SERVICE LEVEL AGREEMENT FOR
RRSBAEIGER T
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION;
SAP HANA Enterprise Cloud [NFiE 540 5] ; RISE with SAP SI4HANA (FLE &fiRA) [ERP FSEM A
HRIFA ZRRA]
SAP ERP, PRIVATE CLOUD EDITION; AND
SAP ERP (BAEHIRA) [EMZHIRMBTEA AL ; Sk
SAP S/4HANA CLOUD, EXTENDED EDITION
SAP S/4HANA Cloud (¥ &fR) [ERP n~ESEMY BK]

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4HANA, private cloud edition; SAP ERP, private cloud edition (both, “Private Cloud Edition Services”); and
SAP S/4HANA Cloud, extended edition 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.

ARRFBKFEHINEE SAP HANA Enterprise Cloud [AFITEESTEIR] (L TFEFR“HEC IRS”) ; RISE with
SAP S/4HANA (FABEZ=MA) [ERP EFEMHRATXFAB T RAIR SAP ERP (FAE=hRA) [ W EIRAIL
MATRE] (RRFAERRARS") LUKk SAP S/AHANA Cloud (¥ /BhR ) [ERP ZEFSEHYT BRIRS
( LABI#RA SAP S/4HANA Cloud (270 iR ) [ERP ZESEMHBMFR], UATEREXRS") (BIKS
A—I=RSE") , AETERTERRISIIWED SAP A HEC RS « ABETRARS - EXIRSB MRS
ZRECE AR KE -

1. DEFINITIONS
E X
Capitalized terms used in this document but not defined herein are defined in the Agreement.
AR AE AR E AR R E XA LUR A B RIOARBEM NP HITEX -

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

“NEMFNIE" R SAP B IERHUIKR T AENE @ FHAIE -

1.2 “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.

‘IR’ REME-IRRMER—X, THEPEENES ETZ2HOM R AHETHBRERS -

1.3. “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.

“UEIIR" 2 SAP EMNATHEFRESKRIMEHNEEP LR - RS - BNIRE - BIERS
MUREBEEENS - e MehAENEFITENR (PRD) METFEEBNFAERNTAEMT RS
(FEPRD) .
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1.4.

1.5.

1.6.

1.7.

1.8.

1.9.

1.10.

1.15.

“‘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.

‘BNRE" 2E—TARNGRS (AEHNRSHEENRSEE ) AENMMARHRSS (3T RSHEER
ARZ52% ) B9 SAP HiFH LSRR ALBEKRNZ D - SFRNENNEASEER -

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

“RS2FNRE" 2N PEIRNEERRN T A RRBRELZSHAENEINE -

“Excluded Downtime” has the meaning set forth in Section 2 below.
“HERRAEHETIE” A& XU ESS 2 TP -

“Incident” means unplanned interruptions or material reduction in service quality reported by Authorized Users.
‘B RIERNAPREWRS T RIS P TS RB RS RISERME T -

“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.

‘MmN EE” M SAP E - IFHAHARNREF RENSHRATZ S IREA SAP AR )L RE
SHARIER ZBERRE (RS HE ) -

“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.

‘oY REEFRMS SAP REE=RSH, BEFRARRSIFINNAER - 8iEE - R4 - T
BERAH (HRREERS) -
“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
“iitE” RIETWEPHIENEZF ETEZH0MRRNK -
“Month” means a calendar month.
“A” BERNA -

“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.

“ARSBE" REHIRBLIZSIRM SLANMZEMH RS ATHWARS T (WERS TR 1/12)

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

“HHRIFHLEE” BE X T ES 2 TR -

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

‘RSB ER” FIERIBERRSSKFHINE 2 TTHIE 5(@) HHNETENESR -

“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.
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2.1.

2.2.

2.21.

‘HARHE” YT HEC RIME - EEXSHAPHNEZXMAE - T EX RSMABRBRARIMES - 26
8N h 78 PR A = BR 55 3R 1 -

“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.

‘RET BEA—DEEBTETERN HERBKEMEERBNVAY - LEMEUEE - ;RS - WS - 0
PERMNE D ~ HPS - BEPERANEMEGASHAIT MRS - R URUERELEGEN -
YT HEC BRSS - BT ASHITBWENRAARERPHESFIFR - WTABETRERSMEXRS - 81 %
S AIBH RS R ERENRSEREREXE P AEN A GEREEIRR - W TRSHFEE - LA ERNE
iRiElRSs I HEFEX -

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

‘BARSWE” BREASAL (7) XEXZ+M (24) MHUHE -

SYSTEM AVAILABILITY
RN

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.

SRFNAFTRMRSZKE (LUNEIR “SA SLA” ) ME FERTUHERE ( URHN RS HFEENRS
72 ) WAL O AN - SASLANERRAABRAEF ZEER -

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.

RIETTE 2 h S HAMWAE - &N SA SLA RERFESMNE=A ST INITF o R G -
“System Availability” for each System is calculated as follows:

BMRAN “‘RETAMRNTARUE

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

System Availability Percentage = ( ) * 100

R
%zﬁaﬁﬁ'rﬁmh(“ il f“;'*“‘@>*100

BARAHE
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Service Level

RSB A

Service Credit?

AR5 5% 2

PRD: 99.5%" System Availability
PRD : 99.5%' &4t 0] A%
NON-PRD: 95.0% System Availability
3E PRD : 95.0% %41 A A%

Server Provisioning: 99.5% System
Availability

fRZ5E8ECE © 99.5% R 410 A

HEC Subscription, Private Cloud Edition Services and EX Services:3
HEC A, FABEMRAMRSH EXfRSS : 3

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

BIET SASLA—1TES R, RS 2%MARSRIER

HEC Cloud Start and HEC BYOL:*

HEC =/E&#1 HEC BYOL : 4

2% of Monthly Service Fees for

each 0.1% below the SA SLA
RS 2% A RSB TRIE R

Server Provisioning (laaS Basic):

RFBEEMEE (laaS &)

€1,500 per Month in aggregate for any and all instances below the SA SLA
£ Xt SA SLA Il MR APRASLAIE A S FHEULET 1,500 BRIt

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

identified in the Order Form.

HEREFXWHAETEPMUAE -

N PRD B 99.7%% 410 1A EL 99.9% RS AHMER -

2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.

UTES S TPAENERE

BRSERSTNE -

3Also applies to S/4HANA CPO and S/4HANA CPE
tiEFRF S/4HANA CPO #1 S/4HANA CPE

4HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC
Production.

HEC Z=Esh BRI HEC INE - HEC BYOL LIRI#FA HEC 47~ -

Excluded Total Minutes in the Month attributable to:
D ti
ownime BAUBEIE
BEBRBIEH )
R Scheduled Downtime
A iE]
THRIEHLETE
Agreed Downtime
HERNFHAE
Emergency Downtime
E=FNNE

SLA for SAP HEC; RISE with SAP S/4AHANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) zhCN.v.1-2021 Page 4 of 10




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)

SAP TASEEFINEZSENENNE - BN RIS 07058 % A9 o FEI A A o]
WEH (BSHRARNIHRE ) -

Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a PRD system
EfEAIE PRD ;&M1& & PRD RAFHIEEM SEAIFE PRD REHIEN

Scheduled Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.
Downti . . . , - - N N
ownime S01T 19 28 cp T B S AR B 4 TS ALRE1E X5 £ SRR B B L RUSE R P LA ) -
XA E)
2.3. The following examples include but are not limited to what is beyond SAP’s reasonable control:

LT REIBEERRFHEE SAP SBEFISEENSEH -

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

B RERBWINAWANERBTEFIRS ( BB T oG 4F - ERESAEF BN o R EF/
ERFA AR ARE & )

Downtime caused by Customer
HREPSENENRE

Interruptions as a result of requirements stipulated by a third party manufacturer of the Licensed Software
R E = AT ol RAHS B AL E R ZE K S B P T

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.

REFFREF I RENREN/REF N FIRYE - ARRENTENE (NN RSR[EENRSER )
MEFIHELXMSB I ERRRE—ED (REHWRSHEENRS=R ) PERA - BTAHIIAT
SAP SHESEEIARIERSS -

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

A2 E SAP HRAMS AR ERIEN - AP HIENRENE (MREERENEDIRKE ) -

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME

O E IR S IR Y ]

(not applicable to Server Provisioning)

(FERATRSHEE)

L

Description Computer Service Levels

Environment
segment to which
Service Level applies

RSB 7K
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B AARSS AR BT
i

Backup Frequency and
retention period for
Databases

BUREE D IMRANRE
HAPR

PRD

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

BRI SAP F@inERITENHERBEXH - (REH
PBRA=" (30) X, PRD &M HEHZIEREEPOEE
FRAIE -

NON-PRD
JE PRD

Weekly full backup and log file backup per SAP product
standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.

BRENER SAP R ERTERBHERBEXL - REH
IRRHID (14) K. e FFRIBIE HE S 5I5)E BT
D& FIMIE -

Long Term Backup*
KR M

PRD and/or NON-PRD
PRD #1/5¢3F PRD

Monthly full back up — 6 months retention time
BATEEN - REHRAN (6) TA

Monthly full back up — 1 year retention time
BAZEEN - REHBAI— (1) &

Quarterly full back up — 1 year retention time
BERLE0 - REHBAI— (1) &

Yearly full back up — up to 5 years retention time

sEx2E0 - RBHARELNE 6) F

Backup Frequency and
retention period for File
systems

XHZRANEDIREN
REHAR

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.

BRAUT—REZEN BREMBESRD - (REBMRAF
(2) ™A, PRD W& MFEHEEREEPOLNEMRU
=

NON-PRD
JE 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.

BAHRT—RE2ED  BRATEEED - REMRIK
(2) ™A, FEFHENENRERDEREEPLHER
fug -

Incident Reaction Time
for Incident
Management

Incident Priority Very
High

EHMER : FES

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

=+ (20) b (7x24) , EM (4) PMEIAGIERRIAE
7ot (% PRD)
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18]

EHEEMBHWELNR | Incident Priority High 2 hours (7x24) for PRD

BHRER B Z (2) /MBS (7x24)  (£FX PRD)
4 hours [Local Time on Business Days] for NON-PRD
(4) MN[AMTIEARIE] ($tX33F PRD)

Incident Priority 4 hours [Local Time on Business Days] for PRD and NON-
Medium PRD
EHMEE & (4) M[AMIIERMIE] (§73%F PRD #13F PRD)

Incident Priority Low 1 Business Day for PRD and NON-PRD
EHMER: B — (1) ~IfEE (%% PRD #13E PRD)

3.1.

*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.

HETWEDRME 7 IEO%ERS - MER - KON RBIFEAMNAENRENENEFN=RSHERE
HRARNER (UREWNENE) -
Incident Priorities

EHNER

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):

LUTRERANERFHRASTYE (WEMLERBAEFIETE - OJH SAPIKIBL FIEMSEITAENREE ) :

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:

EEE BERENSEXNEENUSREXSZOUSREARN ITREFEFRETENT - BERT
ETEWT - MRNZIIZBHNRERINEES", XBEHRTIIERSIE :
. A PRD system is completely down.
PRD RS2 E -
. The imminent go-live or upgrade is jeopardized.
EREMFHITH LS AR -
. The core business processes of Customer are seriously affected.
EPRZONSREZEEFN -
o A workaround is not available.
BENTHE -
The Incident requires immediate processing because the malfunction may cause serious losses.
ZEHMHMUENERNE - ARNEETESSBTERK -

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
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4.1.

4.2.

4.2.1.

4.3.

4.4.

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 MEBWSREZITEERN - WZSHNRERNFEAN T, HMZREREHEN - BEEHRT
WEES - XZATUMFENUHERZALEBATZZTSEN - ATHENNES T EWARENE
WHRE - PN IR RAAIBSE S -

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 EBWSRERIRNE - WZSHOMRARNFZNF”, XEORAZHITEFENINERENT
RETSHR - MIEBWSRSREEM - NiZo @8R E RN P,

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 anixENOBEN EZEWSREELMEMRELHEN - WZSHNMERNAZER R, XEORZH
AZZFERAFIRNMEANTENRENINERERTEETSEN -

SERVICE LEVEL REPORTING

RSB KFERE

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

SAP NERIRAHEREREREPRZFFSREAMUPAERNBRSKFE,

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.

EFUFEWEIRERSIIRAMREZEN— (1) TARN, BYIEE SAP XFHRMAIER SAP MRS
BERRENETEKX -

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.

MRXF R PWUPAEN—PHZPIRF KT - EF OB SAP BF LIEHIFKIRTE SAP 1Rt A E 2 4E1R

EOMIRF KRG R -

SAP will then promptly

SAP & K i

a) determine the root cause or possible root cause of the failure (if known) to meet the Service Level, and
MERKXEIRSKE (WEM ) WRARESHIENREARE - B

b) 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).

BRIERAXBIRSKFBEEFRE - EWECEMEBE AR MRERAES - UHEREPE
& (AMETHEINERELE ) - ERAFFNPEAEZRE - TEENNESEER ( BREETOERN
[BHEZR ) Kzt &l -

If applicable, SAP will provide the specific Service Credit as described in Section 5 below.
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WEM, SAP R TXE 5 THIMEREFEMMRSIESR -

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.

WRAFRERESH (B SAP 5ENIT ) RIAZEEFWREAM SBAREEREIHER RS KFH E LR AN PR
EALEYIE] - U SAP & FXATHEMARFERHNXS - BAA SAP ERRFKFEIMN - MBI RARE D
HHABRL - NTFRIRERR DT -

5. SERVICE LEVEL FAILURES
RS KFERETR

5.1. Service Credits
RSIER

5.1.1. 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:

KB EXCEE 2 TIROALE - %5 SAP RXEIE 2 THUENRAIRAMRSKE  EFrANEZRSER - ZRS
ERIITEF A SAP KAFIR BRI 0 AMRSKFERNIE PRD, PRD MRS ENRSEREM - £E
IER | - RFEENRS D :

a) 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,

MEERMBME, LFARSIES 99.9%H) SA SLA WA SBHZARSTEN 20%, FERFEHZHM
B SASLAMEEARSE ;| LK

b) 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). °

AEELATERAENS B AGBEZERAFHNZEMHNRIZNNERRELRTN=72— (=
Z MERTBRPEXHHRDT— (1) £ NASBHANZEWNERIZMNSEREN=2
Z_) o

5.1.2. 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.

BN - RSB RZ SAP RAFIMERI RS KFIIHE— BB RN REENE - BRIFERIARE

5.1.3. 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.

BEEFLZ SAP FEMEIA (RSB FEES ) BNERRFER - SAP FEHBHNRIFENAR
DR RIESSE R - HEEMNIN N AFERRIEIRIAE - MRHRE -

SLA for SAP HEC; RISE with SAP S/4AHANA, PCE; SAP ERP, PCE; and SAP S/4AHANA, EX (DUAL) zhCN.v.1-2021 Page 9 of 10



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

KREHEM SAP BASIRFZHVEF VD MOAEHEAMN SAP SEKMERERSIERIEK -
5.2. Termination
&Ik

5.2.1. Inthe 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.

& SAPEZ= (3) MAFRZKE ERE 2 TTAERN PRD IHEIFERT SASLA, B I EWRIARN RS KFERS
=+ (30) XXMM SAP Rt PEBEMAZILERMOITWE - RIETANE SAP WEIZFEN— (1) ~AR

(REFPEEBANPAENEMTREESR ) FHEE - NEREEN - EARBESII SLA M7 1L F 42 IR R
S GTC R KR AT AL LSRR - GTC TRt & IENAIAER -
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