SERVICE LEVEL AGREEMENT FOR
SAP HANA ENTERPRISE CLOUD AND
SAP S/4HANA CLOUD, EXTENDED EDITION SERVICES
SAP HANA ENTERPRISE CLOUD %
SAP S/4AHANA CLOUD, EXTENDED EDITION A{H|A
MH|& =F A<

This Service Level Agreement for SAP HANA Enterprise Cloud services ("HEC Services”) and SAP
S/4HANA Cloud, extended edition services, previously known as S/4HANA Cloud, single tenant
edition, (“"EX Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for the HEC
Services, EX Services, and Server Provisioning to which Customer has subscribed in an Order Form
with SAP.
SAP HANA Enterprise Cloud AMH|A("HEC A{H|A") B! SAP S/4HANA Cloud, extended edition A{H|A (T S/4HANA
Cloud, single tenant edition, "EX AH|A"(ZH2ZE "SEIRE AH|AMO| 2t 2 MH|A =F A2 1240 SAP 2t2Q
LFEME S S5 HEC MH|A, EX MH[A 81 MH Z2H|X & Q1o silP MH|A =FS YA CL
1. DEFINITIONS

0] o
Capitalized terms used in this document but not defined herein are defined in the Agreement.
= MO0 AFEE|UR Lt FOlZ|X| 2 TIEAIZE AEEl= &0i= Ao Folx/0f JASLICH
“Agreed Downtime” means any Downtime requested by SAP or Customer and mutually agreed by
the parties.
“SO|E CH2EFY"2 SAP L= U Z40| @750l FAKS 7 &= o olE CH2ErY S o|ofghLCt
“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 YEMO| FAE DA F2 A2 XN F4EE SHYS HABD
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“Computing Environment” means the SAP provided data center facilities, servers, networking
equipment, operating systems, and data storage mechanisms selected and used by SAP to provide
the Cloud Service for the Customer, and includes the Production Computing Environment (PRD), and
any other Computing Environment used for non-production purposes (NON-PRD), as agreed in the
Order Form.

"HRE S8 "2 SAP 7t DA A 2ERE MH|AE HSSH7| I8l MESIH ALE35t= SAP M-S HIO|H AME Al4E,
MY, HEQZ ZH|, 2FHH % HolH MY HAHLSES 205t UFMoM olE Hiet 20| 2% HAFE
St (PRD)I H| 28 SXC 2 AEL|= 7|Et ZRE & (H PRD)E Z&e LT

“Downtime” means the Total Minutes in the Month during which the HEC Service or EX Service (or
Servers for Server Provisioning) does not respond to a request from SAP’s Point of Demarcation for
the data center providing the HEC Service or EX Service (or Server for Server Provisioning), excluding
Excluded Downtime.

'CHRErR"2 FIQIEIE CHRERR! O[QI0f HEC MHIALL EX MHIA(EE ME Z2H[HJS 93t ME)7t HEC
MH|ALE EX MHIA(EE= MH Z2H|MEE {18 MB)E MSdt= SAP 2| HIO|H ME 2ATELZRH QF0
HESSIR| Q2 3 E S0t0| B E(minute)S 2IOIELICE

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

e CHREY'2 B3 40| AE 52 X HizZet 32 2% MA Y2 olE F Ldst= CH2EHY
o|ofgtLCt.

“"Excluded Downtime” has the meaning set forth in Section 2 below.

"HIQIE|= CH2EFY 2 ot H| 2 Z=0ff FA|E 90| 7t L T

o
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“Incident” means unplanned interruptions or material reduction in service quality reported by

Authorized Users.

22 OIEER @2 AE SH L= T As AHEXZE BOsh MH|A SHO| St XSS 2|0l L Ct.
“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between the time
that the SAP Support Level 1 organization is notified of the Customer-reported Incident and the first

action taken by an SAP support person, familiar with the Customer’s environment, to repair the

Incident.

"EME tE AMZHIRT)"2 SAP X[ & 1 BHA =Z0oM 2T CHet 1o BUE SX[Z2 AlZtat nZo|
StEE & Oh= SAP X|@ Q10| siE EHEES AIES7| fIet A Bl =XIE F5H7|7HK| ZAEl= AZHO: Al
TE 2 CH9)g o|gLch

“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.

"2tO|MAE AZEQIO"= MOl A[SALE 2fO[As OfF (A 0], CIO[EHojLs, AZELQY, =4 8
HAZHEZ o|0|8l0{(Subscription AZEQ0l= HQIE) DZH0| SIHLRE MH|ANAM ZAEEE SAP O
M-S gL

“Local Time"” means the time zone in Customer’s primary access location identified in the Order Form.
"R AT 2 HFEMO| FAIE 2ol F=Q MM A X|Q| AlZIHE o|O|gfL Tt

“Month” means a calendar month.

"2 9E S olojgct

“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) fee paid for the HEC
Services or EX Services, as applicable, which did not meet the SA SLA.

"EHE MHIA 3"2 SA SLA 7t EMEX| 2 HEC MH|A Es diE 249 EX MH|AO0| o8 X|gE &7t
QE(Ee At 232 1/12)2 2|0t

“Scheduled Downtime” has the meaning set forth in Section 2 below.

"OfI'gE CH2EMY 2 ot K 2 =0 A= 20| 7Y LT

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

"MH[A YGRS 2 MH[A =F A M 2 &t X 5 2 @0 7= E Hol| et A AtE= 2 RS 2lojgL Ct
“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement and for
EX Services means the SAP software provided by SAP with the EX Service.

“Subscription 2ZEQ0{"= HEC MH|A9| B4 EF 0| FAIE 20|E 7IX|H, EX AMH|A9| Z{ SAP 7t EX
MH|AQF BH H&33h= SAP AZEQIOE o|0|gtL|Ct,

“System” means one or more interrelated and interdependent components such as databases,
servers, networks, loadbalancers, webdispatchers, tenants, etc. which when taken as a whole are
used to operate a tier. Each combination of components used within each tier is equivalent to one
System. System Availability is measured at the tier level. For HEC Services, each System is identified
by the Tier No. column in the System Setup Table in the Order Form, and for EX Services, each

System is identified by the system tier type as set forth in the EX Services Service Use Description
document. For Server Provisioning, System as used herein means Server, as defined in the Order

Form.
"A|ARIMZ S A7 LSl AZE 29YSte O AM8EE dzoEXOo|D ME  AITE SILL 042
H

.I
(HIOIEH|O| A, MH, HIERT, ZEHRM, ALIAIN, HHE §)E 2A0FULE 2 AT WM ALEE
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HEdE

HAEHEQS| =2 StLio| AA”O| siFetLICt A[L"> 7t s AT +E00A SEE UL HEC MH|229 B2,
A2 EFAM U AL EX 72O AT Ha Eof Qo) MEEH, EX ME|2Q] R, 2 A|LE2 EX AH|~
0| U EAMol BAIE A2E AS R0 s AZELCH MY Z2HXNES 82, & SMUM MEE=
A2E2 2FMO| oo As MHE 2lo|gtL T},
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“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
HUAEE2HT E U AFTFFRAexNE SEE L

“UTC" means Coordinated Universal Time standard.
"UTC'= & MAAl(Coordinated Universal Time) E&& 2|0|gtL|C.

2. SYSTEM AVAILABILITY
A|AH Tl

The System Availability Service Level for HEC Services and EX Services ("SA SLA") sets forth the

System Availability applicable to the Computing Environment (and Server for Server Provisioning).

The SA SLA shall apply after System handover to Customer.

HEC MBI 81 EX MH|A0f 2toh A|AE 7H8 & MH|A +=F("SA SLA") 2 HRE

2 B Z2HXYS A
Mo HBE 4 9= Al2H JH8EE BAIZLICH SASIAS D40 Al2HS Q143 = HBEL|TH

—

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

gFEMOl H2l AR UK HE o, SA SLA £ 40| M 3 XN2EH ZH0|HAE =SoH 2t dAE
S2ZEL 00 HELX HSLI

“'System Availability” for each System is calculated as follows:
Zb A AHEIOf| 2toh "A| AR FE "= Ctgat 20| AAHE LT

5}151'6‘171 A Vailabilitj/ Percentage — ( Total Minutes ‘in the I-\/Ionth — Downtime ) +100
Total Minutes in the Month
B2 5 2 1261
NAE FEE HE = <#) +100
g5k
Service Level Service Credit?
MH A 52 ME|A 25 2

HEC Subscription and EX Services:3

HEC Subscription 3! EX AH|A:3

2% of Monthly Service Fees for each 1% below the SA SLA
SASLAO|A 1% Lii2Z WOtCE &2 MH|A 252] 2%

PRD: 99.5%! System Availability

PRD: 99.5%! A28 7H85& HEC Cloud Start and HEC BYOL:*
NON-PRD: 95.0% System Availability HEC Cloud Start @ HEC BYOL-
x .

HI PRD: 95.0% Al 718 &= 2% of Monthly Service Fees for
each 0.1% below the SA SLA
SA SLA Ol A 0.1% Li{2{Z mjopct
A7t MHIA Q39| 2%

Server Provisioning: 99.5% System
Availability

ME TEH MY 99.5% A|AE JI2E Server Provisioning (IaaS Basic):

M Z2H|X d(laaS Basic):
€1,500 per Month in aggregate for any and all instances below
the SA SLA

SASLA 2 2MSIX| 23t 2 E FRE X 71,500 /2

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) koKR.v.4-2020

199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and identified in
the Order Form.

'PRD Off CHSF 99.7%2 A|A” 78R = 99.9%2| A|lAE 7HE=& U740 FOfStD ZFMO| HAE L
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HEE L.

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.

20ke M| 5 =0 FAE 7t =T} MH|A S &0 HEE LICf.

3Also applies to S/4HANA CPO and S/4HANA CPE

3EESE S/AHANA CPO % S/4HANA CPE O = X8l L|Ct

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.
4HEC Cloud Start 2| 7|& H&-2 HEC Project 0|, HEC BYOL 2| 7|& F&-2 HEC Production & L|LC}.

Excluded Total Minutes in the Month attributable to:
Downtime | cigof 7|olsts Y7t 5 2
HelEl= (i) Scheduled Downtime
C}2E}Q! o g E Ch2ERY
(ii) Agreed Downtime
gtolgl CheErY
(iii) Emergency Downtime
213 cheery
(iv) Downtime caused by factors outside of SAP’s reasonable control such as
unpredictable and unforeseeable events that could not have been avoided even if
reasonable care had been exercised (see examples below this table)
ge[Hel Fo/E 7[R0t sie mg &= YUAS OF 27tsste o E7Hst O|HIEQ 20
SAP o| &2|X SHE HolLt= Ql0f ofs Lot CHREFRI(O] & Of2fol oAl E 1)
(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair
to a PRD system
PRD A|AEIO|| TSt FHOYEX|/4=2[E @[3 Hl PRD & AL =ZM L MSt= H| PRD A|AH
CH2ERY
Scheduled | Scheduled at a mutually agreed time, as listed in the Order Form or as described in the
Downtime | Supplement.
il &l LFEMO| LHEE AL 25 M0l FAIE Hiof w2t 42 SFo|El Atz 2A7Ho| Hel .
CH2ERY

The following examples include but are not limited to what is beyond SAP’s reasonable control:
Ofzh Ol Aloll= SAP 2 &2|XQl SHE SOl Aol thok oA|ZF =[O AELICEH

2.1 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 = oo HAIE Dol MYEIO|MAE AZEQ0e] XEH FE, WX RX|E40A
2HO|MIAEl AT EQ|0] Q/E = Subscription 2ZEQ|0{2] HFO|L} EZ|A AR §5)2 T461X| 28 FLR

2.2 Downtime caused by Customer
D20f ofsl St CHREFY

2.3 Interruptions as a result of requirements stipulated by a third party manufacturer of the
Licensed Software
2O MIAE AT EQIOO M| 3 At MZUM 7 8Tt U2 Qo B

2.4 Interruptions or shutdowns of the Computing Environment, or portions thereof (or Servers for

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) koKR.v.4-2020

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.

Page 4 of 9



L= 2to|MIAE AZEQOf, Subscription
MH)Z 10| HAEDOIO|Y Ee= =t LS

X, olgg x| E= STHO|

—

R BFOIL 1 YR(E
= 7ok SAP ©f HQl0l

Restore times of user data (recovery of database data from a media backup) where SAP was not

0 rr

orto
LS

2.5
the root cause for the required restoration.
SAP 7t HQoh 530 22 QS NI
HolE =7

3.

HH O
=

o U HEY BF 2N i A2

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

(not applicable to Server Provisioning)

MY Z2H|Mdol= M8E|X| &g
Description Computer Service Levels

L%

Environment
segment to which
Service Level
applies

ME|A 220]
HB5ls HEE 27

—

[ = =]
T i

ME|A £

Backup Frequency
and retention period
for Databases

G| O] E{H| O] & i

M U ER 7|7

PRD

Daily full backup and log file backup per SAP product
standard. 30 days retention time. Backup of the PRD
will be replicated to an alternate data center or
location.

SAP HIZ B0 I}2 erdsh Ag #e U 21 mhel we
H& 7|7 30 €. PRD # 2 CiA| HIO|E ME E= X2

=M gL

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 M2 EZO| M2 2HHst 54 Wy 9 21

= mxel

Fy el g,
o
—

9

HS 7|17t 14 . H| PRD

X2 ZHELC

CHA| ol E

ME Es

Long Term Backup*
7| HY

PRD and/or NON-

PRD

PRD /XE+&= H| PRD

Monthly full back up - 6 months retention time
M MY - BER 7|26 HE

Monthly full back up - 1 year retention time
M MY -Eg 7zt d

Quarterly full back up - 1 year retention time
=7 TN WY -Eg 1 E

Yearly full back up — up to 5 years retention time
A PN s R IR il g~ N

Backup Frequency

and retention period

PRD

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) koKR.v.4-2020

Monthly full backup and daily incremental. Two
months retention time. Backup of the PRD will be

AERE HIOIH =3 AlZHDO|C|0of 20| Al GO|E 1|0~
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for File systems replicated to an alternate data center or location.

ot Al Aol # OiY HA #Y % OfY BZEE e 8Q 7|72 Y. PRD

ol U HF It M2 OHAl ClolH MH E= fIX|2 =X E Lo
NON-PRD Monthly full backup and daily incremental. Two
H| PRD months retention time. Backup of the NON-PRD will

be replicated to an alternate data center or location.
O MA 2 2 oY HEd2 W 2] 7|7 274 E. H]

PRD 212 CHA CIOIH ME E&= X2 =HELI.

Incident Reaction Incident Priority 20 minutes (7x24) and problem determination
Time for Incident Very High action plan within 4hrs for PRD
Management 2HE M=Q 012 | PRD: 20 2(AZ2E4x7)), 4 AlZH L 27| B =% A2

=AY 2talof 2ot

=2 (Very High)

=HE S Al Incident  Priority | 2 hours (7x24) for PRD
High PRD: 2 A|[ZHE S F 5 (24x7))
=XE f4M=%l | 4 hours [Local Time on Business Days] for NON-PRD
= 2(High) H| PRD: 4 A|ZHZF Y TX| A|ZH
Incident Priority | 4 hours [Local Time on Business Days] for PRD and
Medium NON-PRD
=X 2M#=2| | PRD % H| PRD: 4 A|ZHZF Y &X| AZh

= HMedium)
Incident Priority | 1 Business Day for PRD and NON-PRD
Low PRD % H| PRD: 1 22

=M =9

Lo
= =(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.

HFEMOA O] &8 MHIAE FOiet B2 HEEHUCLH Z7| #Ygel BEi 7[72 2 A0 BAE 27 7|7t
nMol FEtRE MH[A SE 7| =2 T HA =2fists AEES 7l S=E UL

Incident Priorities

2XH 242

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):

= =HEN o U= Aol HiFst ofef 7|EDL ElH WSS EUE SAP 7F MHIEE = U

fd&=2l)7t HEE ULt

3.1 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:

rir

012 f£2(Very High): 20 2HFHO| 84 HIXLIA TRAAQ HEE HAHQI HXLA TRAA £
T ZRAA0 e MAS P2 OXE Fe, d2n UIT HYS U 4 9= 2 2HES
=2 "R =S (Very High)'22 Z2F3{OF eL|Ch LHI™o=z o|2f3t M= ChE2ah 22 ZR0
gLt

e A PRD system is completely down.

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) koKR.v.4-2020 Page 6 of 9



3.2

3.3

3.4

4.

PRD A|AHEIO| 25| SEHE
e The imminent go-live or upgrade is jeopardized.

= AMEE Go-Live E= YA O|EZ fIgES
e The core business processes of Customer are seriously affected.

DAl A HIXLA TRH AT HUS FBS BS
e A workaround is not available.

RS AL 4 218
The Incident requires immediate processing because the malfunction may cause serious losses.
TORZ QIgf 2 &Mo| T 4~ 9oz o] EX™ME Y FA| XM2|soF T Lt
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): S H=L|A T2 N0

| 4 FBS F FL, MBS M9l "ER(Hghy SR
SROIOF BLICE TR S U + ELICL 028 EXE BFY BY YoM B T 7|50
SYYIALL MY BIbsT Z90) BULICL NEXe Foj2 Qo) 2 FO Myl =LA S50|
YoiS WS & UCDR 02ist RHHL JHs 3 w2l xf2(sHof BLC,

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.

St (Medium): &HQ HZ=LA Z2M20] FEE =

SEofoF $LICL 0|43 2XEs HEY BF Y 7|50
01 =

ATl HZLA ST M0

. M&=2 "S7HMedium)'2 2
P

| St 420 gt
&S E R HAXKE M= "S5 (Medium)'22 2730 LT}
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.

M

mjo

o
e

d =7tset

—

Ho

> 0x oy
o It o
X
[l

% L
£ (

RS(low): 2H 7 HAEQ HELA maHAC o wi oY JS XX %2 AP BAHES
Moz WA YL} S2H AIBElE

FHEe "HE(low)'22 ZF6|OF SLCE o2t ZHE 2dNez &
AR 2 Ul 7|s0| YA L 2 27Hse 2200 2L,
SERVICE LEVEL REPORTING

MHA =& HD

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

SAP £ 2 A0 AlE MHIA +=ES FHStL 0 29 EIME AH0A HESLIC

4.1

4.2

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) koKR.v.4-2020

Customer must notify SAP of any claims for any Service Credits within one (1) month after
receipt of the monthly System Availability report by filing a support ticket with SAP.

IM2 SAPOf| X[ E|ZE YA 2M HZt AIA" 78 HIM =8 2 ShN)E o MH|2 250
oot 2 E HE SAP O SX|sOF gfLCt.

In the event that one or more of the Services Levels set forth herein are not met, Customer may

notify the SAP Account Manager and request to analyze Service Levels metric statistics based on
the monthly summary report provided by SAP.

= M0 FAlE MHE|& F0| oLt Ol HYEX| Rotb B2, D2 SAP A 2| XHO0|AH SXISHA
SAPZ} M&gt H7t 29f HIOME HIE2 2 MH|A =& HEY SAHE 2435 28 5 ASHCL
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4.3 SAP will then promptly (i) determine the root cause or possible root cause of the failure (if
known) to meet the Service Level, and (ii) 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).

J3{® SAP = FA| () MHIA =& 5F 209 22 22 E= 7tsd Us 22 EHT

FATiol CHoh Mo A EX| e o, AIE =X Agle +=8-5t0] MH

ot Ol BlO| ERE|AL AHI|EX| 48) S Rl 240A siE A=S HMEZst, 249 M

ol 2|X 7|Ztof (gtelEl AlZt Mo et siE AlglS ojd gL Tt

4.4 If applicable, SAP will provide the specific Service Credit as descrlbed in Section 5 below.
SHEEl= 4 SAP = otz M 5 =0 P E Hiep 20| £ MH|~ 3 A S M3 o

4.5 SAP will be relieved of its obligation to pay applicable Service Credits and will not be in breach of
the Service Level where the root cause analysis (as reasonably performed by SAP) indicates the
failure to meet the relevant Service Level was caused by the Customer and shall therefore be
treated as Excluded Downtime. In the event that Customer disagrees with the root cause
analysis, the parties will discuss the root cause analysis.

(SAP 7} gt2|Mo 2 T 22 R 240 et siE MH|A =F 5 Ol 2IQI0| 140 U= AR

i
O .
kl
LJ
]
rok

m !
ro on

o> ol rH
ro
ot

e
mo rlo
Nt

201l 8% SAP = Y MHIA JYRE K= AAFZFEH FHE D MB|A S22 LS @A E[0,
metM Melzl= CHREfYez FgEUth 140] 2= el 240 S5HA| e 82, GMAE2S 2=

= 2A0 CHol =2lghLCt

5. SERVICE LEVEL FAILURES
MH|A =F £F 40|

5.1 Service Credits. Subject to Section 2 above, if and to the extent SAP fails to meet the System
Availability Service Level set forth in Section 2, Customer is entitled to a Service Credit which is
calculated as the sum of the Service Credits for NON-PRD, PRD and Server Provisioning, for
SAP’s failure to meet the respective System Availability Service Level. Under no circumstances
will the total maximum Service Credits: (i) for any one month, exceed an aggregate of 20% of
the Monthly Service Fee for that month across all the Systems at 99.9% SA SLA, and an
aggregate of 100% of the Monthly Service Fee for that month across all SA SLAs; and, (ii) for
any given contract year, exceed in the aggregate an amount equal to one-third of the annual
subscription fees for the HEC Service or EX Service charged for the contract year (or one third of
the total subscription fee for the HEC Service or EX Service charged if the term as defined in the
applicable Order Form is less than one (1) year).

MH[A TR, &7 ® 2 =0 et SAP 7F M 2 =0 FAIE A2" 7HEE MH|A +=ES SF0HA| ot
4% 3 2ot Hel oM 242 siFSt= SAP 2| ZF A|AH" 78 MH|A =7 SF HIj{of Cisl H| PRD,
PRD, Mt Z=H|XMJ0| CHSE MH|A F2Ro o2 Aikl= MH|A FSE &2 H2E 7HEUCL
ofifet ZR0I= 2T & MH|A I |2 (i) o{HBH HO0|= SA SLA 99.9% #—roﬂ M 2= A|2Hof oot s
o Fzt *Wlﬁ 22 Al 20%E EntStX| An ZE SA SLAO|AM siZ of oist 7t MuA 87
A2 100%E Z=1HSHR| 20, (i) ofteh Aof Aol A7t sHiE A of 04501I CHol S abE HEC AMH[A
= EX MH|A A2t S8 259 1/3 of &8ss SAUCE= g LFMo el 7(Zo] L(nd ojarel
A2 HEC MH|A EEE EX MH|A & S8 239] 1/3)2 Z1sHX| Y& L|Ct,

5.2 Customer acknowledges that the Service Credits are the sole and exclusive remedy for SAP’s
failure to meet the specified Service Level, except to the extent prohibited by applicable law.

D2 MEA 0| SAP o AIE MH|A =7 SF 2Ujof et R Lot HEPYQl R MO|2ts AS

elgetch T, 23 BE o) SX|=E d*E 02z U
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5.3 When Customer’s entitlement of the Service Credit is confirmed by SAP in writing (email
permitted), SAP will apply such credit to a future invoice relating to the Cloud Service or provide
a refund if no future invoice is due under the Agreement.

040 ME|A F2 A S BE XHA0| ACEL SAPZF MEOIHEE 31EF)22 &5t 82, SAP = 3T
Y HAES AL MH|A0F HEHE S FYAMO| HEY 5 U2 X[Gsfor & &= At Qle B

= oo et SE22 H3g = ASH O

5.4 Termination. In the event of SAP fails to meet the SA SLA for PRD Computing Environment as
specified in Section 2 above for three (3) consecutive months, Customer may terminate the
applicable Order Form by providing SAP with written notice within thirty (30) days of Customer’s
receipt of the respective Service Level report. Termination shall become effective one (1) month
after SAP’s receipt of such notice (or any later date set out by Customer in its notice). For the
avoidance of doubt, this termination right shall supersede any and all other termination provision
in the GTC for failure to meet an SLA, and such termination right from the GTC shall not apply.
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