SERVICE LEVEL AGREEMENT FOR

SAP HANA ENTERPRISE CLOUD AND

SAP S/4HANA CLOUD, EXTENDED EDITION
SERVICES

This Service Level Agreement for SAP HANA Enterprise
Cloud services ("HEC Services”) and SAP S/4HANA
Cloud, extended edition services, 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, EX Services, and
Server Provisioning to which Customer has subscribed in
an Order Form with SAP.

1. DEFINITIONS

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

“Agreed Downtime” means any Downtime requested
by SAP or Customer and mutually agreed by the parties.

“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.

“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.

“"Downtime” means the Total Minutes in the Month
during which the HEC Service or EX Service (or Servers
for Server Provisioning) does not respond to a request
from SAP’s Point of Demarcation for the data center
providing the HEC Service or EX Service (or Server for
Server Provisioning), excluding Excluded Downtime.

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

“Excluded Downtime” has the meaning set forth in
Section 2 below.

“"Incident” means unplanned interruptions or material
reduction in service quality reported by Authorized
Users.

“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
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COIMNNALUEHME OB YPOBHE OBCJ/TY)XUBAHUA
Aana ycnyr

SAP HANA ENTERPRISE CLOUD A
SAP S/4HANA CLOUD, EXTENDED EDITION

Hactosuwee CornaweHune o6 ypoBHe ob6cnyXuBaHus AnS
Ycnyr SAP HANA Enterprise Cloud («Ycnyru HEC») n Ycnyr
SAP S/4HANA Cloud, extended edition services, paHee
Ha3biBaBwuxcas S/4HANA Cloud, single tenant edition
(«Ycnyrm EX») (no oTaenbHOCTM MMeHyeMble «Ob6nayHas
ycnyra»), yCcTaHaBnvBaeT npUMeHnMble YpoBHM
obcnyxuBanuna pna Ycnyr HEC, Ycnyr EX wu Server
Provisioning, Ha KoTOpble nognucaH 3aka3ymK No yCNOBUSAM
Jorosopa c SAP.

1. ONPEAENEHMA

TepMuHbI, ynoTpebneHHble B 3TOM AOKYMEHTE C 3ariaBHOM
6YKBbl, HO He onpedefieHHble B HEM, MMEIT 3HaudyeHue,
yKasaHHoe B CornatueHuu.

«CornacoBaHHblii NpPOCTON »
3anpoweHHbin  SAP  unu
COr/lacoBaHHbI CTOPOHAMM.

— 310 nwbon [pocToit,
3aKka3zyYnkoM M B3aUMHO

«Pa6bounit gaeHb» — 370 N060I AeHb C NoHeAe/IbHUKA Mo
MATHUUY, KpoMe oduuManbHblX NPasaHUKOB, AENCTBYHOLWLNX
B OCHOBHOM MeCTe A0CTyna, ykasaHHOM B [lorosope.

«BbluucnurenbHaa cpepa» — ycTpoictBa LOA,
cepBepbl, ceTeBoe 060pynoBaHne, onepaumoHHble CUCTEMbI
M MexaHu3Mbl XxpaHeHus nHdbopmauum, NnpeaocTaBnsemMble 1
ucnonb3yemble SAP ana okasaHusa O6nayHon ycnyrm
3akasuunky; BkAto4aeT T[pOAYKTUBHYIO BbIYNCAUTENBHYIO
cpegy wn  nwbble  npoune  BblumcnuTenbHble  cpeabl,
NCNOoJib3yeMble B HEMPOAYKTUBHbIX Lenax, Kak cornacoBaHo
B [loroBope.

«MpocTon>» — 3T0 MTOroBoe KOMMYECTBO MUHYT B Mecsl,
koTopoe Ycnyra HEC wnu Ycnyra EX (unn CepBepbl ans
lMpepocTtaBneHnMs cepBepoB) He OTBEYAIOT Ha 3anpocbl U3
Toukn pemapkauumm SAP B ueHTpe 06paboTKM AaHHbIX,
npepoctasnsawwem Ycnyry HEC wnam Ycnyry EX (mnm
Cepsepbl ans Server Provisioning), nckyas
CornacoBaHHbIE MPOCTOMU.

«ABapuiHbIA MNPOCTON>» — 3TO MNPOCTOA BO BpeMms
pa3BepTbiBaHMSA KPUTUYECKW BaXHbIX WCMpPaBAEeHUn W
06bHOBNEHUN ONEpPaUMOHHOM CUCTEMbI, KakK OnucaHo B
HdononHeHnn.

«UAcknroueHHoe BpeMs MNpoCcTof>»
YCTaHOBJIEHHOE B MYHKTE 2 HuXe.

MMEET 3Ha4eHue,

«UHUnpaeHT» — 3TO He3anjaHWpoBaHHOE MpepbiBaHue
YCNyr nam cywectBeHHoe CHMUXeHe X KayecTtBa, 0 KOTOpPOM
coobwmnm ABTOpM30BaHHbIE NOJSIb30BATENN.

«Mepuoa pearmpoBaHMA Ha MHLUMAEHT» — 3TO Nepuoj
(B Yacax mnan MMHyTax) C MOMEHTa MNofay4vYeHus cooblieHuns
3aka3sumka 06 wuHumaeHte cnyxbon ycnyr SAP no
COMPOBOXAEHUID MEPBOro YpOBHS 4O MEpPBOro AENCTBUS,
KOTOpOe COTPYAHMUK cnyxbbl ycnyr SAP no conpoBOXAEHMIO,
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support person, familiar with the Customer’s
environment, to repair the Incident.
“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.

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

“Month” means a calendar month.

“Monthly Service Fees” means the monthly (or 1/12 of
the annual fee) fee paid for the HEC Services or EX
Services, as applicable, which did not meet the SA SLA.

“Scheduled Downtime” has the meaning set forth in
Section 2 below.

“Service Credit” means a credit calculated as described
in Section 2 and Section 5(a) of this Service Level
Agreement.

“Subscription Software” for HEC Services shall have the
meaning set forth in the Supplement and for EX Services
means the SAP software provided by SAP with the EX
Service.

“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 EX Services, each
System is identified by the system tier type as set forth
in the EX Services Service Use Description document. For
Server Provisioning, System as used herein means
Server, as defined in the Order Form.

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

“"UTC"” means Coordinated Universal Time standard.
2. SYSTEM AVAILABILITY

The System Availability Service Level for HEC Services
and EX 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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3HaKOMbIA CO Cpeaom
ycTpaHeHust MHumaeHTa.

3aKkasuuka, npeanpuHsan  ans

«JlnueH3mpoBaHHOe NMporpaMMHoe obecneueHue» —
370 NPUIOXEHNS, 6a3bl OaHHbIX, nporpaMmHoe
obecneueHune, WHCTPYMEHTBI " KOMMOHEHTHI,
npuHaanexawme 3akasunky uin nuueH3mpoBaHHble UM (3a
ncknrdveHuem MNporpamMmHoro obecrneveHns nNo noanucke),
KOTOpble 3aka3unk npepocrasnger SAP Kak 4acTb
BbluncnutenbHon cpeasbl.

«MecTHOe BpeMsi» — 3TO 4acoBOl NOsIC B OCHOBHOM MecCTe
[OCTyna 3aKa3uuKka, yKasaHHblli B [loroBope.

«Mecsin» — 3T0 KaneHAapHbIA MecaL.

«E>xeMecsiuHass CTOMMOCTb YCAyr» — 3TO eXeMecsyHas
CTOUMOCTb (nnn 1/12 exeroaHom CTOMMOCTH),
Bbinnayneaemasa 3a Ycnyrm HEC wnm Ycnyrm EX (B
3aBMCUMOCTU OT 06CTOATENBLCTB), AOCTYMHOCTb KOTOPbIX He
cootBeTcTBYeT CornaweHuto 06 yposHe obcnyxusaHusa no
JOCTYNHOCTN CUCTEMBI.

«MnaHoOBbIN NPOCTON>» NMEET 3HaUYeHNe, YCTaHOBJIEHHOE B
NyHKTE 2 HUXe.

«HeycTOolika MNO YpPOBHK O06CAY>XMBaHUA» — 3TO
HeycTolMKa, paccuyuTbiBaeMass  COrflacHO  npoueaype,
onucaHHom B NyHkTax 2 u 5(a) HacToswero CornaweHus ob
ypoBHe o6cnyxnBaHus.

«MporpamMmMmHoe obecneueHmne No noanUcke» Ans Ycnyr
HEC nmeeT 3HauyeHue, yctaHoBaeHHoe B [IonosHEHUK, a ANns
Ycnyr EX o3HavaeT nporpammHoe obecneveHne SAP,
npenocrtasnseMmoe SAP coBMeCcTHO € Ycnyramum EX.

«CucremMa» — 3TO OAMH UKW HECKOIbKO B3aMMOCBS3aHHbIX

M B3aMMO3aBUCUMbIX KOMIMOHEHTOB, TakKux Kak 6as3bl
JaHHbIX, CepBepbl, CceTW, cpeacTBa 6HanaHcMpoBaHus
Harpysku, Be6-AWcChneTyepbl, TeCcToBble cpeabl U T. 4.,

KOTOpble B COBOKYMHOCTU MCMONb3YIOTCA ANS YyrpaBneHus
ypoBHeM. Kaxaoe coyeTaHMe KOMMOHEHTOB, MCMOJ/b3yeMoe
Ha KaX4oOM YpOBHe, 3KBMBANeHTHO ogHoM Cucreme.
JOCTYynHOCTb CUCTEMBI N3MepAETCca No ypoBHAM. [Ang Ycnyr
HEC kaxaas Cuctema o603HauveHa B ctonbue «YpoBeHb N2»
Tabnuubl HacTpoliku cuctembl B [lorosope. Onsa Ycnyr EX
kaxgaa Cucrema o603HadeHa TWUMNOM YPOBHS CUCTEMBI,
yKa3aHHbIM B AOKyMeHTe OnucaHus ucrnonb3oBaHua Ycnyr
EX. B uenax [penocrtasneHns cepeepoB Cucrema B
3Ha4yeHnu, yKasaHHOM 3aecb, o3HadaeT CepBep cornacHo
onpeaeneHuto B Jorosope.

«ATOorosoe KONMYECTBO MUHYT B MecsiL}» n3mepsetcsa 24
yaca 7 AHel B Hepesnto B TeyeHne Mecsua.

«UTC» — 3TO BCEMMPHOE KOOPAMHUPOBAHHOE BpeMS.
2. AOCTYNHOCTb CUCTEMbI

YpoBeHb o06cnyxuBaHuMsa no [JOCTYNHOCTM CUCTeMbl ANs
Ycnyr HEC u Ycnyr EX («CornaweHue 06 ypoBHe
obcny)xxmBaHuA no AocTtynHocTHn CUCTEMBbI>»)
onpepensetr  [OCTYNHOCTb  CUCTEMbl  MPUMEHMMO K
BoiuncnutenoHor cpeae (n Cepepy ans lNpepoctaBneHns
cepsepoB). CornaweHue 06 ypoBHe o6cnyxuBaHusa o
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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.

“System Availability” for each System is calculated as
follows:

System Availability Percentage =

[JOCTYynHOCTM CcUCTEMbl BCTynaeT B CUy Mocie nepejayu
CuncrteMbl 3aKkasumky.

CornaweHne o6 ypoBHe ob6cnyxuBaHuMs MNo [OCTYMHOCTU
CUCTEMbl HEMpMMEHUMO K JINLEH3MOHHOMY MpOrpaMMHOMY
obecneyeHuno, NMMUEH3UPOBAHHOMY 3aKa34MKOM Yy TpeTbuxX
nuu, ecnv nHoe B IBHOM BuAe He yKasaHo B [lorosope.

«[10CTYNMHOCTb CUCTEeMbI» Aa58 Kaxaoh Cucremsl
paccunTbiBaAeTCS cneayowmm o6pas3om:

[TpoLeHT AOCTYNHOCTU CUCTEMbI =

Total Minutes in the Month — Downtime Total Minutes in the Month — Downtime
( Total Minutes in the Month ) *100 ( Total Minutes in the Month ) *100
Service Level Service Credit? YpoBeHb HeycTtonka no ypoBHto
obcnyxumBaHus 06CNyXnBaHUNA?
PRD: 99.5%! HEC Subscription and EX
System Availability |Services:3 MpoAyKTUBHbIE: HEC Subscription 1 Ycayrm EX:3
0/, 1
NON-PRD: 95.0% |2% of Monthly Service Fees for 23£e/:4bl,D,OCTynHOCTM 2% EXxemMecsi4HOW CTOMMOCTU yCnyr
System Availability [each 1% below the SA SLA 3a Kaxabin 1% MeHblue
HenpoayKTuBHblE: CornaweHuns 06 ypoBHe
95,0% [octynHoctn  [06cnyxumBaHus no JoCTynHOCTH
CUCTEMDI CUCTEMBI
HEC Cloud Start and HEC BYOL:* HEC Cloud Start u HEC BYOL:4
2% of Monthly Service Fees for 2% ExemMecs4HOn CTOMMOCTU yCnyr
each 0.1% below the SA SLA 3a
Kaxxabin 0,1% MeHblle
CornaweHuns 06 ypoBHe
obcnyxumBaHua no JoCTynHOCTH
CUCTEMDI
Server Server Provisioning (IaaS Basic): MpepoctaBneHue Server Provisioning (IaaS Basic):
Provisioning: . cepBepoB: 99,5%
99.5% System €1,500 per Month in aggregate [l0CTYMHOCTY CUCTEMbI 1500 eBpo B Mecsuy B
Availability for any and all instances below COBOKYMHOCTM 3a BCe Ciy4yau
the SA SLA MeHblwe CornaweHuns o6 yposHe
obcnyxumBaHua no JoCTynHOCTH
CUCTEMBI

199.7% System Availability or 99.9% System Availability for PRD
applies if purchased by Customer and identified in the Order
Form.

2Subject to the monthly maximum Service Credit amounts set
forth in Section 5 below.

3Also applies to S/4HANA CPO and S/4HANA CPE

“HEC Cloud Start was previously known as HEC Project, and HEC
BYOL was previously known as HEC Production.

199,7% [docTynHocTn cucteMbl unn 99,9% [OCTyNHOCTM CUCTEMBI
ans MpoAyKTUBHOM BbIYUCAUTENLHOW Cpefbl MPUMEHSIETCS B TOM
cnyyae, ecnu npuobpeTeHo 3aKa3uukoM M ykasaHo B [orosope.

2C y4yeToM MaKCUMasbHbIX eKeMeCAYHbIX CyMM HeycToek no ypoBHH0
06CNYyXNBaAHUSA, YKa3aHHbIX B MYHKTE 5 HUXe.

3 Takxe oTHocuTcs K S/4HANA CPO n S/4HANA CPE

4Ycnyra HEC Cloud Start paHee Ha3biBanack HEC Project; ycnyra
HEC BYOL paHee Ha3biBanacb HEC Production.
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Excluded Total Minutes in the Month attributable
Downtime | to:

(i) Scheduled Downtime

(ii) Agreed Downtime

(iii) Emergency Downtime

(iv) 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)

(v) Downtime of a NON-PRD system
caused by using the NON-PRD
for failover/to repair to a PRD
system

Scheduled | Scheduled at a mutually agreed time,
Downtime | as listed in the Order Form or as

described in the Supplement.

UcknrouveHHoe | IToroBoe KO/IMYECTBO MUHYT B

BpeMsa Mecsl, CBS3aHHoe C:

MpocTtosn (i) lMnaHoBbIM NpoCTOEM;

(ii) CornacoBaHHbIM NPOCTOEM;

(iii) ABapuiHbIM NPOCTOEM;

(iv) Mpoctoem no  nNpuyMHaMm,
KOTOpble  HaxoaaTcs BHe
KOHTpons SAP, Hanpumep
HenpeacKasyeMbiMU
COobbITUSIMU, KOTOpble Hesnb3s
6bI10  nMpenoTBpaTUTL  Aaxe
npu ycnosun cobnoaeHns
pa3yMHbIX mMep
NpeaoCTOPOXHOCTHU (cm.
npuMepbl noa Tabnuuen);

(v) BpeMeHeEM NpoOCTOSi CUCTEMBI
6e3 MpoAyKTUBHOM
BbIYMCIIUTENBHOMN cpefasbl,
BbI3BaHHbLIM MO MPUYMHE TOrO,
YTO OHa uWCnojb3yeTcsa B
KayecTBe pe3epBHOW cpeabl
nocne otkasa [poayKTuBHOM
BbIYMCIUTENBHOW Cpeabl NN B
CBA3MU C peMOHTOM
MpoayKTUBHOM
BblYMCUTENBHOWN Cpefbl.

MnaHoBbIN MnaHupyetcsa Ha oboaHO

npocrou COrNnacoBaHHOE BpPeMs, Kak yKa3aHo B

[oroBope nau onmMcaHo B

JononHeHuun.

The following examples include but are not limited to
what is beyond SAP’s reasonable control:

2.1.

2.2,

2.3.

2.4.

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

Downtime caused by Customer

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

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.

Cnepytouime npuMmepbl ONUCHLIBAKOT, HO HE UWCYepnbiBaKOT
daKkTopbl, KOTOpPblE HAXOAATCA BHE KOHTposnsa SAP:

2.1. HeBbINOJIHEHME 3aKa3uMmkoM CBouMX 06a3aTenbCTB
(Bkntoyass 3aka3z obcnyxuBaHua  JIMLEH3MOHHOMO
nporpaMMHoro obecneyeHunsi, NCNosb30BaHNE BEPCUN
nnm BbiNnycka  JIMLEH3MOHHOro NporpaMMHOro
obecneyeHus n/vwnun MNporpammHoro obecrnedeHmns no
noAnucKe, Haxoasawerocs Ha o06cnyxuBaHUM), Kak
onucaHo B CornaweHum;

2.2. T[IpoCTOW, BbI3BaAHHbLIM NpPUYMHAMK, 3aBUCALLMMU
oT3aKa3uunka;

2.3. npepbiBaHMe onepauuni B pesynbTate TpeboBaHum,
BblABMIaeMbIX CTOPOHHUMMU npov3BOANTENSAMU
JInueH3noHHOro nporpaMMHoro obecneyeHus;

2.4. npepbiBaHME UM OCTAaHOBKA BbluMcnuTenbHoOW cpeabl
nnn ee 4vacrten (mnm CepsepoB ans lNpepocrasnieHus
CepBepoB), BbI3BaHHblE KA4yeCTBOM JIMLIEH3MOHHOIO
nporpamMmHoro obecnevyeHusi, nNpenoCTaB/IEHHOro
3aka3umkoM, un/mnmn obyCnoBAEHHbIE WU3MEHEHUSIMMU,
KOoTOopble  3akasuumk BHeC B  JInueH3noOHHOEe
nporpamMMHoe obecneyeHne wnu BbluncnuTenbHyo
cpegy (nnum  Cepsepbl ana  [pepgocTtaBnenus
cepBepoB), KpOMe cNny4yaeB, Korga 3TO SABASETCH
cepoii  oTBeTcTBEHHOCTM SAP no Hacrosiwemy
CornaweHuio;
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2.5.

Restore times of user data (recovery of database

data from a media backup) where SAP was not the
root cause for the required restoration.

3. BACKUP AND COMPUTING ENVIRONMENT
INCIDENT REACTION TIME

(not applicable to Server Provisioning)

2.5. nepuoabl BOCCTaHOBMEHUSA [AaHHbIX MOMb30BaTENEN
(BoccTaHoBfieHMe 6asbl  [aHHbIX C  pPEe3epBHOro
HOCWUTENA), BbI3BaHHbIE MO MPUYMHAM, HE 3aBUCALLUM

oT SAP.

3. PE3EPBHOE KOMUPOBAHMUE n
PEATMPOBAHUAA  HA
BbIYNCJINTE/IbHOW CPEAE

(He oTHOCHKTCSH K Server Provisioning)

nepnopg
MHUMAOEHT B

Description

Computer Environment
segment to which Service
Level applies

Service Levels

OnucaHue

CermeHT BbluncnurenbHom
cpeabl, K KOTOpOMYy
npuMeHseTca YpoBeHb
o6cny)kmBaHms

YpoBHM 06cny>knBaHun

Backup Frequency
and retention period
for Databases

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.

MepnoanyHoOCTb
pe3epBHOro
KOMMpPOBaHUSA U
nepuoa XpaHeHus
6a3 AaHHbIX

npOﬂ,yKTVIBHaﬂ BblUMUCNUTENbHAA
cpeaa

ExenHeBHOEe  NOSIHOE  pe3epBHOE  KOMWpoBaHWe wn
pe3epBHOe KonupoBaHue daina xXypHana B COOTBETCTBUM
CO CTaHAapToOM nporpaMMHbIX npoayktoB SAP. Bpems
XpaHeHunss — 30 gHel. PesepBHas Konus NpoAyKTUBHOW
cpedbl pennnuupyeTtcs B anbTepHatTuBHoM LOA wnum
MEeCTOMONIOXKEHUN.

NON-PRD Weekly full backup and log file backup per SAP product
standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.

HenpoaykTuBHas ExxeHegenbHoe NOSIHOE pe3epBHOE  KOMMpoBaHWe U

BbliUnCnnTenbHaa cpena

pesepBHOE KOMMpoBaHue dakna XXypHasa B COOTBETCTBUM
CO CTaHAapToOM nporpaMMHbiX npoayktoB SAP. Bpewms
XpaHeHus — 14 aHel. Pe3sepBHas KONWs HeNpOAYKTUBHOM
BbIUNCNTENBHOMN cpeasbl pennvumpyeTcs B
anbtepHatTuBHOM LIO[, nnv MeCcTononoXeHuu.

Long Term Backup*

PRD and/or NON-PRD

Monthly full back up — 6 months retention time
Monthly full back up - 1 year retention time
Quarterly full back up - 1 year retention time

Yearly full back up — up to 5 years retention time

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) ruRU.v.4-2020
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JonrocpoyHasa
pe3epBHas konnsa*

MpoayKTUBHaa nnm
HeNpoAYyKTMBHAaNA
BblUNCAUTENbHAa cpeaa

ExemecsiyHoe noOsIHOe pe3epBHOE KOMWpOBaHwe: BpeMms
XpaHeHuns — 6 MecsueB
ExxemecsiyHOoe nOSIHOe pe3epBHOEe KOMWMpoBaHWe: BpeMms

XpaHeHus — 1 rog

ExxekBapTanbHOe MosiHoe pe3epBHOE KONMMpoBaHUeE: BpeMS
XpaHeHus — 1 rog

ExerogHoe nosiIHOe pe3epBHOe
XpaHeHusa — o 5 net

KonnpoBaHuMe: BpeMA

Backup Frequency
and retention period
for File systems

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.

MepnognyHoCTb
pe3epBHOro
KOMMpPOBaHUA U
nepuoa XpaHeHus
dannoBbIX cmMcrtem

MpoAYyKTUBHAA BbIYNCUTENbHAS
cpeaa

ExxemecsiyHOE  MOSIHOE  pe3epBHOE  KOMWMpOBaHME  C
eXeAHeBHbIM NonosiHeHNEeM. BpeMsa xpaHeHus — 2 mecsaua.
Pe3epBHasi konms NpoAYKTUBHOW cpeabl pennunpyeTcs B
anbTepHatTMBHoM LO nnn MecTonosiIoXeHUHN.

NON-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.

HenpoaykTtueHasa ExemecssuHOe  NOSIHOeE  pe3epBHOE  KOMUMpoBaHMe C

BblHNCnnTenbHaa cpena

eXeAHeBHbIM nonosHeHneM. BpeMs xpaHeHna — 2 mecsaua.
PesepBHass Konus HEMpoOAYKTUBHOW  BbIYUCINTENBHOMN
cpedbl pennnuupyeTcs B anbTepHaTuBHoM LOA wnum
MEeCTOMOI0XEHNN.

Incident Reaction
Time for Incident
Management

Incident Priority Very High

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

Mepnopg
pearMpoBaHuAa Ha
WHUWAEHT Ans
YnpasneHus
MHUMAEHTaMK

MpuopuUTeT MHUMAEHTA — OYEHb
BbICOKWNN

20 MUHYT (7x24) » NnaH AEANCTBUIA NO BbISIB/IEHUIO
npobnembl B Te4yeHne 4 4acoB ANS NPOAYKTUBHOWN
BbIUMCNTENBHOWN Cpeabl

Incident Priority High

2 hours (7x24) for PRD
4 hours [Local Time on Business Days] for NON-PRD

MpuoputeT MHUMAEHTa —
BbICOKUM

2 vaca (7x24) ans NpooyKTUBHON BbIYNCINTENBHOM Cpeabl

4 yaca [MecTHoe Bpemsa B Paboune aHun] ans
HENpPOAYKTUBHOWN BbIYMCIIUTENIBHON Cpeabl

Incident Priority Medium

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

MpuvoputeT MHUMAEHTa —
cpeaHuin

4 vyaca [MecTtHoe BpeMs B Paboune gHu] ans
NpoAYKTUBHOM N HENPOAYKTUBHOWM BbIUNCANTENBHOMN
cpeabl

Incident Priority Low

1 Business Day for PRD and NON-PRD

MpuoputeT NHUMAEHTa —
HU3KWUI

1 Pabounin geHb Ana NpoOAYKTUBHOM WU HEMPOAYKTUBHOWN
BbIYNCNUTENBHON Cpeabl

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) ruRU.v.4-2020
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*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.

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):

3.1. 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:
e A PRD system is completely down.

e The imminent go-live or upgrade is
jeopardized.

e The core business processes of Customer are
seriously affected.

e A workaround is not available.

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

3.2. 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.

3.3. 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.

3.4. 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

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) ruRU.v.4-2020

*MpuMeHnMo, ecnn 3Ta HeobsaAszaTenbHas  ycnyra
npuobpeTteHa B [orosope. Bpewms XpaHeHuns
JonrocpoyHoOW pe3epBHON KOMWUM 3aKaH4YMBaAeTCA B
MOMEHT 3aBepLlleHUs Mepuofa XpaHeHUs Mo YCNOoBUSAM
HacToslWero A4orogopa Mb60 B MOMEHT OKOHYaHUsA Cpoka
noanuckn Ha ObnayHy ycnyry 3akasuuka, B
3aBMCUMOCTM OT TOrO, YTO HACTYNUT paHbLUe.

Mpuopurterbl UHUMAEGHTOB

Cnepyoowme ypoBHW npuopuTeTa OTHOCATCSH KO BCEM
WHumpeHTam (npuopuTeT HasHayvaeTcs 3akKa3unmkoM u
MOXeT 6biITb M3MeHeH SAP Ha pasyMHbIX OCHOBaHUAX
COrNTacHO KpUTEPUSAM HUXKE):

3.1. OueHb BbICOKUM: WHUWAEHTY TMpUcCBanBaeTcs
O4YeHb BbICOKUA MPUOPUTET, €CN MHUMAEHT nMeeT
O4YeHb Cepbe3Hble NOCNeACTBMS ANt HOPMasibHOMo
nposeaeHns 6usHec-npoueccos u UT-npoueccos,
CBSI3@aHHbIX C OCHOBHbIMM GW3HEcC-npoueccaMmu, U
TpebyeTcsi BbINOMHEHME CPOYHbLIX paboT. Kak
npasuao, 3TO MNPOUCXOAUT NO  CleayloWwmMm
npuynHam:

e T[loNHbIM OTKa3 cucTeMbl MpoayKTUBHOWN
BbIYMCINTENBHOWN Cpesbl.

e Yrposa c6osa npu npeacrosweMm npoayKTUBHOM
3anycke uin obHoBeHuH.

e Cepbe3HO 3aTPOHYTbl OCHOBHblE 6U3Hec-
npoueccol 3aKka3syuka.

e BpeMeHHOe pelleHne HeaoCTYMHO.

NHumaeHT TpebyeT He3aMeaIMTEeNbHOMo
BHMMaHUs, TMOCKOJIbKY HEUCMpPaBHOCTb MOXeT
NMPUBECTU K CEPbE3HbIM MOTEPSIM.

3.2. BbICOKMI: VHUUWAEHTY MNpUCBaMBaeTCs BbICOKUM
NPUOPUTET, ECNU UHUMAEHT CEPbE3HO 3aTparnsaet
HOpManbHOe  BbINOJIHEHME  BU3Hec-nNpoueccos.
BbinonHeHne Heob6xoAMMbIX 3agay HEBO3MOXHO.
Takas cuTyaums MOXeT BO3HUKHYTb B pe3ynbTaTte
TOro, YTo B BbluncnutenobHolu cpeae He paboTatoT
WIN HeKoppekTHO paboTalT dyHKUMK, KOTOpble
TpebyloTCa B AaHHbLIA  MOMEHT. NHumaenT
HeobxoanmMo ob6paboTaTb MakcuMManbHO 6bICTpO,
NMOCKOJSIbKY  MNPOAO/KUTENbHBbIK  cbon  MoXeT
HapyLWMWTb BECb NOTOK NMPOM3BOACTBEHHbIX BU3HecC-
npoLeccos.

3.3. CpepHumi:

npuopwuTeT,

WHUMAEHTY npucBamBaeTcs CpeaHui

ecnu MHUMAOEHT 3aTparmsaeT
HOpManbHOe  BbINO/IHEHME  6GU3HeCc-NpoLECcCoB.
MpuunHamn  Takmx  npobnem  MoryT  6biTb
HepaboTocnocobHOCTb MM HeKoppekTHas paboTa
dyHKUMn B BbluncnutenoHon cpege. CoobieHunto
npucBamMBaeTcsl  CpeaHUi npuopuTeT,  ecnu
WHUMAEHT 3aTparmBaeT HOpMasibHOE BbIMNOSIHEHUE
busHec-onepaumi.

3.4. Hu3KMI: UVHUMAEHTY TMpPUCBaMBaETCs HU3KUM
npuopuTeT, ecnu npobnema OoKasblBaeT

He3HaYuTeNnbHOE BAUSHME Unu BoobLle He BaMseT
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caused by incorrect or inoperable functions in the
Computing Environment that are not required
daily, or are rarely used.

4. SERVICE LEVEL REPORTING

SAP shall track and report to Customer the Service Levels
set forth herein in a monthly summary report.

4.1. 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.

4.2. In the 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.

4.3. SAP will then promptly (i) determine the root cause
or possible root cause of the failure (if known) to
meet the Service Level, and (ii) 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).

4.4. If applicable, SAP will provide the specific Service
Credit as described in Section 5 below.

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.

SERVICE LEVEL FAILURES

5.1. Service Credits. 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

Ha HOpManbHOE BbINOMHEHMEe 6GU3HeC-NpoLEecCoB.
MpuunHamn  Takmx  npobnem  Moryt  6bITb
HepaboToCnoCcobHOCTb NN HekoppekTHas paboTa
peaKo WU HeperynspHo UCMosb3yeMbix hyHKLNNA
B BbluncnutensHon cpege.

4. OTYETbI OB YPOBHSAX OBC/NTY>XUBAHUA

SAP oTcnexuvuBaeTt YpoBHU obcnyxuBaHus,
ob03HaueHHble B HacTosALWeM Aorosope, M coobaer o
HMX 3aKa3unKy B eXeMeCs4YHOM CBOAHOM OTyeTe.

4.1. 3aka3unk [JosmkeH yBegoMutb SAP 0 nobbix
3asiBKax Ha HeycTonkn no ypoBHIO 06CayXnBaHus
B TeyeHume 1 (ogHOro) Mecsiua nocne nosyYyeHus
exXeMecs4HOro otyeta 0 [JOCTYMHOCTM CUCTEMBI,
HanpaBuB SAP cepBUCHbIN 3anpoc.

4.2, B cnyyae ecnM OAMH WM HECKOSbKO YpOBHeWN
obcnyxumBaHns, 0603HaYeHHbIX B  HACTOSILLEM
OOKYMEHTE, He yAOB/IeTBOPEHbI, 3aKa3unk MoxeT
yBeaoMnTtb 06 3ToM MeHeaxepa SAP no pabote c
3aKa3yMkaMu W 3anpocuTb aHaan3 CTaTUCTUKU
MeTpUK YpoBHen o06CnyxmBaHUs Ha OCHOBE
exemMecs4yHoro CBOAHOrO oTyeTa,
npenocrtaesnsemoro SAP.

4.3. 3ateM SAP HemeaneHHo (i) onpeaennT OCHOBHYIO
MPUUYNHY WU BO3MOXHYIO OCHOBHYK MPUYUHY
npobnembl (€Cnn OHa U3BECTHa), He NO3BOJIAIOLLYIO
obecneuntb YpoBeHb 0b6cnyxusanusa, n, (ii) ecnm
npobnema noaTeBepxaeHa, paspaboTtaer nnaH no
ee wucnpasNeHMI W MNpefocTaBuMT TakoW nnaH
3aKkasumky Ans  MNUCbMEHHOro  YTBEPXAEHUS
(koTopoe He OOJKHO HeoboCcHOBaHHO
0TKNaAbIBaTbCA WIW MEPEHOCUTLCA), Moc/e 4vero
BHEAPUT YTBEPXAEHHbIN MNaH B pa3yMHble CPOKM
(v B COOTBETCTBUM CO BCEMM TMPUHATHIMU
rpacdumkamm).

4.4, B 3aBUCMMOCTM OT cuTyaumm, SAP MoxeT
npenocTaBnsATb HeycTomnky no YPOBHIO
obcnyxunBaHUA cornacHo nNyHKTy 5 Huxe.

4.5. SAP ocBoboxaaeTcs oT 0653aTenbCTB NO BbiNaaTe
COOTBETCTBYHOLWEN HeycTonku no YPOBHIO
obcnyxumBaHua, wn 3T0 He 6yaeT cuuTaThCs
HapyweHneM YpoBHSA 06CnyXuBaHus, ecniv aHaaus
OCHOBHbIX MPUYnH (npoBeaeHHbIN SAP
Haanexawmnm obpasoM) NoKaxeT, YTO BUHOBHUKOM
HecobnoaeHus COOTBETCTBYIOLLENO YpoBHs
obcnyxunBaHua aBNSETCS 3aKasumk; B 3TOM Cliyyae
Takoe HecobniogeHne cumTaeTcsa WCKIIYEHHbIM
BpeMeHeM npocTos. B cnyyae ecnu 3akasuumk He
cornawaeTcs C aHanM30M MepBOMNPUYMH, CTOPOHbI
OpraHu3ytoT obcyXxaeHne aHann3sa NepBonpuYmnH.

HEAOCTUXXEHUE YPOBHSA OBCNTY)>XXUBAHUA

5.1. Heyctoiku noO YpOBHIO 06Cny>KMBaHuUS.
CornacHo NyHKTY 2 Bbiwe, ecnn SAP He gocTturaert
YpoBHS o6cnyxmnBaHmsa no JOCTYNHOCTU CUCTEMbI,
ornpefeneHHoro B MyHKTe 2, 3aKa3unk uMeeT
npaBo Ha nonyyeHne HeyCcTOMKM MO YPOBHIO
06CcnyXunBaHug, paccyMTbiBAEMOro Kak CyMMma
HeycTtonkn no ypoBHKW  0b6bcnyxuBaHus  3a
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5.2,

5.3.

5.4.

Service Level. Under no circumstances will the
total maximum Service Credits: (i) 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, (ii) for any given contract
year, exceed in the aggregate an amount equal to
one-third of the annual subscription fees for the
HEC Service or EX Service charged for the contract
year (or one third of the total subscription fee for
the HEC Service or EX Service charged if the term
as defined in the applicable Order Form is less than
one (1) year).

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.

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.

Termination. In the 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.

5.2.

5.3.

5.4.
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HENpPoOAYKTUBHYIO BbIYNCINTENBHYIO cpeay,
NPOAYKTUBHYI  BbIUMCAUTENbHYO  cpeay U
lMpepocTaBneHne cepBepoB, B CHET HEAOCTUMXKEHUS
SAP cooTBEeTCTBYHOLEro YpoBHS 06CnyXnBaHUs no
JOCTynHOCTN cucTeMbl U B TOM 06beMe, B KOTOPOM
OTMEYEeHO TakKoe HeaoCTUXeHue. Hu npu Kakux
obcrosaTenbcTBax OOLWWKWIA MaKCUManbHbIA pa3Mep
HeycTtokn no ypoBHIO obcnyxuBaHusa: (i) 3a
nobon  Mecsl B COBOKYMHOCTM He  MOXeT
npesbiwatb 20% oT ExemecsauHon cTromMMocTu
yCnyr 3a 3TOT MecsL Mo BCEM CMCTeMaM C YpOBHEM
obcnyxuBaHunsa Mo AOCTYNMHOCTUM CUCTEMbI, PaBHbIM
99,9%, wu 100% coBokynHou ExemecsauHoun
CTOMMOCTM YCNYr 3a 3TOT Mecsl No BCEM YPOBHSM
06CnyXunBaHMs No AOCTYNHOCTU cucTembl; 1 (ii) 3a
ntob0o KOHTPaKTHbIA oA HE MOXET CyMMapHO
npesbllWaTb OAHOW TPETU CYMMbl roAoBbIX C60pOB
3a noanucky Ha Ycnyry HEC wnu Ycnyry EX 3a
Takol rog (Mnm ogHoM TpeTn oben cyMmmbl c6opoBs
3a noanucky Ha Ycnyry HEC wnun Yenyry EX, ecnm
CpPOK, yKa3aHHbIi B cooTBeTCTBYlOWeM [lorosope,
cocTaensiet MeHee 1 (ogHoro) roaa).

3aKkasumk npusHaeT, 4YTO HeyCToMKM MO YPOBHIO
06CNyXMBaHNAABASAIOTCA €ANHCTBEHHbIM "
WUCKNOUYNTENIbHBIM CPEeACTBOM MNpaBOBOM 3alluThl
3aKka3umKa B C/lyyae HapylleHus KomnaHuen SAP
yKasaHHoro YpOBHSA obcnyxuBaHus, 3a
WCK/IOYEHMEM ClyYaeB, Koraa 3TO 3anpeLieHo
CYLLeCTBYOLWWUM 3aKOHOAATENbCTBOM.

B cnydae noatsepxaeHuss SAP npaBa 3aka3suumka
Ha nosyyeHue HeycTonku no YPOBHIO
obcnyxumBaHua B NUCbMEHHOW dopme (unu
NOCPEACTBOM 31EKTPOHHOM nouTbl) SAP 3auTteT
pasMep TaKOMW HeYyCTOWMKM B CYET YyMeHbLUeHus
onnatbl O61a4HON yCcnyru 3a nepuoj, 3a KoTopbli
BbICTABNSAETCA CreayloWnn CYeT, WIn BO3MECTUT
cpeactea, ecam  no  ycnosusm  CornaweHus
[anbHeNwee BbiCTaB/IEHME CHETOB He MPOMCXOANT.

MpekpaweHune peuncrBua. Ecim  SAP  He
BbiNonHsAeT CornaweHune 06 ypoBHe 06CnyxunBaHns
no JoctynHoctn cuctembl Ansa [poayKTUBHOWN
BbIYMCIUTENBHON CpeAbl, KaK OMMUCAHO B MYHKTe 2
BblLLE, Ha MPOTSXKEHUN 3 (Tpex)
nocneaoBaTeNbHbIX MecsaueB, 3aKa3uuMK MoXeT
npekpaTnTb aencrtene COOTBETCTBYIOLLErO
[Jorosopa, HanpasuB SAP NMMUCbMEHHOoEe
yBeaomneHme B TedeHne 30 (Tpuauatn) aHen
nocnie Nosy4yeHns 3aKa3ymMkoM COOTBETCTBYHOLLErO
oTyeTta 06 YpoBHe ob6cnyxuBaHus. NpekpaleHne
OeNCcTBuA BCTynaeT B cuny vepe3 1 (oanH) mecsy,
nocne nony4vyeHuns SAP Takoro yesegoMieHus (unu
Ha 6ofniee NO3AHIOK AaTy, YKa3aHHY 3aKa3unmkom
B yBedomneHun). Bo wusbexaHne COMHeHUN
NOSICHAETCS, YTO AAaHHOE MpaBO Ha MpekpalieHue
OeNCTBUA nMeeT npunoputeT Haa NtobbiMn NpoYMMmn
NMONOXEHUAMM O  MNpeKpaweHunm  AencTeus,
OonncaHHbiMM B O6LWMX YCNOBUSAX U NOSIOXKEHUAX U
CBAI3@aHHbIMKM C HeBbINoSIHeHMeM CornaweHuns o6
YPOBHS 06CNy>XMBaHUSA, U NPaBO Ha NpekpalieHne
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penctena no O6WmumM YCnoBuaM U MOJTIOXEHUAM HE
NPUMEHAETCA.

SLA for SAP HANA Enterprise Cloud SAP S/4HANA Cloud Extended Edition Services (DUAL) ruRU.v.4-2020 Page 10 of 10



