SERVICE LEVEL AGREEMENT FOR SAP CLOUD
SERVICES

1. DEFINITIONS

1.1. “Credit” means 2% of Monthly Subscription Fees for
each 1% below the System Availability SLA, not to
exceed 100% of Monthly Subscription Fees.

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

1.3. “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.

1.4. “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.

1.5. “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.
1.6. “Month” means a calendar month.
1.7. “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.

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

( Total Minutes in the Month — Excluded Downtime — Downtime

Total Minutes in the Month — Excluded Downtime
* 100

1.9. “System Availability SLA” means a 99.5% System
Availability Percentage during each Month for the
production version of the Cloud Service.

COIMMALLEHME OB YPOBHE OBCITYXUBAHUA ONA
OBJTAYHbLIX YCIYT SAP

1. ONPEAENEHUA

1.1. «HeycTtomka» o3Havaer cymmy B pasmepe 2% OT
Exxemecsa4yHOM CTOMMOCTW MOANUCKM 3a Kaxablh 1 % Huxke
SLA no [ocTtynHocTn cuctembl, HO He 6Gonbwe 100 % ot
Exxemecsa4HOM CTOMMOCTM NOANUCKMN.

1.2. «Bpemsa npocTos» 03Ha4aeT MITorosoe KonM4yecTBO MUHYT B
Mecsu, KOTopoe NpoAykTuBHasa Bepcua O6GnadHom ycnyru
ocTaBanacb HefocTynHa, 3a Bbl4eToM MckmoveHHoro
BPEeMEHMW NpoCTOos.

1.3. «WcknioyeHHoe BpeMsA npocTtosi» O3HayaeT WTorosoe
KONMMYeCTBO MUHYT B Mecsu, oTHocumoe K [lepepbiBy Ha
TexobcnyxusaHue; unu nwbon [epepbie Ha KpynHoe
o6HOBREHWe, 0 KOTOpoM 3aka34vumk Obin yBeAOMNEH MUHUMYM
3a 5 (natb) paboumx AHew; NGO HEOOCTYNMHOCTb YCIyr,
BbI3BaHHYH) OGCTOSATENbCTBAMW BHE Pa3yMHOIO KOHTPONS
SAP, Hanpumep HernpeasuaeHHbIMU UMK HenpeackasyemMbiMn
COBLITUAMM, KOTOPbIX HEBO3MOXHO ObINO NPeaoTBpPaTUTh,
Jaxe cobntogas pasyMHble Mepbl NPeLOCTOPOXHOCTY.

1.4. «[MepepbIB Ha TexobcnyxusaHue» Oo3Havaer
exeHedernbHble nepepbiBbl Ha TexobcnyxusaHne ObnayHowm
ycnyru, OnMcaHHbIe no agpecy

https://support.sap.com/maintenance-windows.
Mepuognyeckn SAP MOXeT naMeHsTb BpeMs [epepbiBoB Ha
TexobcnyxuBaHue B cooTBeTCTBMM ¢ CornaileHvem.

1.5. «MepepbiB  Ha KpynHoe oOGHoOBReHue» 0O3HayaeT
AnvTenbHble nepepbiBbl Ha TexobcnyxuBaHne O6nayHown
ycnyrm, onncaHHble no agpecy

https://support.sap.com/maintenance-windows.
Meproguyeckn SAP MoxXeT nsmeHsTb Bpems [lepepbiBoB Ha
KpynHoe o6HoBRNeHne B cooTBETCTBMU ¢ CornalleHmem.

1.6. «Mecsiy» o3HayaeT KaneHaapHbIn Mecsy,.

1.7. «ExemecsavyHasa CTOUMOCTb noanuCKu» O3Ha4vaeTt
exemMecsyHoe BoO3HarpaxaeHue (unm  1/12  exerogHoro
BO3HarpaxaeHus) 3a MoAnuWCKy, BbINjlayMBaeMoe  3a
cooTBeTcTBytoLyt0 OBnayHyto ycnyry, 4OCTYNHOCTb KOTOPOW
He cooTBeTcTBYeT SLA no [JOCTYNHOCTN CUCTEMBI.

1.8. «MpoueHT [OCTYMHOCTU CMUCTEMbLI» PacCUMThIBAETCH W
onpeaenseTca crneayowmm obpasom:

( HWTorosoe KosimuecTBO MUHYT B Mecsl, —HckiouenHoe Bpems npocTtos — [IpocToit ) +100

HTorosoe KoJM4€CTBO MHHYT B MeCﬂL{—I/ICKI{}O‘{eHHOe BpeMsd NpocToa

1.9. «SLA no [ocTtynHOCTU cucTeMbl» o0O3HayaeT 99,5%
MpoueHta [octynHocTn cuctembl kKaxaeln Mecsay ana
npoaykTueHon Bepcmumn ObnayHown ycnyru.
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“Total Minutes in the Month” are measured 24 hours
at 7 days a week during a Month.

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

SYSTEM AVAILABILITY SLA AND CREDITS
Credit

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).

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.

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

System Availability Report

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.

CHANGES TO WINDOWS

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.

1.10.

1.11.

2.1.

2.1.1.

2.1.2.

2.2.

3.1

«MATOroBoe KonmyecTtBO MMUHYT B Mecsil» u3mepseTtca 24
yaca 7 gHen B Hepento B TeveHne Mecsua.

«UTC» o03HayaeT BCEMUpPHOE KOOPAMHUPOBAHHOE BpPEMS,
oTMevalollee Havyano CcooTBeTCTBYyloLero [lepepbiBa Ha
TexobenyxusaHue u MNMepepbiBa Ha KpynHoe obHoBneHve.

SLA MO OOCTYNHOCTU CUCTEMbI U HEYCTOWMKHU
HeycToliku

Ecnu SAP He cobniogaet SLA no [JoCcTynHOCTU cUCTEMbI 3a
KOHKpeTHbIn Mecsu, 3akasunk MoxeT noTpeboBaTth Bbinnarty
HeycToiku, koTOpbIM 3akasyvk MOXeT 3a4ecTb (MPUMEHUTb)
CYMMY HEYCTOMKM B cYeT yMeHblleHus ornnaTbl ObnayvHbix
ycnyr SAP, He cootBetcTBylOwWwmMXx SLA no [octynHocTu
cucTtemsbl (cornacHo nyHktam 2.1.1 n 2.1.2 Huxe), 3a nepvog,
3a KOTOPbIV BbICTABNSAETCA CreayoLnii CHET.

MpeTeH3nn o BbINnate HeycTonkn AOMKHBLI HaNPaBNATLCS
COrmacHoO npuHUMNY [06GPOCOBECTHOCTM W Ha OCHOBaHWM
COOTBETCTBYIOLUMX  OOKYMEHTarnbHbIX MNOATBEPXOEHUA B
TeyeHne 30 (Tpuauatn) paboymx AHEN Mocre OKOHYaHMS
cootBeTcTBytowero  Mecsua, B  koTopom  SAP  He
yoosneTteopuna SLA no [JoctynHocTv cuctemsl Ans O6nayHomn
ycnyru.

3akasumkn, noanucaswmecs Ha O6nadvHylo ycnyry He
HanpsMyto 4Yepes SAP, pomxHbl TpeboBaTb BbINNaTty
HeycTowku y cooTBeTCTBYOLWNX NAapTHEPOB SAP.

Ot4eT 0 JOCTYyNnHOCTM CUCTEMDI

SAP 006sa3yeTca npenocTaBnaTb 3aka3vuKy exXeMecsyHble
otyeTbl 0 [lMpoueHTe JoctynHocTn cuctembl anst O6nayHomn
yCnyrn no 3MeKTPOHHOW MnoyTe nocne 3anpoca 3akasuywvka,
nepefaHHoro ero meHemxepy SAP no paboTe ¢ 3akazyukamu,
nmbo nocpeacteom Ob6nayvHow ycnyru, nMbo yepes OHMamH-
noptan Ansa 3akasyvka, ecnu u korga oH 6yaeT JocTyneH.

M3MEHEHWUA B NEPEPbLIBAX

Ecnu 3akasuuk xo4eT nonyyatb yBeAOMIEHUS 06 NU3MEHEHNSIX
B lNMepepbiBax Ha obcnyxuBaHne u MNepepbiBax Ha KpynHble
obHoBMeHus, 3akas3unk OOSMKEH MOANUcaTbCa Ha MosyyYeHue
yBeOMMNEHNI no agpecy
https://support.sap.com/maintenance-windows.
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