SERVICE LEVEL AGREEMENT FOR
P—ER LNV E
SAP HANA ENTERPRISE CLOUD AND
XF% : SAP HANA ENTERPRISE CLOUD Kt
SAP S/4HANA CLOUD, EXTENDED EDITION SERVICES
SAP S/4HANA CLOUD, EXTENDED EDITION H#—ER

This Service Level Agreement for SAP HANA Enterprise Cloud services ("HEC Services”) and SAP
S/4HANA Cloud, extended edition services, previously known as S/4HANA Cloud, single tenant edition,
(“EX Services”) (each, a “Cloud Service"”) sets forth the applicable Service Levels for the HEC Services,
EX Services, and Server Provisioning to which Customer has subscribed in an Order Form with SAP.
SAP HANA Enterprise Cloud ¥—tEZ (LLF THEC —E &) ) KU SAP S/4HANA Cloud, extended edition H—
A (I[H#r S/4HANA Cloud, single tenant edition —t A, LA'F [EX +—ER| ) (EnFhzx., [Z7T7UK
F—ER] L\VI) BREETHIO =LA L~ULEK) 1T, BEN SAP ExXbLiz EXE] TH72s
VFarEfFoTnWg THEC —v %) . [EX —r=x] TN [H—NR—Forya=r2] L TEAS
nos Y—rv2xr~r] 28D,

1. DEFINITIONS

L. EE

Capitalized terms used in this document but not defined herein are defined in the Agreement.
IOXETHMAEND, T TEHRINTOARWVEEI & O AFEIL,  TRRK) TEZRINL TN,

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

[ARIUUEA L] X, BEXL SAP BNEFEL, MAFESHEICHEE L [(For2 48] 209,
“Business Day” means any days from Monday to Friday with the exception of the public holidays
observed at Customer’s primary access location designated in the Order Form.

ME¥ER] L. HXE] HEESN, MEOELDLI T 7 vAGMICB T 2AMKA ZER<, AR O 4REH

29,
“"Computing Environment” means the SAP provided data center facilities, servers, networking
equipment, operating systems, and data storage mechanisms selected and used by SAP to provide the
Cloud Service for the Customer, and includes the Production Computing Environment (PRD), and any
other Computing Environment used for non-production purposes (NON-PRD), as agreed in the Order
Form.

aVa—7 0 U 78E] Lid, SAP BEEL. 790 R —E 2] ZREFITREET 572910 SAP 2NBIR LE
H3+2, 7—Ftr2—fiik, h—— Xy MV —JaR. TV —T 4 VIV AT A ROV —Z B EE
W TR TARB# 2B a—T 0 U7 BREE) (PRD) RO [EXE] THEESNDIFABBEMTHERENDSZ
oD Tarva—7 4 o 78E]  GF PRD) NEEND,
“Downtime” means the Total Minutes in the Month during which the HEC Service or EX Service (or
Servers for Server Provisioning) does not respond to a request from SAP’s Point of Demarcation for the
data center providing the HEC Service or EX Service (or Server for Server Provisioning), excluding
Excluded Downtime.

24 5]) &id, THEC —bER] HLIX [EX —tvR] (L H—n"—=Tnbla=u7] OdD

[h—r—] ) ZREELTNWET—F B Z—IZxT 5 SAP O TBEREA >~ HHOFERIC THEC h—E 2] ¥
LIE TEX H—t R (RF H—nR—=ToteVa=v7] OO [H—n_"—] ) EELRN, TH] AD

s 2o, BRAAF U U2 A4 5 I3RS S5,

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

(BaF 24N L1, EEN) Ciiliahi, BEERRyFOT 7 ROEBERASXL—T T
AT IDT v FT— RNEMMINDZ T B A L&D,

“Excluded Downtime” has the meaning set forth in Section 2 below.

(AT T BA L) LIE, Tt 2 RICEDLIEREHT D,
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“Incident” means unplanned interruptions or material reduction in service quality reported by
Authorized Users.

(o7 b EIEETES T, T TRE2—Y—) »o@EIN, F—ERADOERRBERTZWV I,
“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between the time
that the SAP Support Level 1 organization is notified of the Customer-reported Incident and the first
action taken by an SAP support person, familiar with the Customer’s environment, to repair the Incident.

(4o Ty MRERM) &1k, TSAP AR —hL~v 1) BBPEENLD [ o7 b giommae stz
D, BEOREZME LTz SAP OYR— MEEER, [T U b ZRETLIOICRIOHEEZED F
TICE LR (R I 7 ETREND) 20D,

“Licensed Software” means the applications, databases, software, tools and components owned or
licensed by Customer (other than any Subscription Software) which Customer provides to SAP to be
hosted in the Cloud Service.

MERMERTER G Y 7 bo T Sid, 1770 RYP—ER] WNTHRRAT 7 Ed, BENITET 5 XIEMEA
W E T, (Y7220 7 varyy 7 b7 USHO) 77V r—vary, 7—#_X—X Y7+ U=x
T V=R R—R Y BT, BED SAP (ZRETI b0z,

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

MELHIRER ) Lok, THSCE) WA SN, BEOEZ LT 7 B AGENCE T HR MLV 9,

“Month” means a calendar month.

TH) Lix. BRZWD,

“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) fee paid for the HEC Services
or EX Services, as applicable, which did not meet the SA SLA.

THEY—E 2B L1, SA SLA &= &7hotz THEC —t 2] FHLLIE [EX —v 2] GEN+T5H5) I
LT bRIZARE CUIERED 1/12) OFEE W9,

“Scheduled Downtime” has the meaning set forth in Section 2 below.

[EHX D EA L] LiX, TRt 2 RICEDLIEREHT S,

“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service
Level Agreement.

MP—ERZ7VPy b Eid, 20 =R LLEEK) OF 2 £ROE 5@ FRICEHETL BV EM I
Ty RV,

“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement and for
EX Services means the SAP software provided by SAP with the EX Service.

(Y727 VFvaryy7bv=7) LI, THEC $—E X oW Cid MRS CEDLNZERER L,

[EX H—E R 220\ Tik [EX —E R & EBHIT SAP 22 DiRfiiSh/ SAP Y7 h U =7 %09,

“System” means one or more interrelated and interdependent components such as databases, servers,
networks, loadbalancers, webdispatchers, tenants, etc. which when taken as a whole are used to
operate a tier. Each combination of components used within each tier is equivalent to one System.
System Availability is measured at the tier level. For HEC Services, each System is identified by the
Tier No. column in the System Setup Table in the Order Form, and for EX Services, each System is
identified by the system tier type as set forth in the EX Services Service Use Description document. For
Server Provisioning, System as used herein means Server, as defined in the Order Form.

[VRAF A LI, T—HF_X—RA, == Xy " T—F B—FRKRFH%— Web T4 ARy F¥, 7T 2
ED, 1 DU EOMEIZEET SMAKFNRa L RA—x M T, 2L LTHIBEEZERT22OIMEHAIND
bOEWH, FRETHERESND A R—F 2 FOMBEDEDZTNENR, 1 DD [T AT L) ITHET D, Tv
AT LAOFAME] X, BEL~VCEHIlENS, THEC —t 2] OBFE &% A7 4] X, EXE] bbb

[V AF ATy VT v 7] © [BEEES) FlIerEh, [EX H—E 2] OHBE4. & (V274 1E. [EX —t
AL O TH—v2FMICETINEHH] RFa A MNIEDDI VAT LABEY A T TRESND, [Y—1n"—7
nEYa = 7 IZOWTIE, 20 SLA TERIhS VA7 A 1%, EXE] KED LA [Hh—3—] 20
Do
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.

TAWNESE) X0 THI Ao 7 AL 1 B 24 KRR CRRllS D,
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“UTC"” means Coordinated Universal Time standard.
MUTC) &iE, THEHRE] OFEHREREEZ WS,

2. SYSTEM AVAILABILITY
2. AT LOR M
The System Availability Service Level for HEC Services and EX Services ("SA SLA") sets forth the
System Availability applicable to the Computing Environment (and Server for Server Provisioning). The
SA SLA shall apply after System handover to Customer.

THEC —E AR EX —E 2D A F AR MY —E AL~ ([SASLA) ) Tik, Tavba—F o V8
) (RO —R=Tmeva=r7] OoD [Y—n"—] ) ZEHAEND [T LOFHAME] ZEH TN
%, SA SLA X, BKIC [V RAT L) BElEEINRICEA SN D,

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

SA SLA (. BEDNE=FENOMEMHET#EZZ T MRS SRY 7 b =7 WidElshnbo L5,
o2, THESCE) CHBOIRNREDN S 55613, FORY THERW,

“System Availability” for each System is calculated as follows:
K VAT AL IZBET S VAT AOWAM] X, LTOEBVEHEIND,

System A Vailabilitj/ Percentage — ( Total Minutes -in the I-\/Ionth — Downtime ) +100
Total Minutes in the Month
Service Level Service Credit?
P—E R L~YL P—ER7 LTy R

HEC Subscription and EX Services:3

HEC ¥ 7 AJ VT g VRO EX —ER 3

2% of Monthly Service Fees for each 1% below the SA SLA
SA SLA Z FlElo7= 1% Z&EICARE»—E2EED 2%

PRD: 99.5%! System Availability
PRD : 99.5% DI AT Lo A] Ak
NON-PRD: 95.0% System Availability

HEC Cloud Start and HEC BYOL:*
JE PRD: 95.0% D> AT LDOAHME ol ar.an

HEC Cloud Start % U® HEC BYOL :*
2% of Monthly Service Fees for each 0.1% below the SA SLA
SA SLA Z FE-o572 0.1% ZEIZHKEY —ERXEED 2%

S Provisioning: 99.5% Syst
erver rrovisioning o System Server Provisioning (IaaS Basic):

@ﬁfigiﬁyazyﬁ:%ﬂ%®vx Yoot ozatyany (S Basio) : _

= AT €1,500 per Month in aggregate for any and all instances below
the SA SLA
SA SLA % FEI- 723 _RTOA U AZ L AZHDE, REFT 1 HWAHRY
1,500 —m

199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and identified in
the Order Form.

"BESBAL, MEXE ICHRINTWL5EE, PRD ST S 99.7% O [T AT ADR A U 99.9% @ [ 27 LOF
At NEAEND,

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.

PTRE 5 RICEDD M—v R LYy N OABERSSEESENET 5,

3Also applies to S/4HANA CPO and S/4HANA CPE

3S/4AHANA CPO T} S/4HANA CPE (ZHilfi &5,

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.
“HEC Cloud Start (ZIH#+ HEC Project. HEC BYOL IXIH#r HEC Production,
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Excluded Total Minutes in the Month attributable to:
Downtime | [HWN#&RSE XARITIRRT S

AT (i) Scheduled Downtime
ZA AL EYIZ T 2 A L

(ii) Agreed Downtime
BEATHA N
(iii) Emergency Downtime
BAXTHA A
had been exercised (see examples below this table)
RWERNZERT XU 24 5 (RO FILHH61%5MH)

to a PRD system

PRD AT LD (BT %A L)

Scheduled | Scheduled at a mutually agreed time, as listed in the Order Form or as described in the
Downtime | Supplement.

EHF MAESCE] L TR S ICRifiEn e, HEICEBE SRR E SN D,

ZA L

The following examples include but are not limited to what is beyond SAP’s reasonable control:
SAP DEBMRTHABRZLbDE LTIE, ROXIRBINH L (RELINITRERW) |

2.1

2.1

2.2
2.2
2.3

2.3
2.4

2.4

2.5

2.5

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) jaJP.v.4-2020

Customer’s failure to meet Customer’s responsibilities (including ordering maintenance for the
Licensed Software, using a version or release of the Licensed Software and/or Subscription
Software on current maintenance) as set forth in the Agreement
BEIZEL D, TREK) CEDHIBEDOTE ( EHETEARY 7 F Y =7 ) BT 2IRSFOIESL, BlTO
RSPt G o [ERMEGTHENSRY 7 ho =7 ) RO/ UL [T RA7 )V Fvar Y7 hyxT | ON—Ta %
L<EZV V=202 E) ORET

Downtime caused by Customer
BRICERT DX T A L
Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed
Software

MRS Y 7 b U =7 ) OB =FRETTIT L0 RE SV ERITER S 5 P
Interruptions or shutdowns of the Computing Environment, or portions thereof (or Servers for
Server Provisioning) resulting from the quality of the Licensed Software provided by the Customer
and/or Customer’s customizations or modifications of the Licensed Software, Subscription
Software or Computing Environment (or Servers for Server Provisioning), unless this is the
responsibility of SAP under this Agreement.
EIZ Lo TSN D ERAETHANSY 7 b7 ) OMBERO/ X MEREFENSRY 7 by =
T, 7220 7vary 77 FHLLE avba—T 0 0 OBE LR Y—nR—7n
EYa =l DD [H—n_"—] ) OFEIZLEDHAZ A ZANIEEICERT S, ara—7 1
TES HLLEZTOE (UL THh—nR—=Tateva=r7) OHO [H—r3—] ) ORI+ v b
vy (TARBK) ICHSL SAP OFETHHBEAEEHL)
Restore times of user data (recovery of database data from a media backup) where SAP was not
the root cause for the required restoration.
EREITCOMARFE Y SAP TIX2gW, 2 —HF—F —ZOETHM (AT 4T N0 I T v T heDT—4
N—= 27— D[alf)

(iv) Downtime caused by factors outside of SAP’s reasonable control such as unpredictable
and unforeseeable events that could not have been avoided even if reasonable care

FISOEBEN LD TV LTHEGEL X 2> RlOFE/R & SAP OSBRI & IX
(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair

T2 ANF === PRD VAT LDEEDTZOHIZIE PRD VAT 2 EFERA L2 LICERT SIE
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BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
Ny T7vTRPBALVEa—T 4 U TBEDA VT v M &R
(not applicable to Server Provisioning)

(F—NR—F e a7 3EAN

Description
B

Computer
Environment
segment to which
Service Level

Service Levels
P—ER LV

applies
[—ER L] B
BHEIND =
Va—T 4 v THRE)
DOET A
Backup Frequency PRD Daily full backup and log file backup per SAP product
and retention period | PRD standard. 30 days retention time. Backup of the PRD
for Databases will be replicated to an alternate data center or
T BN 2Dy T location.
T THRE R ORI SAP HGAFHEIZ LS BRO ANy 7T v TR a 7
fAl TrANDAY T v, 30 HEORIEHIR, PRD O3y
7T v TNE, LB T —F X — IATICER S
ns,
NON-PRD Weekly full backup and log file backup per SAP
FE PRD product standard. 14 days retention time. Backup of
the NON-PRD will be replicated to an alternate data
center or location.
SAP BLFERE|IZ S WRDOTINAN Y I T v T RO T S
TrANDNRy T v, 14 AMOERGFHIE, JE PRD ©
Ny Ty x, RELeDT—2t 0¥ —EHITIHE
fMIhs,
Long Term Backup* | PRD and/or NON- | Monthly full back up - 6 months retention time
E#H Ay 277 v 7% | PRD RAWRD TNy 7T w7 =6 F A ROEAEHI.

PRD KUY/ X1Z3E - PRD

Monthly full back up - 1 year retention time
AWRDTZNNRy 2T 7 = 1 FHORAFHH,
Quarterly full back up - 1 year retention time
W Z DT NNy 7T 7 = 1 R OREHIH,
Yearly full back up — up to 5 years retention time
FROT NNy 7T v 7 - Ik 5 FRORITFHIRH,

Backup Frequency
and retention period
for File systems

T7 ANV AT LD
N I Ty THEE R
TRAFHIH,

PRD Monthly full backup and daily incremental. Two

PRD months retention time. Backup of the PRD will be
replicated to an alternate data center or location.
AWRDINNS 7T 7 ROHRDZEGZ NN T 7 2
71 AT DRAFHIE PRD Oy 7 T v 7iE, REEL 2T —
g2 —IGFTICEE I D,

NON-PRD Monthly full backup and daily incremental. Two

FE PRD months retention time. Backup of the NON-PRD will

be replicated to an alternate data center or location.
RARDTZNNNy 7T T KORARDZEG Ny 7T w7 2
1 AOREREIE PRD Oy 77 v 7%, kL2 5
T—H =X IGFTICER SN D,
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Incident Reaction
Time for Incident
Management
o7 MER)
W29 v Ty
NI )

Incident Priority
Very High
ATV N OEIAE
fir : e

20 minutes (7x24) and problem determination
action plan within 4hrs for PRD

20 4y (7Xx24) KO* 4 BRRLIRIZ PRD (ZB9 2 R
DT IvarrSTr

Incident Priority
High
AT N OB
fr S

2 hours (7x24) for PRD

PRD {Z2>WTIE 2 B (7% 24)

4 hours [Local Time on Business Days] for NON-PRD
FE PRD (22T 4 FER [EZEH O BLHIRR ]

Incident Priority
Medium

AT hOBESE
fir @

4 hours [Local Time on Business Days] for PRD and
NON-PRD
PRD & OME PRD (22T 4 BE] [E 3 A OBHIKR]

Incident Priority Low
AT v b OERIE

1 Business Day for PRD and NON-PRD
PRD }ONE PRD IZ2WT 1 =#H

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

*ZOF T a = AR HEXE] THAISNTWIHEEICEAIND, TBRYAAYy 72T 7 ) OREHFIL,

IO TH—ER LAV TED BREHE, UIBED (750 Ry—E 2] OF T A2V T a Ll
HWT IR T LIZRER TR T 5,

Incident Priorities

AT OELE

The following priority levels apply to all Incidents (such priority to be assigned by Customer, and which
may be re-assigned by SAP based on the criteria below and acting reasonably):
UTOERNELRZTRTO [ v Fr b ICEASND (D) 2BLEMITBENRET 5, £ LD EHEI
HESWTHEAREITOL & SAP 1KY FHEEMNMTPN L BAENH D, )

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

3.1 BB WEShicA v v Ty PRIEFICHELT, RO VAR T B AITHEN RV R AT mE A
WCBIE TS IT e AT EERLTRY, BROEENFATTERWESIE, 1y TF v ) OBSEIR
AL TSR] IZoHEN D, ZHAUT—MRENT, AT D X 5 2RI RK & 72 5,
® A PRD system is completely down.

e PRD VAT ANPFERIFIELTND,
® The imminent go-live or upgrade is jeopardized.
o ELBHoA—TFATXET v 77 L— RPBEHEIRIEIZSH D,
® The core business processes of Customer are seriously affected.
o BEEOFHELEIVRAT T ANGELREELSZIT TS,
® A workaround is not available.
o [HIHESRANRUN,
The Incident requires immediate processing because the malfunction may cause serious losses.
REAEPERBERE SOOI AR D D720, Ao F U b ZEBIZAR LTI 6220,
3.2 High: An Incident should be categorized with the priority "High" if normal business processes are

seriously affected. Necessary tasks cannot be performed. This is caused by incorrect or inoperable
functions in the Computing Environment that are required immediately. The Incident is to be
processed as quickly as possible because a continuing malfunction can seriously disrupt the entire
productive business flow.
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3.2 @B BEOEVRXATREBARERREELZTAGLA1E. Aoy 7> b OBEIRMT Bk 125
HEIhb, LEREEZFITTERY, ZHid, BELICNER [ara—T7 0 U 78RE] NWOMRRORIES
RWERBRPIRR & 225, Z0 £ o7 b id, REEBMERT ISR AR O¥EE 7 n—2F L
CRELSELBENDR D D70, AIRERIR Y HLH T 2 LERH 5,

3.3 Medium: An Incident should be categorized with the priority "Medium" if normal business
processes are affected. The problem is caused by incorrect or inoperable functions in the
Computing Environment. A message should be categorized with the priority "Medium" if normal
business transactions are affected.

3.3 T IEFOEVRAT o ARNEEEZTAGAE. (AU T~ OBEIEMIT T eaESns, 2
OFEIX, Tarvva—7 10 v 7RE] NOBROBEIESCEERRNREE RS, BEOEENF ¥
va U NEEBEZITOGEAIR. A vy E—VOEEIEMIE TH) (B EhD,

3.4 Low: An Incident should be categorized with the priority "Low" if the problem has little or no effect
on normal business processes. The problem is caused by incorrect or inoperable functions in the
Computing Environment that are not required daily, or are rarely used.

3.4 K:EHEOEVRATnERIKITHMBEOEEN, 1ZLAERVD, BLBRVWERIEL, A 3T v MOBE
X MR I2oEshsd, ZoBEE. BEWIIERE TS0, BRBENEFICRN 2 Ba—F 0
TEREE] NOEREOBIEHSCEIERR N RE & 725,

4. SERVICE LEVEL REPORTING

4, P—ERL~LD L R— b

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

SAP %, T SLA [ZEDD TH—rAL~Ub] gk, ARESLAR— P THEICRET 26D LT D,

4.1 Customer must notify SAP of any claims for any Service Credits within one (1) month after receipt
of the monthly System Availability report by filing a support ticket with SAP.

4.1 BRI, =27 LTy b BT IFERETIHEIE. ARD [ RA7 LM LAR— FOZHEE 1
TRUWIZ, SAP \IZHAR—FF o7y T 52 LIk, SAP ([Z@m Lidiide b,

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

4.2 IARRK) WCEDD H—EAL~L) O 1 DXUTEBEDRERINR-T25E . BRIE. SAP OT T
Fv R =T % —IZBAI L, SAP IZR VB INZ AREFF LA — MIESNT TH—EAL~L) DX MY
AMFTEGTT DL IBRT D LN TE D,

4.3 SAP will then promptly (i) determine the root cause or possible root cause of the failure (if known)
to meet the Service Level, and (ii) unless failure is excused, develop a corrective action plan, and
submit such plan to Customer for written approval (which will not be unreasonably withheld or
delayed) and, following Customer’s written approval implement the plan in a reasonable period of
time (and in accordance with any agreed timescales).

4.3  ZOW/E SAP IE, EHRIT (1) TH—ERALUL] ZERT 5K, BEHEORARRE XIS 2 b HRAR
K (Gn2%6) ZHEL, (1) EEABRMEINDIGEERNT, BEDLODOT 7 a7 02REL,
WHT T BRI U CERICE 2KRERD (002 7GRIE, AYICHEUTERE L TER B0 |
BEOEmZL 2B N O, GENARHIEANIIC (BERINIZAT Va2 — It~ T) U7 T 2 FTT
LH5HDLT 5,

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

4.4  FETLHEA. SAP X, PR b RICRHET D, BED —EX7 LYy b 2R D,

4.5 SAP will be relieved of its obligation to pay applicable Service Credits and will not be in breach of
the Service Level where the root cause analysis (as reasonably performed by SAP) indicates the
failure to meet the relevant Service Level was caused by the Customer and shall therefore be
treated as Excluded Downtime. In the event that Customer disagrees with the root cause analysis,
the parties will discuss the root cause analysis.
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4.5 (SAP 1Z X0 GHMICHENE ST) BEERRSHICLY, BT 5 [Hh—E X L) ORERPBEREILR
FTHZEPREN, LERST BRAF T4 0] L LTHRDIDHE, SAP X, [—EXL~L) 1TE
RLTHNAEZEITER6T, #4425 (P—E27 LYy b 2XHIALOEFZRREND, BENESE
JRERGHIZERE LRWIEEIE, WY FEDIREERRE S OWM#EET 5.

5. SERVICE LEVEL FAILURES

5. H— R L~V DRER

5.1 Service Credits. Subject to Section 2 above, if and to the extent SAP fails to meet the System
Availability Service Level set forth in Section 2, Customer is entitled to a Service Credit which is
calculated as the sum of the Service Credits for NON-PRD, PRD and Server Provisioning, for SAP’s
failure to meet the respective System Availability Service Level. Under no circumstances will the
total maximum Service Credits: (i) for any one month, exceed an aggregate of 20% of the Monthly
Service Fee for that month across all the Systems at 99.9% SA SLA, and an aggregate of 100%
of the Monthly Service Fee for that month across all SA SLAs; and, (ii) for any given contract year,
exceed in the aggregate an amount equal to one-third of the annual subscription fees for the HEC
Service or EX Service charged for the contract year (or one third of the total subscription fee for
the HEC Service or EX Service charged if the term as defined in the applicable Order Form is less
than one (1) year).

51 ¥—ERIL Ty b EEE 2 FITHW, SAP BF 2 FRIEDD VAT LAORAMEY—E A L~L) &3

JRTE Rl ha, BRI, [H—ER7 Yy b 2T 25HMEE2 61, ZiUT, SAP BEhZEho
[V A7 LAOFRAMEY —E AL~V ZERCTE R0 o722 LIZxtd %9 PRD, PRD KON [H——T v
Tamy T KT D =R 7 LYy b OFEE LTER SN, WS TICBN TS, [H—
A7 LYy M OERHEESFIL. () EEO 1 ZAIEXLT, 99.9% @ SA SLA A#EAIhDTXTO
(VAT L] WZOWTRFHTEDOARAD THEF—EAEE] @ 20%, KT XTO SA SLA IZOWTHFTE
DA THEY—E2EE] @ 100% Z8x 7. 222 (i) HEOEKNFEIKH LT, TORNFICHERIND
THEC ¥—rt 2] i [EX — VA T HEMPT A7 V7 a e 1/3 (U4 T 5 EE)
ICEDDHIMA 1 ERMTHHEAIE, ERkEh D HEC —rezpts) #FHLLiE X —t 2] O&FY
T2V T va UBRED 1/3) IZHELWEREEABIRVNbD LTS,

5.2 Customer acknowledges that the Service Credits are the sole and exclusive remedy for SAP’s
failure to meet the specified Service Level, except to the extent prohibited by applicable law.
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5.3 When Customer’s entitlement of the Service Credit is confirmed by SAP in writing (email
permitted), SAP will apply such credit to a future invoice relating to the Cloud Service or provide
a refund if no future invoice is due under the Agreement.
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5.4 Termination. In the event of SAP fails to meet the SA SLA for PRD Computing Environment as
specified in Section 2 above for three (3) consecutive months, Customer may terminate the
applicable Order Form by providing SAP with written notice within thirty (30) days of Customer’s
receipt of the respective Service Level report. Termination shall become effective one (1) month
after SAP’s receipt of such notice (or any later date set out by Customer in its notice). For the
avoidance of doubt, this termination right shall supersede any and all other termination provision
in the GTC for failure to meet an SLA, and such termination right from the GTC shall not apply.
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