SERVICE LEVEL AGREEMENT FOR

SAP HANA ENTERPRISE CLOUD; RISE WITH SAP
S/4HANA, PRIVATE CLOUD EDITION;

SAP ERP, PRIVATE CLOUD EDITION; AND

SAP S/4HANA CLOUD, EXTENDED EDITION

This Service Level Agreement for SAP HANA Enterprise
Cloud services (“HEC Services”); RISE with SAP
S/4AHANA, private cloud edition; SAP ERP, private cloud
edition (both, “Private Cloud Edition Services”); and SAP
S/4AHANA Cloud, extended edition 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.

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
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COMALIEHUE OB YPOBHE OBCINY>XUBAHUA
anaycnyr

SAP HANA ENTERPRISE CLOUD; RISE WITH SAP
S/4HANA, PRIVATE CLOUD EDITION;

SAP ERP, PRIVATE CLOUD EDITION; M
SAP S/4HANA CLOUD, EXTENDED EDITION

Hactosiwiee CornaweHne o6 ypoBHe o6cnyxvBaHUsi
ona Ycnyr SAP HANA Enterprise Cloud («Ycnyru
HEC»); RISE with SAP S/4HANA, private cloud edition;
SAP S/4HANA, private cloud edition (umeHyeMble kak
«Ycnyrn Bbinycka Ansi 4YactHoro o6bnakay»), n SAP
S/AHANA Cloud, extended edition, paHee
HasbiBaBlwmxca S/4HANA Cloud, single tenant edition
(«Yenyrim EX») (no  oTAenbHOCTM  MMeHyeMble
«O6nayHaa ycniyra»), ycTaHaBnMBaeT MNpPUMEHVMble
YpoBHu obcnyxmnsanus ans Yenyr HEC, Yenyr Bbinycka
ans yacTtHoro ob6naka, Ycnyr EX n lNMpepgoctaBnexus
CepBepoB, Ha KoTopble noanucaH 3akasyuk Mo
ycnosusim [lorosopa ¢ SAP.

ONPEQRENEHNA

TepMuHbI, yn0Tpe6neHHb|e B 3TOM [OOKyMeHTe C
3arnaBHoOn 6yKBbI, HO He onpeaerieHHble B HeM, UMeKoT
3Ha4yeHune, ykasaHHoe B CornaweHun.

«CornacoBaHHbI/ NpocTon» — 31O NtoGown MpocToi,
3anpoweHHbin  SAP  nnM  3aka3uMkoM U B3aMMHO
COrnacoBaHHbI CTOPOHaMM.

«Pabounn geHb» — 370 NOONM AeHb C NoHeaenbHuKa
no nATHUWY, KpPOMe oduumanbHbIX  NpPa3aHUKOB,
OEVNCTBYHOLMX B OCHOBHOM MeCTe AOCTyna, yKa3aHHOM
B [JoroBope.

«BbluncnurtenbHas cpega» — 310 ycrtponctea LIOA,
cepBepbl, ceTeBoe o06OpyAoOBaHMWE, OMepaumoOHHbIE
CUCTEMbI U MEXaHU3Mbl XpaHeHUs UHopmaLmu,
npegocraengemble UM ucnonb3dyemble SAP  gns
okaszaHua O6navHon ycnyrm 3akas3uuky; BKoYaeT
MpooyKTUBHYHO BbIYMCIIUTENBHYID cpegy W Nobble
npoyne BblumMcnuTenbHblE cpefbl, MCMNoNb3yeMble B
HenpOAYKTUBHbLIX LiensXx, kak cornacosaHo B [lorosope.

«MpocTton» — 3710 MTOrOoBOE KONMUYECTBO MWHYT B
mecsil, kotopoe ObnayHas ycnyra (unm Cepsepbl ons
MpepocTaBneHnss cepBepoB) He OTBEYAlOT Ha 3anpochl
n3 Toukm pgemapkaumm SAP B ueHTpe 00paboTkm
OaHHbIX, npegocTasnsioweMm Ob6navHylo ycnyry (Mnu
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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.

“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
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CepBepbl ans MpenocTaBneHnsi cepBepoB), UCKHYas
CornacoBaHHble NPOCTOW.

«ABapuUWHbIA NPOCTOM» — 3TO MNPOCTO/ BO BpeMs
pa3BepTbIBAHUST KPUTUYECKU BaXKHbIX WCMpPaBlEHUA ©
OGHOBMNEHUIA ONEpPaLMOHHON CUCTEMbI, Kak onucaHo B
[NononHeHun.

«AcknoyeHHOe BpeMs MPOCTOA» UMEET 3HayveHue,
yCTaHOBJIEHHOE B NYHKTE 2 HUXe.

«MHUMAEeHT» — 3TO He3annaHMpoBaHHOE NMpepbiBaHME
ycnyr vnn cyuleCctBeHHOe CHWXeHue Ux Kadvectea, O
KOTOpOM cooowunu ABTOpM30BaHHbIE NOMb3oBaTENN.

«Mepnon pearmpoBaHMA Ha WHUMAEHT» — 3TO
nepuog (B Yacax v MUMHyTax) C MOMEHTa NonyyYeHus
coobueHnsa 3akasdmka 06 nHUMZeHTe cnyx6on ycnyr
SAP no conpoBOXAeHU0 NepBOro YpPoBHSA [0 MepBOro
OencTBMSA, KOTOpoe COTpyAHWK cnyx6bl ycnyr SAP no
COMPOBOXAEHMIO, 3HAKOMbIA CO cpefon 3akasyuka,
npeanpuHan anga ycrpaHenus NMHumaeHTa.

«JlnueH3npoBaHHOe nporpaMmMHoe obecne4veHue»
— 9TO npunoxeHus, 6asbl AaHHbIX, MPOrpaMMHOEe
obecneyeHue, VNHCTPYMEHTbI " KOMTMOHEHTH!,
npvHaanexaiue 3akasqmky Unu nuUeH3npoBaHHbIE UM
(3a wucknoyeHnem [porpammHoro obecneyeHus no
noanucke), kotopble 3aka3unk npegocrasnaet SAP ons
pasmelleHns B ObnayHon ycnyre.

«MecTHOe BpeMsi» — 3TO 4acoBOW MOSIC B OCHOBHOM
MecTe gocTtyna 3aka3uuka, ykasaHHbI B [loroBope.

«Mecsuy — 3TO KaneHgapHbIN Mecs.

«ExemecsiyHaa  cTtoMmocTb  ycnyr» —  3TO
exemecsiyHasd CTOMMOCTb ycnyr (unm 1/12 exerogHown
CTOMMOCTW ycryr), BbinnadynBaeMas 3a O6GnayHyto
ycnyry, [OOCTYMHOCTb KOTOPOW He COOTBETCTBYET
CornaweHnto 06  ypoBHe  obcnyxmBaHus Mo
JlocTynHOCTW cucTemsl.

«MnaHoBbIN NpoCTON» nmeet 3Ha4eHwue,
yCTaHOBIEHHOE B NMYHKTE 2 HUXeE.

«Kpepgut 3a o6GcnyxuBaHue» — 3TO KpeawrT,
paccunTbiBaeMblii COracHo npoueaype, OnucaHHoW B
nyHkTax 2 u 5(a) Hactoswero CornaweHus o6 ypoBHe
obcnyxunBaHus.

«MporpammHOe oGecnevyeHuMe NO noanucke» AOns
Yenyr HEC wuvmeeT 3HauyeHuWe, YCTAHOBMEHHOE B
HononHeHun, a ans Ycnyr EX un Beinycka ang yacTHoro
obnaka O3HavaeT O6nayHoe nporpaMmMHoe
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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.

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; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) ruRU.v.1-2021

obecneyeHne, Kak OMUCAHO B COOTBETCTBYHOLLEM
[NononHeHun.

«Cuctema» — 370 OOAMH WM HECKONbKO
B3aMMOCBSI3aHHbIX U B3aVMO3aBUCUMbIX KOMMOHEHTOB,
TakMx Kak Gasbl OaHHbIX, CepBepbl, CeTW, cpeacTea
6anaHcrpoBaHus Harpysku, BebG-ancneTyepsl,
TecToBble cpegbl M T. 4., KOTOpble B COBOKYMHOCTU
UCMOMNb3ylTCA AN ynpaeneHus ypoBHem. Kaxpoe
coyeTaHMe KOMMOHEHTOB, WCMOMb3yEMOE Ha KaXaoMm
YPOBHE, 3KBMBaneHTHO ofHow Cucteme. [OCTYMHOCTb
cucTeMbl M3mepseTca no ypoeHaMm. Ona Ycnyr HEC
kaxgas Cuctema obo3HaveHa B ctonbue «YpoBeHb No»
Tabnuupbl HacTpowikn cuctembl B [loroBope. nsa Yenyr
BblMycka Ans yactHoro obnaka u Ycnyr EX kaxpas
Cnctema o0603HayeHa TUMNOM YPOBHSA  CUCTEMBI,
yKa3aHHbIM B AokymeHTe Onuncanus ycnyrm u Onmcanus
ucnonb3oBaHusa Ycnyr B [JononHeHnM COOTBETCTBEHHO.
B uensax [pepoctaBnenuns cepBepoB Cuctema B
3HayeHUW, YykasaHHOM 3decb, o03HayaeT CepBep
cornacHo onpegeneHuio B floroBope.

«NTorosoe KoNU4YeCTBO MUHYT B MECSIL» N3MepsieTCs
24 yaca 7 goHen B Hepgento B TeyeHne Mecsua.

AOCTYMNHOCTb CUCTEMbI

YpoBeHb 06cnyxmBaHus no [JoCTynHOCTW cucTembl Ans
O6nayHon ycnyrm  («CornaweHune 06 ypoOBHe
obcnyxmBaHusas no  [loCTynNnHOCTU  CUCTEMbI»)
onpegensieT [OCTYNHOCTb CUCTEMbl MNPUMEHUMO K
BeluucnutensHon  cpefe (n Cepsepy  Ans
MpepoctaeneHusi cepeepoB). CornaiweHne o6 ypoBHe
obcnyxuBaHus no [oCTynHOCTU CUCTEMbl BCTynaeT B
cuny nocne nepegaym Cuctembl 3aka3unky

CornaweHne 06  ypoBHe  oOcCnyXuBaHust MO
HocTtynHoctn CUCTEMBI HENPUMEHNMO K
JInueHsnoHHomy nporpaMmMHoMy obecneyeHuto,
NMUEH3MPOBaHHOMY 3aka3uukoM y TpeTbWX L, ecru
MHOE B SIBHOM BuAe He ykasaHo B [loroBope

«[loCTYyNHOCTb CUCTEMBI» OnA Kaxoon Cuctemsl
paccunTbIBaeTCA CrieayoLmm obpasom

HPOHEHT,ZZOCT_VHHOCTH CHCTeMbI =
( Hmozosoe konuuecmeo MUHYmM 8 MeCiy — Hpocmoﬁ

* 100
Hmozosoe kKoauvecmeo MuHym e mecsy )
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Service Level

Service Credit?

YpoBeHb KpeauT 3a o6cnyxuBaHme?
obcnyXMBaHus

PRD: 99.5%" System
Availability
NON-PRD: 95.0%
System Availability

Server Provisioning:
99.5% System
Availability

HEC Subscription, Private Cloud
Edition Services and EX Services:?
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 (laaS Basic):

€1,500 per Month in aggregate for
any and all instances below the SA
SLA

MpoaykTueHble: 99,5%' |Moanvcka Ha HEC, Ycnyru Beinycka
[ocTynHocTu cucTembl |ans yactHoro obnaka u Yenyru EX:3

HenpopaykTueHble: 2% Exxemecs4HoOM CTOMMOCTN yCnyr

95,0% [ocTtynHocTn 3a Kaxablh 1% MeHblLue

cucTeMmsl CornaweHusi 06 ypoBHe
obcnyxmBaHns no [locTynHocTH
cucTeMbI

HEC Cloud Start u HEC BYOL:*
2% Exxemecs4HoOM CTOMMOCTH yCryr
3a kaxabii 0,1 % meHbLue
CornaweHusi 06 ypoBHe
obcnyxmBaHns no [ocTynHocTH

cucTemebl
MNpepocTtaBneHue MpepocTtaBneHue cepeepoB (laaS
cepsepos: 99,5% Basic):

HoctynHoctn cuctembl |1500 eBpo B MecsiL, B COBOKYMNMHOCTM
3a Bce cny4aun MeHblue CornalieHums
06 ypoBHe obcnyxuBaHusi no

HocTtynHocTn cuctemsl

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.

99,7% [OoctynHoctu cuctembl unm 99,9% [ocTynHocTv cucTeMbl Ans
[MpoayKTMBHOWM BbIMUCAUTENBHOW Cpeabl NMPUMEHSIETCS B TOM Crydae,
ecnum npmobpeTeHo 3aka3ynkom 1 ykasaHo B [loroeope.

2C y4yeTOoM MaKCUMarbHbIX E€XeMecsuHblx CcymMm Kpeguta 3a
obcnyxuBaHue, ykazaHHbIX B NMyHKTE 5 HUXe.

3Takke otHocutcs kK S/4AHANA CPO u S/4HANA CPE

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

Downtime

Excluded Total Minutes in the Month attributable to:

Scheduled Downtime

Agreed Downtime

Emergency Downtime

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)

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

WCKnioueHHoe MToroBoe KONMYeCTBO MUHYT B MECSILL,

Bpems CBSI3aHHOE C:

NpocTos i.  lNnaHoBbIM NpocTOEM;

ii. CornacoBaHHbIM NPOCTOEM,;

iii. ABapurHbLIM NPOCTOEM;

iv. [lMpoctoem no npuyvHam, He
3aBucawmMM ot  Bonu  SAP,
HanpvmMmep HenpeackasyeMbiMy
CcOBbLITUSIMK, KOTOpPbIE HEMNb3s
6bIN0 NpegoTBPaTUTL Aaxe Nnpu

ycnosum cobnofeHust
pasyMHbIX mep
NpefoCTOPOXHOCTU (cm.

npumepsbl nog Tabnuuen);

v. BpemeHem npocTos cuctemebl
6e3 MpoaykTuBHOM
BbIYUCITUTENBHOW cpeqbl,
BbI3BaAHHbLIM MO MPUYMHE TOrO,
YyTO OHa wWcronb3yetcs B
KayecTBe pe3epBHON cpenpl
nocne otkasa [lpogykTnBHOWM
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BbIYMCIIMTENBHOW Cpeabl Unun B
CBSI3M c PEMOHTOM
MpoaykTnBHOM
BbIYMCIMTENBHOW cpeapl.

is beyond SAP’s reasonable control:

Scheduled Scheduled at a mutually agreed time, as MNMnaHoBbIN MnaHupyeTcsa Ha 06oaHO
Downtime listed in the Order Form or as described in npocromn corrnacosaHHOe BpeMsl, Kak yka3aHo B
the Supplement. [orosope nnu onncaHo B JJONONHEHNN.
The following examples include but are not limited to what Cnegytoune npuMepsbl OnucbIBaloT, HO He

ncYepnbIBalOT akTopbl, He 3aBuUcsLLMeE OT Bonn SAP:

2.2. Customer’s failure to meet Customer’s responsibilities 2.2. HesbinonHeHne 3akasunkom cBoux o0b6si3aTenbCTB
(including ordering maintenance for the Licensed (Bknovas  3aka3  obcnyxuBaHus  JIMLIEH3MOHHOrO
Software, using a version or release of the Licensed nporpaMMHoOro o6ecnedeHusi, UCNosfib30BaHUE BepPCUn
Software and/or Subscription Software on current unu BbInycka JIMueH3noHHoro NpOrpamMMHOro
maintenance) as set forth in the Agreement obecneyeHuss w/unu lMNporpammHoro obecneyeHnsr Mo

MOANucke, Haxogswerocs Ha obcnyxuBaHuM), Kak
onucaHo B CornatueHuu;

2.3. Downtime caused by Custome 2.3. TlpocTtoi no BMHe 3aka3uuka;

2.4. Interruptions as a result of requirements stipulated by a 2.4. [pepbiBaHve onepauuii B pesynbTate TpeboBaHWiA,
third party manufacturer of the Licensed Software BblABUIraeMbIX CTOPOHHMMM NPoOu3BOANTENAMMU

JIueH3noHHoro nporpammHoro obecneveHus;

2.5. Interruptions or shutdowns of the Computing 2.5. T[lpepbiBaHMe unu octaHoB BblumcnutenbHon cpefbl
Environment, or portions thereof (or Servers for Server unu ee vacten (unu CepeepoB ans NpenocraBnexHus
Provisioning) resulting from the quality of the Licensed CepBEPOB), BbI3BAHHbIE KA4YeCTBOM JIMLEH3MOHHOro
Software provided by the Customer and/or Customer’s nporpaMMHoro  obecrnevyeHusi,  NpeaoCTaBMEeHHOro
customizations or modifications of the Licensed Software, 3akazumkom, wu/vnn o6ycroBrneHHblE W3MEHEHUSIMU,
Subscription Software or Computing Environment (or KoTopble 3aka3unk BHeC B JInLeH3noHHoe nporpaMMHoe
Servers for Server Provisioning), unless this is the obecneveHne wnu BbluncnutenbHyto cpeay  (Mnu
responsibility of SAP under this Agreement. Cepsepbl ans [pepgocTaBneHns cepeepoB), Kpome

crny4aes, Kora 370 siBMsieTcsi chepoit OTBETCTBEHHOCTH
SAP no HacTtosilemy CornatleHuio;

2.6. Restore times of user data (recovery of database data 2.6. [lepuoabl BOCCTaHOBMEHMS [AaHHbIX MNONb3oBaTENEN
from a media backup) where SAP was not the root cause (BoccTaHoBneHve 6as3bl  [OaHHbBIX C  PEe3epBHOMO
for the required restoration. HOCUTensl), Bbi3BaHHbIE HE MO BUHE SAP.

3. BACKUP AND COMPUTING ENVIRONMENT 3. PE3EPBHOE KOMUPOBAHUE n NEPUOA
INCIDENT REACTION TIME PEATMPOBAHUA HA MHUMOEHT B

BbIYUCINUTENBHON CPELE
(not applicable to Server Provisioning) (He oTHocuTCA K NpegocTaBneHnio cepBepoB)
Description | Computer Service Levels OnucaHue CermeHT YpoBHM
Environment BbluucnurtensHom | o6cnyxuBaHusA
segment to cpeabl, K
which Service KOTOpoMy
Level applies npUMeHsieTcA
YpoBeHb
o6cnyXxuBaHusa
Backup PRD Daily full backup and log MepuogunyHocTb | MpoaykTnBHasA ExxeqHeBHOE
Frequency file backup per SAP pes3epBHOro BbluMCNUTENbLHAsA nosiHoe
and retention product standard. 30 days KonupoBaHua U | cpeda pesepBHoOe
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period for
Databases

retention time. Backup of
the PRD will be replicated
to an alternate data
center or location.

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.

nepvop
XpaHeHus 6a3
OaHHbIX

KOMUpOBaHMe 1
pesepBHoe
KOnupoBaHue
banna xypHana
B COOTBETCTBUM
CO CTaHAapToM
NporpaMMHbIxX
npoayktos SAP.
Bpems xpaHeHus
— 30 gHen.
PesepBHas konus
NpoayKTUBHOM
cpenpl
pennuumpyeTcsi B
anbTepHaTUBHOM
Loa vinm
MECTOMNOSOXEHNN.

HenpopayktueHas
BbluMCNMTENbHASNA
cpeaa

ExeHepenbHoe
nomnHoe
pesepBHOe
KonvpoBaHue n
pesepBHoOe
KomnvpoBaHue
danna xypHana
B COOTBETCTBUU
CO CTaHJapToMm
nporpaMMHbIX
npoayktos SAP.
Bpems xpaHeHus
— 14 gHen.
PesepsHas konus
HenpoayKTUBHOM
BbIYNCNTENBHON
cpegabl
pennuuupyeTcs B
anbTepHaTMBHOM
Lo wnu
MECTOMOSIOXEHNN.

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
pe3epBHas
konms*

MpoaykTMBHAsA U
HeNpoLyKTMBHas
BbIUNCTIUTENbHAS
cpefa

Exxemecsa4yHoe
nonHoe
pe3epBHOE
KONMUpOoBaHWe:
BPEMSI XpaHEeHMs
— 6 mecsaueB
ExxemecayHoe
nosiHoe
pesepBHoOe
KOMUpOBaHUeE:
BpEeMSsl XpaHeHUsi
—1ron
ExxekBapTanbHoe
nonHoe
pe3epBHOE
KONMUpOoBaHWe:

SLA for SAP HEC; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) ruRU.v.1-2021

Page 6 of 11




BPEMSI XpaHEeHMs
—1ron
ExxerogHoe
nosiHoe
pesepBHoOe
KOMUpOBaHUeE:
BpEMSsl XpaHeHUsi
— o 5 net

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.

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.

MNepunognyHocTb
pes3epBHOro
KOMMPOBaHUSA 1
nepuog
XpaHeHust
¢annosbIx
cucTem

[MpoaykTneHas
BblYMCIIUTENbHAs
cpena

ExxemecsayHoe
nonHoe
pesepBHOe
KONupoBaHue ¢
eXeHEeBHbIM
NOMOSTHEHNEM.
Bpems xpaHeHus
— 2 mecsaua.
PesepBHas konus
NPOLYKTMBHOW
cpenpl
pennuuupyeTcs B
anbTepHaTVBHOM
Lo wnu
MECTOMNOOXEHNN.

HenpopayktueHas
BbluMCNMTENbHASNA
cpepa

ExxemecayHoe
nonHoe
pe3epBHOE
KONupoBaHue ¢
eXe[HEeBHbIM
NOMNofTHEHNEM.
Bpems xpaHeHus
— 2 mecsaua.
PesepBHas konus
HENPOAYKTUBHOMN
BblYUCTIUTENBHOM
cpenpl
pennuumpyeTcs B
anbTepHaTUBHOM
LoO vnm
MECTOMOSIOKEHWUN.

Incident
Reaction
Time for
Incident
Management

Incident
Priority Very
High

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

Incident
Priority High

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

Mepuog
pearmpoBaHus
Ha UHUMOEHT
ans
YnpaBneHus
VHUMOEeHTaMm

Mpuoputet
WHUMOeHTa —
OY€Hb BbICOKUI

20 MUHYT (7x24)
M NfaH gencrTeumn
Mo BbISIBNEHMIO
npobnemsbl B
TeyeHune 4 yacos
ansi
NPOLYKTMBHOW
BbIYMCIIUTENbBHOW
cpenpl

Mpuoputet
WHUMOEeHTa —
BbICOKWI

2 yaca (7x24)
ansi
NPOLYKTMBHOW
BbIYMCIIUTENbBHOW
cpenpl

4 yaca [MecTHoe
Bpemsi B Paboune

SLA for SAP HEC; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) ruRU.v.1-2021
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Incident
Priority
Medium

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

Incident
Priority Low

1 Business Day for PRD
and NON-PRD

OHu1] ons
HEenpoayKTUBHOM
BbIYUCTIUTENBHOW
cpeabl

Mpuoputet
VHUMOeHTa —
cpeaHun

4 yaca [MecTHoe
Bpemsi B Paboune
OHv] ang
NPOAYKTUBHOM U
HenpoayKTUBHOM
BblUMCNTENBHON
cpeabl

Mpuoputet 1 Pabounit oeHb

WHUMOEeHTa — ansi

HU3KNN NPOAYKTUBHON U

HEenpoayKTUBHOM
BbIYMCITUTENBHOW
cpenpl

3.1

SLA for SAP HEC; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) ruRU.v.1-2021

*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):

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:

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.

3.1

*MpumeHnmo, ecnu 3Ta Heobs3aTenbHas ycnyra
npuobpeteHa B  [loroBope. Bpemsa  xpaHeHus
[onrocpoyHor pe3epBHOM KOMUU 3akaH4MBaeTCcs B
MOMEHT 3aBepLUEHNs Nepruofa XpaHeHUsi No YCroBUAM
HacTosLwero gorosopa nMbo B MOMEHT OKOHYaHWs Cpoka
nognuckn Ha OGnadHylo ycnyry 3akasuvka, B
3aBUCKMMOCTM OT TOTO, YTO HACTYMNUT paHbLLe.

MpuoputeTbl MHUNOEHTOB

Cnepytolme ypoBHW npuopuTeTa OTHOCATCS KO BCEM
MHungeHTam (npuoputeT HasHavaeTcs 3akasvmkoMm u
MOXeT ObITb U3MeHeH SAP Ha pa3yMHbIX OCHOBaHUAX
COrMacHO KPUTEPUSIM HUXKE):

OueHb BLICOKUM: WHUMOEHTY MpUCBauBaeTcs O4YeHb
BbICOKWIA MPUOPUTET, €CNM WHUMAEHT WMEET OYEeHb
cepbesHble nocnencTaus ans HOpManbHOro
npoBeaeHus GuaHec-npoueccoB M UT-npoueccos,
CBfI3aHHbIX C OCHOBHbIMM Ou3Hec-npoueccamu, Wu
TpebyeTcsa BbINOMHEHWE CPOYHbIX paboT. Kak npasuno,
3TO MPOVCXOAMT MO CreAyHLUUM NPUYMHAM:

e [lonHbIn oTKas CUCTEMBI
BbIYUCIIUTENBHOW Cpeabl.

MpoaykTnBHON

e VYrposa c6os npu MNpeacTosieM NpPoayKTUBHOM
3anycke unm obHoBMeHUM.

e  CepbesHo 3aTPOHYTbl OCHOBHbIE OM3HEC-NPOLIECCHI
3akas4unka.

e  BpeMeHHoe peLleHue HeJoCTYMHO.

WHungeHT Tpe6yeT He3amMeannTesibHOro BHUMaHuA,
MOCKOJIbKY HencnpaBHOCTb MOXeT npmBecTtn K
Cepbe3HbIM NoTepaAM.
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3.2.

3.3.

34.

4.1.

4.2.

4.3.
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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.

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.

SERVICE LEVEL REPORTING

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

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.

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.

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

3.2.

3.3.

34.

41.

4.2.

4.3.

BbICOKMIA:  VMHUMAEHTY MpuUCBavMBaeTCs  BbICOKUIA
NpuUopuUTET, €CNU WHUMAEHT CepbesHo 3aTparvBaet
HopMarbHoe BbIMNOSTHEHUE GU3Hec-NPoLECCcoB.
BbinonHeHne HeoGXxoANMbIX 3aa4 HEBO3MOXHO. Takas
CMTyaums MOXeT BO3HUKHYTb B pe3yrnbTaTte TOro, YTo B
BbluncnnTtenbHol cpeae He paboTatoT UM HEKOPPEKTHO
paGoTaloT yHKUMK, KoTopble TpebyloTcs B AaHHbIN
MOMEHT. NHumpeHT Heobxoaumo obpaboTtaTb
MaKcUMarnbHO ObICTPO, MOCKOSBbKY MPOAOIIKUTENbHLIN
c60oin MOXET HapyLMTb BECb MOTOK NPOU3BOACTBEHHbIX
GU3HEeC-NpoLeccoB.

CpeAHW:  MHUMOEHTY  NpuUcBauBaeTCs  CpPeaHui
npuopuTeT, €CNM MHUUAOEHT 3aTparvBaeT HOopMarbHOe
BbINOMHEHNe Gu3Hec-npoueccoB. [MpuynHamMM Takux
npobnem wmoryT ObITb HepaboToCcnoCOOHOCTL MK
HeKoppekTHasi paboTta dyHKUMA B BblumcnuMTensHon
cpege. CooOLieHno  NpucBauBaeTCsl  CPeaHuiA
npuopuTeT, €CNYM MHUUAOEHT 3aTparvBaeT HOopMarbHOe
BbINOMHEHUE Gu3Hec-onepaumn.

Hu3kui: MHUMAEHTY NpucBanBaeTCs HN3KWUIA NPUOPUTET,
ecnu npobnema okasbiBaeT HE3HAYUTENbLHOE BUSHUE
unn BoobLle He BMNMSIET HA HOpMarbHOE BbIMOJIHEHNE
6usHec-npoueccos. [pyyvHamMy Takmx npobnem MoryT
ObITb HEpaboTOCNOCOBHOCTL NN HEKOPpPEeKTHas paboTa
peaKko WNU HeperynspHO MUCMonb3yembiX YHKUUA B
BbluncnvtensHonm cpege.

OTYETbI Ob YPOBHAX OBCJTYXUBAHUA

SAP oTcnexusaeTt YpoBHHU obcnyxuBaHus,
0603Ha4YeHHbIE B HACTOsILLEM [OrOBOpE, U COObLLaeT o
HMX 3aKas4uKy B eXKeMeCA4YHOM CBOLHOM OT4eTe.

Bakasuuk gomkeH yBegomutb SAP o nobbix 3asiBkax Ha
Kpeoutbl 3a obcnyxuBaHue B TedeHue 1 (OgHOro)
Mecdaua nocrne MoryyYeHUss eXeMecsyHoro oryeta o
HocTtynHocTn cuctembl, HanpasuB SAP cepBuCHbIN
3anpoc.

B cnyyae ecnu oavH wnNM  HeECKONbKO YPOBHEN
obcnyxnBaHus, 0003HaYEeHHbIX B HacTosILEM
OOKYMEHTE, He yOOBNETBOPEHbI, 3akasuMk MOXeT
yBegoMuTe 06 aTtom Menemkepa SAP no pabGote ¢
3aKasyMkamMmu M 3anpocuTb aHanu3 CTaTUCTUKU METPUK
YpoBHel 06CnyXnBaHUS Ha OCHOBE EXEeMEeCSYHOro
CBO[HOrO OT4YeTa, NpegocTaBnsemoro SAP.

3atem SAP HemeaneHHo (i) onpegenuT OCHOBHYIO
NPUYMHY  UNW  BO3MOXHYKO  OCHOBHYIO  MPUYMHY
npobnembl (ecnn OHa W3BECTHA), He MO3BOJNANOLLYH
obecneunTb YpoBeHb obcnyxuBaHus, u, (i) ecnu
npobnema noaTeepxaeHa, paspaboTaeT nnaH Mo ee
UCMpPaBMneHWio 1 NPefoCTaBUT TakoW nnaH 3akasuumky
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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

4.4,

4.5.

5.1.

5.2.

Ans MUCbMEHHOTO YTBEpPXAeHUs (KOTopoe He AOMKHO
HeobOCHOBaHHO OTKMadblBaTbCA UM NEpPeHOCUTLCS),
nocre 4ero BHeApPUT YTBEPXAEHHbIN NnaH B pa3yMHble
CPOKM (M B COOTBETCTBUM CO BCEMMU TMPUHATLIMM
rpacukamm).

B 3aBucumoctMm oT  cutyaumm, SAP  MoxeT
npepoctaensaTe Kpegut 3a obecnyxuBaHue, onvcaHHbI
nanee B NyHKTe 5 Hxe.

SAP ocBoboxpgaetca oT 00s3aTenbcTB MO BbinnaTte
cooTBeTcTBytowero Kpeauta 3a obcnyxmeaHue, n 310
He OyoeT cuuMTaTtbCs  HapylweHMeM  YpOBHS
o6CnyXMBaHUS, €CNM aHanuM3 OCHOBHBbIX MPUYUH
(npoBeaeHHbI SAP Hagnexawum obpas3om) nokaxer,
YTO BMHOBHWMKOM HECOOMIOAEHUs1 COOTBETCTBYHOLLENO
YpoBHS 0BCnyXuBaHUA SBNsSieTcs 3akasyuk; B 9TOM
cryyae Takoe HecobGnodeHne cuntTaeTcs VIcknoueHHbIM
BpemMeHeM npocTtosi. B cnyyae ecnu 3akasunk He
cornawaeTcss C aHanusom MepBOMNpPUYMH, CTOPOHbI
opraHusytoT obcyxaeHne aHanmaa nepeBonpuYmH.

HEOOCTWXXEHUE YPOBHA OBCITY>KMBAHUA

Kpeantbl 3a obcnyxuBaHme. CornacHo nyHKTy 2
Bbilwe, ecnv SAP He pgocTuraeT YpoBHS obcnyXuBaHus
no JocTynHOCTU cUCTEMBI, ONPeaeNneHHOro B NyHKTe 2,
3aka3umMk MMeeT npaBo Ha nonyyeHne Kpeauta 3a
obGcnyxuBaHve, paccunTbIBAaeMoro kak cymma Kpegutos
3a ob6cnyxunsaHue 3a HEenpoayKTUBHYIO
BbIYMCITUTENBHYHO cpeay, NpOaYKTUBHYHO
BbIYMCIIUTENBLHYIO cpeay u MpepocTaBneHve cepBepos,
B cyeT HegocTumxkeHuss SAP cooTBeTCTBYIOLErO YPOBHS
o6enyxuBaHua no [ocTynHOCTM cCUCTEMbI U B TOM
o6beme, B KOTOPOM OTMEYEHO Takoe HeoCcTuxkeHne. Hn
npu Kakmx oOCTosITENBbCTBAX OOLMIA MakcuMaribHbI
pasvep KpeautoB 3a obGcnyxuBanue: (i) 3a nwobon
MecsiL, B COBOKYNMHOCTU He MOXeT npesbiwaTte 20% oT
Exxemecsa4yHol cTOMMOCTM yCcnyr 3a 3TOT MecsL No BCEM
cuctemam ¢ YpoBHEM 0BCnyXunBaHus Mo OCTYNMHOCTU
cuctembl, paBHbiM  99,9%, un 100% coBOKynHoOWu
Exxemecsa4yHol cTOMMOCTM yCnyr 3a 3TOT MecsL No BCEM
YpoBHsiM obcnyxumBaHust Mo JOCTYNMHOCTM CUCTEMBbI; U
(ii) 3a nMOBON KOHTPaKTHbIA TO4 HE MOXET CyMMapHO
npeBbIlWaTh OAHOW TPETU CyMMbl rofoBbix cOopoB 3a
NMOANUCKY Ha 3aTpoHyTylo O6nayHyto ycnyry 3a Takow
roq (MM opHowm TpeTu obwen cymmbl cOOpoB 3a
NoANUCKy Ha 3aTpoHyTyto OGnayHyo ycrnyry, ecrnv Cpok,
yKasaHHbI B COOTBETCTBYIOLEM [loroBope, cocTaBnseT
MeHee 1 (ogHoro) roga).

3akasumk npusHaet, 4yto KpeauTtbl 3a OﬁCJ'IY)KVIBaHVIe

ABNAOTCA €OUHCTBEHHbIM n NCKNKOYUTENIbHbIM
cpeacTBom rlpaBOBOl‘;l 3awmnTbl 3akasuvka B cny4vae
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5.3.

54.

5.5.
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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.

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.

HapylweHnss KomnaHuen SAP ykasaHHOro YpoBHS
obcnyxuBaHus, 3a UCKMIOYEHWEM CryyaeB, Korga 3To
3anpeLLeHo CyLeCcTBYOLLUM 3aKOHOAATENBCTBOM.

B cnyyae nogtBepxaeHus SAP npaBa 3akasuumka Ha
nonyyeHue KpegutoB 3a obGcnyxuBaHue B NMMCbMEHHOM
dopme (MM NocpeacTBOM 3MEKTPOHHONM Mo4Tbl) SAP
NPUMEHUT COOTBETCTBYHOLLMIA KpeauT K nocrneayoLiemy
cyeTy 3a OBnayHyo ycnyry unv Bo3MecTUT cpeacTBsa,
ecnm no ycnoeusm CornaweHnss  ganbHenee
BbICTaBIIEHNE CYETOB HE NPONCXOANT.

3akasuukn, nognucaswmecss Ha OGRadHy ycnyry He
HanpsMyto Yepe3 SAP, AomxHbl 3anpawmeath KpeanTsl
3a obcnyxvBaHWe y CooTBETCTBYIOLWMX NapTHepoB SAP.

MpekpaweHne gencrtBuA. Ecnm SAP He BbinonHsaeT
CornaweHne 06  ypoBHe  oOcnyxuBaHust MO
[ocTynHocTH cucTembl ans [MpoaykTnBHoOM
BbIYMCITUTENBHOW CPefbl, KaKk ONMCaHo B NyHKTE 2 BbiLLE,
Ha npoTsbkeHun 3 (Tpex) nocnenoBaTerbHbIX MECALEB,
3akasumk MOXeT npekpaTuTb nevicteue
cooTBeTcTBYlOWero  [loroeopa, HanpaBnB  SAP
nucbMeHHoe yBedoMneHne B TeyeHnue 30 (Tpuauatu)
OHen nocne nonyyeHusi 3akasumkom
COOTBETCTBYIOLLEro oT4eTa 06 YpoBHE 0GCNyXMBaHMWS.
MpekpalleHne pencTBuss BCTynaetT B cuny 4depes 1

(oanH) Mecay nocne nonydeHuss SAP  Takoro
yBedomneHns (unu Ha 6Gonee nosgHiol - Aary,
yKkasaHHyto  3akaszumkoM B yBegomneHuun). Bo

n3bexaHne COMHEHMWI MOSICHSETCS, YTO AaHHOE NpaBo
Ha mnpekpalweHne [OeNCTBUA MMeeT NpuopuTeT Hag
nobbIMU - MPOYMMKU  MONOXKEHUAMU O  NpeKpaLleHnm
OENCTBUSA, onucaHHbiMM B OGLUMX  YCRoBUSIX WU
MOMOXEHUSX W  CBSI3@HHLIMW  C  HEBbLINOMHEHNEM
CornaweHns o6 ypoBHA OOCNy>XMBaHUSA, U MpaBO Ha
npekpalleHve pgencteusa no OGLMM  YCrOBUAM U
MOMNOXEHNSIM He NPUMEHSIETCS.
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