SAP Business One Cloud
SAP Business One Cloud [\/%—f4k =]

Supplemental Terms and Conditions

AhFEARF KA

This Supplement is part of an Agreement for SAP Cloud Services between SAP and Customer and applies only to
SAP Business One Cloud (the “Cloud Service”). Any documents referenced in this Supplement are available upon
request.

A7 SAP 5 /7 ik SAP = ISR B ) —#R 4y, & SAP Business One Cloud [ & — &b =] (LLF{E
g5 O o AfhgeH 5] AR A SCR AR I 1 3R T AR At

1. DEFINITIONS
&3

“Add-Ons and Extensions” means a set of Business One Application-related functionality created by, SAP or SAP
partners for use by multiple customers that have been reviewed by SAP in accordance with SAP's program guidelines
for Cloud Service Add-ons and Extensions.

“PRAMNYT RER” 218 SAP 5l SAP SELk A1, ft SAP kil SAP Z IR ss4 AL AN R AL Fr it R v
HZ 2 A% P I I — 2241 Business One [ FH 25 AH K e -

“Business One Application” means the SAP Business One, version for SAP HANA software application.
“Business One B2 /&1 SAP Business One (SAP HANA Jii) [Mh45—1k4k SAP HANA FR1#AE B FH

“Business One Company” is a Business One Application object that represents a set of master data, configuration,
reports and transactions that represent a  Customer’s business unit / legal entity.
This object may also represent an overall purpose or state of that business unit, division or legal entity. For example,
as production, test, training, development or archived company. In the Cloud Service this object is contained in a
HANA database schema and maybe copied and restored to represent one or more of these states not to exceed the
number of Business One Companies licensed by the Customer. Additional Company Databases may be added via
subscription by the Customer as required with the metric “Entities”. Entities are the total number of legal entities.

“Business One A#]” £FR/RRRE P B BIE RSN — RPN L HIE. BE. HEMZL S Business One
NFHFRT X Ro X RIB T RIRA IO 5 B4 H0 1SR SR IR B AR BOIRAS . Blan, A= K. 55l PR
WA AF . IEREH, ZXNREETE SAP HANA Fidl FE4u iy, ATATRGIARE, URR—ANTEZRE,
EAREH I E I Business One ARIEE . WFHHNINE L AREWEE, B REFZLb “92ik” S T/M
Flo SEf ik s 4R

“Connectivity App(s)” means any integration technology whose primary function is to directly connect disparate
applications to enable the direct communication and/or management of data between such disparate applications
by/through such integration technology.

CEBENF RITEREAR, REARM E B AR BERA RN AR, DEARFE N AR 2 0 Se I B
I B A5 /e

“SAP Technology Solution” means means SAP NetWeaver Foundation for Third Party Applications, SAP Cloud
Platform (excluding when used solely as a Connectivity App between an SAP Application and ERP) and SAP loT
Application Enablement (including any renamed and/or successor versions of any of the foregoing made generally
available by SAP (if any))

“SAP B ARMBUTER” 748 SAP NetWeaver Foundation for Third Party Applications[%5 =75 R FAFER ) NetWeaver
#L1ii]. SAP Cloud Platform[z ¥ ] ({U{E SAP N FIREFF Al ERP 2 [a] (345 3 M f 1 SLER 48D A SAP loT
Application Enablement[#J15: /4 5 FFEFF 3217 (45 SAP it $2 At (1) bR A {a] N FF R AR AT 28 iy 44 A1/ B8 5 SR R A
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2.1.

2.2

2.2.1.

2.2.2.

2.23.

224,

2.2.5.

“Services Description” means the document made available by SAP describing the services provided by SAP as
part of the Cloud Service available at htips://www.sap.com/about/cloud-trust-center/cloud-service-level-
agreements/cloud-services.html?search=business&sort=title_asc. The Services Description may be updated by SAP
from time to time, subject to the relevant provisions in the Agreement.

“REUH” BN H SAPENEMEN — o R—MEPHMEH X, ZXHMET:
https://www.sap.com/about/cloud-trust-center/cloud-service-level-agreements/cloud-
services.html?search=business&sort=title asc. SAP FJRHE A TS 1 AH 5% 5% 35 B i 58 351 AR 551 B

“User” means, for purpose of the Cloud Service, individuals authorized under this Agreement to access the Cloud
Service.

“RPY . EST S, AR = 55 1A
FEES
#H

Named User Exception. Users of the SAP Business One Application which interfaces to a separate Customer SAP
ERP installation (‘SAP ERP on-premise’, ‘SAP S/4HANA on premise’ and ‘SAP S/4HANA Cloud’) are not required to
be licensed as SAP Named Users under Customer’s agreement with SAP or an authorized SAP affiliate for such SAP
ERP system.

fae P BIAMEDL. KRS SAP EUARALT SAP JCIEALET X% /2236 f) SAP ERP HHUHE, SAP
Business One M A## A T 135 SAP ERP #4t ( ‘SAP ERP AithfiA’ . ‘SAP S/4HANA A4’ 1 ‘SAP
S/4HANA Cloud’ ) , SAP Business One B HH ' o7 3k1% SAP $8E H . (BN Nan 4 ) ¥l

SAP Business One Cloud Starter Package Edition includes the following User types and is subject to the following
conditions:

“SAP Business One Cloud (FEBIHMAFEMRA) DL —ib = B AFaMRR]” B3E LT H A RRIEZ DUN &R
2

Starter Package User is a User who performs operational related roles supported by the Starter Package Edition.
The Starter Package User does include the rights granted under a Mobile Application User and Indirect Access User.

The Starter Package User does not include the rights granted under a Professional User. Microsoft remote desktop
services are included in the subscription fee.

Starter Package User 2 $8H047 5 2 84 BL IR A SCHF I 45 AE A G A €4 FH . Starter Package User &7 Mobile
Application User I Indirect Access User T4 T HALF. Starter Package User A4 &%} Professional User # T 1AL
Fl. Microsoft ZEFE 5 1 R 556 & fE AL ol e

The maximum number of Starter Package Users in this edition is five (5). If Customer requires more than five (5)
Starter Package Users, all Users will need to be Professional or Limited Users under the SAP Business One Cloud
Professional Edition.

ARA ] Starter Package User s 2 AT (5) 4~ WEF FEMEILTH (5) 4 Starter Package User, T
45 EYFRT Dy SAP Business One Cloud (ki) [Business One = %Mk k] I Professional User 5% Limited User

The minimum requirements for the Business One Cloud Starter Package Edition is three (3) Starter Package Users.

SAP Business One Cloud (JEZ# A [Business One z & S A AR ARG T R 2= (3) 4 Starter
Package User.

The Starter Package User cannot be combined with any other User types.
Starter Package User A~ fg ST HAh A F 2B &FEH

One (1) Business One Company is included with the SAP Business One Cloud Starter Package Edition. Additional
Business One Companies may be added via subscription by the Customer as required.
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2.3.

2.3.1.

2.3.2.

2.3.3.

2.3.4.

2.3.5.

SAP Business One Cloud (JHzh# Uk A) [Business One = )3 s A AR AR L— (1) 4> Business One /A 7]
. W ¥ % Business One AT, %/ AR i E ST VP

SAP Business One Cloud Professional Edition includes the following User types and is subject to the following
conditions:

“SAP Business One Cloud (£MViR) [Business One EMVAR]” AL4E LU T H 2R B 2 LN &4 Z1R .

Professional User is a User who performs operational related roles supported by the Cloud Service. The Professional
User is needed to administer company specific settings in the Business One Company and work with Production and
Material Resource Planning (MRP). The Professional User does include the rights granted under a Mobile Application,
Limited and Indirect Access User. Microsoft remote desktop services are included in the subscription fee.

Professional User /218847 = &S LRI EAEAR G A BRI 7. 73 Business One /A & HP IR &) 45 e v B LA S AE
PRI R TR (MRP) I 752 Professional User. Professional User £1% Mobile Application User. Limited
User fil Indirect Access User F % F KR . Microsoft izt 72 5% [ AR 55 & e AL 92

Limited User is a User who has access rights to the Cloud Service functionality to support operational processing and
information requirements in a specific role. Each Limited User can be requested as one of these roles: CRM, Financial
or Logistic. The Limited User does include the rights granted under the Mobile Application and Indirect Access User.
Microsoft remote desktop services are included in the subscription fee.

Limited User &8 BT I = iR ThEE, LURRE iR fbia B EAUE B R R EMA . 44 Limited User $4J7[ H
WEATUU Rtz —: CRM. W¥si#ii. Limited User 24 Mobile Application User 1 Indirect Access User F#%
TR . Microsoft i #2 5 1fl ik 55 £ & EFLH T .

Mobile Application User is a User who has access rights to the ‘SAP Business One Sales’ or ‘SAP Business One
Service’ mobile application only. It can access SAP partners and customers’ Add-Ons and Extensions. Microsoft
remote desktop services are not included in the subscription fee.

Mobile Application User j&35{X & “SAP Business One Sales[Business One #4§%]” B “SAP Business One
Service[Business One k%517 B30 FH VT RIBRITH . ZH PR LLVi il SAP SRR 1Y ALY R
J¥ . Microsoft ZEF2 51 IR 55 A B & TEFLH 28

Indirect Access User is a User authorized to access SAP Business One via its application programming interfaces
only. It cannot access any of the user interfaces (desktop and mobile) developed by SAP. Microsoft remote desktop
services are included in the subscription fee.

Indirect Access User s& I8 & HAUN AT @ i N A2 P gwFE 42 1175 7] SAP Business One IR . % P AEEVT I B
SAP TR AR P A GRS R - Microsoft izo 2 52 1 AR 45 6 -& AL 28

SAP Business One Indirect Access by non-employees is an Instance authorized to access SAP Business One via its
application programming interfaces only. It cannot access any of the user interfaces developed by SAP (except the
login and password screen). It cannot be used by employees and contingent workers (including statement of work-
based consultants, independent contractors; freelancers, other outsourced and non-permanent workers who are hired
on a per-project basis). Instances are unique connections to a single specified application or technology type. The
SAP Application(s) and their required instances can be used without additional license fee. For the purpose of this
Section, “SAP Application(s)” means all SAP software (including third-party software licensed by SAP) licensed under
a license agreement with an SAP entity/authorized partner and/or SAP cloud services for which Customer has a valid
subscription, excluding SAP Technology Solutions and all database Packages. Microsoft remote desktop services
are not included in the subscription fee.

£ T SAP Business One Indirect Access[Business One [i1]3:37 ]| /& $8 22 AU AT 1 i 1 5 FH R85 m A2 4 117 1)
SAP Business One {1526, ZH P REEVT 10 B SAP H & 14 8 S5 AN 1D B %2 AAMOAT AT P i . B3 AN RS T
AHEAL IR TAE U B A RS i) . Ahor & rs . B ER -, 4200 H B A Hah A TAE A RGN T/EN 2D
ABER . SRR S AR R FE P s B R 8 AL e — 8% . SAP R FEFF &L 75 sel 6 o e nl 2 B m]
. fEARYH, “SAP BH” Zfgilid 5 SAP SEARSIZ ARG AEIKAEZAT MV Al il VF AT AT SAP #AF (R fE
SAP YFRTIAE =780k, FI/E % P HAAH SR SAP ZHRSS, SAP R f w7 M T A S0k B A s A &
TEW - Microsoft iz fE 5 [ AR %5 A S 7EFL A b o
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2.3.6.

2.3.7.

3.1

3.2.

3.3.

The minimum requirements for the Business One Cloud Professional Edition is three (3) Professional Users.
SAP Business One Cloud (£MEkR) [Business One = AR ISR F il B3R & = (3) 4> Professional User.

Two (2) Business One Companies are included with the SAP Business One Cloud Professional Edition. Additional
Business One Companies may be added via subscription by the Customer as required.

SAP Business One Cloud (%lhR) [Business One = TVRIFEMEF (2) 4~ Business One A H]. Wi 5 % Business
One A&, & AIARYE TR E STV

CLOUD SERVICE SCOPE
=R EE
The Cloud Service includes the following core SAP Business One modules

=R & LU %0 SAP Business One fiit

e Administration e Financials e Opportunities
I It % Wl

e Sales— AR e Purchasing — A/P e Business Partner
R — R KW — REATIKER W55 ARk

e Banking e Inventory e Resources
AT AT T

e  Production e MRP e Service
Az Yokl e Rtk &2

e Human Resources e Project Management
NI3 5 =k =gl

The Cloud Service includes a runtime version of SAP Crystal Versions for SAP Business One. SAP provides
preconfigured SAP Crystal Reports as a part of the Cloud Service. Such SAP provided reports are available to all
Users without additional subscription fee.

=R EIE 1T K SAP Business One (SAP Crystal i) . SAP 24t Tific & ) SAP Crystal Reports 1E 8= IR %%
HI—#r . SAP REERRER M BT F R4, o/ STAT AN 9t

The Cloud Service can only be used with the localizations supported by the Cloud Service. The Cloud Service will be
issued 'per localization'.

=R LAY 2 R 55 SRR A A B — e o RS EERS “ RN AR AL B A
IMPLEMENTATION SERVICES.
SEHAR S5 -

The Customer is responsible for the initial set-up, configuration and any integration of the Cloud Service. Some set-
up and/or configuration effort is required to use the Cloud Service and is not included with a subscription to the Cloud
Service. The Customer may contract with the authorized SAP partner from whom the Customer has purchased the
SAP Cloud subscription.

BN SRS HIVIIR R E . BCEANEMAEB AR (8 2 55 I 7 AT — LS B A/ LA, (HiXE TIEA
FFEIE R ST . & A5 10 H A48 SAP Cloud[ =L 4240 SAP & AEfK 1T 3L & 1R

SUPPORT SERVICES
SCHERRSS

SAP provides support services for the Cloud Service in accordance with Attachment 1 to this Supplement. SAP
operates a shared support model for the Cloud Service in which certain services will be provided by the authorized
SAP partner from whom Customer has purchased the Cloud Service subscription.
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2.1.

Attachment 1
B 1
To
HF
SAP Business One Cloud
SAP Business One Cloud [/ 5—{&4b =]

Supplemental Terms and Conditions

A FEFFR KA

Support Services for SAP Business One Cloud

SAP Business One Cloud[Business One =]/ 3Z ik 45

This Attachment 1 (Support Services for SAP Business One Cloud ) describes the Support Services provided by SAP
to the Customer for the Cloud Service. All capitalized terms not defined in this Attachment shall have the meaning
ascribed in the Agreement. SAP may modify the scope of the Support Services from time to time at its own discretion
in accordance with the terms of Agreement.

A 1 (SAP Business One Cloud[Business One =] H#R%) M T SAP &5 = AR % [ & P SR AL S FE AR 55
AP AR B B DA B S TR RS RLE A PO 3 FOR T o SAP IR SR X BE R B AT BB O
R45 HITE L

DEFINITIONS:

& X

“Incident” means a fault, an error or a malfunction of the Cloud Service.
CHEMBT IR RGBT .

“Initial Reaction Time” means the defined time between acknowledgement of entry of an Incident and the
provision of a qualified response to the Customer. At priority "very high", the time is measured in real time. At all
other priorities, the time is measured in business hours between 9am and 6pm local time.

“RAEME SLR B 7 2R RE ST A F AR A 2 P SRS B R I (A, PRS0 “ARE R I, IR BLSE PR
WFRTHS . BEXE T HA AL g, I 1A LA ) 27 O s A 6 il Z 1Al AR I ) 15

“Maximum Processing Time” means defined time acknowledgement of an Incident and provision of a solution or
a workaround to Customer.

“BCALERRTE 7 R E SIS ) R SR A R G B S it R PRI )
“Support Services” means the services outlined in this Attachment 1.
OSBRSS AR 1 hHUE RS
SAP SUPPORT SERVICES RESPONSIBILITIES.
SAP SCRERSS FAE-
SAP will not provide Support Services under the following circumstances:
FEVL RSB, SAP ARHESTRFIRSS -

any problem that arises because the Cloud Service was altered without SAP consent or that arises from the use of
the Cloud Service in breach of the Agreement.

IR ZE SAP [R5 48 B T8 2 Ik 55 308 S A WU 25 e 55 51 A B AT i)
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2.2.

any problem that arises in connection with the use of the Cloud Service that was not distributed by SAP as part of the
Cloud Service, even if such products are delivered together with the Cloud Service.

A E T IR 7 th SAP AT 0 KIS CBIAEBESE™ il 5 iR 55— 5D SR AT [ .

that results from inappropriate configuration, unsatisfactory Customer training, lack of or incorrect business design or
incorrect operation.

HFREAS . BRI R, S5t =Z s IER . 3R AE A 255 SR BT 7= A R 45

The following activities for the Cloud Service are part of the of the shared support model between SAP and the
authorized SAP partner from whom Customer has purchased the Cloud Service subscription:

TSI LL TGS Z SAP 5% 4 = IS5 AL AOEAL SAP A E kA Z 1AL R 3% =2 SR — 340

Activities SAP Partner
30 ARk
Infrastructure and Server Management
Eri 5 RFHEE
Server Management (all servers) up to and including the OS X
&% HOFHERERGRIRSHER Ta RS &
Server OS and Network Infrastructure Patch Management X
R 55 254 2R GO W 25 R kb T B
Network Management X
EEScs:
Initial Landscape configuration X
I BT B
Initial Installation and configuration of the landscape with associated components X
DR SR SR HOATI A 22 e A B
Initial and ongoing Server configuration and management X
IR ARSI 55 4 0 B 5 i PR
Backup Services X
#A RS
Monitoring
ki
Infrastructure Monitoring (Memory, CPU, disk) X
Stz (AfE. CPU. HEED
Capacity Monitoring X
AR
Security
ZE
Network Infrastructure Security (i.e.: Firewall, IDS/IPS) X
W Zg SR 24 (B, Blikd&. IDS/IPS)
Server OS Security Patching X
55 de i E R G A ah T
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Activities

53

SAP

Partner

AR

Access Security
Ty ) 22 42

X

DDoS Monitoring
DDoS i f#

Security Software: Anti-Virus
BARM: R

auditing
I R 22 A Y ) 5 95 03 U AN L P AR T 2 4 o 2

Application security vulnerability and penetration testing and application security

Secure custom application development

74 H E N R IT R

Security incident management related to hosting environment

SICEWEA KM 2 e

545 SAP NP AR A R 10 2 A AR B (WA E O

Security incident management related to non-SAP application code (initial alerting)

Security incident management related to non-SAP application code (mitigation /
remediation)

57 SAP N FRE AT R 1 2 A AR B (R A HNRO

Database Management

Hom e

Database installation and configuration

Kot e 2 R B

Patching of the database
B PEATHN T

Database backup and restore

Kot 2 AR R

Database monitoring

Bt e A%

End User Lifecycle Management

BRAR P A REE

Provisioning of new End User tenants

Tic T iR 2 F P AL

Creation and control of End User user access

B AN ] dpe 2 (4 PP T BURR

Deployment of extensions to the landscape and to End User tenants

S S AN e 2 L P AL (8 A

Upgrade of End User tenants to later SAP Business One patches
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4.1.

Activities SAP Partner
W3 BRIk AR

B & AL TN BT R SAP Business One % T

User Acceptance Testing X
FH P Bar WA i
SAP Business One Cloud Landscape upgrades X X

SAP Business One Cloud[Business One =424 F+2

Support & Incident Management

XRSHEMEH

First line support. Support Level 1 X
- B S &

Create new incident based on automated alerts or support request by phone or email X

from End User

BT A B R e A I R A TS B R A ) SRR SR B R A

Capture incident details X

HIRFF TR B

Categorize incident X

HF

Prioritize incident X

BOEFHSEH

Investigate and diagnose incident reporting by End User X

VA AN W e 28 P o i A

Assign incident to appropriate support group within SAP for resolution X

K iess SAP PN RIHE RZER 3R AN HEAT fif i

SHARED SUPPORT MODEL
FHESRER

Under the shared support model for the Cloud Service, together with the authorized SAP partner from whom
Customer has purchased the Cloud Service subscription, SAP provides Support Services. In this model, the
authorized SAP partner acts as primary support contact to the Customer for the Cloud Service. This means that the
authorized SAP partner will receive all inquiries and Incidents from Customer and will provide primary support for any
Incident raised by the Customer for the Cloud Service on behalf of SAP per its Customer contract.

FERMRF RIS, SAP Ha & i SRS IIRAL SAP SEKAE— R SIS . EIET,
R SAP FARIKFE7E 2 SAP 5% /1 Z A L ESCFFIRA N, Dot E IR FHE . a2l $BUK SAP A 1ELk
PRI P T WS FE, JFHANE S B SR MRS, 2% & RAR SAP R 1 850 K.
CUSTOMERS RESPONSIBILITIES

ZPRE

Customer will designate two (2) primary users that will raise and respond to support Incidents. Customers shall
provide to SAP and the authorized SAP partner contact details (e-mail address and telephone number) by means of
which the Customer contact or the authorized representative of such Customer contact can be contacted.

FPKAREM (2) ZEZHP, AT AN SRR, 2SR SAP FIFALH) SAP S AEIK AR AL VRN R
R RTINS SAS) , DIGRIERENS 5% /7 Ik RN B SR 7 I R N AR BN B BE R
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4.2.

5.1.

To receive support services hereunder, customers shall reasonably cooperate with the authorized SAP partner and
SAP to resolve support Incidents, and shall have adequate technical expertise and knowledge of their configuration
of the Cloud Service to provide relevant information to enable the authorized SAP partner and SAP to reproduce,
troubleshoot and resolve the experienced error such as, by way of an example, instance name, username, form name
and screenshot.

ARAF AR BT T SRR, % 7 LA BERC A AU SAP AAEAKAERT SAP R SCRE S, R @ 4. 5H
TS EA RIS TALEARRAIR, LUE R SAP SeAtHSC(E 2, RN SAP S /EkHEAI SAP RE I, HERRAIfiE
MBI, B0, CLSEEARR. 4. R AMEEEX.

INCIDENT HANDLING

sk

After receipt of the Incident, the following will be performed:
RIS, AT DL R HRAE:

e Check if Incident report from Customer is complete and if necessary, obtain missing data and information from
Customer.

R PRSI F R B e 8, HAE LS A AL SRR R R B A 15 2

e Prepare a comprehensive description of the problem which is the basis of the Incident, which shall include all
steps that led to occurrence of the Incident, full syntax of the problem message and surrounding system variables
or factors.

M SRR A E R I A R R AT fi g, AR SBERA I T A IR 1B B S8 R TR M R RS
HEEKER.
e Search for available SAP Notes and assign them to the Incident if relevant.
R ATHIR SAP VERE, WIAHSG, K rmiss it
e Search for errors using the data provided by Customer.
8% PR B B AR A R

e Reproduce and isolate the Incident in the Customer’s Business One Company or their own test environment with
similar releases.

1E% /' [f) Business One A " B RSB B MNRIAE N, ERIEFR 1.

e Analyze if the Incident can be attributed to a defect of the Cloud Service.
IS T R 2 R 55 B SR P i ko

e Propose appropriate workaround if the Incident cannot be attributed to a defect of the Cloud Service.
PR = RS ISR PTG A, 3R ALE RS20 R .

e  Submit the Incident to SAP if the Incident can be attributed to a defect of the Cloud Service and if no SAP Note
is available to solve the Incident.

HEE R SS SREE PG A, 1 B R B RS H 1) SAP IR, WA FIFR ALY SAP,
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5.2.

Incident prioritization:

SR ST
Priority Definition Response Level
e =3 M 82 55 4%
Very High A problem message or Support Case is Targeted Initial Reaction Time:
B categorized with the priority "very high" if the A7) e S8 )
problem has very serious consequences for ) )
normal business transactions and urgent work 60 minutes (real time)
cannot be performed. This is generally caused by | 60 7% (SZFRET(A]D
the following circumstances: Targeted Maximum Processing Time:
el U IR LS5 A S i B R R BB | g bk ]
= BT, A% ) A B B SRy g4t )
W SIS | A M E S i 11 : o
- - ) 8 /N (BRI 1A
e Absolute loss of the Cloud Service
RS B 5E ARk Ok
e  Malfunctions of central SAP system functions
in the production system of the Customer
BRI RG T g SAP RS LT RE
e
e Delays to the planned production startup or
upgrade within the next 3 workdays.
TR P50 8T ) Ja SE IR = T AR H
e The problem message requires immediate
processing because the malfunction may
cause serious losses.
PRyt b 2 S BU™ EAK, T LA AT R Ak
HEZ v R
High A problem message or Support Case is Targeted Initial Reaction Time:
= catggorized with the priority "high" if normal A7) e S )
business transactions are seriously affected and )
necessary tasks cannot be performed. This is 4 business hours
caused by incorrect or inoperable functions in the | 4 > TAE/IN
SAP system necessary in the actual situation. Targeted Maximum Processing Time:
The problem message requires immediate . N
processing because the malfunction can seriously H bR A SN T
disrupt the entire productive business flow. 2 business days
WIE 55738 5 2B E i, B ERES T | 2 M TIEH
AT, I S SR SRR S A2
“T7 o XRH TR LIERBAT DN SAP &
g th LD BE e B BRI AT S BN . RO ™
EIRELEAN TN SRR, BT LA 2R I A % ]
ERTED S
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Priority Definition Response Level
ek & X i A 2R
Medium A problem message or Support Case is Targeted Initial Reaction Time:
8 categorized with the priority "medium" if normal SR L ISAGACIE
business transactions are affected. The problem )
is caused by incorrect or inoperable functions in 8 business hours
the SAP system 8 A TAE/NeY
WIEEN S22 5 Z B, Z 0 By RECC R d | Targeted Maximum Processing Time:
PRSI “h” o XK R HT H b i 1 A B 1]
SAP R4 LIt F i BRI AT S BN . 4 business days
4 A4TAEH
Low A problem message or Support Case is Targeted Initial Reaction Time:
e categorized with the priority "low" if the problem A7) e S )
causes few or no effects on normal business )
transactions. The problem is caused by incorrect 16 business hours
or inoperable functions in the SAP system that 16 A LAE/N
are not required daily, or which are rarely used. Targeted Maximum Processing Time:
STiE SRS TE 555 5 B B R BT IR, | b A b ]
] 2% e SR B S U AV EE s ,
W1 B L A S 01015 8 business days
K7 o X AR BT ANG AT BRI 8 Tk
SAP REIIRE S BEIEAT FEN. !
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