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SERVICE LEVEL AGREEMENT FOR
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION;
SAP ERP, PRIVATE CLOUD EDITION; AND
SAP S/4HANA CLOUD, EXTENDED EDITION

SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION;
SAP ERP, PRIVATE CLOUD EDITION %

SAP S/4AHANA CLOUD, EXTENDED EDITION
MH|2 £2 A%

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

SAP HANA Enterprise Cloud AH|A( “HEC AMH|A” ); RISE with SAP S/4HANA, private cloud edition; SAP
ERP, private cloud edition(25 “Private Cloud Edition A|H|A” ) SAP S/4HANA Cloud, extended edition(+
S/4HANA Cloud, single tenant edition, “EX AH|A” )ZtZh “Z2IRE MH[A” )0 &5t 2 MHA =F
Aef2 1740| sAP ot2| EFME S SE T HEC AfH|Z, Private Cloud Edition A, EX AH[A SLA{H
TRHMYS A Y MHlA +FS YABLIC

DEFINITIONS

&0 Fe|

Capitalized terms used in this document but not defined herein are defined in the Agreement.

= M AL ERA2Lt FO L K| 2 tHEALZ AlRE[= &0 Aol Fel=of ASH

“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.
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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.
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“‘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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1.5.

1.6.

1.7.

1.8.

1.9.

“CH2EY” 2 MeQlkl= CH2EMY 0|90 S2tPE MH[AMEE MY Z2H[HES S )7t F2tfE
MH| A (= MH Z2H[ K E S ?let MH)E MSdhs SAP 2| HIO|H ME 2AH22RE 2| 2F 0 BHE5}HA|
2 o & F2to| & F(minute)S 2|0 ErLICH

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

“UgG CHR2EY” 2 23 =40 BAIE 52 A =22t 58 293 MA g0l 5 L ddt= CIREIYS
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“Excluded Downtime” has the meaning set forth in Section 2 below.
"Hlelkl= CH2EMY 2 otz Al 2 =0l A& 9|0|§ 7hE L Ct.

“Incident” means unplanned interruptions or material reduction in service quality reported by Authorized Users.
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“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.
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“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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“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
CRXAIZE 2 ZHEMO| BAIE nHo| o MM A X[ AZHHE o|D| gL T
“Month” means a calendar month.
“g” 2 9gg oozt

“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” has the meaning set forth in Section 2 below.
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“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service Level
Agreement.
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2.1.

2.2.

2.21.
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“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement, and for EX
Services and Private Cloud Edition means Cloud Services Software as set forth in its respective Supplement.
“SF 2ZE0” HEC MH|AS| B2 EE =0 BAIE 20|E ZHX|H, EX AH[22 Private Cloud
Edition MH| 20| B2 3{lY BE 0| FA|E 2R E MH|A 2 ZEQ0IE o|0|gfL T,
“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 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.
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“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
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The System Availability Service Level for the Cloud 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.
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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.
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“System Availability” for each System is calculated as follows:

2t | AEIO| B “A|AR 7HErE CHS L 20| A AMEL| O}

Total Minutes in the Month — Downtime
Total Minutes in the Month

System Availability Percentage = ( ) * 100
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Service Level
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Service Credit?

MH|A 33| 2

PRD: 99.5%" System Availability
PRD: 99.5%' A|AHl JtE &
NON-PRD: 95.0% System Availability
H| PRD: 95.0% A|AE 7t =

Server Provisioning: 99.5% System
Availability

MH Z2H| XY 99.5% A|AH JEE

HEC Subscription, Private Cloud Edition Services and EX Services:®

HEC Subscription, Private Cloud Edition AJH|A 20 EX AH|A:3
2% of Monthly Service Fees for each 1% below the SA SLA
SASLAOA 1% Wi2{Z ottt FZF ME|A 259| 2%

HEC Cloud Start and HEC BYOL:*

2% of Monthly Service Fees for

each 0.1% below the SA SLA

HEC Cloud Start & HEC BYOL:#
SA SLA Ol A 0.1% LH{24Z wjorct
217 MH|A 29| 2%

Server Provisioning (laaS Basic):

MH Z2H|XY(laaS Basic):

€1,500 per Month in aggregate for any and all instances below the SA SLA
SA SLA o 7t 1,500 2
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199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and

identified in the Order Form.
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2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.
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3Also applies to S/4HANA CPO and S/4HANA CPE
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4HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC

Production.
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1121 = Scheduled Downtime
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Total Minutes in the Month attributable to:
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Emergency Downtime
{l& CHR EtY
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)

2E|HQl FolE 72Tt S Tl = SIS OlF 27Hs0t2 old 275 O ELL 20| SAP 2
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Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a PRD system
PRD A|A B0 CHot FOHZ=X|/4=2| Z 2[5 H| PRD E Ar8 22 M Uddt= H| PRD A|AH CH2EFY

Scheduled Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.

Downtime | wrx fofl L /7Lt 2% 240 FAIE stof T2t A4S golsl Alzte e YHO| Haja,
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2.3. The following examples include but are not limited to what is beyond SAP’s reasonable control:
otz A0l = SAP 2| &E| Xl SHIE HOo{h A0 Thok Ol A|Z7t £ 8t O] AELITE
a) 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
D0l = Aol HAIE Do MARIO|MAE AZEQ O FXES FE, 3iX] RX|E0A 2tO[MAE
AT EQ|0] QU/E = Subscription 2Z EQ0{o| HHO|LI EE2|A A8 §)2 E0HK| 2ot 42
b) Downtime caused by Customer
DZH0f| ofsf udlok TR EFY
c) Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed
Software
2O HIAE AT EQIO{ 2 M 3 At MZYM 7t 8 oz oot S
d) 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.
1740 HEot Zfo[dAEl AmEQofe] FE=E Qoh Ee 2tO|dAFE AZEQO], Subscription
L2ZEQIOL ARE SE(E= MH Z2H|MES fIet MH)S DZ40] HAHDOO|Y E= FoH0] Lt
AR S 2oLt O YR (L MY Z2H|XEE ?lot MH)el SH E= FX[. H, oj2iet X & SO
= A%k SAP 2f MYl HL2+= 0f 2
e) Restore times of user data (recovery of database data from a media backup) where SAP was not the
root cause for the required restoration.
SAPZt ERot 272 22 AS MISHA| &2 ALEAL HIOIE S/ AlZhD|C|of H A0 A T O Ef H|O] &
HiolH =)
3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

HY A HFRE 28 ENH S M

=

(not applicable to Server Provisioning)
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Description

29

Computer
Environment
segment to which
Service Level applies
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Service Levels

MH|A £

Backup Frequency and
retention period for
Databases

GO E{ | O] & 44

gl 2 EF 72

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 XMl& BZOf| [H2 2tFor U o) 5l 27 oY e,
& 712F 30 €. PRD #H A2 CHA| CIOJE HE E= X2
=X LT,

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| &
2R 71214 Y.

X2 SHE L

BEO| 2 QRS FY WY U 270 0 e

Hl PRD 22 CHA| HIOIH MH £&

Long Term Backup*

37 ey

PRD and/or NON-PRD

PRD 3l/EE= H| PRD

Monthly full back up — 6 months retention time
AZHHH HY - 2R 717674

Monthly full back up — 1 year retention time
U7HHH Y - 2R 7|2t

Quarterly full back up — 1 year retention time
271 FMA WY - 2] 7|21 W

Yearly full back up — up to 5 years retention time

oi7r N WY - =Y 7|7k Hy 5

Backup Frequency and
retention period for File
systems

te
=

=
-

280l we

89 7|7t

re
=

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 M e U ojY HEE WY 27 7|2t 274 &. PRD

WA CiA| GloJE ME = fX|2 SHE LT

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.

. 27 712t 274 E. Hl

PRD 212 CHX| CIO|E ME L QX2

O HM e N OjY HEZ

=M L.
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Incident Reaction Time
for Incident
Management

=HE 2o 2t

ZHE S Al

Incident Priority Very
High

¥ Mzel e

Mo
=

== (Very High)

20 minutes (7x24) and problem determination action plan
within 4hrs for PRD

PRD: 20 B(HSFF(4x7)), 4 A7 Lf X HE =X A

ot

Incident Priority High

=HE U=

=2(High)

2 hours (7x24) for PRD

PRD: 2 A|ZHHEF T (24x7))

4 hours [Local Time on Business Days] for NON-PRD
HI PRD: 4 A|ZHZ R L X| A[ZH]

Incident Priority
Medium

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

=HE =2

PRD % H| PRD: 4 A|ZHZF L AHX| AlZH

= 7H(Medium)

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

PRD % H| PRD: 1 22 ¢

=HE =

&S (Low)

3.1.

SLA for SAP HEC; RISE with SAP S/4AHANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) koKR.v.1-2021

*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
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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):

= =HE oE 2H=2( ol B st ofef 7|0t el dSS EUE SAP 7F HEY & Us

Mgt BB ELT

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:

S & (Very High): 21 2RTO| #4 HXLA T2 A|ASH BRAE YYHOI HRLA TR~ £
TZEAA0 S M2 YES 0Kl FL, 12D AT HUS FUY 4 gL B LTS 2M29)
"0 £ (Very High' Q2 2 HOF BLICH YK 02 0|28t 2HE THEIH 22 Z 20| SAELCt,

. A PRD system is completely down.

PRD A|AE 0| 2tH35| SEHE

. The imminent go-live or upgrade is jeopardized.
= AME Go-Live = YO/ E7t /IPEZ

° The core business processes of Customer are seriously affected.
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° A workaround is not available.

*H
Al

%t

rx

mjo

A&

ot

o
HA

Ojo

AL
T
The Incident requires immediate processing because the malfunction may cause serious losses.
YOz Qo 2 40| LY = ASDZ O] 2XE2 Ld SA| MalsjoF Lt

a) 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.

=2 (High): S48 Ql H=LIA Z2MAQ d4st Hek2 & 42, M2 242 "s2(High)'22
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T A8 2 o2 Z2HFH2 75Tt o "l X2|shof &L Ct.
b) 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): X HI=L A Z2M 20 FgE & 4% =HEE fuz? "SU(Medium)'2 2

= ROHOF SLICE O|2fTt 2H= HFE &8 W 7|50 BEASHAHLE 4 27hstt B0 gL}
SYHQ H=LA EMMN S T 82 HAXE U= "SU(Medium)' 22 2F5§0F LTt

c) 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.

=13
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4, SERVICE LEVEL REPORTING
MHIA +=EHT
4.1. SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP = & A0 BAIE MH|A +=FS FHSIL UIE 2% EOME DA40|A HMEL L

4.2. 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.

D42 SAP O X2 EIZlE e zM 7 AILE 78R BEOM 38 2 oh(1)E Lo MH[A 2o
Ch3t 2E H7E SAP O SX[s}joF gfLCt.

4.2.1. Inthe 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.

= MOl BAIE M| & 20| StLE O o R E[X] R B2, 142 SAP A8 22| Xof| A SXI5H0] SAP 7t
E

2 A5 2HSEE aNY & gLt

Maeh gzt 29 EIME HIE 22 MH|A F Of
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4.3. SAP will then promptly

a) determine the root cause or possible root cause of the failure (if known) to meet the Service Level,
and
b) 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).

J2{H SAP = SA|

a) ME|A =5 S5 A0 2= f2 E=7tsd e 22 #A(EHT E9)S B,

b) Jeieh Zofjof cHet MYOo| BMANEX| = o, A8 =X AEE £-O0 ME S0l M
Sel2 Etget O|f Sl0] ERE[ALE ATIEIX| ¥E) S ?Ioh DA A siE A=S MEStD, 24| MH
SoE 2 2o 21 7|ztof (2ol AlZt HEof wet) s e A elS ol gL .

4.4. If applicable, SAP will provide the specific Service Credit as described in Section 5 below.
S El= 2% SAP = Of2h K| 5 =0 AHE Hiel Zo] £ MH|A XS HMSeL

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 7t ZE|H o2 ssh 2= |l 240 et s ME[L 5 SF do{e] 20| D40 s A2z

)+

25Tl B2 SAP = o g AMH|A A A S XY AF2EH HHED ME|A +FS
mtetM Melsl= Ch2Etge2 FgEUth 140 2= el 240 5 Z

200l 2M0f CHsf| =o|BtL|Ct.

= =

5. SERVICE LEVEL FAILURES

HH| £ 2 55 41

5.1. Service Credits

5.1.1. 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:

a) 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,

b) 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 one

(1) year).
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5.1.2. 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.
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5.1.3.  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.
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5.1.4. Customers who have not subscribed to the Cloud Service directly from SAP must claim the Service Credit from
their applicable SAP partner.
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5.2. Termination

5.2.1. Inthe 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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