SERVICE LEVEL AGREEMENT FOR
R & KFHECER T
SAP HANA ENTERPRISE CLOUD, SAP S/4HANA, PRIVATE CLOUD EDITION AND
SAP HANA Enterprise Cloud [AfFHETF & %], SAP SIAHANA (FAE=HRA) [ERP BEEAE & RA M
SAP S/4HANA CLOUD, EXTENDED EDITION SERVICES
SAP S/4HANA Cloud (FJBIR) [ERP mHFZEMYT BRIRSE

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”), SAP S/4HANA,
private cloud edition services (“Private Cloud Edition Services”) and SAP S/4HANA Cloud, extended edition
services which was 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, Private Cloud Edition
Services, EX Services and Server Provisioning to which Customer has subscribed in an Order Form with
SAP.
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1. DEFINITIONS
3'8
Capitalized terms used in this document but not defined herein are defined in the Agreement.
A SRS S R IR R T S UL SR B R TR ZE B SO HEAT 8 S

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

“HIERMHEHURTTE” fEHE SAP B ISR AR UTT 2058 AR FT S LR 1] o

“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.

“TAER” ZARAE— B TR — R, VTS E ) % 7 B M R A 3 R F BRSb .

“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.

“TREERBE” JRIR SAP LB TN P IR B RS TR L Bl b0 Bl . S5 as . BRI BL# . IRIERS
PR KR A AENL, ST B 2 5E (A TH AT (PRD) ATHS FAR2E 7 H K A P PR A o) At o SRR 85
(FEPRD) .«

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

UEPLETTE” I -AA N EIRS (BN IR ISR E MRS 2 MR SRS (Bl X IR 5523 BC & 1Y
MRS58 11 SAP B 0 (1 43 Ft fUR I SR IE o BB, HERR IS MR R A RN .
“‘Emergency Downtime” means downtime during critical patch deployment and critical operating system

upgrades as described in the Supplement.
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“Excluded Downtime” has the meaning set forth in Section 2 below.
“HERRFIE BT 7 B 0 N TSR 2 T pTiA .

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

CHAET SRRRBBURL AR (AR S5 TR A i i SR 55 SR R SR B R B

‘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.

“ERmI R TR] 7 4R AN SAP B — SR SR R 1 S BIEAR R  HRBE Y SAP SR BTSSR HL
AR i T RIS TR) (o NN BB AR
“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.

“URTTERAME” RIBETIRMES SAP FEETE SRS T, BEFMASEREF TN ARET . $URE. B4, T
HANAME (RSN .

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
“EAHRIR IR 7 R R T I  RIE R S e MR IR X

“Month” means a calendar month.
“R” ZEEHIH.

“Monthly Service Fees” means the monthly (or 1/12 of the annual fee) subscription fees paid for the
affected Cloud Service which did not meet the SA SLA.

“RRFHR” ZIE R RAILE RG] L SLA 525 1K 2 IR S5 S IO H RS 9% (BUEEIRSS 981K 1/12)
“Scheduled Downtime” has the meaning set forth in Section 2 below.
“TRRIEHLRTIRD” B8 LU R 2 2 1T

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

“RRSSHRA” SR IRMRAE AR 35K BRI 2 FRIER 5(a) T IALE TR AR S .

“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement, and for EX
Services and Private Cloud Edition means Cloud Services Software as set forth in its respective Supplement.

“HAHEA” X T HEC RS S, HE S ig SCHE, T EX RS RAA ZARS S, 21
FRRLK 78 AT 1 2 AR 55 Ao

“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 Private Cloud Edition Services and EX Services, each
System is identified by the system tier type as set forth in the Service Description Guide and Service Use
Description respectively of the Supplement. For Server Provisioning, System as used herein means Server,
as defined in the Order Form.

“RG” RN —ARENTIBTZH0N, BRI A LA AL:, B, ko5t %, gk
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“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
“GHBSWE HHAMEL (7)) RERZHI (24) /NHFE.

“UTC” means Coordinated Universal Time standard.

“UTC” A8 PMAH: AL bR
2. SYSTEM AVAILABILITY
REGTTHE

The System Availability Service Level for the Cloud 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.

TR R G TR KF CBURRIFR “SA SLA” ) #UE 1@l Tk IS (BLAER IR 95 S C B 1 9%
&) ARG THITE. SA SLA MK ARG Hn % 2 aida.

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.

BRAET G S A WIHE , B SA SLA NG T2 7 IS = J7 IS VF n] BV ol 3cf
“System Availability” for each System is calculated as follows:

N RLE0 RO fil0 Ty it

System Availability Percentage = (

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

)*100

ELR AT A = ( Lz ;Wﬁ—/%my@) « 100

KA B L

Service Level

257K P

Service Credit?

R %514

PRD: 99.5%! System Availability
PRD: 99.5%* %%t 1] H 1t

NON-PRD: 95.0% System Availability
4E PRD: 95.0% &4 ] f

Server Provisioning: 99.5% System
Availability

M4 4RECE: 99.5% R 40 Al 1t

HEC Subscription, Private Cloud Edition Services and EX Services:3
HEC fLH . RAA ZHRA LSS Fil EX Hids: 2

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

BT SASLA — M E 2 s, 3RS 2%H9 H %5 Sk e

HEC Cloud Start and HEC BYOL:*
HEC = A fl HEC BYOL: 4

2% of Monthly Service Fees for
each 0.1% below the SA SLA
FHET SASLA R — M H A,
AT 2% 7 IR 55 2k

Server Provisioning (laaS Basic):

R AACE (laaS HalD -

€1,500 per Month in aggregate for any and all instances below the SA SLA
EEXT SA SLA T BEAT A A S 4 7 BRI 1,500 RR T
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199.7% System Availability or 99.9% System Availability for PRD applies if purchased by Customer and identified in the Order Form.
i 2 PRI IFAEIT S I BARE, W) PRD 1Y) 99.7% R4t W] FPEEL 99.9% R 4t v] & H .

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.
PUNHIES 5 5 i RUE R H s RS R e S AT i

SAlso applies to S/4HANA CPO and S/4HANA CPE
3EHF SI4HANA CPO #1 S/4AHANA CPE

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.

HEC =53 LRIy HEC B H ,, HEC BYOL LARI#R Y HEC 4.

Excluded Total Minutes in the Month attributable to:
DOWNME | 45 i1 5y bt 45
HEERE AL i. Scheduled Downtime
Uy S B 1)
ii. Agreed Downtime
295 [R5 ALIN ]
iii. Emergency Downtime
KRS AL A
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 Toik & BRI il 00 R 25 S BB WL TR], bl G BPDASE SR B B0 A A0, TG v a4 ) A W] T
AARH T EMS GES AR FITRRGD .
V. Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a
PRD system
B HAE PRD iERRMEE PRD R4+ HFEIT 3201 HE PRD R HIIEHL
Scheduled Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.
DEnme LT e v BT A0 SRR AR 7 7E XU T 240 5 FAD IR [B] Rl S A 45 ATLIRE [
THRIMUENLIF
[

The following examples include but are not limited to what is beyond SAP’s reasonable control:

PAUR 7= I AR E AR Tl SAP & BH% i) Vi Bl (1 4«

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

PR BEAL IR IR RLE JEAT 2 P IR T COARTT W VE TR AR 4, o A 22 i 247 0 Tl P FR o v

AN EAH A A i A B AT D

b) Downtime caused by Customer
% S R B S ALI [

C) Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed
Software
PRI 55 = J7 VF RT3 3 e A P R S B0 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.
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PHIT SAP STAETE A B ERSE

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 Rl SAP 1 J5 R T 6 UV S I, T P B PRSI ) CBHE e A A A i ) .
3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
2 BRI SRS A LI )
(not applicable to Server Provisioning)

(RER T RS B ED

Description

Bt

Computer
Environment
segment to which
Service Level applies

Service Levels

R 25 KF

18 PRSI SR

BHE
Backup Frequency and | PRD Daily full backup and log file backup per SAP product
retention period for standard. 30 days retention time. Backup of the PRD will be
Databases replicated to an alternate data center or location.

KOs 2 3 IR AR B FERMEERR SAP 77 i EEAT 2 0 I A S PR B Y
HIRR By =-1 (30) K. PRD &1 5 i 325 F B o0 el
M E .

NON-PRD Weekly full backup and log file backup per SAP product
4k PRD standard. 14 days retention time. Backup of the NON-PRD

will be replicated to an alternate data center or location.
BEJE N EERR SAP 77 iR AEEAT 2 0 I A R S IR B Y
MR (14) Ro JEARFREE I 26 40K 52 1) 21 26 H Bl o
OEEHALE .

Long Term Backup*
KA

PRD and/or NON-PRD
PRD F1/8%3F PRD

Monthly full back up — 6 months retention time
g n — REMIIR N (60 M
Monthly full back up — 1 year retention time

B H g — REPIIR N — (1 F
Quarterly full back up — 1 year retention time
FEEEEN — REMIIRAN— (1 4

Yearly full back up — up to 5 years retention time

BEREEN — REMREZ NI (5) 4

Backup Frequency and
retention period for File
systems
S ZR G A 3 A AN
PR B HHIRR

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.

BT IR EEN, BRETHEES . REHIR M
(2) H . PRD 4R 2 i 21 5 F B oot sl e I AL

=

NON-PRD

Monthly full backup and daily incremental. Two months
retention time. Backup of the NON-PRD will be replicated to
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4F PRD

an alternate data center or location.

AT —REEEN, BRETHEESG. REHARAH
(2) ANH o JARAFEIRER 1 &0 53 ) 3 46 F Ao 0 B H
8.

Incident Reaction Time

Incident Priority Very

20 minutes (7x24) and problem determination action plan

for Incident High within 4hrs for PRD

Management FffRsedt: BHR | SF (200 AMEb (Tx24) , FERY (4) /NP ) R
SRS L S L 17K CEFSE PRD)

I

Incident Priority High
HIRA L =

2 hours (7x24) for PRD

Z (2) /NEF (7x24)  (5tX) PRD)

4 hours [Local Time on Business Days] for NON-PRD
P9 (4) /NEF[4H TAE HEFA] (B EE PRD)

Incident Priority

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

Medium PRD

FHMES: P (4) /MBF[4H TAE HEFE)] (5% PRD AlHE PRD)
Incident Priority Low Business Day for PRD and NON-PRD

HILEL: R — (1) AMIAEH (5H%f PRD ik PRD)

*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.

FAEVT BRI TR AR AR SS, NE A . B I R BE R E AR B SO 1) R B B TR B 1 s i 45 R
FHIARR 5 RIS 250 (LU IR (B 9D
Incident Priorities

FFL

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):

PAURARSE G0 E A T i $0F (Rt etz e, ] i SAP K4 LR ARER & BAT BB 5 5E) -

a) 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:

JeH®: AR N EE R SRRSO S REA RN 1T WA ™ E R, H
RBTARLESAT, WNAZRZ IR0 “ARH R o XEH BN 5]E:
¢ A PRD system is completely down.
PRD #4t5€ 25 Hl.
e The imminent go-live or upgrade is jeopardized.
f& b B AT 1) BT 2
e The core business processes of Customer are seriously affected.
7 PR S5 IR 32 B P B A
e A workaround is not available.

BT %

The Incident requires immediate processing because the malfunction may cause serious losses.
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4.1.

4.2.

4.3.

4.4.

4.5.

(2 VARG EID (S SN DA - TN RS Y R K

b) 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.

W WUIEFNE SR Z B S, WHZFAF R RIAZEA “w” o ML e EAn, KT
AT LEAESS . XAl T AL AR BT A I TG EB AT BN . TR AR R P o 7 E
AR, B DA ZUS PRAL B 4

C) 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.

B QIEFE SRR B, WRZ IR SRS “ o XS R T SRR B I D g
WETCIEIE AT FE . IEF LSS AE 2 B, MR AU BRI E RN Ay “h

d) 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.

B Qe o5 1) e RS IE L S5 I A s e S M e, WAZ AR IR S RS A AR .« XK
R PR AN A A /S T B T SRR 5 H L D R e BTS2 AT S U
SERVICE LEVEL REPORTING

257K 4R

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP RNiERERFFAE H EE AR a2 PR s A e K RS KE .

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.

HPLAENEI A ARG A MRS 2R — (LD NN, BEIAE SAP SCRRH R KT @A SAP X IkSS
A b th AR AT 2R

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 analyze Service Levels metric statistics based on the monthly
summary report provided by SAP.

AARTE BIA I HE I — D EE MRS IKF, B ATE A SAP % 7 G HLUIF SRR SAP SR A B A S5k
TR S5 KT HEAR G B

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 & Jei (i) Wi ARIEZFIMRSS K (e mD BRAJE R s BERIARA R, H. (i) BRARARIE 2R 5 K-F45
FIE AR, I S A IR R BRI ER R T RIS S g 7, DR RAS Bt #E (S JC ik B B
T, EARFEPRBEAEL G, TEIANETEE A CHARIRAEA L E B HESD Stz itk

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

W&, SAP RHEIE R SCER 5 T IIHLE SRR E AR 54K % o

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

SLA for SAP HEC, SAP S/4HANA, private cloud edition and SAP S/4HANA Cloud, extended edition Services (DUAL)
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5.1.

5.2.

5.3.

5.4.

5.5.

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.

IRRA TR 70 Hr (T SAP S ELAT ) RIS % 77 ) S A1 T 3 UK RE 1% BURH 5 55 7K1 I A e A HEBR 11
fEHLR 1], U SAP K4 T SCATAR R AR 3R Ge (1 3055, HAN SAP 35 55 /KPP il e 77 SHHRAS B X 73
PrfAFEEI, XSUPRHR AR R R 74

SERVICE LEVEL FAILURES
P55 KT ARIERD

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 paid for the affected Cloud Service for the contract year (or one third of the total
subscription fees paid for the affected Cloud Service if the term as defined in the applicable Order Form is
less than one (1) year).

RS, KM ESCER 2 WHIE, 47 SAP RIXEIE 2 WRUE M ARG W HEIRS KT, &P HBEZ RS
G, BRSSO SAP RIEF| % H R4 r] MRS KF#19E PRD. PRD FliRk 552 Be B IRk 55 1K 5
B ARG OUR, RS IRR I R AT () SUERAMINS, HPrH RE0A2] 99.9%(() SA SLA I A5
HIZ RS 381K 20%, JF HARE HIZ T SA SLA 4 H ks . DL (i) RS ESREMNSE, &)
AR Z A R SRR X 52 5200 1) 2 AR 55 SO AR AL T B B B =70 22— (B, unsd AT I B0 5 SCRHRR
ST (D) 4, MIAAHE X 2B ) 2 IR 95 SO I B B =20 2 —D

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.

TN, MRS E SAP ARIE FIRLE R AR 55 K- e — ELHRAI PR R A st i, BR ARG ATE AR IR

When Customer’s entitiement 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.

HR SAP I RV AT IR TT 30 ARERZ RS, SAP RAE H 550 2 iRk 35 T R i KSR
S PRSI S, B DO AR S BRI AR, R AR 2% .

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

AREAEMN SAP FHF Z iRk 55 % b Z ) & I SAP SIS IR SR A i oK

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.

%k, ¥ SAP EL:= (3) MARKE| LIRS 2 WHUEN PRD tHHEIFAELN SA SLA, & A TEWCEIAH N R %
ACFRER =1 (30) KN SAP RAEFTE ML IE AT S, KILT AR E SAP I E]iZ&@ i — (1
ANRE S P EIR AR 258 PTG H D P42 NBEGREE S, FIARBESCIL SLA AT (5 [ k244
IERCFI R A GTC H AIAEAT B B A Hofl 2% 143K, GTC H BT Ik i 2R 28 L BURIASIE o
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