3.

SERVICE LEVEL AGREEMENT FOR SAP CLOUD
SERVICES (*SLA™)

Service Level Agreement

This Service Level Agreement for SAP Cloud
Services sets forth the System Availability SLA for
the productive version of the applicable SAP Cloud
Services to which customer has subscribed (“Cloud
Services™) in an Order Form with SAP.

This Service Level Agreement for SAP Cloud
Services shall not apply to any SAP Cloud Service
for which a System Availability service level is
explicitly set forth in the applicable Supplemental
Terms and Conditions for such SAP Cloud Service or
for which the applicability of service levels is
explicitly excluded in the Agreement.

Definitions

“Downtime” means the Total Minutes in the Month
during which the productive version of the
applicable Cloud Service is not available, except for
Excluded Downtimes.

“Local Time” means, except as otherwise
expressly defined in Section 4 below, the following
time zones:

UTC—4, Americas (summer); UTC-5, Americas
(EST winter)
UTC+2 , Europe (summer); UTC+1, Europe (CET
winter); UTC+8, APJ
“Month” means a calendar month.

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

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

System Availability SLA and Credits

3.1 Claim process, Reports
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Customer may claim a credit in the amount
described in the table of Section 3.2 below in case
of SAP’s failure to meet the System Availability
SLA, which credit Customer may apply to a future
invoice relating to the Cloud Service that did not
meet the System Availability SLA.
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Claims under this Service Level Agreement must be
made in good faith and by submitting a support
case within thirty (30) business days after the end
of the relevant Month in which SAP did not meet
the System Availability SLA.

SAP will provide to customers a monthly report
describing the System Availability percentage for
the applicable Cloud Service either (i) by email
following a customer’s request to its assigned SAP
account manager, (ii) through the Cloud Service or
(iii) through an online portal made available to
customers, if and when such online portal becomes
available.
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3.2 System Availability

System Availability percentage

is calculated as

3.2A2H 712

A28 7= HIE2 o321 20] ALEUCtt.

follows:
system AvailabilityYoage = [[Total Minutesi.nthel\{lonth —Downtime} *100}
Total MinutesintheMonth

System 99.5%  System  Availability A AH 718 | 2F HTO| oot b A~H

Availability SLA | percentage during each Month SLA(“SLA™) 78 H|g 99.5%

(“SLA™) for productive versions

Credit 2% of Monthly Subscription gy ey E£EE2 Q39 100%E
Fees for each 1% below SLA, ZaHSER] b= EHRI0A SLAOIA
not to exceed 100% of Monthly 1% Le2iZ omjoict Y SE
Subscription Fees 239 2%

Excluded Total Minutes in the Month HQlx|= CH2EY Y7t & E(Total Minutes in the
Downtime attributable to: Month) LCI2o=2 OQlsf st
(i) a Scheduled Downtime for = ASFL L
which a Regular Maintenance () Ooreh Mazof MHLO U=
Window is described in Section M 7| SXELE st of™HE

4 below, or CH2EHY, E=
(i) any other Scheduled (i) Maz=of w2t sig o™=
Downtime according to Section Cr2EtYQ| X 2(5) 25 o
4 for which the customer has oA  SXE  T|Et OF=
been notified at least five (5) Ct2EHY
business days prior to such E=
Scheduled Downtime (i) g2AHQ FolE 7|20=
or og £+ gle oFSHAL ode
(iii) unavailability caused by = gl O[HIEQl ZO| sApQ
factors outside of SAP’s geld SHE "Houes 29l
reasonable control, such as ofslf of7|k|l= H|7+Ed
unpredictable and
unforeseeable events that could
not have been avoided even if
reasonable care had been
exercised.

Scheduled o8 E Ch2ERY

Downtime Scheduled Downtime for the 2ol SES S|y SERE
applicable Cloud Services to MH|A9| o™=l Ct2EtA2
which customer has subscribed “Z2HRE MHAE 3t H7
is set forth in Section 4 below S &Ll HEo=2  ofgj
entitled “Maintenance Windows Mazo| FAIZOf ASLICH
for Cloud Services”.

4. Maintenance Windows for SAP Cloud Services

SAP can use the following maintenance windows for

Scheduled Downtimes as listed below. Where “Local

Time” is referenced, this refers to the location of
the data center where the SAP Cloud Service is

hosted.
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SAP Agile Data Management SAP Agile Data Management

Maintenance Windows 7| /X2
Regular Weekly Friday 5:00 p.m. to 7:00 M 71 | i 28Y 2% 5A|-2=% 7A|(Ol=
Maintenance p.m. Pacific USA Time SR E$ EfEHY EZA|(PST) 7|2)
Windows
Major Up to 12 times per year from Friday F2 g ol | ofsl A 122, IRY =
Upgrades 5:00 p.m. to Friday 10 mid-night SAI-XFE(OF Ef"Y EFEA|(PST)
Pacific USA Time 7ES)
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SAP_Anywhere

SAP_Anywhere

Maintenance Windows 7] sX2x
Regular Weekly Tuesdays for no more than 2 b 71| OiF 3teY 2F 11A|~ QK-I 3A| (IO
Maintenance hours from 11: 00 p.m. to 3:00 a.m. SR & 2A1ZE, HX| AlZE 7]F) Y sapol 5¢
Windows Local Time, and at any time upon 5 AMH EE Al O WHLE(EICH 4A|ZhH
days’ notice from SAP for up to 4
hours.
Major None F2 gagole | 8=
Upgrades

APl Management

APl Management

Maintenance Windows

Regular Weekly, Sunday 4:00 a.m. to

Maintenance Sunday 6:00 a.m. Local Time.

Windows

Major Friday 10:00 p.m. to Monday 3:00

Upgrades a.m. Local Time once per quarter.
SAP will inform Customer
reasonably in advance about

planned major upgrade scheduling.

37| |XILS
gt 71| oiF 299 2F 4A|~-27F 6A(HX|
TR =2 Az 71E)

F2 9Oy 0lE | 271Y 13|, 28Y 2F 10A-22¢
Saﬂ SAIER] AZE 71E) sAPsE

2% AIZHE FI 040 AH AE
TR P olE LHES AM SR
ZAULICE,

SAP_Ariba Cloud Offerings

SAP Ariba 22I2E HE

Maintenance Windows 7] sX2%

Regular Saturday, 8:00 a.m. to Saturday, PSP 7] | EQY 2F  8A|~ 8Al(O=
Maintenance 8:00 p.m. Pacific U.S. Time SR 2 Ef @Y BEEA|(PST) 71F)

Windows

SAP reserves the right to extend or change the times of SAPE SAP Ariba 22RE MHIAE {3t Ha |
the Regular Maintenance Window for SAP Ariba Cloud SAES AZHE AFEAHL BHZEAY HSES ERSIH,
Services, subject to customer rights contained in the o7|0l= cTcol =ghE M @Hsto| HGELCL 2
GTC.. Notwithstanding Section 3.2 of this Service MH|A £=F A9 X320z =751, SAP= SAP Ariba

Level Agreement, SAP will use commercially reasonable
efforts to notify Customers at least 72 hours prior to
the occurrence of Scheduled Downtime for SAP Ariba
Cloud Services.

SAP Assessment Management by Questionmark

SLPE MHIAE flot OE CI2EIRYOl ZYsH7| A

EO
72A7t HO| nZofA OF EXE| Y sexoz
EFEISH 22 7|2 AYLCh

SAP Assessment Management by Questionmark

Maintenance Windows

37| |XIL+

Regular Third Saturday of each month, 5:00 o g7 | oHE M EHW =9, O/=0 -rIXIOF

Maintenance a.m. to 5:00 p.m. Eastern U.S. time SN HO|EMES| AL 2™ BA|-2

wWindows for data center(s) located in the S5AI(0l= S5 EZTA|(EST) 7|&) &
U.S.; and 10:00 a.m. to 10:00 FEO  fIXet HOIEHMEHS HR
p.m. GMT for data center(s) located ™ 10Al~ 10Al(22|L %]
in Europe. EEA(GMT) 7|F)
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SAP Browse Manager and Conversion Manager SAP Browse Manager % Conversion Manager

Maintenance Windows 7| |X|Ex
Regular Weekly, between 6:00 p.m. Friday o 7] |0 B2Y 27 6A|-EY 2H
Maintenance and 3:00 a.m. Monday, U.S. QR ESE 3A(Ol= &5 EZA(EST) 7|1E)
Windows Eastern Time Zone.

Service Level Agreement for SAP Cloud Services (DUAL) koKR.v.2-2016 Page 6 of 23



SAP BusinessByDesign

SAP BusinessByDesign

Maintenance Windows 7| sXEx
Regular Weekly, Sunday 2:00 a.m. to ESEe 71| iF 29 2H 2A|-2H 6A|(EX|
Maintenance Sunday 6:00 a.m. Local Time. SR 2= AlZE 718
Windows
Major Up to 4 times per year from Fo gagole | gzt #HM 4%, EQY <A
Upgrades Saturday 6:00 a.m. to Sunday 6:00 6AI~22 Y QT 6A|(HX| AlZH 7IF)
a.m. Local Time.

SAP Circular Authority

SAP Circular Authority

Maintenance Windows 7| sXE
Regular Nightly, from 9:00 p.m. to 6:00 gt 2] | Y B 2% 9A|-2H 6A|(Ol7 &F
Maintenance a.m. Eastern U.S. time. SR 2 BEZEA(EST) 7I&)
Windows
Major Last Friday of each calendar month Fo gagolz | ofgd oxX® = Y =¥
Upgrades from 9:00 p.m. to Monday 6:00 oA~-8ed F eAldl= SF
a.m. Eastern U.S. time. HEA|(EST) 7IF)

SAP Cloud Appliance Library

SAP Cloud Appliance Library

** Maintenance Windows for the SAP Cloud Appliance
addition to
Maintenance Windows for the SAP HANA Cloud, both of

Library are

separate

from and in

which are applicable to the Cloud Service.
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Maintenance Windows 7| sXEx
Regular Bi-weekly, in odd calendar weeks M 72| | 230 o |H, =2 IO AR, AW,
Maintenance (e.g., calendar week 1, 3, 5, etc.), SXEE CHAR ), S58Y 2F 7A|-2H
Windows Thursday morning 7:00 a.m. to 8:00 BA(BY S8 HEEFEA(CET) 7|&)
a.m. Central European Time.
Major Up to 4 times per year from Friday Fa gagole | Azt HOf 43, IKY =T
Upgrades — | 10:00 p.m. to Monday 3:00 a.m. — SAP HANA | 10A|—-E8%Y 2T  3A|(HX| AlZ
SAP HANA | Local Time. Cloud Platform | 7|&)
Cloud Platform
SAP Cloud | Once per calendar month, during a SAP Cloud | 120] 13|, sAP7} & Y@)FY H
Appliance one (1) hour window made known Appliance AE EXISH sH)AIZES] FXEF
Library by SAP at least one (1) week in Library =ot
Upgrades** advance. A1 0| E*=

** SAP Cloud Appliance LibraryZ &/8F &7/ X/ &E2+E

SAP HANA ZZf

or =
T—=
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SAP Cloud for Analvtics

SAP Cloud for Analvtics

Eastern Daylight Time (EDT = UTC —
4) for data centers in Americas.

2:00 p.m. to 5:00 p.m. Central
European Time (CET = (UTC+1) /
Central European Summer Time
(CEST = UTC+2) for datacenters in
Europe.

SAP Cloud for Customer

Maintenance Windows 7| /X2

Regular Weekly @t =e

Maintenance Saturday — 7:00 a.m. to 10:00 a.m. SR 2

Windows Australian Eastern Standard Time o=
(AEST = UTC + 10) / Australian =Fol HolHMEYH: EgYd <X
Eastern Daylight Time (AEDT = TA~2H 10A| (=2 S5
UTC+11) for data centers in HETA|(AEST=UTC+10)/2F S8
Australia. UAHAA|ZHAEDT=UTC+11) 7|F)
Sunday — 8:00 p.m. to 11:00 p.m. =2 CGHojEME: gy 2=
Eastern Standard Time (EST =UTC- 8A|-2F 1IA (&8
5) / Eastern Daylight Time (EDT = HEZEA(EST=UTC-5)/55
UTC — 4) for datacenters in UGHAAZHEDT=UTC-4) 7|E)
Americas. 782 HoHME: FIF2Y 2%
Friday — 10:00 p.m. to 1:00 a.m. 10A-EQY QF 1A(EYSH
Saturday Central European Time HEZA|(CET=UTC+1)/5% S
(CET = (UTC+1) / Central European MELY(CEST=UTC+2) 7|&)
Summer Time (CEST = UTC+2) for
data centers in Europe.

Major Weekly, Friday =R

Upgrades 6:00 p.m. to 9:00 p.m. Australian A9 0= W= 299
Eastern Standarq Time (AEST = PTC Sxo| HO|EHME: 95 A-25
+ 10) / Australian Eastern Daylight oA (B =5
Time (A.‘EDT = .UTC+11) for data EZA|(AEST=UTC+10)/3 % =5
centers in Australia. I OFA| ZHAEDT=UTC+11) 7|%)
5:00 a.m. .to 8:00 a.m. Eastern 029 HO[EME: 9FM BA~9QF
Standard Time (EST =UTC-5) / BAl(EE  HEZA|(EST=UTC-5)/=&

LA HAAZHEDT=UTC-4) 7|F)
S8l HO|EHAME: 2% 2A0-2%
5A(ELRE
ESEA|(CET=UTC+1)/5¥ R E
MOEL(CEST=UTC+2) 7|&)

SAP Cloud for Customer

Maintenance Windows

7| gRlES

Regular Weekly, Sunday 2:00 a.m. to M 70 | O LY W 2A-27F 6A|(HHX]|
Maintenance Sunday 6:00 a.m. Local Time.__ SR Ef Azt 7218y
Windows
Major Up to 4 times per year from Fo Azt Oy 43, EfY <A
Upgrades Saturday 6:00 am to Sunday 6:00 gagol= 6Al—22Y 2F  eA(HX ATt
a.m. Local Time. ES)
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SAP Cloud for EPM (Includes Cloud for Planning)

SAP Cloud for EPM (Cloud for Planning Z%h

(AEDT = UTC+11) for data centers
in Australia.

5:00 a.m. to 8:00 a.m. Eastern
Standard Time (EST =UTC-5) /
Eastern Daylight Time (EDT = UTC —
4) for data centers in Americas.
2:00 p.m. to 5:00 p.m. Central
European Time (CET = (UTC+1) /
Central European Summer Time
(CEST = UTC+2) for datacenters in
Europe.

Maintenance Windows 7| 8X|E%

Regular Weekly: Saturday — 7:00 a.m. to M 7|

Maintenance 10:00 a.m. Australian Eastern SXEE

Windows Standard Time (AEST = UTC + 10) / SZ9| HO|HAME: OIF EQY @H
Australian Eastern Daylight Time 7A~-2H 10AI(2F =1
(AEDT = UTC+11) for data centers EFEA(AEST=UTC+10)/ZF e
in Australia. Y HAAZH(AEDT=UTC+11) 7|F)
Sunday — 8:00 p.m. to 11:00 p.m. O=2| GHoEHMdYH: ey 2=
Eastern Standard Time (EST =UTC- 8A-2=% 1A (S5
5) / Eastern Daylight Time (EDT = HTA|(EST=UTC-5)/55
UTC — 4) for datacenters in LAF A ZHEDT=UTC-4) 7|&)
Americas. 8o HoH4AH: 29 2%
Friday — 10:00 p.m. to 1:00 a.m. 10A~-ES Y oM INGEYsE
Saturday Central European Time HEFEA|(CET=UTC+1)/5Y = H
(CET = (UTC+1) / Central European MO EFY(CEST=UTC+2) 7|&F)
Summer Time (CEST = UTC+2) for
data centers in Europe.

Major Weekly, Friday: 6:00 p.m. to 9:00 F2

Upgrades p.m. Australian Eastern Standard gz o=
Time (AEST = UTC + 10) / FO| HOIHAH: OIF 324 2%
Australian Eastern Daylight Time B6Al-2% AN (=F S5

oj2o]
BAI(ES

HIOJ B HIE:

Q8o HlolEME:

SA(BERE

HTA|(AEST=UTC+10)/ZF
LA FA|ZHAEDT=UTC+11) 7|&)

HZFEA(EST=UTC-5)/55

UL ZHEDT=UTC-4) 7|F)

HEEA(CET=UTC+1)/EY R E
MOEL(CEST=UTC+2) 7|&)

s d
o T

QF BA-2T

2=

2A~-2=

SAP Cloud for Product Stewardship

SAP Cloud for Product Stewardship

Maintenance Windows 7| sXE
Regular Bi-Weekly, Thursday 11:00 a.m. to 3 21| 2F0| ot #H, 52U H 6A-2H
Maintenance Thursday 11:45 a.m. Local Time. SR 2= I GRRSHIES)
Windows
Major Up to 4 times per year from F2 Azt #HM 4%, =8¢ <X
Upgrades Thursday 11:00 a.m. to Friday 11:00 g0l 11A~-32Y 27 11A(EX] Azt
a.m. Local Time. 71E)

SAP Cloud for Travel and Expense

SAP Cloud for Travel and Expense

Maintenance Windows

Regular
Maintenance
Windows

Weekly, Sunday 2:00 a.m. to Sunday
6:00 a.m. Local Time.

37| |XIL+

=

A2

=
AlZE 71E)

OiF 22U QF 2A-2H 6A|(BX]
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Major Upgrades

Up to 4 times per year from
Saturday 6:00 a.m. to Sunday 6:00
a.m. Local Time.

9 ¢ago|l=

ozt A
6A-2a Y

71E)

42,
2

EQY QA
BAI(BA A2t
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SAP Communication Center by Ancile

SAP Communication Center by Ancile

Maintenance Windows 7| SX|B$
Regular Customer may select from any one P g7 | 142 1) ey 5Yd, A
Maintenance of the following maintenance SXE 2A~ A AANRAXIAIZE 7|2,
Windows window options: (1) Tuesday and = (2) ERY 2T 2A-2H
Thursday from 2:00 a.m. to 4:00 A K| Al Zt 71&)9| 7|
a.m. Local Time (*); or (2) Saturday S HEHSL 2 = SILIE MEHGH =~
from 2:00 a.m. to 6:00 a.m. Local A&LCH
Time.__
Major Up to 4 times per year from Friday F= ozt O 43, =Y =2
Upgrades 10:00 p.m. to Saturday 10:00 p.m. g o= 10A-ERY 253 10A(HAl AlZt
Local Time. 713
SAP Connected Logistics SAP Connected Logistics
Maintenance Windows 7| /xR
Regular Weekly, Monday and Thursday Pl 7| | OfF 22} =209 H
Maintenance morning 4:30 a.m. to 6:30 a.m. SXH== 4:30~2%H 6:30(5Y% =
Windows Central European Time (CET). HEA(CET) 7I8)
Major Up to 4 times per year on any =8 AH7F XY 43|, 2E WY Jts, 2
Upgrades weekday from 4:30 a.m. to 8:30 g0l 4:30~22%H 8:30(5¢wHE
a.m. Central European Time (CET). EZEA(CET) 7|&)

SAP Contact Center, Cloud Edition

SAP Contact Center, E2I2E 0ofC|M

Maintenance Windows 7| /X2
Regular Weekly, Wednesday 1:00 a.m. — sl 7] |01 =2 QF 1A-2T BA[(HHX]|
Maintenance 5:00 a.m. Local Time SR E4 INFdawAES
Windows
Major Quarterly, Friday 10:00 p.m. -— FQ 272, 22Y 235 10A-2€2Y
Upgrades Monday 3:00 a.m. gazol= QH 34|

SAP Event Ticketing, SAP Event Ticketing Pro

SAP Event Ticketing, SAP Event Ticketing Pro

Maintenance Window 7| /xR
Regular From midnight to 6:00 a.m. ESE 71| ofF dedu =29 X}E-2H
Maintenance Mondays and Wednesdays, Local X2 B6AI(SAX| A2t 7]F)
Windows Time.
Major Max. 2 per year from 10:00 p.m. on F2 ozt O 23, LY =2
Upgrades a Friday to 4:00 a.m. on a Monday, gagol= 10A|-ERY F  4A(FX] Az
Local Time. 1ES)

SAP Financial Services Network

SAP Financial Services Network

Maintenance Windows

Regular
Maintenance
Windows

Weekly, Sunday 4:00 a.m. to Sunday
6:00 a.m. Local Time.

Service Level Agreement for SAP Cloud Services (DUAL) koKR.v.2-2016
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Major
Upgrades

Up to 4 times per year from Friday
10:00 p.m. to Monday 3:00 a.m.
Local Time.

=8

Az ol=

Azt EHM 43,
10A|-Eag <X

71E)

s o S
Z2Y 2=

BAI(HR Al

HANA Cloud Integration

HANA Cloud Integration

HANA Cloud Platform

Maintenance Windows 7| /xR
Regular Weekly, Sunday 4:00 a.m. to 6:00 B "7l | O0fF 2o @F 4A~2H 6A|(HX|
Maintenance a.m. Local Time. SX| H A2t 71E)
Windows
Major Quarterly, Friday 10:00 p.m. to F2 2782, 28Y% 2% 10A-22¢
Upgrades Monday 3:00 a.m. Local Time. gaeol= E SAI(AX| AlZE 71F)

HANA Cloud Platform

Universal Time(*).SAP will inform
Customer in due time in advance
(either by email or by any other
electronic means)

Maintenance Windows 7| |X2EF
Regular Platform: Bi-weekly, in odd calendar ot "] | Platform: 230 ot ¥, = F(0:
Maintenance weeks (e.g., calendar week 1, 3, 5, SN Hm, Am, AR F), S2Y 2
Windows etc.), Thursday morning 7AM to 8AM 7A~ H BA(BY =
CET. HEA|(CET) 7I&)
SAP HANA Cloud Portal: Bi-weekly, in SAP HANA Cloud Portal: 250 %t
odd calendar weeks, Sundays 12:00 #H =25 F 29Y H- 2%
-13:00 CET. IMNEY 78 EEA(CED) 7IE)
Major Up to 4 times per year from Friday EY o) Azt ZOf 43|, 3RY 2T 104~
Upgrades 10 pm to Monday 3 am Coordinated g 0lE 22 2 3AI(EE MAAUTC)

712)(*). SAP=  HESH  A7|0f

DHOIA AR SEELICHOIH Y
wE J|EF MR 2 0],

HANA Cloud Platform gamification service

HANA Cloud Platform gamification A{H|A

Maintenance Windows

Regular
Maintenance
Windows

Bi-weekly, in odd calendar weeks
(e.g., calendar week 1, 3, 5, etc.)
during the following times:

For data centers in Europe:
Thursday morning 7:00 a.m. to 8:00
a.m. Central European Time (CET) =
UTC+1) / Central European Summer
Time (CEST = UTC+2) ,

For data centers in the United
States: 3:00 a.m. to 4:00 a.m.
Eastern Standard Time (EST = UTC-
5) / 4:00 a.m. to 5:00 a.m. Eastern
Daylight Time (EDT = UTC-4)

For data centers in Australia:
10:00 p.m. to 11:00 p.m. Australian
Eastern Standard Time (AEST =
UTC+10) / 11:00 p.m. to 12:00 a.m.

87| /e

L] 7|
CIEES

Service Level Agreement for SAP Cloud Services (DUAL) koKR.v.2-2016

270 o ®H, 2 F(Ol: KW, AR,
CHAm =) of2f AlZh S¢t.

S82 HolEHME: =2 <
TA~2H BA(BYRE

HEHZEA|(CET)=UTC+1)/5Y S E
MELR(CEST=UTC+2) 7|&)
0=l HIO[EME: 2 3A-2H
NGRS HEZA|(EST=UTC-5)
718)/ 2T 4AM~-2T sBA(sR €&
HoF A|ZHEDT=UTC-4) 7|&)
SFo| HO|EME: 2F 10A-2F
11 (=F =5
HEA|(AEST=UTC+10) 7Z|&)/
11A-2F 120 (2F S5 2&
AZHAEDT=UTC+11) 7|F)
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Australian Eastern Daylight Time
(AEDT = UTC+11).
In this downtime Platform

Applications cannot be deployed and
re-started. Running Platform
Applications will not be affected.

HE  OiZ2AHo[M
EaLCt.

Major
Upgrades

Up to 4 times per year from Saturday
8:00 a.m. to 2:00 p.m. Central
European Time (CET). SAP will
inform Customer in due time in
advance (either by email or by any
other electronic means).

=8
Ygagol=

Azt 20 43|

2A(BLRE

EQY QF 8Al-23
HZEA|(CET)

SAPE HEDE Al7[0f

SEYLChoH Y

SEH2 Sof).

C
o

71%).
DAH AP
J\Et ®ARH
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SAP Consumer_Insight 365

SAP Consumer_Insight 365

Maintenance Windows M7 |fXIBE+
Regular Weekly, Friday 8:00 p.m. — Monday M 7| |0 2eY 2T 8A-2QY <2H
Maintenance 8:00 a.m. U.S. Eastern Time SR & 8Al(Ol= S5 EZA|(EST) 7|E)
Windows
Major Quarterly, Friday 8:00 p.m. — Monday =9 27142, 29 2% gAl-gQY 2H
Upgrades 8:00 a.m. Eastern Time e ol= SAl(&F BEZEAI(EST) 7|&)
SAP Fiori, cloud edition SAP Fiori, 22t2E 0oC|M
Maintenance Windows H7] .?..XIE-’.“-
Regular Bi-weekly, in odd calendar weeks ¥ ol [ 2F0 o ©, 2 FOI: AW, A,
Maintenance (e.g., calendar week 1, 3, 5, etc.), SX| 2 EM‘JMH —,—) 209 ™ 9gA|-2H
Windows Thursday 9:00 a.m. to 11:00 a.m. 11IA(BY 98 BEZEAI(CET) 718)
CET.
Major Up to 4 times per year from Saturday Fa AZb Z|O 43], EQY 2T 8A-2=F
Upgrades 8:00 a.m. to 2:00 p.m. CET (*). SAP gagol= 2A(BYRE  HFEA(CET) ZIE®)
will inform Customer in due time in SAP= FFESH Al7|0f oA AH
advance (either by email or by any S22 CHOHY == 7B HMXH
other electronic means) FHE El).

SAP_Innovation Management

SAP_Innovation Management

Maintenance Windows M7 |24
Regular Weekly, Sunday 4 AM to 6 AM Local 8q 71 | OiF 29 A 4A-2F 6A|(HX]
Maintenance Time. X2 AlZE 718)
Windows
Major Quarterly, Friday 10PM to Monday F2 B2/82, 329 2F 10A-EaY
Upgrades 3AM 2 z0l= QF 3A|

SAP Integrated Business Planning (formerly SAP

SAP Integrated Business Planning(7 SAP Sales &

Sales & Operations Planning)

Operations Planning)

Maintenance Windows 7| /X2
Regular Weekly, Sunday 2:00 a.m. to 6:00 M 71 | O 289 2 2A|-27F 6A[(RHX|
Maintenance a.m. Local Time. SR E AlZE 715)
Windows
Major Friday 10:00 p.m. to Monday 3:00 eyl 2718 13|, 28Y 2F 10A|-E2Y
Upgrades a.m. Local Time once per quarter. A o|E L BAHHX| A2t 7|F)
Minor Sunday 2:00 a.m. to 2:00 p.m. Local A0|st 2718 13, Y 2T 24A]-
Upgrades Time once per quarter. A8 0lE 2AI(EX] A2 71F)
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SAP Knowledge Central by Mindtouch

SAP Knowledge Central by Mindtouch

Maintenance Windows 7| /X2
Regular SAP may use one of the following ESE 7| | saP= (1) el =8d, A
Maintenance | maintenance window options: (1) SN A~ 4A|(EHXIANZE TIE), E=
Windows Tuesday and Thursday from 2:00 a.m. (2 EQY 2™ 2A|-2HF 6A|(HX|
to 4:00 a.m. Local Time; or (2) Azt 71E)el E7] |XESF M F
Saturday from 2:00 a.m. to 6:00 a.m. SILIE AMBY = /UFLCH
Local Time.__
Major Up to 4 times per year from Friday F=Q AZE e 43, =29¢ (k=1
Upgrades 10:00 p.m. to Saturday 10:00 p.m. Ay olE 10A~-EQY 2F 10AI(HX] A7t
Local Time. 7|&)
SAP Lumira Cloud SAP Lumira Cloud
Maintenance Windows 7| sXEx
Regular Bi-weekly, in odd calendar weeks (SR o) | 2F00 ot H, 25 FOl: AW, AW,
Maintenance | (e.g., calendar week 1, 3, 5, etc.), SR CHAmM F), =82 2 7Al-2H
Windows Thursday morning 7:00 a.m. to 8:00 SA(BY FE HEAI(CET) 7IF)
a.m. Central European Time.
Major Up to 4 times per year from Friday Fa Azt ZO 43, F8Y =
Upgrades 10:00 p.m. to Monday 3:00 a.m. Local gagol= 10A-Eag 2F  3A(EX Al
Time (*) 213)(*)

SAP _Mobile Secure Cloud Edition

SAP Mobile Secure 22I2E oc|M

Maintenance Windows 7| /xR
Regular Bi-weekly, in odd calendar weeks ESEy I | 2F00 o ¥, 2= FO: AW, AR,
Maintenance (e.g., calendar week 1, 3, 5, etc.), SR E CHM ), ERY 2F 2A|-2H
Windows Saturday 2:00 a.m. to 10:00 a.m. 10A|(Bl= &% BEEAI(EST) 7IF)
Eastern U.S. time.
Major Up to 4 times per year from Friday T8 ezt A 43, F2Y 22
Upgrades 10:00 p.m. to Monday 3:00 a.m. gagol= 10A~ER2Y 2T 3A[(EX] Azt
Local Time. 71E)
SAP Precision Marketing SAP Precision Marketing
Maintenance Windows 7| sXEx
Regular Bi-weekly, Wednesday morning 4:00 g o1 | 270 o #H, £ F 4A-2H
Maintenance a.m. to 6:00 a.m. Central European A2 6A(BY FE EEAI(CET) 7I&)
Windows Time (CET).
Major Up to 4 times per year from Friday Fa Az A0 43, 38Y =
Upgrades 10:00 pm to Monday 3:00 a.m. gagol= 10A| -2 2F  3BAI(HA A7t
Local Time. 1ES)

Service Level Agreement for SAP Cloud Services (DUAL) koKR.v.2-2016
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SAP Predictive Maintenance and Service, Cloud SAP Predictive Maintenance and Service, E2}l2L

Edition oc| 4

Maintenance Windows M7 |X|1E4
Regular Weekly Friday 4:00 p.m. to 6:00 ESE I | 0i1F 389 22 4A0-2% 6A(BY
Maintenance p.m. Central European Time (CET). SR & S8 BEZEA(CET) 7|18)
Windows
Major Up to 8 times per year from Friday Fo dagole | ozt xof 8%, F2Y =
Upgrades 4:00 p.m. to Monday 8:00 a.m. CET. aA-ERY  F 8A(EY =

HZEAM(CET) 7IF)
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SAP Product Stewardship Network

SAP Product Stewardship Network

Maintenance Windows 7| sXE
Regular Tuesdays and Thursdays from 8:00 qm Yo | ¢egd-52Y  2F  gAl-2H
Maintenance a.m. to 9:00 a.m. Central European SR EE IAN(BYFH
Windows Time (UTC+1) or CEST in summer HEA|(CET=UTC+1)/5Y S
time (UTC+2). MOEL(CEST=UTC+2) 7|F)
Major Up to 4 times per year from Tuesday F2 Azt xHo 43, oY 2
Upgrades | 5:00 a.m. to Tuesday 12:00 p.m. P 0|E | BA~-2F 12A(EYFE
Central European Time. SAP will EZFA(CET) 7|&). sApPE Z=%t
inform Customer reasonably in AZtg F30 DA A== Fa
advance about planned major a0l YPS ME SX
upgrade scheduling. A YL|CE.
Emergency Only as required for emergency 18 sXEs | 718 =27t afEHes ZdR0T
Maintenanc | fixes, any day of the week, if DE 99, 7Is5tH 2 8A|-2H
e possible from 8:00 a.m. to 9:00 IN(BLFH
a.m. Central European Time HEZA|(CET=UTC+1)/5Y S
(UTC+1), or CEST in summer time MO EI (CEST=UTC+2) 71F).
(UTC+2). SAP will notify customers 1= S| Aol AHZEH
as soon as possible when an SAPE  0Ao|A  ECist AMEZ5HA
emergency maintenance window is sXg AYLct
planned.

SAP Resolve

SAP Resolve

Maintenance Windows

37| |XIL+

=UTC-5) / Eastern Daylight Time
(EDT = UTC — 4)

Regular Third Saturday of each month, 9:00 o 7|

Maintenance | p.m. to 11:00 p.m. Eastern SX|Eg O M HE EQY, 2T 9A-2F

Window Standard Time (EST =UTC-5) / 11A (85 HEA|(EST=UTC-5)/%F
Eastern Daylight Time (EDT = UTC — U@ HoF AZHEDT=UTC-4) 7|&)
4)

Major Up.> to four times per year from =8 o7t o) 43, S99 o

Upgrades Friday 10:00 p.m. to Mon_day 3:00 dagol= 100-2o9 o 3A(EE
a.m. Eastern Standard Time (EST EZA|(EST=UTC-5)/S5 UZ Mo

A ZHEDT=UTC-4) 7|&)

S/4HANA Cloud Edition S/4HANA S22 E ojcjd
Maintenance Windows M| SX|E+
Regular Weekly, Sunday 2:00 a.m. to M o2 | Ui 29 @™ 2A-2F 6A|(HX|
Maintenance Sunday 6:00 a.m. Local Time. SR ESE AlZE 71%)
Windows
Major Up to 4 times per year from Friday FQ Azt O 4%, FIY =
Upgrades | 10:00 p.m. to Monday 3:00 a.m. YA O|E [ 10A-ERY 2F  BA|(WX]  AlZ
Local Time. 71&)
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SAP Scouting

SAP Scoutin

Maintenance Windows

Regular
Maintenance
Windows

Bi-weekly, in odd calendar weeks
(e.g., calendar week 1, 3, 5, etc.),
Thursday morning 7:00 a.m. to 8:00
a.m. Central European Time.

Major
Upgrades

Up to 4 times per year from Friday
10:00 p.m. to Monday 3:00 a.m.
Local Time.

Service Level Agreement for SAP Cloud Services (DUAL) koKR.v.2-2016

7| xR
ot "ol | 2F0| o ©, 25 FO: Rw, AR,
X2 O F), 389 2 7A-2H
BA(BY R E HEAI(CET) 7I&)
Fa Az KO 43, 22Y 2%
gagol= 10A|~2oY Q@ 3A|(HX| A7
7|1&)
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SAP Sentinel cloud edition SAP Sentinel E2I2E HC|M

Maintenance Windows 7| gXlEs
Regular Daily, 3:00 a.m. to 6:00 a.m. Local i 70| HY 2T 3A|-2T 6A|(EX|l AlzZt
Maintenance Time, Tuesday through Saturday SR E 718), 2ed-EqY
Windows
Major Up to 4 times a year Saturday FR Azt O 43, EQY 2=
Upgrades 10:00 p.m. to Monday 6:00 a.m. g o= 10A-ER2Y 2F  6AI(EX] Al
Local Time 71E)
SAP Signature Management by Docusign SAP Signature Management by Docusign
To the extent maintenance must be performed on the 2 S2RE MH|A0| Cist fX|EFE sHsjof st= 42,
Cloud Service, SAP shall use maintenance windows for SAPE &2 Z2tRE MHA 0|81t ¢E sAp 2EHRE
planned downtimes applicable to the SAP cloud solution S£EM0 M8 OfFE CHREY ¢ 87 |RAEFE
associated with use of the Cloud Service. F=WsoF ghLCt.
SAP SportsOne SAP SportsOne
Maintenance Windows 7| s
Regular Bi-weekly, ESET 7| | 230 o H,
Maintenance Tuesday 6:00 a.m. to Tuesday 8:00 X2 St Y T AT 8A|(THX| ATt
Windows a.m. Local Time 71&)
Thursdays 6:00 a.m. to Thursday 22Y T 6A-T TA(HX| AlZt
7:00 a.m. Local Time 71F)
Major Once per year, 8 hours F2 ¢gagolE | 27t 15|, gA|Zt
Upgrades
SAP SuccessFactors Business Execution Suite and SAP SuccessFactors Business Execution Suite and
SAP Learning Hub SAP Learning Hub
Maintenance Windows 7| /X2
Regular US and Canada data centers: Ha ¥2| | oj=Fat Fjuictel Cio|E{ME: OfF
Maintenance | weekly, midnight (Friday-Saturday) SN B FRYL EQY AO|Q AE-EQY
Windows to 7:00 a.m. Saturday U.S. Eastern ¥ 7A@ S BHEAEST)
Time and midnight (Saturday- 7218y S EQYnr A9 Ato|9|
Sunday) to 7:00 a.m. Sunday U.S. Ag—-gdad 2™ 7AOF S8
Eastern Time; HEZEAN(EST) 7IE)
Europe data centers: weekly, S8o| Oo|EME: OjF 29t
midnight (Friday-Saturday) to 7:00 ERY  AO|9| XPS'~EE°E' M
a.m. Saturday GMT and midnight 7A(AEIHX] BEEAIGMT) 7|F) %
(Saturday-Sunday) to 7:00 a.m. EQan ey Aol APE-LadY
Sunday GMT; M 7A|AZILUX  EFEAI(GMT)
Asia Pacific/Australian data ES)
center: weekly, midnight (Friday- OtA|O} EfEHYF/SFo| CHO|E{ME:
Saturday) to 7:00 a.m. Saturday ojF Il ELY  AolQ
AU Eastern Time and midnight HE~EQY X 7A(ZF &
(Saturday-Sunday) to 7:00 a.m. HEAMAEST) 71F) % ELYnt
Sunday AU Eastern Time; and LAY AtO[e] AE~-YRY X
China data center: weekly, TA(EF 85 EZA(AET) 718)
midnight (Friday-Saturday) to 7:00 32| HIO|E4IE: OiF FUD
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a.m. Saturday China Standard Time
and midnight (Saturday-Sunday) to
7:00 a.m. Sunday China Standard
Time.

EQQY  AO|9] XH-EQY QF
7TA(E= EZEAECST) 7)) Y9
EQUn 2ded AO|9 AHY-AdaY
M 7AI(BET BEEA(CST) 7|FE)
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SAP SuccessFactors Email Encryption

SAP SuccessFactors Email Encryption

Maintenance Windows 7| |2
) = 7
Regular UsS and .Cahada d.ata centers: :-ﬂ- . 7| 0|23} Fubcre]  HO|E{MIE{: O§=
Maintenance | weekly, midnight (Friday-Saturday) R 260l ol ol
. oYl EQY Ao AE-ERY
Windows to 7:00 a.m. Saturday U.S. Eastern O 7A(D2 =82  EIA|ESD
i i i () ST —
Time and midnight (Saturday- 7z A EQAI URY  AO|C]
Sunday) to 7:00 a.m. Sunday U.S. FE-2ed oF 7A(ME =
Eastern Time; _
’ HFEA|(EST) 7IE)
Furope - data centers: | week. g#ol dolsMe: oF 3o
midnight (Friday-Saturday) to 7:00 EQ9 0|9 AEH-EQY oF
a.m. Saturday GMT and midnight —
(Saturda ljS n):ja) to 7'00I a:gm TAEEUR BEFAGMT) 71E) x
Sun:aygm‘{ Y ' - EQUI YoYU Ao AH-LQY
. . . M 7AI(AZIUX] EEA(GMT) 7|E)
ASI&; .PaC|fI::/Aus_Er§I|;itn Filjata OFAJO}  EfmOt/ B0 B O] E{ MIE] -
cen edr. weekly, midnig (dl‘l ay- = Zgon =99 Abol]
:atl:r ay) t:?.OO a.m;jSatur.jy.AhLi MH-EQY 9F 7A(SE ==
astern ime  an midnig = ~
HEAAEST) 7I&) % Eagn
(Saturday-Sunday) to 7:00 a.m. ogol  Afolo] AH-2AQo o
Sur_]day AU Eastern Time; and 7A(EF S8 EEA(AET) 715)
china data center: = weekl 539 GolEME: ojF e
midnight (Friday-Saturday) to 7:00 £99 0|9 AEH-EQY oF
a.m. Saturday China Standard Time ~ — = —~
arraay M ! 7A(E2 BEACST) E) o
and midnight (Saturday-Sunday) to olal olgol ALO|o| XFAE_olQ ol
7:00 a.m. Sunday China Standard =931 223 AMole xE-28d
Time. g oF 7A(BF EEACST) 7IF)
SAP Jam SAP Jam
Maintenance Windows | |2
Regular Weekly, Midnight (Thursday-Friday) g g7| | oj=at FHLICEe]  CO[EME:  OfF
Maintenance |to 1:00 a.m. Friday U.S. Eastern X RS> S22 29 Aole XHE-=8Y
Windows* Time for the US and Canada data ¥ 1A@=E S5 BEFEAIEST)
centers; *SAP 7|)
*In addition to | Weekly, 11:00 p.m. Thursday to SuccessFactor | 82| HO|EHMH: OiF 2% 2=
the midnight (Thursday-Friday) Central s Business | 11A|~S5 82 Yt =824 Aol 2]
maintenance European Time for the Europe data Execution NEEY 78 BEEACED 71F)
windows  for | centers; and SuiteE 9T | 32 HO|HME: OF EQY 2
the SAP | Weekly, 7:00 a.m. to 8:00 a.m. 7] 7TA=-2F™  8A(B=E EBEA(CST)
SuccessFactors | Saturday China Standard Time for SR 20 71%)
Business the China data center. FIIE HE.
Execution Suite
SAP Jam Communities SAP Jam Communities
Maintenance Windows 7| |25
Regular Thursday between 5:00 p.m. and ESEy 7] | 52Y 2% 5A|-2F% 6A| AO|(OF
Maintenance 6:00 p.m. U.S. Eastern Time X2 S5 BETA(EST) 7I&)
Windows Midnight (Friday-Saturday) to 7:00 AY(EeY-EL~-2F  7A|(O|F

a.m. U.S. Eastern Time

S2 EFAN(EST) 7IF)
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Recruiting Marketing Recruiting Marketing

Maintenance Windows HMI| SX|B$
Regular Weekly, Fridays from 11:00 p.m. to M 7| | O 2899 (k=1 11A|~2H™
Maintenance 3:00 a.m. U.S. Eastern Time and SR E A= 85 EFEA(EST) 7IF) ¥
Windows Saturdays from 7:00 a.m. to 10:00 EQY QHF 7A-2F 10AI(0|=
a.m. U.S. Eastern Time SE BEEA(EST) 7|E)
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SAP Time and Attendance Management by

Workforce Software

SAP Time and Attendance Management by

Workforce Software

Maintenance Windows

37| |XIL+

Regular Weekly, Sunday 2:00 a.m. to 6:00 SE o0 2o @ 2A|-2F™ 6A|(HX]
Maintenance a.m., Local Time CONI-E AZE 71E)
\Windows
SAP TwoGo SAP TwoGo
Maintenance Windows 7| SX|HE
Regular As required with one (1) day notice N M7 | €0 w2} Lo, 14 HE
Maintenance to site administrator of Customer. Sx| ez ZHE| XHO| A| 12 AH EH7}
Windows XS LTt
Major Up to once a month from Friday = 120 X 13, 28Y =%
Upgrades 10:00 p.m. to Monday 3:00 a.m. Ygagol= 10A|~EQY 2F 3A(EY |F
Central European Time (CET). EZFA|(CET) 7|&)

SAP U.S. Benefits Management by Benefitfocus

SAP U.S. Benefits Management by Benefitfocus

Maintenance Windows 7| |XEF
Regular . X N7 N
Magi]ntenance Friday 11:00 p.m. to Saturday 7:00 ‘C’)-EEA ce 229 27 11IA-ELY <X

i a.m. Eastern U.S. time. m h 7A(Ol= &5 EFEA(EST) 7|1E)

Windows
SAP Vehicles Network SAP Vehicles Network

Maintenance Windows M7 X124
Regular Weekly, Sunday 08:00 am — 10:00 pSp 7] | oiFE Ae X 8Al-2H
Maintenance am Local Time. SR ES LOA[(AHX| AlZE 718)
Windows
Major Quarterly, Saturday 10:00 pm to ZQ YO 0|lE | 27|82, EQY 25 10A-E8Y
Upgrades Monday 06:00 am Local Time. LM eA(AX| A7t 7|F)

SAP Workforce Performance Builder

SAP Workforce Performance Builder

Maintenance Windows
Regular Weekly, Thursday 4:00 p.m. to
Maintenance Thursday 8:00 p.m. Local Time.
Windows
Major Up to 4 times per year from
Upgrades Thursday 4:00 p.m. to Friday 6:00
a.m. Local Time.

H7| gxEs
o 7| | 0F 229 9F 4A-22 gAl(HA|
EYERS INEIPIES)
ExS) Azt A0 43, =89 o=
a0z 4N~22Y oF  eAI(HA AlZ
ES)
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