SERVICE LEVEL AGREEMENT FOR

SAP HANA ENTERPRISE CLOUD, SAP S/4HANA, PRIVATE
CLOUD EDITION AND

SAP S/4AHANA CLOUD, EXTENDED EDITION SERVICES

This Service Level Agreement for SAP HANA Enterprise Cloud
services (“HEC Services”), SAP S/4HANA, private cloud edition
services (“Private Cloud Edition Services”) and SAP S/4HANA Cloud,
extended edition services which was 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, Private
Cloud Edition 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
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.

“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 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.
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COMMALUEHUE OB YPOBHE OBCINYXXUBAHUA ONA YCNyr

SAP HANA ENTERPRISE CLOUD, SAP S/4HANA, BbIIMYCKA
OnA YACTHOIO OBJIAKA, U

SAP S/4HANA CLOUD, PACLULMPEHHOI'O BbIMYCKA

HacToswee CornawieHne o6 ypoHe obcnyxusanusa ansa Yenyr SAP
HANA Enterprise Cloud («Ycnyrn HEC»), SAP S/4HANA, private
cloud edition services («Ycnyru Private Cloud Edition»), n Ycnyr SAP
S/4HANA Cloud, extended edition services, paHee Ha3blBaBLUMXCS
S/AHANA Cloud, single tenant edition («Ycnyrm EX») (no
oTAEeNbHOCTU MMeHyemble «ObrnavHas ycnyra»), ycTaHaBnuBaeT
npumeHumble YpoBHU o6cnyxusannsa ana Yenyr HEC, Yenyr Private
Cloud Edition , Ycnyr EX wn Server Provisioning, Ha KoTopble
nognucaH 3akasuunk no ycrnosusam [lorosopa ¢ SAP.

1 ONPEAENEHUA

TepmuHbl, ynoTpebneHHble B 3TOM LOKYMEHTE C 3arnaBHol BykBbl,
HO He onpefeneHHble B HEM, MMEKT 3HayYeHue, yKa3aHHoe B
CornawweHun.

«CornacoBaHHbIW npocTov» — 310 mwbon  [lpocToit,
3anpoLUeHHbIn SAP mnu 3akasyMkom W B3aWMHO COracoBaHHbI
CTOpPOHaMMW.

«Pabouun geHb» — 370 NOON AeHb C MOHEAENbHUKA NO NATHULY,
Kpome oduumanbHbiX NPasgHUKOB, AENCTBYIOLLNX B OCHOBHOM MeCTe
JocTtyna, ykazaHHom B [loroBope.

«BbluucnutenbHaa cpega» — 3t0 yctponctea LIO[, cepsepsl,
ceTeBoe 060pyAoOBaHWE, ONEPaUMOHHbIE CUCTEMbI U MeXaHW3Mbl
XpaHeHusi Hopmaumu, npegocTaBnsieMble U Ucnonb3yemble SAP
aons  okasaHua  O6navHow  ycnyrn  3akasuuky;  BKI4aeT
MpoOyKTUBHYIO  BbIYMCIIMTENBHYIO cpedy W nobble npoune
BbluncnmTenbHble cpeabl, UICNONb3yeMble B HENMPOAYKTUBHbIX LENsX,
kak cornacosaHo B [loroeope.

«lMpocTomn» — 310 MITOroBoe KONMYECTBO MUHYT B MeCSL,, KOTOPoe
O6navHaa ycnyra (unu CepBepbl ans Server Provisioning) He
oTBeYaloT Ha 3anpockl u3 Toukn Aemapkaumm SAP B ueHTpe
06paboTkn AaHHbIX, npegocTaBnsowem Ob6nayHyo ycnyry (unu
CepBepbl ana  [llpegoctaBneHuss  cepBepoB),  MCKMtovas
CornacoBaHHble MPOCTOMW.

«ABapUHBbINA NPOCTON» — 3TO NPOCTOV BO BPEMSA pa3BepTbIBAHUS
KPUTMYECKN BaXHbIX WUCMPaBEHWn M OOHOBIEHWI OnepauyoHHOWN
CUCTEMBI, KaK OnMcaHo B [JONONHeHnN.

«UckntoyeHHoe Bpems npocTtos»
YCTaHOBMNEHHOE B NYHKTE 2 HUXE.

nveet 3Ha4veHue,

«MHUMAQEeHT» — 3TO He3annaHUMpoBaHHOE NpepbiBaHUE ycnyr nnm
CyleCTBeHHOe CHMXeHne ux KadectBa, O KOTOpPOM coobwunu
ABTOpPM30BaHHbIE NOMb30BaTENN.

«Mepuop pearupoBaHUA Ha UHUUAEHT» — 3TO nepuos (B vacax
N MUHyTax) C MOMEHTa norny4yeHus coobuieHns 3akasdvka 06
nHumaeHTe cnyxbor ycnyr SAP no conpoBOXAEHMIO NEPBOrO YPOBHS
00 NepBOro AencTBUSA, KOTOPOe COTPYOHMK crnyxbbl ycnyr SAP no
COMPOBOXAEHMIO, 3HAKOMBIV CO cpefon 3akasyuka, npeanpuHAn ans
ycTpaHenns NHunaeHTa.

«JlnueH3upoBaHHOe nporpaMmMmHoe obGecneyeHue» — 3TO
npunoxenusi, 6asbl  OaHHbIX, NporpaMMHoe  obecneyeHue,
WHCTPYMEHTbI M KOMMOHEHTHI, MpuHaanexalime 3akasuuky wnm
NVMLEH3NPOBaHHble 1M (3@  ucknoyeHnem  [porpammHoro
obecneyveHusa No Noagnucke), Kotopble 3akasuvk npegocraenseT SAP
ans pasmellerus B ObnayHon ycnyre.
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“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) subscription fees paid for the affected Cloud Service 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 and Private Cloud
Edition means Cloud Services Software as set forth in its respective
Supplement.

“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 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.

“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 the Cloud 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.

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 =
(Total Minutes in the Month — Downtime

Total Minutes in the Month

)*100

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

«MecTHOe Bpems» — 3TO YaCOBOW NOSIC B OCHOBHOM MeCTe A0CTyna
3aka3uuka, ykasaHHbI B [loroBope.

«Mecsiu» — 3TO KaneHaapHbIN MecsL.

«ExemecsAiYHasAe CTOMMOCTb YCRyr» — 3TO exemecsyHas
ctommocTb yenyr (unu  1/12  exerogHoW CTOMMOCTW  YCRyr),
BbinnaymBaemas 3a O6GnayvHyl ycnyry, AOCTYMHOCTb KOTOPOW He
cootBeTcTByeT CornaweHnio 06 ypoBHe o6cnyxuBaHua no
[locTynHOCTM cucTemsl.

«lMnaHoBbIN NPOCTOM» MMEET 3HaYEHNE, YCTAaHOBIEHHOE B MyHKTE
2 HUXeE.

«HeycToilka no ypoBHI O6GCRYyXMBaHUA» — 3TO HeyCToMKa,
paccunTbiBaemMas CornacHo npoueaype, onMcaHHOW B MyHKTax 2 u
5(a) HacToswero CornaweHns o6 ypoBHe 06CnyxmBaHus.

«lMporpammHoe obGecneyeHne no nognucke» Ana Ycnyr HEC
UMeeT 3HavyeHue, yctaHoBneHHoe B [lononHeHuu, a gnsa Yenyr EX n
Beinycka onsa yactHoro obnaka o3HavaeT ObnayHoe nporpamMmHoe
obecne4yeHne, Kak onNMcaHo B COOTBETCTBYOLLEM [ ONONHEHUN.

«Cucrtema» — 3TO OOWH WIN HECKOSIbKO B3aUMOCBSI3aHHbIX W
B3aVMO3aBUCUMbIX KOMMOHEHTOB, TakuX Kak 6a3bl AaHHbIX, CEpBEpbI,
cetn, cpeactea 6GanaHcMpoBaHUA Harpysku, Beb-gucneTyepsbl,
TecToBble cpedbl U T. A., KOTOPble B COBOKYMHOCTM WCMOMb3YyOTCHA
ans ynpaeneHust ypoBHeM. Kaxgoe couveTaHne KOMMOHEHTOB,
NCMNOnNb3yemMoe Ha KaxaoM YpOBHE, 3KBMBaNeHTHO ogHon Cucteme.
[ocTynHocTb cuctembl namepsietca no yposHam. Ona Yenyr HEC
kaxxgas Cuctema obosHaveHa B cTonbue «YpoBeHb Ne» Tabnuubl
HacTpoukun cuctemsl B [loroBope. [1ns Ycnyr Bbinycka Ans YacTHOro
obnaka n Ycnyr EX kaxgas Cuctema obo3HavyeHa TUMOM YpPOBHSA
CUCTEMBI, yKa3aHHbIM B JokyMeHTe Onucanus ycnyrm u OnvcanHus
ucnonb3oBaHusa Ycnyr B [JONOMHEHUN COOTBETCTBEHHO. B uensax
MpepnoctaBneHus cepBepoB Cuctema B 3HAYEHUW, YKa3aHHOM
3aecb, o3HavaeT CepBep cornacHo onpegeneHuio B [lorosope.

«AToroBoe KONM4YecTBO MUHYT B MecsaL» nsMmepseTcsa 24 vaca 7
[Hen B Hegento B TedeHne Mecsua.

«UTC» — 3T0 BCEMMPHOE KOOPAMHMPOBAHHOE BPEMS.
2. OOCTYNHOCTb CUCTEMbI

YpoBeHb 06cnyxumBaHusa no JoctynHoctn cuctembl ans ObnayvHon
ycnyrm  («CornaweHve o6 ypoBHe ob6GcnyxuBaHusi no
[docTtynHocTn cuctembl») onpegenset [JOCTynHOCTb CUCTEMbI
npumeHumo K BoelumcnutensHom cpege  (m Cepsepy Ans
MpepocTaBneHus cepBepoB). CornaweHve o6  ypoBHe
obcnyxmBaHmsa nNo [OCTYNHOCTU CMCTeMbl BCTynaeT B cuiy nocne
nepenadn Cuctembl 3akasunky.

CornawweHue 06 ypoBHe o6cnyxuBaHus no [JOCTYNHOCTM CUCTEMbI
HenpuMeHUMo K JIMLEH3MOHHOMY nporpaMmMHOMYy obecneyeHuto,
MUeH3npoBaHHOMY 3akasunkom Yy TpeTbux nuu, ecnm NHoe B ABHOM
BMAE He yka3aHo B [loroBope.

«[OCTYNHOCTb CUCTEMbI» Ans Kaxaon CUcTembl paccumTbiBaeTca
cneayowmm obpasom:

lIpoyeHT JOCTYMIHOCTH CHCTEMbBI =
( Hmozosoe koauvecmeo muHym 8 mecsy - [Ipocmoti

* 100
Hmozosoe kKoauvecmeo MuHym 6 mecsay )
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Service Level Service Credit?

PRD: 99.5%! System
Availability

NON-PRD: 95.0%
System Availability

HEC Subscription, Private Cloud Edition
Services and EX Services:3

2% of Monthly Service Fees for each
1% below the SA SLA

HEC Cloud Start and HEC BYOL:*
2% of Monthly Service Fees for

each 0.1% below the SA SLA

Server Provisioning: Server Provisioning (laaS Basic):

99.5% System

Availability €1,500 per Month in aggregate for any

and all instances below the SA SLA

1 99.7% System Availability or 99.9% System Availability for PRD applies if
purchased by Customer and identified in the Order Form.

N

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

3 Also 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.

IS

YpoBeHb
obcnyxuBaHuUA

HeycTonka no ypoBHO
o6cnyxuBaHns?

MpoaykTueHble: 99,5%*
[octynHocTu cuctemel

HEC Subscription, Ycnyru Private
Cloud Edition n Ycnyru EX:3

HenpoayktueHble: 95,0%
[JocTynHocTn cucTemsl

2% Exemecsa4Hon cToMMOCTH ycnyr
3a kaxabii 1% meHblue CornatleHus
06 ypoBHe 06cnyxnBaHus no
HocTtynHocTtn cuctemel

HEC Cloud Start u HEC BYOL:*

2% Exemecsa4Hon cTOMMOCTH yCnyr
3a kaxabii 0,1% meHbLue
CornaweHus 06 yposHe
obcnyxumsaHus no [locTynHocTn
cucTeMbl

MpegocTaBnexHne
cepsepos: 99,5%
HocTynHoCTH cucTemsl

Server Provisioning (laaS Basic):

1500 eBpo B MecsL, B COBOKYNHOCTH
3a BCe cny4vau MeHblue CornaiwleHus
06 ypoBHe 06cnyxnBaHusa no
HocTtynHocTtu cuctemsl

1.99,7% [JoctynHoctn cuctembl unu 99,9% [oCTynHOCTM cUCTEMbI ANA
[MpoAyKTMBHOWM BbIYMCIIMTENBHONM CPeabl MPUMEHSIETCS B TOM Cryyae, ecnu
npuobpeTeHo 3aka3ynkom u ykasaHo B [Joroope.

2 C y4yeTOM MaKcuUMarbHbIX E€XEMECsiHHbIX CyMM HeycToek No ypoBHIO
obcnyxmBaHus, ykasaHHbIX B MyHKTe 5 Huxe.

3 Takke oTHocutcs kK S/4HANA CPO u S/4HANA CPE

4 Ycnyra HEC Cloud Start paHee HasbiBanace HEC Project; ycnyra HEC
BYOL paHee HasbiBanace HEC Production.

Excluded
Downtime

Total Minutes in the Month attributable 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

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

WUcknoyeHHoe
BpeMsA NpocTosi

MToroBoe KonmyecTeo MUWHYT B MecAl,
CBdA3aHHOe C:

i. lMnaHoBbIM NpocToEM;
ii. CornacoBaHHbIM NPOCTOEM;
iii. ABapuUNHbLIM NPOCTOEM;

iv. [lpocTtoem no npu4nHam, Kotopble
HaxoasaTcHa BHe KOHTpors SAP,
Hanpumep HenpeackasyeMbiMu
COBLITUAAMM, KOTOPbIE HEMNb3s ObiNo
npeaoTBpaTUTL Jaxe Npu yCroBum
cobniogeHnst pasyMHbIx Mep
NpegoCTOPOXXHOCTM (CM. NpUMepbI Nog,
Tabnuuen);

v. BpemeHeM npocTosi cuctemMbl 6e3
[MpoAYKTUBHOW BbIYMCAUTENBHON
cpeabl, BbI3BaHHbLIM MO NMPUYMHE TOrO,
YTO OHa UCMOJb3yeTCs B KA4YeCcTBe
pe3epBHON cpeabl Nocrne oTkasa
MpoayKTUBHOM BbIMMCNNTENBHOMN
cpeabl Unu B CBSI3N C PEMOHTOM
[MpoAYKTUBHOW BbIYUCIIMTENBHOWN
cpeabl.
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Scheduled Scheduled at a mutually agreed time, as listed MnaHoBbIN MnaHnpyeTcsa Ha 06oOHO cornacoBaHHOE
Downtime in the Order Form or as described in the npocTomn BPEMS, KaK ykasaHo B [loroBope wnmn
Supplement. onucaHo B [lononHeHuu.
The following examples include but are not limited to what is Cnepyrowme npumepbl ONUCLIBAlOT, HO He Uc4YepnbiBaloT

beyond SAP’s reasonable control:

a) 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

b)

c)

Downtime caused by Customer

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

d) 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.

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

restoration.

BACKUP AND COMPUTING ENVIRONMENT INCIDENT
REACTION TIME

3.

(not applicable to Server Provisioning)

chakTOpbI, KOTOPblE HAXOAATCA BHE KOHTponsa SAP:

a) HeBbINonHeHWe 3aka3ynkom cBOMX 06s3aTenscTB  (BKMOYas
3akas obcnyxmBaHns JInueHsnoHHoro nporpaMMHoOro
obecneyeHns,  WCMoOnNb3OBaHWe  BepcMM WM BbiNycka
NuueHsnoHHoro nporpaMmMHoOro obecneyerus nivnm
MporpammHoro obecneveHuss MO NoANMCKe, HaxoAsLLerocs Ha

obcnyxxuBaHum), kak onmcaHo B CornalueHuu;
b)

<)

MpocTon no npnunHam, 3aBUCALLUM OT 3aKkas3uuka;

npepbiBaHne  onepauui B pesynbtate  TpebosaHui,
BblBUIraeMbIX CTOPOHHUMW NpoussBoauTensamMmn JIMUEH3NOHHOTo
nporpamMmmHoro obecneveHus;

d) npepbiBaHWe unuM ocTaHOB BblumcnuTenbHOM cpeppl Unn ee
yacten (unm CepsepoB pAna [lpegoctaBneHus cepBepos),
BbI3BaHHble  Ka4yecTBOM  JIMLEH3MOHHOTO  MPOrpammHOro
obecneyeHus, npenocTaBrieHHOro 3akasumnkom, nvinn
00yCrnoBMNeHHbIE U3MEHEHWsAMK, KOTopble 3akasyuk BHEC B
JInueHanonHoe nporpammHoe obecneveHve nnm
BeiumcnutensHyto cpegy (mnn Cepsepbl ansa MNpepoctaBneHns
CepBepoB), KpoMe Ccrny4vaeB, Korga 370 fABnsetcs cdepou
oTBeTCTBEHHOCTU SAP no HacToswemy CornallueHutio;

6) nepuoabl BOCCTaHOBJIEHUA AaHHbIX nonb3oBaTenemn
(BOCCTaHOBJ’IEHMe 0asbl gaHHbIX C pe3epBHOIo HOCVITEJ'IH) no

npu4MHam, He 3asucawum ot SAP.

PE3EPBHOE KONMUPOBAHUE U NMEPUOL
PEArTMPOBAHUA HA UHLUIMOEHT B
BbIYNCITUTENBbHOU CPELE

(He oTHocKTCA Kk Server Provisioning)

3.

cpenbl, K KOTOPOMY NMPUMEHSAETCA
YpoBeHb 06CcnyX1MBaHuA

Description Computer Environment segment Service Levels
to which Service Level applies
OnucaHue CermeHT BbluucnurensHom YpoBHU o6cnyxuBaHuUA

Backup Frequency and | PRD

retention period for

Daily full backup and log file backup per SAP product standard. 30
days retention time. Backup of the PRD will be replicated to an

Databases alternate data center or location.
MepuopuiHocTs MpoayKTUBHas BblMUCIUTENBHAS E>xeqHeBHOE NONHoe pe3epBHOE KOMMPOBaHUE U pe3epBHOE
PE3EepBHOTO cpena KOnupoBaHue hanna xypHarna B COOTBETCTBUWN CO CTaHAAPTOM
Ko””pOBaHgﬂ v nepuoa nporpaMMHbIx NpoaykToB SAP. Bpems xpaHeHns — 30 gHen.
XpaHeHnsi bas AaHHbIX PesepBHas konusa npoayKTMBHOM cpebl PpenuumnpyeTcs B
anbTepHaTBHoM LIO[ nnn mectononoxeHuu.
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.

HenpoaykTtueHas BbluUCUTENbHAS
cpena

E>xeHenenbHOE NOMHOE pe3epBHOE KONMPOBaHWE N pe3epBHOE
KonupoBaHue hanna xypHarna B COOTBETCTBUWN CO CTaHAAPTOM
nporpamMMHbIX NpoaykToB SAP. Bpems xpaHeHus — 14 gHen.
PesepBHas konusi HENPOAYKTUBHON BbIMUCTIUTENBHOM Cpeabl
pennuunpyeTcsi B anbtepHatuHom O nnv MecTononoxeHmu.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020
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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

HonrocpoyHas
pesepBHas konus*

MpoayKTUBHast UMW HeNpoayKTUBHas
BblYMCIIMTENbHAsA cpeaa

ExxemecsayHoe nonHoe pe3epBHOE KonnpoBaHue:
BpeMaA XpaHeHna — 6 mecsaues

ExeMecsa4Hoe nofHoe pe3epBHOe KomnvpoBaHue:
BpeMsi XxpaHeHus — 1 rog

ExekBapTanbHoe NonHoe pe3epBHOE KOMMPOBaHWe:
Bpems xpaHeHns — 1 rog

E>xerofHoe nonHoe pe3epBHOE KOMMpOBaHMe:
BpeMsi XxpaHeHus — Ao 5 net

Backup Frequency and
retention period for File
systems

MepunognyHocTb
pe3epBHOro
KOMMPOBaHUA 1 Nepuog
XpaHeHust annosbix
cuctem

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.

npOAyKTI/IBHaﬂ BblHUCNNTENbHAA
cpena

ExxemecsayHoe nonHoe pe3epBHOE KOMMPOBaHUE C eXXeAHEBHbIM
nononHeHvem. Bpems xpaHeHns — 2 mecsaua. PesepBHas konus
NPOAYKTMBHOW cpefbl pennuumpyeTcs B anbTepHatnsHom LIO unu
MeCTOMOSIOXKEHNM,

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.

HenpoayktueHas BblMUCUTENbHASA
cpena

ExemMeca4Hoe MnofHoe pe3epBHOE KOMMPOBaHNE C eXXeAHEBHbLIM
nononHeHveM. Bpems xpaHeHust — 2 mecsiua. PesepBHas konus
HenpoAyKTUBHOM BbIYMCIIUTENbHOM Cpeabl pennuuupyeTcs B
anbTepHaTMeHOM LIOL unm mecTononoxeHum.

Incident Reaction Time
for Incident
Management

Incident Priority Very High

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

Mepwop pearvpoBaHns
Ha UHUMAEHT ans
YnpaeneHusi
VHUMOEHTaMu

MproputeT MHUMAEHTa — OYeHb
BbICOKMI

20 MuHYT (7X24) 1 NNaH AenCTBMI MO BbISBNEHWIO Npobnemsl B
TeyeHne 4 4yacoB Ans NPOAYKTVBHOMN BbIMUCIINTENBHOW Cpeabl

Incident Priority High

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

MpropnteT MHUMAEHTA — BbICOKUI

2 yaca (7x24) ans NpoAyKTUBHON BbIMUCIINUTENBHON Cpeabl

4 yaca [MecTHOoe Bpems B Pabouve aHW] Anst HENPOAYKTUBHOW
BbIYMCIUTENBHOW cpeabl

Incident Priority Medium

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

MprnopnteT MHUMAEHTa — CpeaHui

4 yaca [MecTHoe Bpems B Pabouve aHW] Anst NpoayKTUBHOW 1
HENPOAYKTUBHOW BbIYUCITMTENBHOW Cpeabl

Incident Priority Low

Business Day for PRD and NON-PRD

MpropnTeT MHUMAEHTA — HU3KUN

Pabouunn aeHb ons NpoayKTUBHOWM U HENPOAYKTUBHON
BblYMCNUTENBHOW Cpefbl

*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.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

*NpumeHMoO, ecnu 3Ta HeobsasaTenbHasa ycnyra npuobpeTeHa B
[orosope. Bpemsa xpaHeHus [NoNrocpoyHoOW pesepBHON KOnuu
3aKaHYMBAETCS B MOMEHT 3aBepLUEHWs1 Nnepuoaa XpaHeHus Mo
YCINOBUSIM HaCTOsILLIEro JoroBopa B0 B MOMEHT OKOHYaHUsi cpoka
nognuckn Ha Obnavnyto ycnyry 3akas4yuka, B 3aBUCMMOCTM OT TOrO,
4YTO HACTYNUT paHbLLUe.
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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):

a) 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.

b) 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.

¢) 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.

d) 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.

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.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

MpuoputeTbl MHUMAEHTOB

Crepytolime ypoBHU NMpuopuTeTa OTHOCATCS KO BceM WHumaeHTam
(NpuopuTeT HasHayaeTcss 3aKa34yMKoM U MOXET ObiTb M3MeHeH SAP
Ha pasyMHbIX OCHOBaHWSIX COTNIAaCHO KPUTEPUAM HIUXKE):

a) OuyeHb BBLICOKMW: MHUWMAEHTY NPUCBaMBAETCH OYEHb BbICOKWMN
npuopuTeT, €Ccnv WHUMAEHT UMEeeT O4YeHb CepbesHble
nocneacTBus AN HOPManbHOro NposegeHus GusHec-NpoLEeccoB
n NT-npoueccos, CBA3aHHbIX C OCHOBHbLIMM BU3Hec-npoueccamu,
N TpebyeTcs BbIMOSIHEHWE CPOYHbIX paboT. Kak mpasuno, 310
MPOMCXOAMNT NO CreayoLWUM NPUYNHaM:

e [lonHbi oTKa3 cuctembl [POAYKTUBHOWN BbIMUCNINTENBHON
cpeqpbl.

e Yrposa cbos npu npeacrosiliem NPOAyKTUBHOM 3anycke
unu o6HOBNEHNN.

. CepbesHo OCHOBHbIE

3akas4uka.

3aTPOHYThI GUsHec-nNpoLecchl

. BpemeHHoe pelueHne HeOOoCTYNHO.

WHUnpeHT Tpe6yeT He3amMeannTenlbHOro BHUMaHUA,
HEeNCnpaBHOCTb MOXET NPUBECTU K CEPbE3HbIM NMOTEPAM.

NOCKOJIbKY

b) BbICOKMW: WHUMAEHTY MNpUCBavMBaeTCs BbLICOKUWA MPUOPUTET,
€CnM  WHUMOEHT  Cepbe3HOo  3aTparvBaeT  HopMarnbHoOe
BbINONHeHne 6usHec-npoueccoB. BbinonHeHne HeobxoanMmbix
3afa4 HeBO3MOXHO. Takas cuTyauusi MOXET BO3HUKHYTb B
pesynbTaTe TOro, YTo B BbluncnutensHow cpene He paboTatoT
UNM HEeKOPPeKTHO paboTatoT YyHKLUMKU, KoTopble TpebykTcs B
OaHHbIN ~ MOMeHT. WHumpeHT Heobxogmmo  obGpaboTtaTb
MakcMMarnbHO ObICTPO, MOCKOMNbKY MNPOAOIKUTENbBHBIN CcHOW
MOXET HapylWTb BeCb MNOTOK MPOU3BOACTBEHHbIX On3HeC-
npoLeccoB.

c) CpegHun: vHUMOEHTY MpucBaMBaeTCA CpeaHWn MNpPUOpUTET,
€CINN MHUMAEHT 3aTparnBaeT HopManbHOe BbiNofHeHne busHec-
npoueccoB. [puynHamn Takmx npobmem MoryT  6biTb
HepaboToCnoCOOGHOCTbL MMM HeKkoppekTHas paboTa YHKUMIA B
BbeluncnutensHon cpege. CoobLeHuio npuceansBaeTcs cpeaHui
npuopuTeT, €Ccnu  WHUMOEHT 3aTparvBaeT  HOpMarbHoe
BbINONHeHne buaHec-onepaumn.

d) Hu3kui: vHUMOEHTY MpucBamBaeTCA HU3KUIA MPUOPUTET, eCcriun
npobnemMa okasblBaeT HE3HAYUTENBHOE BNUSTHUE U BOOOLLIE He
BNUSIET Ha HOpPManbHOE BbINOMHEHUE OGM3HEC-MPOLECCOB.
MpuynHamu Takux npobrnem MoryT 6biTb HepaboToCNOCOBHOCTL
UNn  HekoppekTHass pabota peako WNM  HeperynsipHo
ncnonb3yemMbix yHKLUUN B BelunucnvtensHom cpege.

4., OTYETbI OB YPOBHAX OBCNY>XKUBAHUA

SAP oTcnexvBaeT YpoBHM 0OCRyxuBaHWs, 0OO3HAYeHHble B
HacTosILLeM [OroBope, 1 coobLuaeT 0 HUX 3aKasumKy B EXeMECAYHOM
CBOJHOM OTHeTe.

4.1. 3akas3uuk gorkeH yBegomute SAP o niobbix 3asBkax Ha
HeycToWiku no ypoBHi0 06cnyxuBaHusi B Te4eHue 1 (ogHoro)
Mecsaua nocrne MnoMyYeHUss EeXeMecsavyHoro ortyeta o

[ocTynHocTy cucTemsl, Hanpasue SAP cepBUCHbIN 3anpoc.

4.2. B cnysae ecnM oOMH  MNM HECKONbKO  YPOBHEN
o6cnyxnBannsi, 0603HAYEHHBIX B HACTOSILLLEM AOKYMEHTE,
He yOOBMNeTBOPEHbI, 3aka3ymk MOXeT yBeJOMUTb 06 3ToM
MeHepxkepa SAP no paboTe ¢ 3akaszunmkamu U 3anpocuTb
aHanm3 CTaTUCTMKM METPUK YPOBHEW oGCnyXuBaHusa Ha
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4.3.

4.4,

4.5.

5.2.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

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).

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

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

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 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 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 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.

4.3.

4.4.

4.5.

5.2.

OCHOBE E€)XeMECSAYHOro
npegoctasnsemMoro SAP.

CBOAHOro oT4yeTa,

3aTem SAP HemeaneHHo (i) onpenenut OCHOBHYHO MPUYUHY
UMM BO3MOXHY OCHOBHYIO MpUYMHY npobnemel (ecnu oHa
u3BecTHa), He nossonswLwy obecneynts YpoBeHb
obecnyxusanusa, n, (i) ecnm npobnema noaTBepXAeHa,
pa3paboTaeT nnaH Mo ee MCNpaBneHWio U npeaocTaBuT
TakoW nnaH 3akasyuKky Ans MUCbMEHHOro YTBEPXAEHWS
(koTOpOoe He [OMKHO HeobOCHOBaAHHO OTKMaAbIBATLCA WK
NMepeHoCUTbCS), NOCNe Yero BHeAPUT YTBEPXAEHHbIN NnaH
B pa3yMHble CPOKM (M B COOTBETCTBUM CO BCEMM NMPUHATLIMM
rpadvkamm).

B 3aBucumocTn ot cutyauum SAP MoXeT npegocTaBnsTb
HeycToliky no ypoBHIO 06CnyXMBaHWUA COrnacHo MyHKTYy 5
HUXe.

SAP ocBoboxaaetcs 0T o006s3aTenbCTB MO BbinnaTte
COOTBETCTBYIOLLEN HeycTomnkn no ypoBHI0 06CcnyxXnBaHus, n
aT0 He OygeT cuuTaTbCA  HapylleHMeM  YpOBHSA
obcnyxuBaHusl, €cnM  aHanu3  OCHOBHbIX  MPUYWH
(npoBefeHHbIN SAP Hagnexawmm obpa3om) NoKaxeT, YTo
BMHOBHMKOM HEecoOniogeHnsi COOTBETCTBYHLLErO YpPOBHS
obcnyxnBaHns siBnaeTca 3akas3yuk; B 3TOM Criyyae Takoe
HecobniogeHve cuutaeTca  VICKMOYEHHbIM  BpeEMeEHeM
npoctos. B cnyyae ecnu 3aka3uuk He cornawaeTtcs C
aHanuMsom NepBONPUYMH, CTOPOHbI opraHunsyT
obcyxaeHne aHanm3a NnepBONPUYMH.

HEOOCTUMXXEHUE YPOBHA OBCITY>KMBAHUA

HeycToikn no ypoBHIo o6cnykuBaHus. CorrnacHo nyHKTy
2 Bblle, ecnn SAP He gocTuraeT YpoBHS 06CnyXmnBaHms no
[OCTynHOCTM CuUCTEeMbl, OnNpedeneHHoro B MyHKTe 2,
3aka34mk uMmMeeT npaBO Ha nonyyveHue HeycTtomku no
YPOBHIO OOCMNY>XUBaAHWUS, PACCUYNTLIBAEMOrO Kak Cymma
HeycToek no ypoBHIO 06CnyXuBaHWUS 3a HENPOAYKTUBHYHO
BbIYMCIIUTENBHYIO Cpeay, NPOAYKTUBHYH BbIYMCIIUTENBHYHO
cpeay u Server Provisioning, B cyeT HegocTuxeHus SAP
COOTBETCTBYHOLLETO YpoBHs obcnyxmBaHus no
HocTynHoCTM cuctembl MU B TOM OObeMe, B KOTOPOM
OTMEYEHO Takoe HepocTwkeHne. Hu  npu  kakmx
obcToaTenscTBax  obwmii  MakcumanbHbIi  pa3mep
HeycToek no ypoBHo o6cnyxumBanus: (i) 3a ntobor mecsuy, B
COBOKYMHOCTM He MOXeT npeBbiwaTe 20% oT ExxemecayHom
CTOMMOCTW YCrnyr 3a 3TOT Mecsil, Mo BCEM CUCTEMaM C
YpoBHEM OBCRYyXMBaHWA MO AOCTYNMHOCTU CUCTEMBbI,
paBHbiM 99,9%, u 100% coBokynHon ExemecsyHoN
CTOMMOCTU YCInyr 3a 93TOT Mecsy no BCeM YPOBHSM
obcnyxuaHma no [JoctynHocTn cuctemsl; u (i) 3a mobon
KOHTPAKTHbIN ro He MOXET CyMMapHO MpeBbiwaTbh OAHOMN
TPeT! CyMMbl FO40BbIX COOPOB 3a MOANUCKY Ha 3aTPOHYTYHO
O6nayHyto ycnyry 3a Takoi rog (unv ogHon Tpetu obuien
CYMMbl BO3HarpaXgeHui 3a MNOANUCKY Ha 3aTPOHYTYHO
O6nayHyto  ycnyry, €ecnuM  CpOK, YyKa3aHHbll B
cooTBeTcTByoLleM [oroBope, cocTaBnsietr MeHee 1
(ogHoro) roga).

3aka3uuk Mpu3HaeT, 4To
obcnyxuBaHus ABNAOTCA €[VHCTBEHHbIM "
UCKINIOYNTENBHBIM CpeAcTBOM npaBoBOM  3aLLMThI
3aka3uMka B Ccrnyyae HapyweHus KomnaHuen SAP
ykasaHHOro YpoBHsi 0OCMyXuBaHWs, 3a WCKIOYEHNEM
crnyyaeB, Korga 9TO  3anpelleHo  CyLecTBYHOLLMM
3aKoOHOAAaTEeNbLCTBOM.

HeycTtoku no  ypoBHIO
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5.3.

5.4.

5.5.

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL) ruRU.v.7-2020

When Customer’s entittlement 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.

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

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.

5.3.

5.4.

5.5.

B cnyyae noatBepxaeHua SAP npaBa 3akasuvka Ha
nonyyeHne Heyctoek nNoO ypoBHWO oOOCNyxuBaHUA B
NUCbMEHHOW chopMe (UNM MNOCPEACTBOM  3NIEKTPOHHOM
noytbl) SAP 3ayTeT pasmep TaKOW HEYCTOMKM B CYET
yMeHblueHus onnatbl O6nayHow ycnyru 3a nepuog, 3a
KOTOPbIV BbICTABMASIETCA CNeayoLwmin cYeT, Unnm BO3mMecTuT
cpeactBa, ecnu no ycnosusam CornaweHus aanbHevee
BbICTaBIIEHNE CYETOB HE NMPOUCXOANT.

3akasumku, nognucaswimecs Ha O6GnayHyw ycnyry He
Hanpsimyto yepe3 SAP, fomkHbl 3anpalwmnBaTe HeycTtonku
Mo YPOBHIO 0BCNYKMBaHWSA Y COOTBETCTBYHOLLMX NapTHEPOB
SAP.

MpekpaweHune pencreusa. Ecnu SAP He BbinonHsiet
CornaweHne o6 ypoBHe obcnyxuBaHus no JocTynHOCTU
cuctembl Ans NpogyKTMBHOW BbIMUCNIUTENBHOW Cpeabl, Kak
OMMCaHO B MNyHKTE 2 Bbllle, Ha MPOTsXeHun 3 (Tpex)
nocnegosaTterbHbIX MecsLeB, 3aKa3umk MOXeT npekpaTuTb
Aencrene cooTBeTcTBylolWwero [loroBopa, Hanpasus SAP
nMceMeHHoe yBedomneHune B TedeHne 30 (Tpuauatn) gHen
nocne nonyvyeHns 3aka3ynkom COOTBETCTBYIOLLEro oTyeTa
06 VYpoBHe obcnyxumBaHus. [lpekpalleHne [OencTBus
BCTynaeT B cuny Yyepes 1 (0aMH) MecsL nocre nonyvyeHus
SAP Takoro yBegomneHus (unv Ha 6onee nosgHo0 aarty,
yKasaHHylo 3akasuvMkom B yBegomneHun). Bo usbexaHue
COMHEHWI  MOsICHAeTCH, 4YTO AaHHoe MpaBoO  Ha
npekpalleHue OencTBMSA MMeeT MpuopuTeT Hag niobbiMu
MPOYMMM  MOSIOXKEHUAMU O MpPEeKpalleHun OencTBus,
onucaHHbiMM B OBLMX YCMOBUSX W MOMIOXKEHUAX U
CBSA3aHHbLIMW C HeBbINonHeHnem CornaiwleHns 06 ypoBHSAX
obcnyxmBaHvsa, U MpaBo Ha npekpalleHne AencTBus Mo
OO6LLUMM YCNOBMAM M NOMOXEHNSIM HE NPUMEHSETCS.
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