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SERVICE LEVEL AGREEMENT FOR
P—E R LNV E
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION;
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION,

SAP ERP, PRIVATE CLOUD EDITION; AND

SAP ERP, PRIVATE CLOUD EDITION, KT}
SAP S/4HANA CLOUD, EXTENDED EDITION

SAP S/4HANA CLOUD, EXTENDED EDITION

This Service Level Agreement for SAP HANA Enterprise Cloud services (‘HEC Services”); RISE with SAP
S/4AHANA, private cloud edition; SAP ERP, private cloud edition (both, “Private Cloud Edition Services”); and
SAP S/4HANA Cloud, extended edition 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 4—E X (LT THEC #¥—EX] ) . RISE with SAP S/4HANA, private cloud
edition, SAP ERP, private cloud edition (fiZ%. [Private Cloud Editon ¥—EX | &£LV5) RU SAP
S/4HANA Cloud, extended edition (IB# S/4HANA Cloud, single tenant edition +—E X, LT TEX H—E
A1) (ghEhz. 939K —EX] £WD) ERRETHOD [P—ERLARLEK) 2K, BE
M SAP L Lz NEXE] TH IRV )T av%EfT>TWS THEC H¥—E X1 . [Private Cloud
Editon ¥—EX] . TEXY—ERX] RU [H—n—TRECa=2 4| ICELTERSNS [Y—ERL
L] EEDHD

DEFINITIONS
T8

Capitalized terms used in this document but not defined herein are defined in the Agreement.
COXETHEREING, CCTEESNTUVEVREING E0OREE. TREH TERShTWD,

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

[BERFIVEA L] LIF, BEXIT SAP NEFE L. MAFENMBEICRABLE [F908 441 2LV,

“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.

FME%H)] &3, BEXE] CEESh. BEOXL577RAEMICE TS5 2MAB /R, ABEMNDS
EEBZLD,

“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.

MyEa—T4VT8E) L, SAP ARIEEL., V59 FY—EXR] ZBEFICREET 51201 SAP A
BIRLEAT S, T—2 22—, —/"— Ry b IT—IHB. ARL—TFT 1 VIR TL, RY
T—ARBEBEZLL. ChIZK TRAREOVEa1—T 1 U JRE] (PRD) RU NEXE] TAEINDIFE
ABRBENTHERINSZOMD TaEa—T4 2 J&E] GEPRD) BNEEND,

“‘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.
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1.5.

1.6.

1.7.

1.8.

1.9.

(BB L] £l TO9SDFY—ER] (RF H—nR—TOEZC3 =) O=zHD TH—iN—] )
FRELTVWE T2 212395 SAP O TERKRA Vb DEDERIZ 95V FH—EX] (X
F TH—n—=TOEZa=Vy] OFH0 TH—1—]1 ) BSEELAEWL. TAI RO THRSH1 UL,
(AT 2 A L] (ZBE<,

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

IRBYIVEAL] L, THEEK CEHSAE, BELAYFOTIOARUBEELFRL—
TAVIORTLDT YT L—FRERBEINBT O34 LEND,

“Excluded Downtime” has the meaning set forth in Section 2 below.
MRAFTIUBA L) ElF, TRE2ERICEDDIEREFRT 5,

“Incident” means unplanned interruptions or material reduction in service quality reported by Authorized Users.
AV TU R EEEEN R, XE TRBEL—Y—] hoBESh, Y—EXQOERLGRKEETZEL
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.

T4 Ty MEERRBL &F. TSAP HR—FLAL 1] #ENEEILD T4V F 2 b MEDEH
EZH-EH5, BEOEEZHM L SAP O R— MEYEMN, T4V F U 22RETSHE-0ICK
VOHEEZMAETICELLFHE (BEXXIESHRETERIND) FULV5,

“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.

MEFAEMERRY I LIz 7] L&, (95D RY—ER] ATHRRTs VT &%, BELNFETSHX
FEAEFEERG . (HYTRV VT2 a vy I boz7) USO) 7TV r—2ay, T4 =X,
VIEDIT, Y= ARUVAVKR—F 2 LT, BEEHN SAP IZRETHL0ENS,

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
THRMBEFRE ) &, TDEXE] [CHE SN, BEOX-57 7 ERBRICEITHHETEE LD,
“Month” means a calendar month.
TRI &1F. BRZEWLS,

“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.

TEEEY—EREE] &1E. SASLA Z2FESEI SRR 959 KH—ER] Iz LTXibbhi-A%E
(RIFFEZEED 1/12) DY TR )T avEEE NS,

“Scheduled Downtime” has the meaning set forth in Section 2 below.
RT3 A L) ElF, TRE2ERICEDDIEREFRT 5,

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

TB—ERILPY kI EF. CO TH—EXLRLEH] OF 2 FRUVE 5(a) FICRETHEEVEL
ENnfoLoy rEND,
“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.
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2.1.

2.2

2.2.1.

THEC H—EX1 @ THTRHYFLavyaroz7) Lk, THREEH] CEHZE®REREL. [EX
H—EX] BU [lPrivate Cloud Editon —E X1 @ TR 1) T3y IJrmz7) L&, FhEFhn
D THEEE] ICEDD VD RS —ERYIT DT LV 5,

“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.

TORTL] ElE, T—ER=R, —N— Xy +T—H, O—FKNZ2H—, Web T4 R/XYF ¥,
TFUREED, 1 DULOHEICEET 2HEKRENLEIVR—RV LT, 2RELTHIBEEZERT
2EHICFERAENZIDOENS, EEBTHEASINDIIVKR—RY FOBEAEDHEDEFAERN, 1 2D
TYRTL] IZHET S, [DRFLOTRAME] (E. BELALTHAESKS, THEC Y—ER] DFE.
B ITORTFLIIE, TEXZE] ITHD DRTFLEY 7Yy TR O TBEBES] JITRrSh, [Private
Cloud Editon ¥—ERX] RN TEX H—EX] OBE. F [PRXATLI . ThEho THZEEHE O
[Y—ERREHRALA K1 RU TH—EXRFAICET2ARGHI ITEODVRATLBEZS TTHES
nh3, TH—nN—7OESa=o45 ) 220 TIK. 20 SLA TEREND TR TFL4A] &, BEXE] IS
EHLN TH—R—] 25,

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
TER#LSHU 1E. TA1 AOE7 H. 1 B 24 BETEHAIEN S,

SYSTEM AVAILABILITY

AT LOF A

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.

(939 FY—ERDVATLAAREY—EXLAJL)] (TSASLA] ) TR, TavEa—T+ JRE)
(BRUY TH—nN—=TnES3=0T ) 060 H—nN—1 ) [SERENS TR TLTRAKE] 2EHTL
5. SASLA (X, BEIZ TR T L) A3IEESARICERSI S,

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 [F., BEEANEZEN CERAEHFEEZ - THAEHFENRY I b7 ISEERSAGZNLD
L5, L. TEXE] ITHBEORTHEEDHHIEEIE. TORY TIEAL,

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

& TOZRTLIICEATS IYATLOTAL] X, UTOEBYEFHESLS,

Total Minutes in the Month — Downtime
Total Minutes in the Month

System Availability Percentage = ( ) * 100

ARBLIH -7 84 L
RARES %

91%A®Hﬁﬁ®ﬂér( )*wo

Service Level Service Credit?
P —E R LYV PF—ERIZ LTy k2
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PRD: 99.5%" System Availability

PRD : 99.5%' ® L AT LOA At
NON-PRD: 95.0% System Availability
JEPRD : 95.0% DL R TLORAM

Server Provisioning: 99.5% System
Availability

Y—N—TOEY3=>5 :995% DR
T LA

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

THECHJR% ') F 3> . [Private Cloud Editon 4—E X1 RU T
EXHY—EX] :3

2% of Monthly Service Fees for each 1% below the SA SLA
SASLA #TFE -7z 1% CLICABEY—EXHED 2%
HEC Cloud Start and HEC BYOL:*

HEC Cloud Start % U* HEC BYOL : 4

2% of Monthly Service Fees for

each 0.1% below the SA SLA

SASLA ZTE>70.1% Z&IC

RBEY—EXHED 2%

Server Provisioning (laaS Basic):
Y—N\—TAEY3=>% (laaS Basic) :
€1,500 per Month in aggregate for any and all instances below the SA SLA

SASLAZTE2E=FARTDA Y REVRIZDE, BET1HAHEY
1,500 1—0O

199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and

identified in the Order Form.

TEEMNEAL., BEXE] ITHREINTWSI5EIE, PRD (295 99.7% @ T XTLORAM] XX
99.9% M TLRTFLDOAAM] NERAINS,

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.
STRESFICEDS Y—ERI LDy b ODRERESEEEHLET S,
3Also applies to SI4HANA CPO and S/4HANA CPE

3S/4HANA CPO R Uf S/4HANA CPE [CHERA SN 5,

4HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC

Production.

4HEC Cloud Start [£IBFs HEC Project, HEC BYOL [&|B#} HEC Production,

BAEIY |
54 L

Excluded Total Minutes in the Month attributable to:
Downtime TARBS M) FERISRET 2
Scheduled Downtime

i. -CRC Ly I (VN

ii. Agreed Downtime

i. BEIIUVEA L

iii. Emergency Downtime

iii. BEIIVIA L

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 had been exercised (see
examples below this table)

iv. HISOEENLDOA TV ELTHEBLAGN S -TRIOEREL L, SAP DEENXEIR
FHEVWERICSERT 257084 L (ROTICHL61E2SHR)
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V. Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a PRD
system

V. TIANF—/IN—OPRD PRATLDEEDI=HIZEPRD VRTLEFALELZLICERT S
JEPRD SRTLD [FH 05414

Scheduled Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.
Downtime MEXE] XiE THREH) CRHEINL. HEICAEINBRCEESAS.
E#TY
24 L
The following examples include but are not limited to what is beyond SAP’s reasonable control:

SAP DEBMLBXEZEASELDELTIE, ROESGHINHSH (FEZLINIZRLELY) o

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
BEICES. TXZH ITEOLIBEEOEE ( [EREHFEMRY I V7] ITHT 5RFOIX.
BITORTFHARD ERAEHFESRY I b7 RGIXE TR TL3vYITb9227]1 O
N=2aVELLEFV)—XDOERLE) OFET

b) Downtime caused by Customer
BEICERT S5V A
c) Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed
Software

[MEREHERNRY I bV IT7] OEZFBRERICEYRESN-EHISERT 558
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.

BEFICK>TIRHEINDS EAEFENEYIFIIT] ORERV/IXIE MEREFERNEY I LD
T1. THITR9YTLa oy Iboz7] HELKE IAVEa—FaAU7BE] GELLE TY—n—7
AES3I=Vy] OO0 TH—i—] ) OBERICEDNRIIAAEIBEICERT S, avEa—
TAUIBE ELLEZFO—E8 (XF TH—nN—TRECI=2T | OEHD TH—/"—]1 ) ORI
Vxw hEYY (TRBEH IZEDC SAP DEETHIEAZERC)

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.
DELGETORKREEDN SAP TIEAEWL, 2—Y—T—20ETHE AT4T7N\vI 79 THEDT—4
R—ZXT—42 DER)

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
N7y TREAVEL—T 4 VIREDOA VT FMEERM
(not applicable to Server Provisioning)

(—Nn—7OoEC a5 EERMN)
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Description

B

Computer
Environment
segment to which
Service Level applies
P—E2 L~ B
BRHEND =2
Va—7F ¢ VTR

Service Levels
P—EX L

DT AV 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—AR—=ZD/INv Y SAP R GIEREICE D, BROINLNAY I Ty ITRUYAY
7 v THERUVREH T7ANDNY YTy S, 30 BEDOREFLAM. PRD D
el Ny 9Ty Tk RBELGDT 22 —XITHAICE

BEhd,
NON-PRD Weekly full backup and log file backup per SAP product
3E PRD standard. 14 days retention time. Backup of the NON-PRD

will be replicated to an alternate data center or location.
SAP ®GIREICE I BROITILNAY I Ty TRUEDYT
T7ANDNYI Ty T, 14 BEOREFLM. JEPRD O
Ny T7y T RELELGBT—2EU 2 —RIFHHICE
Er Y (S

Long Term Backup*
RNV Ty T

PRD and/or NON-PRD

PRD B U/XIEIE -
PRD

Monthly full back up — 6 months retention time
BROIINY Y TvT-6hREOERELAM.
Monthly full back up — 1 year retention time
AROIINY YTy T -1 EHORELM,
Quarterly full back up — 1 year retention time
MEHTED TNV T v T -1 FRORFHM,
Yearly full back up — up to 5 years retention time

ERDINNY YTy T - &K 5 ERORFLHAM,

Backup Frequency and
retention period for File
systems

T7 ANV AT LD
Ry 7T THE R
PRAFHIA,

PRD Monthly full backup and daily incremental. Two months

PRD retention time. Backup of the PRD will be replicated to an
alternate data center or location.
AWRDTINNy 7T o7 ROHRDEG N 7T T2
71 ORI PRD Dy 77w 7iE, R L D7 —
Zt o= IGEpncER I D,

NON-PRD Monthly full backup and daily incremental. Two months

FE PRD retention time. Backup of the NON-PRD will be replicated to

an alternate data center or location.
ARDIZNANy 7T 7 ROHRDES NNy T T 72
71 A BORFHAMIZE PRD Oy 2 7w 7%, LD
T A —XIFGITICER IS,

Incident Priority Very
High

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

Moo Ty bEE]
ICETS T1oo7y
I 2 B

AT U FOEBEIE
B REBE

20 3 (7X24) RU 4 BRELAIC PRD IZB3 2 EREHIBR
DF7IavIsy

Incident Priority High

ATy FDEEIE
i : 8%

2 hours (7x24) for PRD

PRD IZDUL\TIE 2 5 (7X24)

4 hours [Local Time on Business Days] for NON-PRD
JE PRD [2DUL\TIE 4 BfE [E% B O R AFHE]

Incident Priority
Medium

12TV FDOESIE
ff:

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

PRD R UJE PRD IZDULNT 4 B [ B DI HhEERE]

Incident Priority Low
12Ty FDOESIE

1 Business Day for PRD and NON-PRD
PRD X U3EPRD IZDW\T 1 E%H

i 1§

*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.

*IOAT I —ERN TEXE| TERASATWAEEICERSINS, TRENYI TV T ORE
HME, SO TH—EXLRLEH) ITEHLREFLHAM. RIFBED (V59 FY—EX] O TR YT
avHEOSI VT ONREICKRT LEREATRT I %,

Incident Priorities

AT U NOBEE

3.1.

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):

UTOBEIBENTRTO 40T b ITERAESNS WO SBEIBMIEENMEET 5. £L-TREOD
HECESOWTEEMWLLHEOL & SAP ITE YBRENMTHONEEELNH D, )

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:
REX : MESNAUOTY MFERICEZT, BEOEDHRRTOLAREFHZMLE DR TO
TRICEET S IT TOLRITKXEERLTEY ., BROEESETTELRWMEERE, T4 02TV M)
DEBEIEMIE TREE] IZH8ESND, CNE—RMIC, UTOLSGTREVREE LD,

. A PRD system is completely down.
PRD Y X T LHMNERIZELEL TS,

. The imminent go-live or upgrade is jeopardized.
LS TeA—=T A4 7T XIT v 77 b — FRatEiRIEICH 5,

. The core business processes of Customer are seriously affected.
BPENOIERESKRR IO EANRAULGEEEZT TS,

o A workaround is not available.
[EBESR A3 720,

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

FEANEXRLGEXEZL 0T HAREELAHE-O. AT U R ZELICRELATAIEGES

AN
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4.1.

4.2.

4.2.1.

4.3.

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.
WEOETR AT 0w ANERREEZZTL5E1F. 147 b OBERIERLIT ML) (ChEE
N, BEREREZFETTERY, Zhid, EBICSER (2 Ea—7 ¢ V7 REE] WOBREOREER
ERRDER L 2D, 20 T4 o7 v b id, REAMME T T RENRABEORE 70 —&2E L
CRELZELBENRH D720, FIRERIR Y NS HLERH 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.
F @R OETRAT o ANEELZITHLEEIE. ATy b OBEIRMIE TH) ICaBEEShD,
OB, Tarta—7 1 U 7RE] NOBROBEIECEERRBRK &85, @HEO¥EE 7 %
7 a VISR EZTALEAE. A ye—VOBRIEMIE T iSRS,

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.

K @EOEYR ATt 2T THMBEOREN, 1T AERND, B ARWESIX. A>T OB
EEIT MR ICoBEESND, OB, BRICIIRETH D, HEHBEENEFICEN a2 —
T4 v TEREE ] NOBSREDORBIEBISCEMER R NRIR & 725,

SERVICE LEVEL REPORTING

H$—ERALRALDOLR—F

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

SAP [E. S SLA IZE®HSH TH—ERLAL] EiREL. AREFLKR— FTEFICHETIL0ET S,

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.

BEE. H—EXRI LTy b ICETSBRETIHEEE. ARO TORXTFLARAYE] LR— OZM8EE
1 ARLAIZ, SAP IZHR—bF7 vy bERETHI LK Y. SAPISEH LA FNITRS AL,

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.

TR ISEDHSD TH—EALANL] D1 DORFEBASER SNGH>1=5E. BEIE. SAPOTHIY
FYR—Tv—ITEHML. SAP IS YIRBMENAREH LAR—FIEINWT MP—EXLAR)L] DA RY
DA EDINT DL IERTEHIENTES,

SAP will then promptly

a) determine the root cause or possible root cause of the failure (if known) to meet the Service Level,
and
b) 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).

ZDIHE SAP (F, EPMIZT  (

a) MP—EXLANL] ZERT H~L. BEOREARARFIEZ oNABRERE (90 55HE) &
FIEF L.
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b) BEABTHEINDIEEZERVT, BEDHOT7TILa VIS UEREL, HBTIVEBEEIC
RELTE@EICLDEBERD (WM BHEBIF. THITBRITEELTREAELELY) | BEOEM@EIZELD
AENHNE. SEUNGHERNIC (BBEINLATZD2—LITR->T) BRI VEETTHINET S,

4.4, If applicable, SAP will provide the specific Service Credit as described in Section 5 below.
2T HIBA. SAP (L, TRESFICKEH TS, HED [Y—EXI LDy b 2RET 5,

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.

(SAP 2L Y BEMICRESNT) BERRASMICEY., EET S [Y—EALANL] OFERISBEEFICE
B EMNREN., LEN>T IBRATI V84 L) ELTHRDOASES, SAP X, TH—ERLAL]
[CERLTWAZEISRELT, %ETH [T—ERILPy b eXIS5BLDEBEEREIND. BE
AEFRESFICEARLGVGEEE. MAFEENEEREASTOBREETS.

5. SERVICE LEVEL FAILURES
Y—ERLARNDOFER
5.1. Service Credits

5.1.1. 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:

a) 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,

b) 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).
H—EXY LTy bk
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Y—ERALANI] ZERTELEM > EITT S PRD, PRD RU TH—nN—TJOED3=v5 ] 125
T35 H—EXILIy ] OBEFELTEHESNS, WHLEDIKETIZEVLWTHE, TH—EXILPvY k]
ARSI,
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5.1.2. 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.

BEE., BREICLYELLATVWSEEERE., H—EXI LDy b A BARREh TH—EXLAR
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5.1.3.  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.

BEN TY—ERILIy b OEMNESZONEZENER (EFA—ILELTE) T SAPICK YRR
=BE&. SAP L. BEOILIDY bE TS5 RY—ER] ICET2FKROFEREICERT HH. TREZH)
[CEDVWTHIDONERETFERODEBEREN L VNHEEE, REZTILDET S,

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

SAP IZH LT M9 57 FH—ER] 2EERLAATVWEVERIL. ThENDOZET D SAP /S—hF—
o H—ERI LDy b ZBRLEGITNEGE SR,

5.2. Termination

5.2.1. 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.

FAEBR
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