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SERVICE LEVEL AGREEMENT FOR
RBEH T - BRAR
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4AHANA CLOUD, PRIVATE EDITION; SAP ERP,
PRIVATE CLOUD EDITION; AND SAP S/4HANA CLOUD, EXTENDED EDITION
SAP HANA ENTERPRISE CLOUD ; RISE WITH SAP S/4HANA CLOUD (FAARR) ; SAP ERP (fA AN ZEiHR)

F1 SAP S/4HANA CLOUD (ZEERR)

This Service Level Agreement for SAP HANA Enterprise Cloud services (“‘HEC Services”); RISE with SAP
S/AHANA Cloud, private edition (formerly, SAP S/4HANA, private cloud edition); SAP ERP, private cloud
edition (collectively, “Private Cloud Edition Services”); 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, Private Cloud Edition Services, EX Services, and
Server Provisioning to which Customer has subscribed in an Order Form with SAP.

AR A s E A SAP HANA Enterprise Cloud A% (BUR% "HEC 7%, ) ~ RISE with SAP S/AHANA
Cloud (FAAAR - AT Fs SAP SIAHANA (FAAEIHR)) © SAP ERP (RAANZEhR) (DL T8 " A A E SRR
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DEFINITIONS
i E

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

ALAFRERMERERZ KRR  (RERN TE&4, | -

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

R EAHERRIRER | (AL SAP B P 20K H AL TR e HY SRR -

“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.
"TAEH ) RiEREM—E 2 PHEN K - ENEEE S EEGIUE T E A EERE -

“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.

"ERIRR ) (715 SAP RE FHRAtENGARFSFTER FHRVE R ORI ~ (EIARES - ERRERE - (FE AR AR
fPt&dl - BENETIE P E 2 EXUE TR (TPRD ) DR HMPTAIREEEETERE ("3
PRD )~

“Credit” means the following, subject always to Section 5 of this Service Level Agreement:
TR | (RIS T YIRS AR RS 5 BRHEZHEE

for HEC Subscription, Private Cloud Edition Services, EX Services, SI4AHANA CPO and S/4HANA CPE, 2%
of Monthly Service Fees for each 1% below the SA SLA;

Y HEC TR ~ FAAEIBIEIRTS ~ EX RS - SI4HANA CPO F1 S/4AHANA CPE » £1EF SA SLA #Z 1% » H[I
O 2% 19 H iR E

for HEC BYOL (previously known as HEC Production), 2% of Monthly Service Fees for each 0.1% below the
SA SLA; and
#f)> HEC BYOL (Jerifi iy HEC IEUHIERTA) » AL SA SLA % 0.1% » BIHTIHE 2% i H %

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

R EIR 232 (1aaS Basic) » (Lol R FTA{KFY SA SLA (T E#S > 45 H HIHK4E4 R 1,500 BT -
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1.16.

“‘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.

TEAREERE ) (RFESTE SAP 3 SRR RE RO R EEE IR (SUEINRES MR 2 (ARES) - R E R (BEIR
aaffiE e AR eR) AREIEZ H 7> sEasy » (E N EEHERTES MR -

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

PRI (RSSO BT E A E AR U B R B R R AT ST N S AR R AR ]

“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
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.

" BERRTESMVIE ISR | (A5 T YIS A 2 A SR sy - ROERIRIGR R E R RS 0
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®E (25 2 FRrpevEsl) - sINEERIE PRD #ET PRD 2 E B EIERIMIENRTIIE PRD ZStRRI5RH -

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

"I ) TIPS R B e R s 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.

"B ERRE | (A5 E SAP —4CIRAHANLEI R P ERUATIL - EAEE FREE Y SAP IR N B E1EZ
BIGAARATERIEE —(EEIE Ry il - W 2B R (G0 PU Ny #E T H) -

“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.

TIRPEERAR | (REH A SIS - MR G SAP DIEENmRE T EE Z ERES - Bkl - W - T
HATTH: (N ETETRIERES) -

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

CEMIRRE | AFEETRE R R S RO B -

“Month” means a calendar month.

"R, i EEA -

“‘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.

" AlREE | et E 2 BRI E A ST ZETRIE A (BN 1/12) » HEZRHARE SASLA & -

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

P REEHIEE ) (RIEEE S NI RIRATRER R o SRR ST B i S K R

“Subscription Software” for HEC Services shall have the meaning set forth in the Supplement, and for EX
Services and Private Cloud Edition Services means Cloud Services Software as set forth in its respective
Supplement.

"EIRERER , ZaEF 0 ¥ HEC S - HER R Fre 28R © B EX RS HIRAEmhR RS =
Rl e HA BT P UE 2 Bk B s -

“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
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2.1.

2.2.

2.2.1.

2.2.2.

2.2.3.

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 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.

"ER ) e (E AR I R R R AR — (S (BT o T EAERE B BRI - B - RS
GEIRES - BECPMTES ~ GEESEIRES - AP o SEESNERNE ETHES - BERR-BERL - 2801
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“System Availability Percentage” for each System is calculated and defined as follows:

242 " RGATREEStE ) ZAtERERDT

_ ([ Total Minutes in the Month — Downtime

= ( )+ 100

Total Minutes in the Month
— (ﬁé@?ﬁﬁéféf?— IZHAET 100
Vekiiooy g

“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:

"RRET RS R ) 2 T SA SLA | RIELITIHE RSB RGE PR - FANGTERE (SERkaEMmEZ
fAlfikes - AEH) BRI ARG T T 2T

99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;
99.5% HY PRD %4t AT IMEE LL » BRI Rk G TR b mdlAEss Z 29 mTAtEE otk

95.0% System Availability Percentage for NON-PRD; and
95.0% HY3E PRD Z:&8 AT MR 23 EE - BU%

99.5% System Availability Percentage for Server Provisioning.
99.5% Hyfalfkas i S48 m] i E oL -

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

"REESER KI5 —EAN - BH 24 /N - —E 7 RETHIS Z 485r 8 -

SYSTEM AVAILABILITY
G

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 B % =7 S 2 B REHGE -

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:

Hi SAP & HZHIIHEE DY NA RIS A S I EAE E AR TR N Y -

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.

FREETASONEZZTPEE (BIEEAR RS 2 ST - ARE H A4 (0 i RS A/ AT
WG RAS S TAR)

Downtime caused by Customer.

HFPE AR -

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

DRI R G 5 = 07 S P R B B vl -

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
SAP S/4HANA Cloud, extended edition (DUAL) zhTW.v.10-2021 Page 3 of 8



2.2.4.

2.2.5.

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
SAP S/4HANA Cloud, extended edition (DUAL) zhTW.v.10-2021

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.

STEERBT ALY (SRS (EfRes) PETSUSERAAE P IRAHI IR ERRRSTE - R/BE F BETEIEX
FRAERAS ~ SRS BT IR (SUEIREs M 2 EIfkEs) FTignk - (HEAGLIMELR SAP EEZEHE -

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.

FERTEREHY SAP MHEf TSGR - FLSH M5 & BRI E RS (AR (A SR R -

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
It FERIR R SUR BT i

(not applicable to Server Provisioning)

(A EAT RS )

Description Ei(\)/?g:;r;gnt Service Levels
8 N &
il st prmmi PR#s e
E?eCkLljjepnc and Daily full backup and log file backup per SAP product
g . y . standard. 30 days retention time. Backup of the PRD will be

retention period . .

for Databases PRD replicated to an alternate data center or location.

e — HR45 SAP FE A 1 H e I FIECERAESE © 30 KX

- ) REFEER] - PRD AV {0 e 8y EERHLE L E -

SRS AR PREFHF R N R e E R 2 R E R OB E
Weekly full backup and log file backup per SAP product
standard. 14 days retention time. Backup of the NON-PRD

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

5 SAP ZEMATAE - B REHIHZESE - 14 KX
OREFIHE - IF PRD B9 (R G B SR &R L s E -
Monthly full back up — 6 Months retention time
EHEEMH D - 6 8 H fREIFH
Monthly full back up — 1 year retention time

Long Term Y A | B

Backup® PRD and/or NON-PRD | &R 5e# ({7 - 1 F-OREs ]

B PRD J/5JF PRD Quarterly full back up — 1 year retention time
TR - 1 ORI
Yearly full back up — up to 5 years retention time
SHESEEGE D - 2% 5 FIREAENGRH

Backup

Frequency and
retention period
for File systems
FEE LI
BRSO B HA R

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.

G HERETERIEE - 2 (8 H IR - PRD B9 {(FF
B RGO -
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3.1.

3.1.1.

3.1.1.1.

3.1.1.2.

3.1.1.3.

3.1.1.4.

3.1.15.

3.1.2.

Monthly full backup and daily incremental. Two Months
retention time. Backup of the NON-PRD will be replicated to

NON-PRD an alternate data center or location.
7F PRD S H SR RIS ISR - 2 (8 FRBIRET - 3E PRD H9()
R R LB

Incident
Reactipn Time Incident Priority Very ZQ minutes (7x24) and problem determination action plan
for Incident High within 4hrs for PRD , . .
Management S EAER - S 20 7r§ (7x24) AT 4 /NFAEHES PRD HiIET R E Bh{FsT
EETER il
[ FERF

2 hours (7x24) for PRD

Incident Priority High | #F%f PRD %y 2 /)\Ef (7x24)

HREIEF - & 4 hours [Local Time on Business Days] for NON-PRD
$H¥IE PRD Ty 4 /NI [ILF HEHFE]

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

BRESIR - & $1if PRD B13E PRD Jy 4 /Nf [&HRFEESE H]

Incident Priority Low 1 Business Day for PRD and NON-PRD

BRUEIR - (& 1 $1%f PRD 8i3E PRD Hy&3%H

*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.

ETIRETRERE P S L SRR - A A I - REIA (B OR B R4 (R R - (A S PR BT R - B0
SRR B IR T B HARR &S L ] (R ) -

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):
HRUBRIAR - DUMESRIEFE AN FA S (B EZEIER - SAP 5455 DU T A Erfs R IE & 3T
%)

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 A E P RS IEEEERE - SO EB RN 1T iSRG RER R - BRARR
%“LEI’]I{’E AL AR s IR - HERERAT

A PRD system is completely down.
PRD %45t & -
The imminent go-live or upgrade is jeopardized.

FEITEN_EARECEE T -

The core business processes of Customer are seriously affected.
B HIRL L ERS A 2 BB B -

A workaround is not available.

FREE R AT 2 -

The Incident requires immediate processing because the malfunction may cause serious losses.
ERTOTRIEE > R R R TR S R B EE AL -

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition; and
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3.1.3.

3.1.4.

4.1.

4.2.

4.3.

4.3.1.

4.3.2.

4.4.

4.5.

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 AREEFFRMEZIREYE  AENUERER "5 B - SRR MEARTLELF - B2
REtE BRI AR AL SR S I (E AR - SO AFIR R - R R S Rk B B e R A AR S

BAR

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 ARIEFEEB RS2 IR - NESUERER T b (B - IR N IR T DhRe s s w] i
FAIFTEL - ARIEHEB LG ZEFE > WESEREL " d ) EBksk -

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.

& REESIE R ER RS B E MR AR S - RSB TR By - MERERERR
B IR HE R R EE D EAAVIhRE S R -

SERVICE LEVEL REPORTING
T e

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP JE{E g H ik Bl me PR A Gy " IRBES, -

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.

P RENA G E 2 — A% @4 - AIEAEE SAP B - WiEEKIRE SAP 2t 2 5 A
T E TR BRI Bt E R -

SAP will then promptly:
SAP [zl -

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

HEERFEMRBES (5 EA) ARARE RS RERIRAR A - 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).
PREAATERBRBRHEEERIN  RETSUETEES » LaF F AR EUFREmLAE (BEE
Hity - RN SR ESGEREE) - BAERFH AR S HEIARE (KRB R ERER) NEistE -

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

HHEM > SAP JE(REUTER 5 FRATELA SRR SR e fRA -

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.
A SAP TR R A - HASSUE AT RIS BB i P Es - HNILER S " HEERIESN
HYIEIEE - Al SAP ERIRHSZ A EARINZ £ - HAEREMRBEER - 55 P EERARER T -
AT & R st A R A 47 -
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5. SERVICE LEVEL FAILURES
PRI BB ARE

5.1 Service Credits
lij5ZE: 3wl

5.1.1. 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 REEFFEHEMN SA SLA » HSHESHE SAP REEFTE & SA SLA §5KIRHT - #EIIERII4EIE PRD
+ PRD Bilfa]fiz g8 () st HE 5zt o SRS VRAE R E S A SA SLA itz 30 B LIFHMA - 5§
Fra(sFEAT - BB E OSSR ER 2 T RIRL - MR ErIER T RSN G

5.1.1.1. 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

FEAEMR—E A - $HEFTH A 99.9% SA SLA HIZ4 - ASHMEZ H A RBE Y 20% CERGRETREE > il
HFEWEH) © $HEATA SA SLA > AINSEEZ H A IRESE Y 100% : DUk

5.1.1.2. 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).

TEAE—HRPERLFE » Gt NGB E 2 BB MRS AT S TR E e =02 — (SdEE~ET
i B P E FR BRI Y — A B B RIS IS (R R E s =2 —)

5.1.2. 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.

ERFIIERSL SAP DIEFH TR (BETEIN) MR - SAP K& E M il 2 H&AY B g HRH 3
BOE AR EHEET HIR FIRISESE - Al SAP RHZHERX -

5.1.3. 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.
P LLHERT. - Ay SAP RETEFTEIR IS B AR 2 1 — BB R E 1 - MR AR L AEIR -

5.1.4. Customers who have not subscribed to the Cloud Service directly from SAP must claim the Credit from their
applicable SAP partner.
RIF) SAP EEETRIERRSINE 5 - AR EIERRY SAP B AR5 KITHIEERE -

5.2. Termination
&k

5.2.1. 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 Service Level 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
SLA, and such termination right from the GTC shall not apply.
& SAP i 3 il H & ARG PRD SHRIESEN SA SLA » AIIE SISERIES KRBk 1% 30 KA - BL
HHEA SAP 4 FEA 2 STHER o HhA% I RERS SAP UE ERFAAIRY 1 I H &R AER (B s P AR m A+ ek
s AR - FombRiEss - MEUAERL SLA B > FLAIEREFERU GTC HyfE{mEdfTA HAns bRk - A
GTC Ffll T2 % S 4% 10 e f i P et
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6. SERVICE REQUESTS
MR

For Private Cloud Edition Services, Customers may request specific tasks related to the Computing
Environment via the SAP Service Request Platform (“Service Request”). To the extent Service Requests are
distinct from an Incident, SAP will address Service Requests during the following hours of operations:
AN E R - &P 15518 SAP 5K TE » SKet EIRIEAH 2 BR T (UL TR " IRgasK
) © HEMEIR S KA TR - SAP KHE THIMEERE R ER AR 555 K

PRD 24x7 subject to Excluded Downtime
e T HERRIEA MR, AR T » 2R E
NON-PRD 24x5 (Business Days) subject to Excluded Downtime
7k PRD P THRRAESMOIS ISR | AR T - 24%5 (T{EH) 4%
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