4 F :
APJ: SAT 11 am- 11 pm UTC

APJ : UTC THMEH DR 11 B~ 11 B
Europe: SAT 7 am- 7 pm UTC

d—n N UIC CTLREH ORI 7 Fi~F1% 7 IF
Americas: SAT 1 pm- SUN 1 am UTC

FEALT AU A UTC CTHBEA O 1 R~ A H ORI 1 K
Up to 4 times per year:

BHKAE 4 | :

APJ: SAT 2 pm- SUN 10 pm UTC

APJ : UTC TEHMEH D% 2 FF~HIEH D% 10 K
Europe: SAT 9 pm- MON 5 am UTC

g—nm /N UIC THIEH D% 9 Wi~ ABEH O] 5 K
Americas: SUN 3 am- MON 11 am UTC
mAE7 A U F : UTC THMEH Oall 3 We~HWBEH O4H1 11 I
Up to 4 times per year:
FRI 7 am to 10 pm
BREE 4 B ;
LR DR T B~ 10 B
Up to 12 times per year:
BRE 12 | ;
Europe: THU 6 pm - THU 8 pm UTC
g—nr /N UTC CARMBEH D% 6 RE~AKIEH D% 8 I
Up to 4 times per year:

BREE 4 B ;

APJ: SAT 3 am - SAT 9 pm UTC

APJ : UTC THHEHDOFHT 3 B~ HDOF% 9
Europe: SAT 9 am - SUN 3 am UTC

d—u v X: UTC ChMEH DRI 9 Ki~ HMEH ORI 3 KF
Americas: SAT 3 am - SAT 9 pm UTC
FEALT A U A UTC CHIEH DT 3 i~ HDF% 9 i

NOTE: Maintenance and upgrade windows for products on Callidus pricelist are available on Callidus website.

Please contact Callidus support for further details.

Callidus DFEFIZFEH SN TV A RGIZBET B RSF LN » 77 L— ROEFH X, Callidus @ Web ¥
A FNTCHERTHZENTEET, XORHTEMHONTIL. Callidus DY AR— MoBWEbELLZEN

o

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019
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VENDOR BRANDED CLOUD
SERVICES

RUE—=TFZ R0 5 9 F—E

A
Ruum by SAP
Ruum by SAP

SAP Account Reconciliation &
Automation by Blackline

SAP Account Reconciliation &
Automation by Blackline

SAP Account Reconciliation &
Automation by BlackLine,
premier edition

SAP Account Reconciliation &
Automation by BlackLine, premier

edition

SAP Intercompany Financial Hub

by Blackline

SAP Intercompany Financial Hub by

Blackline

Regular Maintenance
Start Time in UTC per region

EHHIRSF
Higk = & DBASREER]  (UTC)
APJ: SAT 3 pm UTC
APJ : UTC CThHEH D 3 B
Europe: SAT 10 pm UTC

g—n X UTC CHEER D% 10 B
Americas: SUN 4 am UTC
FEAL 7 A U A UTC THWMEH DR 4 By

APJ: SAT 3 pm UTC
APJ : UTC TEHEEH DF#% 3 W
Europe: SAT 10 pm UTC

I—na v UTC THEHADF% 10 BF
Americas: SUN 4 am UTC
AL A U A UTC THWMEH DR 4 By

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Duration
HiR

1 hour
1 R

1 hour
1 M

Comments & Major Upgrades
Timeframe in UTC per region
HREESA Yy —T v 77— F
Hik = & ORERIFE (UTC)
Up to 3 times per year
BARE 3 [H

Up to 12 times per year:
On request to SAP

BARAE 12 H :
SAP ~DHEFEIZ LD
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 RO 57 R—F
A

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
EHIHPRST
R Z & DBRsaEER (UIC)

APJ: SAT 7 am UTC &
WED 10 am UTC

APJ : UTC CH#ER ORI 7 B¢
J ONUTC C/KIE B D4Rl
10

Europe:

I—ua /N

Frankfurt FRI 7 pm UTC &

WED 10 pm UTC

7Z 27 7))k UIC TEBHE D% 7 BF

KON UTC C/KIEH D%

10

FRI 7 pm UTC &

WED 10 pm UTC &

SUN 3 pm UTC

T HAATNVHE L UTC TEMEA D% 7 K
KON UTC C/KIEH D4
10 BEE ONUTC CHIEH O

Amstelveen

T 3 B

Americas:

BT AU L :

Toronto SAT 1 am UTC &
TUE 8 pm UTC

=R UTC CLFER DRl 1 I

KO UTC Tk H D4
8 FF

Ashburn SAT 2 am UTC

7 v ¥ aN—2 UTC THEH ORI 2 K

Austin SAT 1 am UTC &
TUE 8 pm UTC
F—2AF 1 UIC CTHIEHDFAT 1

KON UTC CAIEH DO
8 M
Lithia Springs SAT 1 am UTC &
TUE 8 pm UTC &
SUN 2 am UTC
VFTATY TR
UTC THHEHDFET 1 K
KON UTC CAIEH D4
8 BN UTC THIEH D

Rl 2 I
Europe: SAT 9 am UTC
g—n % UTC ThBEA DR 9 K
Americas: SAT 10 am UTC

LT AU A UTC CLIE A OFRT 10 B

12:00 am to 8:00 am UTC upon written

request from the partner and mutual
agreement.

N—= R F = bDEBEIC K DEFE LIHAEDOE

BAZFES X UTC THRT 0:00~4-Hij 8:00

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Duration
HiR

5 hours
3 hours
5 IRFfH]
3 IEfH]

5 hours
3 hours

5 frfH]
3 MrlH]

5 hours
3 hours
2 hours
5 IRffH]
3 FEM
2 FEM

5 hours
3 hours
5 FEME
3 IRffH]

4 hours
4 W§FE
5 hours
3 hours
5 IRffH]
3 IRffH]

5 hours
3 hours
4 hours

[$2]

RE
IREfH
RE

- W

12 hours
12 R

4 hours
4 I§FH

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

Regular Maintenance windows on a third
Saturday of each month
ER OLRSFIRERTS XA 5 3 T

Upon written request from partner and
agreement.

N R = bOEmIC L DGR LB EITE
-<
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 RO 57 R—F
A

SAP Communication Center by
Ancile

SAP Communication Center by Ancile

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 Duration
EHHIRSF HirH
Higk = & DBASREER]  (UTC)

OPTION 1:

FFvar l:

APJ: MON & WED 6 pm UTC 2 hours

APJ : UTC THWEH &KIER D% 2 IEH

6 M

Europe: TUE & THU 1 am UTC

a—n X UTC CAIEH &AM A DA

1 e

Americas: TUE & THU 7 am UTC

FALT A U A 2 UTC TR & RHE B O4(
7 W

OPTION 2: 4 hours

FFvarv 2: 4 I

APJ: FRI 6 pm UTC

Europe: SAT 1 am UTC

Americas: SAT 7 am UTC

APJ : UTC T&MEH D% 6 B

G—n X UTC CTHMEA DA 1 FE

LT A U 7 UTC THIBH DR 7 B

APJ: SAT 3 pm UTC 4 hours

APJ : UTC T LR DT#% 3 I 4 IRefE]

Europe: SAT 10 pm UTC

I—uwys3: UTC THEEAOFH 10 B

Americas: SUN 4 am UTC

LT A U % UTC THIEH DR 4 B

Europe: SAT 7:00 pm UTC 5 hours
SUN 3:00 pm UTC 2 hours

I—uwys8: UTC THEHDF% 7 B 5 MREH
UTC THHREH D4 3 B 2 W

Americas: SAT 1:00 am UTC 5 hours
SUN 2:00 am UTC 4 hours

FEdET AU UTC THREHOFRT 1 B 5 Kl
UTC "CHIER Ol 2 I 4 FREH

APJ: SAT 3 am UTC 8 hours

APJ : UTC C:FEH D4 aT 3 KF 8 MEH

Europe: SAT 10 pm UTC

d—n /X UTIC CHIEA OFH% 10 B

Americas: SUN 4 am UTC

LT A U % UTC THIEH DFRT 4 W

APJ: SAT 3 pm UTC 4 hours

APJ : UTC CLMEH DF#% 3 I 4 IR§FH

Europe: SAT 10 pm UTC

g—nry/X: UIC CLHEH D% 10 K

Americas: SUN 4 am UTC

LT AU UTC CTHIEA DR 4 W

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Comments & Major Upgrades
Timeframe in UTC per region
EREROA DY —T v 7TV —F
Hulik = & ORFRIFE (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

Up to 4 times per year:

MON 11 pm - TUE 3 am Region Local
Time

BKAE 4 [ :

HIROBIHEEZ T, AMER OF% 11 R d
KIEH DFRT 3 IF

Up to 52 times per year
BKRE 52 |

Up to 4 times per year:
BARE 4 [ .

None.
el
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZF3 RO 57 R—F
A

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 Duration
EHHIRSF HirH
R Z & DBRsaEER (UIC)
APJ: SAT 3 pm UTC 4 hours
APJ : UTC THMEH DF% 3 K 4 IR§FH]
Europe: SAT 10 pm UTC
—n X UTC CHIER OFH% 10 B
Americas: SUN 4 am UTC
LT A U % UTC THIEH OFET 4
Europe:
gI—r N
Amstelveen, NL, and Woking, GB
(twin-capable facilities)
FRI 8 pm UTC 5 hours
SUN 4 pm (this window 2 hours
may be used a maximum
of 4 times per year.)
FTUEDT DATIVT =— FEED
VA —F% 7 (EEERTRE 2R RR)
UTC C&MEH D% 8 I 5 B
HEEHOF% 4 B (ZORF 2 1R
ML, &KRE 4[| E TH
ATx5%)
Americas:
R
Lithia Springs, GA, and Allen, TX
(twin-capable facilities)
SAT 2 am UTC 5 hours
SUN 3 am UTC 4 hours
Ca—UTINOYVFTRATI TR TX
HAMDT L GEYEATRE 7R HaER)
UTC TR ORI 2 B 5 IRpfH
UTC THEEA DT 3 B 4 P
APJ: SAT 3 pm UTC 4 hours
APJ : UTC CTHMEH OF% 3 K 4 IR
Europe: SAT 10 pm UTC
—n v X: UTC TLHEEH D 10 K
Americas: SUN 4 am UTC

LT AV A UTC THIERA DR 4 B

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

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

Up to 12 times per year:

R 12 9] -

APJ: FRI 4 pm to 8 pm UTC+8

AP] : UTC+8 T4 H D 4 Bi~/F1% 8 My
Europe: FRI 9 am to 1 pm UTC+1

g—nr w38 UTCHL TR DR 9 R~
%1 W

Americas: FRI 3 am to 7 am UTC-5
LT A U B 2 UTC-5 T4 H O/ 3 i~
ZERl T OB

Up to 1 time per year:

BKAE 1 [E :

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 =T v T 7 L— &, 1 I
2 [EPL B3 AT, Ty T e T v
7 L — ROVEEIIHNE ORSFRERT O Rt Tt
B L, ZORMWHLSNOF T B A4 DEET D
ZERHoTUIRB RN,

Up to 1 time per year:
BARE 1 H:
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VENDOR BRANDED CLOUD
SERVICES

Ny E—TF RO 57 R—F
A

SAP Knowledge Central by
Mindtouch

SAP Knowledge Central by Mindtouch

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

cloud edition

SAP Productivity Pak by Ancile
SAP Productivity Pak by Ancile

SAP Quality Center, LoadRunner,
and StormRunner by Micro Focus
SAP Quality Center., LoadRunner. /&

O\ Micro Focus @ StormRunner

Regular Maintenance

Start Time in UTC per region Duration
EHIHIRSTF HI/
Higk = & DBASREER]  (UTC)
OPTION 1:
FFvar l:
APJ: MON & WED 6 pm UTC 2 hours

APJ : UTC CHHER &KMER D4 2 REH
6 M

Europe: TUE & THU 1 am UTC

g—n w5 UTC Tk R & ARRME B DR

1 M

Americas: TUE & THU 7 am UTC

AL AU B UTC CAIEH & AR O

i 7 B

OPTION 2:

FFvar 2:

APJ: FRI 6 pm UTC Z’ ?;F:Ejrs
APJ : UTC T4MEH D% 6 K

Europe: SAT 1 am UTC

—n X UTC TR OFHT 1 W

Americas: SAT 7 am UTC

AL T A U A UTC CTHMEH ORT 7 By
APJ: SAT 3 pm UTC 4 hours
APJ : UTC THMEH D% 3 K 4 HFfH]
Europe: SAT 10 pm UTC

d—nu /X UTC CTHEEHOF# 10 K
Americas: SUN 4 am UTC

AL T A U A UTC CTHWMEH OFRT 4 B
APJ: SAT 1 pm UTC 6 hours
APJ : UTC CEMEHOF% 1 I 6 MM
Europe: SAT 8 pm UTC

F—n X UTC CHEERDOFH% 8 I

Americas: SUN 2 am UTC

LT A U % UTC THIEH DR 2 I

Europe: SUN 8 am UTC 2 hours
g—mysN: UIC CHMEERDFRT 8 R 2 W

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

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

Up to 4 times per year:
BRE 4 H
Customer may select from any one of
the maintenance window options 1 or 2.
B, RSPRFE oA T v a v 1 T 2
DT I Z RIRATRE

APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC T4 H Dtk 2 e~ Thf
AP 2 W

Europe: FRI 9 pm - SAT 9 pm UTC

F—n ysX: UTC TEBEHOF% 9 i~
HDF#% 9 K

Americas: SAT 3 am - SUN 3 am UTC
FAET A U A UTC TR H OFRET 3 FE~H
WEH DR 3 K

Up to 4 times per year:

BAE 4 FH

APJ: FRI 9 pm - SAT 9 pm UTC
AP]J : UTC CT&WEHA D% 9 i~ 12
HODF& 9 R

Europe: SAT 4 am - SUN 4 am UTC

I—n wX UTC TR ORI 4 R~ AR
H ORI 4 B

Americas: SAT 10 am - SUN 10 am UTC
FEAET A U B UTC CTLWEH DA 10 H~
HiEH ORI 10 K

Up to 4 times per year:

BKRE 4 [H :

APJ: SAT 1 pm - SAT 7 pm UTC
APJ : UTC CThMER D14 1 e~
BOFH 7

Europe: SAT 8 pm - SUN 2 am UTC
g—n w3 UTC CThIiEH D% 8 R~ A
A O4RT 2

Americas: SUN 2 am - SUN 8 am UTC

LT A U % UTC THIEH DT 2 BF~H
WEH DT 8 IR

Up to 12 times per year.
RRE 12 [H
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VENDOR BRANDED CLOUD
SERVICES

RUE—=TFZ R0 5 9 F—E

A

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

SAP SuccessFactors Document
Management by OpenText
SAP SuccessFactors Document

Management by OpenText

Regular Maintenance
Start Time in UTC per region
EHHIRSF
R Z & DBRsaEER (UIC)

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)
g—1 v/N
UTC C&FEHR D% 8 Ri~1HEA D
Al 1 Ky
UTC THIEH DT 4 Ki~RAEH DT
% 6 W (ZOREHIL, HBRF 4 [FIE
THATE %)
Americas:
FRI 3 pm to SAT 8 pm UTC
SAT 4 pm to SUN 8 pm UTC
AT AV
UTC CT&WHEA D% 3 Fi~t+RER DF
% 8 ¥
UTC CTHIBH DT 4 Ki~HIER O
% 8 I

APJ: SAT 3 pm UTC

APJ : UTC THMER D% 3
Europe: SAT 10 pm UTC

I—n v UTC CHIEH DFH% 10 B
Americas: SUN 4 am UTC

LT AU 4 UTC THIERA DR 4 B

SAT 19:00 UTC

SUN 15:00 UTC

I—nu w3 UIC CTHIEHDF#% 7 B
UTC THMER D4 3 B

Europe:

SAT 1:00 UTC

SUN 2:00 UTC

LT AU UTC CHIEH DR 1 e
UTC CTHMER ORI 2 K

Americas:

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.10-2019

Duration

Hiw

2 hours
2 WfH]

4 hours
4 FRERE

5 hours
2 hours
5 IRffH]
2 IRffH]

5 hours
4 hours
5 IRFFH]
4 KFfH

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

Up to 2 times per year
BRE 2[5

30 June, 31 December

6 A 30 H., 12 A 31 H

To the extent maintenance must be
performed on the SAP Cloud Service,
SAP shall use maintenance windows for
planned downtimes applicable to the
SAP cloud solution associated with use
of the SAP Cloud Service.

SAP 750 RY—t 2] TRTFEET D4
ERB LG, SAP IE, SAP [/ 70 R¥—b
A OERICEET S SAP 7T YRV Y 2—
Va VCHAINDEHE LY U F A L DOMRST
R 2 FAT 2D LT 5,

Up to 52 times per year

BRAE 52 [H

Page 29 of 30



VENDOR BRANDED CLOUD Regular Maintenance Comments & Major Upgrades

SERVICES Start Time in UTC per region Duration Timeframe in UTC per region
RUF—=TFROI 57 FY—E EHIHPRST I BREEIA DY —T v 77 L—F
A ik = & DB (UTC) Hulg = & ORERAME (UTC)

SAP Time and Attendance APJ: SAT 1 pm UTC 4 hours

Management by Workforce APJ UIC THMEROFH 1 R 4 Rl

Software Europe: SAT 8 pm UTC

g—nm v UIC CTHEADF% 8
Americas: SUN 2 am UTC
AL AV A UTC THMEH ORT 2 By

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 APJ: FRI 2 pm UTC 4 hours Up to 4 times per year.
Kronos APJ : UTC CT4&MER D4 2 K 4§ BRE 4 [
SAP Time Management by Kronos Europe: FRI 11 pm UTC

I—u v UIC CTEMEHDFH% 11 BF
Americas: FRI 7 pm UTC
FAAL T A U A UTC TEMEH D% 7 By

SAP Trade Repository Reporting  APJ, Europe, Americas: 2 hours AP], Europe, Americas:
by Virtusa Weekdays 7 pm UTC SAT 5 am - SUN 8 pm UTC
SAP Trade Repository Reporting by APJy =R >/ HHALTAVD - 2 WfH] APJ, =S BHALT A YA
. UTC T A DTt 7 K UTC T H DT 5 R~ AEA DT 8
Virtusa -
APJ, Europe, Americas: 4 hours
Every 4™ MON of every month
11 pm UTC
APJ, F—m oy X BT AL 4 IR
FHOmEE 4 ARER
UTC T4 11 By
SAP U.S. Benefits Management Americas:  SAT 4 am UTC 8 hours
by Benefitfocus FAALT A U & UIC CTLMER DT 4 B 8 IEH
SAP U.S. Benefits Management by
Benefitfocus
SAP User Experience Europe: WED 9 pm UTC 2 hours
SAP User Experience Management by
Knoa Americas: SAT 10 am UTC 12 hours
THU 3 am UTC 2 hours

FALT AU A UTC CTHIEH OFET 10 B 12 FERE
UTC CTAMEH ORI 3 B 2 R
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