SERVICE LEVEL AGREEMENT FOR
SAP HANA ENTERPRISE CLOUD AND
SAP S/4HANA CLOUD, SINGLE TENANT EDITION SERVICES
[Hi] SAP HANA ENTERPRISE CLOUD[HANA 4z ]#1

SAP S/4HANA Cloud (BFF)R) [HANA B5EM4S AR VRS KRS KED

This Service Level Agreement for SAP HANA Enterprise Cloud services ("HEC Services”) and SAP
S/4HANA Cloud, single tenant edition services ("STE Services”) (each, a “Cloud Service”) sets forth
the applicable Service Levels for the HEC Services, STE Services, and Server Provisioning to which
Customer has subscribed in an Order Form with SAP.
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1. Definitions
'8

Capitalized terms used in this document but not defined herein are defined in the Agreement.
SRS S R AR AR B SR UL SR R EE 7R D SO HEAT 8 S
“"Agreed Downtime” means any Downtime requested by SAP or Customer and mutually agreed by
the parties.

“HI5E FMEHLRTIR)” &4 SAP Bl /13 K 1 LR U 24958 AT 15 AL ]

“"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.

“TAEH” RARME—BH A —K, TS T8E 2 7 27 [ s A LR H BRSE
“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) which may include
development (DEV), quality assurance (QAS) or sandbox environments, as agreed in the Order Form.

“UFEIRED” R4E SAP EEMH T AR PRIt MM EdE b OBl REGH. BIMRE. BIERS LR EEE
ERENLE], AR THEIREE (PRDY FIH TAR4 77 H BB BT AT 538 (3E PRD) , JE# Al Re 4T B
g TR (DEV) BREE. BUELRIE (QAS) MBI &M B,

“Downtime” means the Total Minutes in the Month during which the HEC Service or STE 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 STE Service (or Server for Server Provisioning),
excluding Excluded Downtime.

CEHLISTE R FE—A A W HEC IRSSEL STE IR%s (BUEHW RS 2R 0 B AR S2%) Ama AR #E HEC k481 STE Ik
% (BEPA RS HICE IR D 1 SAP dli i 43 R & RIS B0, HEBR S LI RIS FEAE N
“"Emergency Downtime” means downtime during critical patch deployment and critical operating
system upgrades as described in the Supplement.

CEBUSHLIT IR SEFEAN T P TR B DS BEAN TR G OB B R G0 IR A AL [

“"Excluded Downtime"” has the meaning set forth in Section 2 below.

“HERRIfSEHLE ) 7 102 SCAn NS 2 ik .

“Incident” means unplanned interruptions or material reduction in service quality reported by
Authorized Users.

CHAE AR ARG RS R S0 v W B IR S5 B R I SR T R
“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.
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“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.

CYRRIERET IR R MRS SAP FEEE SRS, HE I EESRG VAT S AR B, k. DR
CH BRI ©

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
RIS R AEARTT I B RS BB L ) B B X
“Month” means a calendar month.

“R” Z¥HIAH.
“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) fee paid for the HEC
Services or STE Services, as applicable, which did not meet the SA SLA.

“ARER” IR IHEAER RS A SLA ) HEC IR%580 STE % (W& XA A 2 (BeE2in) 1/12
) o

“Scheduled Downtime” has the meaning set forth in Section 2 below.

“TIRIMENLET R (8 LN N IEEE 2 RN .

“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service
Level Agreement.

ARG R TERIE A RS AT IREE 2 AIEE 5(a) T IRHE TR AR A .

“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement and
for STE Services means the SAP software provided by SAP with the STE Service.

“HABME” , X T HEC R&iMiE, He X S54mPmE XAHE, T STE RiMis, =248 SAP i STE IR&5 24
] SAP A4

“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 (PRD, DEV or QAS). 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 System No. (previously Tier No.) column in the System Setup Table in the
Order Form, and for STE Services, each System is identified by the system tier as set forth in the
STE Services Service Use Description document. For Server Provisioning, System as used herein
means Server, as defined in the Order Form.

“RG7 RIBIEN—NEAEHTIZTES (PRD. DEV 3 QAS) K, FHECECHANEARBIAN:, thin$die. ik
Fdn M. FEIIMERMNE ST P E. FRPEHNEMAFAEGEHHYT MRS RETHMERLZ
FEr M. T HEC RS, BANRGHITWRMRGKERTN “RA'5” (Zilh “ES57 ) FiksiR, T STE
k55, ®AFRGH STE SRS HUE R GER R IR W THRSSARACE, HAME M RS2 RIS 4,
PE LT T B 5

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
“GHBOWE WEASEL (7)) RERZHI (24) M

“UTC"” means Coordinated Universal Time standard.

“UTC” et St af bR

2. System Availability

R
The System Availability Service Level for HEC Services and STE 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 R4 F1 STE IR I RS TT MRS KF (LTRFR “SA SLA” ) MUE TEH TiHEHIE (DLAEST RS AL E
FIRSS %) FIRG M. SA SLA MW REABKTA R Z JEiEH.
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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.
BRARIT AR A AL E , U SA SLA ANE T 77 NS =5 BUS VR AT VR AT 3

“'System Availability” for each System is calculated as follows:
"BARGEN “ RATRAME” N rHE:

Total Minutes in the Month - Downtime
System Availability Percentage = *100
Total Minutes in the Month

KA B B — EHL A
RGATHIEA I = *100
g H B

Service Level Service Credit?
AR 457K~ HR 45 4  2

HEC Subscription and STE Services:3

HEC L f1 STE fi%s: 3

2% of Monthly Service Fees for each 1% below the SA
SLA

FHET SA SLA —AE 7, 318 2% A k% Tl

PRD: 99.5%! System Availability
PRD: 99.5%*! #&im] Hfk

NON-PRD: 95.0% System Availability
ik PRD: 95.0% &4t mT A%

HEC Cloud Start and HEC BYOL:*
HEC = 3 3)#1 HEC BYOL: *

2% of Monthly Service Fees for
T SA SLA Zi—1ME7 AL
each 0.1% below the SA SLA
AT 2% A RS 2k e

Server Provisioning: 99.5% System
Availability

TB25 5200 E . 99.5% A4l i Server Provisioning (IaaS Basic):

MR E (1aasS Eilh) -

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

EFXT SA SLA T0T AR R A s 45 H 2 2Ly 1,500 Bt

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

FHE P RIGFEAET B in LA E , ) PRD 19 99.7% & 4T FH4BL 99.9% R 4t v A MG .

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.3Also applies to S/4HANA
CPO and S/4HANA CPE

PUR IS 5 A5 e F4 A B IR SR e &3 AE . 3 1iEH T 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 = /a3l LLai#R Ny HEC BiH, HEC BYOL LLREI#R A HEC 4E7=.
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Excluded Total Minutes in the Month attributable to:
Downtime | & . @78 Ha4s.

HERR B IEHL (i) Scheduled Downtime

i ) TR LI 8]

(ii) Agreed Downtime
2958 1)1 BN [A]

(iii) Emergency Downtime
B RSB 8]

(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
reasonable care had been exercised (see examples below this table)

K SAP Tk &I HI MK 2 S B LR (8], b RO s SR E A B 2t 02388 4 (0 A AT TR AAS
AL S GESRAR T HIRED .

(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair
to a PRD system
I Ak PRD i RR/1E2 2 PRD RS H #2001 4E PRD RS

Scheduled | Scheduled at a mutually agreed time, as listed in the Order Form or as described in the
Downtime | Supplement.

THRUEHLERT LT e v AT AN BROAR AR 4 78 7E X7 240 58 PR IRF [R] -l S P 45 AL [

L]

The following examples include but are not limited to what is beyond SAP’s reasonable control:
LT /R G E AR F A8 SAP & R 2 il Y B 1 A«

(a) 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
R AR BB JBAT & IR ST CRAEIT VR RIS 4Edr, 8RR 2 49 Y B P RV TR
/B FH AR RR AR BUR AT D

(b) Downtime caused by Customer
H%5 A AL )

() Interruptions as a result of requirements stipulated by a third party manufacturer of
the Licensed Software
BRI B8 = 07 VP P A o v B 5 SR S B0 R b

(d) 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.

BRI P2 B B BV RT3 IR o A0/ B P VR T B R B B SR B (Bl IR 5% 2R I B 1 TR
A% WE I EE i BT E IR > (FERX RS AR E RS ks, BT A
PPN SAP TG R N 1Bk 4

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

AN KL SAP 1) iR R T A0 A0k S HHE IS, F P S0 (R N 18] R PR A& e RS
3. Backup and Computing Environment Incident Reaction Time

AR A A S E A VL e )

(not applicable to Server Provisioning)

(NERATRSGHEED
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Description

Vi

Computer
Environment
segment to which
Service Level

Service Levels

257K F

applies
& R SSK TR
i
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
HHfs R A i A AR B location.
JHBR BRI SAP 72 AR AEREAT & I AR B H SR, TR B
FRA=- (300 K. PRD HJ& & i 2 & FHEdE OBl
i KA
NON-PRD Weekly full backup and log file backup per SAP
ik PRD product standard. 14 days retention time. Backup of
the NON-PRD will be replicated to an alternate data
center or location.
BRI ERESR SAP PR an bR EREAT 2 IR AR R H SR, TR EE
FROMHIY (14> Ro JEAF=EREE I #4315 F s b
CEA HALE .
Long Term Backup* | PRD and/or NON- | Monthly full back up - 6 months retention time
KI%4n* | PRD B Hwe&h — REMRAN (6) MA

PRD #1/83E PRD

Monthly full back up - 1 year retention time
HHEEEN — REHRA— (D F

Quarterly full back up - 1 year retention time
HETEEN — REHRA— (D F

Yearly full back up - up to 5 years retention time
BEEEED — REMREZ N (5) 4

Backup Frequency
and retention period
for File systems

SR R G A SN AN
1R B HARR

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.

[ H AT — sy, BREATHER . RE PR AW
(2) I~ H. PRD #4044 5 il B £ FH £ b0 Bl A AL
=

NON-PRD
4k 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.
[ H AT — sy, BREATHER . RE PR AW
(2) NH o JEAEF=EREE 0 &4k 5 ) 314 F &l oo sl A
.

Incident Reaction
Time for Incident
Management
A (1 S A
[

Incident Priority
Very High
RS

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

(20D Srgh (7x24) , TEI (4 /)P E e R E
178hi%] (B PRD)

Incident
High
HORE: =

Priority

2 hours (7x24) for PRD

= (2) /pEF (7x24)  (%F% PRD)

4 hours [Local Time on Business Days] for NON-PRD
P (4) /N[ TAEHBE] CBFXF3E PRD)
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Incident Priority | 4 hours [Local Time on Business Days] for PRD and

Medium NON-PRD

RS T M9 (4> /N[ 4 TAE B[] CBFX% PRD #19E PRD)
Incident Priority | 1 Business Day for PRD and NON-PRD

Low — (1) A~TAEH (4%} PRD i3k PRD)

HIER . 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.

AR BRI T AT iR SS, WHEH . K HA 25 1 I B S T8 A5 Bl SO R 1 AR B B TR B 7 1Y) 2 IR 55 R
FREEFITEE R (LA [ HED o

Incident Priorities

H %

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):
AR T e ik (R te & P i85, W] i SAP AR DL R RS AT A EHEE) -

(a)

(b)

()

(d)

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:
FEEE: R T EE DL SRR S L SRR A R IT W= 3w = E rsm, A
BRTETERAT, MR ZEANRRR AN “dEHE” « XEFE2H FFELLE:
e A PRD system is completely down.

PRD #4568 215 L.
¢ The imminent go-live or upgrade is jeopardized.

& S R HEAT IR B2 T 2%
e The core business processes of Customer are seriously affected.

&A% O 55 R 52 B T E
e A workaround is not available.

WH NS %
The Incident requires immediate processing because the malfunction may cause
serious losses.
ZHEAUANL RIS B, FONRE T e S BT ERK.
High: An Incident should be categorized with the priority "High" if nhormal 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.
B WHEF S RARZ B E ], WZFANRAERBAEKN “&” o HINXRAEHFEN, #
TEPAT VAT . X2 T FHEEN SRR EHBIGEZIT 58N . BT RN E
IR AP SR, BT DL SR P B 34
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.
e WIEEN SRR B, WHZE RS NIEZEN R o X AR RIS T AR
FHETEIBT 2B WIEFHWS LS 2%, Wiz S SRR RIT “Hh” .
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
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inoperable functions in the Computing Environment that are not required daily, or are
rarely used.

& g B R IR SR AR R E M E e, MNZ A R e R A AR o XK
i) R AN 22 {58 FH B {5 T E SR ER B HH IR D e e BOTE R 18 AT R B

4, Service Level Reporting
RS KPR &

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

report.

SAP NEREFIFAE A BLE S50 S i 2 P R S A UCH R ) “ RS A .

(a)

(b)

(©)

(d)

(e)

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.

FEPLIAEWEI A ERGETAMEREG ZEM— (1) NAN, EIIEE SAP SCRR SR 208 A
SAP X IR 548 o tH AR T 23K

In 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 analyse Service Levels
metric statistics based on the monthly summary report provided by SAP.
WARIEBIAP PR E B — DB E DRSS KT, &P ATIE A SAP 2 7 S 3E IR E SAP #2451 H
JE R B S 7 T IR S5 /K AR AR G v e

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 &I (i) #iE REFIRS KT s FIRA R RS fRA SR, B (i) BRIERIAT]
M55 AKPAS B % 7 B AR, 15 00 75 e A IS v R S R A A R, DA RIS b v
(IS HENEEIEE) , EREZSWBEMMEL S, TEEMNETEEA CHARSEARTZE K
EAEZE) SEhtizvt&il.

If applicable, SAP will provide the specific Service Credit as described in Section 5
below.

WG, SAP K% T CE 5 IS IR AR E RS TR A

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.

WA 738 (HH SAP A ERHAT) F IR DR 7% 7 i JiR R T 5 350K e ak BAH 9 Al 2% 7P I DA b e 4
HEER BRI 1], ) SAP 44 4 T SCHAH R IR SRS 10 XL 55, HAIY SAP 3 SRS A
B FHRA TR SR R, ST R AR A TR 447

5. Service Level Failures

R 25K RIE RS

(a)

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
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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 STE Service charged for the contract year (or one third of
the total subscription fee for the HEC Service or STE Service charged if the term as
defined in the applicable Order Form is less than one (1) year).
PRBHA. KM ESCE 2 WINELE, & SAP RIEFIHE 2 WIE W ARG W HMERS KT, BFEHE
TR, ZRFSHARITHHE T 08 SAP Rk 2% A R4 RS K FRAE PRD. PRD Ffl
SR E MRS A M . FEAEMEAL T, RSMAemm&Eas: () MEEAMNE, BMARS
153 99.9%/ SA SLA By AT H 1% H k% 20%, HHEABEHZHA SA SLA 114 H
M52, UK (i) MEESEEFEENS, B S8 G FFERIE HEC kR$E0 STE MRS
FEHAREEN = — (83, @& CHIRAT — (1) 4, AR bSO
HEC k%588 STE RS B MATM =22 —) .
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.
BN, IRSSHRGE SAP ARIEBIHLE HIAR 55 /K I E— HAFfh P b RaE I, B R L.

(b) 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.
HE 4 SAP BN RV A i eE 7 O AREZ SIS, SAP IEH G50 = %I
B R SR b B AR, B TN AR H G BT R SR, R iR 9k

(©) 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.
%Kik, % SAPES= (3) MHAREIH FIRZE 2 T HER PRD tHEIELR) SA SLA, % Al fEi 3|
FHRIR SR PRSI =1 (300 KA SAP fRALBIEMLIEEH TGN, ZIETHNE SAP
WENZSEFEA— (1) MR (& FE AP 28 PR B D TFRER. il asE L,
RAESCIL SLA AT L2 b ACRI R, GTC A AT B T HoAh 2% 1k 453k, GTC HHATiRHI bk
RLNEBFIATEH
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