SERVICE LEVEL AGREEMENT FOR
P—ER LNV E
SAP HANA ENTERPRISE CLOUD, SAP S/4HANA, PRIVATE CLOUD EDITION AND
SAP HANA ENTERPRISE CLOUD, SAP S/4HANA, PRIVATE CLOUD EDITION K& UF
SAP S/AHANA CLOUD, EXTENDED EDITION SERVICES
SAP S/4HANA CLOUD, EXTENDED EDITION #—E "X

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”), SAP S/4HANA,
private cloud edition services (“Private Cloud Edition Services”) and SAP S/4HANA Cloud, extended edition
services which was 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, Private Cloud Edition
Services, EX Services and Server Provisioning to which Customer has subscribed in an Order Form with
SAP.

SAP HANA Enterprise Cloud #—t A (LAF THEC ¥—E & | ) . SAP S/4HANA, private cloud edition
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(770 RP—ER] &) ZXHRLETHZO [H—ER L UVEK | (2L, BEDN SAP LZb LTz
EXE] THT AUy arwfToTCWwWh THEC —E A | [Private Cloud Edition #—E &) |
[EX —b2] RO [Hh—n_"—Trbeva=r7) KELTEAIND [—EAL~L) ZED D,

1. DEFINITIONS
1. it

Capitalized terms used in this document but not defined herein are defined in the Agreement.
COYETHHIND, T TERSNTORWVEFEI & OMEEL, TR TERINTWD,

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

[BBEATUVZA L] X, BET SAP NEFEL, MYEEPMHEICHAE L (X024 L) 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.

FMEX¥EH] Lid, NEXE) KHESNTZ, BEOELZLT 72 ZAGFICET 2/KE 2R ARAND
EHEHZW D,

“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.

(2 ¥a—F o U J8RE] L1E, SAP MR L., (777 Fh—bE R Z@FICRMIET D701 SAP 28
BIRUFEHT S, 7—F o Z gk, V—— Xy FT—IHa, IXL—T 4 VTV AT A KDY
T HAFRBEEES OV, TN TRBEIa Y a—T 4 U7 BREE (PRD) KO THEXE] TAEINRDIE
ABIARTHEHENSZOMO a2 v a—TF 0 o 78E]  GE PRD) NEaEhd,
“‘Downtime” means the Total Minutes in the Month during which the Cloud Service (or Servers for Server
Provisioning) does not respond to a request from SAP’s Point of Demarcation for the data center providing
the Cloud Service (or Server for Server Provisioning), excluding Excluded Downtime.

(FovZALh) Lid, 770K —bRx] (X H—R—Tobeva=v] Oodbo [H—i—])
ERAEEL TV T —H 2 =395 SAP @ ERAA M) HOERIC T7 70 F9h—Ev 2] (X

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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“‘Emergency Downtime” means downtime during critical patch deployment and critical operating system
upgrades as described in the Supplement.

(BREFTUFAL L] LiE, THESEMt) ICiiiliahi-, BBy FOFTFu A RUOBERERF L —
TA VT VAT EDT v T T L= RREMINDE T A A LBV,

“Excluded Downtime” has the meaning set forth in Section 2 below.
(BT T 245 LIE, TRl 2 RICEDDIEREET D,

“Incident” means unplanned interruptions or material reduction in service quality reported by Authorized

Users.
vy b LEEES W, T TRRE—Y—] ho@EIN, VP—EROEKRLHEKTEZ N
5 o

“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.

(LT v MSERRB) &i1F. TSAP AR — ML~ 1] HBERERN LD (42 vF oy ) iSO
BTN BEOBREABRII L SAP OV R— MIYERN, [ F b 2RETAHEOICK
PIOHEZID ETICE LR (BB ETREND) 209,

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

MERERFENRY 7 by =T ) Lk, (770 RP—ER] NTRAT 47 END, BEDPIIATHX
WEEAMEEREEZ T, (7220 Fvarvy 7 ho=T ] USHO) 77V r—vay, T—H =R,
V7 o7 Y= AKRBAR—R BT, BED SAP RIS H0a 09,

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
TBRHHIRRR ) &k, TAsCE) AR SN, BEDEZ DT 7 B AGENCBIT HRE#EEZ WV 5,

“Month” means a calendar month.

TA] L. BHEZWS,

“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) subscription fees paid for the
affected Cloud Service which did not meet the SA SLA.

THEEY—ERBE ] Lid, SA SLA 277207z 750 Ry —E 2] IZxt L CRhbini- A%
(ITHFHED 1/12) OYF TR 7 U T a e E ),

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

EHAF D ZA L] LI, TRl 2 RICEDLIERERT 5,
“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service Level
Agreement.

MP—ERX7 LTy b LIE, 20O [H—ERLLEH) OF 2 R0 5() FICHE#ETHIERVEA
Hanizzvyy FEWVWH,
“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement, and for EX
Services and Private Cloud Edition means Cloud Services Software as set forth in its respective Supplement.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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HEC —E 2] @ WFRZVFLary 7 hu=T] Lix, THiESEME) CEDsE%wE4E L., [EX
P —bE 2| KO [Private Cloud Edition —tv 2| & 727V FoarV 7 =7 L, e
o TR ICEDD 770 Fh—E 2RV 7 hu=T ] W9,

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

(VAT L] LiIX, T7—F_X—Z, == Xy NU—7 B— KT % — Web T4 AXvF ¥, T
FTrbRED, 1 DU LEOHEIZEET DHAMKFH R R—2 2 M T, KL LTHIMBEELEATS
2OIER SN bR WS, FEETHEAIN 2V R—3%2 FOMBREDLEDZENENA, 1 DD [
AT 5] ST S, TURATAORAME] X BELLVTEHIlEN S, THEC —E 2] DfFE, %

V2T A ik, THECGE)] 12hD VAT Ay VT v 7R © THEES) FICREh, [Private
Cloud Edition #—EZ] KO [EX H—ER] OBPE. & [V RF L] X, FUEhO THIESMH ©

—EARNFRATA K] EO T —2FHIZET ARG ICEDD VAT AEREX A 7 TRE S
na, H—=R—=7oela=u7] o0, 2O SLA THEASHD (VAT L) 1E, THEECE]
EOH LI [h—r3—] 215,

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

AW X, TH] AoE 7 B, 1 B 24 BTSN S,

“UTC” means Coordinated Universal Time standard.
[UTC) &id, THEHIARARE] OREHEREEZ D,

2. SYSTEM AVAILABILITY

2. TR F AO T

The System Availability Service Level for the Cloud 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.

(V0 RYP—E ROV AT LAY —E 2L~y ( ISASLA] ) TiE, Tarvta—7 4 BRE)
(B TH—nR—TFubeva=r7) OO0 [Y——) ) [ZEHIND VAT LFHE] Z2EH T
5, SA SLA 1%, HAFIZ [T AT ) NelEEINRICEAINS,

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 X, BBV HE = E MO 2 7. AT S Y 7 b =7 ) i Esniendo
LT 5, 2L, THEIXE] IHEOTRNREDNH DEAF. TOMRY TR,

“System Availability” for each System is calculated as follows:

H AT 0 T2 TVRATLOWAM] 1T, UTOLBVHREIND,

. . Total Minutes in the Month — Downtime
System Availability Percentage = ( - - ) *100
Total Minutes in the Month

S VI s STy
> X AD Al EN = (
SAT LD ASHEOE] RS

>*100

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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Service Level
P —ER Ll

Service Credit?
P—ERI7 LTy 2

PRD: 99.5%* System Availability 2% of Monthly Service Fees for each 1% below the SA SLA
PRD : 99. 5%l @yx%ﬁx@ﬂ‘;ﬁ‘lﬁ:‘ SA SLA %‘FE,)?L: 1% :‘& ﬁ:ﬂ %’E}}}LM t\‘xﬂﬁl“/ﬁ@ 2%
NON-PRD: 95.0% System Availability

F PRD: 95.0 % O AT LhOAAE HEC Cloud Start and HEC BYOL:*

Server Provisioning: 99.5% System

Availability

P—=NR—=T b Ta =7 :99.5% OIA

7 LA

HEC Subscription, Private Cloud Edition Services and EX Services:3

THEC %7227 Y7 g ) [ [Private Cloud Edition #—E 2] KW}
[EX #—E ) :°

HEC Cloud Start M TN HEC BYOL : *
2% of Monthly Service Fees for
each 0.1% below the SA SLA

SA SLA Z TFlEl-7z 0.1% Z &I
AEY— 2B 2%

Server Provisioning (laaS Basic):
Y— =Tt va =7 (laaS Basic) :
€1,500 per Month in aggregate for any and all instances below the SA SLA

SA SLA Z FE-7=FT _RTDA v AF A ZHE, BET 1 HAHEY
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.

'RIE DAL

FAME) EA S5,
2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.

PTRE 5 RIEDD [—v A7 LYy b OAFERESSEEFNEET 5,

3Also applies to S/I4HANA CPO and S/4HANA CPE

S/4HANA CPO KT} S/4HANA CPE (b &N 5,

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.

MECE] ITHR SN TWAEAIL, PRD (2T 5 99.7% @ [ 27 2R M) XUk 99.9% & [ A7 how]

‘HEC Cloud Start IXIH#+ HEC Project, HEC BYOL |XIH#+ HEC Production,

Excluded
Downtime
574 A7V
HA L

Total Minutes in the Month attributable to:
[A RS I3AERICRET S

i.
i.
ii.
ii.

iii.

iv.

iv.

Scheduled Downtime

EPE D EA N

Agreed Downtime

BEXU LA N

Emergency Downtime

RO A L

Downtime caused by factors outside of SAP’s reasonable control such as unpredictable and
unforeseeable events that could not have been avoided even if reasonable care had been
exercised (see examples below this table)

FIROEBEN DI TW & LTHELEL X o o RO fEE/R & SAP O & HR 3L
BEIZIRWERNZER T X T o2 A4 5 (ROTFIZH L0525 H)

Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a
PRD system

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)

jaJP.v.7-2020

Page 4 of 10




v. T2 A )VA === PRD VAT LDEEDOZDIZIE PRD VAT A EFH L Z LA
T 53E PRD AT LD [y 24 M|

Scheduled Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.
Downtime | ryyseir) g MR ICRElS s, MEICAESNEMEICREShS,

EMF Y
ZA L

The following examples include but are not limited to what is beyond SAP’s reasonable control:
SAP OEENRXFAAEBZHHDE LTUL, RO LI 2BIRH 5 (272 L ZHIZRL22WY) |

a) Customer’s failure to meet Customer’'s responsibilities (including ordering maintenance for the
Licensed Software, using a version or release of the Licensed Software and/or Subscription Software on
current maintenance) as set forth in the Agreement
a) BEICEL D, TAREN) CEDDIBEOEL ( ERAMFESSRY 7 by =7 ) ICHTRFOE
X, BATORSFR RO MERAMEFENLREY 7 bo 7)) RO/ XL 1727V Fvaryy7hu=7] O
R=T g VFHELLFY Y —2ADOMHARE) OREST

b) Downtime caused by Customer

b) BEICERT DX T2 A A

c) Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed
Software

c) Ml IR R Y 7 b U =7 ) O =FRETIC LV BUE SN EHITRER T 2 il

d) 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.

d) BRI L > TRESND AT SRY 7 b =7 ) ORERO/ X0 MERHETENS Y 7
Fy=7) . 7270V Fvar Y7 hy=T) HLLUE Tavba—7 0 o7 RE (EFLL
T TH—"=Tneva=v7] ORHO [H—n—] ) OFFIZLDNAE <A ZAIEIEITE
KTo, Tarva—7gr7&RE] BHLAIZO—F (X [h—"—=Tneva=7] O
DO [HF—r—1 ) ORI vy FF T ((TARRK] (S SAP OBEETHDH5E &R

<)
e) Restore times of user data (recovery of database data from a media backup) where SAP was not
the root cause for the required restoration.
e) VBB LORARIRA SAP Tk, a—F—F =X DETKH (AT 4 TNy 7T v 7Ting
DF — 5 R AT — F D)
3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
3. Ry T v TRy ECa—T 4V TREDA VT v MRERR

(not applicable to Server Provisioning)

(F—="—=TFr v a = 713

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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Description

B

Computer
Environment
segment to which
Service Level applies

[P—E AL~ B
BHEND Ty
Va—T 4 v R

Service Levels
P—ER YL

DT AL B
Backup Frequency and | PRD Daily full backup and log file backup per SAP product
retention period for PRD standard. 30 days retention time. Backup of the PRD will be
Databases replicated to an alternate data center or location.
T =B R=ADR 7 SAP SURAEAEIZ HSL | HIRD T ANy 77 v P Rkn 7
T TR R OMRAE TrANDN Y T v, 30 HEORAELIK, PRD DRy
] IT NI, REE LT 22— GRS

nsd,
NON-PRD Weekly full backup and log file backup per SAP product
JE PRD standard. 14 days retention time. Backup of the NON-PRD

will be replicated to an alternate data center or location.
SAP BUEEAEIC IS MRO TN 7T v TR S
TrANDNy 7T w7, 14 BREIORFHIE, 3E PRD ©
Ny 27 v 7E, L b T — 2y 2 —X3GIcHE
fWEhd,

Long Term Backup*
WIS 7T v 7%

PRD and/or NON-PRD

PRD KOV XIZFE -
PRD

Monthly full back up — 6 months retention time
BWDOTZNNR 7T 7 — 6 71 ARORGTHIR,
Monthly full back up — 1 year retention time
ARDINNy 7T 7 = 1 R ORAFHIH,
Quarterly full back up — 1 year retention time

WP T e DT ARy 7T 7 — 1 ER ORI,
Yearly full back up — up to 5 years retention time

BROTNNy 7T v 7 - ek b FROREHH,

Backup Frequency and
retention period for File
systems

Tr AN AT AD
Ny 7Ty THERR
TRAF IR,

PRD
PRD

Monthly full backup and daily incremental. Two months
retention time. Backup of the PRD will be replicated to an
alternate data center or location.
AWRDTZNSNy 7T w7 ROHRDEGNy 7T 72
7 A ORFHM, PRD Oy 77 v i3, RELRD
T—A e H = XITGEITICER S D,

NON-PRD
FE PRD

Monthly full backup and daily incremental. Two months
retention time. Backup of the NON-PRD will be replicated to
an alternate data center or location.

ARDINN Y 7T o7 KOBRDOEGNN 7T T2
71 A ORI, FE PRD OXw 7T v g, REEE 5
T—A = XITGEITICER S D,

Incident Reaction Time
for Incident
Management

Incident Priority Very
High
AT v N OBESEIE

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

20 53 (7X24) KU* 4 W LANIC PRD (ZBE9 % R A

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)

jaJP.v.7-2020

Page 6 of 10




o7 v MEH
TS T T
N IR RF ] )

i«

DT Iarrzyv

Incident Priority High
AT NOBRIE
AR

2 hours (7x24) for PRD

PRD (& DWW Tk 2 FRfE] (7Xx24)

4 hours [Local Time on Business Days] for NON-PRD
FE PRD (ZOWTIE 4 BFfH] [F 3 0 O BLHIRE ]

Incident Priority
Medium
AT N OBESEIE
AL :

4 hours [Local Time on Business Days] for PRD and NON-
PRD

PRD R ONE PRD (20T 4 BRf [E3EH OB HER L]

Incident Priority Low

Business Day for PRD and NON-PRD

N VAN -5
VAR ES

PRD K ONE PRD 122\ T 1 HZH

*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.

ZOFTvarth—e AR NEXE] THASNTWLIHEGICEAIND, TRy 27 v 7] ORAF
HEE, 20 =2 L8 (ICED 2R, X3@ED 1779 Ryh—e 2] o727 )7
va VIO S bW BN T LIRER TR T3 5,
Incident Priorities
A VT OBESE
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):
AN ORI T RTO T4 v F o b I SND (D EENEMLITEENEET D, £ Tio
SO TEHEMNREWTO L & SAP IZ X FREMTDbR I HARH 5, )
a) 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:

a) BEN: RESNTA T MREEICEL T, BEOE YR AT 0 A ITFEN R E X
A7 RICEET S IT Vet RICXEE KL TEY, BROEENETTERVEEIL,
[>T v b OERIENIT TREE) 2S5, ZHE—HIc, LT X 5 2RI nN R
K &5,

e A PRD system is completely down.

e PRD VAT AMERUFIELTND

e The imminent go-live or upgrade is jeopardized.

o ELlloltI—F4 T XIET v 7 L— RO fatnikie Do
e The core business processes of Customer are seriously affected.
o BEKOIFHEREIRAT R ANBAREEEZITTND

e A workaround is not available.

o [ABEERRA 2N,

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

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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4.1.

4. 1.

4.2.

4. 2.

4.3.

4. 3.

REAENERGBERE LT AREENLH7-0, [T b ZEBICAEH LR TIERS
AN

b) 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.

b) BE: BFOLYRAT v ARNERREELZ T LLE1E. Ay 7 v b OERIANIX

MEdk) IS D, LEREEEZFETTE R, Zhid, BEblicsEl (ara—7 47
BREE] WOBBEORIFEICEEARRNER L 2D, Z0 T4 7y b id, REGP T hIE
RN ABEOXEG 70— 2 F LRSI BENRH D720, FIREZR R D #H00N# T 5
PR D D,

C) 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.

c) FlBEOETRRAT R ANEEEZ T AL, (A v T M) OBRIAMIT TH) 1208
IND, ZORMBIE, TarVa—7 4 7RE] NOBREOREELPEERRNERE 2D, @
WOEBNT VT v a UREREESITLEEIE. Ay E—UOEEIRMIT TH) oS5,

d) 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.

d) @O ECYRAT 0w AT HMBEORENR, 1L ALV B BRWVWERIT, Y
T v NOEEEL R ABEShD, ZoMBEIE. BREIEARETH S0, ERABEENIEFIC
B Ta Ba—7 ¢ 7 8RE ] NOBEOBRIFBCEERRNRN & 725,

SERVICE LEVEL REPORTING

P—ER LD LR— b

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

SAP 13, 2@ SLA IZEDD [H—ERAL~Ub) Zigsk L, HREFLA— F THEICHET 200 LT 2,

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.

BEIX, —v X7 vy b IZETHHEREITOEAIE. ARO TURX7 A0 VAR — b OZEE
1 BALUWIZ, SAP (IZHHR— T 7y bEREHTDZEICE D, SAP IZE@E LT 520,

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.

(AR WCEDD [H—EALL)] O 1 DXITEEBER SN R o 8A, BRIL, SAP OT 5
YRR =Ty —ZBA L, SAP I X VRt ARER LA — MIESHT =R L1 DX
FU 7 ARE ST DL OERT D ENTED,
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).

Z oA SAP X, iz (1) P—E 2 L] ZEMT DHIL, BEORAFRKUIEZZ LD
WAFEK (O0n5848) 2L, (i) BEARKEINILEEZRNC, BEDDOT 7 a7

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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4.4.
4. 4.

4.5.

4.5.

5.1.

5. 1.

5.2.

5. 2.

5.3.

5.3.

FURREL, YT T o RBEEICRE U CHEmICE 2FRBERD (00 D8&EIE, NYICHERITEEL
TR | BEOEEIZLDARNHE, GHIREIMAIC (BESNIEAT Y2 —IiE->T)
T T 2FTTHb0LT D,

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

AT L%E. SAP IR, TR b RICRET D HED —r 227 LYy b ZRiT 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.

(SAP (X0 AEMICE S N) BEERRSFICE D, B#ET 5 [—v A L~UL] ORERNBRICIHE
W22 ENREN, LIER->T IBRANF T2 A L) & LTHRDNWDESE, SAP 1E, [ —ER L~
WCERLTWAZ EIZE LT, #4TD —t27 L Vv b 2K BHLOREEZRBREINDG, BE
DEFIFR AR LR WAL, WY EH N EERIK I OWME#EZ1T 9.

SERVICE LEVEL FAILURES
P —E R UL DRERR

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, (i) for any given contract year, exceed in the aggregate an amount equal to one-third of the annual
subscription fees paid for the affected Cloud Service for the contract year (or one third of the total
subscription fees paid for the affected Cloud Service if the term as defined in the applicable Order Form is
less than one (1) year).

B—ERZ LTy b FEE 2 KISV, SAP A 2 KIZEDD [V AT LD A —E AL~ %
ERTE oA, BEIL., [—vR7 LTy N 2T 5HMEL X DL, ZiUEX, SAP BENE
nNo TV A7 AOFRAME—EALL) ZERTE 22722 LTk 59E PRD, PRD KOV [H——7
nEYa=r 7 LTS =R LYy b ORFELTEHEINDS, WHRIRHTIZENTD,
—tv 27 LYy b OEHESSMEIZ. (1) FED 1 ZHISH LT, 99.9% @ SA SLA @A EN5
FTRTCO (VAT L] WZHOWTRHTEOAD THFEY—ERE4E] O 20%, KOFTO SA SLA 1ZDW
THHTEOAD THEY—E 2B O 100% 2821, 7o (ii) FEORKFEICKH LT, T DOHKE
OxH 1770 RbP—E X I LTI AERY T A7 Y T a Uekeo 1/3 CUIRYST 5 EX
I CEDDIHIFEN | ERWCTHIHEAIE, M (770 FHh—bv X ) st LTI bns A7 27
V7o aBen 1/3) ICHELVWEHEHEZEI W HD LT 5,

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.

BRI, EAECIVELONTWAEAERE, =27 LYy b B, HEE&hiz [h—eA1x
JV] % SAP INERLTE R 7- 2 LIk DME— o e RiE Th D Z L 2 TKT D,

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.

RBEN —227 1Py b ONRZE5E2A6N5Z ENER (BEFA—LHA) T SAP IZL VRSN
723546, SAP 1X, DI LYy e (750 Ry — R (BT DREROFEREBICEHAT 20, TREL)
ISV T ON D RE[FROFFEREN L2V, BEZITH)> b0 ET 5,
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5.4.

5. 4.

5.5.

5. 5.

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

SAP (ZX LT 770 Fh—E A ZEHER LIAATHRVERIL, ThEnO#Y TS5 SAP /S— b f—
No =27 LTy b ZFRLRTERL20,

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.

fRER SAP 23, LA 2 SRICHARET D PRD Tav bV a—F ¢ U VBREE] @ SA SLA % 3 b A CEAR
TERDPoTGE, BEIX. ZhEno I —EA L] LAR— MOZMEE 30 HUANICERIZ L 2@
Z SAP ICHEMT A LIC LY, %45 EXE] 2RI 52N TE 5, MBRIE, HB%@EMmE SAP 28
ZHEL T2 1 A% CUIBENRZOBANCEE TS, TNLVZOBAM) 2154 C2bD LT 5,
BEREDRED 7= DI F UL, T OMRMEIX, GTC ICEHEENDH, SLA Zil IR oA DX DM T~ T
DOIEBEDOIREIEIE L, GTC DD MEBRHMETIE A Sy,
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