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SERVICE LEVEL AGREEMENT FOR
SAP HANA ENTERPRISE CLOUD; RISE WITH SAP S/4AHANA CLOUD, PRIVATE EDITION; SAP ERP,
PRIVATE CLOUD EDITION; SAP S/4HANA CLOUD, EXTENDED EDITION; RISE WITH SAP S/4HANA
CLOUD, PRIVATE EDITION, TAILORED OPTION; AND SAP ERP, PRIVATE CLOUD EDITION, TAILORED
OPTION

R BHREEY - AR
SAP HANA ENTERPRISE CLOUD ; RISE WITH SAP S/4HANA CLOUD (#AAJK) ; SAP ERP (RAARIRAR) ;

SAP S/4HANA CLOUD (ZEf#HK) : RISE WITH SAP S/4HANA CLOUD (fA AR » BEFAIHETE) 5 DR SAP ERP (
FANENRRR > B FHEEE)

This Service Level Agreement for SAP HANA Enterprise Cloud services (“HEC Services”); RISE with SAP
S/4HANA 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”); RISE with SAP S/4AHANA Cloud,
private edition, tailored option; and SAP ERP, private cloud edition, tailored option (collectively, “Tailored
Option Services”) (each, a “Cloud Service”) sets forth the applicable Service Levels for HEC Services, Private
Cloud Edition Services, EX Services, Tailored Option Services, and Server Provisioning to which Customer
has subscribed in an Order Form with SAP.

KRB A SAP HANA Enterprise Cloud iz (DA @ "HEC i, ) ~ RISE with SAP S/4HANA
Cloud (FAARK - HilE R SAP SIAHANA (FAAZELR)) © SAP ERP (FAANZEihR) (DTS " AN E iR
) 5 SAP S/4HANA Cloud (FE{HfR) (5cRiTfEE S/4HANA Cloud (B—FFFHR)) (LU T#E TEX IB% ) 5 RISE
with SAP S/4HANA Cloud (f.AhK » BFH#EEH) 5 LUK SAP ERP (FANZENGHK - BAEEE) (DU NEmR L T 5
BIEIRTS ) ) (B EME " Einiks ) ) - HEBAE FAE TR SAP 3TRINY HEC ARis - FAANE
AR ~ EX B ~ B BRI AR G A I Ak 25 1 2 A i P Y AR 5 S 4l -

DEFINITIONS
i E

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

ASFTERMERER Z KRR (REEN T8, |-

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

T BER SRR | (A I5 (T SAP s FEK H 40 75 iE AT 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.

"IMER ISR -EEMLTREN R - BEAEEE S EEFICTE T E R EE 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.

"EHREEE (475 SAP RE P IRULENRIRE TR AR BRI LR - FIfRES - ERSEH - (ESE A AR
FHH > BIEAETIEE G E 2 IERUEESHERIE (TPRD, ) DIRHEMAAIREAEFARERE (T3
PRD )

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

THHE RIS TS ARG 5 BREE 2B |

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

i HEC 5TR8 ~ RAENmHRRES « EX IR - HHEEERES - SIAHANA CPO Fll SIAHANA CPE - K}t SA
SLA Z 1% - BHIHE 2% i H k5%

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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1.4.2.

1.4.3.

15.

1.6.

1.7.

1.8.

1.9.

1.10.

1.11.

1.12.

1.13.

1.14.

for HEC BYOL (previously known as HEC Production), 2% of Monthly Service Fees for each 0.1% below the
SA SLA; and
#fj7> HEC BYOL (Stiff /iy HEC IEXUEIERRA) » EHEHS SA SLA % 0.1% - BHIHE 2% HYH IR E + LU

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

AR EkEs i (laaS Basic) @ {Ef K ATA{ERF SA SLA 2T ERE - & HIRLEEE 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.

TETRIRERE] ) (AT SAP S SUREFREDR O R BRI RS (S(ERas iR (EReS) - RS (SR
eaffiid 2 (Efikes) REEZ H #8885 (B4 G fEPERES MUE TR -

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

PRSI (MBI R S e R S B R B R E R R T R P SR AR AU 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
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.

"BERRTESMNVE R | (A5 T YIS a2 H 4R s - ROE IR  RE R RS 0 B
SAP & EHZ ] #E [E DU MNA Z S SIS - BIANEETOH A TRV - GHEE R aI R ER
FH (2R 2 frrhrysaf]) - SR HIE PRD #17 PRD 24 5 FEMSENEETMIERTIIE PRD 24t 1= R -

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

I ) (RSP A SR R RS A M B S v R N

“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.

"I RERERE | (A5 H SAP —4CIRAHANLEI R P EHUATIE - EAEE PRI SAP iR A B iE1EZ
EIBRAAATEREE —(EE)E AL BT Z R (BI0LV NS ST E) -

“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.

TIREERER | (RIEE A SIS - dRANE SAP DIEEImRE PR E 2 EAER - BkE - e - T
BATTlE (A ETRERAR)

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

CERRE ) (AfERTEE RS RO RE I -

“Month” means a calendar month.

"R R 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.

" Al#E  HiEst 2 BERRSEH LT ZETRE A (SEEEE AN 112) - HZRBAE SASLA % -

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

PREERIGE ) RIS EE S NI E RS AR o SIS RS E TE B O R S K R

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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1.15.

1.16.

1.17.

1.18.

1.18.1.

1.18.2.

1.18.3.

1.19.

2.1.

2.2.

“Subscription Software” shall (i) have the meaning set forth in its respective Supplement for HEC Services
and Tailored Option Services, and (i) mean Cloud Services Software set forth in its respective Supplement for
for EX Services and Private Cloud Edition Services.

"ETBNERAR | FE(RE () B HEC IR IS A BERIRES I = - HEL S B Rk prslcE #AH IR ¢ BUR (i) ¥
7Y EX IR EIwHIR IS S > AR E R B #eiosk P RUE 2 Elmik i -

“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 and Tailored Option 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.

"R AR EE (R R B RS P R — (B AR T - o EIAHRE B & B L AR - (FERES
Mps - EECTres - ESRIRES AP - BERENERNE TS - BEER—ERY - 247
M E S R EZESKE TR - B HEC IR IS AEERFN S » SRR KIEE TR " 25M8E*R
HHY AR SRES O II AW » AR EIGIRARG T EX IRIETS > & 280 0 S RIRIBH R TR
HR$ERE A T IRESEEAEREA ) PRl E N RSB RIERI DA, - SIAMEIRESMIEN S - ASCP T 448 his
fEIfREs » HE RGBT -

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

T2 " RETREESE ) A ERERNT

Total Minutes in the Month — Downtime
( Total Minutes in the Month
_ [ Bt aati— R
- ( ST p

)*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:

"R FIERREBAR , 2 T SA SLA | IR TR R ARGE PR - B HRETEERE (B ERES MR (F
MRS > A BRI RS T AMEE S

99.5% System Availability Percentage for PRD unless a higher System Availability Percentage is identified in
the Supplement or Order Form;

99.5% 1y PRD %4t ] I E3bE - BRiEesEGE TIRER th SsA s 2 R M E IEE

95.0% System Availability Percentage for NON-PRD; and

95.0% HYJE PRD & rl FMEE 73EE - LR

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

“Total Minutes in the Month” are measured 24 hours at 7 days a week during a Month.
TR&ESEE, GIEEAN - FH 24 /N - —E 7 RATHIG 2 485 g -

SYSTEM AVAILABILITY

XSRSt

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

PRETHEEL SSHHSOES L - SA SLA MG H 56 =TT A 2 B REHHE -

Downtime caused by factors outside of SAP’s reasonable control include, but is not limited to the following:
FH SAP & ER {2 Ha & DAY MR Z S AR IS B R E R BRI T I

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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2.2.1.

2.2.2.

2.2.3.

2.2.4,

2.2.5.

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.

FERIERITAGIREZEPEE (BIEERN RN 2 TIE4EE - RIS H puEsE (i e n/ =G T
AR B TRR) -

Downtime caused by Customer.

& PE AR -

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

DRI AR G 55 = 7 L P R R B Tl -

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.
STRIRIEECHE 7 (SfEIIR e 2 Ak es) TETSUR AR E PR RS SE - R/EE P EETEE N
PAEHRAG ~ ]RGS BT RIRE (SUfEIkes it 2 Alkes) Frignk - [EEASLIRELLE SAP JEEZ BT -
TELEIR -

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 MHEfT NG R » FLSH M I E BRI E (A (A SRR -

BACKUP AND COMPUTING ENVIRONMENT INCIDENT REACTION TIME
I R B U B

(not applicable to Server Provisioning)

(A EAT ERES )

Description Ei?/?:g:;r;%t Service Levels
3 - 3
i St B i e
Daily full backup and log file backup per SAP product
Backup PRD standard. 30 days retention time. Backup of the PRD will be

Frequency and replicated to an alternate data center or location.

retention period

Weekly full backup and log file backup per SAP product
for Databases NON-PRD standard. 14 days retention time. Backup of the NON-PRD
will be replicated to an alternate data center or location.

tRIE SAP ZEMAEAER (T H S 2RI I IECEEZ : 30 K

PRD . ] o

SRR (9 [REAIE - PRD I i S R ok L SR 2 -

R P L% SAP ZESEE  (() FEBSE R HEEAETE - 14 K
PREGIFE © I PRD Mo & B 2 Rk O sifinE -
Monthly full back up — 6 Months retention time
Monthly full back up — 1 tention ti

Long T.irm PRD and/or NON-PRD onthly full back up year reten |9n |rr-1e

Backup Quarterly full back up — 1 year retention time

Yearly full back up — up to 5 years retention time

T H5EEMH - 6 i 7 fREIEE
I PRD f/=JE PRD TEH SR M - 1 FIRBIIE
FRERME N - 1 FIRBIHE

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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3.1.

3.1.1.

3.1.1.1.

3.1.1.2.

GESEEBD - £% 5 FOREEHE

Monthly full backup and daily incremental. Two Months

Backup PRD retention time. Backup of the PRD will be replicated to an
Frequency and alternate data center or location.
retethion period Monthly full backup and daily incremental. Two Months
for File systems | NON-PRD retention time. Backup of the NON-PRD will be replicated to
an alternate data center or location.
PRD AR HEH G ERINE - 2 (8 F R - PRD 0I5
22 2 LRI GEHUEFHREN T ORIE -
PERRIREIIN | oro G AERHEH TSRS R - 2 (@A RGER - Ik PRD 1)
R R FHRER O E -
Incident Priority Very 20 minutes (7x24) and (i) resolution or (ii) workaround or (iii)
High action plan within 4hrs for PRD
Incident incident Priority Hiah 2 hours (7x24) for PRD
; ; ncident Priority Hi
Reaction Time Yy 4 hours [Local Time on Business Days] for NON-PRD
for Incident
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
.| 20 SrgE (Tx24) F1 (i) R 52T (i) BRI 2Ly (il
LR - dh 78 ( t)% (/)ﬁem{l)i%iz( ) EIRE PR 5 2R B (i)
PRD £y 4 /NEF A Z fTEhETE]
R T $1¥ PRD By 2 /NI (7x24)
7 JERE $HEIIE PRD £y 4 /NI [T1F F 2 HRE]

EHERIER - &

#1i#f PRD E2JE PRD £y 4 /NEf [E#EEF S H]

BRI - (&

1 $+¥f PRD #1JE 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.

TN ET R R L AT AR o R BRI © RIVFH AR AR B - (RASCRTE IR T - B
BRI T RIS HPR AR LR ] (U 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):

EIRERNET - DUNMBRIEF BN FA SR (&P E%ERIER - SAP R4 DU N A Efrfs RIS 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 R E SO IE R SRR - SR O SERAERVAHRE T R RERGEE BERIR - HEAR
TTRIAM T - AU e BRI - B RENAT ¢

A PRD system is completely down.
PRD Z4ie 2 E -

The imminent go-live or upgrade is jeopardized.

FETTEN_EARECEE T -

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

S/4AHANA Cloud, extended edition (DUAL) zhTW.v.2-2022
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3.1.1.3.

3.1.1.4.

3.1.15.

3.1.2.

3.1.3.

3.1.4.

4.1.

4.2.

4.3.

4.3.1.

4.3.2.

4.4.

4.5.

The core business processes of Customer are seriously affected.

ESEEN AN Sy el 2

A workaround is not available.

AL R MR A T 2 -

The Incident requires immediate processing because the malfunction may cause serious losses.
BRI - [N RseZ i vl e & E R E Hak -

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.

& WRIEEERREZERELE > ASELUERSER 5 BT - EEEL MEARITAZETE - 52
RETREREE T 17 A FR AV DNAE S5 A T (E TS o SRR R T - R R R A S i i B B R e A S
BRiE -

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 IRIEEEG I 2R AISESUBERER T (BSEIE o R R R T IR HSH R AT
FIFTEL - ARIEHEG L G2 R 8 SRRy ) 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.

& RS IEE ER RS B E R AR S - RISESUERERER TR BEr - MERERETREER
SR A R & D R HYDRE BB Al (] -

SERVICE LEVEL REPORTING
T e

SAP shall track and report to Customer the Service Levels set forth herein in a monthly summary report.
SAP JEIEE H dif R sl Mg PR A GO " RBES, -

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 — B % E4) - AIEEE SAP B3 - WiEE KRR SAP f2it 2 5 A
FRE RSN BAETER -

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 R EATRERIRAR 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).

FREA AT SR BRI ERIN - PIETOUETEETE - RE RIS REIZAE (EEE
B BAgRESHLEER) - AR S EZARI G (REBEIRERFRR) NEistE -

If applicable, SAP will provide the specific Credit as described in Section 5 below.
EH#M > SAP JEIRLUT S 5 FRATENA AR R E 151 -

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

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
S/4AHANA Cloud, extended edition (DUAL) zhTW.v.2-2022 Page 6 of 8



5.1.

5.1.1.

51.1.1.

5.1.1.2.

5.1.2.

5.1.3.

5.1.4.

5.2.

5.2.1.

that Customer disagrees with the root cause analysis, the parties will discuss the root cause analysis.

LK SAP ZEETIRAIRRE DT - HEERBHARFTFEHBRS R GHE P EE > BRILER S T HBRIESN
HYIEIEIERE - A SAP JERFRE ST BRI 55 - BN ERERIIRE SR - EF PR EERAFEE T
AT E B RIS R IR AR A AT -

SERVICE LEVEL FAILURES
iz e S:354

Service Credits

AR R

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 REEFT &Y SA SLA - ZFAHESHE SAP REEFFE 25 SA SLA F5KIEH - RAIERIN4EIE PRD ~
PRD Eifalfigasfid (MEH) 25720 - S5 RIIsE AR A SA SLA #i:1% 30 B TIEHK - Sehf
HAEIRA - FERERECH SRR IR - 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

TEAEM—(EH - $HEFTA EM 99.9% SA SLA R4 - NSH#EZ A HIRBE MY 20% CEHEETEE - Hilt
#FRER) - $HHFTA SA SLA » JIMNS#EE A H g E Y 100% 5 DUR

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—RPERLNE » S5t A SRIEZEOF 2 BB N T RE A SEN =02 — (SEEMHET
i B P E FR BRI Y — A B B RIS TS (R R E s =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.

EEPHATESLE SAP DIFH 720 (BT E IR m]) fER - SAP K& &M ikl 2 H 12895 i A s tHRE 35 5
BOE AR EHIEET HAR FIRISESE - Al SAP RHZHLERK -

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.

FHFLLHET, - fI0E SAP RITGHTEMRE SR 2 — BE A A - MECOERARE RS - AERLR -

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

Kla) SAP HRETREmRBAVE S - HRHERAT SAP B RKIEIEE -

Termination

ik

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 fiil H BRFFE PRD SFEIREEHY SA SLA » A FISERWEIS IR B EE RS 30 KA > B
B SAP 4 FEAI 2 STHEEE o HhA% I LHERS SAP UCE ERFAAIRY 1 I H &R AER (B % P AR m A+ ek

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
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6. SERVICE REQUESTS
AR5 R

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:
HIRFANEIGRRARTS » & 15548 SAP IRISEE KR » 55K EIREEH Z BaS LR (AT " ARTSEE K 4
) ° HEEIR S KA PTERS - SAP KHE TIEEIFEREL R 5K

PRD 24x7 subject to Excluded Downtime
PRD Tre THHRAEAMEEE R , ZAHR T - 2R
NON-PRD 24x5 (Business Days) subject to Excluded Downtime
7k PRD Fres THRREA MRS, TR T 24X6 (TR H) %

SLA for SAP HANA Enterprise Cloud; RISE with SAP S/4HANA Cloud, private edition; SAP ERP, private cloud edition;
RISE with SAP S/4HANA Cloud, private edition, tailored option; SAP ERP, private cloud edition, tailored option; and SAP
S/4AHANA Cloud, extended edition (DUAL) zhTW.v.2-2022
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