SERVICE LEVEL AGREEMENT FOR SAP CLOUD SERVICES
SAP 759 R —FERIZEATEIY—ERAL_NANTTY—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.

IO ISAP 7 J 0 R —ERZEAT A —EALNALT 7Y — A b Tk, [EXE] ITBOTEED SAP [ZIAZ R LA
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PO —ERAL_NT 7Y —A Lk (LLF TSLAl ) 2ED D,

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.

IO ISAP 750 R —ERICHET LIV —ERL_AT 7Y =R b ik, [VRTLAORHAMED SLA] 25, Mi% SAp [V 5
U RY—E R IZBET AT S MRS ICHEICED N TS SAP (777 Ry —tv 2| | XL VAT 20w Atk
@ SLA] O ATREMED TARZK) ICB W THIRMICHRA SN TS SAP 70 Rb—b 2 I s henb o s 32,

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 BAL] Lk, #%2ET D SAP [V 70 R —E 2] OKRBIAN—T 3 UARIATE ol THRRSE 20583,
(BRAN A 2 A ) EBRL
“Month” means a calendar month.
THI &ix, BAZWS,
“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.
THBEY TRV Fvavké) Lk, [VATLAORAMNED SLA] 2EEShhol (770 R —E 2] I L TXihb
Ni-ABE CUIFERED 1/12) OV T 27 U Ty g Bering,
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
TARMSE) X, TH) WOR 7 B, 1 H 24 BRI CRHAIE RS,
“"UTC"” means Coordinated Universal Time standard.
[UTC) &, T EHEARES) OFERERFAZ NS,

3. System Availability SLA and Credits
3. VAT ADERFED SIA RRZ VY b

3.1 Claim process, Reports

3.1 FRSER, LR— |
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.
BEZIL, SAP A [V AT AORAMED SLA] Ziil- S72mo ot UUTOE 3.2 FORICERKTHEHETI LYY
FEFERTE, BRIZZEDI VY y bae, [VRTLORHMED SLA] ZWizE720o>7c SAP 750 Rh—E 2
BT 2, fEROFEREICHEHAT 52 LN TE S,

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 [SAP 7T U R —BRIZHET L2 —EAL_VT 7Y —R 2 b ICESGERIE, 2T 20 fitED SLAJ
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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.

SAP X, IROWT LD HIET,

HWF S SAP (757 RY—E 2] O [LRAFAORAME] OBEEEFH L AR
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(DB F Y T A R —Z VDK ETRERIGE)

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 LORAMED SLA

99.5% System Availability percentage during each Month for productive
versions
AR N—T 3 2o T, K THI FIZBTS 99.5% @ [ 27 Ao oFl

AN
=

Credit
548

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

(AT AORAMD SLA] %2 1% TEAZ Lz, THEY 7R VT a ke ©
2% =1L THEY 722V 7y a k) @ 100% % ERET D

Excluded Downtime
A Z T B A D

Total Minutes in the Month attributable to:
FHWNRDE) IXARICRERT 2

(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) TFLE 4 Sl TEHIMRSTFR RS AiidicnhTnws TEMF v 2451 0 (1)
% b RIEH SN AV —7 v 77 L— NEHE) @< Eb b BEARNCEE
AT S) . XE (i) MAYEREENSAbILTWEE L THEEETE oo T
MO THIARGRE R ESR e L, SAP OFFI 72 B O ML 72 W BRI K 3 5 R A

PaE}
HEo

Scheduled Downtime
EHF T ZA A

Scheduled Downtime for the applicable SAP Cloud Services to which customer
has subscribed is set forth in Section 4 below entitled “Maintenance Windows
for SAP Cloud Services”.

BERDIMAZ R LIAATEZE TS SAP (770 RYh—v X 1KBT5 EMED 24
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4. Maintenance Windows for SAP Cloud Services
4, SAP 7 5 v N¥— & ADIRSFRERDH
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 %, TR TEMWIX T Z A L) OFDIZLLFORSFRMH AT 2 2 LB TE 5, BHEHIL, SAP 1770 RY—E R
WRAT 4 VT ENDELDHT—H 2 X —OFFATEET, SAP X, SAP [7 57 Rh—E 2] IZHT2FEHERT v 77 L—FK
RBRIRT DR Do 1ot BEIZER2 < GHREMEIT ),
4.1 Weekly Maintenance Windows for SAP Cloud Services — Standard Windows
4.1 SAP 7 U P —E ZADBERRFIFHIH — {RERRH
SAP weekly standard maintenance windows are scheduled as listed below for the Cloud Services in this
section:
SAP DI YRAFHECRSFREFRI AL, ASED [T 0 RYP—ER ] IZONWTFROEBVRESN TN D,
Start Time in UTC per region
Holg =" E DEFISRER] (UTC)

MENA FRI 7pm UTC

MENA (FREE - b7 7 U h) 4 T T W UTC
APJ] SAT 3 pm UTC

APJ + P& 3 I UTC

Europe: SAT 10 pm UTC

ER e + % 10 B UTC
Americas SUN 4 am UTC

AL A U A A ERT 4 BE UTC

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

Cloud Services maintenance window durations

7 7 F¥—E 2 OLRSFIRFHISF O BrEtiei]

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 Zero Downtime
SAP Customer Identity, SAP Customer Identity, B2B add-on, SAP Customer Consent, SAP | Br& v A A
Customer Profile

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

SAP Enterprise Messaging

SAP Enterprise Messaging

SAP Exchange Media

SAP Exchange Media

SAP Fiori Cloud

SAP Fiori Cloud
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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

Ruum by SAP

Ruum by SAP

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 FFfE

SAP Al Business Services

SAP AT Business Services

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 Document Compliance outbound and inbound invoicing option for Brazili
SAP Document Compliance outbound and inbound invoicing option for Brazili
SAP Health Engagement

SAP Health Engagement

SAP Innovation Management

2 hours

2 R
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SAP Innovation Management

SAP IoT Application Enablement

SAP IoT Application Enablement

SAP Leonardo IoT

SAP Leonardo IoT

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

SAP Resolve

SAP Roambi

SAP Roambi

SAP Digital Manufacturing Cloud
SAP Digital Manufacturing Cloud
SAP Financial Statements Insights
SAP Financial Statements Insights
SAP RealSpend

SAP RealSpend

3 hours
3 R

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 (IH#”IX BusinessObjects Cloud. Cloud for Analytics X% Cloud for EPM
(Cloud for Planning #&%e) )

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

4 hours
4 ¥
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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
SAP Cloud Platform Master Data for Business Partners

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, 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 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
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SAP Customer Engagement Center

SAP Customer Engagement Center

SAP Customer Order Sourcing

SAP Customer Order Sourcing

SAP Data Warehouse Cloud

SAP Data Warehouse Cloud

SAP Data Custodian

SAP Data Custodian

SAP Data Intelligence

SAP Data Intelligence

SAP Distributed Manufacturing

SAP Distributed Manufacturing

SAP Document Compliance invoicing option for PEPPOL
SAP Document Compliance, invoicing option for PEPPOL
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 HANA Cloud

SAP HANA Cloud

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 Logistics Business Network project44 Add-On
SAP Logistics Business Network project44 Add-On
SAP Loyalty

SAP Loyalty

SAP Marketing Cloud
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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 5
SAP Product Configuration 7 KA

SAP Privacy Governance

SAP Privacy Governance

SAP Product Content Hub

SAP Product Content Hub

SAP Product Stewardship Network

SAP Product Stewardship Network

SAP Project Intelligence Network

SAP Project Intelligence Network

SAP Qualtrics

SAP Qualtrics

SAP Sales Cloud and SAP Service Cloud
SAP Sales Cloud M TF SAP Service Cloud
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
Management

SAP Treasury and Risk Management } TN SAP Cash Management D7D hL—F 4 77T v k
7 — LG
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4.2
4.2

Weekly Maintenance Windows for SAP Cloud Services — Individual Windows

SAP 7 5 U F¥—EADBKRRTRHH - BRI ORI

Due to specific business reasons, the below listed SAP Cloud Services use individual maintenance windows
¥H LORREERIZEID  DITICRT SAP 127 F 0 RY—E R (ZIXENORSFRRIH A S5,

Cloud Services with individual maintenance window durations
BB DR PR O ERERRESNEZZ 70U F—E X

Cloud Service
777 RYP—ER

Maintenance Window
AT F o AR

Duration

i

Concur
Concur

SAT 10 pm UTC (Winter)
UTC (4 KffH) THEBEH D

Europe:
g—n v\
% 10 B

SAT 9 pm UTC (Summer)

UTC (EFFfE) ThMER D% 9
iE3
Americas: SUN 1 am UTC (Winter)
LT AU H . UTC (AF§fH) THHEROF
Al 1 R

SUN 12 am UTC (Summer)

UTC (E W) CHIER DR 0
ik

4 hours
4 W

SAP Agent Performance Management (formerly
Producer Pro)

SAP Agent Performance Management (IH Producer Pro)

Winter:
AR
Summer:
SRR -

SUN 8 am UTC
UTC THHEH DRI 8 FF
SUN 7 am UTC
UTC THHWEH ORI 7 FF

6 hours
6 HFfE

SAP Ariba Cloud Services
SAP Ariba 7 77 R¥—E R

MENA:
MENA :
APJ:
APJ :

FRI 7 pm UTC
UTC T4&iEH DT#
SAT 3 pm UTC
UTC THAEHDOF% 3 K
Europe: SAT 10 pm UTC

EE = A UTC T+ H DT
Americas: SUN 12 am UTC
FAET AV B . UTC THIRH O 0 B

7 B

10 W

4 hours
4 W

SAP Business One Cloud, SAP-Hosted Option
SAP Business One Cloud, SAP-Hosted Option

Europe: MON 12 am UTC
g—n % UTC “CH W H DRI
Americas:
FAET AV
North America: MON 7 am UTC
Bk UTC CHIER DFHT 7 K
Latin America: MON 4 am UTC
Rk UTC CHMEH DRI 4 B

12 W

4 hours
4 B

SAP Cloud Appliance Library
SAP Cloud Appliance Library

Bi-weekly (odd calendar weeks):
FE (FF4cm)
APJ, Europe, Americas:
APJ, F—nm X T AU D
THU 6 am UTC
UTC TAMEH DR 6

1 hour
1 B
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SAP Commissions Winter: SUN 8 am UTC
SAP Commissions AWEE . UTC THHEHOFHT 8 KF 6 hours
SAP Territory and Quota Summer: SUN 7 am UTC 6 FEfH
SAP Territory and Quota B UTC THHEH DT 7 FF
SAP CPQ Every 3™ Saturday of each month.
SAP CPQ LHADFE 3 LA
Winter 2 am UTC 4 hours
AWER] : UTC TRl 2 B 4 B
Summer 1 am UTC
HHEHE ;. UTC TRl 1 K
SAP Event Ticketing, Event Ticketing Pro Europe:
SAP Event Ticketing, Event Ticketing Pro g—n N 5 hours
SUN 11 pm UTC & 5 FEfH
UTC THEHOF#% 11 BEEW
Americas: 5 hours
BT AV H 5 R
MON 4 am UTC &
UTC CTHIEH DRI 4 B LW
SAP Intelligent Sales Execution Winter: SUN 8 am UTC
SAP Intelligent Sales Execution AIREH] UTC THIEH DO/ 8 K 6 hours
Summer: SUN 7 am UTC 6 MEFRY
IR UTC THIEH DFRHT 7
SAP IoT Connect 365 Up to once every month:
SAP IoT Connect 365 wmAH 1 [E 4 hours
SAT 10 pm UTC 4 R
UTC THREHDOF#% 10 K
SAP Jam Collaboration MENA: FRI 7 pm UTC
SAP Jam Collaboration MENA : UTC CT&MER D% 7 W
SAP Jam Communities APJ: SAT 3 pm UTC
SAP Jam Communities APJ : UTC THIEHDOF% 3 K
SAP Learning Hub Europe: SAT 7 pm UTC (Amsterdam
SAP Learning Hub DC2 & St Leon Rot DC12)
SAP SuccessFactors HXM Suite (except Employee ER= AT UTC TLMEH D% 7 K (7 2 hours
Central Payroll) LATIVE L D2 ROV 7 b 7 W
SAP SuccessFactors HXM Suite (Employee Central ZF > va—k DC12)
Payroll #Br<) SAT 10 pm UTC (Biere DC16 &
SAP SuccessFactors Visa and Permit Management Moscow DC18
SAP SuccessFactors Visa and Permit Management UTC THHEH DF% 10 B (Biere
DC16 & XEAZ U DCI8)
Americas: SUN 4 am UTC
AET AV . UTC THIRH O 4 B
SAP Litmos Training, all editions Bi-Weekly Bi-Weekly:
SAP Litmos Training, 9+ _XTHZF (3 =3 ] 2 hours
ViewCentral APJ: FRI 5 pm UTC [ -
ViewCentral APJ : UTC C&MEHDFt% 5 K 9o IR
Europe: FRI 10 pm UTC
ER =R VAN UTC T&WEHDOF% 10 B
Americas: SAT 12 am UTC
AT AU . UTC ThR OFRT 12 B
Monthly - 3" Sunday Monthly:
A 1E -% 3 HER 5 hours
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All Regions: SUN 1 am UTC (Summer) H 1 [FH:
TRTOMEE UTC (ER) THREH O] 1 5 B
52

SAP Logistics Business Network, material MENA: FRI 7 pm UTC

traceability option MENA : UTC CT&MEH D% 7 FF

SAP Logistics Business Network, material APJ: SAT 3 pm UTC

traceability option APJ : UTC THMEH D% 3
Europe: SAT 10 pm UTC 4 hours
g—nmyoX%: UIC THIBHOF#% 10 K 4 IRef
Americas: SUN 4 am UTC
MAL7 AU . UIC THWEH OFRT 4 W
Early Adoption Hours: 2 hours
FREE AT DR - 2 IRFfH
Europe: THU 9 am UTC
I—nvsN: UTC TAIEH DR 9 B

SAP Predictive Engineering Insights APJ, Europe, Americas

SAP Predictive Engineering Insights APJ, I3—u v X, BT AU D 2 hours

FRI 3 pm UTC 2 WM
UTC CT&MEH D% 3 IRF

SAP Product Lifecycle Costing, cloud edition Monthly:

SAP Product Lifecycle Costing, cloud edition H11H:
Europe: SAT 10 pm UTC 6 hours
ER = UTC TLMEH D% 10 K 6 HEfH
Americas: SUN 4 am UTC
fAL7 AU H . UTC THHIEHOFET 4 K

SAP SportsOne Bi-Weekly:

SAP SportsOne &
APJ: MON 10 pm UTC 2 hours
APJ : UTC THREH D4 10 K 2 TRF[H]
Europe: TUE 5 am UTC
ER= VAT UTC TKIEH O] 5 B
Americas: TUE 11 am UTC
BT AU 0 UTC TAKAIEHDFRT 11 B
APJ: WED 10 pm UTC 1 hour
APJ UTC TR D% 10 I 1 IR
Europe: THU 5 am UTC
g—n /N UTC TARWEH D4H] 5 K
Americas: THU 11 am UTC
AT AU J 0 UTC TARIER OFRT 11 B

SAP SuccessFactors Employee Central Payroll MENA: FRI 7 pm UTC

SAP SuccessFactors Employee Central Payroll MENA : UTC CT&WMER DOF% 7
APJ: SAT 3 pm UTC
APJ : UTC THLREH D% 3 K 4 hours
Europe: SAT 10 pm UTC 4 FEH]
ER =R UTC CTHIBHADOF# 10 W
Americas: SUN 4 am UTC
AL 7 A U H . UTC THHEH DR 4 By
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SAP Work Zone MENA: FRI 7 pm UTC

SAP Work Zone MENA : UTC TA&MEH D% 7 W
SAP Work Zone for HR APJ: SAT 3 pm UTC
SAP Work Zone for HR APJ : UTC THIEHDFH% 3

Europe: FRI 10 pm UTC (Amsterdam
DC2 & St Leon Rot DC12)
S—n N UTC CT4&MEHDT#% 10 i
(7 BATNHE I D2 O
LA ue—bh DC12)
SAT 10 pm UTC (Biere DC16 &
Moscow DC18
UTC THMEHDF% 10 FF (Biere
DC16 K NE A2 T DC18)
Americas: SUN 4 am UTC
AL 7T AU : UTC THMEH DR 4 By

7 hours
7 FRERH

5. Major Upgrade Windows for SAP Cloud Services

5. SAP 75U Ry —ERADA ¥ —7 v 7 J L— FER#

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

B N—2a VOEERE SAP 1777 RYy—ER] OLYKERERIZONTIE, Fid [SAP 7 77 R —EZAD A
Ty =T v 77 L— R BNEH SN,

Cloud Services with Major Upgrade Windows
779 RY—ERDAV ¥ —7 v 77— Fif#

Cloud Service Major Upgrade Windows
777 RY—E X AVY—T v/ L — REHH
Fieldglass Up to 5 times per year:
Fieldglass BN 5 [| :

(requires 5 days advance notice):

(5 HAETE COFFHEED L)

Europe: FRI 9 pm - SUN 2 pm UTC

EE = A UTC CHMER DT 9 R~AREA DT H% 2
153

Americas: SAT 5am - SUN 9 pm UTC

AT AU B . UTC CHIEA ORI 5 R~ HIEH D% 9

i3
Ruum by SAP Up to 3 times per year.
Ruum by SAP BRARE 3 [H
SAP Agile Data Preparation Up to 4 times per year:
SAP Agile Data Preparation BEXE 4 [ :

SAT 1 am - SAT 8 am UTC
UTC THEH DRI 1 i~ HOFRT 8 K
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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 (IH#RriX BusinessObjects Cloud, Cloud
for Analytics X% SAP Cloud for EPM
Ete) )

(Cloud for Planning

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 RH¥—E X

SAP Asset Intelligence Network
SAP Asset Intelligence Network

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:

BARE 4 [FH:

MENA: FRI 7 pm - SAT 1 am UTC

MENA : UTC CT&MEH D% 7 FE~THEH OFaT 1 FF
APJ: SAT 3 pm - SAT 9 pm UTC

APJ : UTC TEHEEH D4 3 Wi~TLHER O 9 B

Europe: SAT 10 pm - SUN 4 am UTC

EE= AN UTC TR OF# 10 B~ BB OFHT 4
i3

Americas: SUN 4 am - SUN 10 am UTC

ALT A U J1 2 UTC CHIEH DR 4 Be~ HIEH QAT 10 K
*These Maintenance Windows are separate from and in addition to

Maintenance Windows of underlying SAP Cloud Platform.

* CHOED TRFREEH ) 14, TERS [SAP 2 F 0 7T h T —4) D
[REFHEH ) EIZHITH VD, BN EGShE b DL 25,

Up to 4 times per year:

BRE 4 [F:

MENA: FRI 7 pm - SAT 1 am UTC

MENA : UTC T&MEH DOFt% 7 Bi~TREH OFR1 1 I

APJ: SAT 3 pm - SAT 9 pm UTC

APJ : UTC CTHRER D14 3 W~ TRERA D% 9 I

Europe: SAT 10 pm - SUN 4 am UTC

EE = A UTC THIEH D% 10 B~ A H O4RT 4
152

Americas: SUN 4 am - SUN 10 am UTC

FALT A U UTC CHIEH DRI 4 B~ HFEH O/ 10 B
Up to 2 Times per year:
BREE 2 [ :
MENA: FRI 7 pm - SAT 3 am UTC
MENA : UTC T4:MEH D% 7 R~ 1M H DR 3 FF
APJ, Europe, Americas:
APJ, F—um w3 BT AV B

SAT 7 pm - SUN 3 am UTC

UTC CLMERA DTt 7 R~ HIEH OFRT 3 K
Up to 4 times per year:

BRAE 4 [/ :

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

ER e UTC THREHOFHT 1 W~ H I H O
5 IHpf

Americas: SUN 7:00 am - SUN 11:00 am UTC

LT AV H
11 W

UTC CHMEH OFa] 7 R~ HIEH OF/i
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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.4-2020

Up to 4 times per year:

BARE 4 [FH:

APJ: SAT 12 am - SAT 6 am UTC

APJ : UTC Gt H ORI 0 B~ O4RT 6 FF
Europe: SAT 7 am - SAT 1 pm UTC

EE =R UTC THIEHDFHT 7 ~THEHDF#% 1
i3

Americas: SAT 1 pm - SAT 7 pm UTC
AT AU B . UTC THIEHOFH% 1 B~tBH D% 7
i3

Up to 4 times per year

BRAE 4[5

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

g—n % UTC THREH OFET 1 B~ A B O
5 IRpf

Up to 4 times per year:

BN 4 [F

Americas: SAT 4 am to SAT 2:00 pm UTC
AL AU A . UTC THREH DFRET 4 FE~+REHDF% 2
i3

Up to 4 times per year:

BKRE 4 [H:

APJ: FRI 10 pm - SAT 10 pm UTC

APJ : UTC TEMEH D% 10 Bi~+HEH DOF% 10 B
Europe: SAT 5am - SUN 5 am UTC

I—nm w8 UTC CHEH O/ 5 BE~BEH DR 5
I53

Americas: SAT 11 am - SUN 11 am UTC

LT AU H . UTC THRERAOFRT 11 K~ B R Ol
11 B

Up to 4 times per year:

BRAE 4 B :

Europe, Americas: SAT 9 am - SAT 3 pm UTC
G—myR FAET AU A UTC THIEH DR 9 i~ 1
HOF#% 3 K

Up to 4 times per year:

BKRE 4 H :

Europe: SAT 7 am - SAT 1 pm UTC

ERl= AT UTC CTHIEH DRI 7 B~ HDOTF% 1
i

Up to 12 times per year, during a one (1) hour
window made known by SAP at least one (1) week in
advance.

BAfE 12 B . B &S 1 EMRTE TIC SAP bl S
% 1 RE[E DR,
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SAP Data Warehouse
SAP Data Warehouse

SAP Cloud for Customer
SAP Cloud for Customer

SAP Sales Cloud and SAP Service Cloud
SAP Sales Cloud M TX SAP Service Cloud

SAP Cloud for Energy
SAP Cloud for Energy

SAP Cloud Identity Access Governance
SAP Cloud Identity Access Governance

Up to 4 times per year:

BNE 4 |

Europe: SAT 10 pm - SUN 2 am UTC

=R UTC THIEH DO 10 B~ HIE H O]
2 W

Americas: SUN 4 am - SUN 8 am UTC

AT AU H . UTC THREH O] 4 R~ HIEH O 8
53

Up to 4 times per year:

BRE 4 [ :

MENA: FRI 7 pm - SAT 7 am UTC

MENA : UTC C&MHDOF% 7 B~ A 04w 7 K
APJ: SAT 10 am - SAT 10 pm UTC

APJ : UTC THWEH DR 10 B~+HEH DF% 10 B
GCN SAT 3 pm - SUN 3 am UTC

GCN UTC CTEhMEH D% 3 Wi~HIEH ORI 3 KF
Europe: SAT 5 pm - SUN 5 am UTC

g—n % UTC CTHEH DOF# 5 K~ HIEH DA 5
i3

Americas: SAT 11 pm - SUN 11 am UTC

pALT AU A 0 UTC THEBEH D% 11 W~ HIREH O 7R
11 B

Up to 4 times per year:

BAE 4 H

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

ER s SWEH DT 3 KRt ~&RHOT#% 3 I
E":Z

Up to 4 times per year

BRE 4 6

Americas: SAT 1 pm - SAT 7 pm UTC
LT AU S . UTC CTHIEADOT# 1 R~ TEADOTF% 7
153

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020 Page 15 of 36



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, MultiChain

SAP Cloud Platform, MultiChain

SAP Cloud Platform Virtual Machine

SAP Cloud Platform Virtual Machine

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 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
SAP Cloud Platform API Management

SAP Cloud Platform API Management

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:

BRE 4 [FH:

APJ: FRI 2 pm - FRI 6 pm UTC

APJ : UTC CT&MHOF#% 2 Bi~&EHOF#% 6 Bf
Europe: FRI 10 pm - SAT 2 am UTC

EE =R UTC T&MEH D% 10 IE~LHEH OFa]
2 I

Americas: SAT 4 am - SAT 8 am UTC
AT AV . UTC THEH OFHT 4 K~ L0 H OFai
8

Up to 4 times per year:

BRAE 4 [H :

APJ. FRI 9 pm - SAT 9 pm UTC

APJ : UTC T&MEH D% 9 K~ LMEH D% 9 K
Europe: SAT 4 am - SUN 4 am UTC

=P UTC CTHIEH DRI 4 HE~HIEH DT 4
ik

Americas: SAT 10 am - SUN 10 am UTC
FALT A U B . UTC CTLEERA DAL 10 KE~ HFEH Ol
10 B

Up to 4 times per year:

BRAE 4 [H :

APJ: FRI 2 pm - SAT 2 pm UTC

APJ : UTC CT&MEHDOF#% 2 R~ THEH OFH% 2 I
Europe: FRI 10 pm - SAT 10 pm UTC

Ell =P AN UTC T&WMEH D% 10 Bi~1LHE B OF#%
10

Americas: SAT 4 am - SUN 4 am UTC
FALT AU F 0 UTC THREH O/ 4 K~ HIEH Oqi
4 By
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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 Privacy Governance

SAP 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 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

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year

BAREE 4 [F

Europe: FRI 10 pm - SAT 2 am UTC

EE =R UTC T&MEH D4 10 FBE~1HE B O 5w
2 I

Americas: SAT 4 am -SAT 8 am UTC

FALT A U h © UTC CTHEH ORI 4 B~ H DA 8
i3

Up to 4 times per year:

BRE 4 [FH:

APJ: FRI 2 pm - SAT 2 am UTC

APJ : UTC CT&MEH D% 2 FE~1HEH DT 2 FF
Europe: FRI 10 pm - SAT 10 am UTC

EE =R UTC CT&MEH D% 10 IE~LHEH OFa]
10 B

Americas: SAT 4 am - SAT 4 pm UTC

FEAL7 AV A0 UTC THBER DR 4 Bg~ LI HOF%
4 W

Up to 4 times per year

R 4 [H]

Up to 4 times per year
BXRE 4 [\
Europe:
g—n N
2 W
Americas: SAT 4 am -SAT 8 am UTC

FRI 10 pm - SAT 2 am UTC
UTC T&MEH D% 10 B~ B ORI

AL AV . UTC THFER DA 4 Wi~ H OFHT 8
153

Up to 4 times per year:

BRAE 4 [

APJ: SAT 3 pm - SAT 7 pm UTC

APJ : UTC CTHMEHDF1% 3 Ri~TIEH D% 7 I
Europe: FRI 10 pm - SAT 2 am UTC

EE =P UTC T&MEH DOF# 10 B~ 1R H O/
2 W

Americas: SAT 4 am - SAT 8 am UTC

AT AU h : UTC CTHEH DA 4 B~ LR H DA 8

53
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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 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

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:

BNRE 4 [F

APJ: SAT 3 pm - SAT 11 pm UTC

APJ : UTC CTHEHOF#% 3 i~ A OF#% 11 §F
Europe: SAT 10 pm - SUN 6 am UTC

ERi = PA
6 HF
Americas: SUN 4 am - SUN 12 pm UTC

LT AU A . UTC THIRER QAT 4 FE~BREAOT#% 0
153

UTC CHHEH DF# 10 i~ HHE B O4-F

Up to 4 times per year:

B 4 [H :

APJ: FRI 2 pm - SUN 7 pm UTC

APJ : UTC C4MER DOF4 2 Bi~HAMREE 0% 7 K
Europe: FRI 9 pm - MON 2 am UTC

F—nm 8 UTC C&IEH DOF% 9 Ki~ AR O w2
152

Americas: SAT 3 am - MON 8 am UTC

FALT AU . UTC ChWEA O 3 K~ HIEH ORI 8
i53

Up to 4 times per year:

BRAE 4 [ :

Europe: SAT 9 pm - MON 5 am UTC

g—n v\
153
Americas: SUN 3 am- MON 11 am UTC

FAL7” AV J 0 UTC THREH DT 3 Wi~ H KR DRl
11 B

Up to 4 times per year:

BRAE 4 B :

APJ: SAT 3 pm - SUN 1 am UTC

APJ : UTC THMEH D% 3 Ri~HIEH ORI 1 K
Up to 4 times per year:

BRAE 4 [/ :

Europe: MON 10 pm - TUE 4 am

I—m N HIEA D% 10 R~ KWER QT 4 I
Americas: TUE 10 pm - WED 4 am

UTC THIEHDF% 9 B~ AEH DRI 5

AL AV F 0 KIER O 10 RE~IKIE H OFRT 4 KF
Up to 4 times per year:
BRAE 4 [

SAT 4 am to SUN 4 am UTC
UTC CTLHFEHDFRET 4 Hi~HIEH OFFT 4 K
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SAP Customer Attribution
SAP Customer Attribution

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

Up to 4 times per year:

BARAE 4 H

Americas: SAT 1 pm - SUN 1 pm UTC

MALT AU H 0 UTC THIEHOF# 1 FE~HREH OT#% 1
i3

Europe: SAT 7 am - SUN 7 am UTC

I—nr v/ UTC CTHHER DRI 7 FE~HEER ORI 7
i3

Up to 4 times per year:

BREE 4 [F

APJ: FRI 3 pm - SUN 7 pm UTC

APJ : UTC T4&MEHDT1% 3 Bi~HIER D% 7 I
Europe: FRI 10 pm - MON 2 am UTC

EE = A UTC CT4&MEH Ot 10 B~ A I H O4qi
2 B

Americas: SAT 4 am - MON 8 am UTC
MAET AU B 0 UTC THBER DAL 4 K~ AREH D4R 8
152
Up to 4 times per year for 8 hours:
BRAE 4 [6], 8 KEME :
APJ: FRI 9 pm - SAT 5 am UTC
APJ : UTC THMEH D% 9 B~ H O 5 FF
FRI 2 pm - FRI 6 pm UTC
UTC CT&MER OF% 2 H~&WEA OF% 6 K
Europe: SAT 4 am - SAT 12 pm UTC
EES=EYPAE UTC THMEH DOFRET 4 Hi~THEHDOFH% 0
152
FRI 10 pm - SAT 2 am
SR O 10 Fe~1MEH O 2 I
Americas: SAT 10 am - SAT 6 pm UTC
FgAET AV F 0 UTC ThBER ORI 10 K~ L H D%
6 M
SAT 4 am - SAT 8 am UTC
UTC T-HMEH DRI 4 WHi~+HEH D4R 8 By
Up to 4 times per year:

BRAE 4 B :

Europe: SAT 4 am - SUN 4 am UTC

EE= A UTC TR OFRT 4 HE~ AR B OFRT 4
ik

Americas: SAT 10 am - SUN 10 am UTC
FEAET A U H o UTC CTHMEH DRI 10 Ki~ HIEH Ol
10 B
Up to 4 times per year
B 4 H
Europe, Americas:
S—m R AT AU
SAT 10 am - SAT 6 pm UTC
UTC C-HiE A OFET 10 B~ A OF% 6 B
Up to 4 times per year:
BRE 4 [
SAT 7 am to SUN 1 pm UTC
UTC ChWE R DR 7 Kg~HIEH DT 1 K
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SAP Distributed Manufacturing
SAP Distributed Manufacturing

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 Enterprise Messaging
SAP Enterprise Messaging

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:
BARAE 4 H
Europe: FRI 3:30 am - FRI 3:30 pm UTC

ER e UTC CT4MEH DT 3 Bpf~&HE 0 0%
3 e

Up to 4 times per year:

BRAE 4 [/ :

FRI 10:00 pm to MON 3:00 am UTC
UTC C4MEH D44 10 B~ H IR B OFEi 3 B
Up to 4 times per year:

BNE 4 |
APJ: THU 8 am - THU 10 pm UTC
APJ : UTC TAKEH ORI 8 BE~AKHEH D% 10 B

Europe: THU 3 pm - FRI 5 am UTC

I—m w3 UTC TAMEHR DFH% 3 Hi~&EH OFRT 5
153

Americas: THU 9 pm - FRI 11 am UTC

FAALT AV J 0 UTC TARMER D% 9 We~&hE B DRl
11 B

Up to 4 times per year:

BRAE 4 [/ :

Europe: SAT 8 am - SAT 8 pm UTC

EES= A UTC CTHiEH O fi 8 K~ TR H D 8
i3

Up to 4 times per year:

BRAE 4 [FB] :

APJ: SAT 3 pm - SUN 3 pm UTC

APJ : UTC THBERA DT 3 KE~HIER DT 3 K
Europe: SAT: 10 pm - SUN 10 pm UTC

ER =Y UTC THIER D% 10 K~ AR R OF#%
10 M

Americas: SUN 4 am - MON 4 am UTC

FAL7T AV A . UTC CTHIER DT 4 R~ HREH QAT 4
i53

Max downtime 24 hours.

H A NIEK 24 FEHE,

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

3 H.6 A, 9 A, 12 Ho®EH 2 THEH,

Up to 4 times per year:

BN 4 | -
APJ: FRI 2 pm - FRI 6 pm UTC
APJ : UTC T&MEH DT 2 B~ H D% 6 I

Europe: FRI 10 pm - SAT 2 am UTC
ER =S A UTC TA&MEHOF#% 10 Be~ 188 H Ol
2 W

Americas: SAT 4 am - SAT 8 am UTC

MALT AU . UTC ThBEH OFRT 4 FE~ L0 A ORI 8

fiF
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SAP Financial Statements Insights
SAP Financial Statements Insights

SAP HANA Cloud
SAP HANA Cloud

SAP Health Engagement
SAP Health Engagement

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

SAP Innovation Management
SAP Innovation Management

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:
BNRE 4 [F
APJ, Europe, Americas:
APJ, F—umy X BT AU F
SAT 7 am - SAT 1 pm UTC
UTC THMEHDTRT 7 B~THEHOF% 1 I
Up to 4 times per year:

BREE 4 [F
APJ: FRI 9 pm - SAT 9 pm UTC
APJ : UTC CT&MEH D% 9 FE~THEH D% 9 I

Europe: SAT 4 am - SUN 4 am UTC
EE = A UTC THWEH ORI 4 FE~ HIEH D4R
4 W
Americas: SAT 10 am - SUN 10 am UTC
LT AU 4 . UTC CThMEA ORI 10 Re~ AR H ORI
10 Iy
Up to 4 times per year:
BRAE 4 [ :
Europe: FRI 4 am - FRI 10 am UTC
ER e UTC T4hE H OFRT 4 Rf~<aE B O
10 My
Americas: SAT 5 am - SAT 11 am UTC
FAALT AU H . UTC THIER DAL 5 RE~ 108 A Ol
11
Up to 4 times per year:
BRAE 4 [/ :
Planned 4 times per year for regular upgrades:
WHOT v 77 L— RIZOWTiE, LFOFE 4 [\l FELT
W5,

February, May, August, November.

2 .5 A8 AL 11 A
APJ: SAT 5.30 am UTC
APJ : UTC THAEHOFHT 5 B
Europe: SAT 5.30 am UTC
J—n N UTC CTHIEH DOFRI 5 K-
Americas: SAT 5.30 am UTC
A7 AU H . UTC THBEHADFRET 5 B
Up to 4 times per year:

BARE 4 |
APJ: FRI 2 pm - MON 6 am UTC
APJ : UTC T&MEH DOF% 2 Fi~HIEH D4/ 6 FF

Europe: FRI 9 pm - MON 2 pm UTC

g—n oy UTC CT&MEH D% 9 Fi~HIER DT

2 W

Americas: SAT 3 am - MON 8 pm UTC

LT AU A 0 UTC ThHREH ORI 3 E~HIEHOT#% 8
i3
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SAP Integrated Business Planning
SAP Integrated Business Planning
S/4HANA Cloud Edition

S/4HANA Cloud Edition

SAP Intelligent Product Design
SAP Intelligent Product Design

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 HXM Suite (except Employee Central

Payroll)

SAP SuccessFactors HXM Suite (Employee Central Payroll %

Fr<)
SAP SuccessFactors Visa and Permit Management
SAP SuccessFactors Visa and Permit Management

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:

BARE 4 [FH:

MENA: FRI 1 am - SAT 1 am UTC

MENA : UTC C&MEH OFHT 1 R~ 18 H OFaT 1 FF
APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC CT&MEH D% 9 FE~THEH D% 9 FF
Europe: SAT 4 am - SUN 4 am UTC

g—n w8 UTC T H DA 4 B~ AR H DOTFa]
4 B

Americas: SAT 10 am - SUN 10 am UTC

AL AU . UTC THMEH OFHT 10 FE~ HFEH Ol
10 F

Up to 4 times per year:

BRAE 4 H :

APJ: SAT 12 am - SUN 12 am UTC

APJ : UTC TR A DR 0 B~ AWEH OFET 0 K
Europe: SAT 7 am - SUN 7 am UTC

EE e R UTC TR HOFRT 7 B~ HIEH O/ 7
i3

Americas: SAT 3 pm - SUN 3 pm UTC

BT AU B . UTC THEEHOF% 3 B~ HIEEH D%
3 B

Up to 4 times per year:

BN 4 [F

APJ: SAT 12 am - SAT 12 pm UTC

APJ : UTC CHMEH DFRT 0 Bi~1IE B D% 0 B
Europe: SAT 7 am — SAT 7 pm UTC

I—u N UTC CTHHEH DRI 7 BE~TEH D% 7
IS

Americas: SAT 3 am - SAT 3 pm UTC
FAE7 AV A2 UTC ThiER DRI 3 Bi~ 1 H D% 3
153
Up to 4 times per year:
BRAE 4 [F

SAT 7 am - SAT 1 pm UTC

UTC TLHEHOFRT 7 B~ H D% 1 I
Up to 8 times per year

BARAE 8 [6

Up to 6 times per year:

B 6 [H :

MENA: FRI 7 pm - SAT 2 am UTC

MENA : UTC T4MEH D% 7 R~ 1M H OFFT 2 I
APJ: FRI 3 pm - FRI 10 pm UTC

APJ : UTC C&MHDF% 3 F~&A D% 10 i
Europe: FRI 10 pm - SAT 5 am UTC

=P UTC CT&MEH D% 10 Be~LWHEH O g
5 I

Americas: SAT 4 am - SAT 11 pm UTC
LT AV H 0 UTC THREH ORI 4 K~ TREH OT#%
11 I
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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 Leonardo machine learning foundation

SAP Litmos Training, all editions

SAP Litmos Training, 9 XTHOxZTF (3 3
View Central

View Central

SAP Live Customer Cloud
SAP Live Customer Cloud

Up to 4 times per year.

BARE 4 FH

APJ: SAT 3 pm - SAT 7 pm UTC

APJ : UTC CTHHEH D% 3 FE~LTHEH D% 7 FF
Europe: SAT 10 pm - SUN 2 am UTC

EE =R UTC THIEH D% 10 B~ HIEH O qi
2 I

Americas: SUN 4 am - SUN 8 am UTC

LT AU J . UTC THREHDOTAET 4 R~ BIRE A Ol
8

Up to 4 times per year

BARAE 4[5

APJ: FRI 2 pm - SUN 7 pm UTC

APJ : UTC TR D% 2 Ri~HAEADOFH% 7 I
Europe: FRI 9 pm - MON 2 am UTC

g—n /N UTC T&EHDOF% 9 K~ AR O4qi 2
ik

Americas: SAT 3 am - MON 8 am UTC

MAET AU H 0 UTC THBER QRT3 i~ AR ORI 8
152

Up to 4 times per year:

BRRAE 4 [FH :

APJ: FRI 10 pm - SAT 10 pm UTC

APJ : UTC T&H D% 10 Bi~TH D% 10 K
Europe: SAT 5 am - SUN 5 am UTC

ER =P UTC Th:MEH DRI 5 R~ HMEH DRI 5
152

Americas: SAT 11 am - SUN 11 am UTC

AL AV H . UTC THRER DAL 11 R~ HFEH O
11 e

Up to 4 times per year

BRFE 4 [H

APJ: FRI 5 pm - FRI 10 pm UTC

APJ : UTC C&MH D% b H~&E A OF% 10 i
Europe: FRI 10 pm - SAT 3 am UTC

ERi=s g AT UTC T&MEH DT 10 B~ H OFw]
3 IR

Americas: SAT 12 am - SAT 5 am UTC

FAALT AU H . UTC TR ORI 12 K~ 1R B O wi
5 W

Up to 4 times per year:

BRE 4 [H :

APJ: SAT 3 pm - 9 pm UTC

APJ : UTC THHMEH DT 3 B~k 9 BF

Europe: SAT 10 pm - SUN 4 am UTC

EEI= YA UTC TR D% 10 Ki~F R OFRT 4
ik

Americas: SUN 4 am - 10 am UTC

AT A U A UTC THIEH DT 4 Br~ZFRl 10 B
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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,

(nota fiscal electronica)

electronic invoicing for Brazil

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

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 12 times a year:

RARE 12 [H

MENA: FRI 7 pm - 11 pm

MENA : EMEA O T B~F% 11 R
APJ: SAT 3 pm -7 pm UTC

APJ : UTC THMEH DIt 3 FF~F1% 7 BF

Europe: SAT 10 pm - SUN 2 am UTC

ERl= AT UTC CHIEADFH 10 B~ AR OFAT 2
52

Americas: SUN 4 am - 8 am UTC

fAL7 AUk ¢ UTC THHEH DA 4 Fi~FR1 8 BF
Up to 4 times per year:

B 4 [H :

Europe: SUN 3 am UTC

ERal= VA UTC CHMEH DI 3 FF

Americas: SAT 3 am UTC

FALT7 AU . UTC TLHEH OFRT 3 M

Up to 4 times per year:

BRE 4 [F:

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC C&IEA D% 9 R~1LMEADOF% 9 K
Europe: SAT 4 am - SUN 4 am UTC

g—n v/ UTC CTHHEH OFFI 4 Bi~HIER O47] 4
i

Americas: SAT 10 am - SUN 10 am UTC

FALT7 A VB 0 UTC TLHHEHOFRT 10 Hi~ HHEH O/l
10 My

Odd Numbered Weeks

#FEoH

5am -7 am UTC
UTC TET b FE~ZFal 7 B
Up to 4 times per year:

BRAE 4 [F

MENA: FRI 1 am - SAT 1 am UTC

MENA : UTC T&MEH O4RT 1 Hi~+HEH D4R 1 By
APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UTC T&MEH DOF% 9 Mi~tHEB D% 9 M
Europe: SAT 4 am - SUN 4 am UTC

EE= I UTC TR OFRT 4 F~ AW B ORI 4
I53

Americas: SAT 10 am - SUN 10 am UTC

FAALT AU H . UTC TR OFRT 10 K~ BB O#i
10 B

Up to 4 times per year:

BARE 4 [H

Europe: FRI 10 pm - SUN 4 am UTC

EE= A UTC T&IE R OF% 10 Ki~ B OFR]
4 W

Up to 10 times per year

BRA 10 [H
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SAP Network Logistics Hub (formerly SAP Connected
Logistics)
SAP Network Logistics Hub (IH SAP Connected Logistics)

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

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Up to 4 times per year:
AR 4 [F
APJ, Europe, Americas:
APJ, S—nmy X BT AV
Any weekday: 3:30 am - 7:30 am UTC
SEH :UTC TR 3 B B2Ral 7 He
Up to 4 times per year for 8 hours:
BRAE 4 [Fl, 8 R :
APJ: FRI 9 pm - SAT 5 am UTC
APJ : UTC T4 A D% 9 Ri~ LA OFRT 5 I
FRI 2 pm — FRI 6 pm UTC
UTC T4&MEH D% 2 FHE~EHEH O t4 6 I

Europe: SAT 4 am - SAT 12 pm UTC
EEI =R UTC THWEH DR 4 Fi~1HE A OF%
12 Iy

FRI 10 pm - SAT 2 am

SR O 10 Wi~ H O 2 B
Americas: SAT 10 am - SAT 6 pm UTC
BT AU B 0 UTC THEEH DT 10 Fi~+HEH OF#%
6 M

SAT 4 am - SAT 8 am UTC

UTC CTHEH O fi 4 K~ T H OFAET 8 K
Up to 8 times per year:
BRAE 8 B :
APJ, Europe, Americas:
APJ, S—umy X BT AV B

FRI 3 pm - MON 7 am UTC

UTC T4 R D44 3 Bi~HIER 04T 7 K
Up to 4 times per year:
BRAE 4 [/ :
Europe: SUN 1:30 am - SUN 5:30 am UTC
g—u N UTC CHWER ORI 1 B~ HEE A OF i
5 M
Up to 4 times per year:
BRAE 4 [F :
APJ: FRI 9 pm — SAT 9 pm UTC
APJ : UTC T4 A D% 9 R~ LA OF% 9 B
Europe: SAT 4 am to SUN 4 am UTC
SR = A UTC CHIEH ORI 4 K~ HIE R Q4R 4
153
Americas: SAT 10 am - SUN 10 am UTC

AL AV F 2 UTC ThBER ORI 10 BE~ AR H O
10 B

Up to 4 times per year:

BRE 4 [ :

APJ, Europe, Americas:
AP, S—um X BT AU
TUE 4 am - TUE 11 am UTC
UTC C:KIEH O 4 K~ KRR OFRT 11 I
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SAP Project Intelligence Network
SAP Project Intelligence Network

SAP RealSpend
SAP RealSpend

SAP Resolve
SAP Resolve

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

Up to 12 times per year:
B 12 1] ¢
FRI 4 am - FRI 4 pm UTC
UTC CT4WEH DRI 4 Bi~@MEH D% 4 I
Date will be made known by SAP at least one (1)
week in advance.
AfHEEL &b 1 BEMATE TIZ SAP 2Dl Ehs,
Up to 4 times per year:
BRAE 4 H :
APJ, Europe, Americas:
APJ, F—nm X BT AV D
SAT 7 am - SAT 1 pm UTC
UTC T H DR 7 B~ DF% 1 K
Up to 4 times per year:
B 4 [H :
APJ, Europe, Americas:
APJ, a—u /X BT AV B
SAT 3 am - MON 8 am UTC
UTC THMEH DT 3 R~ HMEH OFRT 8 F
Up to 8 times per year

BRRE 8 7

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

ERSI= R UTC CT&MER D4R 3 KR ~&RER 04
% 3 B

Up to 4 times per year:

BRAE 4 [/ :

Europe: WED 2 am-4 am UTC

ERl= VAT UTC T/KFEH ORI 2 BE~ZFFT 4 B

Americas: WED 6 am - 8 am UTC

LT AU B . UTC T/KMERA ORI 6 Fi~FaT 8 W
Once per year, 8 hours

£ 1 [\, 8 K

Up to 4 times per year

BARE 4 [H

Europe: SAT 10 pm - SUN 6 am UTC

ER= AT UTC CLIEH DF% 10 Ri~HIEH O]
6 HF

Americas: SUN 4 am - SUN 12 pm UTC

FALT AU . UTC THHER OFRET 4 FE~HIEA D% 0
i3

Up to 6 times per year:

RKRE 6 [H :

MENA: FRI 7 pm - FRI 11 pm UTC

MENA : UTC C&MHADF% 7 F~&RA O % 11 i
APJ: FRI 3 pm - FRI 7 pm UTC

APJ : UTC T4MH D14 3 M~ H D% 7 I
Europe: FRI 10 pm - SAT 2 am UTC

EE =R UTC T&EH DOF% 10 B~ H D43
2 W

Americas: SAT 4 am - SAT 8 am UTC
AT AU . UTC THIEH ORI 4 K~ H DA 8
i53
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SAP Translation Hub
SAP Translation Hub

SAP TwoGo
SAP TwoGo

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

SAP Work Zone

SAP Work Zone

SAP Work Zone for HR
SAP Work Zone for HR

Up to 12 times per year:

B 12 1] ¢

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

FES &Y 1 MAMATE TIZ SAP OIS N5 4 RO FRER

H

Up to 12 times per year:

R 12 9] -

Europe: FRI 9 pm to MON 2 am UTC

ER e UTC CT&MEHDT% 9 Bi~HREH O 2
i3

Up to 4 times per year:

BREE 4 [F

APJ: SAT 11 am- SAT 11 pm UTC

APJ : UTC T H DT 11 B~ A OF% 11 K
Europe: SAT 7 am- SAT 7 pm UTC

EE =RV UTC CTHIEHDFRT 7 W~ HDFH% 7
i3

Americas: SAT 1 pm- SUN 1 am UTC

AT AV . UIC THRERDOF#% 1 We~HIEH ORI 1
i53

Up to 4 times per year:

BKRE 4 [H:

APJ: SAT 2 pm- SUN 10 pm UTC

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

g—u w8 UTC CTHIEH DO 9 Fi~HIEH DOFRI 5
i

Americas: SUN 3 am- MON 11 am UTC
FgAE7 AV F 2 UTC THIER ORI 3 Wi~ H KR O-hi
11 B
Up to 4 times per year:
BRAE 4 B :
FRI 7 am to 10 pm
SHE R OFRT T K~ 10 Ky
Up to 12 times per year:

BRAE 12 1] -

Europe: THU 6 pm - THU 8 pm UTC

ER AT UTC TAHEH D% 6 Bi~KIEH D% 8
i3

Up to 6 times per year:

BRAE 6 [B :

MENA: FRI 7 pm - SAT 2 am UTC

MENA : UTC T&MEH DOF1% 7 Wi~+HEH D4R 2 B
APJ: FRI 2 pm - FRI 10 pm UTC

APJ : UTC TaMH D% 2 R~ H OF#% 10 K
Europe: FRI 10 pm - SAT 5 am UTC

EE= A UTC T&WEH D% 10 B~ H Ol
5 B

Americas: SAT 4 am - SAT 11 am UTC
FALT A U B . UTC CTHEEH DAL 4 B~ L0 A OFq]
11 H

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020 Page 27 of 36



trading platform integration for SAP Treasury and Risk Up to 4 times per year:

Management and SAP Cash Management BRE 4 [FH:

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

DIDD M L—F 4 T 7Ty b7 F—bE APJ : UTC TR H O/ 3 K~ THEH D% 9 IF
Europe: SAT 9 am - SUN 3 am UTC
g—n N UTC THEEH DOHET 9 W~ HIFE N D4
3 B

Americas: SAT 3 am - SAT 9 pm UTC
FEAL7 AV J 0 UTC CLMEH OFRT 3 K~ LI H O/F %
9 B

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

http://sap.com/agreements-cloud-services-service-level-agreement. Please contact Callidus support for further
details.

¥ : Callidus Ot FIZH A2 RHIZEI T AT LT v 77 L— ROBF#F I, http://sap. com/agreements—cloud-
services—service—level—agreement (235, X H7RAFEMIIOWVTIL, Callidus OV AHR— MZBMWELEL &V,
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http://sap.com/agreements-cloud-services-service-level-agreement
http://sap.com/agreements-cloud-services-service-level-agreement

VENDOR BRANDED CLOUD
SERVICES
RUF—TZFVROI 57 Fh—E
A

SAP Access Violation
Management by Greenlight

SAP Access Violation Management by
Greenlight

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

SAP Advanced Data Migration by
Syniti, cloud edition

SAP Advanced Data Migration by
Syniti, cloud edition

Regular Maintenance

TEHIRIPRST

Start Time in UTC per region
Mgk = & D BASRERH  (UTC)

APJ:

AP]J :

Europe:
I—R yN;
Americas:
LT AU A
I

APJ:

APJ :

Europe:
gI—r N
Americas:
FALT AV 4
i3

MENA:

MENA :

APJ:

AP]J :

Europe:
I—na /N
Americas:
MAET AU A -

SAT 3 pm UTC

UTC THFEH D% 3 B
SAT 10 pm UTC

UTC CLEEH D% 10 KF
SUN 4 am UTC

UTC THME R ORI 4

SAT 3 pm UTC

UTC THMER D% 3 WF
SAT 10 pm UTC

UTC CHBEH D% 10 KF
SUN 4 am UTC

UTC THIEH DRI 4

FRI 7 pm UTC

UTC C&MER DO 7 K
SAT 3 pm UTC

UTC THHEH D% 3 K
SAT 10 pm UTC

UTC CTHMEH D% 10 K
SUN 4 am UTC

UTC THWMEH DRI 4 B

Duration
HiR

1 hour
1 FEfE

1 hour
1 KFfE

4 hours
4 W

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
Hith = & IR (UTC)

Up to 12 times per year:

R 12 9] -

Every 4t Saturday of March and

September

3 AKX 9 ADFTXTOH 4 LHEH

11 pm UTC - 3 am UTC

UTC TH#% 11 B D UTC THFRET 3 B

Up to 12 times per year:

KA 12 ] -

On request to SAP

SAP ~DEFEIZE Y
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VENDOR BRANDED CLOUD
SERVICES

RNy E—TFRDI 57 Rh—v
A

SAP Archiving and Document
Access Core by OpenText

SAP Archiving and Document Access
Core by OpenText

SAP Assessment Management by
Questionmark
SAP Assessment Management by

Questionmark

SAP Commerce Marketplace
Management by Mirakl

SAP Commerce Marketplace
Management by Mirakl

Regular Maintenance
EHIHIRST
Start Time in UTC per region
Hiulsk = & D BRLEIRERT (UTC)

APJ: SAT 7 am UTC &
APJ : UTC CHEEH O T 7 K
Jqoy

WED 10 am UTC

UTC T/KKEH OFET 10 K
Europe:
I—ua /N
Frankfurt FRI 7 pm UTC &

7Z 0 7))k UIC CE@B D% 7 1
KO
WED 10 pm UTC

UTC "C/KIEH OF#%

Amstelveen FRI 7 pm UTC &
T HAAT L L UTC TR OF% 7 B
jaey

10 B

WED 10 pm UTC &
UTC T/KIEHDF#% 10 K

a0

SUN 3 pm UTC

UTC CHHIEH D4 3 K
Americas:
BT AV &«
Toronto SAT 1 am UTC &
=R UTC TR DR 1 W
jaey

TUE 8 pm UTC

UTC C:kiEH D% 8
Ashburn SAT 2 am UTC

7w aN— UIC CHiEH DR 2 B

Austin SAT 1 am UTC &
F—AT 4 UIC THEEADFAT 1 K
Y46

TUE 8 pm UTC

UTC CTKIEH DOF# 8 K
Lithia Springs SAT 1 am UTC &
VFT AT T A UTC ChHeH
DT 1 FEEW

TUE 8 pm UTC &

UTC TXKABEH DO 8 IF

jaey

SUN 2 am UTC

UTC "CHMEH DRl 2 I
Europe: SAT 10 am UTC
I—nu v/XN: UTC CTHHEHDFw] 10 KF
Americas: SAT 10 am UTC
LT 2 D 7 UTC CiE B D4
10 Kf

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

= M= b OEEIC L DG L EOA
BICHESE, UTC THAET 0 BE~ZFRl 8 B

Duration
HiR

5 hours
5 BEfE

3 hours
3 WFf

5 hours
5 BEfE

3 hours
3 M

5 hours
5 HF

3 hours
3 WFR

2 hours
2 WRFH

5 hours
5 HF

3 hours
3 Wy
4 hours
4 W

5 hours
5 BEfE

3 hours
3 R

5 hours
5 BEfE
3 hours
3 R

4 hours

4 IR

12 hours
12 BFRH

4 hours
4 IKEfH

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
Hith = & IR (UTC)
Up to 12 times per year:
KA 12 ] -

Regular Maintenance windows on a third
Saturday of each month
EHOLRSFRE AT EAH 3 TR

Upon written request from partner and
agreement.

NR= R =L OEMmIC L DS L B EITE
=<
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VENDOR BRANDED CLOUD
SERVICES
RUF—T S RO 5 Rph—b
A

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

Utilities by SEW, cloud edition

Regular Maintenance
EHIHIRST
Start Time in UTC per region
Hiulsk = & D BRLEIRERT (UTC)

OPTION 1:
FFvar l:
APJ: MON & WED 6 pm UTC
APJ : UTC CTHHMER &KIEA D%
6 B
Europe: TUE & THU 1 am UTC
a—n X UTC CTKAIEH &AM B O/
1 B
Americas: TUE & THU 7 am UTC
LT A D 7 UTC TAKIEH &ARRER
DFRI T
OPTION 2:
FFvarv 2:
APJ: FRI 6 pm UTC
APJ : UTC T4 DT 6 B
Europe: SAT 1 am UTC
I—n vX: UTC CHIERDFHT 1 BF
Americas: SAT 7 am UTC
LT A D 7 UTC "C+ME R DRI 7
153
SUN 6 pm UTC
UTC CTHIEH D% 6 I
APJ: SAT 3 pm UTC
APJ : UTC CTHEHA O 3 B
Europe: SAT 10 pm UTC
I—uwys3: UTIC THEEADOFH 10 B
Americas: SUN 4 am UTC
LT 2 U A UTC THIEH DR 4
153
Europe: SAT 7:00 pm UTC
a—n /X UTC CHEA D% 7 B
SUN 3:00 pm UTC
UTC THMEH D% 3 W
Americas: SAT 1:00 am UTC
AT AU A UTC M OFHT 1
153
SUN 2:00 am UTC
UTC CTHIEH D7 2 K
APJ: SAT 3 am UTC
APJ : UTC TR DRl 3 I
Europe: SAT 10 pm UTC
I—u /XN UTC CTHIEH DS 10 KF
Americas: SUN 4 am UTC
AT AV UTC THIEH DR 4
153
APJ: SAT 3 pm UTC
AP]J : UTC THHER D% 3 K
Europe: SAT 10 pm UTC
F—n X UIC CHEADFH 10 K
Americas: SUN 4 am UTC
AT AU 7 UTC THIEH DR 4
I

Duration
HiR

2 hours
2 FEH

4 hours
4 FERE

2 hours
2 WRFH

4 hours
4 FERE

5 hours
5 W
2 hours
2 WFfH

5 hours
5 W
4 hours
4 W

8 hours
8 I§fH]

4 hours
4 WFE

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
H = & ORERIFE (UTC)

Customer may select from any one of
the maintenance window options 1 or 2.
AL, RSPEEH oA T a v 1 T 2
DT I % RPUATRE

None

2L

Up to 4 times per year:

BARE 4 [ .

MON 11 pm - TUE 3 am Region Local
Time

Hk O BIHREZ ¢, AMEH D% 11 s
KHEH DR 3 B

Up to 52 times per year
R KR 52 [H

Up to 4 times per year:
BARE 4 H

None.
el
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VENDOR BRANDED CLOUD
SERVICES
RUF—T S RO 5 Rph—b
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

EHIREST Duration
Start Time in UTC per region H™
Hiulsk = & D BRLEIRERT (UTC)
APJ: SAT 3 pm UTC
APJ : UTC TR D% 3 B
Europe: SAT 10 pm UTC
d—ny/X: UIC CTHIEA DT 10 K
Americas: SUN 4 am UTC 4 hours
LT AU A UTC T HIEH DR 4 4 R
I
Europe:
g—r N
Amstelveen, NL, and Woking, GB
(twin-capable facilities)
AT EDT DMAT T =— REO
U —F 7 (GEEERTRE A HER)
FRI 8 pm UTC
UTC THMEH D% 8 K 5 hours
SUN 4 pm (this window 5 MR
may be used a maximum 2 hours
of 4 times per year.) 2 BERY
AR OF% 4 B (ZORF
ML, &KRE 4 [BE TH
ATx5%)
Americas:
AT AU
Lithia Springs, GA, and Allen, TX 5 hours
(twin-capable facilities) 15 B
Ta—=UTMNOYFTATY T A, Tx 4 hours
YAMOT Lo Gl RTRE/ M) 4 W]
SAT 2 am UTC
UTC CLMEH DFFT 2 KF
SUN 3 am UTC
UTC CTHIER DR 3 W
APJ: SAT 3 pm UTC
APJ : UTC CTHMEH OF% 3 K
Europe: SAT 10 pm UTC
S—m oy UIC THBHOFS 10 B . hﬁours
Americas: SUN 4 am UTC 4 Rl
LT 2 D 7 UTC "CHIER DR 4
153

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BRROA DY —T v 77— F
Timeframe in UTC per region
H = & ORERIFE (UTC)

Up to 12 times per year:

BREE 12 [ :

APJ: FRI 4 pm to 8 pm UTC+8

APJ : UTC+8 T4&MEH D% 4 Wi~"F1t% 8 I
Europe: FRI 9 am to 1 pm UTC+1

g—nr w3 UTCHL CTRBER ORI 9 R~
% 1 K

Americas: FRI 3 am to 7 am UTC-5
LT A U B 2 UTC-5 T4 H OFRT 3 B~
PRI T RE

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 LEDAT =T v T 7 L— &, 1 FIT
2 FILL B3 TN, Ty T T— T v
7 L— ROVERETFTE OPRSFREHH O Rift: Tt
WL, ZOREEELSNDOT T 24 NEET 5
ZERHoTIIRB AR,

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

RNy E—TFRDI 57 Rh—v
A

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

EHERSE Duration
Start Time in UTC per region H™
ol = & D BRLARER] (UTC)

OPTION 1:

A Fvav 1.

APJ: MON & WED 6 pm UTC

APJ : UTC CHIER &/KIEH O

6 B

Europe: TUE & THU 1 am UTC

I—n vX: UTC TKAME R & KIE B O4FAT

1 B

Americas: TUE & THU 7 am UTC 2$§;
AT AU UTC TXkIEH & KIER

DR 7 B

OPTION 2:

A Fvarv 2: 4 hours
APJ: FRI 6 pm UTC 4 W
APJ : UTC C4&MEH DO 6 K

Europe: SAT 1 am UTC

S—um vX: UIC CTHEROFRT 1

Americas: SAT 7 am UTC

AT AU UTC CTHHEH DT 7

153
APJ: SAT 3 pm UTC
APJ : UTC THHEH D 3 K

Europe: SAT 10 pm UTC

I—nu v UIC CTHIEH DO 10 B
Americas: SUN 4 am UTC

BALT AV H UTC CHIERO4E 4 4 hours
i 4 W
MENA FRI 7 pm UTC
MENA (W - b7 7 U ) UTC CT4MEH

DI T K
APJ: SAT 3 pm UTC
APJ : UTC THMEH D4 3 B

Europe:  SAT 10 pm UTC 4 hours
S—n s UTC TLHEHOF% 10 K 4 IR
Americas: SUN 4 am UTC

FALT AV 7 UTC ~CHMEA DR 4

153

APJ: SAT 3 pm UTC

APJ : UTC THMEHDF#% 3 K

Europe: SAT 10 pm UTC

I—u v UIC CTHEEHDOF#% 10 B

Americas: SUN 4 am UTC

RALT AV H UIC THEEH@ZFRT 4 | 4 hours
i£3 4 R

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
Hith = & IR (UTC)

Up to 4 times per year:

BRE 4 F

Customer may select from any one of
the maintenance window options 1 or 2.
B, RSFREEI oA T v a v 1 T 2
DT A% TR AT RE

APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC CT&MEH D% 2 i~ th
HDF#% 2 K

Europe: FRI 9 pm - SAT 9 pm UTC
g—n v UTC T&WEH D% 9 K
~tHEHDOF% 9 K

Americas: SAT 3 am - SUN 3 am UTC
MALT AV A UTC TH#EH OFRT 3 B
~HIEH DR 3 K

Up to 4 times per year:

BKAE 4 [ :

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UIC T&MEH D% 9 e~ T
D% 9 K

Europe: SAT 4 am - SUN 4 am UTC
ER = BV UTC THMEH OF/T 4 FF
~ B R DFRT 4 FE

Americas: SAT 10 am - SUN 10 am UTC
LT 2 D 7 UTC ChfEH DRI 10

e~ HIE H D4R 10 By
Up to 4 times per year:

KR 4 [ :

APJ: FRI 2 pm - SAT 2 pm UTC
APJ : UTC TR H D% 2 I~ i
HOF#% 2

Europe: FRI 10 pm - SAT 10 pm UTC
E = UTC T4&MEH D% 10

e~ L A D% 10 I

Americas: SAT 4 am - SUN 4 am UTC
AT AU A UTC T H DR 4 H
~HIREH DT 4 FF

Up to 4 times per year:

BARE 4 [H .

APJ: FRI 9 pm - SAT 9 pm UTC

APJ : UIC T&MEH DA% 9 e~ g
HDF#% 9 K

Europe: SAT 4 am - SUN 4 am UTC
EE = A UTC CTHHEH ORI 4 B
~HWEH DR 4 IF

Americas: SAT 10 am - SUN 10 am UTC
LT 2D 7 UTC ChfEH DT 10

i~ HIEH OFRT 10 B
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VENDOR BRANDED CLOUD
SERVICES

RNy E—TFRDI 57 Rh—v
A

SAP Productivity Pak by Ancile
SAP Productivity Pak by Ancile

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

SAP SuccessFactors Document
Management Core by OpenText
SAP SuccessFactors Document

Management Core by OpenText

Regular Maintenance
EHIHIRST
Start Time in UTC per region
Hiulsk = & D BRLEIRERT (UTC)

APJ: SAT 1 pm UTC
APJ : UTC CTHEEHDOF#% 1 B
Europe: SAT 8 pm UTC

I—u ys3: UIC THEHDF% 8 i
Americas: SUN 2 am UTC
AL AV T UTC CHIERA OFHT 2
i3

Europe: SUN 8 am UTC

g—nm v UTC THIERDFRT 8 K
Europe:

g—n v\

FRI 8 pm to SAT 1 am UTC,
UTC TR DT 8 Ri~1HEA DT
Al 1R
SUN 4 pm to SUN 6 pm UTC (this
window may be used a maximum
of 4 times per year)
UTC THIEH DT 4 Ri~REH DT
#% 6 K (ZORHEIL. KRE 4 [FE
THATE %)

Americas:

AT AU
FRI 3 pm to SAT 8 pm UTC
UTC T&MEH DT 3 Ri~1LHHOF
% 8 W
SAT 4 pm to SUN 8 pm UTC
UTC CTLIEH D% 4 Fe~HIER O

% 8 Wf

APJ: SAT 3 pm UTC

APJ : UTC THMEH D% 3 I

Europe: SAT 10 pm UTC

I—nr v UIC THMEHDFH% 10 B

Americas: SUN 4 am UTC

LT 2 D 7 UTC "CHIER DR 4

153

None

2L

Europe: SAT 10 am UTC

g—u N UTC Tt H DR
10 B

Americas: SAT 4 pm UTC

LT AV B UTC CTHIE A OF% 4

IRf

Duration
HiR

6 hours
6 M

2 hours
2 FEfE

2 hours
2 W5

4 hours
4 W

N/A
N/A

4 hours
4 IRefH

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
Hith = & IR (UTC)
Up to 4 times per year:

BKRE 4 [FH:

APJ: SAT 1 pm - SAT 7 pm UTC
APJ : UTC CTHIEH DA% 1 W~ ThE
A% 7

Europe: SAT 8 pm - SUN 2 am UTC
ER =RV UTC THIEH D% 8 i

~ AR R DFHT 2 FF

Americas: SUN 2 am - SUN 8 am UTC
mALT AU A UTC CHWEH DT 2 B
~HREH DT 8 I

Up to 12 times per year.
BX4E 12 [H

Up to 2 times per year
BKRE 2 [H

30 June, 31 December

6 A 30 H, 12 A 31 H
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VENDOR BRANDED CLOUD
SERVICES
RUF—TZFVROI 57 Fh—E
A

SAP SuccessFactors XECM by
OpenText

SAP SuccessFactors xECM 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

Regul

ar Maintenance
EHIHIRSTE

Start Time in UTC per region

Hitg =
APJ:
AP]J :
Australia:

L OBLRERR (UTC)

FT—ARZUT:
FRI 6 pm to SAT 2 am UTC
UTC CAMER DT 6 i~ LI A O

B 2 B

WED 12 am UTC
UTC C/KBEH ORI 12 HF

Japan:
AA
MON 3 pm

uTC

UTC THHIEH O 3 B

Europe:
g—n N
FRI 7 pm t

0 SAT 12 am UTC,

UTC CT4&MER D% 7 B~t1 R 0

B 12 B
SUN 3 pm

UTC (this window is

limited to 4 times per year)
UTC THIEH D% 3 K (2 DRFHT
. 1 EHD 4 [BIFET)

Americas:
LT AV H -

SAT 1 am UTC

UTC CHEEHA DT 1 K

SUN 2 am UTC

UTC THWEH DFRET 2 K
APJ: SAT 1 pm UTC
APJ : UTC THEEH D 1 K
Europe: SAT 8 pm UTC
I—u v, UIC THEH D% 8 B
Americas: SUN 2 am UTC
FALT AV 7 UTC ~CHME A DR 2
153
APJ: FRI 2 pm UTC
APJ : UTC C&FEH D4 2 BF
Europe: FRI 11 pm UTC
I—n v UTC TEMEHDF% 11 K
Americas: FRI 7 pm UTC
FALT AV 7 UTC C&MH DOF% 7
153

Duration
HiR

5 hours
5 BEfE

3 hours

3 FRE[H]

5.5 hours
5.5 MR

5 hours
5 MR

2 hours
2 WRFH

5 hours
5 ¢

4 hours
4 5

4 hours
4 WFfH

4 hours
4 BFRE

Service Level Agreement for SAP Cloud Services (DUAL) jaJP.v.4-2020

Comments & Major Upgrades
BEEERVUA DY —T v 77 L—F
Timeframe in UTC per region
Hith = & IR (UTC)

Up to 4 times per year.
BRE 4 [
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VENDOR BRANDED CLOUD Regular Maintenance Comments & Major Upgrades

SERVICES EHIHIRSTE Duration BERUOADy—T v 7T L—F
Ry =TS FDr 57 Fh—E Start Time in UTC per region H™ Timeframe in UTC per region
A I = & OBRMAIER] (UTC) Hiudek = & OREEFE (UTC)
SAP Trade Repository Reporting  APJ, Europe, Americas: AP], Europe, Americas:
by Virtusa APJ, F—m oy N BT AU APJ, F—m v X BT AU
SAP Trade Repository Reporting by Weekdays 7 pm UTC 2 hours SAT 5 am - SUN 8 pm UTC
. UTC CTYEH D% 7 B UTC CHIEH D4R 5 F~HEHDF% 8
Virtusa PSS B
APJ, Europe, Americas:
APJ, F—m w8 BT AV D
4 hours
Every 4" MON of every month 4 B
SHE]
& HOfmH 4 AR
11 pm UTC
UTC T 11 K¢
SAP U.S. Benefits Management Americas:  SAT 4 am UTC
by Benefitfocus ﬁjt?)‘ U UTC ’Cj:HEE U)tfzﬁﬁ 4 8 hours
SAP U.S. Benefits Management by RF 8 W]
Benefitfocus
SAP U.S. Payroll Tax Calculation ~ Americas ~ SAT 5 am UTC
by BSI FEALT A U UTC TLMER DFRT 5 B 4 hours
SAP U.S. Payroll Tax Calculation 4 IRffH]
by BSI
SAP User Experience Europe: WED 9 pm UTC 2 hours
Management by Knoa g—n w3 UTC T/KBEAOF# 9 2 EfH]
SAP User Experience Management by
Knoa Americas: SAT 10 am UTC 12 hours
AT AV 7 UTC © A B D4/l 12 IR
10 BF
THU 3 am UTC 2 hours
UTC CAME R ORI 3 B 2 FRFfH]
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