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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; SAP S/4HANA CLOUD,
EXTENDED EDITION; RISE WITH SAP S/4HANA CLOUD, PRIVATE EDITION, TAILORED OPTION;
AND SAP ERP, PRIVATE CLOUD EDITION, TAILORED OPTION

COMALIEHUE Ob YPOBHE OBCITYXKUBAHUA ONA YCINYT SAP HANA ENTERPRISE CLOUD; RISE
WITH SAP S/4HANA CLOUD, YACTHbIY BbINYCK; SAP ERP, BbIMYCK AN YACTHOIO OBJAKA;
SAP S/4HANA CLOUD, PACLUMPEHHbIN BbINYCK; RISE WITH SAP S/4HANA CLOUD, YACTHbIX

BbINYCK, onuMa MHOUBUAYAINIbHOM HACTPOWMKW; U SAP ERP, BbINYCK AJ151 YACTHOIO
OBJIAKA, onuusa NHOAMBUAYATNIbHON HACTPOUKMU

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4AHANA Cloud, private edition (formerly, SAP S/4HANA, private cloud edition); SAP ERP, private cloud
edition (collectively, “Private Cloud Edition Services”); SAP S/4HANA Cloud, extended edition which was
previously known as S/4HANA Cloud, single tenant edition (“EX Services”); RISE with SAP S/4HANA Cloud,
private edition, tailored option; and SAP ERP, private cloud edition, tailored option (collectively, “Tailored
Option Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for HEC Services, Private
Cloud Edition Services, EX Services, Tailored Option Services, and Server Provisioning to which Customer
has subscribed in an Order Form with SAP.

HacTtosiwee Cornawwenue 06 yposHe obcnyxusanust ans Yenyr SAP HANA Enterprise Cloud («Ycnyrn HEC»);
RISE with SAP S/4HANA Cloud, yacTHbIli Bbinyck (paHee «SAP S/4HANA, Bbinyck Anst yactHoro obnakay);
SAP ERP, Bbinyck ans 4actHoro obnaka (coBMecTHO umeHyemble «Ycnyru Private Cloud Edition»); SAP
S/4AHANA Cloud, paclumpeHHbIn BbiNyck, paHee HasbiBaBLumnecs «S/4HANA Cloud, ogHOTEHaHTHBIN BbIMYCK»
(«Yenyrn EX»); RISE with SAP S/4HANA Cloud, 4acTHbIN BbIMyCK, ONUMSA UHAUBMAYANbHOW HACTPONKKN; n SAP
ERP, Bbinyck ans 4YactHoro obnaka, onuus UHAMBMAYaNbHOW HACTPOWMKN (COBMECTHO MMEHyeMble «YCnyru
Tailored Option») (Mo oTAeNbHOCTM NMeHyeMble «ObnayvHas ycnyra»), ycTaHaBnMBaeT NPUMEHUMbIE Y POBHM
obenyxuBanna gna Yenyr HEC, Ycnyr Private Cloud Edition, Ycnyr EX, Ycnyr Tailored Option u
MpepocTaBneHus cepBepoB, Ha kKoTopble nognucaH 3aka3uuk no ycnosusim [lorosopa ¢ SAP.

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

TepMuHbI, ynoTpebneHHble B 3TOM JOKYMEHTE C 3arnaBHoOW OykBbl, HO He OMNpefeNieHHble B HEM, MMeloT
3Ha4veHue, ykasaHHoe B CornaileHumm.

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

«CornacoBaHHbIN npocTon» — 3TO Nto6or NpocTon, 3anpolueHHbin SAP nnn 3akasdyvkom 1M B3avMHO
cornacoBaHHbIN CTOPOHaMU.

“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.

«Pabouunit geHb» — 370 NMoboi AeHb C NoHedenbHMKa No MATHULY, KpoMe oduumarbHbIX NpasgHUKOB,
[eiCcTBYIOLMX B OCHOBHOM MecTe JoCTyna, ykazaHHOM B [loroBope.

“Computing Environment” means the 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.

«BbluucnurenbHaa cpepa» — 3ato yctpovictea LIO[, cepBepbl, ceTeBoe 060pyaoBaHue, onepauyoHHble
CUCTEMbI Y MEXaHU3Mbl XPaHeHUst UHopMaLmK, BelbpaHHble 1 ucrnonb3yemble SAP ansi okasaHus O6nayvHbIx
ycnyr 3akasuuKky; BKnio4aeT NpoayKTUBHYI0 BbluncnurenbHyto cpeay 1 niobble npoyne BulumcnmrenbsHble
cpenbl, UCMOSb3yeMble B HEMPOAYKTMBHBIX Uensax («HenpoayKTUBHble BblY4UCNUTENbHbIE Cpeabl»), Kak
cornacosaHo B [lorosope.

“Credit’” means the following, subject always to Section 5 of this Service Level Agreement:
«Kpeant» — B COOTBETCTBMM C NONOXEHNAMMN NyHKTa 5 HacToswero CornatueHns o6 ypoBHe 06cnyxmBaHus:

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
S/4HANA Cloud, extended edition (DUAL) ruRU.v.5-2022 Page 1 of 9



1.4.2.

1.4.3.

1.5.

1.6.

1.7.

1.8.

1.9.

1.11.

ansa MNoanuckn Ha HEC, Ycnyr Private Cloud Edition, Yenyr EX, Yenyr Tailored Option, S/4HANA CPO u
S/AHANA CPE — 2 % ot ExxemecsyHoW cToumocTun ycnyr 3a kaxabii 1 % Hwxe CornaweHus o6 ypoBHe
obcnyxuBaHusa no JocTynHOCTN CUCTEMBI;

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

ansa HEC BYOL (paHee «HEC Production») — 2 % oT Exxemecsa4Houn ctoumocTtu yenyr 3a kaxable 0,1 % Huxe
CornaweHus 06 ypoHe obcnyxuBaHus no JOCTynHOCTM CUCTEMBI; U

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

ans MNMpepoctaBnenns cepBepoB (laaS Basic) — 1500 eBpo B MecsL, B COBOKYNHOCTM 3a BCe Cry4Yan MeHbLUE
CornawweHusa 06 ypoBHe obcnyxvBaHus no JOCTyNMHOCTM CUCTEMBI.

“‘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.

«MpocTon» — 310 NTOrOoBOE KONMYECTBO MUHYT B MecsL, kotopoe ObnayHasa ycnyra (unum Cepsepbl Ans
MpenocTaBneHus cepBepoB) He oTBevaeT Ha 3anpocbl U3 Touknm gemapkauum SAP B ueHTpe obpaboTkm
AaHHbIX, NpepocTasnsowem ObnayHyto yenyry (unu Cepsep ans lNpepocTaBneHns cepBepos), UCKOYas
CornacoBaHHble MPOCTOW.

‘Emergency Downtime” means downtime during emergency patch deployment and emergency operating
system upgrades as described in the Supplement.

«ABapuUMHbIA NPOCTON» — 3TO NPOCTOM BO BpeMs pa3BepTbiBaHWUA CPOYHbIX MCNPaBReHNA 1 0OHOBNEHWI
onepauroHHOM CUCTEMBI, Kak onucaHo B [JononHeHuu.

“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.

«UcknioyeHHOe BpeMs NPocTosA» — 3TO MITOroBoe KONMMYEeCTBO MUHYT B MecsL, CBsA3aHHOe C: [1naHoBbIM
npoctoemMm, CornacoBaHHblM NpoOCToeM, ABapuWiHbLIM MPOCTOEM, MNPOCTOEM, BbI3BaHHLIM hakTopamu,
HaxoAsLWMMNCA BHE pa3yMHOro KOHTpons SAP, Takumu Kak Henpeackasyemble cobbITUS, KOTOPbIX HE yAanocb
n3bexartb gaxe B TOM cryyae, ecnuv Obina nposeneHa pasymHass OCTOPOXHOCTb (CM. NpUMepbl B NyHKTe 2);
Unn npoctoem HenpoayKTMBHOW BbIMUCAUTENBHON Cpedbl, BbI3BaHHbIM MCNONb30BaHNeM HenpoaykTueHON
BbIYMCIIMTENLHON cpeabl ANA BOCCTaHOBNEHUS [1poAyKTMBHOW BbIYUCIIMTENBHON Cpeabl.

“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.

«HUMAEHT» — 3TO He3annaHMPOBaHHOE MpepbiBaHue ycnyr nnm CcyuecTtBeHHOe CHWXeHne nx ka4vyecrtBa B
BbluncnuTensHom cpege, 0 KOTOpoM cooowmnu ABTOpPM30BaHHbIE NOSIb30BaTENN.

“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.

«Mepuop pearMpoBaHWUsi Ha MHUMAEHT» — 3TO nepuog (B Yacax WM MUHYTax) C MOMEHTa MoyyYeHus
coobLeHnst 3akaszuuka o6 nHuuaeHTte cnyxoon ycnyr SAP no conpoBOXaeHWo NepBOro YpoBHS 4O NEPBOro
OENCTBUS, KOTOPOE COTPYAHMK Cnyx6bl ycnyr SAP no conpoBOXAEHUO, 3HAKOMbIN CO cpefoi 3akasuuka,
npeanpuHsn ana ycrpaHenns NHuuaeHTa.

“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.

«JluueH3npoBaHHOe MporpaMMHoe obecnevyeHue» — 3ITO MNPUNOXEHUs), 6a3bl OaHHbIX, NPorpaMMmHoe
obecnevyeHne, MHCTPYMEHTbI U KOMMOHEHTLI, NpuHagnexaiime 3aka3ynky Unu nuueHsupoBaHHble UM (3a
nckntoveHnem lNporpammHoro obecneveHns no nognvcke), koTopble 3akasdvk npegoctasnset SAP ans
pasmelleHus B ObnayHon ycnyre.

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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1.18.1.

«MecTHoe BpeMsi» — 3TO 4acoBOA NoOsIC B OCHOBHOM MecCTe AocTyna 3akasuyumka, ykasaHHblii B [loroBope.
“Month” means a calendar month.
«Mecsuy — 370 KaneHgapHbIi MecsiL.

“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.

«ExemecsyHasa cTOMMOCTb YCRYr» — 9T0 eXeMecsyHas CTOMMOCTb ycnyr (Mnmn 1/12 exxerogHon cToMMocTun
ycnyr), BeinnaymsaemMasi 3a O6nayHyo ycnyry, 4OCTYNHOCTb KOTOPOW He cooTBeTcTByeT CornalleHunto o6
ypoBHe obcnyxusaHusa no JoCTynHOCTU CUCTEMBI.

“Scheduled Downtime” means downtime scheduled at a mutually agreed time, as listed in the Order Form,
or as described in the Supplement.

«MnaHoBbIN I'lpOCTOVI» — NNaHnpyeTca Ha obotogHoO cornacoBaHHoe BpeMms, Kak ykasaHo B [loroBope unu
onucaHo B [lononHeHuu.

“Subscription Software” shall (i) have the meaning set forth in its respective Supplement for HEC Services
and Tailored Option Services, and (ii) mean Cloud Services Software set forth in its respective Supplement for
for EX Services and Private Cloud Edition Services.

«MporpamMmmHoe o6GecneyeHune no noanucke» — (i) ynoTpebnsieTcs B 3HAYEHWUU, YCTAHOBIIEHHOM B
cooTBeTcTBytowem [ononHenun ana Yenyr HEC n Yenyr Tailored Option, u (ii) o3navaeT lNMporpammHoe
obecneveHne ObnayvHbIX yCnyr, ykasaHHoe B COOTBETCTBYHLEM [ononHeHnun ana Yenyr EX n Ycnyr Private
Cloud Edition.

“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 and Tailored Option 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.

«Cucrtema» — 3TO OAMH WM HECKOSIbKO B3aMMOCBA3aHHbIX U B3aMMO3aBUCUMbIX KOMMOHEHTOB, Takux Kak
Gasbl [AaHHbIX, CepBepbl, CeTu, CcpeAacTBa 6GamaHCMpOBaHWA Harpysku, Beb-gucneTyepbl, TEeHaHThbI
(MHCTannaumMn) M T. A., KOTOpble B COBOKYMHOCTU WCMOMb3YIOTCA AN ynpasrneHus yposHeM. Kaxpgoe
coyeTaHue KOMMOHEHTOB, MCMOMb3yeMOe Ha Kax[doM YpOBHE, 3KBMBaneHTHo opHou Cucteme. lMNpoueHT
OOCTYNHOCTU cucTeMbl namepseTcs no yposHam. [ng Yenyr HEC n Yenyr Tailored Option kaxgas Cuctema
obosHaveHa B ctonbue «YposeHb Ne» Tabnuupbl HacTponku cuctemsl B florosope. [Ans Ycnyr Private Cloud
Edition n Ycnyr EX kaxgas Cucrema obo3HayeHa TWUMOM YPOBHSI CUCTEMbIl, YKa3aHHbIM B [OKYMEHTE
Onucanus ycnyrm un OnucaHua ucnonb3oBaHus Ycnyr B [lonmonHeHWM cooTBeTCTBEHHO. B uenax
MpepoctaBneHuss cepsepoB Cuctema B 3HaYeHWM, ykasaHHOM 3pdecb, o3HavaeT CepBep cornacHo
onpegenexuio B florosope.

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

«MpoueHT BOCTYNHOCTU CUCTEMBbI» AN Kaxaon CMCTEMbl pacCUnTLIBAETCA U ONpeaenseTcs cregyowmum
obpasom:

_ (Total Minutes in the Month — Downtime
- Total Minutes in the Month

)*100

“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:

«YpoBeHb o6cnyxuBaHusa no [loctynHocTn cuctembl» unu «CornaweHne o6 ypoBHe obcnyxumBaHuA
no JoCTynHOCTU CUCTEMbI» — 3TO [1poLEHT AOCTYMHOCTN CUCTEMbI, YKa3aHHbIN HUXe, 3a kaxabii Mecsau
ansa BelaucnutensHon cpepbl (- Cepsepa ans [NpepocTtaBneHnss cepeepoB, €Cnv NPUMEHUMMO) nocne
nepegayn Cucrtembl 3akas4vmnky:

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

MpoueHT gocTynHocT cucTembl 99,5 % Ans MpoayKTUBHBIX BEIMUCIIUTENBHBLIX CPEA, eCnv B [JONOMHEHUM UK
[loroBope He ykasaH Goree BbiCOKMIA MPOLEHT JOCTYNHOCTM CUCTEMBI;

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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1.18.2.

1.18.3.

2.1.

2.2

2.21.

2.2.2.

2.2.3.

224,

2.2.5.

95.0% System Availability Percentage for NON-PRD; and

MpoueHT goctynHocTh cuctemsl 95,0 % Ans HenpoayKTMBHBIX BbIYUCIINTENBHBIX CPEA; U

99.5% System Availability Percentage for Server Provisioning.

MpoueHT goctynHocTh cuctemsl 99,5 % ans MNpegocrasneHnst Cepeepos.

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

«UTorosoe konnyecTBO MUHYT B MecsaL» usMepsieTca 24 yaca 7 gHen B Hepento B TedeHne Mecsua.
SYSTEM AVAILABILITY

OOCTYMNHOCTb CUCTEMbI

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

Cornawexve 06 ypoOBHE OGCJ'Iy)KVIBaHVIﬂ no [OCTynHOCTU CUCTEMbI HEMNPUMEHUMO K JIMUEH3NOHHOMY
nporpaMmmMHOMy obecneyeHnto TPeTbUX NN, ecriv MHoe B SIBHOM BUAE He ykasaHo B [lorosope.

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:
Bpemsi npocTos Mo npuymHam, He 3aBucsALWMM OT Bonv SAP, BKItoYaeT, NOMUMO NpoYero, crieaytoLlee:

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.

HEBLINOMHEHNE 3aka3uMkoM CBOMX 00s3aTenbCTB (BKJ'IIOLIaFI 3akaas OGCJ'IY)KVIBaHVIﬂ JInyeHsnoHHoro
nporpaMMHoOro obecnevyeHusi, uMcnonb3oBaHWe Bepcun unu Bbinycka JIMLEH3MOHHOMO MNpOorpaMMHOro
obecneyveHuss n/unu [porpammHoro obecneyeHns Mo Noanucke, HaxogsLlerocs Ha 060Hy)KMBaHMM), Kak
onucaHo B CornatueHun.

Downtime caused by Customer.
MpocTon no BuHe 3aka34uka.
Interruptions as a result of requirements stipulated by a third-party manufacturer of the Licensed Software.

I'Ipepbnaava onepau,m7| B pe3ynbTarte Tpe6OBaHVIl7I, BblABUraeMbIiX npounssoanTenamumn JInueHanoHHoro
nporpaMmmMHoro obecneyeHus TPEeTbux nnu.

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.

MpepbiBaHWe nnu octaHoB BeluncnutensHow cpeabl nnu ee Yacten (unm Cepsepos ansa lNpegoctasnexHns
CepBepoB), BbI3BaHHble kavyecTBOM [JIMLEH3NOHHOIO mnporpammHoro obecneyeHus, npPeaocTaBrneHHOro
3aka34mkoM, u/mnm obycnosneHHble U3MEHEHUSMU, KOTopble 3akasyuk BHeC B JIMLIEH3MOHHOE NporpamMmmHoe
obecneyveHne nnu BeluncnutensHyto cpeay (unu Cepsepbl ang MNpegoctaBneHns cepBepoB), KPOME Cry4aes,
Korga 370 ABnseTcsa cdepon oTeeTcTBeHHOCTN SAP no HacToswemy CornalleHuto.

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

Mepvoabl BOCCTAHOBMEHWS [aHHbIX MOMb3oBaTenen (BOCCTaHOBMEHWe 6a3bl [AaHHbIX C PEe3epBHOrO
HOoCcuTens), Bbi3BaHHbIE HE NO BUHE SAP.

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

PE3EPBHOE KONMUPOBAHME U NEPUOA PEATMPOBAHUSA HA UHUMAOEHT B BbIYUCITUTENIbHOU
CPEOE

(not applicable to Server Provisioning)

(He oTHocKTCA K MpefocTaBneHno cepBepoB)

Description Computing Service Levels

Environment

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
S/4HANA Cloud, extended edition (DUAL) ruRU.v.5-2022 Page 4 of 9



OnucaHue BbryucnumernbHasi YpoeHu ob6cnyxueaHusi
cpeda
Backup Frequency and | PRD Daily full backup and log file backup per SAP product
retention period for standard. 30 days retention time. Backup of the PRD will be
Databases replicated to an alternate data center or location.
lepuoduyHocmb lMpodykmueHasi ExedHesHoe nonHoe pe3epsHoe KOonuposaHue U pesepsHoe
pe3epsHoeo 8blyucnumernbHas KornuposaHue ¢hatina xypHasa e coomeemcmeuu co
KornupoeaHus u nepuod | cpeda cmaHOapmom ripoepamMmHbIX npodykmos SAP. Bpems
XpaHeHus1 6a3 daHHbIX xpaHeHus1 — 30 OHel. Pe3epeHasi konusi npoOyKmueHoU
cpedbl pennuyupyemcs 8 anbmepHamusHom LIOL unu
MecmornonoxeHuu.

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.

HenpodykmusgHas ExxeHedenbHoe nosHoe pe3epsHoe KoruposaHue u

8blyucaumersnbHas pe3epsHoe KonuposaHue halina XypHarsa

cpeda coomeemcmeuu co cmaHdapmom npo2pammHbIX

npodykmos SAP. Bpewmsi xpaHeHus1 — 14 OHel. PesepeHasi
Konusi HenpoOyKmueHoU 8biquciumersnsHol cpedbl
pennuyupyemcs 8 anbmepHamusHom L|O/[] unu
MecmorionoxeHuu.

Long Term Backup*

LoneocpoyHas

PRD and/or NON-PRD

lpodykmueHas unu

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

ExxemecsiyHoe rnoriHoe pe3epsHoe KornupoeaHue: epemsi

pe3epsHas Konus* HerpoOyKmueHasi XpaHeHus1 — 6 Mecsiyes
eblyucnumernbHas
cpeda Exxemecsa4Hoe nornHoe pesepeHoe KornuposaHue: 8pemsi
XxpaHeHuss — 1 200
ExekeapmaribHoe rosiHoe pe3epsHoe KornuposaHue: 8pemsi
XxpaHeHuss — 1 200
Exxe2o00H0Oe nosnHoe pe3epsHoe KonuposaHue: 8pemsi
XxpaHeHus1 — 9o 5 nem
Backup Frequency and | PRD Monthly full backup and daily incremental. Two Months
retention period for File retention time. Backup of the PRD will be replicated to an
systems alternate data center or location.
lepuoduyHocmb lMpodykmueHasi ExemecsiyHoe nonHoe pesepsHoe KornuposaHue ¢
pe3epsHo20 8blyucumersnbHas exeOHe8HbIM ornosiHeHUeM. Bpems xpaHeHuss — 2 mecsaya.
KonuposaHusi u nepuod | cpeda PesepsHas konus npodykmugHoUli cpedbl pernnuyupyemcs 8
XpaHeHusi ¢hallsiosbix anbmepHamusHom LJOL unu mecmononoxeHuu.
cucmem
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.
HenpodykmusgHas Exxemecs4Hoe nosiHoe pe3epsHoe KoruposaHue ¢
8blyucumersnbHas exeOHe8HbIM ornosiHeHUeM. Bpems xpaHeHuss — 2 Mecsaya.
cpeda PesepeHasi kornusi HerpoOyKMUHOU 8bI4UCIUMEIbHOU

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
S/4HANA Cloud, extended edition (DUAL) ruRU.v.5-2022 Page 5 of 9



cpedbi pennuyupyemcs 8 anbmepHamueHom L{O[ unu

MecmornonoxeHuu.
Incident Reaction Time | Incident Priority Very 20 minutes (7x24) and (i) resolution or (ii) workaround or (iii)
for Incident High action plan within 4hrs for PRD

Management

lMepuod peazuposarus | lNpuopumem 20 muHym (7x24) u (i) pa3peweHue, (ii) spemeHHoe

Ha UHyudeHm 0ns UHYuUdeHma — O4YeHb peweHue unu (iii) nnaH delicmeul 8 medeHue 4 yacoes 0ns
YnpaeneHus 8bICOKUU npodykmueHoli BbiyucriumersnbHoU cpeldbl

UHYuGeHmamu

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

lMpuopumem 2 yaca (7x24) dns npodykmueHoU ebi4uciumernsHol cpeldbl
UHYyudeHma —
8bICOKUL 4 yaca [MecmHoe spemsi 8 Pabouue dHu] dns

HernpodyKmueHoU 8bi4uciumesribHol cpeodbl

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

lMpuopumem 4 yaca [MecmHoe spemsi 8 Pabouue OHu] dnsi

UHyudeHma — npodykmueHoU u HernpodyKmueHoU 8blHuciiumernsHol
cpedHul cpelbl

Incident Priority Low 1 Business Day for PRD and NON-PRD

lMpuopumem 1 Paboyul deHb Onist npodyKmueHoU U HernpoOyKmMueHoU
UHYUOeHma — HU3sKul | ebiqyucriumersnbHol cpeldbl

3.1.

3.1.1.1.

3.1.1.2.

3.1.1.3.

*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.

*IMpumeHnMo, ecnu 3Ta HeobsazaTenbHas ycnyra npuobpeTteHa B [JoroBope. Bpems xpaHeHus [JonrocpoyHon
pes3epBHOM KOMUWN 3aKaH4YMBAETCH B MOMEHT 3aBEpLUEHUs Nepuoda XpPaHeHWs Mo YCrOBMSM HaCTOALLEro
Jorosopa Nnbo B MOMEHT OKOHYaHWA cpoka nognuckn Ha Obnaynyto ycnyry 3akasymka, B 3aBUCMMOCTU OT
TOro, YTO HACTYMNUT paHbLLE.

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):

Mpuoputetbl UHUMAeHTOB. CriegyioLme ypoBHU NpuopuTeTa OTHOCATCH KO BceM MHumaeHTam (npuoputet
HasHavaeTcsl 3akas3ymMkoM M MOXeT OblTb M3MeHeH SAP Ha pasyMHbIX OCHOBAHMUSIX COIMACHO KpUTEpUSM
HUXe):

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:

OyeHb BbICOKMI: VHLUMAEHTY MPUCBamBaeTCs OYeHb BbLICOKWI NPUOPUTET, €ClW WHUMAEHT MMEeeT OYeHb
cepbesHble NocNeAcTBUSA A HOPManbHOro npoeeaeHust busHec-npoueccos 1 MT-npoLeccos, CBA3aHHbIX C
OCHOBHbIMUK BusHec-npoueccamu, 1 TpebyeTcs BbINONHEHNE CPOYHbIX paboT. Kak npasuno, 3to npomcxoaut
no cneayoLWwmmM NpuYMHaMm:

A PRD system is completely down.

MonHeIn oTka3 cuctemsl MpoayKTUBHOW BbIYUCIIMTENBLHON Cpeapbl.

The imminent go-live or upgrade is jeopardized.

Yrposa cbosi npu npeacTosiLiemM NpoAYKTUBHOM 3anycke unm o6HOBNEHWN.

The core business processes of Customer are seriously affected.
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3.1.14.

3.1.1.5.

3.1.4.

4.1.

4.2.

4.3.

4.3.1.

4.3.2.

Cepbe3Ho 3aTpOHYTbl OCHOBHbIE GU3Hec-NpoLecchl 3aka3yuka.

A workaround is not available.

BpemeHHoe pelueHne HegoCTYMHO.

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

WHUngeHt Tpe6yeT He3amMeOmMTesIbHOro BHUMaHuA, NOCKOJ1bKY HEUCNPABHOCTb MOXET NPUBECTU K
Cepbe3HbIM NoTEPAM.

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.

BbICOKMIA: WHUMAEHTY NpucCBaMBaeTCs BbLICOKUWA NPUOPWUTET, €CNU MHUWMAEHT Cepbe3HOo 3aTparnBaeT
HopMarsbHOe BbINOMHeHne Gu3Hec-nNpoLeccoB. BbinonHeHWe Heo6XOAMMBIX 3a4ay HEBO3MOXHO. Takas
cUTyaumss MOXeT BO3HUKHYTb B peaynbTaTe TOro, 4to B BelumcnutenbHoit cpefe He paboTaioT wnu
HEKOPPEKTHO paboTaloT (YHKUMU, KOTOpble TPebyloTcsl B AaHHbIl MOMEHT. WHuUMAeHT Heobxogumo
o6paboTatb MakcumarnbHO ObICTPO, MOCKOMBbKY MNPOAOIKUTENbHbIA COOM MOXET HapyluTb BECb MOTOK
Npoun3BOACTBEHHbIX BU3HEC-NPOLLECCOB.

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.

CpeaHuMi: VHUMAEHTY MpUCBanMBaeTCH CPedHUA NpUMopuTeT, ecnyv MHUMOEHT 3aTparmBaeT HopmanbHoe
BbIMOSIHEHWe GusHec-npoueccoB. [lpuunHamu Takmx npobrnem moryT 6blTb HepaboTocnocobHOCTb MMM
HeKkoppekTHass paboTta dyHkumMin B BbluucnutensHon cpege. CooblieHnio npucBavBaeTcsl CpeaHui
NpUopuTET, ECNN MHUMAEHT 3aTparmBaeT HopMarbHOe BbinonHeHne buaHec-onepaumn.

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.

Hu3kuni: nHUMOEHTY nNpucBamBaeTCs HU3KWUIA MPUOPUTET, ecnv npobremMa OKasbiBaeT He3HauuTenbHoe
BNUsiHUE MM BoOOLLE He BNMsieT Ha HOpMarnbHOEe BbINOSIHEHME Ou3Hec-npoueccoB. MNMpuyMHaMK Takux
npobnem Moryt ObITb HepaboTOCNOCOBHOCTL WM HeKoppekTHas paboTa peako Wnu  HeperynsipHo
ncnonb3yemMbix yHKLUUIN B BeluncnvtensHon cpeae.

SERVICE LEVEL REPORTING
OTYETbI OB YPOBHAX OBCIY>KUBAHUA
SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.

SAP otcnexuBaeT YpoBHM 0GCnyxuBaHWs, 0603HaYeHHble B HACTOsILEeM A0roBope, U cooblaet O Hux
3aka34ymKy B eXXeMecsa4yHOM CBOAHOM OT4eTe.

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.

B cny4ae ecnu oguH unu Heckonbko YpoBHeN obcnyxunsaHusa, 0603HavyeHHbIX B HACTOSALLEM JOKYMEHTE, He
yOOBNEeTBOPEHbI, 3aka3unk MoOXeT yBefoMUTb 06 3TOM HasHayeHHoro MeHegxepa SAP no pabote c
3aKasyMkamMu M 3anpocuTb aHanmM3 CTaTUCTUKM METPUK YpoBHEN o6CnyXMBaHWA Ha OCHOBE €XeMEeCSYHOro
CBOOHOrO OT4HeTa, npegocTasnsiemoro SAP.

SAP will then promptly:
SAP 0653yeTca He3ameanuTensHo:
determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and

onpefenuTb OCHOBHYH UMM BO3MOXHYK MpUYMHY c6Osi (ECM OHa W3BECTHA) sl COOTBETCTBUS YPOBHIO
obcnyxusaHus; n

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).
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4.4.

4.5.

5.1.

5.1.1.1.

5.1.1.2.

ecnu cbol He onpaBaaH, pa3paboTaTtb NnaH KOPPEKTUPYIOLLMX OEWCTBUIA U OTNPaBuUTb ero 3akasyuky Ha
NMUCbMEHHOE YTBEPXAEHWE (KOTOPOe He [OIMKHO ObiTb HEOGOCHOBAHHO 3afepXKaHo) U Nocne NMCbMEHHOTO
yTBepxaeHus 3aka3yMkoM peanu3oBaTb MNNaH B pasyMHbI MEPWOA BpPeMeHu (M B COOTBETCTBUM C
COrnacoBaHHbLIMM CPOKaMM).

If applicable, SAP will provide the specific Credit as described in Section 5 below.
B 3aBucmmocTu oT cuTyaummn, SAP moxeT npegoctasnatb KpeauT, onucaHHbIn Janee B nyHKTe 5 Huxe.

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.

SAP ocBoboxpaeTcs oT 06s13aTenbCTB NO BbiMnaTe cooTBeTCTBYOLWEro KpeanTta 3a obecnyxmeaHue, n 3To He
OyZeT cumTaTbCcsa HapyLeHneM YpoBHS 0OCNyXMBaHUS, €CNU aHanM3 OCHOBHbIX NPUYMH (NpoBeAeHHbI SAP
Hagnexawmm o6pasoM) MOKaXeT, YTO BUHOBHUKOM HecobniofeHus COOTBETCTBYIOLLEro YPOBHS
obcnyxuBaHusa aBnsieTcs 3aka3uuk; B 9TOM Cnydae Takoe HecobniogeHue cumtaetca WcknoyeHHbIM
BpemMeHeM npoctos. B cnyvae ecnu 3aka3uuk He cornawlaetcsi ¢ aHanvM3oM MepBOMpUYMH, CTOPOHBbI
opraHusyoT obcyxaeHne aHanusa nepBonpUYmH.

SERVICE LEVEL FAILURES

HEOOCTUXXEHUE YPOBHSA OBCITYXKMBAHUA
Service Credits

KpeauTbl 3a obcnyxvBaHue

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:

Ecnn SAP He cobniogaet npumernmoe Cornawenune o6 ypoBHe obcnyxmBanus no [JJOCTYNHOCTU CUCTEMBI,
3akasumk umeet npaso notpebosatb Kpeaut, paccuntbiBaemblii kak cymma KpeamTos 3a HenpopayktusHyto
BbluMCMTENbHYO cpedy, [1poAayKTMBHYtO BbluMcIMTENbHY0 cpedy u [lpegocTtasneHne cepsBepoB (B
3aBMCMMOCTUN OT OGCTOATENBLCTB), KOTOPbIA HAYUCIAETCA B Cly4ae HeBbiNnonHeHns SAP cOOTBETCTBYIOLLErO
CornaweHus 06 ypoBHe obcnyxusaHus no JJOCTynHOCTM cuctembl. 3asiBkn Ha nonyveHne Kpeguta SOMKHbI
nogasaTbCA [0OPOCOBECTHO MNOCPEACTBOM [OKYMEHTanbHO MOATBEPXAEHHOTrO COOOLLEHVS B TeyeHue
30 PaGounx gHen nocne nornyyeHus exemecsyHoro otyeta o CornaweHun o6 ypoBHe obcnyxumBaHWs no
HoctynHoctu cuctemsl. HM npu kakmx ob6cToAaTensCcTBax obLwmin MakecumanbHbIi pasmep KpeauTos:

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

3a nobon 1 Mecsu He MoxeT cymmapHo npesbiwath 20 % oT ExxemecayHoro Bo3HarpaxkaeHus 3a ycrnyrv 3a
3107 Mecsy no Bcem Cuctemam Ha ypoHe 99,9 % no CornaweHuio o6 ypoBHe oBChyXuBaHWA Mo
JocTtynHocTn cuctemsl (ecnu ykasaHo B [oroBope u npuobpeTteHo 3akasyunvkom) U CymMMapHOe 3HadeHue
100 % ot ExemecsuHoro BosHarpaxgeHus 3a ycnyru 3a atoT Mecsy no Bcem CornaweHnsim o6 ypoBHe
obcnyxuBaHusa no JocTynHbIM cuctemam; u

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).

3a NobON KOHTPAKTHBIA rof He MOXET CYMMapHO MpeBbIWATb OOHOW TPETU CYyMMbl rOf4oBbIX COOPOB 3a
noanucky Ha 3aTpoHyTyto O6nayHylo ycryry 3a Takon rof (Mnu ofHoW TpeTu obLuei cymmbl c6opoB 3a
NnoAanucky Ha 3aTpoHyTyto OGnayvHyrt ycnyry, ecnu CpoK, yKasaHHbli B cooTBeTCTBytowem [loroeope,
cocTaBnsieT meHee 1 (ogHoro) roga).

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.

B cnyyae nogrtBepxaeHns SAP npaBa 3akasuuvka Ha nonydeHue KpegutoB B MMCbMEHHOW dhopme (Mnu
nocpeacTBOM 3reKTPOHHOM nouyThl) SAP npumeHuT cooTtBeTcTBYHOWMIA Kpeaut k nocnegytowiemy cyeTy 3a
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5.2.

5.21.

OGnaqHy}o ycnyry nnm Bo3MeCcTuUT cpencTtsa, ecliim no ycrioBuam CornaweHns pganbHenee BbiCTaBMeHNE
C4YEeTOB HEe nponcxoauT.

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.

3akasumk npusHaeTt, 4To KpeauTbl ABNSAIOTCA €OMHCTBEHHBIM W UCKIOYMTENbHLIM CPEeACTBOM MPaBOBON
3awWmnTel 3akasynka B crnydae HapylleHusi komnaHvein SAP ykasaHHOro YpOBHs oOCnyXvBaHWs, 3a
UCKIMIOYEHNEM CryHaeB, Koraa 3To 3anpeLLeHo CyLLeCTBYIOWUM 3aKoHoAaTeNLCTBOM.

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

3akas4unku, nognucaswmecs Ha ObnayHyto ycnyry He Hanpsamyto yepe3d SAP, gormxHbl TpeboBaTb Kpeaut y
COOTBETCTBYHOLLMX NapTHepoB SAP.

Termination
PacTtopxeHue

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.

Ecnn SAP He BbinonHsetr CornaweHve 06 ypoBHe obcnyxuBaHns no [oCTymHOCTM cucTembl Ans
MpPOAYKTUBHON BBIYMCNNTENBHOW CPeAbl Ha NPoTsXeHun 3 nocneposaTtenbHbix Mecsaues, 3akasymk MoXeT
npekpaTuTb AencTBMe COOTBETCTBYIOLWEro [loroBopa, Hanpaeme SAP nucbMeHHOe yBeOMIeHNe B TeYeHne
30 gHen nocne nony4veHus 3aka34ynkom COOTBETCTBYHOLLLEro oT4eTa 06 YpoBHe obcnyxunBanus. MpekpalleHne
Aencteua BCTynaeT B cuny 4Yepe3 1 Mecsay nocne nonydeHns SAP Takoro yBegomneHus (unv Ha 6onee
NO3AHI00 AaTy, ykadaHHyto 3aka3yukom B yBegomneHun). Bo nsbexaHne COMHEHWIN NOSICHAETCA, YTO AaHHOe
npaBo Ha npekpalleHne AencTBUs UMeeT NPUOpUTET Had NBbLIMU NPOYNMU MONOXEHUAMN O NpeKpaLLeHun
AencTeuns, onncaHHbiMn B OBLLMX YCIOBUSX M NOMOXEHUSAX U CBA3AHHLIMU C HeBbIMOMNHeHnem CornalueHns
06 ypoBHS 06CnyxvBaHWA, U NpaBo Ha npekpalleHve AencTsns no OBLMM YCNOBUAM U MOMOXEHNAM He
npumeHsieTcs.

SERVICE REQUESTS
3AABKU HA OBCITYXXUBAHUE

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:

Ons Ycnyr Private Cloud Edition 3aka3uukn MoryT 3anpalivBaTtb OMpeferneHHble 3a4ayn, CBsi3aHHble C
BbiumcnmtensHon cpepoi, Yepes nnatgopMy SAP Service Request Platform («3anpoc Ha obcnyxuaHmey).
Ecnun 3anpocbl Ha obcnyxvBaHue otnudarotcs oT WHumpgeHta, SAP o6pabaTeiBaeT 3anpocbl Ha
obcnyxuBaHve B TeYEHUE crieayoLLmMx YacoB paboThbl:

PRD 24x7 subject to Excluded Downtime
MNpoaykTuBHas KpyrnocyTouHo ¢ y4eTom McknoueHHoro
BbluucnutTenbHas BPEMEHM MpocTos
cpena
NON-PRD 24x5 (Business Days) subject to Excluded
Downtime
HenpoaykrtusHas 24x5 (paboyne aHU) C y4eToM
BbluucnuTenbHas McknoveHHOoro BpemeHn npocTost
cpena
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