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SERVICE LEVEL AGREEMENT FOR

SAP HANA ENTERPRISE CLOUD; RISE WITH
SAP S/4HANA CLOUD, PRIVATE 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/4HANA Cloud, private edition (formerly,
SAP S/4HANA, private cloud edition); SAP ERP,
private cloud edition (collectively, “Private Cloud
Edition Services”); and SAP S/4HANA 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 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.

“Credit’” means the following, subject always to
Section 5 of this Service Level Agreement:

for HEC Subscription, Private Cloud Edition Services,
EX Services, SI4HANA CPO and S/4HANA CPE, 2%
of Monthly Service Fees for each 1% below the SA
SLA;

for HEC BYOL (previously known as HEC
Production), 2% of Monthly Service Fees for each
0.1% below the SA SLA; and

for Server Provisioning (laaS Basic), €1,500 per
Month in aggregate for any and all instances below
the SA SLA.

1.1.

1.2.

1.3.

1.4.

1.4.1.

1.4.2.

1.4.3.

COIMALLEHUE Ob YPOBHE OBCIYXUBAHUA
anaycnyr

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

Hactoswee CornaweHune 06 ypoBHe o6CnyXnBaHus
ansa Yenyr SAP HANA Enterprise Cloud («Ycnyru
HEC»); RISE with SAP S/4HANA Cloud, private
edition (paHee «SAP S/4HANA, private cloud
edition»); SAP ERP, private cloud edition (coBmecTHO
nmeHyemble kak «Ycnyru Private Cloud Edition»); n
SAP S/4HANA Cloud, extended edition, paHee
Ha3biBaBLmxca S/4HANA Cloud, single tenant edition
(«Ycnyrm  EX») (no  oTAENbHOCTU  MMEHyeMble
«O6nayHasa ycnyra»), yctaHaBnusaeT NpUMeHVMble
YpoBHu obcnyxuBanHus ans Ycenyr HEC, Ycnyr
Private Cloud Edition, Ycnyr EX u NpegoctasneHus
cepBepoB, Ha KoTopble nognucaH 3akasyuk no
ycnosusim [loroBopa ¢ SAP.

ONPEQENEHNA

TepMuHbl, yﬂOTpeGJ’IeHHbIe B 3TOM [OOKyMEHTe C
3arnaBHoOn 6YKBbI, HO He onpegernieHHble B HeM,
MMeKT 3Ha4YeHne, ykasaHHoe B CornawueHum.

«CornacoBaHHbIM npocTon» — 3T0 nobon
NpocCTOW, 3anpoweHHbii SAP wunu 3akasunkom u
B3aMMHO COrNacoBaHHbIN CTOPOHAMM.

«PabouMn peHb» — 310 nwbon p[OeHb C
noHeaernbHMKa MO NSATHULY, Kpome odpuumanbHbIX
NpasgHUKOB, [ENCTBYIOWMX B OCHOBHOM MecTe
[ocTyna, ykazaHHoM B [loroBope.

«BbluncnutenbHasa cpepa» — 9TO YCTpPOWCTBa
Loa, cepBepbl, ceTeBoe obopynoBaHue,
ornepaunoHHbIE CUCTEMbI U MEXaHW3Mbl XpaHEeHust
WHbopMaL MK, NpefocTaBnsieMble Y UCMOMb3yeMble
SAP anga okasanua O6nadHbix ycnyr 3akasuuky;
BkntoyaeT  [MpoAyKTUBHYI  BbIMUCIUTENbHYIO
cpeay U nobble npoyne BblumcnuTenbHble cpeabl,
ucnonb3yemble B HenpoayKTUBHbIX uensix
(«HenpoaoyKkTuBHbIE BblYMCNUTENbHbLIE Cpeabl»),
Kak cornacoBaHo B [lorosope.

«er,qI/IT» — B COOTBETCTBUMU C TMOJIOXXEHUAMU
nyHkta 5 Hactosiwero CornaweHns o6 ypoBHe
obcnyxnBaHus:

ana MNoanucku Ha HEC, Ycnyr Private Cloud Edition,
Yenyr EX, SI4AHANA CPO n S/4HANA CPE — 2 % ot
ExxemecayHon ctoumocTu yenyr 3a kaxabin 1 % Huxe
Cornawexnss 06 ypoBHe 06CnyxvBaHuMs  no
[ocTtynHocTn cuctemel;

ana HEC BYOL (paHee «HEC Production») — 2 % ot
ExxemecsayHon ctommoctu ycnyr 3a kaxgbele 0,1 %
Hwke CornaweHnss o6 ypoBHe oGCHyXuBaHuWs Mo
[ocTynHoCcTn cuctemsl; 1

onsa lNpepoctaBneHusa cepeepoB (laaS Basic) —
1500 eBpo B MecsL B COBOKYMHOCTW 3a BCce Criyyam
MeHble CornaileHnsi o6 ypoBHe obCnyxmBaHus Mo
[ocTynHOCTU cnctemsl.
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1.7.

1.8.

1.9.

“‘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” means the 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 in Section 2); or
downtime of a NON-PRD system caused by using the
NON-PRD for failover/to repair to a PRD system.

“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 when the SAP
Support Level 1 organization is notified of the
Customer-reported Incident and the first action is
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” means downtime scheduled
at a mutually agreed time, as listed in the Order Form,
or as described in the Supplement.

“Subscription Software” for HEC Services shall have
the meaning set forth in the Supplement, and for EX
Services and Private Cloud Edition Services means

1.5.

1.6.

1.7.

1.8.

1.9.

«MpocTton» — 3Tt0 NTOroBOE KONMMYECTBO MUHYT B
Mecsy, kotopoe O6bnadvHas ycnyra (unu CepBepbl
ansa lNpegoctaBneHus cepBepoB) He OTBEYaeT Ha
3anpocbl u3 Touykm gemapkaumm SAP B LeHTpe
06paboTkn AaHHbIX, NpegocTaBnsowem O6nayHyto
ycnyry (unm CepBep ans  [lpepoctaBnenus
cepBepoB), ucknrovas CornacoBaHHble MPOCTOU.

«ABapuUWHbIA NPOCTON» — 3TO MPOCTON BO BpeMsi
pas3BepTbiBaHWUSI KPUTUYECKN BaXKHBIX UCTIPABIEHWI 1
0GHOBMNEHUIA ONepaLMOHHOM CUCTEMbI, KaK ONMCcaHO B
[ononHeHun.

«UcknioueHHoe Bpems npocTosi» — 370 MTorosoe
KONMMYECTBO MUHYT B MecsL, CBA3aHHOe C: [TnaHoBbIM
npoctoemM, CornacoBaHHbIM NpocToeM, ABapuUiHbIM
NMpPOCTOEM, TPOCTOEM, BbI3BaHHbIM hakTopamu,
HaxoAsWMMNCA BHE pasymMHOro KoHtpons SAP,
TaKkMMK Kak Henpeackadyemble COObITUS, KOTOPbIX HE
yaanocb nsbexaTb Aaxe B TOM crny4ae, ecnu 6bina
nposiBneHa pasymMmHas OCTOPOXHOCTb (CM. MpMMepb! B

nyHkTe 2); unu  npoctoem HenpogyKTuBHOW
BbIYUCIIUTENBHON cpegpl, BbI3BaHHbIM
ncrnonb3oBaHneM HenpogykTtueHon
BbIYUCMIMTENBHON cpedbl ANns  BOCCTAHOBIEHUS

[MpoayKTUBHOW BbIYMCNINTENBHOW Cpeabl.

«AHUnpeHT» — 31O He3annaHnpoBaHHoe
npepbiBaHne ycnyr nnun cyuectBeHHoe CHMmxeHne nx
KayecTBa, O KOTOPOM COOOLWMIM ABTOPU3OBAHHbIE
nonb3oBaTenu.

«Mepuon pearMpoBaHUss Ha MHUMAEHT» — 3TO
nepuog (B 4Yacax WM MUHYTax) C MOMEHTa
nonyyeHusi coobuieHns 3akazunka 06 wHUMAeHTe
cnyx6on ycnyr SAP no conpoBOXOEHWIO MEPBOro
YPOBHS1 10 MEepBOro AeNCTBUsi, KOTOPOE COTPYAHUK
cnyx6bl ycnyr SAP no conpoBOXAEHWM0, 3HAKOMBbIN
co cpefovi 3akasuvka, NPeAnpyHSn ans ycTpaHeHust
MHunpeHTa.

«JluueHsnpoBaHHOE nporpaMmmHoe
obecneyeHne» — 3TO NPUNOXeHUs, 6asbl AaHHbIX,
nporpamMmMHoe  obecneyeHne, WHCTPYMEHTbl 1
KOMMOHEHTbI, MpuHagnexawme 3akasduky unm
NULEH3UPOBaHHbIE um (3a UCKINOYEHNEM
MporpammHoro obecneyeHms no nognucke), KoTopble
B3aka3uuk npepoctaBnset SAP ons pasmelleHus B
O6nayHou ycnyre.

«MecTHOe BpeMsi» — 3TO YacOBOW NOSAC B OCHOBHOM
MecTe gocTyna 3akasuuka, yKa3aHHbIl7I B [loroBope.

«MecsiL» — 3T0 KaneHaapHbIA MecaLl,.

«ExemecsiuHaa cToMMOCTb ycnyr» — 3TO
exxemecs4Hasi CTOUMoCTb yenyr (unu 1/12 exxerogHon
CTOMMOCTU ycnyr), Bbinnadveaemas 3a Ob6nayvnyro
ycnyry, [OOCTYMHOCTb KOTOPOW He COOTBETCTBYyeT
Cornawennto 06 ypoBHe ob6cnyxuBaHua Mo
[ocTynHocTH cucTemel.

«MnaHoBbIN npocTOW» — MMaHWpyeTcs Ha
0o6oOHO cornacoBaHHOE BpeMsi, Kak yKa3aHo B
[orosope unu onncaHo B [lononHeHuu.

«MporpammHoe obecneyeHne nNo noanucke» Ans
Yenyr HEC wumeeT 3HauyeHue, ycTaHOBNEHHOE B
HononHeHun, a ana Yenyr EX n Yenyr Private Cloud
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1.18.1.

1.18.2.

1.18.3.

2.1.

2.2

2.21.

Cloud Services Software as set forth in its respective
Supplement.

“System” means one or more interrelated and
interdependent components such as databases,
servers, networks, load balancers, web dispatchers,
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 Percentage 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.

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

— (Total Minutes 'in the I'VIonth — Downtime ) +100

Total Minutes in the Month
“System Availability Service Level” or “SA SLA”
means the applicable System Availability Percentage
specified below during each Month for the Computing
Environment (and Server for Server Provisioning, if
applicable) after System handover to the Customer:

99.5% System Availability Percentage for PRD unless
a higher System Availability Percentage is identified
in the Supplement or Order Form;

95.0% System Availability Percentage for NON-PRD;
and

99.5% System Availability Percentage for Server
Provisioning.

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

SYSTEM AVAILABILITY

The SA SLA shall not apply to Licensed Software from
a third party unless otherwise expressly set forth in
the Order Form.

Downtime caused by factors outside of SAP’s
reasonable control include, but is not limited to the
following:

Customer’s failure to meet Customer’s responsibilities
(including ordering maintenance for the Licensed

1.18.1.

1.18.2.

1.18.3.

2.1.

2.2.

2.21.

Edition O3Ha4vaeT
obecneyeHue,
[NononHeHun.

O6nayHoe  nporpammMmHoe
KaK OMnuMcaHo B COOTBETCTBYHOLLEM

«Cncrema» — 3TO0 mnnm HECKOJ1bKO
B3aMMOCBA3aHHbIX n B3aMMO0O3aBUCUMBbIX
KOMMOHEHTOB, TakMX kak 06a3sbl AaHHbIX, cepBepbl,
CceTn, cpenctea 6aﬂaHCVIpOBaHMF| Harpysku, BeO-

OaVH

avcneTyepbl, TeHaHTbl (MHCTannaumMu) u T. A,
KOTOpble B COBOKYNMHOCTM WCMONb3yHTCA  And
yrNpaBreHus  ypOBHEM. Kaxpgoe  codvetaHve

KOMMOHEHTOB, WCMOJSIb3YyEMOE Ha KaXXaoOM YPOBHe,
3KBMBANEHTHO ofHoM Cucreme. MpoueHT
[OCTYMHOCTU CUCTEMBI U3MEPSIETCA MO YPOBHAM. [Ansi
Ycnyr HEC kaxgas Cuctema o6o3HaveHa B ctonbue
«YpoBeHb Ne» Tabnuubl HaCTPOMKM CUCTEMbI B
Horosope. Onsa Ycnyr Private Cloud Edition n Ycnyr
EX kaxpasa Cwncrema o6o3HayeHa TUMOM YPOBHSI
CUCTEMbI, YKa3aHHbIM B floKyMeHTe OnucaHus ycnyru
n OnucaHna ucnomnb3oBaHua Ycnyr B [lononHeHun

cooTBeTCTBEHHO. B uenax [pepoctaBneHus
cepBepoB Cucrtema B 3Ha4YeHUW, yka3aHHOM 3[echb,
o3HavaeT CepBep cornacHo onpegeneHno B
Horosope.

«MpoueHT AOCTYMHOCTU CUCTEMbI» AN KaXOon
Cuctembl  paccuuTbiBaeTca U onpegensietca
cneayowmm obpasom:

_ ( Hmozoeoe koauuecmeo munym 8 mecsay - [lpocmoti ) +100

Hmozoeoe koautecmso MUHYM 8 Mecsy

«YpoBeHb obcnyxuBaHua no [ocTynHocTu
cuctembl» wunu  «CornaweHne 06 ypoBHe
obcnyxmBaHuA nNo [locTynHOCTU CUCTEMbI» — 3TO
MpoueHT OOCTYNHOCTU CUCTEMbI, YKa3aHHbIA HUXe,
3a kaxabli Mecsy ans BeluncnutensHon cpefpl (U
CepBepa ans [lNpepoctaBneHnss cepBepoB, €Crnu
npvMeHMMo) nocne nepegadv Cuctembl 3aka3unky:

MpoueHT poctynHocTn cuctembl 99,5 % Ang
MpoAyKTUBHBIX BbIMMCAMTENbHBIX Cped, ecnu B
HOononHeHun wnu [oroBope He Yyka3aH ©Oonee
BbICOKMI [1pOLEHT JOCTYMHOCTU CUCTEMBI;

MpoueHT poctynHocT cuctembl 95,0 % ansa
HenpoayKTuBHbIX BbIYUCUTENBHBIX CPeq; U
MpoueHT poctynHocT cuctembl 99,5 % anga
MpepocTaBneHns cepBepoB.

«AToroBoe KONMMYECTBO MUHYT B Mecsu»

namepseTca 24 yaca 7 OHeN B HeOenio B TeyeHue
Mecsua.

OOCTYNMHOCTb CUCTEMbI

Cornawexnve o6 ypoBHe obcnyxuBaHus Mo
JocTtynHocTu CUCTEMBI HENPMMEHUMO K
JInueHanoHHOMYy  nmporpaMmHOMy — obecneveHuio

TPETbUX NKL, ECNIN MHOE B IBHOM BUJE HE yKa3aHo B
HoroBope.

Bpems npocTtos no npuyvMHam, He 3aBUCALLUMM OT
Bonn SAP, Bkro4YaeT, NOMUMO NPOYEro, crieayoLLee:

HEBbINOMHEHNe 3akasduMkoM CBOMX 00s13aTenbCTB
(BKJ'IIOLIaFI 3aka3 O(’SCJ'Iy)KVIBaHVIH JInueHsnoHHoro

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP,
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Software, using a version or release of the Licensed
Software and/or Subscription Software on current
maintenance) as set forth in the Agreement.

nporpamMMHoro  obecrneveHnsi,  MCMONb3oBaHUE
BEpCUM Unu Bbinycka JIMLEH3NOHHOTO NPOrpaMMHOro
obecneyenus u/vnu MNporpamMmmHoro obecneyeHns no
noanuncke, Haxodswerocs Ha obcnyXvBaHuM), Kak
onucaHo B CornatiueHum.

2.2.2. Downtime caused by Customer. 2.2.2. TlpocToi no BuHe 3akas4ymka.

2.2.3. Interruptions as a result of requirements stipulated by  2.2.3.  TNpepbiBaHus onepauun B pesynbtate TpeboBaHWi,
a third-party manufacturer of the Licensed Software. BblABUIraeMbIx npoussoautenamMu JIMLEH3UOHHOTO

nporpaMMHoro obecneyeHust TpeTbUX NULL.

2.24. Interruptions or shutdowns of the Computing 2.2.4. T[lpepbiBaHe unu octaHoB BblumcnutensHon cpeasbl
Environment, or portions thereof (or Servers for unu ee vacten (unu Cepsepos ans NpegoctasnexHus
Server Provisioning) resulting from the quality of the CepBeEpPOB), BbI3BaHHbIE KA4yeCTBOM JIMLIEH3MOHHOO
Licensed Software provided by the Customer and/or nporpamMHoro obecnedyeHusi, npeaocTaBEHHOro
Customer’s customizations or modifications of the 3akas3umkom, n/mnm obycrnoBreHHbIE U3MEHEHUSIMU,
Licensed Software, Subscription Software or KoTopble  3aka3uMk BHeCc B JIMUEH3MOHHOE
Computing Environment (or Servers for Server nporpamMmMHoe obecnedyeHne unu BbluancnutensHyo
Provisioning), unless this is the responsibility of SAP cpegy (unm  Cepsepbl ana  [pepoctasnenus
under this Agreement. CepBepoB), KpoMme cny4vaeB, Korga 370 SABRseTcs

cbepont otBeTCcTBEHHOCTM SAP no HacTosiemy
CornaweHnuio.

2.2.5. Restore times of user data (recovery of database data  2.2.5.  [Nepuogbl BOCCTaHOBMNEHUSI AaHHbIX MONb3oBaTenen
from a media backup) where SAP was not the root (BoccTaHoBneHve 6asbl [aHHbIX C PEe3epBHOro
cause for the required restoration. HocuTENS!), BbI3BaHHbIE He No BuHe SAP.

3. BACKUP AND COMPUTING ENVIRONMENT 3. PE3EPBHOE KONMWPOBAHUE U NEPUOL
INCIDENT REACTION TIME PEArMPOBAHUA HA UHUUOEHT B

BbIYMCNUTENLHON CPEOE
(not applicable to Server Provisioning) (He oTHocuTCA K NpegocTaBneHnio CepBepoB)
Description | Computing | Service Levels OnucaHue BbluncnurenoHas | YpoBHU
Environment cpeaa o6cnyXxuBaHusa
Backup PRD Daily full backup and log file MepunoguyHocTb | MNpoaykTuBHaAA ExxenHeBHOe
Frequency backup per SAP product pe3epBHOro BblUMCNUTENbHAs nonHoe pesepsHoe
and retention standard. 30 days retention KonupoBaHua U | cpegda KonupoBaHue u
period for time. Backup of the PRD will nepvoa pe3epBHOe
Databases be replicated to an alternate XpaHeHusi 6a3 KonupoBaHue
data center or location. OaHHbIX danna xypHana B
COOTBETCTBUM CO
CcTaHaapToOM
nporpamMMHbIX
npoayktos SAP.
Bpems xpaHeHus —
30 gHen.
PesepBHas konus
NPOOYKTUBHOM
cpenpl
pennuuupyeTcs B
anbTepHaTMBHOM
Log vnu
MECTOMOSIOXEHUM.
NON-PRD Weekly full backup and log file HenpopykTneHas ExxeHenenbHoe
backup per SAP product BbluMCNUTENBLHAsA nosiHoe pe3epBHoOe
standard. 14 days retention cpena KonnposaHue n
time. Backup of the NON-PRD pe3epBHOE
will be replicated to an KonupoBaHue
alternate data center or gainna xypHana B
location. COOTBETCTBUM CO
CTaHaapToOM
nporpamMMHbIxX
npoayktoB SAP.
Bpems xpaHeHns —

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP,
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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

14 gHen.
PesepBHas konus
HENPOAYKTUBHOMN
BbIYNCIIUTENBHOM
cpeabl
pennuumpyeTcs B
anbTepHaTUBHOM
Lo vnu
MEeCTOMOOXEHUMN.

HonrocpoyHas
pesepBHas
konus*

MpoayKTMBHas Unu
HenpoayKTMBHas
BblYMCIIMTESbHAS
cpepa

Exemecsa4dHoe
NosiHoe pe3epBHOEe
KOMMpOBaHMe:
BPEMSI XpaHEHMS —
6 mecsaues

ExemecsyHoe
NnosfHoe pe3epBHOE
KonupoBaHue:
BPEMSI XpaHEHMS —
1ron

ExxekBapTanbHoe
NosiHoe pe3epBHOE
KonupoBaHue:
BPEMSI XpaHeHNst —
1ron

ExxerogHoe nonHoe
pesepBHOe
KOMMpOBaHMe:
BPEMSI XpaHEHUS —
oo 5 ner

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.

MepunoguyHocTb
pe3epBHOro
KOMUPOBaHUsI U
nepuvoza
XpaHeHusi
hannoBbIX
cuUcTem

[MpoaykTneHas
BblYMCIIUTENbHAs
cpena

ExxemecsayHoe
NnofHoe pe3epBHOE
KonupoBaHue ¢
eXeaHEeBHbIM
MonosrHeHeM.
Bpems xpaHeHns —
2 mecsdua.
PesepBHas konwus
NPOOYKTUBHOM
cpenbl
pennuuupyeTcs B
anbTepHaTUBHOM
Lo vnu
MECTOMOSOXEHWMN.

HenpopayktueHas
BblYMCIIMTESbHAS
cpeaa

ExemecsayHoe
NosiHoe pe3epBHOE
KonupoBaHue ¢
exegHeBHbIM
NonofTHEeHNEM.
Bpems xpaHeHuss —
2 mecsua.
Pe3epBHas konus
HENPOAYKTUBHOMN
BbIYNCIIUTENBHOM
cpeabl
pennuuupyeTcs B
anbTepHaTUBHOM
Lo vnu
MEeCTOMOOXEHUMN.

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP,
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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

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

Mepuopg
pearmpoBaHus
Ha VHUWMOEHT
ans
YnpaBneHus
MHUMOEHTaMn

Mpuoputet
WMHUMaeHTa —
OY€Hb BbICOKUI

20 MUHYT (7x24) n
nnaH gencTBuin No
BbISIBNIEHMIO
npobnemsbl B
TeyeHune 4 yacos
O5s NPOAYKTUBHOMN
BblYNCNIUTENBHOM
cpenbl

Mpuoputet
WHUMOEHTa —
BbICOKWI

2 vaca (7x24) pns
NPOOYKTUBHOM
BbIYMCIIUTENBHOW
cpenbl

4 yaca [MecTHoe
Bpemsi B Paboune
aHv] ona
HenpoayKTUBHOMN
BbIYUCIIUTENBHON
cpeqbl

Mpuoputet
VHUMOeHTa —
cpeaHun

4 yaca [MecTHoe
Bpemsi B Paboune
aHu] anga
NPOLYKTUBHOW M
HenpoayKTUBHOMN
BbIYUCMIUTENBHON
cpeqbl

Mpuoputet
WHUMOEeHTa —
HU3KUIA

1 Pabouuin geHb
Onst NPOAYKTUBHOM
N HENPOAYKTUBHOWM

BbIUYMCNIUTEIbHOM
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.

3.1. 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):

3.1.1.  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:

3.1.1.1. A PRD system is completely down.
3.1.1.2. The imminent go-live or upgrade is jeopardized.
3.1.1.3. The core business processes of Customer are

seriously affected.

3.1.1.4. A workaround is not available.

*MpumeHnMo, ecnu  3Ta  HeobsAsaTenbHad  ycnyra
npuobpeTeHa B [loroBope. Bpemsi xpaHeHusi [ONrocpoyHom
pes3epBHON KOMUU 3akaH4YMBaeTCHd B MOMEHT 3aBepLUeHUsi
nepuoaa XxpaHeHusi Mo YCroBMSAM HacTosILLLero Jorosopa nubo
B MOMEHT OKOHYaHWs cCpoka noanucku Ha Obnaynyto ycnyry
3akas4yumka, B 3aBMCUMOCTM OT TOrO, YTO HACTYNUT paHbLUE.

3.1. Mpuoputetbl UHUMAaeHTOB. Cneayolwme ypoBHU
npuopuTeTa OTHOCATCA KO Bcem WHumaeHTam
(npropuTeT HasHavaeTcsa 3aka3ymMKoM U MOXET ObITb
nsmeHeH SAP Ha pasyMHbIX OCHOBaHWAX COrfacHo
KPUTEPUSAM HUXKE):

3.1.1.  OyYeHb BbICOKMMI: UHLMAEHTY NpUCBanMBaeTCs O4YeHb

BbICOKWIA MPUOPUTET, €CNN UHUMAEHT UMEEeT OYeHb

cepbesHble  MocrneacTsus  And  HOpManbHOro

nposefeHns 6GusHec-npoueccoB M UT-npoueccos,

CBHA3aHHbIX C OCHOBHbIMM Bu3Hec-npoueccamu, u

TpebyeTca BbINOMHEHME CpoudHbIX paboTt. Kak
npaBumo, 3TO MPOUCXOAWUT MO  Creaylowmum
npUYNHaM:

3.1.1.1. TMonHbIn oTKa3 CUCTEMBbI MpoaykTnBHOWM

BbIYMCNNTENBHOM Cpeabl.

3.1.1.2. ¥Yrpo3a cbos npu npeacTtoAweM MnpoayKTMBHOM
3anycke nnvm oGHOBMEHUN.

3.1.1.3. Cepbe3Ho 3aTpOHYTbl OCHOBHble OM3HEeC-MpoLecehl
3akasuuka.

3.1.1.4. BpemeHHoe peLLeHne HeJoCTYHO.
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3.1.1.5.

3.1.3.

41.

4.2.

4.3.

4.3.1.

43.2.

4.4.

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

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.

In the event that one or more of the Service Levels set
forth herein are not met, Customer may notify the
assigned SAP account manager and request to
analyze the Service Level metric statistics based on
the monthly summary report provided by SAP.

SAP will then promptly:

determine the root cause or possible root cause of the
failure (if known) to meet the Service Level; and

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 Credit as
described in Section 5 below.

3.1.1.5. VHuupeHT TpebyeT He3aMeanUTENbHOIO BHUMaHWS,

3.1.3.

41.

4.2.

4.3.

4.3.1.

4.3.2.

4.4.

NMOCKOJIbKY HeWCrnpaBHOCTb
Cepbe3HbIM noTepaMm.

MOXeT npuBecCcTn K

Bbicoknin: UWHUMOEHTY nNpucBaMBaeTCH BbICOKUNA
NpuopuTET, ECNN MHUMAEHT CEpbe3HO 3aTparmBaeT
HOpManbHOe  BbIMONIHEHWE  OM3HeC-NpoLEeCcCOoB.
BbinonHeHve HeoGXoAMMbIX 3ajavy HEBO3MOXHO.
Takas cuTyauusi MOXeT BO3HUKHYTb B pesynbraTte
TOro, 4Yto B BblumcnurtensHon cpege He pabotaloT
UNN HeKoppekTHO paboTalT  dYHKUUKN, KOTopble
TpebyTca B OaHHbIn  MOMEHT.  UHumaeHTt
Heobxoanmo obpaboTaTb MakcumanbHO ObICTpO,
MOCKOMbKY  MPOAOIDKUTENbHBIN ~ cOOM  MOXeT
HapyLMTb BeCb MOTOK MPOW3BOACTBEHHBLIX Ou3Hec-
npoLEeccoB.

CpeAHW: VHUMOEHTY npucBauMBaeTCs CpedHun
npuopwuTer, ecnu VHUMAEHT 3aTparnsaeT
HOpMarnbHOe  BbINOMHEHWe  Bu3Hec-NpoLEecCcoB.
MpuunHamn  Takmx  npobnem  moryT  6bITb

HepaboToCnocobHOCTL MMM HeKkoppekTHas paboTta
dyHKuMA B BblumcnutenbHol cpege. CoobuieHnto
NpuCcBanBaeTCs CPEAHUA NPUOPUTET, €CNU MHUNOEHT
3aTparvBaeT HOpManbHOe BbINOMHEHWE OusHec-
onepauun.

Hu3kun:  vHUMAEHTY  npucBavBaeTCA  HU3KWUWA
npuopwuTeT, ecnu npobnema okasblBaeT
He3HaunTenbHOE BNNsiHWE Unu BOOOLLE He BNUSET Ha
HOpManbHOEe  BbIMONIHEHWE  OM3HEC-NpOoLECCOoB.
MpuunHamm  Takmx  npobnem  MoryT  ObITb
HepaboToCcnocobHOCTL WUNKM HekoppekTHas paboTta
peako Unu HeperynsapHoO MCnomnb3yemMbiX yHKUUIA B
BbluncnmtensHom cpepe.

OTYETbI Ob YPOBHAX OBCITYXXUBAHUA

SAP  oTcnexvBaeT  YpOBHM  0OGCRyXuBaHuWS,
0603Ha4eHHbIe B HAacTosILLLEM AOTOBOPE, 1 coobLyaeT
0 HUX 3aKa3unky B eXXeMeCs4HOM CBOAHOM OT4eTe.

B cnyyae ecnu oguH wunu Heckonbko YpOBHeNn
obcnyxuBaHus, 0003HAYEHHbIX B  HACTOSLLEM
[OKYMEHTEe, He YyOOBMNETBOpEHbI, 3aKkasuuk MoXeT
yBe4oMUTb 00 3TOM Ha3HaYeHHoro MeHemxepa SAP
no pabote C 3akazunMkamuM W 3anpoCUTb aHanus
CTaTUCTUKN MeTpUuK YpoBHen obcnyxunBaHna Ha
OCHoOBE €XXeMeCcsYHOro CBOJHOrO oTyeTa,
npepoctaensemoro SAP.

SAP 06s3yeTcs He3ameanUTenbHo:

onpenenuTs OCHOBHYK WM BO3MOXHYIO NPUYUHY
cbos (ecnm oHa u3BecTHa) Ans COOTBETCTBUSA
YPpOBHI0 06CHYyXMBaHUS; U

ecnn cbon He onpaeaaH, paspabortatb nnaH
KOPPEKTMPYHLUMX OEeNCTBMA U OTMpaBUTb  €ro
3aka3unKky Ha NUCbMEHHoe yTBepXxaeHue (koTopoe
He [JOMmKHO OblTb HEOGOCHOBaHHO 3adepXXaHo) W
nocrne MUCbMEHHOTO YTBEpXAeHUs 3akas3ynkom
peanu3oBaTh MraH B pa3yMHbI Nepuoa BpemMeHu (1
B COOTBETCTBUM C COrMacoBaHHbIMW CPOKaMu).

B 3aBucumoctn ot cutyauun, SAP  moxeT
npeaoctaBnatb Kpeaurt, onucaHHbI Janee B NyHKTe
5 Huxe.
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4.5.

5.1.

5.1.1.

5.1.1.1.

5.1.1.2.

SAP will be relieved of its obligation to pay any
applicable 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
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

If SAP fails to meet the applicable SA SLA, Customer
is entitled to claim a Credit which is calculated as the
sum of the Credits for NON-PRD, PRD and Server
Provisioning (as applicable), for SAP’s failure to meet
the respective SA SLA. Claims for a Credit must be
made in good faith through a documented submission
of a support case within 30 Business Days after
receipt of the monthly SA SLA report. Under no
circumstances will the total maximum Credits:

for any 1 Month, exceed an aggregate of 20% of the
Monthly Service Fee for that Month across all the
Systems at 99.9% SA SLA (if identified in the Order
Form and purchased by Customer), and an aggregate
of 100% of the Monthly Service Fee for that Month
across all SA SLAs; and

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 1 year).

When Customer's entitlement of the 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.

Customer acknowledges that the 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.

4.5.

5.1.

5.1.1.

5.1.1.1.

5.1.1.2.

SAP ocBoboxagaetcsa oT 06a3aTenbCTB No Bbinnarte
cooTBeTcTBYytowlero Kpeauta 3a obGcnyxuBaHue, U
3TO0 He OyaeT cuuTaTbCca HapyleHuem YpOBHSA
0obOCrnyXMBaHUS,, €CNM aHanu3 OCHOBHbIX MPUYMH

(npoBeneHHbIn  SAP  Hagnexawwum  obpasom)
NnoKaxer, yTO BUHOBHMKOM HecobnoaeHns
COOTBETCTBYHOLLETO YpoBHs obcnyxmBaHus
sBnsieTcs  3aka3uuk; B 3TOM Crfy4ae Takoe

HecobntogeHue cuntaeTcs VckmnoYeHHbIM BpemeHeM
npocros. B cnyyae ecnu 3akasuvik He cornaliaeTcs ¢
aHanu3oM MepBOMPUYMH, CTOPOHbI  OPraHU3yoT
obcyxaeHne aHanusa nepBonpUYKH.

HEOOCTWMXXEHUE YPOBHA OBCITY>KMBAHUA
KpeanTbl 3a obcnyxusaHue

Ecnn SAP He cobntogaeT npumeHnmoe CornaileHve
06 ypoBHe obcnyxuBaHunst o [JOCTYNHOCTU CUCTEMBI,

3akasumk wumeeT npaBo noTpeboBaTe Kpeaur,
paccuuTbiBaembin  kak cymma KpegutoB  3a
HenpogyKTusHyto BbIYUCIINTENBHYIO cpeay,
MpoaykTuBHYt0 BblUMCIIUTENbBHYIO  cpedy "

MpepocraBneHne cepBepoB (B 3aBMCMMOCTM OT
06CTOATENLCTB), KOTOPLIA HayucnsieTcss B criydae
HEeBbINOMHEHMS SAP COOTBETCTBYIOLLENO
CornaweHns 06 ypoBHe OOCNyXuBaHuA Mo
HocTynHOCTM cuctembl. 3asBKM Ha MNonydeHue
Kpeouta pomkHbl nogaBaTtbCs  A40OPOCOBECTHO
nocpeacTBOM  JOKYMEHTANbHO MOATBEPXKAEHHOrO
coobuleHna B TedyeHue 30 Paboumx OHen nocne
nonyyeHusi exemecsyHoro ot4yeta o CornawieHunm o6
ypoBHe obcnyxmBaHusi no JoctynHocTu cuctemsbl. Hu
npu Kaknx obctosTenbcTBax oM MakcMarnbHbIn
pa3vep KpegunTos:

3a nbon 1 MecsL, He MOXeT CyMMapHO NpeBbILaTh
20 % ot ExemecayHoro BosHarpaxaeHus 3a ycnyru
3a atoT Mecsuy no Bcem Cnctemam Ha ypoBHe 99,9 %
no CornaweHnto 06 ypoBHe o6CnyXuMBaHMa Mo
HocTtynHocTtu cmucTemsbl (ecnu ykasaHo B [loroBope 1
npuobpeTeHo 3aka3vyMKkoM) U CyMMapHoe 3HayeHue
100 % oT Exxemeca4HoOro Bo3HarpakaeHus 3a ycryru
3a atoT Mecsy no Bcem CornaweHussm o6 ypoBHe
o6cnyxuanHus no JocTynHeiM cuctemam; u

3a nobON KOHTPaKTHBIA ro4 He MOXET CyMMapHO
npeBbllWaTbh 04HOW TPEeTW CyMMbl roA0BbIX COOpOB 3a
noanucKy Ha 3aTpoHyTyto ObnayHyto ycnyry 3a Takomn
roq (MM ogHon TpeTu obuler cymMmbl cOOpoB 3a
noanucKy Ha 3aTpoHyTyto OGnadynyto ycnyry, ecnu
CPOK, YyKasaHHbIi B cooTseTcTByloweM [lorosope,
cocTaBrnsieT meHee 1 (ogHoro) roga).

B cnyyae noareepxaeHus SAP npasa 3aka3uuka Ha
nonyyeHne KpeautoB B nNuCbMeHHOW dopme (Mnu
nocpeacTBOM 3MEKTPOHHOM noyThl) SAP npumeHut
cooTBeTCTBYyOWMIA Kpeaut k nocnegytowemy cyety
3a OBnayHyto ycnyry unv BO3MeCTUT CPeAcTBa, ecim

no ycnosumam CornawleHus fanbHenwee
BbICTaBJ1I€HNUE CHETOB HE NPONCXOAUNT.
3akasumk npusHaet, 4to Kpeautbl ABRAOTCA

€OVHCTBEHHbIM 1 UCKMIOYUTENBbHLIM  CPEACTBOM
npaBoBON 3alWuTbl 3akasyvka B Crnyvyae HapyLleHus
komnaHuen SAP ykazaHHOro YpoBHS 06CnyXmBaHus,
3a WCKIMIOYEeHVeM Ccryyaes, Korga 3To 3anpeLleHo
CYLLECTBYIOLLMM 3aKOHOAATENIbCTBOM.
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5.2.

5.2.1.

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

Termination

In the event of SAP fails to meet the SA SLA for PRD
Computing Environment for 3 consecutive Months,
Customer may terminate the applicable Order Form
by providing SAP with written notice within 30 days of
Customer’s receipt of the respective Service Level
report. Termination shall become effective 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.

SERVICE REQUESTS

For Private Cloud Edition Services, Customers may
request specific tasks related to the Computing
Environment via the SAP Service Request Platform
(“Service Request”). To the extent Service Requests
are distinct from an Incident, SAP will address Service
Requests during the following hours of operations:

PRD 24x7 subject to Excluded
Downtime
NON-PRD 08:00 — 18:00 local time

each Business Day.

5.2.

5.2.1.

3akasuuku, nognucasLumecs Ha ObnayHyto ycnyry He
Hanpsmylo 4epe3 SAP, [omkHbl  3anpawmeatb
KpeauTbl y cooTBETCTBYOLWMX NapTHepoB SAP.

PacTtopxeHue

Ecnn SAP He BbinonHsiet CornaiweHne o6 ypoBHe
obecnyxuBaHMa no  [JOCTYMHOCTM CUCTEMbI  Anis
MpoaykTnsHOM BbIYNCNTENBHON cpenpl Ha
npotsbkeHMM 3 nocneposaTenbHbiX  Mecsues,
3akasyumk MOXeT npexkpaTuTb aencTeme
cooTtBeTcTBylowero [loroBopa, HanpasmB SAP
NMCbMeEHHOEe yBeaoMneHue B TeveHne 30 gHel nocne
nonyyeHuss 3aka34yMKOM COOTBETCTBYIOLLENo OT4eTa
06 YpoBHe o6cnyxuBanus. MNpekpalleHne oencTeums
BCTynaeT B cuny 4vepe3 1 Mecsay nocne nonyyeHus
SAP Takoro yBegomMneHus (unu Ha 6onee nosgHow0
aarty, ykasaHHylo 3akasumkoM B yBegomneHun). Bo
n3bexaHne COMHEHUN MOSICHAeTCs, YTO [AaHHoe
npaBo Ha NpekpalleHne AenCTBUsSE UMEET NpuopuTeT
Hag  MoObiIMK npoYnMmMu MONOXEHMAMM o
npekpaLlleHnn [encTBmsl, onucaHHbiMM B OB6LMX
YCINOBUSIX U MOSIOXKEHUSIX U CBSI3@HHbBIMU  C
HEeBbINOMHEHMEM CornauleHus 06 YPOBHS
o6cnyxuBaHus, U NpaBo Ha NpekpalleHne OencTBUSA
no O6WMM yCcrnoBUSM U MOJSIOXKEHUAM  He
npuMeHsieTcs.

3AABKU HA OBCNYXXUBAHUE

Ona Ycnyr Private Cloud Edition 3aka3uukn moryt
3anpalunBaTb ONpeaeneHHble 3a4ayun, CBsi3aHHble C
BbluncnutensHon cpepon, yepes nnatgopmy SAP
Service Request Platform («3anpoc Ha
ob6cnyxuanuey). Ecnu 3anpockl Ha obcnyxuBaHue
otnuyatotcs ot MHumpeHta, SAP obpabaTbiBaeT
3anpocbl Ha 0bCnyXMBaHME B TEYEHME CNEedyHLNX
yacoB paboThbi:

MNpoaykTuBHas KpyrnocyTouHo ¢ y4etom
BblYucnuTenbHas WckntoveHHoro BpeMenmn
cpena npocTosi
HenpoayktusHas C 08:00 no 18:00 no
BblYncnuTenbHas MEeCTHOMY BPEMEHM
cpena Kaxabln Pabounin geHb.
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