SERVICE LEVEL AGREEMENT FOR
RERHRAK, BRR
SAP HANA ENTERPRISE CLOUD AND
SAP HANA ENTERPRISE CLOUD L%
SAP S/4HANA CLOUD, EXTENDED EDITION SERVICES
SAP S/4HANA Cloud (#%fR) R%

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.

AR B Rk AR5 A SAP HANA Enterprise Cloud fiR% (UL F#5 THEC fiR%ES) ) i SAP S/4HANA Cloud (¥#%

FehR) A (Joniife?  S/4HANA Cloud (RERLSRR)) (BATH#E TEX HREs) ) (REEIHEMER EimARE) ), W
R ZEEETHE S A SAP FTRIRY HEC IRES. EX RS Fifal ik a4 A A it FH P e 5 i

1. DEFINITIONS

AFESR
Capitalized terms used in this document but not defined herein are defined in the Agreement.
RSP AR E R KEFHE, RERN A1 H.
“Agreed Downtime” means any Downtime requested by SAP or Customer and mutually agreed by
the parties.

MR BRI ) FRIFH SAP sli%e 5 2K HACHE T R i OISR ),

“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.

ITHEH] RIEREES — BRI LNMEA X, (EATREE P 2T EET 8 5 A B ER o
“"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.

BHAREE) fRHE SAP AR FIRMILEMRGSITER ARG ORI, FIREE. WMIRERIE. (E3ERM LG BHE A,

CFEANETIE B e e 2 ERGEERHHEREE (PRD), DA HAMPT A IEERGEERFERE (3 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.

MEREIRFR ) (RIBEAZKE SAP 4 8, MRt HEC IEsk EX IR (SifaiRasfigt 2 ERes) < ERkH.OTiH
ZEER, #% HEC MEs EX WRE (SRR fRiRar) ANUEEATRIER A #5888, (A CREHERRTES MR R,
“Emergency Downtime” means downtime during critical patch deployment and critical operating
system upgrades as described in the Supplement.

EX DS REIRE ) PRIBAH TR AT o B Sl s 5B 1T V] B B O 3 SR e T B0 0 48 A O (5 R ]

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

[HERRTEANO MR ) BRI N A 2 (RITR,

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

=il ) FRIBTZRERE 8 TR MO RS A B sl RS L LR BRI
“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
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Incident.

(BB fRIEE SAP —#CEEMMIKRIZE R Firamit, BRABEFP R, SAP X N BRbEME%F 5
ARTEREE —(EENES 1k, R Z REM & (FanLl NG 85D,
“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.

[ REHRES ) TR R PHEA SR BUS 20, WRdtis SAP LIESESmARES 8 2 IERRE, &RbE, il THAx

T (R FEATART B RS ).,
“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
[ HUREE] ) GREERTI BE vh 2 B - LA UG 2 FRF I,
“Month” means a calendar month.
TR fRE—MEEA.
“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.
THIREE ) (RiEfH SHHaRE SA SLA #9 HEC IRFS S EX IR 2 IRFs 2 (i 1) (e B e 1/12),
“Scheduled Downtime” has the meaning set forth in Section 2 below.
[ REEHRH ) SEZMTHE 2 FITd,
“Service Credit” means a credit calculated as described in Section 2 and Section 5(a) of this Service
Level Agreement.
TARBHEH]) (RIEIRAIRE B AFEE 2 8L 5(a) fFRBER 2,
“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.

FTRIERER) nUERR, ¥R HEC IR S Bl miGacflE ; #H EX RS S, /60 SAP Frgft, HP&H EX
fR#5H) SAP #RiE,
“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.

[SRAE] FRIBEE B EE— 8 R R S TR Ay — (s e, Jofh 2 MR B4 BB, kb, @Ak,
M. AP, MERERES. AR P EE, SERRAE NS LS, WERR —ER, R Ak
R ER IR, #R HEC MBS, &RMATHFTIEE DREEER) PR RRIEMAIE ; ¥ EX IRGMm S,
AR EX IR 2 IRFS A &R A SR h SR B R ik,  BHNMRIIRZRG LT 5, ASChRY TR FRIaHER
v, HOEFAETIHE B AT

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

THABSYEE ) RIE—MMA MW, BH 24 /N —H 7 KTl 8,

“"UTC"” means Coordinated Universal Time standard.

TUTC) {R¥a1HR R R e,

2. SYSTEM AVAILABILITY

R A A
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.
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HEC IR¥EL EX IRGHIRAE /T IR B #k (LA T TSA SLA] ) il MR IREE (Bla]IR=s Mt 2 (e IREs) By
it Al FIEFARAALE, SA SLA HER RMB K P&, ML,

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.

BRACETRERE AT REROE, SA SLA A% P B 5 =07 DU 2 S iR,

“System Availability” for each System is calculated as follows:
FERHH REEFTAM] (R THIHG A

System Availability Percentage = ( Total Izzzltj;zuzz ?:Ila;;hl;oiot:mme ) * 100
~ ST — (PR
‘g y i = (LR TP
Agtt et = (FEEC ) 100
Service Level Service Credit?
R fE 4 ARFSIIIE 2

HEC Subscription and EX Services:3
HEC =TRSf01 EX fAR¥ : 3

PRD: 99.5%! System Availability 2% of Monthly Service Fees for each 1% below the SA SLA
PRD : 99.5%? 4t 0] % I SA SLA 2 1% - BIHHE 2% 19 H e

NON-PRD: 95.0% System Availability

JE PRD : 95.0 % Z&5a] HEC Cloud Start and HEC BYOL:*

HEC Cloud Start #1 HEC BYOL : 4
2% of Monthly Service Fees for
I SA SLA # 0.1%

each 0.1% below the SA SLA
BIESI 2% Y H IRESE

Server Provisioning: 99.5% System Server Provisioning (IaaS Basic):

Availability {EREEa 4% (1aaS Basic) :
AR i - 99.5% Z&in] Atk €1,500 per Month in aggregate for any and all instances below
the SA SLA

SA SLA T ZAE:fe R AT Ess - &A% 1,500 Bot

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

VEE PSS PRD 99.7% ZAERIHIMEL 99.9% 24T fIME: » HASTHEE ki - HIMEAH 99.7% %A HMEEL 99.9% £47H
P

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

22 T 5 A RIS A SR IR R IAERE > SRR -

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

3 [ENS @ A S/4HANA CPO f1 S/4HANA CPE

“HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.
*HEC Cloud Start ¢:5iif% & HEC Project - ifif HEC BYOL 4&:Riif% & HEC Production -

Excluded Total Minutes in the Month attributable to:
Downtime | A4a7#EE+ > SRR TlEXEB -

BERRESNT (i) Scheduled Downtime
R P REFHEIRE
(ii) Agreed Downtime
P TE B AR R

(iii) Emergency Downtime
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DS R

(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)
Hi SAP SER{EHHEE LAYMNAZR SR ARG - GIANEOETIN AT AR EEHEHE
BB My AR EE (SH TRTHYED])

(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair
to a PRD system
IR PRD ETHEE/EE PRD Z24FTERIIIE PRD 4RI

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

REERE | TEENEEENRERFEEE (SRS T E s R -

]

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

THIEF IR ARRA M SAP G EPERIEE 2 15

2.1 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

HRIHERBATAGKIE M2 % B EAT (G0 AR REARRE < RTIEMERE . ARDR B ATHEE (2 RERKRE AN/ BRI

HABRRA)
2.2 Downtime caused by Customer

& B B R

2.3 Interruptions as a result of requirements stipulated by a third party manufacturer of the
Licensed Software
TR 52 RE SRS 28 = 7 S P L e AU Bk, 38 B0y

2.4 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.
FHRBREE Sy (SRR 2 (R ARER) BB AR R B PR LA IR . /SR P B RTEE YR
RERRES, FTERIMREBECGH A IREE (BUARAMRE 2 (ARAR) P&, (B RESKBELS SAP JEA 2T, WE
BERR,

2.5 Restore times of user data (recovery of database data from a media backup) where SAP was not

the root cause for the required restoration.
FERTEF R SAP WA T LB, FEHEHE B B IR R B (TEI R i (7 IR 18 R ).

3. BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
B FFt RRE E R
(not applicable to Server Provisioning)
(R A MR RS AR )
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Description
A

Computer
Environment
segment to which
Service Level

Service Levels

R %

applies
RS R i I O 3 B8R
Rl
Backup Frequency PRD Daily full backup and log file backup per SAP product
and retention period | PRD standard. 30 days retention time. Backup of the PRD
for Databases will be replicated to an alternate data center or
BRHEE R SRR TR location.
=Rl B SAP B IEEMRA A H TR FIELEESR - 30 K
PR, PRD BRI &4 RS R G OB,
NON-PRD Weekly full backup and log file backup per SAP
7F PRD product standard. 14 days retention time. Backup of
the NON-PRD will be replicated to an alternate data
center or location.
R#E SAP E SR, (RS M A FEER, 14 X
TREAIFR], JE PRD FAOfH 4 15 & 15 BB i 82 R D B
Long Term Backup* | PRD and/or NON- | Monthly full back up - 6 months retention time
RHifwf* | PRD 1 s - 6 18 A IR R
PRD J/#3F PRD Monthly full back up - 1 year retention time
£ A SRR - 1 FORE R
Quarterly full back up - 1 year retention time

FEATERERAD - 1 AR OR B REH]
Yearly full back up - up to 5 years retention
FAESERARAD - BZ 5 PR ETIRER]

time

Backup Frequency
and retention period
for File systems

B Z SRR 43 SRR TN
Pred I

PRD Monthly full backup and daily incremental. Two

PRD months retention time. Backup of the PRD will be
replicated to an alternate data center or location.
o A e Ry T R g, 2 A IREEIFfE. PRD BTG %
FEMBHEEE LS E,

NON-PRD Monthly full backup and daily incremental. Two

7E PRD months retention time. Backup of the NON-PRD will

be replicated to an alternate data center or location.
3 A SR A P K i, 2 (8 A PREERHL, 9 PRD R4
R g e SR ENN R AT

Incident Reaction
Time for Incident

Management
FCE B S Sy
]

Incident Priority
Very High
FHEIENARY - I

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

20 4ydi (7x24) SEAE 4 /NRFREHE PRD 5T RO E Bl
e+

Incident Priority
High
HHELIER - &

2 hours (7x24) for PRD

¥ PRD 2 2 /NEE (7x24)

4 hours [Local Time on Business Days] for NON-PRD
FH¥3E PRD % 4 /NRF [ LAEH & HilRRRI ]

Incident Priority
Medium
Hlg IR -

4 hours [Local Time on Business Days] for PRD and
NON-PRD
&% PRD Hidl: PRD % 4 /NF [ HIRFE 3 A ]

Incident Priority

1 Business Day for PRD and NON-PRD
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Low #+¥F PRD B3k PRD AU % H
HHESEIER - 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.

RO ETIE B I AT RS, HIE A I, B ORI IR IR ], ARARSTIT AR B IR, BRI

AR HIRT RIRRAS LR (B 3,

Incident Priorities

EHIELIRT

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):

PUF B SeNE - R TR il (B P HEZESIER, SAP SR T HERIE BRI A FRATE) ;

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:

B AR P EIRE SO R SR, SO OB RRRO MR IT B ERIEE BRENE R, BEERIT
SOERYLAE, Bltbss RS TRm) BRER, & REWMT

e A PRD system is completely down.

PRD Z4i5e 25 -

e The imminent go-live or upgrade is jeopardized.

AT AN AR HT o

e The core business processes of Customer are seriously affected.
BEIRLES 2 B E R -

e A workaround is not available.

A R R T -

The Incident requires immediate processing because the malfunction may cause serious losses.
FFEESIRNGRBE, K] % R PR T RE 1 Al R AU R,

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.

&R EREBRESRREEE, REERES [&) ERER, SN VEEPITNETIE, EER
FHEERBE T N AN RE NS s R I T B, SRR, K] R A G TR A EE RS
2,

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

W RIER GRS IR, HIENUER S [ ESEIER, MR R R G R BREE P ohRe e R wT i A
T8, WRIEFEB RS2 RS, WEAEERER [ #BEk,

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.

B - AnSRFAREEE R BT AR A MR, NSk % (K E2RIE, MR RS RRE
HE IR B R AR e ) D Re H EE SR AT
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4. SERVICE LEVEL REPORTING

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

SAP JETE £ A HEfE PIEHNE M & FRERAR SRR .. TIREE%) .
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 E R R AT AERE %, B (1) 8A REEAETAIRS IR RIS, R R SRR SR B LA
%1 SAP,
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.

ERPRERARGHKIIIRZ — MR &, @k SAP BFEEH, WikRIEE SAP ity 8 fiiE®
BT AR AR B

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 FEZAGSLED (i) MERFT ARG E R (5 TH) BRARRK S FTRERIRATRE, L& (ii) BRIFERITEETE
BHE R, GRAEREWERITEE, WL ERRE P FHZHE (RS E GG 8ER), WRNTSE
FERZHER, AN QST TR ERFER) AP Ta%atE,

4.4 If applicable, SAP will provide the specific Service Credit as described in Section 5 below.
FE M, SAP JEMKLL T 5 IRATHR AR IR & A IR HEH,

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.

Fifs SAP JEEGPUTHRASLR AT 3EH, RIFOARIRE BkERH & P EE, WIKIERS THERRES RIS

WEfHl) , HIl SAP JESBRHSAHE AR IR 2 3875, HAESETIRE @k oA, % B A REARAKRIRER 4T,
R T5 5 e A LRI AR A S A 50 4T

5. SERVICE LEVEL FAILURES
RS FE AR A PR

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).

ARESHEAL, 88 LR % 2 RAAZIRM], 35 SAP Hali 8155 N BEILERG 2 fRpnd 2 Rst il LIS 8
M, HI%EPEARESHE SAP AEEBIRAG AT MRS & ik A G R4, WERIE PRD | PRD Bifal A esdfidt 2 ilkES
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PR G G, EAETE T, IRESER R i8] - (i) MMET—EH F, BRI R 99.9% SA SLA
HIRGE, A A 2 A RGE MR 20% ; #AFTH SA SLA, RSB A 2 A RE %A 100% ; A
(i) PMEATRRESRAE, RISEIEAERE HEC IRESE EX REEAM =2 — (AT E 0060 81
B — (1) 4, RIS HEC IR s EX ARG ET RIE MARHI =002 —),

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.

K utesd, RN Z SAP KRG8 E MRS B R IRE 2 ME— SR iR H i 5 (R7E 528 A VA A AR R iR A bRk

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.

SAP {kEm G (B FBIIRAT) MRE P 2 G HiEs, H SAP K¥a&ER LIS B %0 E SIS
IR B HRTEARGK TR 2E, HI SAP MRk,

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.
#&ib, # SAP HE = (3) A EREALL B 2 ffHHEE 2 PRD FHHEEREE SA SLA, AIE P SLEHMEE ]
RS g% =+ (30) KW, DIEmEE SAP IR 25T, L& IEFER SAP WKEILL By — (1)
fE A AR (SR E PIEEA R TIR . %78 0 HIAER), AfbRiess, RMEER SLA B, R I REEEUR
GTC WA BLETA & bR, H GTC Al T 2 355 f& 1R 4 gk i,
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