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SERVICE LEVEL AGREEMENT FOR SAP CLOUD SERVICES
COIMALLUEHUE OB YPOBHE OBCITYXXUBAHUA YCNYT SAP CLOUD SERVICES
DEFINITIONS
ONPEAENEHUA

“Credit” means 2% of: the Monthly Subscription Fees for the applicable Cloud Service or the list price of the monthly consumed
Cloud Service for each 1% below the System Availability SLA, not to exceed 100% of the fees paid by the Customer for the
relevant Month for the applicable Cloud Service.

«HeycTtonka» osHavaeT 2% OT ExemecsyHOW CTOMMOCTM MOAMNWCKU Ha cooTBeTcTBylowy O6navHyto ycnyry wnm oT
NPENCKypaHTHOW LieHbl exXeMecsayHo notpebnsemon O6nayHom ycnyrm 3a kaxapii 1% Hwke SLA no [JoCTynmHOCTU CUCTEMBI, HO
He Gonee 100% OT BO3HarpaxaeHwsi, ynravyeHHoro 3aka3yMkom 3a COOTBETCTBylLWMIA Mecsiu Ons COOTBETCTBYHLLEN
Ob6nayHon ycnyru.

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

«Bpemsi npocTtosi» 03Ha4yaeT MToroBoe KOMMYECTBO MUHYT B MeECAL, B TeyeHMe KOTOpOro Mpov3BOACTBEHHas Bepcus
O6nayHol ycnyru ocTaBasiack HeLOCTYMHa, kpome CreuuarbHbIX CryyYaeB NpocTosi.

“Excluded Downtime” means the Total Minutes in the Month attributable to a Maintenance Window; or any Major Upgrade
Window for which the Customer has been notified at least five (5) business days in advance; or unavailability 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.

«UAcknioyeHHoe BpemMsi npocTos» oO3HayaeT WToroBoe KOMMYECTBO MWMHYT B Mecsl, OTHocumoe K [lepepbiBy Ha
TexobcnyxmeaHue; nnu nobon MepepeiB Ha KpynHoe o6HoBNeHMe, 0 KOTOpoM 3aka3uyumk Obin yBegoMneH MUHUMYM 3a 5 (NsATb)
pabounx AHel; nNMbO HeAOCTYNHOCTb YCIMYr, Bbi3BaHHYl0 OOCTOSITENbCTBAMW BHE pas3yMHOro KoHTpons SAP, Hanpumep
HenpeaBuaeHHbIMU UMW HeMpeAcKasyeMbIMU COBBITUAMU, KOTOPbIX HEBO3MOXHO 6bIno n3bexats, cobniogas pasymHble Mepbl
NpeaoCTOPOXHOCTY.

“Maintenance Window” means the weekly maintenance windows for the Cloud Service identified in
https://support.sap.com/maintenance-windows. SAP may update the Maintenance Window from time to time in accordance with
the Agreement.

«MepepbiB Ha TexobcnyxuBaHMe» O3Ha4YaeT exeHedernbHble MepepbiBbl Ha TexobcnyxuBaHve O6nayHown ycnyru,
onucaHHble no apgpecy https://support.sap.com/maintenance-windows. [lepuognyeckn SAP MOXeT U3MEHsiTb Bpems
MepepbiBOB Ha TexobcnyxmBaHue B cooTBeTCTBUMU ¢ CornalueHnem.

“Major Upgrade Window” means the extended upgrade maintenance windows for the Cloud Service identified in
https://support.sap.com/maintenance-windows. SAP may update the Major Upgrade Window from time to time in accordance
with the Agreement.

«MepepbiB Ha KpynHoe oGHOBReHue» oO3Ha4yaeT AnuTeNnbHble nepepbiBbl Ha Texobcnyxusanune O6GnayHon ycnyru,
onucaHHble no apgpecy https://support.sap.com/maintenance-windows. [lepuognyeckn SAP MOXeT U3MEHsiTb Bpems
MepepbiBoB Ha KpynHoe obHoBneHne B cooTBeTCTBUMU C CornatleHnem.

“Month” means a calendar month.
«Mecsau» — 37O KaneHgapHbIN MecsL,.

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

«ExeMecsiyHasi CTOMMOCTb NOAMUCKU» — 3TO eXeMecsyHas CTOMMOCTb (Mnu 1/12 exerooHol CTOMMOCTM) MOAMUCKM,
BbiNnaynBaeMasi 3a cooTBeTCTBYoWYyo OGnayHyto ycrnyry, AOCTYMHOCTb KOTOpoW He cooTBeTcTByeT SLA no [JocTynHocTu
CUCTEMBI.

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

«MpoueHT ﬂOCTyI‘IHOCTM CUCTEeMbI» pacCHUTbIBaeTCA U onpenenaeTca cnenyrumm o6pa30M:

(Total Minutes in the Month—Excluded Downtime — Downtime
Total Minutes in the Month—Excluded Downtime

)*100

“System Availability SLA” means a 99.7% System Availability Percentage during each Month for the production version of the
Cloud Service.

«SLA no loctynHocTu cuctembi» o3Ha4vaeT 99,7% lMpoueHTa [JoCTYMHOCTU CUCTEMbI Kaxabiin Mecsu Ans nponsBoACTBEHHOM
Bepcuu OBnayvHou ycnyru.

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

«AToroBoe KonuYecTBO MUHYT B MecsiL» nsMmepsietca 24 yaca 7 gHew B Hegento B TedeHne Mecsua.
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2.1.

2.2

3.1

“UTC” means Coordinated Universal Time standard being the start time for the applicable Maintenance Window and Major
Upgrade Window.

«UTC» o03HayaeT BCEMUpHOE KOOPAMHUMPOBaHHOE BpeMsl, OTMeualollee Hauyano cooTBeTcTByloulero [lepepbiBa Ha
TexoGenyxuBaHue v MNepepeiBa Ha KpynHoe o6HoBneHe.

SYSTEM AVAILABILITY SLA AND CREDITS

SLA NO AOCTYNHOCTU CUCTEMbI U HEYCTOWKHU
Credit

HeycTonka

If SAP fails to meet the System Availability SLA for a particular Month, Customer may claim a Credit, which Customer may apply
to a future invoice relating to the Cloud Service that did not meet the System Availability SLA (subject to Sections 2.1.1 and 2.1.2
below).

Ecnu SAP He cobnitogaet SLA no [JocTynHOCTM CUCTEMBI 32 KOHKPETHLIN Mecsl, 3akasumk moxeT notpebosaTte HeycToliky,
4YTOObI NPUMEHUTL ee K crnegytoLuemy cyeTy 3a ObnayHyto ycnyry, kotopas He cooTBeTcTBoBana SLA no JoCTynHOCTM CUCTEMBI
(cornacHo nyHktam 2.1.1 1 2.1.2 Huxe).

Claims for a Credit must be made in good faith and through a documented submission of a support case within thirty (30)
business days after the end of the relevant Month in which SAP did not meet the System Availability SLA for the Cloud Service.

TpeboBaHve HeycTolkM HeobXoAMMO OCYLLECTBNSATb MOCPEACTBOM NoAayy OOKYMEHTMPOBAHHbIX CBEAEHWI B TeveHue
30 (Tpupuatn) paboumx AHEN nocre OKoHYaHus cooTBeTcTBylowero Mecsua, B kotopom SAP He ygosnetBopuna SLA no
HocTynHocTtn cuctembl ansa ObnayHown ycnyru.

Customers who have not subscribed to the Cloud Service directly from SAP must claim the Credit from their applicable SAP
partner.

3akasumku, noanucasBwmecs Ha O6nadHyio ycnyry He Hanpsmyto 4depe3d SAP, pomkHbl TpeboBatb Heycroiiky vy
COOTBETCTBYIOLLMX NapTHepOB SAP.

System Availability Report
OT4eT 0 JOoCTYNHOCTU CUCTEMBI

SAP will provide Customer with a monthly report describing the System Availability Percentage for the Cloud Service either by
email following a request to Customer’s assigned SAP account manager; through the Cloud Service; or through an online portal
made available to Customer, if and when such online portal becomes available.

SAP o06s13yeTcs npefocTaBnsaTe 3akasumky exeMecsiyHble otdeThl 0 MNpoueHTe [ocTynHocTu cucTembl ans ObnayHon ycnyrm
Mo 9MeKTPOHHOW MouyTe nocre 3anpoca 3aka3uuka, nepedaHHoro ero meHemxepy SAP no paboTe c 3akasuukamu, nnbo
nocpeactsom ObnayHou ycnyru, nmbo vepes oHnaviH-nopTan Ansa 3akasyvka, ecnuv u korga oH 6ygeTt JoCTyneH.

CHANGES TO WINDOWS
M3MEHEHWUA B NEPEPBIBAX

If Customer wishes to be notified of changes to Maintenance Windows and Major Upgrade Windows, it must subscribe to receive
notifications at https://support.sap.com/maintenance-windows.

Ecnu 3akasuuk xoueT nonyyate yBegomneHusi o6 uameHeHusix B MepepbiBax Ha obcnyxusaHue u MNepepbiBax Ha KpynHble
o6HoBNEeHUs, 3aka3unk JOIMKeH NoAnNucaTbCs Ha MonyyeHve yBedoMIeHuin no agpecy https://support.sap.com/maintenance-
windows.
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