SERVICE LEVEL AGREEMENT FOR
AR SS AKX
SAP HANA ENTERPRISE CLOUD AND
5&AT SAP HANA Enterprise Cloud [N EEA4W % ]
SAP S/4HANA CLOUD, EXTENDED EDITION SERVICES
SAP S/4HANA Cloud (¥ EB/R) [ERP =@SRELHT BKIRS

This Service Level Agreement for SAP HANA Enterprise Cloud services ("HEC Services”) and SAP
S/4HANA Cloud, extended edition services, previously known as S/4HANA Cloud, single tenant
edition, ("EX Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for the HEC
Services, EX Services, and Server Provisioning to which Customer has subscribed in an Order Form
with SAP.

AIRF AT E 7 SAP HANA Enterprise Cloud [WNFIHEFAEW =] (LLFEH “HEC RS ) fa SAP
S/4HANA Cloud (/&) [ERP mpaSS &M RIS (LLATFF SAP S/4HANA Cloud (2FfFR) [ERP =
PSS EMEMFR], LTFEH “EX IRS” ) (EIURSA—I “=RS” ) , AE TERTEPBIITHEN SAP
AR HEC IRSS. EX IRSBAIIRSBARELE HIARSS K,

1. DEFINITIONS

EX
Capitalized terms used in this document but not defined herein are defined in the Agreement.
ARSCRYS H i IR AR E P LA B R ARBTE N P AT E X
“Agreed Downtime” means any Downtime requested by SAP or Customer and mutually agreed by
the parties.
“UERMENLINIE JE45 SAP & 5K LUK B 5 49 8BTS LA 18],
“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.
“THER” BME—BFE LT —X, TTWER PEERZF 85 B R AT A BRIL,
“Computing Environment” means the SAP provided data center facilities, servers, networking
equipment, operating systems, and data storage mechanisms selected and used by SAP to provide
the Cloud Service for the Customer, and includes the Production Computing Environment (PRD), and
any other Computing Environment used for non-production purposes (NON-PRD), as agreed in the
Order Form.

TS 25 SAP BRI TA%K PRIt mRSS MR feiEdah 0k, IRSSE. BRMRE, BRIERALIER
fAAENLE, QTSR AERMAF I AAED (PRD) Fith THEAR B AT A AT o i 53858 GF PRD)

“Downtime” means the Total Minutes in the Month during which the HEC Service or EX Service (or
Servers for Server Provisioning) does not respond to a request from SAP’s Point of Demarcation for
the data center providing the HEC Service or EX Service (or Server for Server Provisioning), excluding
Excluded Downtime.

“UEHLEIE” J2fE AW HEC IRS5ek EX IS5 (e X ARSEEERIRSS &) A MEEdt HEC ARS5E EX R3S
(et MRS ARELERI MRS AR) #) SAP Zoffs oL 43 SRR BB SRR 20 8, JEBRAOIEHLET B R el fE(E,

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

“EBENLEIE R TR A E SR TR RO B E R S B RS HLAT 8],
“"Excluded Downtime” has the meaning set forth in Section 2 below.
“HEBRAEHLIN B AO5 X TS 2 AT,
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“Incident” means unplanned interruptions or material reduction in service quality reported by
Authorized Users.

R REENAPRE RSB IR R S R RS RN TR,
“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between the time
that the SAP Support Level 1 organization is notified of the Customer-reported Incident and the first

action taken by an SAP support person, familiar with the Customer’s environment, to repair the
Incident.

“EmNAE” ZHEM SAP R AR IR P IR S FEFRICERE PN SAP SR A RIS R B
R .2 BIRTE] (iR N e D)
“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.

VPRI RIRFFIRMLG SAP HEEAERIRS T, HEPHASERSTF TR AfER, Bk, |k, THEMAN

(LA BRIERRAL) o
“Local Time"” means the time zone in Customer’s primary access location identified in the Order Form.

L HnAE]” SRR B AL E ) P R TR A MR B R X
“Month” means a calendar month.

“A” EHHTA.
“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) fee paid for the HEC
Services or EX Services, as applicable, which did not meet the SA SLA.

“HARSBE” BEHNEFARBRSG WA SLA 1) HEC ikRFBE EX IRS (niE ) AR A B (BUEREM 1/12)
“Scheduled Downtime” has the meaning set forth in Section 2 below.

“URHEALEE” B9E X T 2 TATE,
“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service
Level Agreement.

“MRBEE” BFERIEAIRS ACENE 2 T 5(a) T rAlE T RS,
“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement and for
EX Services means the SAP software provided by SAP with the EX Service.

“BARE” , X T HEC RFBiE, HEXGHFTTHE R, XT EX RBMiE, &4 SAP B EX RSB
SAP Bk,

“System” means one or more interrelated and interdependent components such as databases,
servers, networks, loadbalancers, webdispatchers, tenants, etc. which when taken as a whole are
used to operate a tier. Each combination of components used within each tier is equivalent to one
System. System Availability is measured at the tier level. For HEC Services, each System is identified
by the Tier No. column in the System Setup Table in the Order Form, and for EX Services, each
System is identified by the system tier type as set forth in the EX Services Service Use Description
document. For Server Provisioning, System as used herein means Server, as defined in the Order
Form.

RE” RIBEA-NEERATEITERRN, MAECEKHEMEEKBOBALE, mBiEE. RSB, WS, RS
MBS lies, P %, SRPEAOEMNAGAGEH Y T—NRE5, KRG THMRIZERME &, X+ HEC RS,
FBARGETWERRAREER T “B5” FIRR, WT EX RS, S0R5H EX IRBHEMZH SR HIERN RS
BERIAIRR, X TIRBAaELE, ARG RERS S, FUTWREPHEN,

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

‘BARSME mEAGAtL (7)) XEXRZ+M (24) NITE,

“UTC” means Coordinated Universal Time standard.
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“UTC” ZHa 1R AR B AR,

2. SYSTEM AVAILABILITY
REGTR M

The System Availability Service Level for HEC Services and EX Services ("SA SLA”) sets forth the
System Availability applicable to the Computing Environment (and Server for Server Provisioning).
The SA SLA shall apply after System handover to Customer.

HEC kS5 EX IRSBHRGTAIAMERS A (LLFEH “SA SLA” ) HUE T3E A FItAEE (LS IRS 4kl E
HIRSB ) HURGT AT, SA SLA NTERHREB AR 2 AiEM,

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

BRI M s vh A BMALE, SN SA SLA AR3E A T MBS =05 SR AT e9VF nl 2RI,

“'System Availability” for each System is calculated as follows:

FARYUY “FREFTRE feln T a5

System Availability Percentage = (

Total Minutes in the Month — Downtime
Total Minutes in the Month

)*100

/%%W/%ﬁﬁﬁfﬁz (Total Minutes in the Month — Downtime ) « 100

Total Minutes in the Month

Service Level
A 55 K1

Service Credit?

JIR 55 14 2

PRD: 99.5%! System Availability
PRD: 99.5%?! R4 ] H 4

NON-PRD: 95.0% System Availability
3 PRD: 95.0% & %in itk

Server Provisioning: 99.5% System
Availability
%5 ARHCE: 99.5% KR40 At

HEC Subscription and EX Services:3

HEC #1HA EX g 4s: 3

2% of Monthly Service Fees for each 1% below the SA SLA
LT SA SLA —ANE R, /15 2% A RS 2k

HEC Cloud Start and HEC BYOL:*
HEC = 5 shfil HEC BYOL: 4

2% of Monthly Service Fees for
each 0.1% below the SA SLA
FHKT SASLA RS —ANHET M,
AT 2% 1) H AR 55 FeA

Server Provisioning (IaaS Basic):
R #EE (JaaS ) .

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

the SA SLA
BEXT SA SLA TR BT A TR SE8l45 A s 350 1,500 B

199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and identified in

the Order Form.

F R RIGFAEIT B LA E, U PRD 5 99.7% &4t 0T 1481 99.9% R 4iv] FMEEH -
2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.
PURTHIES 5 75 T RUE 4B H B s IR S5 Ak S AU T

3Also applies to S/4HANA CPO and S/4HANA CPE

3% FHF S/4HANA CPO 1 S/4HANA CPE

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.
HEC = /g3 Lai#k 4 HEC i H, HEC BYOL LLRi#<A HEC 7=,
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Excluded Total Minutes in the Month attributable to:
Downtime | & A M ShE 145 .

HEBR =L (i) Scheduled Downtime
i gl TERIME AL )
(ii) Agreed Downtime
24958 [R5 AL (]

(iii) Emergency Downtime
BRI ]
reasonable care had been exercised (see examples below this table)
AL GES AR T TR .

to a PRD system
Al PRD #RR/1E2 52 PRD RS H I#E T EKAE PRD REEHI5L

L]

Scheduled | Scheduled at a mutually agreed time, as listed in the Order Form or as described in the
Downtime | Supplement.
RSN YT W B R T A0 SRR AR 4 78R 75 X5 240 58 1A R (8] -1 S P 452 AL [

The following examples include but are not limited to what is beyond SAP’s reasonable control:
PUF RGeS AR IR T8 Y SAP &3 PEHVER R 1

2.1

2.2

2.3

2.4

2.5
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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

FPARRBELRIMIAE BT R IRSE (OB WV v 435, ff TR XY R 4E 3570 B AT wl 3R 4 Fn/ Sofl A
B RRAS 8 & AT)

Downtime caused by Customer

& S EHLEE)

Interruptions as a result of requirements stipulated by a third party manufacturer of the
Licensed Software

R 88 = J5 VF R ER A i) 5 pe AL 1) SR S By H

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.

K% P B e rT AR R BT/ o P2 S VF eT Rk, AR SR e (B MRS HRCE AR S5 28) BE
flgEkm S Bt AT~y (e IRSHERIRSS ) FRECH, B TANIR T SAP L
ENHIERS

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

ANASTER SAP HJUIR T 0 20K & #cn B, P i 2 i8] (B R s MBI B E) o

(iv) Downtime caused by factors outside of SAP’s reasonable control such as
unpredictable and unforeseeable events that could not have been avoided even if

SAP JCid & B ) ) R 2R S B A LA 18], Ll B SRR B A 558t Ik B s ) AS T TR R

(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair
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3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
B4 T SR IR G I R A 8]

(not applicable to Server Provisioning)
(REATRSHEE)

Description

Bt

Computer
Environment
segment to which
Service Level

Service Levels

R KF

applies
& F RS K I R
ey
Backup Frequency PRD Daily full backup and log file backup per SAP product
and retention period standard. 30 days retention time. Backup of the PRD
for Databases will be replicated to an alternate data center or
B8 e £ A AR 0 R B location.
HHRR TFRAFEF SAP 7= iAREEAT & FEAE R H B0 PR R
FRA=-+ (30) K. PRD KI5 i 2% FHEEE LBl &
NI E.
NON-PRD Weekly full backup and log file backup per SAP
iF PRD product standard. 14 days retention time. Backup of
the NON-PRD will be replicated to an alternate data
center or location.
BRI REER SAP FE bR EREAT & I AR I H . R
FRONTIY (14) Ko JEAF=BREE B4 0 i 21 25 B B8 o
LEAE HALE
Long Term Backup* | PRD and/or NON- | Monthly full back up - 6 months retention time
Ki#&m* | PRD HZEEN — REMRAS (6) MH

PRD #1/83F PRD

Monthly full back up - 1 year retention time
AZEEEN — REMRA— (D F

Quarterly full back up - 1 year retention time
BETEEH — REMRN— (D F

Yearly full back up — up to 5 years retention time
BETESN — REMRZEZ T (5) F

Backup Frequency
and retention period
for File systems

SR R G A B Al
T B4 I ER

PRD

Monthly full backup and daily incremental. Two
months retention time. Backup of the PRD will be
replicated to an alternate data center or location.
AT —XEEE&N, BRETHESD. REHRAH
(2) NH . PRD B4 444 5 i ) £ FH £ oo 3 AL
H.

NON-PRD
ik 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.
BH AT — IR & N, BRIETHER M. (R PIR W
(2) MH o AR IR BT & - 52 1) 2146 P s b o0 B
(A

Incident Reaction
Time for Incident
Management

A S A e

Incident Priority
Very High
Y RS

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

200 2kt (7x24) , AEVY (4D /NN E IR A
178kl CEXE PRD)
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[A] Incident Priority | 2 hours (7x24) for PRD
High = (2) /pEF (7x24)  (%FXF PRD)
AR ER: = 4 hours [Local Time on Business Days] for NON-PRD
(4) /P TAEHRE] (BF5%39E PRD)
Incident Priority | 4 hours [Local Time on Business Days] for PRD and
Medium NON-PRD
B S: (4> /N[ TAEH ] (EF%F PRD #i14E PRD)
Incident Priority | 1 Business Day for PRD and NON-PRD
Low — (L) A~TAEH %%} PRD RigE PRD)
HR R K

*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.

IRV PR T RS, MBEA, KM 0 EBIHEA N E R R B Bl S & 1) = RS R HIR &

SR (LI EEANE)

Incident Priorities

B AH

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):

LR RAE R TETA FF (WERERBEPEE, Ml SAP IR FARMEF& B AT N BT E)

3.1 Very High: An Incident should be categorized with the priority "Very High" if the incident
reported has very serious consequences for normal business processes or IT processes related to
core business processes, and urgent work cannot be performed. This is generally caused by the
following circumstances:

FEER - EREEEX EF W SRES G OUSBREA R IT FEFAEEE =T, HEALTIEL
EHAT, WROZAFZERMERIAN EEE” , XBEH FHIERSIE
e A PRD system is completely down.
PRD &4 58 215 1.
e The imminent go-live or upgrade is jeopardized.
& S B HEAT I B
e The core business processes of Customer are seriously affected.
B IAZ Ol 55 AR 52 B P B
e A workaround is not available.
SIS YA 8
The Incident requires immediate processing because the malfunction may cause serious losses.
ZH ISR R AR, KOl AT e S BRI,

3.2 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.

& IEFE WSS B EE A, MNZEFRAERNYAZEAR ‘&7 o HENZMeREARN, HEERATHE
5, XRAFLAFEAT RN R EAs CEEIT S8, BT RSO SEE & ™ EAR IR A P B,
NI S S i X

3.3 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
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Computing Environment. A message should be categorized with the priority "Medium" if normal
business transactions are affected.

W anERE SRR R, WZE e REYFZER 7 XEEBUE I RN TR R g eiks
ITSER, MEFWHERZG R, MIZn @R RAERNYTR “Hh”
3.4 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.

& - RS RIRENS IE H W SRR i el 2 e, Mz A RN R . RXEEBEH AL
B P bR A R R U AT D Re - B E A IR T S B,

4. SERVICE LEVEL REPORTING
fRS5AKERE

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

report.

SAP NREZIFAE A & RERE H &P REAMHIER “IRFBAE

4.1 Customer must notify SAP of any claims for any Service Credits within one (1) month after
receipt of the monthly System Availability report by filing a support ticket with SAP.
P LAENEA ERgal ARG ZEN— (1) DA, @IS SAP SCRHEEM T RG@ % SAP XARSZK
S AT EE K,

4.2 1In the event that one or more of the Services Levels set forth herein are not met, Customer may

notify the SAP Account Manager and request to analyze Service Levels metric statistics based on
the monthly summary report provided by SAP.

AR BIAR N HERN — P RSN IRFB KT, FFAHEA SAP &P EIIERRE SAP $2{ki) A B R &R E
T IRSBACEFE ARG AR,

4.3 SAP will then promptly (i) determine the root cause or possible root cause of the failure (if
known) to meet the Service Level, and (ii) unless failure is excused, develop a corrective action
plan, and submit such plan to Customer for written approval (which will not be unreasonably

withheld or delayed) and, following Customer’s written approval implement the plan in a
reasonable period of time (and in accordance with any agreed timescales).

SAP =B (i) TAEARKRBIMSB A (s PRARKE S TR RAIRE, H (i) BRIERKBIRSAKES
BIE PR, SNFTEEE M ERET R ST R R AR, URRABmtE (REIEsHRE sHEE) |
EARIFEPHBEIHEZE, FEEMRENVEEN (AR EMAE R EESR) STz,

4.4 If applicable, SAP will provide the specific Service Credit as described in Section 5 below.
AEA, SAPFHREE T SCE 5 RORUER MM BRI IRSB A,

4.5 SAP will be relieved of its obligation to pay applicable Service Credits and will not be in breach of
the Service Level where the root cause analysis (as reasonably performed by SAP) indicates the
failure to meet the relevant Service Level was caused by the Customer and shall therefore be

treated as Excluded Downtime. In the event that Customer disagrees with the root cause
analysis, the parties will discuss the root cause analysis.

IRATRR 54T (8 SAP S EEINAT) RIRREZ P RYF R TS BOREE A BIAR SR S5 K IR AR R 9 PERR A 5
HLESIE], T SAP Rf6 T3 AR AR SHE AN ES, HARIY SAP IESCARSSAKFEIN,  An% F RPARA IR S5 4
AR, BT RRARARIR 247,
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5. SERVICE LEVEL FAILURES
HRSB 7K FEASK AT

5.1 Service Credits. Subject to Section 2 above, if and to the extent SAP fails to meet the System
Availability Service Level set forth in Section 2, Customer is entitled to a Service Credit which is
calculated as the sum of the Service Credits for NON-PRD, PRD and Server Provisioning, for
SAP’s failure to meet the respective System Availability Service Level. Under no circumstances
will the total maximum Service Credits: (i) for any one month, exceed an aggregate of 20% of
the Monthly Service Fee for that month across all the Systems at 99.9% SA SLA, and an
aggregate of 100% of the Monthly Service Fee for that month across all SA SLAs; and, (ii) for
any given contract year, exceed in the aggregate an amount equal to one-third of the annual
subscription fees for the HEC Service or EX Service charged for the contract year (or one third of
the total subscription fee for the HEC Service or EX Service charged if the term as defined in the
applicable Order Form is less than one (1) year).

RSBIES, KR ESCE 2 TIRLE, 4 SAP RAEIEE 2 TAEN RS THMEIRSAKE, FPANEZ RS,
ZIRS SRR SN SAP KR B R4 w APEARSS AKERYFE PRD, PRD FiifiR S5 aa i & AU AR S5 #5505 F,
TEAEATE LT, IRSBIEEMREERSE : () WEEAMRMNS, YA RSUAE 99.9%H) SA SLA NG HZ
AMRSEER 20%, JEAARSEEIZA A SA SLA MR A RS ; Lk (i) EELESRENRNS, RIR
BB HZAFFRER HEC IRFBEk EX IRBHFEMARSEIMN =0 — (8F, mERTWERPE IR
F— (1) #, WARSEHKE HEC IRSBE EX IRZFBMATERN =732 —)

5.2 Customer acknowledges that the Service 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.
EFHA, RSB SIE SAP KB RAE AR ACER e — B Pefh PR s R bE, BRIEE FIEAER IR,

5.3 When Customer’s entitlement of the Service Credit is confirmed by SAP in writing (email
permitted), SAP will apply such credit to a future invoice relating to the Cloud Service or provide
a refund if no future invoice is due under the Agreement.

R E SAP BiffiA RV B FEbF ) ANEZRFZES, SAP FHEH G X sikSIF ARy R 5T

R PCEEHRSG, S AN FARFTE B R RIS R ZE, MR 2R,

5.4 Termination. In the event of SAP fails to meet the SA SLA for PRD Computing Environment as
specified in Section 2 above for three (3) consecutive months, Customer may terminate the
applicable Order Form by providing SAP with written notice within thirty (30) days of Customer’s
receipt of the respective Service Level report. Termination shall become effective one (1) month
after SAP’s receipt of such notice (or any later date set out by Customer in its notice). For the
avoidance of doubt, this termination right shall supersede any and all other termination provision
in the GTC for failure to meet an SLA, and such termination right from the GTC shall not apply.

ik, # SAPIEL = (3) MHRAE LIREE 2 TTHER PRD IHHEMELR SA SLA, & AITENCEIAH N ARSS 7K
FARE =1 (30) KA SAP fRftFmmmA G HriT Wea, KT RMNE SAP EIZF@m— (1) 4
AJe (SR PTEHG@A A E TN B3 TFaaA, Jolkfe e, NARESIH] SLA MiAfTAIR b4 1Y
FIRZER GTC H AR K fr A et 22 1k 28k,  GTC HrpT iR i e S48 AR A E AL,
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