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SERVICE LEVEL AGREEMENT FOR
RERHZAH, EHRR
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4HANA, PRIVATE CLOUD EDITION;
SAP HANA ENTERPRISE CLOUD, RISE with SAP S/4HANA (FALHZ5AR)
SAP ERP, PRIVATE CLOUD EDITION; AND
SAP ERP (fA N ZEU3kR) Fn
SAP S/4HANA CLOUD, EXTENDED EDITION
SAP S/4HANA CLOUD (#3EHR)

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/AHANA, 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.

AIRFEBHREFERR SAP HANA Enterprise Cloud iR# (WL T# THEC BR¥E1 ). RISE with SAP S/4HANA (
FAAEmAR). SAP ERP (FAANEimMR) A TR ERRE TFAANZinRARTE ] ) 1 SAP S/I4HANA Cloud (#&FEhR) (

SCHITE A S/I4AHANA Cloud (B—FHAFR)) (LT TEX k¥ ) (B—EHEHEA TEiHRHE ), SBEEFEB
FTEEEE [ SAP FTRIMY HEC ARFS. FAAEIRMRARTS. EX BRFEFNF AR MAEFTE R MRS B R

Definitions
AFER

Capitalized terms used in this document but not defined herein are defined in the Agreement.
AXHFERERERZARRAE, RERR EH1 P,

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

TEERIEHRIRE RIEH SAP REFER BEE R RENFHER.

“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.

[T#B REEH-EZEHPINEA—X, BEFEBEEFEIEFIMMBEENEERE.

“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.

TEHHEIRIR | &1 SAP AZFRASKREAMRANEN P ORE. ARSE. BERE. FRARRENFER
W, BEMTBEPEHEERXERTHEERE (PRD), UREMATAFEXEFTHIRE (E PRD),

‘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.

MEsEfE ) (RI2HE SAP D REFREN P MERERRS (FARBAERZZARE), HFERRSE (HARS
2z AARER) REFEZ A ERS, EXIEHRES IR,

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

TRSEMERM | REEMRERDIBEXNEHEXBENREERERRBEFARAMARENFHERD.
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1.6.

1.7.

1.8.

1.9.

1.10.

1.11.

1.12.

1.13.

1.14.

1.15.

1.16.

“Excluded Downtime” has the meaning set forth in Section 2 below.
THERENOERERE ZERMTAHE 2 /T,

“Incident” means unplanned interruptions or material reduction in service quality reported by Authorized Users.
IEiR) RIEREFERAEFRBWRFEN PR BERERETR,

‘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.

TR ERME ] 2158 SAP — i IEMABKEIZEFEHOBHRE , EABEFRIEYZ SAP XIEABFIEEZSE
MR E —EE{EA L, MERZEEZE BILU/NFRSHEETE),

“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.

MNBERR) RETFHEEIIEEE , LiRMH SAP UASHRFBPEEZEABER, EHE. B8, T8
Ml (F2IEEMETREEE).
“Local Time” means the time zone in Customer’s primary access location identified in the Order Form.
TEMFE) RIETBEPEFIRFIULMZKE.
“Month” means a calendar month.

TRl ®RE—MEEA.

“‘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.

TARBE ) RIEHHZIZEERRBEAXMNZITIRER FEEEAM 1/12), BHMBRESASLAE,
“Scheduled Downtime” has the meaning set forth in Section 2 below.
TREGHEFME ] 2ERINTAHE 2 AT,

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

TARFHEH | RIERAIRIEBRAHIE 2 8 5(a) FREFE ZEM,

“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.

TETRERE ] 2EH, I HEC ME, REMFTERPAHBERMER ; it EX RBNALASHEME, AR
EESBRRIGERTRE 2 EmiRFHRE.

“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.

TRt RiEAEEF—ARRNRABEBEAN—EARSEYE THHBERESBERI, MEHE. f
fres. #Mi%. AHTESR. MRFRSE. HAFPESE. FEBRACANE—ExFES  BESEAR—ERHR.

R RAMERERPAE. BN HEC REME, SRM|AKBITRE RBKRER] PRIBRITEHLIMNLL
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1.17.

2.1.

2.2.

2.2.1.

Y HRAAEIRMRRIST EX RBM S, SRMAZIKEATIERPH TIRFRBED A REEHRRA
JFTRENRRERER M. SRERBHRMS | ANXPH RF RIEQARSE  HESMETBEMSH.
“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.

TAMSER RIE—EAR, 80 24 /M. —B 7 XFTAIR 2R ER,
System Availability

ES

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.

EIHRFEAR BT AUEREESR (LT TSASLA] ) HBAEANTEIRE CHARBSMEZFARS) MRHETH
MAERAMIE, SASLA FERRHBIHRESE , thiEA 2.

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.

PRIGETIBE R THRESE, SASLA FSEAREFEE=SMEREZRERE.

“System Availability” for each System is calculated as follows:
BEREN TRETAMY] RIRTIHIAREFE

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

PET AN = W)
RigATAMAES T = ( T ¥ 100

)*100

System Availability Percentage = (

Service Level Service Credit?

b5 e % FRESHIHE 2

Server Provisioning: 99.5% System
Availability
fRIRZRIE © 99.5% SR Al 4

HEC Subscription, Private Cloud Edition Services and EX Services:3
HEC 5TR (FAHZESGIR) IREF1 EX IRFS : 8

PRD: 99.5%?* System Availability 2% of Monthly Service Fees for each 1% below the SA SLA
PRD : 99.5%* ifit A I FHICH SA SLA E 1%, R 2% 1 A IR #

NON-PRD: 95.0% System Availability HEC Cloud Start and HEC BYOL:*
JE PRD : 95.0 % %] HEC Cloud Start fn HEC BYOL : 4

2% of Monthly Service Fees for
KR SA SLA 2 0.1%

each 0.1% below the SA SLA
BT 2% A9 H RS 2

Server Provisioning (laaS Basic):

fal ks (laaS Basic) :

€1,500 per Month in aggregate for any and all instances below the SA SLA
SA SLA T ZARAT S A S THERE, £ 32 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.

EEZFHEE PRD 99.7% R#ETIAME 99.9% Z#F TR, BMRTEEDHNA, BIER 99.7% R AMESR
99.9% HRffaI A,

SLA for SAP HEC; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4HANA, EX (DUAL) zhTW.v.1-2021 Page 3 of 9




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

AR TINE 5 FARE AR KIRFIENEE 2 REAR.

SAlso applies to S/I4HANA CPO and S/4HANA CPE
1B AR S/IAHANA CPO #1 S/4AHANA CPE

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

HEC Cloud Start 4%#i#8 % HEC Project, ™ HEC BYOL %c#i#§.4 HEC Production,

Excluded Total Minutes in the Month attributable to:
Downtime A EHES, SRERTRERERZ
BERRTE SIS
BF ]

Scheduled Downtime

RIE (S HEEFRE

Agreed Downtime

7 7 S R R

Emergency Downtime

R SRR

Downtime caused by factors outside of SAP’s reasonable control such as unpredictable and

(see examples below this table)

ER T hEERRE (BRETRPHES)

Downtime of a NON-PRD system caused by using the NON-PRD for failover/to repair to a PRD
system

E{EFHIE PRD #{THEEENESE PRD RFATERKMIE PRD RiF{=HEmER

Scheduled

2.3.

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

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) Downtime caused by Customer

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

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.

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.

THEH DIFERRNE L SAP SEEH|HEZ1FR

a) EFELETAGNLARCEFER (RIEERANRERIE ZFTEHE. RITEATHESAREREN/
DHEC RS

b) PSR EHUEE

c) RIRBREF=FREFREMNER, BEPE
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unforeseeable events that could not have been avoided even if reasonable care had been exercised

B SAP RIEEFIHE UM RRERMEHE, FIINEEAIRBLIARNEY AERSEREM

Scheduled at a mutually agreed time, as listed in the Order Form or as described in the Supplement.
Downtime HEZFANEFRBEMRERREISH, SHEMIETEERMFRIERP,
RTE (SRR




d) AEREFEDS (FAREMEZZARS) PEHSEREREEFRENRERERE. R/RAEFBF]
R ERE. FTREENFERE (SUFARGHEZFAIRES) A&, BERGHRELS SAP BRZEHE

. FELR,

e) JEREREN SAP METLEER, HHEHERAZEEHNERRE RERFEMIREEHEER).
Backup and Computing Environment Incident Reaction Time

RNt HIRIRE SR FER

(not applicable to Server Provisioning)

(FE AR AR )

Description Computer Environment | Service Levels
0 segment to which IRE B
Service Level applies
PR kol O R R
E=hall
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
Databases be replicated to an alternate data center or location.
FORHRLI i S fR o HebE SAP S EZHE( 15 52 AR A ERRE R © 30
i KRN, PRD ROl 4 SO IE (E b D7
%o
NON-PRD Weekly full backup and log file backup per SAP product
FE PRD standard. 14 days retention time. Backup of the NON-

PRD will be replicated to an alternate data center or
location.

TR SAP B ARYE, (iRl s RN H EERE R, 14
KRG, FE PRD A4 & RS (i g bl
(AT

Long Term Backup*

R

PRD and/or NON-PRD
PRD M&/=3k PRD

Monthly full back up — 6 months retention time
A SRR - 6 1 A PREE R

Monthly full back up — 1 year retention time

5 H SR - 1 IR REIRRR

Quarterly full back up — 1 year retention time
BRTEMN - 1 FORE IR

Yearly full back up — up to 5 years retention time

FHAETERENRGY - 2 5 FFOREERGR

Backup Frequency and PRD Monthly full backup and daily incremental. Two months
retention period for File retention time. Backup of the PRD will be replicated to
systems an alternate data center or location.
PE SR AR AT ERSILES B R RIg &, 2 8RR, PRD AYfH
BRI P 1B R B R L
NON-PRD Monthly full backup and daily incremental. Two months
F PRD retention time. Backup of the NON-PRD will be

replicated to an alternate data center or location.
5 A SERAM AR A R, 2 (8 A AR, 3E PRD 1Y
i1 S R B R P L
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Incident Reaction Time
for Incident Management
S A B Y S S BT

Incident Priority Very
High
FRESRNET - FEH &

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

20 534 (7x24) JLAE 4 /NHEREHES PRD T RIRDELED)
it

Incident Priority High
HHESEIER - &

2 hours (7x24) for PRD
& PRD % 2 /NKE (7x24)

4 hours [Local Time on Business Days] for NON-PRD
$TEIE PRD % 4 /NRF [LAF B & HulRe ]

Incident Priority Medium
FESEIER -

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

#1% PRD HLJE PRD 2 4 /NEf [& HEFRE2E H]

Incident Priority Low
S SEIE - 1K

1 Business Day for PRD and NON-PRD
1 #1¥# PRD 5l PRD RYE 3 H

3.1.

3.2.

*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.

*EERTHERBELTERS AERALLE, RAGRHOEREHERILER RAXFHABEE HEF
HEIRRBHF] AR LLERE (REKRES).

Incident Priorities

=B EIRF

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):

UTREIEFERRAMERESR (BEFEEXERIESF , SAP SREUTHEIEFERESETE)

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:

BE  BEEFOBNSUPERRBRE PR OXBRENEE IT BEFERFEERENKRRE, BEIRT
SEMTIHE, BILEHRERES TRel BEIEF. EREZNOT :

. A PRD system is completely down.
PRD & oe 2w i,

. The imminent go-live or upgrade is jeopardized.
HEENT LSRR,

. The core business processes of Customer are seriously affected.
PRI S Wi R 5 B i T R R

o A workaround is not available.

R R VAR 5 52

The Incident requires immediate processing because the malfunction may cause serious losses.
EMFEILARE, RAZMETRGSEREENIEL,

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.

B MREERXRBRERIRELE, AEHRERES &) BXIEF, SEERTRERTLELE, EEH

SLA for SAP HEC; RISE with SAP S/4HANA, PCE; SAP ERP, PCE; and SAP S/4HANA, EX (DUAL) zhTW.v.1-2021 Page 6 of 9



4.1.

4.2.

4.2.1.

4.3.

4.4.

4.5.

ATRREPINFZMDREHESTAIERARY, FROARERE RAFERERRENBREREERDR
2 -

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.
th . MEEBXFRERINZE, AERERESL () BEIEF. LRERRAEREDIGEHESTAIER
. MREEXBRZRIEE, HASEREEAL h) Bk

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 MREEBHEERBRAEZEEMABRARTE NSYERRES [E) BXIEF, MEERRFFERE
hili A EREHE D ERNDRH BRI ATER,

Service Level Reporting
IR R &

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP fE#E 8 A ERBRPEH I REF ERASHVALEZ IREER, .

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.

EFERIIEARMAUARSRER , B— (1) BARABETARBENEERE ML RERIIEFRELLBM
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 analyze Service Levels metric statistics based on the monthly summary report
provided by SAP.

EEPRENAENLE 2 —HZERBER  BIFLBA SAP BFKE | WHERBE SAP Rt 25 AMERSE
SIRBEREEHREN.

SAP will then promptly

SAP BE#&Z %31 B

a) determine the root cause or possible root cause of the failure (if known) to meet the Service Level, and
TEEARST B IRG B (& T FRAR R 8 rTBERIR AR K, LKk
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).

BRIEREARTF ORI A fIR, SREREUOESITRE, WisaLatEiR2 % B EmZME (RSB R EOE
iB), WHBGEF ERZER, £ CE SIS EMRERRR) RPITREEE,
If applicable, SAP will provide the specific Service Credit as described in Section 5 below.

HEM, SAP EIKUTE 5 RATE AR R RS ENRBIE.

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.
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5.1.

5.1.1.

5.1.2.

5.1.3.

5.1.4.

5.2.

5.2.1.

i€ SAP BEBTHRARESTER, RASHBRZEERFATFEN  LRLERS THRENIEHE
Feffl) . Bl SAP ERREXMEARBIENZER BTEREMABRBFBREHN. EEFTREREAREEIIN
, AT ESE SRR RRARE S,

Service Level Failures

TR 5 B AR R A

Service Credits

AR AR,

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:

BIELBRE 2 FRABT RS, F SAP EF—VUIFZHRMEEERSE 2 FRATR 2 RRATRALRBRER NEFS

REt¥ SAP REER RMATERBRBRERMBIEM, E#RE PRD . PRD EFAARRME 2 RBEMEFA X
R, BREMERT, RBENRSIEE

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,

AEA—MER, SHEAAERR 99.9% SA SLA MR#E, FEEE%AARBERN 20% ; HINFTH SASLA, Al
FEHE@A ARBERM 100% ; B

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).

ARMFERNE, TREBHIZESHBRBAXMGEETRERN=22— GERATEEERN SN
BR— ()& AFGEEHZZEERBBMLITRERBREN=22),

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.

EFLMER , RBIXNA SAP RFSHEERBERN 2 —ZBAERRE ; BEIERERREILHEE AR

o

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 IREEA R (BEFEHINE) HAEF ZRBENER , Al SAP HEERA LR ENZE B RHEIRIRFSER 2
R BEERREASHTEEMIIMRE, B SAP IHRERK,

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

REHEM SAP STRERREMERS , HEAMBEAN SAP BAFERIENEEE,
Termination
ik,

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
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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.

& SAP EE= 3) ERABERERULE 2 EhIEEZ PRD HHIRE SASLA, AXFBEHEKEMERRKEER
HER=" (30) XA, LIEHEBEA SAP #RILBRAZTIRE, LRI SAP kE| LI LR — (1) BABRE
HEREFEBAGAIRREDER). AREER, NEKER SLA K, HEIEEERRK GTC #fEmE
PR E bR IERRR, B GTC Fif T 2 B I fE A ekt
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