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1.2

1.3.

1.4.

1.4.1.

SERVICE LEVEL AGREEMENT FOR PRIVATE CLOUD EDITION SERVICES, TAILORED OPTION
SERVICES, EX SERVICES, HEC SERVICES

Private Cloud Edition A{H| A, 2= M AH|A, EX MH|A, HEC MH| A0 CH$E MH|A =& A<k

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4AHANA Cloud, private edition (formerly, SAP S/4HANA, private cloud edition); SAP ERP, private cloud
edition (collectively, “Private Cloud Edition Services”); SAP S/4HANA Cloud, extended edition which was
previously known as S/4HANA Cloud, single tenant edition (“EX 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 HEC Services,
Private Cloud Edition Services, EX Services, Tailored Option Services, and Server Provisioning to which
Customer has subscribed in an Order Form with SAP.

SAP HANA Enterprise Cloud AJH|A("HEC A{H|A"), RISE with SAP S/4HANA Cloud, private edition(* SAP
S/4AHANA, private cloud edition), SAP ERP, private cloud edition(Z&3}0 “Private Cloud Edition A{H|A
SAP S/4HANA Cloud, extended edition(7 S/4HANA Cloud, single tenant edition, “EX A{H|A"), RISE with
SAP S/4HANA Cloud, private edition, tailored option % SAP ERP, private cloud ed|t|on, tailored
option(BEESI0] "HEY S MHA)ZZ "2E2RE MH[AN0| 25 2 MH|A =F Af2 20|
SAP QIO HtZEME E3f SE3F HEC AMH|2A, Private Cloud Edition AMH|A, EX MH|A, St=d M MH|A
A MH Z2H KO Ofot i E MH|A =FS AL CL
DEFINITIONS
80 o
Capitalized terms used in this document but not defined herein are defined in the Agreement.

= 2M0| AFSE|AS Lt HOE|X| H2 HEAZ AlZEl= 80 A0 F2=0f ASLIC
“Agreed Downtime” means any downtime requested by SAP or Customer and mutually agreed by the
parties.
"RHO|El CHR2EHY 2 SAP = U Z40| 7ot PAMAL ZH &= efofEl CH2EtYS o0}

“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.

TRY2 LFMO FAE Dol F2 MM XM EEs SRLES MStL FRURH

SRYUMKC E& o0FLCt.

== —

“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.

"HEY B2 SAP 7L DM0|H SR E MHIAE HSOH7| flof MBS0l ALt HIO|H WE AlE,

—

MH, HEZ TH|, 2SHA 3 HOH N HAHUSS —IDlﬁHIH LFMOA TelE Hie 20| 23
A#E SE('PRD)I H 23 FHo =2 AFEE[= 7|EF AR E 28 ("Hl PRD")S ZE e L CL

“Credit’” means the following, subject always to Section 5 of this Service Level Agreement:
‘AR LSS 20|5tH, & MH[& =7 A o] M| 5 =7t e HEE LI

for HEC Subscription, Private Cloud Edition Services, EX Services, Tailored Option Services, S/4AHANA CPO
and S/4HANA CPE, 2% of Monthly Service Fees for each 1% below the SA SLA;
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1.4.2.

1.4.3.

1.5.

1.6.

1.7.

1.8.

1.9.

HEC Subscription, Private Cloud Edition MH|A 81 EX MH|2 & S48 MH|ZA, S/4HANA CPO
S/AHANA CPE: SA SLA 0| A 1% Wi2{Z WO 22 ME| A 259| 2%

for HEC BYOL (previously known as HEC Production), as agreed in the Order Form; and

HEC BYOL(7 HEC Production): ZFA0|A &=l Algt &8

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

AB| T ZH|X Y (laaS Basic): SA SLA & 2 MSIX| &3t BE A2

i
ok

o 27F 1,500 7

“‘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.

"CH2EY"2 M 2lE= CH2ERY 0|20 SEHRE MH|A(E= MY EEHIH&—;‘E flet MH)7t SR E
MH|A(E= ME Z2HMEE Qe MH)E HMS3t= SAP 2| HojH MH EAFHZRHO| ¥

B3 SHX| 2 ot B S2t9| T E(minute)2 2|0|2tL|LCt,

LS [

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

2F z=do| FAE g X Hiz 721 29 MHA faol=E T Y=

“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.

"HlelEl= CH2EMY 2 O CH2ErY, EolE Ch2EHY, Ze CH2EHY, 22l¥e Fo/8 7|20k oY
T 8= o= E= oY E7tst O|HIE S SAP o 2| SHE Hojl= 220 23 of7|E
CH2EHR(M 2 =2| OfJA| & X) == PRD A|2B0f CHet FOjz=X|/+=2|E <3 Hl PRD & MEZH2ZMN

Y
UASHE H| PRD A2 E CH2EIRIS ©

Lo

o
I
o

“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.

"BHE 2 OEEX @2 HE SH L= Hot A= AFEAZE Bast ARE 2 MHA FEHO| Srifst
XSS ofO|ghL L.

“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.

"2HHE O MZHIRT)'2 SAP XA B 1 & XM EAHEO Cfgt 0ol ENE FX
St42 Z Oh= SAP X3 2130| s EXMAES AFsH7| /et A W =X|E F o7

270
AlZHO: AlZE EEE & EHR)E 2Ol L C.

“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.
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o= 0| ARSHALL 2to|MADH OfE2|A 0™, HIO|EHO]A, AZELQO, =+
=1l 94375'—.15% 9|D|5}D1(Subscr|pt|on A2ZEQIOE HQE), Ol E2t2E MHANN A&
St At L|CE

A O
EERE ]

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

"HR MZE2 EFEMO| BAIE DA T MM A QXS AZITHE ofo|L(Ct

1.12. “Month” means a calendar month.
‘e d@g ooyt
1.13. “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.

"2E MH[ZA 2F"2 SA SLA 7t FYEX] @2 L2 SLHRE MBI o5 XgE EE S5

—

F(EEs A7 832 1/12)2 2olojghL|ct.
1.14. “Scheduled Downtime” means downtime scheduled at a mutually agreed time, as listed in the Order Form,

or as described in the Supplement.

"0 E CHR2EIY 2 UFMO| AL 235 2M0| YAIE Hof w2 2= SolE A[Ztez2 YFO|
ezl CH2ErY S 20| L T
1.15.  “Subscription Software” shall (i) have the meaning set forth in its respective Supplement for HEC Services

and Tailored Option Services, and (ii) mean Cloud Services Software set forth in its respective Supplement
for for EX Services and Private Cloud Edition Services.

o|0|& 7FX|O, (i) EX

'SE RZEYO"E () HEC MH|2%t SIEY 4 MB[A9| 2 BEE =d0| A
YAIE 2ERE MHA 2ZEQOE

MH|AQ} Private Cloud Edition AJH|AS| AR sy EF A0
o|ojgtLCt,

1.16. “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 HEC Services and 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 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.

"AMARZ FHZE SHLel ASE 2FSks O AMBEl= HZoEXO|R Mz AHEHE Sl 049
HEAE(G(O[EHI0|2, A, HEYA, EWRM, UC|ALK, BHE S)E ol0jgLich 2t A5 LA
ABE HEHEO 2t ZFL sjLfe] Alamo| SHFYBLICL AAH JBE HES AZ SE0IM
SHELCL HEC M| A0 IHEY S AH 20| ZQ, 2t AAHS WA U A2 84X EO| A5 Ha
dof o|sff AlHE|O, Private Cloud Edition AH|AQF EX MH|AQ| AR Zt A|AHS ot H=E XA
MH[A WS 7HO| =9t MH[A 0|8 LY MO Z2f AIE Al2E AT 7ol olsf AEELITH MY
Z2HIMEO 42, & MM AL El= AlA-E2 LFEMO| FoL|of A MHE 90|t Ct.
1.17. “System Availability Percentage” for each System is calculated and defined as follows:

Zt AI2"Of Chet "A| AR 7+ &= H|8"2 Ci5at 20| Aot golgtLCt

_ (Total Minutes in the Month — Downtime
Total Minutes in the Month
9|7t & 2 _ C}OEFS)
T‘/L o T s =)
( FIEE ) * 100

S

)*100
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1.18.1.

1.18.2.

1.18.3.

2.1.

2.2.

2.2.1.

2.2.2.

2.2.3.

2.24.

“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:

AAY JHBE MH[A £F' EE SA SLAE TM0| AIAHEZ 943 3 HEY BHIY M
Z2H|K Y AH)0| Cfol N8 Fh53 Of2Ho| EAIE 2t 2o AIAH JHEE HISS ofnjgLich

99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;

PRD: AIAE 78k HIE 995%(Th EE ZUOILE EFAMOM § w2 Al2H® 78k HE
BF< HelE)

mjo

Al

o

95.0% System Availability Percentage for NON-PRD; and

H| PRD: A|l&8 7+ & H|E 95.0%

99.5% System Availability Percentage for Server Provisioning.

ME Z2H|XME: AL M8 HE 99.5%

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

" "

Zt

—_

o
Oft
rlo

R

ﬂJﬂE

= B0 AFRZ4x7)2 FFE UL
SYSTEM AVAILABILITY
M2H 7B E

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

LFEMO| 2| HAIZ0f UK 2= B SA SLA £ M 3 ANERH 2O[MAE AZTEQO0 XHEEX|
Lo

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:
SAP o &2|X SHE HojLt= @40 old) OF7| &l CHREIYE T OAIE ZoetL|Ch

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.

D20 = Ao YAE Dol MEIO|MAE AmEQole FXES FE2, ¥
2HO|MIAEl AZ EQO] H/E+= Subscription 2ZEQ02] H{HMO|L EE|A AHR §)2 EF6HX| B3 42
Downtime caused by Customer.

D0 ofsh LT CHRErY

Interruptions as a result of requirements stipulated by a third-party manufacturer of the Licensed Software.
2O AE AZEQOO M 3 At MZYUM 7t ETt UL Z Qo B

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.

D20 HB% solMAE smeglojo] EUE Qg mb 2folMAE AZEQO| Subscription
AL

ZEofL HFE BF(EE MH ZZHX S et MH)E 40| HAHOOIE E£& 3510
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gdot AFE SHO|L O YR (E= MY Z2H|XIE fIT MH)el S E£= FX|. T, of2g FA|
= STHO| & A4 SAP 9| Mol AL &= 02
2.2.5. Restore times of user data (recovery of database data from a media backup) where SAP was not the root
cause for the required restoration.
SAP 7} 2ot E71o| 22 RS M3ESHA| 2 ALEAL HO|H S AlZHDIT|0f 0 A T O| E{H O] &
Hiole =+
3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
ol Sl AR #7 X g Az
(not applicable to Server Provisioning)
(MH Z2HXM 0= HEEX| BF)
Description Computing Service Levels
Moy Environment MH|A 2=
HEY 27
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.
GO E{H| O] & = SAP HMZE BEO| HE AT L WY 5l 27 np W
gz S ER 77 ER 712t 30 €. PRD # 2 A CIOIE HE Ee= X2
=HEuct
NON-PRD Weekly full backup and log file backup per SAP product
H| PRD standard. 14 days retention time. Backup of the NON-PRD

will be replicated to an alternate data center or location.
SAP M E EEO| M2 HHs =Y el 9l 21 Y we
2R 712- 14 2. H PRD # 2 ChH| H|O[H HE E=

X2 =HE L.

Long Term Backup*

37| wep

PRD and/or NON-PRD
PRD R{/%E+= H| PRD

Monthly full back up — 1 year retention time
A7 K| e - 2] 7|7H1 ¢

Quarterly full back up — 1 year retention time
=718 TN HY - 27 7IZt1

Yearly full back up — up to 5 years retention time

Backup Frequency and
retention period for File
systems

THY A2 ROl 9
ME U =g 77

A TN MY - BR 7| ZOf 5 A
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.
O BN ¢y oY HEZE MY 27 712 2 7HE. PRD
22 CHA O|OJE ME E= X2 =X E LT
NON-PRD Monthly full backup and daily incremental. Two Months
H| PRD retention time. Backup of the NON-PRD will be replicated to

an alternate data center or location.
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OjE A WY X Y WEE UY =e

712k 2 7. H|
PRD 22 CHA| HO|E

ME EE

X = SH LT

Incident Reaction Time
for Incident
Management

=AY 2talof 2t

=N S AlZ

Incident Priority Very
High

=HE *dz=2 o

=2 (Very High)

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

PRD: 20 E(HZSEZ(24x7)) L 4 A|Zt O|L{ofl (i)

( ) o2
L& (i) AR = (i) TS 20 A

Incident Priority High

2HY 2MEQ

O T LT T

==(High)

2 hours (7x24) for PRD

PRD: 2 A|ZH S F5(24x7))

4 hours [Local Time on Business Days] for NON-PRD
H| PRD: 4 A|ZHZ 2L HX| AlZH

Incident Priority
Medium

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

=HE *d=2

PRD % H| PRD: 4 A|ZHZ R L AHX| AlZH
& 7HMedium)

Incident Priority Low 1 Business Day for PRD and NON-PRD

PRD ¥ H| PRD: 1 22 &

ZHE =9

3 (Low)

*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.

UFMOIM O FM MHIAE FOie 22 HEEUCHL &7| #Yol EF 7|72 = M0 BAIE 2/
7|7t n2o| 2BtRE MH|A SE 7|7t B2 5 WX Sajsts AFS e SRE LT

3.1. 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):

ZHE fM=9. 2= 2ME Che RUE/(2 20| BiFStD o2 7=t el HSS ELHZ SAP 7t
Mufge &= As Fu=2)7t HEE |—I ct.

3.1.1.  Very High: An Incident should be categorized with the priority "Very High" if the incident reported has very
serious consequences for normal business processes or IT processes related to core business processes,
and urgent work cannot be performed. This is generally caused by the following circumstances:
0l =& (Very High): 21F EXHFHO| iy B|=LA Z2HAQ 2HAE YN H=L A Z2 M
T T ZRAA S MU F3e 0K Fe, 121 2 HYe £ + gt 42 ENES
24z "0fR =S(Very Highy'2=2 ZF/O{OF grL|Ch. Yerdo=z o|2{st 2Xl= Ch3ar 22 4<0
Exci-EIeg

3.1.1.1. A PRD system is completely down.
PRD A|AHIO| 2t 5| SEHE

3.1.1.2. The imminent go-live or upgrade is jeopardized.
= A E Go-Live = Y2 0|7t U=

3.1.1.3. The core business processes of Customer are seriously affected.
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3.1.1.4.

3.1.1.5.

4.1.

4.2.

4.3.

4.3.1.

M BIELA ZENATL Y2 IYS e

A workaround is not available.

MM B 4 8

The Incident requires immediate processing because the malfunction may cause serious losses.
ZOHZ Qlsf 2 &40 Lile = ooz o] EXES UM ZA| He|sfoF gtLct.

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.

£ (High: F4THOl HIXLA T2AAN 42 VS 5 F, SNYS M2 “ES(High'2
SRefop ST TR XS +UY 4 YBUCH o2 BHE HEY BF UM 2 Tas
7150 BHBIIL A 2IH5 Z20| MBTLCH RSH HojZ o) 2 SO A HxUA
5E20| Yo g we + Y202 028 SHHLS H53 3 Wa| Kalsjor LTt

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.

ZH(Medium): Z&HQ H=LA Z2H20 Fegts & 89
=]
=

Of gfuct ol2fst =X

—

Hg 2dagl "B (Medium)’2z
ZQ0| wastL|c

=

=

o SfLict.

=

=
T

o |
A Ol HIELIA MO

ox Hr off

02 rir
Ql

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.

RE(ow): M7t S¢HY H=LA Z2HA0 Aol E= OfFH Sgs FX| s 3% =ME:S
FH=? LS (low)'22 2FSHOF SLICL 0|20t ZHE LLHOZ LQGHK| Y7L EEH A8EE
ARE 28 U 7150 2257 dd 2750 30| Ll

SERVICE LEVEL REPORTING

MH|A $E BT

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP = & EM0| BAIE MHIA =FS =Xt 0jd Q9 EAME D40 H &L Ch

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.

= M0l HAE MH|A =FO0| Lt oy FHYEX XRot B2
SXISt0] SAP 7L HIB3 AT 2% HAMES HEoZ MHlA 3

o
U LICt

SAP will then promptly:
J2{H SAP = FA|

determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and
MH|A =& SF Ao 22

O| cc

o

o

tsd e 2=

rir
rir
ro

ol 892 e
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4.3.2.

4.4,

4.5.

5.1.

5.1.1.1.

51.1.2.

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).

J2eh Hufof CHet MYYO| HMANEX| ge B2, AlE =X| A=s #8510 4B S0/t ME S22
Etget O|F 80| EREZLE AVIEIX| B3)S fIsh LA0A 3T A=S HMEstd, 4o MH S
220 2 =0

SrE[H 7| Ztofl (ZelE At H=

=

ek she AlelS oldeL ot
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 HIELICH

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 7k B2IHoR +3sh 22 Yol M0 W2t ofF MHA +F 55 Mijol f0l0] 1M U
HOE YT FP SAP £ BE Mg Jh5¥ AYNS NEBY CRERLH BHEHD MHA +ES
SlutstR| 7 E|o, nfetd MelEls CHREIOR HFELICL D20 22 Yol 240 SIoHK 2
A2, GARES D2 A9l 240 Chef =olgLict

Service Credits
MH|A IR

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} i SA SLA E SEIX| X 22, A2 8liPSt= SAP 2| 2 SA SLA £F A I{of C{sf H| PRD,
PRD, AHf Z2H|XJEHEst= 290 Chet 2Rl ez ALkl IS B4 H2E 7HEUCH
Ay Ao CHet HyEs 7 SA SLA 21N 2 Lol XA At 2ME
HEgtezM JA5HA O|F0{Xof gLt o 2

r9_+ i
-|o
=2
H

for any 1 Month, exceed an aggregate of 20% of the Monthly Service Fee for that Month across all the
Systems at 99.9% SA SLA (if identified in the Order Form and purchased by Customer), and an aggregate of
100% of the Monthly Service Fee for that Month across all SA SLAs; and

ofst 210 &= SA SLA 99.9% +=T0|A ZE A|AHO cna_r =
ZSHA|] EA(EFAMO FAZY A2 00| FOjpt 42) 2
MH|A 25 SHA 2 100%E Z1t6HA| & LT

Yol &7t MHIA 22 TAH O 20%E
= SA SLA Ol A sifZ 2of ot &zt

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).

Ot A of =0l = AT aiE #lof A0 Y2 2P E ME| 200 o RFatel A2t S5 282
130 438%t= SAU(EE o LFAo| ol& 7[7to] 1 OjZtel 3 dgy2 4R ML F

o =
S2 Q39| 1/3)8 XS] YSL|CH
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5.2.

5.21.

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 74 MEQOIHLE HEEF)2= =Qlst= B2, SAP £ i
ﬂﬁili'% %EP$E HHIﬁQF HEE g2 YN0 HEY = A2H X[FfoF & &= YFAML Ble R

ro
2
g"
o
rlot
ﬂH
mjo
m
ot
as
30
o>
Il
Iul

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.

fd
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Customers who have not subscribed to the Cloud Service directly from SAP must claim the Credit from their
applicable SAP partner.
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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 Service Level report. Termination shall become effective 1 Month after
SAP’s receipt of such notice (or any later date set out by Customer in its notice). For the avoidance of doubt,
this termination right shall supersede any and all other termination provision in the GTC for failure to meet an
SLA, and such termination right from the GTC shall not apply.
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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:
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PRD 24x7 subject to Excluded Downtime
ASFZ4x7)(M 2l == CH2EFY0l HEE)
NON-PRD 24x5 (Business Days) subject to Excluded
Downtime
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