SAP Business One Cloud
Supplemental Terms and Conditions
SAP Business One Cloud
HE xH

This Supplement is part of an Agreement for SAP Cloud Services between SAP and Customer and applies only to
SAP Business One Cloud (the “Cloud Service”). Any documents referenced in this Supplement are available upon
request.

2 EF =2 SAP 2 1 7F sAp Z2tRE MH|A0| gt Ao LHEZ A SAP Business One Cloud
MH[A(E2IRE MH[A T HEELICH 2 B3 =10 #XE ZE ENE 88 Al MSELICHL

1. DEFINITIONS
20 "o

“Add-Ons and Extensions” means a set of Business One Application-related functionality created by, SAP or
SAP partners for use by multiple customers that have been reviewed by SAP in accordance with SAP's program
guidelines for Cloud Service Add-ons and Extensions.

U QAHM L FEALC A& fES Y YAHMO| Bk SAP Z2 Y X0 T2t SAP O HEE

e
=4 10| AFESt=E 17| ?Iof SAP EE= SAP LFELZ A Business One OfZ2[AH 0|8 &8 7|s

“Business One Application” means the SAP Business One, version for SAP HANA software application.
“Business One Of Z2|#|0]M"2 SAP Business One, SAP HANA 2ZEQ|0 O Z 2|7 0| M8 H™ S o|0|gtL|LCt,

“Business One Company” is a Business One Application object that represents a set of master data,
configuration, reports and transactions that represent a Customer's business unit / legal entity.
This object may also represent an overall purpose or state of that business unit, division or legal entity. For
example, as production, test, training, development or archived company. In the Cloud Service this object is
contained in a HANA database schema and maybe copied and restored to represent one or more of these states
not to exceed the number of Business One Companies licensed by the Customer. Additional Company Databases
may be added via subscription by the Customer as required with the metric “Entities”. Entities are the total number
of legal entities.

“Business One Company”= 1Z2Q| H=L|A El/HOIZ LIEI = OtAH HO|H, #+4, 210, EHIM M E0

Si=st= Business One Of £ 2|7 0| QEMEALICE
Ol REMEE s HI=LA B £A Es Holo| MUty ZXOo|Lt MEf & LIEF-LICE O & 20 29, HAE,
ns, e, ot7tol2 7|o| UFLCH F2HRE MH[AOAM O] RQEMEE HANA OO|EH|O[A AZ|OLOf
|, 0240] 2tO[MIATH Business One 7| =& Z=1SHX| s MO|A O|2{3t HEf 3Lt &= 1 o[4S
LEFHHES SAF 2 MZE = JdSUCHL A2 Zeo mat “Helr HEZez2 SF310 F7t 7|
CIOJE{H|O|A S F=7tet 4= UG LICH Hol2 Holol ZatL|Ct

“Connectivity App(s)” means any integration technology whose primary function is to directly connect disparate
applications to enable the direct communication and/or management of data between such disparate applications
by/through such integration technology.

“Connectivity App"2 &2 7[&0| 23 &= 0| &3 M2 CHE ofZ2|AH0olM 2t X &4l H/E= HOolH
2 t

227t 7HSSH=E MZ CHE i Z2|AH o]0 XT HEStE A2 TR 7IS2E 3t 8¢ 7I&S 2n|gHtt

“SAP Technology Solution” means means SAP NetWeaver Foundation for Third Party Applications, SAP Cloud
Platform (excluding when used solely as a Connectivity App between an SAP Application and ERP) and SAP loT
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2.1.

2.2.

2.21.

222

Application Enablement (including any renamed and/or successor versions of any of the foregoing made generally
available by SAP (if any))

“SAP 7| EEM"2 SAP NetWeaver Foundation for Third Party Applications, SAP Cloud Platform(SAP
OfEz|# 0|1t ERP Zt Connectivity App 22Tt AEE Zd2+= HeE) % SAP loT Application
Enablement(SAP 7} 28t o 2 XStz &t MES 01§ BHEgolL =& HE Zeh(Ue 49)E 2ttt

“Services Description” means the document made available by SAP describing the services provided by SAP as
part of the Cloud Service available at htips://www.sap.com/about/cloud-trust-center/cloud-service-level-

agreements/cloud-services.html?search=business&sort=title_asc. The Services Description may be updated by
SAP from time to time, subject to the relevant provisions in the Agreement.

“MH|A "2 SAP 7t 2EtRE MH|29 o2 XIdh= MH|20 Cish AFE SAP HI 2ME
ojojgLCt. EME=  https//www.sap.com/about/cloud-trust-center/cloud-service-level-agreements/cloud-
services.html?search=business&sort=title_asc O AHA[E[0] RUELICE AMHA LHHZ SAP Of 28 =AIE
HOHOIEE == A2, 07|0= 2 Al 2 =0| HEE LT

“User” means, for purpose of the Cloud Service, individuals authorized under this Agreement to access the Cloud
Service.

“MEXE SR E MH|AeF BHEDBIO 2 Ao Wt S 2R ME[ A0 HMASHES SAY2 YL Tt
FEES
a3

Named User Exception. Users of the SAP Business One Application which interfaces to a separate Customer SAP
ERP installation (‘SAP ERP on-premise’, ‘SAP S/4HANA on premise’ and ‘SAP S/4HANA Cloud’) are not required
to be licensed as SAP Named Users under Customer’s agreement with SAP or an authorized SAP affiliate for such
SAP ERP system.

7| AFXF O QAtE, WHEO| 17 SAP ERP AX|('SAP ERP 2Z 0|2, 'SAP S/4HANA 2= O/A" 3 'SAP
S/AHANA 222 E1Q} OIE I 0| ASH= SAP Business One O ZE|AH 0| AFE X ST SAP ERP A|AHIQ| 2tst
SAP = S Q1 SAP A EAteto| ol M A A 2kof 2t SAP 7| A XIZ 2o|dAE ghg TQ It gi&LCt,

SAP Business One Cloud Starter Package Edition includes the following User types and is subject to the following
conditions:

SAP Business One Cloud Starter Package Edition Of= Ct21t 22 AM8A RE0| ZEEH Chg X0
HEE L

Starter Package User is a User who performs operational related roles supported by the Starter Package Edition.
The Starter Package User does include the rights granted under a Mobile Application User and Indirect Access

User. The Starter Package User does not include the rights granted under a Professional User. Microsoft remote
desktop services are included in the subscription fee.

Starter Package User = Starter Package Edition O] X|@l3t= 2 2% AYS +WSt= ALEXIYLICE Starter
Package User = Mobile Application User 3 Indirect Access User Of 2t S{7tEl HotS Z&HStLICE Starter
Package User &= Professional User Of 2} &{7hEl #ots ZeStA| G&LLL 55 230= Microsoft 4
HA3E MH|ATF Zote|of AEL T

The maximum number of Starter Package Users in this edition is five (5). If Customer requires more than five (5)

Starter Package Users, all Users will need to be Professional or Limited Users under the SAP Business One Cloud
Professional Edition.
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2.23.

2.24.

2.2.5.

2.3.

2.31.

2.3.2.

2.3.3.

2.3.4.

O] O C|M 2| Starter Package User & =|Ci CHAG)F JLICH 1240] CHA(5)HELCH B2 Starter Package User £
Lo 2 Sl= 42, BE ALEXL= SAP Business One Cloud Professional Edition O [I}2 Professional == Limited
User OOF 2tL|C},

The minimum requirements for the Business One Cloud Starter Package Edition is three (3) Starter Package Users.
Business One Cloud Starter Package Edition 2| %|2~ 2 742 Starter Package User M|(3)d & L|Ct.

The Starter Package User cannot be combined with any other User types.

Starter Package User = CIH& AFEX} Rt AgtE += gl&LICL

One (1) Business One Company is included with the SAP Business One Cloud Starter Package Edition. Additional
Business One Companies may be added via subscription by the Customer as required.

SAP Business One Cloud Starter Package Edition 0= StLt(1)2| Business One Company 7t Z & & L|Ch 1242
Lo wat S238H0] 37t Business One Company & F7t8t = &Lt

SAP Business One Cloud Professional Edition includes the following User types and is subject to the following
conditions:

gl

SAP Business One Cloud Professional Edition Ol= Ct21f Z2 Ar2A 90| Zotg|lf CH2 Z=7H0|

HgELch
Professional User is a User who performs operational related roles supported by the Cloud Service. The
Professional User is needed to administer company specific settings in the Business One Company and work with
Production and Material Resource Planning (MRP). The Professional User does include the rights granted under a

Mobile Application, Limited and Indirect Access User. Microsoft remote desktop services are included in the
subscription fee.

Professional User = S22 E MH|AT X[ Q5t= 2F 2 AedE +Ast= AEXYLILE Professional User =
z 2 A2 AE(MRP) ZES 0|83ste O
L QBHL|Ct. Professional User = Mobile Application, Limited % Indirect Access User Of 2t &{7tel #oHS

ZotetLtt. S5 2350= Microsoft 4 HIA3E MH|A7F ZEHE0] JASLIC

[y
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Ot
=
oz I-
[y
s}
>

Business One Company 9| 7|8 MES

Limited User is a User who has access rights to the Cloud Service functionality to support operational processing
and information requirements in a specific role. Each Limited User can be requested as one of these roles: CRM,
Financial or Logistic. The Limited User does include the rights granted under the Mobile Application and Indirect
Access User. Microsoft remote desktop services are included in the subscription fee.

Limited User = £ 92 2¢ 7 A YE A S X[-Ste 22RE MH|A 7|50 dM2E = A=
Aot JHE AFERFRILICE ZF Limited User & CRM, Financial, Logistic & otLto| d&2 QFE £ UEL|CH
Limited User £ Mobile Application User % Indirect Access User Of M2} &{7tEl HeHS

250= Microsoft A4 HAAF ME|ATF ZetE[Of JUSLICH

Mobile Application User is a User who has access rights to the ‘SAP Business One Sales’ or ‘SAP Business One

Service’ mobile application only. It can access SAP partners and customers’ Add-Ons and Extensions. Microsoft
remote desktop services are not included in the subscription fee.

Mobile Application User £ ‘SAP Business One Sales'Lt ‘SAP Business One Service' 2HI! OfE 2|7 0|M0j 2t
M AT = Ues HstS 7T AFEXHQLICE O|E2 SAP LIEL] G nZHo| oj=21f AHMO| HhgAT 5

UELILE Microsoft &4 HAAE MH[AE S5 280 X k|0 UAX| BEELCH

Indirect Access User is a User authorized to access SAP Business One via its application programming interfaces
only. It cannot access any of the user interfaces (desktop and mobile) developed by SAP. Microsoft remote desktop
services are included in the subscription fee.
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2.3.5.

2.3.6.

2.3.7.

3.1

Indirect Access User = 32t OfZ2|AH oM Z=2Igfd QIEHO|AE ES|ATt SAP Business One Of
HMNASIEE SOI=l AEXIULICEH SAP 7F ISt AFEXF QIHLO|AHAIE W 2HI) s HHAZ
AELICL S5 220 = Microsoft ¥Z HAIE MH|ATE Z3HE|0] YUELICE

SAP Business One Indirect Access by non-employees is an Instance authorized to access SAP Business One via
its application programming interfaces only. It cannot access any of the user interfaces developed by SAP (except
the login and password screen). It cannot be used by employees and contingent workers (including statement of
work-based consultants, independent contractors; freelancers, other outsourced and non-permanent workers who
are hired on a per-project basis). Instances are unique connections to a single specified application or technology
type. The SAP Application(s) and their required instances can be used without additional license fee. For the
purpose of this Section, “SAP Application(s)” means all SAP software (including third-party software licensed by
SAP) licensed under a license agreement with an SAP entity/authorized partner and/or SAP cloud services for
which Customer has a valid subscription, excluding SAP Technology Solutions and all database Packages.
Microsoft remote desktop services are not included in the subscription fee.

AELCHRIQI/HI LS ot Q). Zpat YAIR ZEXHEGXIAIM 7|8t HEHE, S8 A 2K, Z2|2HA
DE2HMEYUE 18E J|E oF TRA L HIAZ DEX T 0 AAHAS ASE 4 YELICL ABA
HY =Y ofE2AH0lE = TlE /Y0 Ot 1Rt AZYULICH SAP OfE2|AH0|d 1 - E AABAE FTt
2tO|MA 25 Q0] AFRY = JUFLICL 2 =2 FX Y, "SAP 0 Z 2|7 0] SAP & el/ Z
2tO|MIA A<kof et 2to| ARl ZE SAP AZEQO{(SAP 7t 2to|MIASH K| 3 X} &
10| Fast S5 ER0tL A= SAP 2EHRE AMH[AE 2|0|5HH, SAP 7|& &R0 2= HIO|HH|O]
7| X| = M2l ULt Microsoft @4 HA3E MHA=E S5 250 ZeE0 AX| LI

The minimum requirements for the Business One Cloud Professional Edition is three (3) Professional Users.

Business One Cloud Professional Edition 2| |2 2712 Professional User All(3)d & L|LC.

Two (2) Business One Companies are included with the SAP Business One Cloud Professional Edition. Additional
Business One Companies may be added via subscription by the Customer as required.

rlo

SAP Business One Cloud Professional Edition 0= %(2)7#2| Business One Company 7t ZgHELCh 024
Lo wat SE38H0] 37t Business One Company & F7tgt = &Lt

CLOUD SERVICE SCOPE

22 E MH|A He

The Cloud Service includes the following core SAP Business One modules

28R E AMH|A0|= C22| 3 4A SAP Business One 2&0| ZaHEL|C}

e  Administration e Financials e Opportunities

o 2E| o« XE o 7|3

e Sales—-A/R e  Purchasing — A/P e Business Partner
o IOH - AR o TOI-AMP o HI=L|A TEL
e Banking e Inventory e Resources

e =8 e XN o X2

e  Production e MRP e Service

« =29 e MRP o MHZ
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3.2.

3.3.

e Human Resources e  Project Management

o OlA} THE .

[El

ZNE

el

2|

The Cloud Service includes a runtime version of SAP Crystal Versions for SAP Business One. SAP provides
preconfigured SAP Crystal Reports as a part of the Cloud Service. Such SAP provided reports are available to all
Users without additional subscription fee.

5t

222 E MH|AO|E SAP Business One € H{H SAP Crystal 9| ZEFR! H{HMO| ZEBHEIL|CE S
MH|AQ Ystoz AFE P El SAP Crystal Report 2 MI3TILICL SAP 7} H3dt= O[2{3t 21
23 20| ZE AEXIIL AFEE £ ASLCH

=ct

=7t

=3

ojn o
Jhu

rir r|r

The Cloud Service can only be used with the localizations supported by the Cloud Service. The Cloud Service will
be issued 'per localization'.

ZERE MHAs Z2RE MH|ATF X|Ste dX|gt HHE 2T A8Y = USFLUCL S2RE MH A&
SX| 0| ey SEE L Ch
IMPLEMENTATION SERVICES.

FH A&

The Customer is responsible for the initial set-up, configuration and any integration of the Cloud Service. Some set-
up and/or configuration effort is required to use the Cloud Service and is not included with a subscription to the
Cloud Service. The Customer may contract with the authorized SAP partner from whom the Customer has
purchased the SAP Cloud subscription.

IHe FERC MH|AO| X
2 7| EXl/78 Hgol E
Z2tRE MHA SE2 FO0iS 3¢l SA
SUPPORT SERVICES

x| g AMHA

SAP provides support services for the Cloud Service in accordance with Attachment 1 to this Supplement. SAP
operates a shared support model for the Cloud Service in which certain services will be provided by the authorized
SAP partner from whom Customer has purchased the Cloud Service subscription.

SAP= 2 BEE =7 HE 10| met 2 22 MH|20] Cist X[ MH|AE HISELCH SAP = 22H*E
MHIAE 9IS S+ AJ ZE2S 2o, o[of M2t £ MH[AE 1Z40| F2HRE MH|A SES Foiet ¢

=
SAP LtE L 0f| 2|3} K|S & LICt.
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2.1.

Attachment 1
To
SAP Business One Cloud
Supplemental Terms and Conditions

Support Services for SAP Business One Cloud

SAP Business One Cloud
HEXHA

off cHgt

B

SAP Business One Cloud 0f CHst X| & A{H|A

This Attachment 1 (Support Services for SAP Business One Cloud ) describes the Support Services provided by
SAP to the Customer for the Cloud Service. All capitalized terms not defined in this Attachment shall have the
meaning ascribed in the Agreement. SAP may modify the scope of the Support Services from time to time at its
own discretion in accordance with the terms of Agreement.

2 HE 1(SAP Business One Cloud O CH3F X[ MH|A)E ZS2HRE MH|A0 CHEH SAP 7 DO A MSSt=
X Mu|AE AETILCH 2 HE0A HolE|X| %2 EAZ AZEE ZE 80 2 ALA siE 010

FOE 2n|E ZHHLICE SAP £ 2 Aol =d0f et XA MHF2= XY MH|A9| HRE A2 BHEY 5
AE L

DEFINITIONS:

80 E2

“Incident” means a fault, an error or a malfunction of the Cloud Service.

"EME"2 2ERE MH|20| 2", 2F E= YOS Q0 LC

“Initial Reaction Time” means the defined time between acknowledgement of entry of an Incident and the

provision of a qualified response to the Customer. At priority "very high", the time is measured in real time. At all

other priorities, the time is measured in business hours between 9am and 6pm local time.

“EHE g M2 2HEE YRS = 20 I71I HHED 32 M3 Wrx|el Fel& Alztg oo ot £
9l "0 2 =S (Very High)"O| M, A|Zt2 HA|Zte 2 ZFEELILH LHE 25 2 =20 M=, dXAZ 2F

9Al-9% 6 Al2| @2 AIZH I EO2 AlZto] ARELIC

—_

“Maximum Processing Time” means defined time acknowledgement of an Incident and provision of a solution or
a workaround to Customer.

“E|O ME| AZ2 2RMEE QX £ DAA HEH E= AP S HSY WKl o E AlZHYLCt
“Support Services” means the services outlined in this Attachment 1.

“KI MU|2"= 2 HE 10| MAIE MEAE oojgtL T,

SAP SUPPORT SERVICES RESPONSIBILITIES.

SAP X|@ MH|A 2]

SAP will not provide Support Services under the following circumstances:
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21.1. any problem that arises because the Cloud Service was altered without SAP consent or that arises from the use of
the Cloud Service in breach of the Agreement.

SR E MH|AT7FSAP 2 F2| glo| BF |0 2dsh= A e 2 A% fIHIEE 2P MEA MHE2=

2.1.2. any problem that arises in connection with the use of the Cloud Service that was not distributed by SAP as part of
the Cloud Service, even if such products are delivered together with the Cloud Service.

SAP 7} 22t E MH[AC| YREAM HIZSIX| 2 F2HPE MHAEERE MH|22 &4 MSE ME 28
AHEap 2G2St A

2.1.3. that results from inappropriate configuration, unsatisfactory Customer training, lack of or incorrect business design
or incorrect operation.

SEHES LY, YSAYK| R DY 0, SEEL LY B ZLA U, RS 2Po A%t 2
2.2. The following activities for the Cloud Service are part of the of the shared support model between SAP and the

authorized SAP partner from whom Customer has purchased the Cloud Service subscription:

SURE MHAE 2ot O 282 10| SE2RE MH[A S5 F0O0it 30 SAP ItELHQt SAP 2t 3/
@ ZHo| deAL|Ct,

Activities SAP Partner
s e

Infrastructure and Server Management

olma 9l M Tl

Server Management (all servers) up to and including the OS X

0S & Z=&sh MY HE[(ZE AMH)

Server OS and Network Infrastructure Patch Management X

Mb 0Ss ¥ HEQA o=z} ojX| 22|

Network Management X

HER3 &2

Initial Landscape configuration X

A% B 7

Initial Installation and configuration of the landscape with associated components X

HEHE Ax X L 7Y

Initial and ongoing Server configuration and management X

x|Z U RSH M 1Y L B

—

Backup Services X

SOt AH| A
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Activities SAP Partner

et

= oy

Monitoring

2LEY

Infrastructure Monitoring (Memory, CPU, disk) X
olzet RLIE (M 22|, CPU, L[A3)

Capacity Monitoring X

8% 2UEY

Security
HOot

Network Infrastructure Security (i.e.: Firewall, IDS/IPS) X
HIERA =2t 2HOf: &2, IDS/IPS)

Server OS Security Patching X
M| OS &0t IfX|

Access Security X X

OH M| A EOF

DDoS Monitoring X
DDoS ZL|H &

Security Software: Anti-Virus X
2ot AZEQ|O: HHO|2{A K}

Application security vulnerability and penetration testing and application security X
auditing

OfE2/AH 0| Hot F oy 8l HE HAE, ofS2AH 01 2ok ZA

—_——

Secure custom application development X

orHeh ALEAL 2| O Z2|AH 0| M Bz

Security incident management related to hosting environment X

SAE A BAUE 2o 2N Bel

[

Security incident management related to non-SAP application code (initial alerting) X

EtAF O E2|AH 0| ZEQf 2B E HOF ZHF 22|(=7] 1)

Security incident management related to non-SAP application code (mitigation / X
remediation)

EtAF O E2|A0]M TEQt A E 2ot Z2HT 2a|(@tal/+73)

Database Management

GO E{Ho] & =&

Database installation and configuration X
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Activities

et

=
=3

SAP Partner

oEl

HlOEH|o| &~ &X| & 79

Patching of the database
G| O E{ K| O] & mH X|

Database backup and restore

HiO[E{H| O] & W] B S

= =

i

Database monitoring

GO|E{H| O] & R LIE &

End User Lifecycle Management

X F MEX +BF7| e

Provisioning of new End User tenants

MZ2 HE ALFEAL HIHE Z2H[Nd

Creation and control of End User user access

£|5 AFSAH ANIA M MY L B

— [

Deployment of extensions to the landscape and to End User tenants

28 8 X[F ALEA HIHEO Cheh o AHIE B

Upgrade of End User tenants to later SAP Business One patches

Z| 4l SAP Business One I{X| 2 X|Z AFEX} HHE ¢g0|=

User Acceptance Testing

AFERF el HIAE

SAP Business One Cloud Landscape upgrades

SAP Business One Cloud 24 ¢lago|lE

Support & Incident Management

XN W ENH e

First line support. Support Level 1
14 X2 X2 1 EA

Create new incident based on automated alerts or support request by phone or email

from End User
s B0 Es MolLh Ol Y-S St 2T AFEA XY 22 HIECE MER

—

=HE 44

Capture incident details

=HE MFEUE TN

Categorize incident
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4.1.

4.2.

Activities SAP Partner
= otELY
SHH 25

Prioritize incident X
EHE 2z 20

Investigate and diagnose incident reporting by End User X

S AEXIL ENS MY 24 R TE

Assign incident to appropriate support group within SAP for resolution X

SHZ S 2lsh SAP Ll MEDH X|JE 2HF 8

SHARED SUPPORT MODEL
CLRE L

Under the shared support model for the Cloud Service, together with the authorized SAP partner from whom
Customer has purchased the Cloud Service subscription, SAP provides Support Services. In this model, the
authorized SAP partner acts as primary support contact to the Customer for the Cloud Service. This means that the
authorized SAP partner will receive all inquiries and Incidents from Customer and will provide primary support for
any Incident raised by the Customer for the Cloud Service on behalf of SAP per its Customer contract.

2oL MHIAE 2T S/ A 220 D2), SAP E o] FERE MHA SES FOict S SAP
THEQL 4 X MHIAE MSUCH O RE0A, 2 SAP THEH= S2HRE AMH[Aep 225l0] 1240
Ciet =2 X[ AN &S gL Ch ol 52 SAP Jle'-Vf AZ4apol A okof el SAP & CHAISHY 2= 0

H
1 =1
zZolet EXEE HaotH 22 ME|A00 2ol D40 H7|sts ZE SHEO gt 1 Xt X @S MSetths

[

Customer will designate two (2) primary users that will raise and respond to support Incidents. Customers shall
provide to SAP and the authorized SAP partner contact details (e-mail address and telephone number) by means of
which the Customer contact or the authorized representative of such Customer contact can be contacted.

a2 X 2HEE Moot oo e FR AEA FQ)ES ANEYLICH U242 02 A= HYA Ee O
SQIE e[t ANEX g + A= +EHOIHY F2 8 TetHD)0f et dM YEES SAP e S SAP
THEH O A M S3HOoF LCt.

To receive support services hereunder, customers shall reasonably cooperate with the authorized SAP partner and
SAP to resolve support Incidents, and shall have adequate technical expertise and knowledge of their configuration
of the Cloud Service to provide relevant information to enable the authorized SAP partner and SAP to reproduce,
troubleshoot and resolve the experienced error such as, by way of an example, instance name, username, form
name and screenshot.

2 20 M XY MHAS HBY| e, 142 A BHYS 42 SHOZ B AP TEL U SAP 9
Gelsos wasor 53, AP TIEH U Sap 7 WAE ORE WE, XA, 42U 4 USE B YL
IABA O[F, ALBR: 0I5, &4 0|5 2 23BHE MBI 9o F2ALE AH|22l THO| izt SEE
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5.1.

5.2.

INCIDENT HANDLING

ZHE Hel

After receipt of the Incident, the following will be performed:

ZHEO| ¢ =2, thg 230 s EU L

Check if Incident report from Customer is complete and if necessary, obtain missing data and information from
Customer.
70| SXIF B10j W 20| gEX| 2O, Wat 29 NHORLE SE HoE X Y e

Prepare a comprehensive description of the problem which is the basis of the Incident, which shall include all
steps that led to occurrence of the Incident, full syntax of the problem message and surrounding system
variables or factors.

=HEe 7|gto] == X0 et Y 2% Mg, 070 E2ME 242z o|0T RE A, 2
HIAIXIS] TH T2 X 8 A|LH B = 2010 ZELC.

Search for available SAP Notes and assign them to the Incident if relevant.
0|8 7152 SAP =EE MY 3|Tdt= 42 =HE &¢
Search for errors using the data provided by Customer.

1Z40| S CIOIHE AFESHH 2F A

Reproduce and isolate the Incident in the Customer’s Business One Company or their own test environment
with similar releases.

1Z49| Business One Company EE= FAF 22[A XA HIAE 2H40|M 28 F e R He|
Analyze if the Incident can be attributed to a defect of the Cloud Service.

ZHEO0| 2R E MH|A A0 7|ASt=X] 24

Propose appropriate workaround if the Incident cannot be attributed to a defect of the Cloud Service.
ZHEO0| 2R E MH|A ZL0| 7|SHA| = B, HAETH A M Ko

Submit the Incident to SAP if the Incident can be attributed to a defect of the Cloud Service and if no SAP Note
is available to solve the Incident.

=HTo| S2AHRE MH[A ZTo| 7[25tH 2XHE siZ0] 0|8 7Is%t SAP ETt Q= B2
SAP 2 M=

HMEs

MO

I

Incident prioritization:

Ho

H eMag 2ol
Priority Definition Response Level
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problem has very serious consequences for
normal business transactions and urgent work
cannot be performed. This is generally caused by
the following circumstances:
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Absolute loss of the Cloud Service
S22t2C Mu| 20| eFish &4

—

e Malfunctions of central SAP system
functions in the production system of the
Customer

1% 2 AAHO| HA SAP AIAY Tl
Zof

e Delays to the planned production startup or
upgrade within the next 3 workdays.

CHe 322 olUE o FHE 29 A EE
Y0l X
e The problem message requires immediate

processing because the malfunction may
cause serious losses.

MOj2 QIof 2 £M0| wM 4 Yoos
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Priority Definition Response Level

TR "o g +&

Very High A problem message or Support Case is Targeted Initial Reaction Time:
o =2 categorized with the priority "very high" if the A% O)S A2t 28

60 minutes (real time)

60 (HA[Zh

Targeted Maximum Processing Time:
ZCH M2| A2t SH:

8 hours (real time)

8 Al ZHEAIZh
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Priority Definition Response Level
TR "o g +&
High A problem message or Support Case is Targeted Initial Reaction Time:
=0 catggorlzed with the priority hlgh if normal A% O)S A7t 2E.
business transactions are seriously affected and
necessary tasks cannot be performed. This is 4 business hours
caused by incorrect or inoperable functions in the 4 2BA|Z
SAP system necessary in the actual situation. T d Maxi P ing Time:
The problem message requires immediate argeted Maximum Processing Time:
processing because the malfunction can seriously | %|C{ X{2| A|Zt 2 E:
disrupt the entire productive business flow. 2 business days
AR HRU A EWMMO| M PBE | , Saq
T =2
WD LR UDE U & giS 42, 2
HAIX] EE= X2 AL 7} @829
"E2(High'2 2 FELILE Ol A Jo
QB SAP Al2E L 750] RESS}LE A
=7t5% Z200 YL oz s 23
S HZ=LA S & 7L YW E &e
Ae Bz oot 2 HAIX|= FA| Xe2|s0F
gt
Medium A problem message or Support Case is Targeted Initial Reaction Time:
=7} catggorlzed with the priority "medium" if normal A% O)S A7t 28
business transactions are affected. The problem
is caused by incorrect or inoperable functions in 8 business hours
the SAP system 8 A7t
HYXQ H =LA EMMMO S22 = 89, Targeted Maximum Processing Time:
M HAIX] E= X3 A7t =2 AT Ha| A2t 2H:
"SHMedium)'C 2 Z2EL|CL O3t 2X&= 4 business days
SAP Al L 7]50] St Lt H 4224
27t 40 Lt
Low A problem message or Support Case is Targeted Initial Reaction Time:
e categorized with the priority "low" if the Problem A% OIS A7t 28
causes few or no effects on normal business
transactions. The problem is caused by incorrect | 16 business hours
or inoperable functions in the SAP system that 16 22 A|ZH
are not required daily, or which are rarely used. ) ) )
Targeted Maximum Processing Time:
SXN7F HAXOI HAL|A EBRMO| Ho| =
{17 S&H 2l H =L M0 Ao A0 M2 A|ZH 25
M3 gske =X| = Ao BF| HA|X| E= .
I_:|OOE_|_ |Lol_ OT'Lﬂ D'” | | 8busmessdays
K& A7 =% "HS(low)'2 2 Qoo
8o+ =
ERELC 0l2(3 2XE Y4HOZ LA
UL ESA AL E|= SAP A|AH LYf 7|50
REESAL LY 2750t Z20| 2L
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