SERVICE LEVEL AGREEMENT FOR SAP CLOUD SERVICES
SAP = B5 AR &K

1. Service Level Agreement
RS AP
This Service Level Agreement for SAP Cloud Services sets forth the System Availability Service Level
Agreement ("SLA") for the productive version of the applicable SAP Cloud Services to which customer has
subscribed (“SAP Cloud Services”) in an Order Form with SAP.
A SAP = RS RS /KPR E T2 s i s SAP AL AR, SAP =4 (LU N FARNSAP =RE") 477l
KRG RS KT (BLUREFRNSLA™ .
This Service Level Agreement for SAP Cloud Services shall not apply to any SAP Cloud Service for which a
System Availability SLA is explicitly set forth in the applicable Supplemental Terms and Conditions for such
SAP Cloud Service or for which the applicability of the System Availability SLA is explicitly excluded in the
Agreement.
A SAP Z RS B MRS AN IE B T80 AR TG F A 8 26 R S AR R BRI G 7 R T M SLA B Rgiv 1% SLA
B HERRAE WL Z AN AT SAP = IR%5 -

2. Definitions
X
“Downtime” means the Total Minutes in the Month during which the productive version of the applicable
SAP Cloud Service is not available, except for Excluded Downtimes.
“MENLES[R] "2 H8— AN H WAHRL SAP 2 HR &S AR P2 AR A T R R S 2 B, HEBR AL TR AN B TE Y
“Month” means a calendar month.
“H"RHHH
“Monthly Subscription Fees” means the monthly (or 1/12 of the annual fee) subscription fees paid for
the Cloud Service which did not meet the System Availability SLA.
“HRMRR I AL R R AR A SLA M IRss A A FLA S (SRR 1/12)
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
“gA RSB EEAEALE (7)) RER N (24) MR
“"UTC"” means Coordinated Universal Time standard.
“UTC" 2 i th i F e i .

3. System Availability SLA and Credits
ZG T SLA fi3i4h

3.1 Claim process, Reports
R, mE
Customer may claim a credit in the amount described in the table of Section 3.2 below in case of SAP’s
failure to meet the System Availability SLA, which credit Customer may apply to a future invoice relating
to the SAP Cloud Service that did not meet the System Availability SLA.
1 SAP 3B R SLA, &P ATEBRIRG TG 3.2 TR T TR WIRS 2 Fik S, 5 WIHE H R KB RS
AT SLA 1 SAP Z i85 T Bk S5 v B R AR fe o
Claims under this Service Level Agreement for SAP Cloud Services must be made in good faith and by
submitting a support case within thirty (30) business days after the end of the relevant Month in which
SAP did not meet the System Availability SLA.
KA SAP Z RS RGPS B RIGLAUEE R, HAUE SAP IAEEI RS HME SLA AKX A4 K E =+

(30> MILAEHWIRAE R EH .

SAP will provide to customers a monthly report describing the System Availability percentage for the
applicable SAP Cloud Service either (i) by email following a customer’s request to its assigned SAP account
manager, (ii) through the SAP Cloud Service or (iii) through an online portal made available to customers,
if and when such online portal becomes available.
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SAP ¥ 7, A MEFRILEH SAP mIRESHIRETTHMER 7 Ledkis: (i) WRIEE ) M E M SAP & P 4
H LRI TR, B (i) ik SAP mARSS, B8 (Hil) ik MR SR AE IR, AT IESRAEZR T AT .
3.2 System Availability
ARG
System Availability percentage is calculated as follows:
RO M o g 7=

System Availability Percentage — (Total Minutes ‘Ln the I.VIonth — Downtime ) «100
Total Minutes in the Month
System Availability SLA 99.5% System Availability percentage during each Month
ARG A SLA for productive versions
XFAEFERRA, A H RS AN E 2N 99.5%
Credit 2% of Monthly Subscription Fees for each 1% below
i) System Availability SLA, not to exceed 100% of Monthly

Subscription Fees
BT RATTHM SLA —NE T, 3RE 2% A AR, &
AN A FELH 2 100%
Excluded Downtime Total Minutes in the Month attributable to:
HEBR LA [R) 5 H BB B -
(i) a Scheduled Downtime for which a Regular
Maintenance Window is described in Section 4 below, or
NTHEE 4 1T I E BRED & O RS USR], B
(ii) any other Scheduled Downtime described in Section 4
for which the customer has been notified at least five (5)
business days prior to such Scheduled Downtime
%4 WETRMEDRE R (5) AR HBMZE S T HAh
THRIE AL (]
or
o
(iii) unavailability 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.
SAP Lk G HEHIMN R SEARTH,  Heln BRI G 2
T T TGV TR e AN W] TN AR AS T SR B A
Scheduled Downtime Scheduled Downtime for the applicable SAP Cloud
THRIMEHLET H Services to which customer has subscribed is set forth in
Section 4 below entitled “"Maintenance Windows for SAP
Cloud Services”.
% E AL AR SAP 2 R4S (it RIS LI (876 N 28 4 T7SAP
= RS g O e T AUE

4. Maintenance Windows for SAP Cloud Services
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SAP =R E O

SAP can use the following maintenance windows for Scheduled Downtimes as listed below. Time zones
refer to the location of the data center where the SAP Cloud Service is hosted. SAP will provide Customer
reasonable notice without undue delay of any major upgrades or emergency maintenance to the SAP
Cloud Services.

SAPTI & FR TR AE LR 49 & O N BAT I RS L. B X248 SAP = IR A E O T fE L. SAPRIEESAPZ iR %5 AT
i) R TR B 2 R ) P ik G BRI A
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CLOUD SERVICE
=y s

Concur

Fieldglass

S/4HANA Cloud Edition
SAP S/4HANA
Cloud[HANA Fi$%EH4%]

S/4HANA Finance Cloud
for credit integration

H RS HERH SAP
S/4HANA Finance
Cloud[HANA R &EME0 %

=]

S/4HANA Finance Cloud
for customer payments
E 5% A5k SAP
S/4HANA Finance
Cloud[HANA B &EMHET %

=]

SAP Agile Data
Preparation

SAP Agile Data
Preparation[ RiE¥dE# %]

Regular Maintenance
EHAEY

Start Time in UTC per region
FEANHLIX B UTC FF4E (8]

APJ: SAT 3 pm UTC
WAREHA: UTCE/N I 3 M
Europe: SAT 10 pm UTC
WkH: UTC F7SHe b 10 £
Americas: SUN 1 am UTC
FEM: UTCEAHER 1A
Europe:
Winter FRI 9 pm UTC
AZEUTC A H M E 9 55
Summer FRI 8 pm UTC
H=Z UTC A fil I 8 £t
Americas:
Winter SAT 5 am UTC
AFUTC AAER 5 A
Summer SAT 4 am UTC
HFEUTC HAANER 4 K

APJ: SAT 3 pm UTC
WARKHZA: UTC AT 3 5
Europe: SAT 10 pm UTC
BriH: UTC JE7SHe L 10 1
Americas: SUN 4 am UTC
E: UTC AHER 4 &

APJ: SAT 3 pm UTC
WARKEHAA: UTC ST 3 5
Europe: SAT 10 pm UTC
WriH: UTC JA7SHe - 10 51
Americas: SUN 4 am UTC
E: UTC HHER 4 &

APJ: SAT 3 pm UTC
TWARKHA: UTCANTH 3 &
Europe: SAT 10 pm UTC
WR: UTC 7S | 10 &
Americas: SUN 4 am UTC
FEM: UTCHH®BRR 4

APJ: SAT 3 pm UTC
WARKHA: UTCEANTH 3 &
Europe: SAT 10 pm UTC
WRi: UTC JE7SHe L 10 &
Americas: SUN 4 am UTC
FEM: UTCHHER 4 4

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Duration
FEI 8]

4 hours

4 /NIF

3 hours
CRINi)

4 hours
NiN)

1 hour
1 /N

1 hour
1 /N

2 hours
2 /INEF

Major Upgrades
ERFAL

Timeframe in UTC per region
AFANHLIX B UTC i ) S

Note: Concur utilizes one Saturday per month
for releases following the communicated
times listed above.

R X TG FORVAERT (B R4S, Concur % H
FIF 72 Forh —ANJE S RIS ]

Up to 5 times per year

TERE 5 K:

(requires 5 days advance customer notice):
(HFERAL (5 KBRS -
Europe:
Winter: FRI 9 pm - SUN 2 pm UTC
A2 UTC M L 9 SZHH T 2 5
Summer: FRI 8 pm - SUN 1 pm UTC
BZ: UTCHEM -8 MZEAHTH 1 /4
Americas:
Winter: SAT 5 am - SUN 9 pm
A28 AR S AEAAK L9
Summer: SAT 4 am - SUN 8 pm UTC
HZE: UTCRAN®R 4 B A L 8 mi
Up to 4 times per year:
BERE 4 K:
APJ: FRI 9 pm - SAT 9 pm UTC
WARKHA: UTC ATl 9 & E N E 9 i
Europe: SAT 4 am - SUN 4 am UTC
W: UTC AAER 4 iERAHER 4 K
Americas: SAT 10 am - SUN 10 am UTC
FiM: UTC JA7S B4 10 fiZ=HH B4 10 55
Up to 4 times per year:
BERT 4 K-
APJ: SAT 12 am - SAT 6 am UTC
WARKHAA: UTCAAER 12 fZEANE L6 &
Europe: SAT 7 am - SAT 1 pm UTC
Bt UTC EZSH B 7 BN TH 18
Americas: SAT 1 pm - SAT 7 pm UTC
EM: UTCRAANT 1 BRANTT 7 8
Up to 4 times per year:
BERL 4 X:
APJ: SAT 12 am - SAT 6 am UTC
WARKHA: UTCAAER 12 JZERNE L6 &
Europe: SAT 7 am - SAT 1 pm UTC
FRl: UTC BN H B 7 SERSNTH 18
Americas: SAT 1 pm - SAT 7 pm UTC
EM: UTCRAANTT 1 MEBRAANTT 7 A
Up to 4 times per year:
BERL 4 X:
SAT 12 am - SAT 7 am UTC Summer
HZF: UTCRIANER 12 iBAANFR E7 &
SAT 1 am - SAT 8 am UTC Winter
A7 UTCHANER 1 RERANLET 8 8
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SAP Anywhere

SAP Ariba Cloud
Offerings
SAP Ariba %%

SAP Asset Intelligence
Network

SAP Asset Intelligence
Network[ &= {FiR M4 ]

SAP Browse Manager
and Conversion Manager
SAP Browse
Management[ ¥ K& #E 1A
SAP Conversion
Management[E# & ]
SAP BusinessByDesign

SAP BusinessObjects
Cloud (formerly Cloud
for Analytics and SAP
Cloud for EPM (includes
Cloud for Planning))
SAP BusinessObjects
Cloud (#i&4 SAP Cloud
for Analytics[£#7=]1R1
SAP Cloud for EPM[EPM
=] (&% SAP Cloud for
Planning[#XIZ=1) )

2 hours
2 /B

Americas:
3@/}”

WED 6 am - 10 am UTC

UTCF =% F 6 mi% L4 10 &
APJ/China:
MR R H A/ E

THU 2 pm - 6 pm UTC

UTC A R4 2 ME RN 6 2
APJ: SAT 3 pm UTC
WAREHA: UTC NI 3 M
Europe: SAT 10 pm UTC
Wi: UTC F7SHe b 10 A5
Americas: SUN 12 am UTC
FEM: UTCHHER 12 &
Monthly (first window 6
weeks post Major Upgrade):
|H—R (EAEOEE TG
7S (6) FW) :

4 hours
4 /NS

6 hours
6 /NS

APJ, Europe, Americas:
WARKLHA, BRI E:
Winter:

TUE 3:30 am - 3:30 pm UTC
UTC A —w R 3 A ETH 3 5
lF:
Summer:
HZE:
TUE 2:30 am - 2:30 pm UTC
UTC =% 2 FEETT 2 5
E‘é
No downtime required for| -
maintenance

TR

4 hours
4 /B

APJ: SAT 3 pm UTC
WARKHA: UTC AN 3 4
Europe: SAT 10 pm UTC
WriH: UTC JE7SHe - 10
Americas: SUN 4 am UTC
EM: UTC AHER 4 &

4 hours
4 /Nt

APJ: SAT 3 pm UTC
WAKHA: UTCANTFF 3 &8
Europe: SAT 10 pm UTC
Wl: UTC Fl7Sie | 10 55
Americas: SUN 4 am UTC
FM: UTCHH®BRR 4

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Up to 12 times per year
BEBRE 12 K:

Americas: WED 6 am - 10 am UTC
EM: UTCA=FR L6 &% LT 10 5
APJ/China: THU 2pm - 6 pm UTC
WARKEAR/E: AT 2 HETFT6 /A

Up to 4 times per year:

BERE 4 K-

Europe: FRI 3:30 am - FRI 3:30 pm UTC
W UTC A HwR 3 P20 R 3 sk

Up to 4 times per year:
BERZAX:

APJ: FRI 10 pm - SAT 10 pm UTC
WARKHAA: UTC AAM E 10 fZE AN E 10 &
Europe: SAT 5 am - SUN 5 am UTC
W: UTC AR 5 iBEAHER 5 &
Americas: SAT 11 am - SUN 11 am UTC
EiM: UTC S EA 11 B HH B 11 55
Up to 4 times per year*:
BERE 4 K*:

APJ: SAT 3 pm - 9 pm UTC

WARKHA: UTC AT 3 &M E9 sl
Europe: SAT 10 pm - SUN 4 am UTC
FRil: UTC JESI L 10 SSEHHER 4 5
Americas: SUN 4 am - 10 am UTC

FEM: UTCHHER4RZE ETLI04
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* These Maintenance Windows are separate from and in addition to the Maintenance Windows of the underlying SAP Cloud Platform.
* Xl 710 5 SAP Cloud Platform[ -7 & 1104k & 250 JF 19, JF HAE SAP Cloud Platform[ 21 & 14E4 & F # ik filf b3 .

CLOUD SERVICE
=y s

SAP BusinessObjects
Roambi

SAP BusinessOne
Cloud Deployment
Services

SAP Business One
Cloud[Business One =]
HE RS

SAP Clea for Cash
Application

SAP Clea for Cash
Application[ T FIE &M A
FEFH Clea]

SAP Cloud Appliance
Library

SAP Cloud Appliance
Library[ =M A E]

SAP Cloud for Real
Estate

SAP Cloud for Real
Estate[ 3= =]

SAP Cloud for Travel
and Expense

SAP Cloud for Travel
and Expense[ k1% H

=]

SAP Cloud Platform
SAP Cloud Platform[=
T4]

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Regular Maintenance
FEHIYES

Start Time in UTC per region
RN HLIX ) UTC AR I ]

APJ: SAT 3 pm UTC
WAREHA: UTCE/N R 3 M
Europe: SAT 10 pm UTC
RRHH: UTC JH7 1 E 10 &
Americas: SUN 4 am UTC
FM: UTCHRER 4 K

Europe: MON 2 am UTC
Wel: UTC A—# R 2 &
Americas: MON 8 am UTC
FEM: UTCH— L7 8 55

APJ: SAT 3 pm UTC
WARKEHA: UTC E/N I 3 A
Europe: SAT 10 pm UTC
M. UTC JEZSHE L 10 £
Americas: SUN 4 am UTC
FM: UTCHHER 4 K

Bi-weekly (odd calendar weeks):

T|WE—IX EGHAFE) -
APJ, Europe, Americas:
WRKHEHA B, FEM:
Winter: THU 6 am
A7 IR 6 Al
Summer: THU 5 am
HZE: GRS M
Europe: SAT 10 pm UTC
Wl: UTC FZSHE 10 &

APJ: SAT 3 pm UTC
WARKHA: UTCERNTH 3 M
Europe: SAT 10 pm UTC
W: UTC FlZSie | 10 5
Americas: SUN 4 am UTC
EM: UTCHH®BR 4 &

No downtime required for
maintenance

TR EHLED

Duration
FREE ]

2 hours

2 /B

4 hours
4 /NI

2 hours
27N

1 hour
1/Nef

2 hours

2/NE

4 hours
47N}

Major Upgrades
HERFAHK

Timeframe in UTC per region
AN IX FJUTCHY (8] Y

Up to 4 times per year:
BERE 4 k-

APJ: SAT 3 pm - 9 pm UTC
WARKHA: UTC AN KT 3 M E9 g
Europe: SAT 10 pm - SUN 4 am UTC
FRil: UTC JESHi L 10 SEZEHHER 4 5
Americas: SUN 4 am - 10 am UTC
FEM: UTCHHER 4 RELT 10 &
Up to 4 times per year:
BERE 4 k-

Europe: SAT 7 am - SAT 1 pm UTC
FBRil: UTC BIANHE L 7 SEZBENTF 18

Up to 4 times per year:
BERS 4 K-

Europe: SAT 7 am - SAT 1 pm UTC
W: UTC AR L7 B RAANTF 1A

Up to 12 times per year, during a one (1)

hour window made known by SAP at least
one (1) week in advance.*

HERZ 12 %, FF8— (1 AN/, SAP E/D
’ui— (LD FAEmES . *

Up to 4 times per year:
BERZAX:

APJ: FRI 10 pm - SAT 10 pm UTC
WARKHAA: UTCH Al E10 & A 1 E10s8
Europe: SAT 5am - SUN 5 am UTC

W: UTCRIANERS MZE A HE RS
Americas: SAT 11 am - SUN 11 am UTC
EiM: UTCAN EA1LEREH BA118

Up to 4 times per year:

BERE 4 1K

APJ: SAT 12 am - SAT 6 am UTC
WARKHA: UTCEA®R 12 REFRAFRLE6
i

Europe: SAT 7 am - SAT 1 pm UTC

il UTC JASH L 7 SERNTH 148
Americas: SAT 1 pm - SAT 7 pm UTC
EM: UTCRANTT 1 JEBRAANTT 7 8
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SAP Cloud Platform
API Management
SAP Cloud Platform
API Management[ =
£ API 5]

SAP Cloud Platform
Forms by Adobe

SAP Cloud Platform
Forms by
Adobe[Adobe =& &EH

1

SAP Cloud Platform
Gamification

SAP Cloud Platform
Gamification[ ZF &R
1]

SAP Cloud Platform
Identity
Authentication

SAP Cloud Platform
Identity
Authenticationn[=F&

SARAE]

SAP Cloud Platform
Integration

SAP Cloud Platform
Integration[ = F &K ]

SAP Cloud Platform
Mobile Service

for app and device
management

E A MM EEK SAP
Cloud Platform Mobile
Service[ = F&¥ 3RS ]

SAP Cloud Platform
Mobile Service

for SAP Fiori

T 5] SAP Fiori ] SAP
Cloud Platform Mobile
Service[ =T 5#%31RE ]

APJ: SAT 3 pm UTC
WAKHA: UTC BN T 3 M
Europe: SAT 10 pm UTC
WH: UTC JA7SHe b 10 #
Americas: SUN 4 am UTC
FM: UTCHHER 4 5

No downtime required for
maintenance

T YL

Bi-weekly:

TWHE—IK:

APJ: SAT 3 pm UTC
WARMHA: UTC AANTH 3 M
Europe: SAT 10 pm UTC
BriH: UTC 7SI 10 5
Americas: SUN 4 am UTC
E: UTCHHER 4 &

No downtime required for
maintenance

LRI

APJ: SAT 3 pm UTC
WARKHA: UTCEARNTH 3 M
Europe: SAT 10 pm UTC
WriH: UTC FE7SHe - 10 55
Americas: SUN 4 am UTC
E: UTC AHER 4 &

Bi-weekly (odd calendar weeks):
BWE—R EGHAFE) -

APJ, Europe, Americas:

TR HA BRI S

SAT 10 pm UTC

UTC fE7SH: | 10 /&

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

2 hours
2/7NisF

1 hour
/B

2 hours
2/

4 hours
4/Nf

Up to 4 times per year:

BERL 4 K.

APJ: FRI 2 pm - SUN 7 pm UTC
WARKHA: UTCHRLTT 2 R£2HHTT 78
Europe: FRI 9 pm - MON 2 am UTC

We: UTC AHike 9 MERA—%R 2 &8
Americas: SAT 3 am - MON 8 am UTC
FEM: UTCENER 3 M2 — L4 8 5

Up to 4 times per year:

BERT 4 1R:

APJ: SAT 12 am - SAT 6 am UTC
WARKHA: UTCAANER 12 SRR L6
i

Europe: SAT 7 am. - SAT 1 pm UTC

W UTC ESH B 7 SEFENTI 18
Americas: SAT 1 pm - SAT 7 pm UTC
EM: UTCRANTT L HEZRANTT 7 4

Up to 4 times per year:

BERE 4 X:

APJ: SAT 12 am - SAT 6 am. UTC
WARKHA: UTCANER 12 SEFRAEL6
=

Europe: SAT 7 am. - SAT 1 pm. UTC
W UTC SR E 7 SZERNTH 1A
Americas: SAT 1 pm - SAT 7 pm UTC
FM: UTCRENTHF L EEZRNTF 7 M

Up to 4 times per year:

BERS 4 K-

APJ: SAT 12 am - SAT 6 am UTC
WARKAA: UTCHAANER 12 AERANE L6
=}

Europe: SAT 7 am. — SAT 1 pm UTC
Bl UTC ESH B 7 sZBEANTH 158
Americas: SAT 1 pm - SAT 7 pm UTC
FM: UTCRENTHF 1 SEZRNTH 7 1
Up to 4 times per year:
BERE 4 K-
APJ: FRI 2 pm - SUN 7 pm UTC
WARKAA: UTCHATT 2 MBEME T 7 &
Europe: FRI 9 pm - MON 2 am UTC
Frit: UTC AR 9 miBEH—mR 2 55
Americas: SAT 3 am - MON 8 am UTC
EM: UTCRAANER 3 iEA— LT 81
Up to 4 times per year:
BERT 4 K-
APJ, Europe, Americas:
WK K HA BRI S

FRI 9 pm - MON 2 am UTC

UTC Al HM b9 mBEH—%R 2 15
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* These Maintenance Windows are separate from and in addition to the Maintenance Windows of the underlying SAP Cloud Platform.
* Xl 710 5 SAP Cloud Platform[ -7 & 1104k & 250 JF 19, JF HAE SAP Cloud Platform[ 21 & 14E4 & F # ik filf b3 .

CLOUD SERVICE
=y s

SAP Cloud Platform
Virtual Machine

SAP Cloud Platform
Virtual Machine[&=F

£ B

SAP Connected
Goods

SAP Connected
Goods[ HER]

SAP Contact Center,

Cloud Edition

SAP Contact Center
(BRA) [BRRFOBIR

]

SAP Data Quality
Management

SAP Data Quality
Management[$i3E 5
BEH]

SAP Distributed
Manufacturing

SAP Distributed
Manufacturing[ /i =
il ]

SAP Event Ticketing,
Event Ticketing Pro
SAP Event
Ticketing[#E31&5],

Regular Maintenance

TE WY

Start Time in UTC per region
SAMBIX (9 UTC FFAA1 1

Up to once every month:
%gﬁﬂ _‘Zﬁ_{:

APJ: SAT 3 pm UTC
WARMHA: UTC H/NTFH 3 M
Europe: SAT 10 pm UTC

Wi: UTC R NHe 10 55
Americas: SUN 4 am UTC
E: UTCHHER 4 &

APJ, Europe, Americas:

WARLHA, B EM:
Winter: SUN 3:30 am UTC
A7 UTCHHA%RE 3 K
Summer: SUN 2:30 am UTC
HZ: UTC I HER 2 Kk

APJ: SAT 3 pm UTC
WARKHA: UTC HNTH 3 M
Europe: SAT 10 pm UTC
WriH: UTC JEA7SHe 10
Americas: SUN 4 am UTC
E: UTCHHZER 4 &

Europe: SAT 10 pm UTC
Wel: UTC FZSHE 10

APJ: SAT 3 pm UTC
WAKHA: UTC ANTFT 3 &
Europe: SAT 10 pm UTC
WR: UTC FEZSHE 10 5
Americas: SUN 4 am UTC
FEM: UTCRIHER 4 4

APJ: SUN 4 pm & TUE 4 pm UTC
WARFKEHA: UTCHH T4 4 SRH R
4 5

Europe: SUN 11 pm & TUE 11 pm UTC
We: UTC I EBE F 11 s =i b 11 5

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Duration
FRELm (]
4 hours
4/Nf

2 hours
2/

4 hours
4/ )N

1 hour
1/NEF

4 hours
4/NiF

6 hours
6/

Major Upgrades
HERFAHK

Timeframe in UTC per region
AN IX FJUTCHY (8] Y

Up to 4 times per year:

BERE 4 k-

APJ: SAT 12 am - SAT 6 am UTC
WAKHA: UTCRANER 12 SERANE L6

=

Europe: SAT 7 am - SAT 1 pm UTC
W UTC SR B 7 SZEFENTI 18
Americas: SAT 1 pm - SAT 7 pm UTC
FEM: UTCRANTFFLRZERANTF7A
Up to 4 times per year:
BERZAK:
APJ: FRI 2 pm - SUN 7 pm UTC
Europe
WARKAA: UTCAL T F2RERA NF7H
el
Winter: FRI 9 pm - MON 2 am UTC
A2 UTCR 1M FOSEE—wR2 4
Summer: FRI 8 pm - MON 1 am UTC
HZE: UTCHA M F8m A —w/R18
Americas:
Winter: SAT 3 am - MON 8 am UTC
A% UTCAANERIMER — B8
Summer: SAT 2 am - MON 7 am UTC
HZE: UTCAN®ER2MER R E75
Up to 4 times per year:
BERZAHK:
APJ: FRI 2 pm - SUN 7 pm UTC
WARKHA: UTCHL N2 SERAHTF 7 &
Europe: FRI 9 pm - MON 2 am UTC
W: UTC A b9 miBEA—%R 2 &
Americas: SAT 3 am - MON 8 am UTC
FEM: UTCHNERIMZEM — EF8A

Up to 4 times per year:
BERLZAK:

APJ: FRI 2 pm - SUN 7 pm UTC
WARKHA: UTCHATT 2 MEBAHETT 7 &
Europe: FRI 9 pm - MON 2 am UTC
B UTC AR L 9 mBER—®R 2 15
Americas: SAT 3 am - MON 8 am UTC
FEM: UTCHAERIAZER— L8

Up to 2 times per year:

BERZ 2IK:

APJ: FRI 2 pm - SUN 8 pm UTC
WARKHA: UTCHAATT 2 i fHBmK L8
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SAP Event Ticketing
(PR [ESEREAE™
h&%1

SAP Financial
Services Network
SAP Financial
Services Network[ i}

SRS MLE]

SAP Financial
Statements Insights
SAP Financial
Statements
Insights[ i &R KA
1

SAP Fiori, cloud
service
SAP Fiori ZR%

SAP Health
Engagement

SAP Health for
Patient
Engagement[ &/ FE
3]

SAP Hybris Cloud for
Customer

SAP Hybris Cloud for
Customer[Hybris %

F=]

SAP Hybris
Commerce Cloud
SAP Hybris
Commerce
Cloud[Hybris F% =]

Americas: MON 5 am & WED 5 am UTC

FiM: UTCH—mjm 5 MM =R 5 5

APJ: SAT 3 pm UTC
WARKEHA: UTC NI 3 M
Europe: SAT 10 pm UTC
WkH: UTC J7SHe b 10 £
Americas: SUN 4 am UTC
FM: UTCHHH%R 4 5

APJ: SAT 3 pm UTC
WARKMHA: UTC AANTH 3 M
Europe: SAT 10 pm UTC
Wt UTC J7SHE b 10 £
Americas: SUN 4 am UTC
EM: UTCHH®R 4 5

No downtime required for
maintenance

LRI

APJ: SAT 3 pm UTC
WARKHA: UTCEARNTH 3 M
Europe: SAT 10 pm UTC
Wel: UTC /NI 10
Americas: SUN 4 am UTC
E: UTCHHZR 4 &

APJ: SAT 3 pm UTC
WARKEHA: UTC AN 3 A
Europe: SAT 10 pm UTC
WriH: UTC 7SI 10
Americas: SUN 4 am UTC
FM: UTCHH®BR 4 5

APJ: SAT 3 pm UTC
WAKHA: UTCANTFT 34
Europe: SAT 10 pm UTC
WR: UTC FZSie 10 5
Americas: SUN 4 am UTC
FEM: UTCHH®BRR 4

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

2 hours
2/

3 hours
37N

2 hours
2/

4 hours
4/Nf

4 hours
4N

R

Europe: FRI 9 pm - MON 3 am UTC
W UTC M 9 M —%R 3 A
Americas: SAT 3 am - MON 9 am UTC
F: UTCRIANERIAE — LF9m
Up to 4 times per year:
BERLZAK:

APJ: FRI 2 pm - SUN 7 pm UTC
WARKHA: UTCHRLTT 2 RE2HHTT 78
Europe: FRI 9 pm - MON 2 am UTC
Wel: UTC ik 9 SEA—%R 2 &8
Americas: SAT 3 am - MON 8 am UTC
FEM: UTCRIANERIMER — L8

Up to 4 times per year:

BERE 4 K-

APJ: SAT 7 am - SAT 1 pm UTC
WARKHA: UTCREANR L7 mERNTFF 1A
Europe: SAT 7 am - SAT 1 pm UTC
Bril: UTC S H B 7 BN TH 18
Americas: SAT 7 am - SAT 1 pm UTC
EiM: UTCRANR L7 BN T 1A
Up to 4 times per year:

BHERS 4 K-

APJ: SAT 7 am - SAT 1 pm UTC
WARKHA: UTCHANR E7SERANTFFLR
Europe: SAT 7 am - SAT 1 pm UTC
W UTCREIANR E7 =N LA
Americas: SAT 7 am - SAT 1 pm UTC
FEM: UTCEAR L7 ZFENTHALA
Up to 4 times per year:
BERLAK:

Europe: FRI 4 am - FRI 10 am UTC
WM. UTCH L R4z T EAF108
Americas: SAT 5 am - SAT 11 am UTC
FM: UTCHANERSHERNEFLLA

Up to 4 times per year:
BERLAK:

APJ: FRI 10 pm - SAT 10 pm UTC

WK HA: UTCJH Tl 10 mzE7 1k 10
J=1

Europe: SAT 5 am - SUN 5 am UTC
W: UTC AR 5 iBEAHER 5 &
Americas: SAT 11 am - SUN 11 am UTC
EiM: UTCRAN EA11EEFH BA11 8
Up to 4 times per year:
BERLAK:

APJ: SAT 3 pm - SAT 11 pm UTC

WARKHA: UTCHNTFF 3 mE K E 11
=3

Europe: SAT 10 pm - SUN 6 am UTC
Fri: UTC A ML 10 B AR L6
Americas: SUN 4 am - SUN 12 pm UTC
FEM: UTCHHERARZER AT 125
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CLOUD SERVICE
=y s

SAP Hybris Marketing
Cloud

SAP Hybris Marketing
Cloud[Hybris THE# =]

SAP Hybris
Merchandising

SAP Hybris
Merchandising[Hybris
HEH]

SAP Hybris Revenue
Cloud

SAP Hybris Revenue
Cloud[Hybris It A =]
SAP Hybris Sales and
SAP Hybris Service
SAP Hybris
Sales[Hybris 4]
SAP Hybris
Service[Hybris f§%]

SAP Hybris Service
Engagement Center
SAP Hybris Service
Engagement
Center[Hybris R%E3hH
1[‘_,\]

SAP Innovation
Management

SAP Innovation
Management[ 8% ]

SAP Integrated
Business Planning
SAP Integrated
Business Planning[£ /3%

N2 7w}

Regular Maintenance
EHAEY

Start Time in UTC per region
FEANHLIX B UTC FF4E (8]

APJ: SAT 3 pm UTC
WAREHA: UTC BN RS 3 &
Europe: SAT 10 pm UTC
WkH: UTC F7SHe b 10 £
Americas: SUN 4 am UTC
EM: UTCHHER 4 &

No downtime required for
maintenance

TS

Americas: SUN 4 am UTC
FM: UTCHH®BR 4

APJ: SAT 3 pm UTC
WARKEHA: UTC EN T 3 4
Europe: SAT 10 pm UTC
Wel: UTC /i 10
Americas: SUN 4 am UTC
E: UTCHAHZR 4 &

APJ: SAT 3 pm UTC
WARKHA: UTC AN 3 A
Europe: SAT 10 pm UTC
WriH: UTC 7SI 10
Americas: SUN 4 am UTC
E: UTC AHER 4 &

APJ: SAT 3 pm UTC
WAKHA: UTCANTF 34
Europe: SAT 10 pm UTC
WR: UTC FZSHE 10 5
Americas: SUN 4 am UTC
EM: UTCHH®ER 4 &

APJ: SAT 3 pm UTC
WAKHA: UTCH/N T 3 A
Europe: SAT 10 pm UTC
WRiH: UTC JE7SHe - 10 &
Americas: SUN 4 am UTC
FM: UTCRIH®ER 4 5

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Duration
Esgoding |

4 hours

4 /N

4 hours
4/NE

4 hours
4/Ni

4 hours
4/Nf

2 hours
2 /N

4 hours
4N

Major Upgrades

EXALR

Timeframe in UTC per region

AN HLIX ) UTC i ) S Bl

Up to 4 times per year:

BERE 4 1R:

APJ: FRI 9 pm - SAT 9 pm UTC
WoRKHA: UTCJE il k9 A K L9
=

Europe: SAT 4 am - SUN 4 am UTC
Wl: UTC AARNKR 4 SERAHEBR 4 5
Americas: SAT 10 am - SUN 10 am UTC
EM: UTC /N4 10 SEFH L4 10 45

Up to 4 times per year
HERE4IK:

Americas: SUN 4 am - SUN 12 pm
EM: UTCAHZR4SZERAHR 1254

Up to 4 times per year:
BERZHK:

APJ: FRI 10 pm - SAT 10 pm UTC
WARKHA: UTC AT 10 fZE gk
10 5%

Europe: SAT 5 am - SUN 5 am UTC
W: UTC AAER 5 iBEAH®ER 5 A
Americas: SAT 11 am - SUN 11 am UTC
FiM: UTCRAN EA118EEH EA11 8
Up to 4 times per year:
BERZAHX:

APJ: FRI 3 pm - SUN 7 pm UTC
WARKHAA: UTCHATT 3 B AEmE7
=

Europe: FRI 10 pm - MON 2 am UTC
Wit UTC A fle | 10 SR E— %R 2 mi
Americas: SAT 4 am - MON 8 am UTC
EM: UTC ARNER 4 iZER— L 8 5
Up to 4 times per year:
BERZAX:

APJ: FRI 2 pm - MON 6 am UTC
WARKHAA: UTCHAATT 2 iE2l—R L6
=3

Europe: FRI 9 pm - MON 2 pm UTC
FRi: UTC AR L 9 sBEH— T4 2 58
Americas: SAT 3 am - MON 8 pm UTC
EM: UTC AR 3 B — | 8 &
Up to 4 times per year:
BERZAX:

APJ: FRI 2 pm - SUN 7 pm UTC
WARKHA: UTCHAATT 2 i fABm L7
o
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SAP Intelligent
Notification 365

SAP Intelligent
Notification 365[# §:iR
41 365]

SAP IoT Application
Enablement

SAP IoT Application
Enablement[#B: 52 F 2
PR

SAP Jam Collaboration,
SAP Jam Communities
SAP Jam
Collaboration[Jam E]
~ SAP Jam
Communities[Jam #:[X ]
SAP Network Logistics
Hub (formerly SAP
Connected Logistics)
SAP Network Logistics
Hub[ &4 0] (A&
A SAP Connected
Logistics[ B ])

SAP Predictive
Maintenance and
Service, Cloud Edition
SAP Predictive
Maintenance and
Service(Z AR ) [T 14
FRIRS = RA]

SAP Product
Stewardship Network
SAP Product
Stewardship Network[

APJ: SAT 3 pm UTC
WARKHA: UTC /N FHF 3 M4
Europe: SAT 10 pm UTC
WH: UTC J7SHe b 10 £
Americas: SUN 4 am UTC
FM: UTCHHER 4 5

Bi-Weekly (odd calendar weeks):
WA GBEFRD -
APJ: SUN 8:30 pm UTC
WARMHA: UTC A HK L 8 ik
Europe:
Winter: MON 3:30 am UTC
A28 UTCH—% )R 3 Ak
Summer MON 2:30 am UTC
HZ: UTCH—% R 2 sk
Americas:
Winter: MON 9:30 am UTC
&7 UTCH— L4 9 &3
Summer: MON 8:30 am UTC
BZ: UTCH— L4 8 mik

Aligned with the SAP SuccessFactors
Business Execution Suite
5 SAP SuccessFactors Business

4 hours
4/Nf

2 hours
27N

7 hours
(2 times)
7 /NEF

Execution Suite[SuccessFactors W& (2 AV

TEM] -2

APJ, Europe, Americas:
WREHA BRI £
Winter:
=R
MON 3:30 am & THU 5:30 am UTC
Summer:
UTC —&/2 3 siERIENwE R 5 it
UE-R
MON 2:30 am & THU 4:30 am UTC
UTC H—#&/R 2 RERANNER 4

APJ, Europe, Americas:

TR B HAS BRI S
Winter: FRI 3 pm UTC
A7 UTCHATT 3 A
Summer: FRI 2 pm UTC
HZ: UTCHEATT 2 4

APJ: SAT 3 pm UTC
WAKHA: UTCJH/N T 3 A
Europe: SAT 10 pm UTC
Wit: UTC JE7SHe L 10 &
Americas: SUN 4 am UTC

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

2 hours
2 /i

2 hours
2 /i

4 hours
4 /N

Europe: FRI 9 pm - MON 2 am UTC
Wel: UTC Afig b9 MZEA—%R 2 &8
Americas: SAT 3 am - MON 8 am UTC
FEM: UTCHAERIAEM —LT8K

Up to 4 times per year:
BERE 4 k-
APJ: SAT 12 am - SAT 12 pm UTC
WARKHA: UTCENER 12 fERNHT
12 &
Europe:
Winter: SAT 7 am - SAT 7 pm UTC
%28 UTCRANE L7 fBEAm L7 &
Summer: SAT 6 am - SAT 6 pm UTC
Americas:
HZE: UTCRAANR L6 mERFNTT 6 &
Winter: SAT 3 am - SAT 3 pm UTC
%2 UTCHARR 3 RERANTF 3 A
Summer: SAT 2 am - SAT 2 pm UTC
HZE: UTCRANKR 2 HERNTF 2 A

Up to 4 times per year:
BERT 4 K-
APJ, Europe, Americas:
WRKEA B, SE9M:
Winter (any weekday):
A (ERTAEE) -
3:30 am - 7:30 am UTC
UTC %= 3 miEER E 7 pidk
Summer (any weekday):
BZE (ERT/ERD -
2:30 am - 6:30 am UTC
UTC %R 2 rik &R | 6 fik
Up to 8 times per year:
BERZ 8 IK:
APJ, Europe, Americas:
WK B HA BRI S
Winter: FRI 3 pm - MON 7 am UTC
A7 UTCHELFF3AEN L7 &
Summer: FRI 2 pm - MON 6 am UTC
B UTCHATT 2 mBEf—HF E6 8
Up to 4 times per year:
BERL 4 1K:
APJ: TUE 4 am - TUE 11 am UTC
WAKHA: UTCH —®RA4MER = L4114
Europe: TUE 4 am - TUE 11 am UTC
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PR BN ]

SAP RealSpend
SAP RealSpend[:zk #

1

CLOUD SERVICE
=y s

SAP Resolve
SAP Resolve[H#Euk]

SAP SportsOne
SAP Sports One[{A5 &

H—#4]

SAP SuccessFactors
Business Execution
Suite
SAP SuccessFactors
Business Execution
Suite[SuccessFactors
W& HATEH]
(except Employee
Central Payroll)

(SAP SuccessFactors
Employee Central
Payroll[SuccessFactors

FEW: UTCHHER 4 =

APJ: SAT 3 pm UTC
WAKHA: UTCE/S T 3 M
Europe: SAT 10 pm UTC
R : UTC JE7S1 L 10 &
Americas: SUN 4 am UTC
FM: UTCHHER 4 5

Regular Maintenance

RERAYEL
Start Time in UTC per region
FEAHLX 1) UTC JF4R 1A
Every third week:
’E}E}ﬁ—iﬁ(
APJ: SAT 3 pm UTC
WARKEHA: UTC ST 3 M
Europe: SAT 10 pm UTC
M. UTC JEZSHE L 10 £
Americas: SUN 4 am UTC
E: UTCHHER 4 &
Bi-Weekly:
’@Wﬁ)ﬁ—?ﬁt
APJ: MON 10 pm UTC
WARKMHA: UTC H—H 10 &
Europe: TUE 5 am UTC
WriH: UTC JA %= 5 mi
Americas: TUE 11 am UTC
FIM: UTC A= B4 11 5
&
5
APJ: WED 10 pm UTC
WARKMHA: UTC H =M 10 &
Europe: THU 5 am UTC
We: UTC FMU#R 5 A
Americas: THU 11 am UTC
FM: UTC AN B4 11 8
Australia:
TR
Winter: FRI 2 pm & SAT 2 pm UTC
AZF: UTCH TR 2 SAEN A 2
=)
Summer: FRI 1 pm & SAT 1 pm
uTC
27 UTC IR F 1 SN T 1
J=3
China: FRI 4 pm & SAT 4 pm UTC
HE: UTC A T 4 sRENTT 4 8
Russia: FRI 9 pm & SAT 9 pm UTC
P . UTC JE filk £ 9 sUFIfE /N1 | 9
o

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

3 hours
3 /B

Duration
FREE [H]

2 hours

2 /NS

2 hours
2 /i

1 hour
1 /N

7 hours

(2 times)

7 /N
@ %)

Wegt: UTCR i /R4m & = L1l
Americas: TUE 4 am - TUE 11 am UTC
FEM: UTCHBR4SER L4 11 4
Up to 4 times per year:

BERE 4 K-

APJ: SAT 7 am - SAT 1 pm UTC
WoRKHA: UTCHNR L7 S E N FFLA
Europe: SAT 7 am - SAT 1 pm UTC
W: UTCRAANHE L7 EERANTF18
Americas: SAT 7 am - SAT 1 pm UTC
EM: UTCARNRE L7 SEZRAXNTT 1A

Major Upgrades
HERAS

Timeframe in UTC per region
AN B UTC i) S Bl

Up to 4 times per year:

BERE 4 K-

APJ: SAT 3 am - MON 8 am UTC
WK K HA: UTCHNER3MEE — L8
Europe: SAT 3 am - MON 8 am UTC
W: UTCRANER3MZEM— L85
Americas: SAT 3 am - MON 8 am UTC
EM: UTCAANKR 3 REHA— L+ 8 K
Once per year, 8 hours

BE—K, 8 /i
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R LA LHFEREIRSD

SAP Learning Hub
SAP Learning Hub[%:3]
H ]

SAP SuccessFactors
Email Encryption

SAP SuccessFactors E-
Mail
Encryption[SuccessFa

ctors H-TFRBIN]

Recruiting Marketing
SAP SuccessFactors
Recruiting
Marketing[SuccessFac
tors HEEH]

SAP SuccessFactors
Employee Central
Payroll

SAP SuccessFactors
Employee Central
Payroll[SuccessFactors

RIHLEFREEH]

SAP TwoGo

SAP Vehicle Insights
SAP Vehicle Insights[
ZEPEE]

Europe: SAT 12 am & SUN 12 am
UTC
Wi UTC AR 12 SARHKRR 12
5
Brazil:
(AP
Winter: SAT 3 am & SUN 3 am UTC
A2 UTC AR 3 SMAHER 3 X
Summer: SAT 2 am & SUN 2 am
BZ: UTCRAER 2 SMEAHER 2 5
UTC
US and Canada:
EERINEK:
Winter: SAT 5 am & SUN 5 am UTC
&2 UTCHIA®RS M HER S &
Summer: SAT 4 am & SUN 4 am
UTC
B UTCRAER 4 SHEHER 4 5

Australia:
TR FIIE -
Winter: FRI 2 pm UTC
A7 UTCETLF244
Summer: FRI 1 pm UTC
B UTCHTALTH 14
Europe: SAT 12 am UTC
Wl: UTCR/SER 125
US and Canada:
EEAINEK:
Winter: SAT 5 am UTC
%28 UTCHANBRS5M
Summer: SAT 4 am UTC
HZ: UTCH %R
No downtime required for =
maintenance

TR

4 hours
4/Ni

Europe:
Winter: TUE 5 pm UTC
AZ: UTCHZTFF5 M
Summer: TUE 4pm UTC
HZF: UTCH =TT 4 5
Americas:
Winter: TUE 7 am UTC
K7 UTCH K L7 &
Summer: TUE 6 am UTC
B UTCH K 64

4 hours
4 /NiF

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Up to 12 times per year:
BERE 12 K:

Europe:
Winter: FRI 9 pm to MON 2 am UTC
A7 UTC A AM |9 iZER—%RE 2 &
Summer: FRI 8 pm to MON 1 am UTC
27 UTCH T E8 iBEA—%RE 1
Up to 12 times per year on first
SAT per month:
BAFE AN, BERL 121K
Europe:
Winter: SAT 7 am - 7 pm UTC
%2 UTCRAR E7RETFF7R
Summer: SAT 6 am - 6 pm UTC
HZE: UTCHAANR E6RETT 68
Americas:
Winter: SAT 1 pm - SUN 1 am UTC
A% UTCHATF1IRERARER 1A
Summer: SAT 12 pm - SUN 12 am UTC
HZs: UTCRIAYTA 12 SZAH®BR 12 /&
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SAP Vehicles Network
SAP Vehicle Network[
M 4]

CLOUD SERVICE
=R

SAP Work Manager,
Cloud Edition

SAP Work Manager (=%
x) [THEEEBERA]

SAP Workforce
Performance Builder
SAP Enable Now[szhZ#:

1

APJ: SUN 12 am UTC
WAREHA: UTCRAH®%R 12 &
Europe:
E’K/}H
Winter: SUN 7 pm UTC
A2 UTCRAHTT 7 &
Summer: SUN 6 am UTC
BZ: UTCHAHR L6 &
Americas:
Winter: SUN 1 pm UTC
A2 UTCAHTT 14
Summer: SUN 12 pm UTC
H=ZE: UTCRIH"A 12 51

Regular Maintenance

xE 4

Start Time in UTC per region
FEAHLX 1) UTC FF4R 1]

No downtime required for
maintenance

LRI

APJ: SAT 3 pm UTC
WARKHA: UTCERNTH 3 M
Europe: SAT 10 pm UTC
Wel: UTC e E 10 &
Americas: SUN 4 am UTC
E: UTCHH®ER 4 &

VENDOR BRANDED CLOUD SERVICES

RN P o i 5 R

SAP Assessment
Management by
Questionmark

SAP Assessment |~/

Regular Maintenance

R HAYED

Start Time in UTC per region
AL X I UTCHF Ui 1 8]
Europe: SAT 9 am UTC

WRiH: UTC AN B4 9 m
Americas:

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

2 hours
2 /B

Duration
FREEI ]

4 hours
4/Nf

Duration
R A
12 hours
12 /N

Up to 4 times per year:
BERLAX:
APJ: SAT 2 pm - SUN 10 pm UTC
WARKHA: UTCEANTF 2 mEfH% -
10 &
Europe:
@\f)”
Winter: SAT 9 pm - MON 5 am UTC
A2 UTCREISH -9 a8 A—wR 5 M
Summer: SAT 8 pm — MON 4 am UTC
HZ: UTCRAAM L8 HZEFA—%R 4 S
Americas:
Winter: SUN 3 am - MON 11 am UTC
%2 UTCHH®RE 3 SEA— k4 11 &
Summer: SUN 2 am - MON 10 am UTC
BZ: UTCAH®R2 SZEZF—EF 10 &

Major Upgrades

HAAH

Timeframe in UTC per region
AEANHLIX U T CI (1] 715 ]

Up to 12 times per year:

BERZ12IK:
Europe: THU 6 pm - THU 8 pm UTC
We: UTCRIVY 46 s % A lUmE F8 i

Up to 4 times per year:
BERZHX:

APJ: THU 8 am - THU 10 pm UTC
WARKHAA: UTC AN B4 8 miZ A um
10 5%

Europe: THU 3 pm - FRI 5 am UTC
W UTC A R 3 SERILER 5 A
Americas: THU 9 pm - FRI 11 am UTC
FM: UTCRADUME FOmBH A L4115

Comments & Major Upgrades
BESEXAR

Timeframe in UTC per region
AL IX A UTCHe ) 3

Regular Maintenance windows on a
third Saturday of each month
B HE=A S B E
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Management by
Questionmark[Q
uestionmark P14

BH]

SAP
Communication
Center by Ancile
SAP
Communication
Center by
ANCILE[ANCILE
BEHL]

SAP Knowledge
Central by
Mindtouch

SAP Hybris
Knowledge
Central by
MindTouch[Mind
Touch Hybris #1iR
Hl]

Winter: SAT 10 am UTC
A28 UTCJH/S B4 10 &1
Summer: SAT 9 am UTC
B2 UTC AN LT 9 mi

(1) APJ: MON 6 pm & WED 6 pm UTC

Europe:

WARKHA: UTCH—TFT 6 AFHA=TT 6 &

WM
Winter: TUE 1 am & THU 1 am UTC
A28 UTC R Z%R 1 sz 1 5
Summer: TUE 12 am & THU 12 am UTC
B2 UTC R ZWR 12 SAEMNER 12 4

Americas:

FWM
Winter: TUE 7 am & THU 7 am UTC
A7 UTCRHZR L7 AR E7 &
Summer: TUE 6 am & THU 6 am UTC
B UTCHZHR 6 SMENE 6 &%

2 hours
2 /B

4 hours
4 /NI

(2) APJ: FRI 6 pm UTC
WARKHA: UTCHELTT 6 M
Europe:
WK -
Winter: SAT 1 am UTC
A7 UTCHAER 1 A
Summer: SAT 12 am UTC
HZE: UTCRAANHR 12 1
Americas:
EB
Winter: SAT 7 am UTC
&7 UTCRHAR L7 &
Summer: SAT 6 am UTC
HZE: UTCH/NH 16
(1) APJ: MON 6 pm & WED 6 pm UTC
Europe:
WARKHA: UTCH— N 6 SAMEA=T4 6
WK -
Winter: TUE 1 am & THU 1 am UTC
A&7 UTCHZ®wR 1 sl R 1 5
Summer: TUE 12 am & THU 12 am UTC
HZ: UTC R R 12 mAEN%R 12 &
Americas:
FM:
Winter: TUE 7 am & THU 7 am UTC
A2 UTC R —H k7 SMENR E7 55
Summer: TUE 6 am & THU 6 am UTC
H=Z: UTCH - H L6 mAEMNE L6 M

2 hours
2 /i

4 hours
4 /N

(2) APJ: FRI 6 pm UTC
WAKHA: UTCJHI N4 6 &
Europe:

BRI -
Winter: SAT 1 am UTC
X7 UTCRAA®RRE L A

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

Customer may select from any one of
the maintenance window options (1)
or (2)

P AL NS DA TR 1) AN (2) ik SR
—Iﬁ

Customer may select from any one of
the maintenance window options (1)
or (2)

P AT ES R T (1) A (2) Ik AT
*Iﬁ

Up to 4 times per year:
BERZAX:
APJ: FRI 2 pm - SAT 2 pm UTC
WAKHA: UTCHERETFF 2 mERANT
T2
Europe:
W«
Winter: FRI 9 pm - SAT 9 pm UTC
A7 UTC i 9 SERE /N 9 A5
Summer: FRI 8 pm - SAT 8 pm UTC
HZ: UTC A HM - 8 S H /i - 8 s
Americas:
%/ﬂ‘l
Winter: SAT 3 am - SUN 3 am UTC
%2 UTCRIANBRRISZERHER3IA
Summer: SAT 2 am - SUN 2 am UTC
BE: UTCHA®BR2EAERH®R2A
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Regular Maintenance Comments & Major Upgrades
EH G Surati BHESEXAR
+ ; ; uration Timeframe in UTC per region
R UTCR R Fgl | MK EUTCH ol f518
SAP Productivity Pak by APJ: SAT 1 pm UTC 6 hours Up to 4 times per year:
Ancile WARKEHA: UTCENFE 1A 6 /NS ﬁ$§§47k:
SAP Productivity Pak by Europe: APJ: SAT 1 pm - SAT 7 pm UTC
ANCILE[ANCILE élaj:hjj@‘] M{J'” Elzj\(&EZI—( UTC }%ﬁ?q: 1 ,‘ﬁ%}%ﬁ?
Winter: SAT 8 pm UTC F7 R
%75 UTC F/SH L 8 /&4 Europe:
Summer: SAT 7 pm UTC BRI -
HZE: UTCRANTNF7 4 Winter: SAT 8 pm - SUN 2 am UTC
Americas: %7 UTCRAAK L8 MERHRKR 2 14
FIM: Summer: SAT 7 pm - SUN 1 am
Winter: SUN 2 am UTC uUTC
472 UTCHAH®RRE 2 M HZE: UTCREATH 7 iBEAA®R 1 &
Summer: SUN 1 am UTC Americas:
HZ: UTCHHZR 1 A M
Winter: SUN 2 am - SUN 8 am UTC
A7 UTCAR®BR2HZEAH B8
Summer: SUN 1 am - SUN 7 am
UTC
27 UTCAH®RRINZEAHR L7
SAP Signature To the extent maintenance must be
Management by DocuSign performed on the SAP Cloud S.ervice,
~ SAP shall use maintenance windows
SAP Signature for planned downtimes applicable to
Management by the SAP cloud solution associated
DocuSign[Docusign %g% with use of the SAP Cloud
Service.
#H] R SAPZ RS AT HE S I, SAPRITE S
I ZSAP = 55 AH R ISAP = il th U7 Z8 1
FAITE RIS BLES [] P A5 P 497 2 1
SAP Time and Attendance |[APJ: SAT 1 pm UTC 4 hours -
Management by Workforce | AKX A: UTCRZ ST 143 4 /it
Software, SAP Workforce |Europe:
Forecasting and B
Scheduling by ‘{AVLQteUTSCA;J 8 o :Tg
Syl =] H /NG
WorklforceSoftware Summer: SAT 7 pm UTC
SAP Time and Attendance B, UTC AT 7 A
Management by Workforce |, cricas:
Software[Workforce 290,
Software Ti 5%&&H ], Winter: SUN 2 am UTC
SAP Workforce &% UTCHH®R 2 &

Summer: SAT 12 am UTC

B2 UTCRANHR 12 &4
Americas:
3@/}”

Winter: SAT 7 am UTC
AZE:
Summer: SAT 6 am UTC
H=E.

UTCAANRET7 R

UTC AR E6 A

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017
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Forecasting and
Scheduling by WorkForce
Software[WorkForce

Software %31 M5k ]

SAP Trade Repository
Reporting by Virtusa

SAP Trade Repository
Reporting by
Virtusa[Virtusa % 5 BIRER

&1

SAP U.S. Benefits
Management by
Benefitfocus

SAP U.S. Benefits
Administration by
Benefitfocus[Benefitfocus

R i TARAMEE]

SAP User Experience
Management by Knoa
SAP User Experience
Management by

Knoa[Knoa f &I ]

Summer: SAT 1 am UTC
"Bz UTCRAA%R 1 M

APJ, Europe, Americas:
WRKHA BRI, ED:
Winter: weekdays 7 pm UTC
A2 UTC THEH T 7 &
Summer: weekday 6 pm UTC
B UTC T/EHFT 6 &

&
5

Every fourth MON of every month

BN —

APJ, Europe, Americas:

WoREHA. B, SEPH:
Winter: 11 pm UTC
A7 UTCHE R 11 54
Summer: 10 pm UTC
HZ: UTCHE E 10 &

Americas:

EB
Winter: SAT 4 am UTC
47 UTCAAER 4 &
Summer: SAT 3 am UTC
HZE: UTC HNER 3 M

Europe: WED 9 pm UTC
WriH: UTC J& = I 9 i

Americas:
SAT 10 am UTC
UTC 7S B4 10 5
THU 3 am UTC
UTC i &= 3 M

SLA for SAP Cloud Services (DUAL) zhCN.v.5-2017

2 hours
2 /B

4 hours
4 /NI

8 hours
8 /N

2 hours
2 /i

12 hours
12 /B

2 hours
2 /NS

APJ, Europe, Americas:
Winter: SAT 5 am - SUN 8 pm UTC
Summer: SAT 4 am - SUN 7 pm UTC
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