SERVICE LEVEL AGREEMENT FOR
RS ES BN
SAP HANA ENTERPRISE CLOUD AND
SAP HANA ENTERPRISE CLOUD }&
SAP S/4HANA CLOUD, SINGLE TENANT EDITION SERVICES
SAP S/4HANA Cloud (BEfiEEE)

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.

KRB IER &L EAE P B THEE A SAP STERY SAP HANA Enterprise Cloud services (fififi " HEC fz# )
1 SAP S/4HANA Cloud (EEfHFREMRTS) (f6F% "STE RS ) FIfEIARSIMG MR - HEC AR#%FI STE IR &1 5
FELwRS o

1. Definitions
A ER

Capitalized terms used in this document but not defined herein are defined in the Agreement.
AHFIERERERZ KEER - RERR T8, F -
“Agreed Downtime” means any Downtime requested by SAP or Customer and mutually agreed by
the parties.

TR ERVIEHEIRERE | (5 F5 0 SAP Bi3 S 0K H AL EE T e E S HRIE R -
“"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.

FT/EH , B ER—Z B ANEA—K  ANEREEF T RIS EENVEE R -
“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.
MEtEIRE) Ri8 SAP
ARFRHEERREARANER O M. GRS, HERRE. FERRRERREEE  SEMTBEPEEZLE
EEETHEIRE (PRD), LREMAAIFEREFTHEEIRE (3 PRD), Edrlgc@iERE (DEV). RERE (QAS)
D FEIREE.
“"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.

M=#EsME ) RIEHMNKE SAP 2R EL M HEC BR#HB=x STE BRHF  (BfARBIBAEZFRES)
ZEMPDAIRHZER, & HEC ARFEEk STE AR 7% (SRR HE Z FARER)
THITEIERM ARESEE, ERTEHRENEEER,
“"Emergency Downtime” means downtime during critical patch deployment and critical operating
system upgrades as described in the Supplement.

[RAEHEERE) RIEWTIGEREZEXEHEXIE MM EXELRE AR R LSRRI,
“"Excluded Downtime"” has the meaning set forth in Section 2 below.

"BEBRTESMVIEIREERE | ESRA NI 2 fRATIL -
“Incident” means unplanned interruptions or material reduction in service quality reported by
Authorized Users.

IEH REREEAZSRBMRFENPERRFERERETRE,

SLA for SAP HANA Enterprise Cloud Services and SAP S/4HANA Cloud, STE (DUAL) zhTW.v.8-2019 Page 1 of 8



“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.

"R B | (A5 E SAP —HCIRAHMRILEIR P ERUBERIE - EAEE PRI SAP iR N\ BERERZ S
YEFTEREEE —(EENE Rl > RIE R I E (BIODUNFE s3T5 -

“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.

MEHHR RIETFHEARISRE , LRfe SAP UAESRBBPIEEZEAEX, EHE. &, TEMIH

(FEEEMETREER),

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

[E#EME) RIETREFEF I EFIMZEE.

“Month” means a calendar month.

"B, hiE—EER -

“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.

" ARBE  HI5EH 4R SA SLA /Y HEC fR#sel STE M~ s A (2178 H) (BEEE MmN 1/12) -
“Scheduled Downtime” has the meaning set forth in Section 2 below.

" REERERE | EFRA T I 2 P -

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

Level Agreement.

TERESTER ISR E LIS 2 Bl 5(a) REUERTE IR -

“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.

"ETBRERAR  AVER - Y HEC BRI S B SR iHE o ¥y STE RIS » 435 SAP Figft - Hh&a
STE fR#5HY SAP Wig -

“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.

"R HIEEAEEIF—(EE4 (PRD - DEV - QAS) Wi Bl - — e (8Tt - ok B B & 8%
17 WERHE - (FikeS - 485 - BEEEE - MRS - HAPESE - ZEERAERNE BT - B%H
N—EZR% - 2 TRMEGRERTHE - $Y HEC RS @ S2ATHETHEE " 2M80ER ) TINAKHER (
FeHIE R JEARTEE) BRLHES  B% STE IRABIMNE - SR TTH STE Arfs il SRS H Y A4 s - %
ARSI S > AL T 2% BIEFEARES - HERETIEEATE -

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

FH&ESEE, HRI5—EBN > &8 24 /g~ —H 7 RATHES 2 4857588 -

“UTC"” means Coordinated Universal Time standard.
"UTC | {(hfEtia SRt -
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2. System Availability

&AM
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 fk#58l STE iy Z4 o AR /Esk (LLTHE "SA SLA ) #IEM T ERE (BlEiRas i 2 (FkeS)
I Z &0 FIHAHBARE - SA SLA JEN RSB RGE % > WA -

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.
PReSETHE S5 TEAMERIE - SA SLA RS % 7 B 55 = 07 BUSHRE . S REcas -

“System Availability” for each System is calculated as follows:

AR TRGERTFINE ) 3 THI B

Total Minutes in the Month - Downtime
FHEEE - (EER R

System Availability Percentage = *100
ZERET ML = *100
Total Minutes in the Month
=Ky
Service Level Service Credit?
i5EE =0 ARSI 2

HEC Subscription and STE Services:3

HEC =TRif1 STE fgi% : 3

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

BHEH SA SLA # 1% > BIHIIIK 2% M HIREE

PRD: 99.5%! System Availability
PRD : 99.5%?! Z4; 0] A%

NON-PRD: 95.0% System Availability
7k PRD : 95.0 % Z4iAHitE

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

each 0.1% below the SA SLA
BEF0 2% B9 H e

Server Provisioning: 99.5% System
Availability

(R © 99.5% ZEHTF Server Provisioning (IaaS Basic):

[ER i (1aaS Basic) :

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

SA SLA AL K FrARTTERS - & H % 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.

VEZFFREE PRD 99.7% Z4R ] AMES 99.9% 24 e FIME - BRETREE ER0A - R 99.7% Z4rT ks 99.9% Z4 0
P e
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2Subject to the monthly maximum Service Credit amounts set forth in Section 5 below.3Also applies to S/4HANA
CPO and S/4HANA CPE

2% N ARG E A BRI TR S EERA] - 3 thi A S/4HANA CPO fi1 S/4HANA CPE -

*HEC Cloud Start was previously known as HEC Project, and HEC BYOL was previously known as HEC Production.
“HEC Cloud Start 4¢:Riif#% & HEC Project - HEC BYOL » HEC BYOL 4¢:xif#% & HEC Production -

Excluded Total Minutes in the Month attributable to:
Downtime | A4 rs#E s » SERENR T HENEB
BEBRESNG (i) Scheduled Downtime
fE R P R IE A HEIF ]
(ii) Agreed Downtime
P T Y P AR
(iii) Emergency Downtime
S I 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)
FH SAP &R ELIE LAY MNA Z A SR [ - PSR AT R MOATH RS EEHGHE
BB My ER e (SH TRTHYEG])
(v) Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair
to a PRD system
R HFE PRD #EfTHEIRF/E1E PRD Z4FTEKAIIE PRD Z4= iR
Scheduled | Scheduled at a mutually agreed time, as listed in the Order Form or as described in the
Downtime | Supplement.
REFEHER | TEBANETEERER ISR - (SR REYIES TR Em R i -
&

The following examples include but are not limited to what is beyond SAP’s reasonable control:
THIEFIEFEERRPE L SAP &IRZEHIEE 2 15T -

(a)

(b)

(9

(d)

(e)

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
FPEERIT ARG 2 Z P EE (BIEEAR RS 2 S THEAEE - AR98 B A4l R ridRss
0/ BGETIERRG IR AR )

Downtime caused by Customer

PRI

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

Rz 55 = )T BLEm R E K - B

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.
SHRIRIEECEE Yy (BUEIRS MR k) TETEERGRE PR ENRETEE S E - R/ EE S
BETEEIZ RS - TR EGET R (BUEARE TR 2 [IARES) Frignd  HEAESLIREE
SAP [E&Z T » FIEBEIR -

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

FEAERECNY SAP M T BAEIR > Het S FE B RAE IR E (AR (I BRI E R -
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T RS FERF

(not applicable to Server Provisioning)

(FBRR R ME)

Backup and Computing Environment Incident Reaction Time

Description

SR

Computer
Environment
segment to which
Service Level

Service Levels

s T

applies
PR S m R Rt EER
t 2l
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
BRI SRR R location.
B AR T8 SAP SR 5 H 52 2B FIECEAESR © 30 K
IREANFRE - PRD WY & B S H R AR O EE -
NON-PRD Weekly full backup and log file backup per SAP
JE PRD product standard. 14 days retention time. Backup of
the NON-PRD will be replicated to an alternate data
center or location.
fR45 SAP FEMIEAE - HTEBETREDIHGEE - 14 K
IREANFRE] © JE PRD HYH 1 S E B R H SR OB E -
Long Term Backup* | PRD and/or NON- | Monthly full back up - 6 months retention time
wIffH* | PRD FHTEHED - 6 {#HIREIFH

PRD J/8¢3F PRD

Monthly full back up - 1 year retention time
ARG - 1 FORERR
Quarterly full back up - 1 year retention time

FRTEHE D - 1 FIREIFHE
Yearly full back up - up to 5 years retention
FETER D - £% 5 TR

time

Backup Frequency
and retention period
for File systems
FEZE S (AR
IREAHAM

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.
FHREHGIGRIYE - 2 (@ HRHEIFH - PRD HIF R
GHEMBRHEENTOHRE -

NON-PRD Monthly full backup and daily incremental. Two

JE PRD months retention time. Backup of the NON-PRD will

be replicated to an alternate data center or location.
FHREEHGIGRESE - 2 8 HREFR - 3F PRD 897D
R E R FERER O E -

Incident Reaction
Time for Incident
Management
HHEHA R e
i

Incident Priority
Very High
FHESCIAR - S

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

20 7r$# (7x24) AT 4 /NEFASHE PRD $ilETRIEH] EH)
et

Incident
High
FRELIER - &

Priority

2 hours (7x24) for PRD

$#1¥%F PRD & 2 /NIF (7%x24)

4 hours [Local Time on Business Days] for NON-PRD
$HEIIE PRD By 4 /NEF [TLAF H &I ]
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Incident Priority | 4 hours [Local Time on Business Days] for PRD and
Medium NON-PRD

HHBSLIR - 4 #1¥f PRD EdjE PRD fy 4 /NI [EHIGRTIEZEH]
Incident Priority | 1 Business Day for PRD and NON-PRD

Low £1¥#f PRD Ei3E PRD fy&3EH

HELIEF - (&

*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.

*H TS TS B i B L TSR AR - R A LT o REAG (7 B OR B BARAAC R FRE - (A S Pk OR B R - S P
Elwhk AT TERIFARRES (R (AR R#) -

Incident Priorities

BIUESIET

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):
DUMBSEIER AR FTE S (B PR EZENET - SAP SR LU N 2RI SEFRR & ETE)

(@)

(b)

(©)

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 G PR SO R R RS - SR L EBORAIZHIAERE 1T 12 iEp IR R R
BEOERTT AR TAE - RIS EN " s (BSRIER - #RENAT
e A PRD system is completely down.

PRD Z#ise &
e The imminent go-live or upgrade is jeopardized.

f AT BN 4R T -
e The core business processes of Customer are seriously affected.

PRI IS 2 B R -
e A workaround is not available.

A IR M T 2 -
The Incident requires immediate processing because the malfunction may cause
serious losses.
ERTOIRIEE o R R R rTRE e S R B R IIE L -
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.
B ARIEEEBREZIRERE > MENERER T e BRIEF o SRS TR T %
TAE - iEEHEr R P IL R TR A DhAE th e B FT AT « SEROVATREEH » RN R R
[ IR R A A SE T AR
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.
o RIEE EBS R PR o AIERERE S T BRIE - R R R ERE T
SEECA AT EEFIATEL - WRIEEEB SR8 SRR T B8k -
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(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.

i - WRREH E R EB R B E MR A E - JIERUERER R TR BRIEF - BB
RIS TR i3k H RS (AR (S E R AT A -
4. Service Level Reporting
P8 8 4

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

report.

SAP JE{ERE H Sl T IBHNE R & FERAGLIRTIT . " RsER -

(@)

(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.

FPHEWEG R R8T AERER - 1 (1) (ERABA R RBSIRIIHRRE - AV %
KB LA SAP -

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.
HRARENAGHORTI Y — S EREREHR B » AIRFAEA SAP B A - WEEKIRE
SAP $2ft ~ g H 848w - o 4t Ek -

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 [E&RITIED (i) HEERTTERBEES CETA) MIRARESETRERARE » DU (i) BRI
ARFEHEPEA R - SRIEHEUERTEHE - Wz EREE P EE (R S ER
BERR) MR ES R P E AR - SRR (USSR ER) N TZatE -

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

HIE - SAP JBIRLITE 5 RATEIN SRR R e A AR B -

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.

E4E SAP I EBITHIRAIRE TSI - AT SRS B REHE P EE - WHEILER R "Bk
TSNS HEIERE > Al SAP FERERESZ A ARG 87 » ANV EREMEERREL - EF
FPARERRARR T - BT & E R R IRAR R -

5. Service Level Failures

it e S 354

(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
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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 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).

PRGEHEAT  B0E LAiEE 2 RINE MRS - 35 SAP Z— VIS NRINIAERES 2 (RATIY 48 0]
MRS ES - Qi F ARt SAP RZE(E R 248 il AR B @ 4= A IR %A - SiERIE PRD
PRD Eife|fesifiide~ BIRIIAER TG E - TSN T - ISR =48 © () IMErT—EA
oo BRFTA AR 99.9% SA SLA HIZ%E - NMe##EZ H 2 ARGERT 20% 5 #ikAA SA
SLA - ANisEE @ H 2 ARBE AR 100% 5 H (i) PMEFRESZYE - Aol FE HEC
AR#%EC STE IRBEMN=7r2— (FEAETHEE RGOSR — (1) 4 ARS#E HEC
fE7%E STE ARFSETRIE FAREARY =472 —) »

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.

P LEHEY. » ISRy SAP RETETE E IR R 2 E— S B E I © B2 B AR Y
HEINERIN -

(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.

SAP {kFEHE 73\ (BFEEEINT) MElE - 2 IRBHEIIER - Al SAP g EM bkl HENE
IR B RS 5 - B S HIRAEAGEY T RE I EIHISE 5 - Al SAP RHZ AR -

(c) 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.
&b - %5 SAP = (3) [MHBEAREKLLESE 2 frpfsE> PRD stHEIREE SA SLA > A S5
EHWEEFRS EdRER =" (30) XN » DIFEBH SAP il #mH 7 5THER o M ER
SAP WLl EaAIny— (1) {8 B ER (SR % P m ARl s 1248 H #4530 - Rlrses
EAZEERE SLA B PREIERETEEU GTC AY(E(TEERTA HAA Lk - H GTC PRl ¥ 2 %548
1R B R P eR I
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