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SERVICE LEVEL AGREEMENT FOR EX SERVICES AND HEC SERVICES
EX fR#M HEC R < HRis i@t

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC 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 HEC Services, EX Services, and Server
Provisioning to which Customer has subscribed in an Order Form with SAP.

KR k&4 > SAP HANA Enterprise Cloud AR7% (DL RfE "HEC BE#s |, ) 1 SAP S/4AHANA Cloud (4
FEhR) B (FrirfE Ry SIAHANA Cloud (BEFHFRR)) (AN TEX R ) ) (SRS &M A T Eimikes ) - &%
FiEEETEE ) SAP STRIRY HEC AR#S ~ EX BRIk es i 2 F i FH e AR s Ja 4

DEFINITIONS
HEE R

Capitalized terms used in this document but not defined herein are defined in the Agreement.

ALFRERERERZ KRR  (RERN T&4, | -

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

T BEERV SRR | (R I5 (T SAP s FEK H 4 )7 s E A 1R

“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.

"ITfFH AR 2RI A THER K o ENEEE S U B E R -

“‘Computing Environment” means the 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.

"EIRESE (415 SAP RyE P IRULENRIRE TR EY BRI L - FIfRES - ERSERH - (FE A AR
R EREAETRERE TR E 2 IEAUEFS RS (TPRD, ) DU HAMATAIEIEREFRHEERE (T IE
PRD ) -

“Credit” means the following, subject always to Section 5 of this Service Level Agreement:

THHE I TS ARSI 5 BREEZIHIP -

for HEC Subscription, EX Services, SI4HANA CPO and S/4AHANA CPE, 2% of Monthly Service Fees for each
1% below the SA SLA,
¥~ HEC ZTRS ~ EX fIR# ~ SI4HANA CPO #1 S/AHANA CPE - &}/ SA SLA # 1% » BT 2% 1 5 IR

2

for HEC BYOL (previously known as HEC Production), as agreed in the Order Form; and
¥} HEC BYOL (Srilfe fs HEC IEFUE(ERTA) - AILIETREE T RaE g - DU

for Server Provisioning (laaS Basic), €1,500 per Month in aggregate for any and all instances below the SA
SLA.

RED M EREs M (laaS Basic) » (R K ATA{ERFY SA SLA ZETER - 5 HHIHAEEE R 1,500 BIOT -

“‘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.

TR ) (AIEETE SAP S FUBESEORER PO R BRI (SUERS TR Z FfRES) - ZEWRES (SUER
aaffif 2 (Aflkes) AREIEZ H oy s - BN SIEHBRES MY SRR -

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

P R ) (MBS TR S e AR S S B R F 2 R TR ] P 2R A R ]

“Excluded Downtime” means the Total Minutes in the Month attributable to: Scheduled Downtime; Agreed
Downtime; Emergency Downtime; downtime caused by factors outside of SAP’s reasonable control such as
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unpredictable and unforeseeable events that could not have been avoided even if reasonable care had been
exercised (see examples in Section 2); or downtime of a NON-PRD system caused by using the NON-PRD
for failover/to repair to a PRD system.

" PEBRIESME IR | (RSB TV A A8 - REIFTRIGR B IR BRI
SAP & EZe ] # E DU MNA RS SRR - BIANEATH A I T RV - @S F eI R ER T
FH (2R 2 R AvEf) - SAGERJE PRD (T PRD 240 A3t/ MIEHIIE PRD S4TSR

“Incident” means unplanned interruptions or material reduction in service quality to the Computing
Environment that is reported by Authorized Users.

I ) (RIS I SRR TR T R IR S M B S v R T

“Incident Reaction Time” means the amount of time (e.g. in hours or minutes) between when the SAP Support
Level 1 organization is notified of the Customer-reported Incident and the first action is taken by an SAP support
person, familiar with the Customer’s environment, to repair the Incident.

"ERRUR BRI | RFEE SAP —SSIRAHARIEIE FEECEEGE - EREFFERIEY SAP IR A BREEZ
B GHIRPTERICE —EEIF Ryl > W IR (P PU Ny #E T 5) -

“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.

TIRIEERER | (W5 E A BCUSIRRE - ARANE SAP DIEEImRE TR E Z EAER - BkE - W - T
HATTrE (e L AETRIERER)

“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.

CEREE ) (AfEETE R S R R U RE I

“Month” means a calendar month.

"H o iE—EEH -

“‘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.

" RlR#E  AiEt 2 BERRSEH T ZETRE A (SEEE AN 1/12) - HERFARE SA SLA % -

“Scheduled Downtime” means downtime scheduled at a mutually agreed time, as listed in the Order Form,
or as described in the Supplement.

CREEHIRE ) (RIS E SN RIRATREREE o SRS ETE B e ek i B -

“Subscription Software” shall (i) have the meaning set forth in the Supplement for HEC Services, and (ii) mean
Cloud Services Software set forth in the Supplement for EX Services.

"ETRERER ) E(RTE () ¥t HEC B E - HEME SRR e FAHE 5 DUk (i) Bt EX i = - Al
BAEHA TR AR E Z B IR RS

“System” means one or more interrelated and interdependent components such as databases, servers,
networks, load balancers, web dispatchers, 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
Percentage 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 Service Use Description of the Supplement. For Server Provisioning, System as
used herein means Server, as defined in the Order Form.

"R IS EE— (R R B RS P R — (B AR T - T AR & BB - AR (EIRES
Mps - EECTES - MRERIRES AP - BERRNERNE TS - BERN—ERY - 247
MBS EEZESKEF IR - $7h HEC IRISMIS @ SRS ATHETIEE " RG8 ek RavEgarasmiir
Btk o Y EX RIS S » & 2800 Bl S5 2 AR5 (5 R R B S TR Y 21 4R R RO R s, - 7 e Al e i

B AR TR GiEFEIRES - HOERAETIE AT -

“System Availability Percentage” for each System is calculated and defined as follows:

A28 " RGEITREEStE ) ZEERERNT
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_ ( Total Minutes in the Month — Downtime
- ( Total Minutes in the Month

_ (TR - PR
B ( g

)*100
)*100

“System Availability Service Level” or “SA SLA” means the applicable System Availability Percentage
specified below during each Month for the Computing Environment (and Server for Server Provisioning, if
applicable) after System handover to the Customer:

" RS RIS EAR ) 5 T SA SLA | (RIELU TR ARSI R Pk - BT RIRET (Bl ke i 2 ([
HRes - 4E ) BRI RS TR E 2

99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;
99.5% Y PRD £t ] I E3tE - BRI R CEGE TIE R th S#A RS 2 R T AtE S oEE

95.0% System Availability Percentage for NON-PRD; and
95.0% HYFE PRD Z&r] FMEE 73LE - PUR

99.5% System Availability Percentage for Server Provisioning.
99.5% Hyfalfkas i e n] itk E o7 EE -

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
"REESER (RI5—EAN > TH 24 /N - —38 7 RETHIS 2 485 8 -

SYSTEM AVAILABILITY
ES ST

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

PRETHE B SSHHSORES - SA SLA MG H %6 =7 AUS < B REddE -

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:
FH SAP &R Ha[E DAY MR Z S A T B R BRI T ¢

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.

BEFEFETAGOREZZPRE (BEEANR SRR 2 STREEE - MRS H A4 (8 F B e B A B T
WS ARAN S TAR)

Downtime caused by Customer.

&P B IEHRIE -

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

DRI AR G 5 = 7 UG P R TR B vl -

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.

SRR EREE Sy (SfEiRas it Z Ffkes) PETERARE PRI ESRER I E - R/EE F EETREN
POMERCHG ~ BTRIRAG G TR (SRt Z (Elkas) Frigpt - (EEAGRELL R SAP EEZ R > £
FEREIR ©

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

FERIER TS SAP MHEf TSGR - ELSH M F & BRI RS (R AE B R ER) -
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BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
LRI RER B FERE

(not applicable to Server Provisioning)

(A EAT FERES )

Description Ei?/:?s:;r;?u Service Levels
=02H] N %
A S A a4k
Daily full backup and log file backup per SAP product
PRD standard. 30 days retention time. Backup of the PRD will be
Backup Frequency and replicated to an alternate data center or location.
retention period for
Databases Weekly full backup and log file backup per SAP product
NON-PRD standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.
PRD TR SAP MR () H s I HEH T FIECEESE © 30 K
LU RE S (o S PREARFHE - PRD BB (DI G R R EOR UL S E -
B e PRD TP SAP IS - (lH MBS B A H 36T - 14 K

PREFIFHE - JE PRD BB (SR E EFHRER LR E -

Long Term Backup*

PRD and/or NON-PRD

Monthly full back up — 1 year retention time
Quarterly full back up — 1 year retention time
Yearly full back up — up to 5 years retention time

R

PRD K/=¢JE PRD

THEEHEN - 1 FOREEHE
FRERMEN - 1 FIREIH
BESEM - £ 5 FOREEH

Monthly full backup and daily incremental. Two Months

PRD retention time. Backup of the PRD will be replicated to an
Backup Frequency and alternate data center or location.
retention period for File
systems Monthly full backup and daily incremental. Two Months
NON-PRD retention time. Backup of the NON-PRD will be replicated to
an alternate data center or location.
oRD 5 ASERM TR E - 2 (87 (REIH - PRD M9t
T 28 2R s B R GRUEFHRER P LRLE -
PRE - PRD 15 A TR RGN - 2 (85 (R0 - IF PRD H9A()

e R E R LR -

Incident Reaction Time

Incident Priority Very
High

20 minutes (7x24) and (i) resolution or (ii) workaround or (iii)
action plan within 4hrs for PRD

Incident Priority High

2 hours (7x24) for PRD

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

Management Incident Priority 4 hours [Local Time on Business Days] for PRD and NON-
Medium PRD
Incident Priority Low 1 Business Day for PRD and NON-PRD

BRUEH YRR R oo | 20 23 EE (7x24) () iR TT 2B (i) RN MEAR DR T 2B (i)
HEESERT - RS ISR /

i PRD [ 4 /NFE N 2 #8518
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3.1.
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3.1.1.3.

3.1.14.

3.1.1.5.

3.1.2.

3.1.3.

3.1.4.

*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.

O ETRER R I AR - AU - REMEAYOR B IR R IRF R > (RACSCATER IR BT - B
SRR B IR T B AR &S 1] (U ) -

Incident Priorities. 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):

HRERIARE - DUNMESSIEF BN A SR (P EZELIAR - SAP 3R LU N B s kI &3 T
%)

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:

e A& P ERIVETCHIER SRR - SO0 ERZRER T 2SR EE BRI - HRARR
TR0 T - I BEEUERE S " & BRIEF - B RENAT ¢

A PRD system is completely down.

PRD %45t & -

The imminent go-live or upgrade is jeopardized.
AT RN F4REEE BT -

The core business processes of Customer are seriously affected.
BPIZOEBRIEZ PR E R -

A workaround is not available.

A IR M T 2 -

The Incident requires immediate processing because the malfunction may cause serious losses.
BRI - [N R % i v e & S R E YR

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.

& AIRIEEERREZEIRELE  MIEUEREE "5 BRIER - SEEN TEERITOETLE - B2
Rt EIRE R IR IAE HEE AR IR FTEL - Sl AR ERIE » R AR B S e i AR A

BRAE -

Medium: An Incident should be categorized with the priority "Medium" if hormal 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.

o IRIEE RS 2R UISEESUEEREUR T (BSRIER o R R R EER TP IR S ECR AT
FIFREL - ARIEREG LG22 SRy T Bk -

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.

& @ AR EEE IR SER R B E R A2 - RIS TR BREF - SRR ET R
bR HE R EE D AAVIhRE SR AT -
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SERVICE LEVEL REPORTING
MRSk &

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

SAP [E{ERE H Sl T IEHNE A& FIERA SR " REEH -

In the event that one or more of the Service Levels set forth herein are not met, Customer may notify the
assigned SAP account manager and request to analyze the Service Level metric statistics based on the
monthly summary report provided by SAP.

PRGN E 2 — A% @4 - AIEAEE SAP 2P » WiEERIRE SAP it 2 5 A
S TR AR B AR R -

SAP will then promptly:
SAP 1R AN -

determine the root cause or possible root cause of the failure (if known) to meet the Service Level; and

HEERFE MR ES (5 EA) FRAR ST RERIRARA - DU

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).

PREA AT SR ERIIEEERSN - PIETOUETEETE - A& P RCAIF TSNS KETZAE (EEE
Bl B ERESHLERER) - AR P EEZART G (REBETREERREZR) NEistE -

If applicable, SAP will provide the specific Credit as described in Section 5 below.
R 0 SAP JEMRELTEE 5 FrRAf#E A SR AR E ST -

SAP will be relieved of its obligation to pay any applicable 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 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.

L SAP ZEETIRARR DT - HeERBHARTEHBRS R GHE P EHE - BRLER S T HRIES
HYIEHEIE R > A SAP JEGRPRE B 75 - HANERERRBEESR - BE P EERAREE T
AT & B R R et A A A7 -

SERVICE LEVEL FAILURES
AR IE R AR

Service Credits
lij5Ze s il

If SAP fails to meet the applicable SA SLA, Customer is entitled to claim a Credit which is calculated as the
sum of the Credits for NON-PRD, PRD and Server Provisioning (as applicable), for SAP’s failure to meet the
respective SA SLA. Claims for a Credit must be made in good faith through a documented submission of a
support case within 30 Business Days after receipt of the monthly SA SLA report. Under no circumstances will
the total maximum Credits:

 SAP REETTEHEHINY SA SLA » Z S HREH T SAP REETT & 25 SA SLA B5KIEA » FEAIERANLETE PRD
PRD Efalfigesfid (B M) 255720 - S RIRIIBHE QR A SA SLA #ii% 30 [ TIFHR » 5ff
SRR FEREEECH SRR Z TR » SR EAER T - IR SN S

for any 1 Month, exceed an aggregate of 20% of the Monthly Service Fee for that Month across all the Systems
at 99.9% SA SLA (if identified in the Order Form and purchased by Customer), and an aggregate of 100% of
the Monthly Service Fee for that Month across all SA SLAs; and

TEAERI—EH - $t¥ATAEM 99.9% SA SLA YZ4: @ N H H g Ay 20% (EHEAETES - Bl
#FHEE) © $HHFTA SA SLA » JINS#EEZ H H G E R 100% 5 LUk

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 1 year).
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TEE—RERNE St M SRIEZ T 2 B BRI RE S EN =02 — (SHEMHET
i B P E FR AT — AR R B IR S (R TR B R =y 2 —)
When Customer’s entitlement of the 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.

EEFRATERRLL SAP DIFH T (BB TR A) HER - SAP & & M _EAUE 2 &R Eim AR S H R 35
AR GLIEL A HREIISE S - Al SAP IR -

Customer acknowledges that the 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.
I LLHERT. > RISy SAP RETE AT BRI BRI 2 e — B e 1 - MR AR AEIEIR -

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

Rin) SAP ERETRIERBSINE S - AR HERR SAP B A5 KIEHIERRE -

Termination
&k

In the event of SAP fails to meet the SA SLA for PRD Computing Environment for 3 consecutive Months,
Customer may terminate the applicable Order Form by providing SAP with written notice within 30 days of
Customer’s receipt of the respective monthly summary report. Termination shall become effective 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 SA SLA, and such termination right from the GTC shall not apply.

& SAP H4E 3 il H BASFE PRD SHEIRIEN SA SLA » JIE SIS HUEIEHIE H s &1% 30 KA - BL
A SAP & FEMAI 2 ETHEEE - A% LB SAP ULE ERAAAIRY 1 ([ H AR (S s P AR H @A
R H A0 o Fo R bREERS - ADAERL SA SLA I - FEEK I HEFERUA GTC AYLArIEdprA H &% ek - B
GTC Ffil T2 5% Z 4% L B feis F R, -
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