SAP S/4HANA Cloud, single tenant edition

Supplemental Terms and Conditions

This Supplement is part of an Agreement for SAP Cloud
Services between SAP and Customer and applies only to the
SAP S/4HANA Cloud, single tenant edition services to which
Customer is subscribed. Any documents referenced in this
Supplement are available upon request.

1.2

CLOUD SERVICE.

The Usage Metrics, hardware configuration and
infrastructure services and additional terms of each
of the SAP S/4 HANA Cloud, single tenant edition
packages and optional add-on services are described
in the SAP S/4HANA Cloud Service, single tenant
edition Service Use Description document found at
https://www.sap.com/about/agreements/policies/s
ervice-specifications.html.

Certain features integrated in SAP S/4 HANA Cloud,
single tenant edition packages may be provisioned
on the SAP Cloud Platform or other multi-tenant
cloud platform (“Cloud Features”). Such Cloud
Features, and any additional terms applicable to the
Cloud Features, are set forth in the Service Use
Description.

ADDITIONAL TERMS
Maintenance

(a) SAP performs regular, scheduled
maintenance activities to maintain OS
security patch levels, database and
application patches, infrastructure (network,
compute, storage) maintenance and other
scheduled proactive  activities. Such
maintenance activities will be reasonably
scheduled for date, time and duration as
mutually agreed in advance between SAP
and Customer (“"Scheduled Downtime”)
based on requirements and resources. If
Customer fails to cooperate with the
scheduling and/or performance of such
maintenance activities in a timely manner as
recommended by SAP, Customer shall be
solely responsible for any resulting issues in
the Cloud Service, including unexpected
downtime.

(b) Notwithstanding the foregoing, SAP reserves
the right to perform Emergency Maintenance
activities at any time without Customer’s
prior consent. SAP will use reasonable efforts
to provide Customer with forty-eight (48)
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AononHuTenbHbIe YC/I0OBUA U NOJIOXKEHUSNA

HacTtoswee [lononHeHue saBnseTcs YacTtbio CornaweHus ob
ObnauHbix ycnyrax SAP, 3akniouyeHHOro mexay SAP u
3aKa3uynkoMm, U NPUMEHMMO TONbKO K O6nayHbIM ycnyram SAP
S/4HANA Cloud, single tenant edition, Ha koTOpble NoanucaH
3aka3umk. Bce [OKyMeHTbl, YMNOMSAHYTble B HacTOSLEM
JononHeHnn, NnpeaocTaBNAOTCA MO 3anpocy.

1. OBJ1IAHHAA YCNVYTA.

1.1 MeTpukn MCNosb30BaHuUS, annapaTHas
KOHbUrypaums, ycnyru MHMPaCTPYKTYpbl "
OOMONHUTENbHbIE YC/IOBUS AN KaXaoro rnaketa SAP
S/4 HANA Cloud, single tenant edition, a Takxe
Heobs13aTeNbHble AOMOJIHEHMS ONUCaHbI B JOKYMEHTE
OnucaHna wucnonb3oBaHua Ycnyr SAP S/4HANA
Cloud Service, single tenant edition, no appecy
https://www.sap.com/about/agreements/policies/s
ervice-specifications.html.

1.2 HekoTopble PyHKUWMK, BKIOYEHHbIe B nakeT SAP S/4
HANA Cloud, single tenant edition, m™oryTt
npefocTaBnaTbcs Ha niatdopme SAP Cloud Platform
W MPOYMX MHOFOTEHAHTHbIX 06nayHbIX naatpopmax
(«ObnayHble PYyHKUMN»). Takune O6nayHble
PyHKUMM U BCe  AONOSHUTENbHblIE  YC/I0BUS,
oTHocswmeca kK O6nayHbiM (QyHKUMSAM, yKasaHbl B
OnncaHnn ncnonb3oBaHUsa Ycnyr.

2. AONOJTHUTENbHLIE YCNOBUSA
2.1 Texob6cny)xuBaHue

(a) SAP perynsipHO OCyLLUecTBAsieT MepPONpUATUS
Mo nJaHOBOMY O06CNYXMBaHUIO MNAKETOB
ncrpassieHMin 6e30MNacHOCTU onepauMoHHOMN
CUCTEMbI, NaKeTOB UcnpasneHnin 6a3 gaHHbIX
" NPUIOXEHUN, obcnyxuBaHuio
MHdpacTpykTypbl (CeTb, BbIYNCUTENbHbIE
MOLLHOCTW, pecypCbl XpaHeHus) n apyrue

niaaHoBble npodgunakTmyeckme
MeponpuaTuS. [aThbl, BpeMs "
NpOAONXKUTENBHOCTb TaKUX MEPONPUATUIA MO
06cnyXxuBaHuo éyayt 060CHOBaHHO

3anaaHMpoBaHbl W 3apaHee  B3auMMHO
cornacosaHbl Mexay SAP n 3aka3umkoM
(«Bpems rnJaHoBOro npocTos>) B
3aBUCMMOCTM OT noTpebHOCTEN M pecypcoB.
Ecnn 3aKkasumk He npuHuMaeT
CBOEBPEMEHHOIO y4yacTus B MJIaHUPOBAHMMK
W/WMAn UCNOSTHEHMN NOAOBGHbBIX MeponpuUATUn
rno o6cnyxuBaHui, Kak pekoMeHayeTcst SAP,
3akaszunk HeceT €ANHONMNYHYIO
OTBETCTBEHHOCTb 3a Ntobble NponcrtekarLwmne
u3 atoro npobnembl B ObnauyHoW ycnyre,
BKJ/1HOYAsi BHEM/1aHOBbIE MPOCTOMU.

(b) HecmoTps Ha BblLLECKa3aHHoe, SAP
ocTaBnseTt 3a cobov npaso B noboe Bpems
NpoBecT MeponpusaTUS No DKCTPEHHOMY
obcnyxusaHuto  6e3  npeaBapuTenbHOrO
cornacua  3akasuuka. SAP  npunoxwut
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2.2

2.3

2.4

hours advance notice regarding performance
of Emergency Maintenance. In case of Cloud
Service downtime during such Emergency
Maintenance, such downtime will be
considered to be "Emergency Downtime” (as
defined in the Service Level Agreement for
SAP HANA Enterprise Cloud Services and
SAP S/4HANA Cloud, single tenant edition
services). “Emergency Maintenance” are
maintenance activities required to address
an unforeseeable circumstance aiming to
prevent significant impact to the Cloud
Service. Such situations include application
of critical application patches and operating
system security patches (security patches
with priority “very high”) and/or performing
critical operating system activities (urgent

upgrades and/or refresh of shared
components).
(c) Customer is responsible for requesting and

coordinating with SAP the application of non-
critical security patches (all security patches
with priorities “high”, "“medium”, or “low”) by
way of a service request ticket. Such patches
will be applied during Scheduled Downtime
or other Agreed Downtime (as defined in the
Service Level Agreement for SAP HANA
Enterprise Cloud Services and SAP S/4HANA
Cloud, single tenant edition services).

Support. Support for the Cloud Service will be
provided by SAP as described in the Support Policy
for SAP Cloud Services referenced in the Order
Form, as supplemented by the description in
Attachment 1 to this Supplement. The Support
described in the Agreement may only be used to
support Cloud Services to which this Agreement
applies, as specified in the Order Form, and may not
be used to support any other SAP or third-party
solutions.

Service Level Agreement. The Service Level
Agreement applicable to the Cloud Service is the
Service Level Agreement for SAP HANA Enterprise
Cloud Services and SAP S/4HANA Cloud, single
tenant edition services.

Modifications and Add-Ons. Except to the extent
expressly permitted by applicable law, Customer is
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2.2

2.3

2.4

pasyMHble ycunusi, 4ytobbl npeaBapuTENbHO
yBeaoMUTb 3aka3suunka 3a 48 (Copok BOCEMb)

yacos o} nposeaeHnmn DKCTPEHHOIO
obcnyxusaHusa. Bpema  npoctos  npwu
DKCTpeHHOM  obcnyxuBaHmn  Ob6nayHom

YCYIrn CUYMTaETCs <«DKCTPEHHbIM BpeMeHeM
npocTtoa» (No onpegenenuto B CornaweHum
06 ypoBHe obcnyxuBaHusa ans O6nayHbIX
ycnyr SAP HANA Enterprise Cloud Services 1
SAP S/4HANA Cloud, single tenant edition).
«IKCTpeHHoe  obcnyxmBaHue» —  3TO
MeponpuaTms no obcnyxuBaHuio,
HeobxoanMmble ans yCTpaHeHus
HenpeaBUAEHHbIX 06CTOATENbCTB C LENbIO
npefoTBpaLlleHuns 3HaYMTENbHbIX
nocneactemin gnsa O6nayHoi ycnyru. Takue
cuTyauum BKAOYaloT B cebsi nmpuMmeHeHune
KPUTUYECKU BaXHbIX ncnpasneHum
NpUNOXEHNI U ncnpasaeHnn 6esonacHoCTm
onepauMoHHOW  cucTeMbl  (McnpasneHus
6esonacHoCTM C NPUOPUTETOM  YPOBHS
«O4yeHb BbICOKWUIA») U/MNM  BbIMNOSIHEHME
KPUTUYECKHN BaXHbIX LENCTBUI Haa
onepaumMoHHOMN cuctemon (cpo4Hblie
obHOBMEHMA W/MNN  OBHOBMAEHUA O6LKX
KOMMOHEHTOB).

(c) 3aKa34ynmkK  HeceT  OTBETCTBEHHOCTb  3a
3anpockl n cornacoBaHune ¢ SAP npuMeHeHus
HEKPUTUYECKUX MCnpaBneHunii 6e3onacHocTu
(T. e. Bcex ucnpasneHuit 6e3onacHoCTU C

NnpUOpUTETOM YpOBHeM «Bblcoknin»,
«CpegHun» ©n «Hu3knii») nocpeacTsom
CEPBUCHOr0 3anpoca. Mono6Hble
UCNpaBNieHNsT MPUMEHSIIOTCS BO  BpPeEMS
MnaHoBbIX NnpocToeB " npoYnx

CornacoBaHHbIx npocTtoes (Mo onpeaeneHuo
B CornaweHun 06 ypoBHe 06cCnyxuBaHus
ana O6bnauHbix ycnyr SAP HANA Enterprise
Cloud Services n SAP S/4HANA Cloud, single
tenant edition).

Moppep>xka. [loaaepxka O6nauyHol  ycnyru
ocywecrsnserca SAP cornacHo ycnosusm Monntukm
noaaepxkn O6bnauHbix ycnyr SAP, npuBeneHHbIM B
JoroBope, Kak ykasaHo B onucaHuu lMpunoxeHusa 1
K HacTosaweMmy [ononHeHuto. Moaaepxka, ycnosus
KOTOpOM OMMCaHbl B CornaweHun, MOXeT
MPUMEHATBCA TONbKO B OTHOweHmn Ob6naydHbixX
yCnyr, K KOTOpbIM oOTHocuTcs CornaweHue, Kak
yKasaHo B [loroBope, u He MpuUMeHsieTcs K 1tobbiM
ApYyrnM peweHnaMm SAP unun TpeTbux nuL.

CornaweHune 06 ypoBHe o06cny>xmBaHus.
CornaweHne 06 yposHe obcnyxumBaHus O6nayHoi
ycnyrm — 310  CornaweHnme 06  ypoBHe

obcnyxusanuna pna O6nadyHbix ycnyr SAP HANA
Enterprise Cloud Services u SAP S/4HANA Cloud,
single tenant edition.

Moaudukaumm n AONOSHEHUSA. 3a NCK/IIOUYEHNEM
o6beMa, HBHO  paspelleHHOro  AeNCTBYIOLWNM
3aKOHOAaTeNbCTBOM, 3aKasuuMk He wnMeeT mMpasa
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2.5

2.6

not permitted to make modifications to the delivered
source code or metadata of the Cloud Service.

Customer may develop and use Customer developed
Add-ons (excluding any third-party software) in
furtherance of its permitted use of the Cloud
Service. “Add-on” means any development that
adds new and independent functionality, but does
not modify existing SAP functionality, and is
developed using SAP application programming
interfaces or other SAP code that allows other
software products to communicate with or call on
the Cloud Service. Customer is responsible for
testing and resolving source code, compatibility
issues or other conflicts that may arise from Add-
Ons and any patches or workarounds or other
changes provided by SAP for the Cloud Service. SAP
may reasonably restrict Add-ons to the Cloud
Service to the extent necessary to prevent
degradation in performance of the Cloud Service.
Except for Customer developed Add-ons as
described herein and Add-ons made available as an
S/4HANA Cloud, single tenant edition package, no
other Add-ons may be used with the Cloud Services.

Customer Data Return. Prior to termination or
expiration of the Subscription Term, at Customer’s
request, SAP shall provide to Customer, within a
reasonable time period in a reasonable backup
media format utilized by SAP, a final export of the
Customer Data stored in the S/4HANA Cloud, single
tenant edition System.

Customer Responsibilities

(a) SAP’s provision of the Cloud Service is
subject to Customer’s reasonable
cooperation and providing information
necessary for such provisioning. Customer
authorizes SAP to set up and use an
administrative user in the agreed business
client of the Cloud Service systems as
needed to provision the Cloud Service.

(b) In connection with Customer’s obligations
related to Customer Data under the
Agreement, Customer Data includes all

Customer-provided software used in the

Cloud Service environment.
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2.5

2.6

BHOCUTb MoaMdUKaLNM B MOCTaBASEMbIA NCXOAHbIN
KoA U MeTagaHHble ObnayvHom ycnyru.

3aKa3umkK MoxXeT pa3pa6aTb|BaTb M NCNnonb3oBaTb

JononHeHus, pa3paboTaHHble 3aKa3uymKoMm
(ncknoyas nporpamMMHoe obecneyeHue TpeTbUux
nvu) B npoaoskeHune pa3peLleHHoro
MCMosib30BaHuA ObnauHo ycnyru.
«[lononHeHne» — 370 AOMOSIHUTEeNbHOEe

nporpamMMHoe obecneyeHne, koTopoe gobaensieT K
BO3MOXHOCTSIM [MporpaMMHoro obecrnedyeHuns SAP

HOBbIe He3aBuUCnMble CDYHKLI,VIVI, He n3MeH4as
cywecTeylowmx @GyHKUMin, wn paspaboTtaHo C
npuMeHeHneM NpUKNaaHbIX NporpaMMHbIX

uHtepdericos SAP wunm  apyroro koga SAP,
no3BoNIAOLWEro APYrMM MporpaMMHbIM MpoAyKTaM
B3aumogencresoBatb ¢ ObnauHon ycnyroi SAP unm
BbI3blBaTb €e. 3aKa3uMK HeceT OTBETCTBEHHOCTb 3a
TecTMpoBaHue " yCTpaHeHune KOHMIMKTOB
MCXOAHOro Koda, nNpobnemM COBMECTUMOCTU U WHbIX
KOHMJIMKTOB, KOTOpble MOryT BO3HUKHYTb Mexay
JononHeHnaMm un  N6bIMM  UCNPaB/IEHUAMU U
npoyYMMM M3MEHEeHUsaMKU, BHOCUMbIMM SAP ans
O6nauHor ycnyru. SAP MoxeT 060CHOBaHHO
orpaHnunTb AononHeHmss Kk O6nayHon ycnyre B
obbeme, HeobxogMMOM Ana  npegoTBpalleHus
yXxXyAalweHuns npoussogutenbHoctn ObnayHom ycnyriu.
C ObnayHol ycnyrom Henb3s UCrnonb3oBaTb HUKaKUE
apyruve JononHeHus, 3a nckioveHmem [JononaHeHun,
pa3paboTaHHbIX 3akKa3yMkoM, KakK OnucaHo B
HacTosLweM LOKYMeHTe, n JononHeHwni,
npepocTtaBneHHbiX B nakete S/4HANA Cloud, single
tenant edition.

BosspaTt [aHHbIX 3aka3uuka. [0 npekpalweHus
unn wunctedeHma Cpoka noanuckun SAP B TeyeHue
060CHOBaHHOIo nepuvoga BpeEMEHW NpeaocTaBuT Mo
3anpocy 3aKka3suymka OKOHYaTeNbHble
3KCNOPTUPOBAHHbLIE [aHHble 3aKasuuka,
xpaHsawwuecs B Obnaydnon ycnyre S/4HANA, Cucteme
single tenant edition, B AonycTMmMoM pe3epBHOM
dopmaTe MeamagaHHbIX.

065s3aHHOCTM KJIMEeHTa.

(a) MpepnoctaBnenne O6nayHonm ycnyru SAP

oCyLlecTBfseTcs npu yCnoBuu
COTPYAHWYECTBA CO CTOPOHbI 3akKasumka U
cHabxeHuns cBeAeHUAMN, KOTOpble

TpebytoTcs ansa O6navyHon ycnyrm. 3akasumk
naet SAP paspelweHne npn Heo6XoANMOCTHU
HacTpauBaTb M NMPUMEHSTb NOJIb30BaTENEN C
npaBamMn aAMMHUCTPATOPa B COrNacOBaHHOM
6usHec-maHaaHTe cnctem ObnayvHom ycnyrm,
Kak  TOro TpebyeTt npeaocraBneHme
O6nauHom ycnyru.

(b) B TomM obbeme, B KOTOpOM 3TOro TpebytoT
0653aHHOCTM 3aKka3uMka B OTHOLWEHUM
[aHHbix  3akasumMka no Cornawexuio,
JaHHble 3aKa3s4yumka BKJ1IOYAIOT BCe
nporpamMMHoe obecneyeHue, UCMoOJSib3yemoe
B cpene ObnayHon ycnyru.
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(c)

(d)

(e)

(f)
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Customer is responsible for the definition,
documentation and execution of its business
processes in the context of the Cloud
Service, including, but not limited to,
configuration of systems management and
application and data security policies, batch
processing requirements, and compliance
with other governmental or regulatory
requirements applicable to Customer.
Customer is responsible for providing SAP
necessary and sufficient documentation of
its applicable processes in order for SAP to
perform its responsibilities under the
Agreement.

Customer shall use a version or release of
the Cloud Service software for which
software maintenance and support are
current, as provided by SAP. For purposes of
this provision, “current” means it is covered
by Mainstream Maintenance. Such support is
provided according to the current
maintenance phases of SAP software
releases as stated in
https://support.sap.com/releasestrategy. If
Customer is not using a version of the Cloud
Service software under  Mainstream
Maintenance, (i) SAP’s ability to provide
support may be limited and SAP assumes no
responsibilities for such limitations, (ii) the
System Availability Service Levels shall not
apply and (iii), Customer may be required to
upgrade to a more recent version of the
Cloud Service software.

Customer is responsible for the connection
to the Cloud Service, including the Internet
connection to the Point of Demarcation.
SAP’s responsibility shall not extend beyond
the Point of Demarcation. Point of
Demarcation means the outbound firewall
(or, in case of a VPN for access, the point of
connection of the SAP network to the VPN)
of SAP’s computing environment used to
provide the Cloud Service.

Customer is responsible for obtaining all
necessary rights from third parties required
for SAP to run and host any Customer-
provided software in the Cloud Service
environment. Customer will, at SAP’s
request, provide written verification of such
rights. Customer grants to SAP the
nonexclusive right to use the Customer-

(c)

(d)

(e)

(f)

3aKa3umk HeceT OTBETCTBEHHOCTb  3a
onpeaeneHue, AOKYMEHTMpOBaHue "
WUCMOJSIHEHME CBOMX 6M3HEeC-NpoLeccoB B
KOHTekcTe ObnayHor ycnyru, BK/OYas,
MOMMMO TMpOYero, HacCTPOMKYy YynpaBneHus
cucTeMm " MOSINTUKN 6e3omacHoCcTH
NMPUNOXEHNIA U [aHHbIX, TpeboBaHus
rnakeTHoOMm o6paboTKM U COOTBETCTBME BCEM
rocynapCTBEHHbIM 7 HOPMaTUBHbIM
TpeboBaHUAM, MPUMEHMMbIM K 3aKasuuky.
3aKka3unmk  HeceT OTBETCTBEHHOCTb  3a
npegoctasneHne SAP  HeobxoauMMon m
[oCTaToO4YHOM OOKYMeHTauum rno
NMPUMEHSEMbIM Y Hero npoueccam C Lesbko
MCNOJSTHEHUS KOMMNaHuen SAP CBOUX
06s3aTenbcTB no CornallueHuio.

3akasunk o06sA3yeTca wcnonb3oBaTb TOT
BbINYCK NpoOrpamMMHoOro obecneveHuns
O6nauHon ycnyrn, pna Kotoporo SAP
npepocraBnser Haumbonee  akTyasnbHble
COMpOBOXAEHWE W noAdepxXKy. B uensax
OAHHOro MONOXeHNs «aKTyasbHble»
O3HauvaeTt OcHoBHOe COMpOBOXAEHME.
MopobHass nopaepxka oOkasblBaeTcs B
COOTBETCTBUM C TeKyLWMMHn hazamum
COMpPOBOXAEHUS  BEpCUM  MPOrpamMHOro
obecneueHuns SAP, kak yKka3aHo Ha CTpaHuue

https://service.sap.com/releasestrategy.
Ecnn 3aka3umk He uCnonb3yeT BepCUto
nporpaMmMHoro  obecnedeHuns  O6nayHom
ycnyru, O0XBaTblBaEMYIO OCHOBHbIM
conposoxaeHneMm, TO (i) BO3MOXHOCTHU
noaaepxku SAP MoryT 6biTb OrpaHuyeHbl u
SAP He HeceT OTBETCTBEHHOCTM 3a NoA06HbIe
orpaHuyenus, (ii) YposHu obcnyxumBaHusa no
JOCTYNHOCTU CUCTEMbI He MPUMEHSTCA U
(iii) 3akasumky MoxeT noTpeboaTbcCs
BbINOJSTHUTb obHoBNEeHMe ho 6onee
aKTyanbHOM BEpCUM nporpamMMHOro
obecneyeHna ObnayvHomn ycnyru.

3aKkasumk HeceT OTBETCTBEHHOCTb  3a
nogknoyeHne k  O6nadHbiM  ycnyram,
BKJIlOUAsi MHTEpHeT-coeaAnHeHne C TOo4KoMm
aAemapkaumm. OTBeTCcTBEHHOCTb SAP  He
pacnpocTpaHseTcs 3a npegenbl  ToOuyku
Aemapkaumun. «Touyka gemapkaumm» — 3TO
6paHaMayap ucxogsawmx coeanHeHunn (uam
ana BYC — Touka coeamHeHus cetun SAP c
B4YC) BbluncnntenbHom cpeasbl SAP,
NCNosb3yeMom ons npenocraBneHuns
O6nauHom ycnyru.

3aKka3uynmk  HeceT OTBETCTBEHHOCTb  3a
rnosiydyeHMe BCeX MNpaB OT TpeTbuX nul,
Tpebyembix SAP agns  BbINOJIHEHUA U
pasMeLleHuns BCEero nporpaMMHoOro
obecneueHus, npenocTaB/iseMoro
3akasunkoM, B cpege ObnayHoi ycnyru. Mo
3anpocy SAP  3akas3uuKk npeaocraBuT
MACbMEHHOE NOoATBepXAeHUEe MNOoay4YeHus
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provided software for the sole purpose of
and only to the extent necessary for SAP to
provide the Cloud Service.

Taknx npas. 3aKkasuunk naet SAP
HEUCKIUYUTENbHOE npaso Ha
ncnosb3oBaHne  aboro  MporpamMMHOro
obecneyeHns 3akasumka B UCKIOUYNTENbHbIX
uensx M B ToM obbeme, B KOTOPOM 3TO
Tpebyetcas SAP pagna  npenocTtaBfieHus
ObnauHon ycnyru.
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Attachment 1 to

SAP S/4HANA Cloud, Single Tenant Edition
Supplemental Terms and Conditions

Support Services

This Attachment sets forth the support services provided in
addition to the support services of SAP Enterprise Support,
cloud editions in the Support Policy for SAP Cloud Services
under the Agreement. This Attachment does not apply to
Cloud Features.

1. Scope of Additional Support Services. SAP
additional support services apply to the Enterprise
Support Solutions, and such additional support
services currently include the items set forth in this
Section 1.

1.1 Continuous Improvement and Innovation

(a) SAP may make available ABAP source code
for SAP software applications included in
Enterprise Support Solutions (excluding
third-party software) and additionally

released and supported function modules.

(b) Software change management, such as
changed configuration settings or Enterprise
Support Solutions software upgrades, is
supported, for example, with content, tools

and information material.

1.2 Global Support Backbone

(a) SAP Notes on SAP’s Customer Support
Website document software malfunctions
and contain information on how to remedy,
avoid and bypass errors. SAP Notes may
contain coding corrections. SAP Notes also
document related issues, customer
guestions, and recommended solutions (e.g.

customizing settings).

(b) SAP Note Assistant, a tool to install specific
corrections and improvements to SAP

components, is included.

1.3 Mission Critical Support

For Customer custom code built with the SAP
development workbench, SAP provides mission-
critical support root-cause analysis (Root Cause
Analysis for Custom Code), according to the Global
Incident Handling process and response levels for
priority “very high” and priority “high” incidents as
set forth in section 4 (Customer Response Levels) of

SAP S/4HANA Cloud, single tenant edition Supplement (DUAL) ruRU.v.2-2020

MpunoxxeHue 1 k

[AonosiIHUTEesIbHbIM YC/IOBUSIM U NONIOXKeHUsAM ansa SAP
S/4HANA Cloud, single tenant edition

Ycnyru no conpoBOXXAEeHUI0

HacTtoswee MpunoxeHune onucoiBaeT ycnyru no
COMpPOBOXAEHWNID, TMPEeAoCTaBNsiEMble B  AOMNOJIHEHNE K
ycnyram no conposoxaeHuto ans SAP S/4HANA Cloud, single
tenant edition, B Monutmke no conpoBOXAEHUD AONS
O6nauHbix ycnyr SAP no Cornawenuto. Hacrtosuwee
MpunoxeHue He NpuMeHsaeTca K O6nayHbIM PyHKUNAM.

1. O6beM AOMNOJIHUTENIbHbIX ycnyr no
CONpPOBOXXAEHUIO. [10MONHUTENbHbIE YCAYrKM MO
conpoBoxaeHnio SAP npuMeHAOTCS K PeleHusam
Enterprise Support, n Takue ycnyru B Hactosuee
BpeMS BKJIIOYAKOT MO3MUMKN, ONMUCaHHbIE B MyHKTe 1.

1.1 NMocTtossHHasaA onNnTMMM3aunsa U UHHOBaUuUKn

(a) SAP MOXEeT npeaocTaBUTb WCXOAHbIN KoOpA
ABAP ans nporpamMMmHoro obecneueHus SAP,
BK/tOUEHHOro B PeweHns Enterprise Support
(ncknovas  nporpammHoe  obecneyeHue
TpeTbUx nvu) " AOMNOJIHUTENbHbIE
noaaepxvBaemblie (dYHKUMOHaNbHbIE

Moayun.

(b) YnpaBneHne W3MEHEHUSMU NPOrpamMMHOro
obecneyeHns, TakKMMW KaK M3MeHeHus
HacTpoek KOoHUrypaumm m nporpamMMHOro
obHoBNneHna PeweHnn Enterprise Support,
OCYLLeCcTBNSETCS, Hanpumep, nyTem
npefocTaB/ieHNs KOHTEeHTa, MHCTPYMEHTOB U

MH(OPMALMOHHbBIX MaTepManoB.

1.2 Global Support Backbone

(a) B SAP-HoTax Ha Beb6-camte SAP no
COMpPOBOXAEHMUIO 3aKa34YnKOB
OOKYMEHTMpPYIOTCS  Henonagku B paboTte
nporpaMMHoro obecnedeHmss U CoAepPXUTCS
mHdbopMauma O TOM, KaK YCTpaHsaTb,
npegoTepawate M1 06xoamntb owmnbkm. SAP-
HOTbl MOryT COAEpXaTb MWCMNpaB/ieHUs B
NCXOAHOM KoAae. B SAP-HOTax
OOKYMEHTUPYIOTCS  CBSI3aHHble Mnpobnemsl,
BOMPOCbl 3aKa34YMKoB W peKOMeHAOBaHHble
peweHns (HanpuMmep, NoOsb30BaTENbCKME

HacTpoWKNn).

Takxe BkatodeH SAP Note Assistant —
MHCTPYMEHT ANd YCTAQHOBKWM KOHKPETHbIX
ncnpassieHU U 4ONOSIHEHWIA K KOMNOHEHTaM
SAP.

(b)

1.3 KpuTnueckun Ba>kHoe conpoBoXxaeHue

Ons MoJSIb30BaTENIbCKOro Koaa 3akasuuka,
CO3[aHHOro C MOMOLLbIO MHCTPYMEHTasNbHbIX CPEACTB
paspabotku SAP, SAP npepoctaBnsieT aHanus
OCHOBHbIX MPUYMH WHUMAEHTOB B  KPUTUYHBIX
cuTyaumax (AHanu3 OCHOBHbIX MPUYUH MHUMAEHTOB
ANl MONIb30BaTeNIbCKOr0 KoAa) COrflacHO npoleccy
nobanbHoli 06paboTKM WMHUMAEHTOB W YPOBHAM
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1.4

the Support Policy for SAP Cloud Services. If the
Customer custom code is documented according to
SAP’s then-current standards (for details see
http://support.sap.com/supportstandards), SAP
may provide guidance to assist Customer in issue
resolution.

SAP Application Lifecycle Management

(a) Subject to Customer’s purchase of additional
system infrastructure via a subscription to
one of the SAP Solution Manager for SAP
S/4HANA Cloud, single tenant edition
packages, Customer may access and use
SAP Solution Manager Enterprise Edition
(and any successor to SAP Solution Manager
Enterprise Edition provided hereunder)
during the Subscription Term solely for the
following purposes under SAP Enterprise
Support, cloud editions: (i) delivery of SAP
Enterprise Support, cloud editions, and (ii)
application lifecycle management for
Enterprise Support Solutions and other SAP
cloud or on-premise solutions for which
Customer has a current support agreement
with  SAP. Such application lifecycle
management is limited solely to the
following purposes:

(i) implementation, configuration,
testing, operations, continuous
improvement and diagnostics;

(ii) incident management (service desk),
problem management and change
request management as enabled
using SAP CRM technology integrated
in SAP Solution Manager Enterprise
Edition (Customer does not require a
separate package license to SAP
CRM);

(iii) mobile application lifecycle
management scenarios using SAP
NetWeaver Gateway (or equivalent
technology) integrated in SAP
Solution Manager Enterprise Edition;

(iv) management of application lifecycle
management projects for Customer IT
Solutions using the project
management functionality of SAP
Project and Portfolio Management
integrated in SAP Solution Manager

1.4

pearmpoBaHus Ans WHUMAEHTOB C MNPUOPUTETOM
«BbICOKWIA» W <«OY€eHb BbICOKMN», OMUCAHHbIM B
nyHkTe 4 («YpoOBHUM pearnpoBaHus») MNonnTuku rno
conpoBoxaeHuo ana Ob6nauvHbix ycnyr SAP. Ecnu
Monb3oBaTenbCKUi KoA 3aKa3unka 4OKYMEHTUPOBaH
no TekywuMm cTaHgaptaMm SAP (nopgpobHee cM. no
aapecy http://support.sap.com/supportstandards),
SAP MOXeT npefocCTaBUTb 3aka3uuKy WMHCTPYKUWUK,
4TO6bI MOMOYbL EMY YCTPaHUTbL Npobnemy.

SAP Application Lifecycle Management

(a) [Mpn nokynke 3aka3unMKOM AOMNOSIHUTENbHOWN
CUCTEMHON WH@PACTPYKTYpPbl MNOCPEACTBOM
noanuckn Ha SAP Solution Manager ans
naketoB SAP S/4HANA Cloud, single tenant
edition, 3aka3umk MoxeT obpawaTbcs K
peweHunto SAP Solution Manager Enterprise
Edition wn wucnonb3oBatb ero (n nwboe
nocneaytoulee peweHue nocne SAP Solution
Manager Enterprise Edition,
npepocrasnsieMmoe no HacToswemy
CornaweHunio) B TedeHMe Cpoka NOAMUCKMK
WUCKAIOYMTENbHO B cledylowux — uensx
cornacHo ycnoeusam SAP Enterprise Support,
cloud editions: (i) npepoctaBneHune SAP
Enterprise Support, 061a4HbIX BbINyCKOB, U
(i) ynpaBneHuMe  >KU3HEHHbIM  LMKJIOM
npunoxeHnnm ans PeweHun Enterprise
Support 1 npounx 061a4YHbIX MU NTIOKaNbHbIX
pelweHunin SAP, Ha KoTopble Y 3aKa3umnka ecTb
TeKkyllee cornaweHue o nopaepxke c SAP.

YnpasneHue XU3HEHHbIM LMKIOM
NPUAOXKEHWN ocyulecTBnseTcs
WCKIOYNTENTBHO B CNeAyLUNX Lensx:

(i) BHeapeHue, KOHMUrypaums,
TeCcTMpoOBaHue, 3KCnyaTaums,
HenpepbIBHOE COBEPLUEHCTBOBaHWE U
AVAarHocTuKka;

(ii) ynpaeneHne wuHumaeHTammn (cnyxba
NoAAEPXKKN), ynpasneHue
npobnemamm M 3anpocamu Ha
n3MeHeHue, obecneunBaemoe

TexHonornen SAP CRM, BCTpoeHHON B
SAP Solution Manager Enterprise
Edition (3aka3umky He TpebyeTcs
OoTAefbHas MakeTHas JuMUEeH3na Ha
SAP CRM);

(iii) cueHapun ynpaBfieHUA >KWU3HEHHbIM
LUMKIOM MOOBMUNbHBLIX MNPUIOXKEHUA C
ucnonb3osaHnem SAP  NetWeaver
Gateway nnu 3KBUBANIEHTHOM
TEXHONIOMN, NHTErpMpoBaHHon B SAP
Solution Manager Enterprise Edition;

(iv) ynpaBneHue npoexkTamm no
YNpaBfAeHMIO  XXU3HEHHbIM  LMKIOM
NPUIOXEHUN ans UT-peweHnin
3aKasuuka C NCMNO/Ib30BaHNEM
GYHKUMA  MPOEKTHOro ynpasfieHus
SAP Project and Portfolio

SAP S/4HANA Cloud, single tenant edition Supplement (DUAL) ruRU.v.2-2020 Page 7 of 12



(b)

(c)

SAP S/4HANA Cloud, single tenant edition Supplement (DUAL) ruRU.v.2-2020

Enterprise Edition. (However, the
portfolio management functionality of
SAP Project and Portfolio Management
is not in scope of SAP Solution
Manager Enterprise Edition and will
need to be licensed separately by
Customer); and

(v) administration, monitoring, reporting
and business intelligence as enabled
using SAP NetWeaver technology
integrated in SAP Solution Manager
Enterprise Edition. Business
intelligence may also be performed
provided the appropriate SAP BI
software is licensed by Customer as
part of the Enterprise Support
Solutions.

Customer is entitled to use those SAP
databases which are listed on SAP’s
Customer Support Website that are
generally available to all SAP customers
together with SAP Solution Manager
Enterprise Edition. This license is limited to
the use of the relevant database as the
underlying database of the SAP Solution
Manager Enterprise Edition and limited to
the term of the Agreement.

SAP Solution Manager Enterprise Edition
may not be used for purposes other than
those stated above. Without limiting the
foregoing  restriction, Customer shall
especially without limitation not use SAP
Solution Manager Enterprise Edition for

(i) CRM scenarios such as opportunity
management, lead management, or
trade promotion management except
as CRM scenarios are expressly stated
in Section 1.4(a);

(if) SAP NetWeaver usage types other
than those stated above;

(iii) application lifecycle management and
in particular incident management
(service desk) except for Customer IT
Solutions;

(b)

(c)

Management, WHTErpMpoBaHHbIX B
SAP Solution Manager Enterprise
Edition. (OmHako dYHKUMM
ynpasneHuss nopTtdensamMm ycnyr B
coctaBe peweHna SAP Project and
Portfolio Management He BxoasiT B
cuctemy  SAP  Solution  Manager
Enterprise Edition 7] TpebytoT
nosly4eHns 3aKa3unmkKoM OTAeSIbHOM
JIMUEH3UN.);

(v) aaMuHuCTpupoBaHue, MOHUTOPUHT,
BeJeHMe OT4YeTHOCTM WU  BusHec-
aHanuTuKn C NCMNoNb30BaHNEM
TEXHONOornm SAP NetWeaver,
MHTerpmpoBaHHoi B SAP Solution
Manager Enterprise Edition. Takxe
MOryT  OCYLLeCcTBAATbCA  DYHKUUM
bunsHec-aHaNUTMKM, ecnun 3aKasumkom
NIMUEH3MPOBAHO COOTBETCTBYIOLLEE
nporpaMMHoe obecneyeHne SAP BI B
pamkax PeweHunn Enterprise Support.

3aKkasunk nony4aer npaso Ha
ncrnonb3oBaHme 6a3 gaHHbIX SAP, KoTopble
rnepeuyncnieHbl Ha Beb-cante SAP no
COMNpPOBOXAEHMUIO 3aKa34ymkKoB SAP "
npenocTaensATca B ob6WwMin foCcTyn BCeEM
3aKkasymkam SAP BMecTe c peweHuem SAP
Solution Manager Enterprise Edition. Takas
NIMLEH3Ms  orpaHMuMBaeT WCMNoJib30BaHue
peneBaHTHOM 6asbl AaHHbIX TOSIBKO B
KauyecTBe OCHOBbI Ans peweHns SAP Solution
Manager Enterprise Edition, a Takxxe cpokom
aencremsa Hactoawero CornalieHums.

SAP Solution Manager Enterprise Edition He
MOXET MCMO/Ib30BaTbCs B LENAX, OTJIMYHbIX
OT YCT@HOBJIEHHbIX B NpeablayLmx nyHKTax.
B LOMNONHeHne K npeablayuemy
orpaHuyeHnio, o0cobo He pgonyckaeTtcs
ncrnonb3oBaHMe 3aka3umMkoM peweHuns SAP
Solution Manager Enterprise Edition ans:

(i) CRM-cueHapwues, Taknx KakK
ynpasneHue BO3MOXHOCTSIMMU,
ynpasneHue noTeHuManbHbIMK
KJIMEHTaMM n ynpasneHue

CTUMynupoBaHueM cbbiTa, NOMUMO
CRM-cueHapuneB, B SIBHOM Buae
nepeyncieHHbIX B NyHkTe 1.4(a);

(ii) Bwnpos NCMNosib30BaHuSA SAP
NetWeaver, noMMMO nepeyuncrieHHbIX
BbilLE;

(iii) ynpaBneHMss  >XU3HEHHbIM  LMKIIOM
npuNoXxeHus, B ocobeHHoCTH

ynpasneHmss uHumaeHtamm (cnyx6bol
noaaepxkKu), Kpome kak ana WUT-
pelweHnn 3aKasunka;
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(d)

(e)

(f)
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(iv) non-IT shared services capabilities,
including  without limitation HR,
Finance or Procurement;

(v) SAP Project and Portfolio Management
including but not limited to portfolio
management or project management
other than management of application
lifecycle management projects as
described above in Section 1.4(a); or

(vi) SAP NetWeaver Gateway, except for
the mobile application lifecycle
management scenarios within the
scope described above in Section
1.4(a).

SAP in its sole discretion may update from
time to time on SAP’s Customer Support
Website under
http://support.sap.com/solutionmanager
the use cases for SAP Solution Manager
Enterprise Edition under this Section 1.4.

SAP Solution Manager Enterprise Edition
shall only be used during the term of the
Agreement subject to the rights set forth
herein and exclusively for Customer's SAP-
related support purposes in support of
Customer’s internal business operations.
The right to use any SAP Solution Manager
Enterprise Edition capabilities under this
Appendix 1 other than those listed above is
subject to a separate written agreement with
SAP, even if such capabilities are accessible
through or related to SAP Solution Manager
Enterprise Edition. Customer shall be
entitled to allow any of its employees to use
web self-services in the SAP Solution
Manager Enterprise Edition during the term
of the Agreement such as creating support
tickets, requesting support ticket status,
ticket confirmation and change approvals
directly related to Customer IT Solutions.

Use of SAP Solution Manager Enterprise
Edition may not be offered by Customer as a
service to third parties; provided, third
parties authorized to access Cloud Services
under the Agreement may have access to
SAP Solution Manager Enterprise Edition
solely for SAP-related support purposes in
support of Customer’s internal business

(d)

(e)

()

(iv) dyHKkunn obwux yChyr, He
oTHocAWwMxca Kk WT, Bkao4as B TOM
yncne  ynpasfieHMe  MepCcOoHanoM,
dUHaHCBbI nnu cHabxeHwue;

(v) SAP Project and Portfolio
Management, BkJl4Yas, MOMWMO
npoyero, ynpasneHne nopTdensmm
YCIyr Wan npoekTaMu, OT/INYHOe OT
BbILLEN3NOXEHHOIO B pasaene 1.4(a);

(vi) SAP NetWeaver  Gateway, 3a
NCKN4YeHNEM BbILWEYNMOMAHYTbIX
CLeHapueB YMpaBiieHUs! >XW3HEHHbIM
UMKIOM MOBUNBbHbIX npmnomeHmﬁ B
obbeMe, ONMcaHHOM paHee B pasjgene

1.4(a).
SAP ocrtaBnset 3a cobolii npaBo Ha CBoe
yCMOTpeHuMe  nepuogumyeckm  obHOBAATb

AOoMyCTUMble cueHapuu 1Mcnosb3oBaHua SAP
Solution Manager Enterprise Edition B
COOTBETCTBMW C TMOJNIOXKEHUAMU MYHKTa 1.4
OAHHOro AOKyMeHTa Ha Beb-caiite SAP no
COMPOBOXAEHMIO 3aKa3uyuMKOB MO ajpecy
http://support.sap.com/solutionmanager.

SAP Solution Manager Enterprise Edition
MOXET WCMNOAb30BaTbCA WCKIYUTENBHO B
TeyeHue cpoka AencrTeus AAHHOro
CornaweHus B COOTBETCTBUU C
N310XXEHHbIMU B HeM npaBamm "
VUCKNOYMTENBHO B LeNsx COnpoBOXAEHUS
npoayktoB SAP 3akasuumka, UCMosib3yeMblX
BO BHYTPEHHUX 6usHec-onepaumsax
3aka3umka. [MpaBO Ha MCMoONb30BaHME He
OFOBOPEHHbLIX BbIWE BO3MOXHOCTEH SAP
Solution Manager Enterprise Edition B
pamMkax HacTosLwero MpumevaHus 1
yCTaHaBMBAETCHA B OTAE/IbHOM MUCbMEHHOM
cornaweHun ¢ SAP, paxe ecnm 3Tu
BO3MOXHOCTW [AOCTYMHbI B cucrteme SAP
Solution Manager Enterprise Edition wnu
CBSI3aHbl C HelM. 3akasyMk uMeeT MNpaso
npeaocTaensATs n06bIM CBOMM paboTHMKaM
noctyn Kk Beb-cnyxbam camoobcnyxuBaHus
B SAP Solution Manager Enterprise Edition B
TeYeHne CcpokKa [AeNCTBMS  HacTosLero
CornaweHuns B Lensx co3gaHnsa 3anpocoB Ha
COMpoBOXAEHMNE, MOSy4YeHUs CBeAeHUn o
cTaTyce 3anpocoB Ha COMpOBOXAEHME,
MOATBEPXAEHUS W U3MEHEHME 3anpocos,
HenocpeACTBEHHO  OTHocAwmxcs Kk WUT-
peweHusaM 3akas4yunka.

MpaBo wucnonb3oBaHmsa  SAP  Solution
Manager Enterprise Edition He wMoxeT
nepepaBaTbCA 3aka3uumkoM B BuAae ycCnayrm
TpeTbUM JfnuaMm; TpeTbu Nuua, uUMerwme
npaeso pgoctyna k O6nayHbiM ycnyram B
cootBetctBuM Cc  CornaweHuveMm, MoOryT
ocywectBnaTb Aoctyn kK SAP  Solution
Manager Enterprise Edition ucknounTensHo
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1.5

operations under and in accordance with the
terms of the Agreement and this
Attachment 1.

(g9) Usage of SAP Solution Manager Enterprise
Edition for SAP software other than the
Enterprise Support Solutions is subject to a
valid SAP support agreement.

Other Components, Methodologies, and

Content. Support as described in this Appendix also

includes:

(a) Process descriptions and process content

(b)

that may be used as pre-configured test
templates and test cases via the SAP
Solution Manager Enterprise Edition. In
addition, the SAP Solution Manager
Enterprise Edition assists Customer’s testing
activities.

Tools and content for SAP Application
Lifecycle Management (shipped via SAP
Solution Manager Enterprise Edition and/or
the Enterprise Support Solutions and/or the
applicable Documentation for Enterprise
Support Solutions and/or SAP’s Customer
Support Website) to help increase efficiency:

(i) Tools for implementation,
configuration, testing, operations and
system administration.

(ii) Best practices, guidelines,
methodologies, process descriptions
and process content. This content
supports the usage of the tools for SAP
Application Lifecycle Management.

Customer’s Responsibilities. In order to receive
SAP support services under this Appendix, Customer
must fulfill its obligations under the Agreement,
including:

(a)

SAP S/4HANA Cloud, single tenant edition Supplement (DUAL) ruRU.v.2-2020

Grant SAP all necessary authorizations, in
particular for remote analysis of issues as
part of incident handling. Such remote
access shall be granted without restriction
regarding the nationality of the SAP
employee(s) who process incidents or the
country in which they are located. Customer
acknowledges that failure to grant access
may lead to delays in incident handling and
the provision of corrections, or may render
SAP unable to provide help in an efficient
manner. The necessary software

1.5

(9)

Mpoune KOMMOHEHTDI,
ConpoBoxaeHue,

B LeNsX COMpPOBOXAEHUS  BHYTPEHHMUX
6m3Hec-onepaumin 3akasumka B CBA3N C SAP
M B COOTBETCTBUM C  MONIOXKEHUAMM
HacToswero CornaweHusa un Npunoxenus 1.

Mcnonb3oBaHme SAP  Solution Manager
Enterprise  Edition pgna nporpamMmHoro
obecneueHns SAP, nomuMo PelueHui
Enterprise Support, ocyLlecTBsieTcs
COrnacHoO JAencTByoWeEMY COrfaweHnto o
nogaepxke SAP.

MeToabl
onucaHHoe B

U KOHTEHT.
HacToAlweM

lMpuMedaHnun, Takxe BK/IHOYaET:

(a)

(b)

06a3aHHOCTH

OnucaHme M KOHTEHT MpoLecCoB, KOTOpble
MOXHO WCMOMb30BaTb B Ka4deCTBe rOTOBbIX
wabnoHoB W cueHapueB TeCTUPOBaHUS
nocpeacTsoM SAP Solution Manager
Enterprise Edition. Takxe SAP Solution
Manager Enterprise Edition oka3biBaeT
noMoLLb 3aKkasunky B npouecce
TeCcTUpoBaHus.

CpeactBa M KOHTeHT ansa SAP Application
Lifecycle Management (nocraBnsemoro
nocpeacTsoM SAP Solution Manager
Enterprise Edition n/mnmn PeweHnunn
Enterprise Support wu/vuan npuMeHUMOWn
OOKyMeHTauun ans PeweHun Enterprise
Support  wn/wunn  Beb-camta SAP no
COMpPOBOXAEHMIO 3aKa34unKoB) ans
yBennyeHns sp@PeKTUBHOCTHU:

(i) CpeactBa ans peanusaumu,
HaCTPOIKK, TECTMpPOBaHUs, onepauuni
N CUCTEMHOIO aAMUHUCTPUPOBAHMUS.

(ii) NepepnoBble NpaKTWUKKM, PYKOBOACTBA,
METOAMKM, OMUCaHWs U KOHTEHT
npoLeccos. oT0T KOHTEHT
nogaepxusaet MCMNoJsib30BaHne
cpeacts ansa SAP Application Lifecycle
Management.

3akasumka. YT106bI nNonyvyatb

ycnyru no conposoxaeHuto SAP no Hacroswemy
MpuMedaHuto, 3akasumKk AOSDKEH MCMNOJHSATb CBOM
obsizaTtenbcTBa no CornalweHuio, BKAOYas:

(a)

MpepnoctaBneHne SAP Bcex HeobxoauMMbIX
npas, o0cO0b6eHHO AN  AUCTAaHUMOHHOTIO
aHanusa npobneM kKak u4actm o6paboTkm
VHUMAEHTOB. TakoM ANCTaAHUMOHHBIM AOCTYN
OO/KEH NpefoCcTaBNaTbCa 6e3 orpaHnyeHni
OTHOCUTENBHO HaUWOHaNIbHOCTH
COTPYAHMKOB SAP, obpabaTbiBatoLmx
MHUMAEHTbI, WUNM CTPaHbl UX HaXOXAEHMUS.
3aka3umk  cornawaerca € TeM, 4TO
HenpeaocCTaB/ieHMe yKa3aHHOro  AocTyna
MOXXET MpPUBECTM K 3aAepxkkam B obpaboTtke
WHUMAEHTA M NpefoCTaBIeHMN UCNpaBaeHui
WM K HEBO3MOXHOCTM OKa3aHUsl KOMMNaHuemn
SAP sddekTnBHOM nomowm. Takxe Aans
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(b)

(c)

(d)

(e)

()
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components must also be installed for
support services.

To fully enable and activate the SAP Solution
Manager Enterprise Edition, Customer shall
adhere to the applicable documentation.

Customer shall maintain adequate and
current records of all Enterprise Support
Solution enhancements and, if needed,
promptly provide such records to SAP.

Submit all incidents via the then current SAP
support infrastructure as made available by
SAP from time to time via updates, upgrades
or add-ons.

Inform SAP without undue delay of any
changes to Customer’s Enterprise Support
Solutions and any other information relevant
to the Enterprise Support Solutions.

Designate Customer Contacts that are
responsible for and shall be sufficiently
qualified to manage all business- and
application management-related tasks of the
Cloud Service related to Customer’s
business. Customer shall set-up and operate
a support desk with a sufficient number of
support consultants for
infrastructure/application platforms and the
related applications during regular local
working hours (at least 8 hours a day, 5 days
(Monday through Friday) a week). Customer
is recommended to apply the framework of
a Customer Center of Expertise as described
on SAP’s Customer Support Website
(http://support.sap.com/ccoe).

(b)

(c)

(d)

(e)

(f)

OKa3aHusA ycnyr no CONMpoBOXAEHUIO
OOMKHbI 6bITh YCTaHOB/EHbI HeobxoauMble
KOMMOHEHTbI NMPOrpaMMHOIo obecneueHus.

[na nonHoOM akTMBaUMM BCeX BO3MOXHOCTEM
SAP Solution Manager Enterprise Edition
3akasumk [OJIKEH BOCMO/1b30BaTbCs
COOTBETCTBYOLWEN AOKYMEHTaUMeENR.

3akas3unk bygeT nogaepxuBaTb akTyasbHble
M noapobHble 3anMcu  pacClWMpeHuin K
PeweHunto Enterprise Support u, ecnu
HeobxoaAuMO, CBOEBPEMEHHO NpeAoCTaBNATb
Takue 3anucu SAP.

OTnpaBnATb BCe MHUNOEHTDI yepes

OeNCTBYIOLYIO MHPpacTpyKTypy
conpoBoXxaeHns SAP, pgoctyn K KOTOpOW
npeaocraBnaeTcs KOMMNaHunen SAP

rnocpeacTBOM OGHOBJIEHMI, AOMOJSIHEHUI U
anrpennos.

Bes HeoboCHOBaHHOM 3a4epxXKu
MHdopMmnpoBatb SAP 0 Nob6bIX N3MEHEHUSAX,
oTHocAwmMxca K  PeweHnam  Enterprise
Support 3aka3uvka, a Takxe coobwaTtb
nobyto apyryo nHbopMaunto, KacaroLyocs
PeweHun Enterprise Support.

HasHauaTb KOHTakTHbIX fnL 3akKasuuka,
KBaMMOUUMPOBAHHbLIX WU OTBETCTBEHHbIX 3a
ynpasneHue BCEMMU 6u3Hec-3agavamu,
CBsi3aHHbIMM ¢ O6nayHon ycnyron wu
oTHocAWMMMCS K 6Bu3Hecy 3akasuuka.
3aka3unk obazyetca  dopMumpoBaTb MU
3KCcnayaTupoBatb CNyxbbl noadepxXxku C
AOCTaTOYHbIM YMC/OM KOHCY/bTAHTOB MO
MHMPaCTPYKTYPHbIM/NPUKAAAHbIM
nnatopmMaM WM CBSA3@HHBIM C  HWUMMU
MPUNOXEHUAM C rpacurkom paboTbl,
oTBevyawwWwmMM  cTaHgapTHoMmy  pabouyemy
BpPEMEHW B AaHHOM pernoHe (MUHUMYM 8-
yacoson (BocbMm4yacoBon) pabounii aeHb 5
(naTtb) aHeln B Hegento (C NoHeaenbHMKaA Mo
nAaTHUUY)). 3aKkasunky pekoMeHayeTcH
peanu3oBaTtb cTpykTypy Customer Center of
Expertise, kak onucaHo Ha Beb6-calite SAP
no COMPOBOXAEHUIO 3aKa34yMKOB
(http://support.sap.com/ccoe).
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Capitalized Terms. Below are further explanations 3.
of the capitalized terms used above complementing
section 6 (Capitalized Terms) of the Support Policy

for SAP Cloud Services:

TepMuHbI, ynoTpe6nsieMble C 3arnaBHOM
6ykBbl. Hmxe npuBeaeHbl noapobHble MOSICHEHUS
TEPMUHOB, ynoTpebnseMblXx C 3arnaBHoM OyKBbI,
AOoronHsawWwmMe NyHKT 6 Bblwe  («TepMuHbI,
ynotpebnsemble c 3arnaBHon 6ykBbi») [MOANTUKK
noaaepxku ana O6naynbix ycnyr SAP:

“Customer Solution(s)”

shall mean Enterprise Support Solutions and any other software licensed by Customer
from third parties and included in the Customer’s SAP S/4HANA Cloud, single tenant
edition environment.

«PeweHunsa 3akasumka»

o3HayvaeT PeweHuns Enterprise Support n nioboe npoyee nporpaMMHoe obecneveHue,
NNUEH3MPOBAHHOE 3aKa3unKoM Yy TPeTbUX NuL, U BKIOYEeHHOe B cpeay SAP S/4HANA
Cloud, single tenant edition, 3aka3uuka.

“Customer IT Solution(s)”

shall mean Customer Solution(s) and hardware systems supported by Customer’s IT
team.

«UT-peweHnn 3akasumka»

O3HayaeT PelweHnsa 3aka3unka n annapaTHble CpeacTBa, NoAAEPXKMBAEMbIE KOMAHAOM
T 3akasumka.

“Enterprise Support
Solutions”

shall mean all software included in Customer’s subscription to SAP S/4HANA Cloud,
single tenant edition under the Agreement, excluding software to which special
support agreements apply exclusively, and excluding Customer-provided software.

«PeweHnuns Enterprise
Support»

Oo3HauaeT stoboe nporpaMMmHoe obecnedeHune, BKIOYEHHOE B MOAMNCKY 3aka3unka Ha
SAP S/4HANA Cloud, single tenant edition, no CornaweHuto, KpoMe NPOrpaMMHOro
obecneyeHns, K KOTOPOMY WCKHOUUTENBHO MpUMEHsTCa ocobble cornaweHus o
noagepxke, U1 Kpome nporpaMMHoOro obecneyeHus, NnpeaoCcTaBAAEMoOro 3akas4ymKkom.

“SAP’s Customer Support
Website”

shall mean SAP Support Portal at https://support.sap.com

«Be6-cauTt SAP no
COMpPOBOXAEHUIO
3aKa34uMKoOB>»

o3Ha4aeT nopTtan SAP Support Portal no agpecy https://support.sap.com
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