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SERVICE LEVEL AGREEMENT FOR
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA CLOUD, PRIVATE 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 HANA ENTERPRISE CLOUD, RISE WITH SAP S/4HANA CLOUD, PRIVATE EDITION, SAP ERP,
PRIVATE CLOUD EDITION 3 SAP S/4HANA CLOUD, EXTENDED EDITION

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4HANA Cloud, private edition (formerly, SAP S/4HANA, private cloud edition); SAP ERP, private cloud
edition (collectively, “Private Cloud Edition Services”); 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 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 A H|A("HEC AMH|A"), RISE with SAP S/4HANA Cloud, private edition(T+ SAP
S/4HANA, private cloud edition), SAP ERP, private cloud edition(Z& St “Private Cloud Edition A{H|2A"),
SAP S/4HANA Cloud, extended edition(T S/4HANA Cloud, single tenant edition, "EX A{H|A")(ZH2F ~
ZERE MH[ANO| 25 2 MH|A £=F A2 10| SAP o] HFEME S SE8 HEC MH[A
Private Cloud Edition A{H|2, EX MH|A 2 MB Z2H| XM Y0 Cist s MH|A &2 HA|EHL L}
DEFINITIONS
80 2|
Capitalized terms used in this document but not defined herein are defined in the Agreement.

= 2M0| AFS LA Lt HOL|X| H2 HEAZ AlREl= 80 A0 F2l=of AELIC
“Agreed Downtime” means any downtime requested by SAP or Customer and mutually agreed by the

parties.

"ol CH2EHY"2 SAP £= 10| 2F5t0 FAAtE 7t &= 2olE CH2EHY S 2oLt
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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.

‘TERY2 EFAM0 BAIE Aol F=a HMA XM E=HE[=
SRR S| EE o0gLCt.
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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.

"HRETY 32 SAPZF DA SEHRE MHIAE MSOH7| Ao HESI0] AHESHE SAP MlES HIO|H
AE AE, M, HESZ FH, 2SHA 2 HoIH MY HAHUSS 2l0lsts LFMoAM o|E Hiet
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Z0| 2% AFE SE("PRD")I Hl 2F SO 2 A& 7|EF AFE & ("Hl PRD")S ZatefL CH
“Credit’” means the following, subject always to Section 5 of this Service Level Agreement:
"AY A2 LSS 2f0I5k, 2 MH|A =F Aofel N 5 =7t & HEE LT

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

HEC Subscription, Private Cloud Edition A{H|A Sl EX AMH|A S/4AHANA CPO % S/4HANA CPE: SA
SLAOIIM 1% Li2{Z morct 7 MH|A 239 2%

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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1.4.2.

1.4.3.

1.5.

1.6.

1.7.

1.8.

1.9.

1.10.

1.11.

for HEC BYOL (previously known as HEC Production), 2% of Monthly Service Fees for each 0.1% below the
SA SLA; and

HEC BYOL(T HEC Production): SA SLA Ol A] 0.1% L{{2{Z [OtCE |ZF MH[A 239 2%

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

A Z2H|X d(laaS Basic): SA SLA & EESHA| £t ZE Z2E 24 €7 1,500 K 2

“‘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.

‘L2 EFY 2 M Qltl= CH2ERY 0|20 22tRE ME|A(EE AH EEHIH‘&'E AL MH)7F E2RE

A‘|H|ﬁ e M EZZHNEES 23t MH)E MSste SAP 9 HO|H MEH EAFESZEES QH
SotX| Y2 ot B S99 & E(minute)= 2|0|TfL|Ct

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

rir

"Zlg CH2EY'2 EF T4 YAE 2 oK HiZer 32 2% MHA Yol FT L
CheEerelg ofojgt
“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.
"I1I2IEIE CH2EY 2 o9& CH2EHY, eolEl Ch2ErY, 715 Ch2EY, (¥l FolE 7|80 oig
gle 0= E£= od =7tst O|HE & SAP o 2[H SHE HolLt= a0 25 of7|E
Ef%Ef% M 2 Z=9f oAl =) & PRD QI3 H| PRD E A& EMN
LMBHE B PRD AlAE CHRERRlS o|n|
“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 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.

"ENE S AZHIRT)'2 SAP X[ & 1 EHAH ZEO|AM 2XMTO Cist 1
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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.

"EtOJMIAE AZEQ0f'= 1ZHO| £RSHAHLE 2fO[ AT 0fF 2|7 0| H, CIO|EHH|O[L, 2ZEQ 0], =1
X HEHEE O[0[5HH (Subscription £2ZEQ|0 = X2 F), Ol= 22tRE ME|A0M =28 E = RS
40| SAP Off XSt ArZ Y LICE

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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1.18.1.

"X AZH 2 LAFEMO| FA|E DOl F=Q MM A K| A|ZtCHE o|OjgtL|Ct.
“Month” means a calendar month.
"gre ogg olo|gtLct,

“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.

"2 MHA @3"2 SA SLA 7t 2EEX] %2 dTE2 S2HRLC AMH[A0 CHsl XZ= ¥ =
2FEE= A7t 2229 1/12)2 olO|gL|C}

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

"OIYE CHREIY'2 ZFMO| SAHEAL 25 M0 FAIE HiO| M2t 4= ehoE AZtez 2o
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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 Services means Cloud Services Software as set forth in its respective
Supplement.

"SE ATDEQO" HEC MH|AQ| AL HE ZHO| HA|E o|0|F JX|H, EX AMH|AQ} Private Cloud
Edition MH|AQ| AL o|T 25 =0 A= S2t2E MHA AZEQIOE o|O|gtL|Ct,

“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, 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.

"AMAR2 FAZE oLl ASE 238%te H AM8EHE d=ofEH0|L Mz gt Lt oj¥el
=]

HEHE(HOIEHO|L, M, HERS, RERAN, HLIAIN, HEHE §)E 2l0igLth 24 AS WA
MEE HEHEEOS =2 dtLte| A|2HO 6H%E.“—I'If. A" 78 HIE2 A +=0A SEE L
HEC ME|29| Z2, 2t A|AE2 fF:M W Al2" X 22| "AE =" 0| o3 A0, Private
Cloud Edition A{H[AQF EX MBE|A2| B2, Zt AIA”E2 g BE =1 MH[A LY 7t0|=9 AMH|A
0|8 LS ZMO| 22 TAIE AILE AT 7o 28 HEEHLO M Z2H|XF2| 42, & EA0AM
MEElE ALE2 ZFM0| Fo=of A= MHE 2lojgtL(ct

“System Availability Percentage” for each System is calculated and defined as follows:

Zt AI2"Of Chet "A| AR 7+ &= H| 8”2 Ch3ah 20| AMstn FolgfLCt.

_ (Total Minutes in the Month — Downtime
- Total Minutes in the Month

)*100

“System Availability Service Level” or “SA SLA” means the applicable System Availability Percentage
specified below during each Month for the Computing Environment (and Server for Server Provisioning, if
applicable) after System handover to the Customer:

AAY JHBE MH[A £F EE 'SA SLA'S 10| AAHES 4% 3 HEY BYE A
Z2H|K Y AH)0| Cfol B8 Fh53 Of2o] EAIE 2t 2ol NAH JHBE HISS ojnjgict

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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1.18.2.

1.18.3.

2.1.

2.2.

2.21.

2.2.2.

2.2.3.

2.24.

2.2.5.
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95.0% System Availability Percentage for NON-PRD; and

H| PRD: A|A® 718 = H|E 95.0%

99.5% System Availability Percentage for Server Provisioning.
Mef Z2H| XY A|AH LR & H| 99.5%

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

"HtE B2 T 2 S AERFAZE SEELIL

SYSTEM AVAILABILITY
JUES-T/¥-1

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

Mo 22| FAEO UX| e o, SA SLA = M 3 NH2EH Zo[dAE AZEQ0 HELX|
e

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:

[k

SAP 2| E2|H SHE HO{Lt= 240 ofsf Of7| & CH2EHY2 tH2 OAIE =L th

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.

20| £ 7o A8 AmEQO9 RXEL FB,

HAlE s
2lO|MIAE ATEQO] Q/EE Subscription AZEY0{0] HHO[LF U2|A AL S)2 F4S1X| 23 22

279

9l (2}0| Al

Downtime caused by Customer.

Do) ofs S CH2EHY

Interruptions as a result of requirements stipulated by a third-party manufacturer of the Licensed Software.

2lo|MAE AZEQ 00| K| 3% MEYHI PR RUOR QA% St

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.

40| HIZg 2to|MAE AZDEQOel EXZ Qs g 2I0[MAE AZEQIO, Subscription
AZEQOL HFE SHY(EE MH ZRHNIE {8t MH)Z 140| HAHOO|YE Es 738519
Lot AFE SFo|Lt O LE(EE MY Z2H[XNIE {8t MH)el B £ FX|. T, oj2{3t FA|
= SCHO| & A oF4A SAP o] HQIol A= 0f 2

Restore times of user data (recovery of database data from a media backup) where SAP was not the root
cause for the required restoration.

SAPZ} Zasvt 50| 2= S MISHA 2 ALEAL HOH =2 AZHDO|C|0] S Ho A H|O|EH| o]~
HolH =+

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

wel % HEY B

SR g A2

(not applicable to Server Provisioning)

(ME ZREHEolE MEEX $8)

Description Computing Service Levels
Moy Environment MH|A &=

e
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.
G| O| EfH| O] & HH & SAP Ml& HEO| 2 2tTot Y WY 3 27 Ty W,
e S ER 7 2R 71230 €. PRD 2 CHA| GIO|E E E= X2

=H gLt
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 K| Z EEOf [H2 eFHTh i we) 9l 21 T we
2R 7IZt14 L. H PRD Y
QX2 =gt

S N Ho|E ME F=

Long Term Backup*

PRD and/or NON-PRD

Monthly full back up — 6 Months retention time

7| ot PRD SY/ELE H| PRD | ®ZHHH e - wg 7|Zt6 4
Monthly full back up — 1 year retention time
HTH MY -BER 7|2t E
Quarterly full back up — 1 year retention time
=78 TN HY -2/ 77t 4
Yearly full back up — up to 5 years retention time
A TN MY - BR 7| ZOf 5 A
Backup Frequency and | PRD Monthly full backup and daily incremental. Two Months
retention period for File retention time. Backup of the PRD will be replicated to an
systems alternate data center or location.
Ot AJAEIO| #Y DHE R e 0N BZE wel 8Q 7|27t 2 74E. PRD
gz S ER 77 22 CHA| OOJE ME E= X2 =X E LI
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.
Of 2 FiH 2 SO HAER MY E) (¢t 2 702 H
PRD 22 CHA| ClO|E ME E= X2 ZXELCH
Incident Reaction Time | Incident Priority Very 20 minutes (7x24) and problem determination action plan
for Incident High within 4hrs for PRD

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
SAP S/4HANA Cloud, extended edition (DUAL) koKR.v.8-2021
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Management
=M 2e|of et
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=2(Very High)

PRD: 20 2(FEFF(24x7)), 4 A2t L} &X T xX| A=l

Incident Priority High

2HY 2MEQ

O T LT

=2 (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
EHE 2429

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

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

Incident Priority Low

EHE 24&2

1 Business Day for PRD and NON-PRD
PRD % H| PRD: 1 22

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.

“UFAM0A O BH MHIAZ ToiS 2L MBELCH Y| wWelo B J|Zt2 2 M0 BAE 2]
10| E2IR2E MHA SE 7|12 EE S

7|kt 4 AR WA st AIEE 715 SRE LI

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):
=HE =9 2= EMFE Che 2M&/(2 20| BiFsta ot 7|=nt 2| HdSS EN=Z SAP 7t
Muge &= As =27t HEE L

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:
S =& (Very High): 2E0E ZXFHO| Yy H|=L|A Z2M At 2EE X H=LA Z2M A
e T Z2MA0 0fR Mzieh g2 0iX= 4%, 2|1 7150 HYE +dY = o= 4% =NEE
f4=Q "0fR =2(Very High)y'2=Z ZF/O{0F STt Yetdo=z o2t 2H= St 22 ZR0
gt

3.1.1.1. A PRD system is completely down.
PRD A|AEHO| 2HS| SEHE

3.1.1.2. The imminent go-live or upgrade is jeopardized.
= A E Go-Live EE= Y2 0|E7t U=

3.1.1.3. The core business processes of Customer are seriously affected.
nZ4ol oyl HI=L|A Z2 MLV Y240 des ga

3.1.1.4. A workaround is not available.
Mg ALY &= QS

3.1.1.5. The Incident requires immediate processing because the malfunction may cause serious losses.

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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4.1.

4.2.

4.3.

4.3.1.

4.3.2.

HOfZ Qs 2 &40| e = A28 2 0] 2HF2 L FA| Me[sfoF 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): M0 HZ=LA Z2HA0 et dgds & 4% 2HES U= "ESHigh'22
E
o

SEoF BLCL WY HAS YT 4 YELICH
<]
—

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.

S (Medium): X HIZLA Z2MA0 s & 89 2HES U9 'S (Medium)'22
= FoHOF LI o2t EXM= HRE 2F W 7150 BEHSIAHL dd 27tss ZR0| 2Lt
Y HIZL A EMMP S & 2 HAIKIE RUz9 "SH(Medium)'22 27Ok & L|CF

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
FUE? LS (low)'22 ZF|OF SLICL 0|20t X LNz LQBHX| Y7L EEH A8EE
RS 28 U 7150l 2825 L Al 27150 30| Ll

SERVICE LEVEL REPORTING

MHA $E BT

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP = &2 M0 BAIE MHIA =FS FHSt0 0jd Q9 EAME D40 A S 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.

= =AM FAIE MH|A £=F0| StL} Ol HEEX| ot 42, 242 HIFEE SAP AE X0 A
2 0 £
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SAP will then promptly:
J2{H SAP = SA|

determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and

MHIA =& §F 0o 22 ’Y £= 7ted e 2= AT 492 Lo

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).

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
SAP S/4HANA Cloud, extended edition (DUAL) koKR.v.8-2021 Page 7 of 9



4.4.

4.5.

5.1.

51.1.1.

5.1.1.2.

J2e HIof CHet Mol BA X e B2 AT =X A=s +EH ME S0 ME S22
Etget Ol 80| EFEAL A7IEX| &3)S ?l8h DHA i A=S MEstn, 149 MH Sels
w2 20| 2N 7|20 (HelE Azt HEof Wl oY A=lS ofARfLICt

HYot= B2 SAP = Of2ff A 5 =0 @& Hiet 20| £ XS MIYLICh

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

(SAP 7t B2Ho= 2ush 22 A9l 20| D2t T MHA £F FF Amo| €olo] Do Ut
HoE YT FP SAP & RE Mg b5 Y2 XBH JLREH HMHD MHA £FS
FIUSIX) @24 SIT, ab MAss GECUoR HIEUCL 20| 22 Y BHY SOl S

Service Credits
MH|A 3

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 7t ST SA SLA E BFSHX| X3t 2%, 042 sl ot= SAP 2| 2 SA SLA T Ajjof CHsH H| PRD,
PRD, Mb| Z=2H|XJEHEst= 4)00 et =2 o2 RS Mg #E|E JtELU Lt
o Chet e 7t SA SLA EIME 8T T H44E0) 2FY Uol X A 2ME
HegtezM GAsHAH O|F0{Xof gtL|Ct ojlHst A0 = X0} & 2

rr 4
[u

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

Oflf2t 0= SA SLA 99.9% +EOM Z= A[AHO| ChE siE &l 2t MH|~ 25 72 20%E
ZDSHA] REA(EFAMO| FAIZIO] Al 0| FOjst L) 2= SA SLA O|A s o et &zt
MH|A 2F SHAH Q| 100%E X 1t6HXA| &Lt

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).

OBt A|of GEOIE BATH SfT Ao AEo| Y F2ALE AH|20| Ciof I A2 55 230
130 48oHE FUEE T LM HolE J|ZHo] 1 DRl e Pure

=T
S& 259 1/3)2 =15HA| W5 LL.

o

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.

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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5.2.

5.21.

D20| 2SS WS AHO| UCHD SAP Jt MBOHAE BEH)2E Holsts ¥
27 5IS B2 AB|Ao BRUE 3 TN HBY 4 Yo X0
2 7o ofet 22 HBY 4 AL

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.

=
-

2z

=

e | SAP O FAE MHIA £F BT AIfo| Cfgt KUk HHEYO RHMOlHE %S
YLICL O, 2 YEO oldf 3XEE FLE o2l B

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
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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
ASFRRX7)(M Q== CH2EFO0| HEF)
NON-PRD 08:00 — 18:00 local time each Business Day.
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