1.1.

1.2

1.3.

1.4.

1.4.1.

1.4.2.

SERVICE LEVEL AGREEMENT FOR PRIVATE CLOUD EDITION SERVICES AND TAILORED OPTION
SERVICES

Private Cloud Edition MH|A 3 SE™ 4 AMH| 20 2ot MH| A =F A<

This Service Level Agreement for RISE with SAP S/4HANA Cloud, private edition (formerly, SAP S/4HANA,
private cloud edition); SAP ERP, private cloud edition (collectively, “Private Cloud Edition Services”); RISE
with SAP S/4HANA Cloud, private edition, tailored option; and SAP ERP, private cloud edition, tailored option
(collectively, “Tailored Option Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for
Private Cloud Edition Services, Tailored Option Services, and Server Provisioning to which Customer has
subscribed in an Order Form with SAP.

RISE with SAP S/4HANA Cloud, private edition(7 SAP S/4HANA, private cloud edition), SAP ERP, private
cloud edition(53& 50 “Private Cloud Edition AMH|2A"1t RISE with SAP S/4HANA Cloud, private edition,

tailored option X SAP ERP, private cloud edition, tailored option(Zd35t0] "H&EH M M| A =22 -
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DEFINITIONS
g0f Ho|
Capitalized terms used in this document but not defined herein are defined in the Agreement.
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“‘Agreed Downtime” means any downtime requested by SAP or Customer and mutually agreed by the
parties.
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“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.
'BRYS WEMO| FAE DA e dAA AX|oM EHEE SHLS Mot FRYRE
=YX & ofO|ghLC).
“Computing Environment” means the 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.

7 DA 2ERE MHIAE HMSSH7| floh HEISHO] AFSt= COJE HEH AlE
A1H1, MIE%% gH |, ZHA X OO MY HAHLIEES 2ADISHH ZFMOIAM olE Hiet 20| 23
("PRD") It Hl 2¥ {2z MEE[= 7|Et AR E =g ("Hl PRD")S ZetetL|Ch

i
tl
rio}
oY

“Credit” means the following, subject always to Section 5 of this Service Level Agreement:
"AY A2 ChrES 2f0I5tH, & ME|A =7 Aol K| 5 =7t o HEE LD

for Private Cloud Edition Services and Tailored Option Services, 2% of Monthly Service Fees for each 1%
below the SA SLA; and

Private Cloud Edition MH|AQF StEs M AMH|A: SA SLAO|A 1% Li2{Z Motch |7 MH|A 39| 2%

for Server Provisioning (laaS Basic), €1,500 per Month in aggregate for any and all instances below the SA
SLA.

MH Z2H|XY(laaS Basic): SA SLA & MK X3t 2= Z2E o H7H 1,500 7

SLA for Private Cloud Edition Services and Tailored Option Services (DUAL) koKR.v.3-2023 Page 1 of 9



1.5.

1.6.

1.7.

1.8.

1.9.

1.13.

“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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“Emergency Downtime” means downtime during emergency patch deployment and emergency operating
system upgrades as described in the Supplement.
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“Excluded Downtime” means the Total Minutes in the Month attributable to: Scheduled Downtime; Agreed
Downtime; Emergency Downtime; 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 in Section 2); or downtime of a NON-PRD system caused by using the NON-PRD
for failover/to repair to a PRD system.
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“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.
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“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between when the SAP
Support Level 1 organization is notified of the Customer-reported Incident and the first action is taken by an
SAP support person, familiar with the Customer’s environment, to repair the Incident.
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“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
"X AZH2 EFE MO YAE Dol = MM A X[ A[ZIHE o|ojgtLCt.

“Month” means a calendar month.
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“‘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.
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“Scheduled Downtime” means downtime scheduled at a mutually agreed time, as listed in the Order Form,
or as described in the Supplement.
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1.17.1.

1.17.2.

1.17.3.

“Subscription Software” shall (i) have the meaning set forth in the Supplement for Tailored Option Services,
and (ii) mean Cloud Services Software set forth in the Supplement for Private Cloud Edition Services.

"SR ATEQO'E () UEH SM MHAO AR HE XA FA|E o|0|E JFX|H, (i) Private Cloud
Edition AH|AO| AL E* 70| HA|E S24RE MHA AZEQNE 20|t CH

“System” means one or more interrelated and interdependent components such as databases, servers,
networks, load balancers, web dispatchers, 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
Percentage is measured at the tier level. For Tailored Option 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, each
System is identified by the system tier type as set forth in the Service Description Guide of the Supplement.
For Server Provisioning, System as used herein means Server, as defined in the Order Form.
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“System Availability Percentage” for each System is calculated and defined as follows:
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_ (Total Minutes in the Month — Downtime

Total Minutes in the Month
(£ gz - 26y

e ”)* 100

)*100

“System Availability Service Level”’ or “SA SLA” means the applicable System Availability Percentage
specified below during each Month for the Computing Environment (and Server for Server Provisioning, if
applicable) after System handover to the Customer:
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99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;
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95.0% System Availability Percentage for NON-PRD; and

H| PRD: A|&® 7HE = HIE 95.0%

99.5% System Availability Percentage for Server Provisioning.

MH Z2H[HY: A\ A" 7L = H|E 99.5%

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
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2.1.

2.2.

2.21.

2.2.2.

2.2.3.

224,

2.2.5.

SYSTEM AVAILABILITY
NAY 7t E

The SA SLA shall not apply to Customer-provided software unless otherwise expressly set forth in the Order
Form.
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Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:
SAP 2| &f2|H SHE HojLt= @40 2ls) OF7| &l CHREIYE Tt OAIE ZRtetLCh

Customer’s failure to meet Customer’s responsibilities (including using a version or release of the
Subscription Software on current maintenance) as set forth in the Agreement.

=l 174o] MQUETY SR EH0IA Subscription AZTEH0{0] HHOILE YalA ALZ

Downtime caused by Customer.
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Interruptions as a result of requirements stipulated by a third-party manufacturer of the Customer-provided
software.
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Interruptions or shutdowns of the Computing Environment, or portions thereof (or Servers for Server

Provisioning) resulting from the quality of the Customer-provided software and/or Customer’s customizations

or modifications of the Customer-provided software, Subscription Software or Computing Environment (or

Servers for Server Provisioning), unless this is the responsibility of SAP under this Agreement.
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Restore times of user data (recovery of database data from a media backup) where SAP was not the root
cause for the required restoration.
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BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

HHOY Ol AHIE! 31A 2H|A |2 A|ZH

(not applicable to Server Provisioning)

(MH Z2HXJ0= HEEX| &8)

Description Computing Service Levels
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Environment MH|A &=
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Backup Frequency and | PRD Daily full backup and log file backup per SAP product
retention period for standard. 30 days retention time. Backup of the PRD will be
Databases replicated to an alternate data center or location.
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NON-PRD
H| PRD

Weekly full backup and log file backup per SAP product
standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.
SAP Ml& HEO| 2 2tTot = WY 3 27 Wy WY,
2R 7IZt14 2. H PRD Y
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Long Term Backup*

37 gy

PRD and/or NON-PRD

PRD S{/EE= H| PRD

Monthly full back up — 1 year retention time
UZHEH MY - 2Q 7|21
Quarterly full back up — 1 year retention time
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Yearly full back up — up to 5 years retention time

A TN MY - 27 7|2 x5 4

Backup Frequency and
retention period for File
systems
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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.
Of 2 MA W L ofY HARE 8 E7 7|7t 2 74 E. PRD

P2 CHA HolE ME == X2 ZH E L.

NON-PRD
H| 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.
Of 2 MA| 2y U OHY HAR WY B 7|7 2 742, H

PRD 12 CHA| CIOIH ME E&= X2 =HELIC

Incident Reaction Time
for Incident
Management

=M 22lof 2ot

=HE tiS Al

Incident Priority Very
High

ZHE =9 02

MO

=& (Very High)

20 minutes (7x24) and (i) resolution or (ii) workaround or (iii)
action plan within 4hrs for PRD

PRD: 20 E£(HS 25 (24x7)) L 4 A|ZF o|L{of (i)

(iii) CHS 2ot AMA|
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Incident Priority High

ZHE =9

==(High)

2 hours (7x24) for PRD

PRD: 2 A|ZHE S F 5 (24x7))

4 hours [Local Time on Business Days] for NON-PRD
Hl PRD: 4 A|ZHZ L X| AlZH]

Incident Priority
Medium

ZHE 4=

= 7HMedium)

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

PRD % H| PRD: 4 A|ZHZ R L AHX| AlZH

Incident Priority Low

1 Business Day for PRD and NON-PRD
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M 4= PRD ¥ H| PRD; 1 22 &

3.1.

3.1.1.1.

3.1.1.2.

3.1.1.3.

3.1.14.

3.1.1.5.

*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.
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Incident Priorities. 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):

2y eM29. 2
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= ZHEO ths Md=2(2Z4o| HiFst ot 7|Ent eha|X HSS EZ SAP 7t
HEEE = A 24

d&9)7t HEELCH
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:

0$ =S (Very High): 21 F 2XFO| HY H=LA Z2MAeb 2BE JHHQ HELA Z2MA
=T Z2MA0 0 dAe S 0Kl 3%, 22 st HYs a8 + fls 3% =MES
=9 "1 =Z(Very High'2=Z ZFsiof SfLCt dHtHo=z ol2et M= Ci3a 22 B0
L

A PRD system is completely down.

PRD A|AEO| 23| SEHE

The imminent go-live or upgrade is jeopardized.

= A E Go-Live E= Y2 0|E7t fU=

The core business processes of Customer are seriously affected.
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A workaround is not available.
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The Incident requires immediate processing because the malfunction may cause serious losses.

ZOf 2 Qlsff 2 Aol Ldlst 4~ ooz o] BHAELS Ll ZA| Melsiof ghLct,

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.

ES(High): 3¢HQ HZ=LA Z2H20 d4ct dgds & 82, =HE

ob Hgk , HE fME? "E3High'2=
2FoH0F SLCH Hast 2SS =Y = USLICL ol EMe ZAFE =8 oM 2 Zast
7|150| REESALL Ml S7tst 420 LU Ch X&5F Yofz Qs &Y I MA H=LA
SEO| W& B2 &= ooz 0|23t 2MTR 7ttt B el Ha|siof gLt

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.
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4.1.

4.2.

4.3.

4.3.1.

4.3.2.

4.4.

4.5.
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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.

RS(low): H7t YAUHQ HIZLA TRHAN ol EE OFRY IS FX YS L, 2A
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SERVICE LEVEL REPORTING
MHA = HT
SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP = = M0 AR MH|A =F2 XSt OfE Q9 BOME D40 A HEgLCh

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

2 2H0| YAIE MEA 2F0| &
Sxief0) sap 7l B B2 2% BINE HFOE NUIA AE
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SAP will then promptly:
J2{H SAP = S|
determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and
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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).
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If applicable, SAP will provide the specific Credit as described in Section 5 below.
S5t 4 SAP = otz M 5 =0 P E Hrep 20| £ A XS I LT

SAP will be relieved of its obligation to pay any applicable 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 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 7t BEIHo= ush & Yol 2Mo| mat ST MHlA £F 55 Mol folo] Do s
Ao ST P2 S £ 0F X8 Ji5¥ AdNE NEY ofmed UHdD N SEE
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5.1.

5.1.1.

51.1.1.

51.1.2.

5.2.

5.2.1.

SERVICE LEVEL FAILURES
Mul2 +2 5% 4
Service Credits

MH|A F2

If SAP fails to meet the applicable SA SLA, Customer is entitled to claim a Credit which is calculated as the
sum of the Credits for NON-PRD, PRD and Server Provisioning (as applicable), for SAP’s failure to meet the
respective SA SLA. Claims for a Credit must be made in good faith through a documented submission of a
support case within 30 Business Days after receipt of the monthly SA SLA report. Under no circumstances
will the total maximum Credits:

SAP 7| SliT} SA SLA & BESHA| Rt 4%, 042 o T5h= SAP 2| 2f SA SLA 5F Aol Cis H| PRD,
PRD, AMb] Z2H|XMJEHEstE 4900 et 2R Fo2 Aitkl= FXE BT HE|E 7tELCh
Ao CHet HFE 7t SA SLA EIME s T H443E0) 2FY Uol X A BME
NEecEM U5 O|F0{MO0F gLCt o3t ZR0 = = 2

for any 1 Month, exceed an aggregate of 100% of the Monthly Service Fee for that Month across all SA
SLAs; and

Ol o= 2= SASLA O CHe 3l S 2o 2t MH|A 282 100% & E Z=1t5HX| e
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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 1 year).
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When Customer’s entitlement of the 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.

a0l S LS AHO| ACEL SAP 7t MBEEOIHLE 51EF)22 =Qdts E2, SAP = 3T
Y HAES S2HPE MH|A9 2B E g2 M0 HEY + A2H X SHoF & &= 7ML 8le 8%
= Aofof met e HEY 5 ASHCL

Customer acknowledges that the 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.

n42 30| SAP o FAE MHA =& FF A0 Ot FSL BEFHQ HHOEHE AS
oIgerLict T, 2 HEO oo X|5= E9E o2z Ut

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

SAP 2RE X F2RE MHIAE SESHA @

S

rlo

D42 KO SAP DHEHUA I RS E+3H0F
gL,

Termination
SHX|

In the event of SAP fails to meet the SA SLA for PRD Computing Environment for 3 consecutive Months,
Customer may terminate the applicable Order Form by providing SAP with written notice within 30 days of
Customer’s receipt of the respective summary monthly report. Termination shall become effective 1 Month
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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 SA SLA, and such termination right from the GTC shall not apply.

SAP 71 PRD YR 230 SASLAE 28 502 BRAZIX R 2 DAL HY BY 2% w2
3 2 30 2 O[LYOf SAP Of AR SXIZ HBSH0] i LFEMS IR + YBLICE Sl SAP 7 o T
SXg Y T o YEE 1H0| SXY FA |6_+ ol URhE loh BAS ELCL F O B
SIXFR, O] SX| 2l SA SLA DIZA0] BHefl GTC O BAIE CH2 BE )X Zgo| L4 X EH, GTC

6. SERVICE REQUESTS
Muj2 98

For Private Cloud Edition Services, Customers may request specific tasks related to the Computing
Environment via the SAP Service Request Platform (“Service Request”). To the extent Service Requests are
distinct from an Incident, SAP will address Service Requests during the following hours of operations:

Private Cloud Edition AH|22| H2, D2 SAP MH|A 2F ZUEZFS S ARE 280 st
HYUS 2EY &+ UASLLCHCME|A 2F") MHA 2F0| ZHFI 20| Y= 4% SAP & OIS
AlZh S MH|A 20| S LI

Ho Jm
0 oA

PRD 24x7 subject to Excluded Downtime
AT FR(24x7)(M 2 == CH2EMY Ol HE &)
NON-PRD 24x5 (Business Days) subject to Excluded
Downtime
4l PRD 759 24 A ZHRAXS)(2 R Y)(F 25l =
CI2Er0| X 85)
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