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1.3.

2.1.

2.1.1.

SUPPORT SCHEDULE FOR CLOUD SERVICES
Bk SRR

This Support Schedule is part of the Agreement for Cloud Services between SAP and Customer.
AT IRBHAR By SAP B SRR &2 —&7r -

DEFINITIONS
HEER

"Go-Live" marks the point in time from when, after set-up of the Cloud Services for Customer, the Cloud
Services can be used by Customer for processing real data in live operation mode and for running Customer's
internal business operations in accordance with its agreement for such Cloud Services.

TR AEREERIRTS G - BT I P B  TE ES FUS S SR B B - LUR T AR
PSR EIRIRTS S4  JEL PRSP B

"Local Business Hours" means 8 a.m. (08:00) to 6 p.m. (18:00) Monday to Friday excluding local holidays,
in accordance with local time zone applicable to the Customer's address.
CEMBSERR | BIRRIBE P LB 2 B 0 B2 R 8 B (08:00) 2 R 6 1 (18:00) 0 REL
FEEHERE -

"SAP's Customer Support Website" means SAP's customer facing support website (see:
https://support.sap.com unless a different support website is listed in the Agreement or

https://support.sap.com/contactus). In selected Cloud Services, support can also be accessed via the
application itself.

FSAP ZFET12480L | 4f5 SAP 2% B ZIE4nE (2R | https://support.sap.com » &L S5 IHEAR[E
HYSZEE4EE > B https://support.sap.com/contactus) - fEFTEEE LIRS > IR 0] BB E FEXA S IS 7% -

SCOPE OF SUPPORT AND SUCCESS OFFERINGS

X iR #EE SUCCESS J7%

General

— R fRRRK

SAP offers the following:

SAP 2t T HI 4%

a) SAP Enterprise Support, cloud editions: Foundational engagement support as part of the Cloud
Service with focus on customer interaction and case resolution.
SAP Enterprise Support (EiiihR) : EERE S O BBEFIRRATT A B2 E0E - BN EmARES
Hy—&B5) -

b) SAP Preferred Success: An add-on to SAP Enterprise Support, cloud editions that includes strategic
guidance, solution-specific best practices and success programs to help drive consumption and value
realization.-

SAP Preferred Success : SAP Enterprise Support (ZEimHR) FIMTIITH: - EERISIEE Tt - S EE
RHEREEE RIS DGR S EEIR - -

c) SAP Enterprise Support, cloud editions is included in the subscription fees for the Cloud Services
stated in the Order Form unless alternative support terms are agreed. SAP Preferred Success may
be purchased for eligible Cloud Services for an additional fee, as an add-on to SAP Enterprise
Support, cloud editions. SAP Preferred Success is not available, and not provided, for any third-party
cloud services purchased through SAP.
Fross e B SRR IR - ST A Eim Ak #5a TR 2l L & SAP Enterprise Support (5
Uihi) HHEEE A - ST & &SR EmAR 7 T8I M & 1S SAP Preferred Success @ {E %y SAP
Enterprise Support (Eliihit) FIHTIITTHE - (EE#E SAP [EEE =TT EnmfRl 7% » R K
fit SAP Preferred Success -
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2.1.3.

2.2.

Beginning on the effective date of Customer's agreement for Cloud Services, Customer may contact SAP's
support organization as the primary point of contact for support services.
HEFPIEmIRESLIER L » Z G0 SAP SZIRHERE1E R4 SR ARSI T 2245 R -

Customer Interaction Center languages: SAP provides initial telephone contact for Customer Contacts through
the SAP one support phone number "CALL-1-SAP" (see CALL-1-SAP page:
https://support.sap.com/contactus) or via other solution specific hotlines in the following languages: English
(24x7) and, depending on local office hours and availability, in German, French, Italian, Spanish, Polish,
Russian (during European office hours); Japanese, Chinese, Korean, Bahasa (during Asia/Pacific office
hours); Portuguese and Spanish (during Latin America office hours). Issues which lead to a support case which
is processed by specialized technical or third party support engineers worldwide are handled in English only.
FEEETEES ¢ SAP —BRtaRRAEE P HRAE A > K£#E SAP One Support #5550 " CALL-1-SAP | (25,
CALL-1-SAP 485 : https://support.sap.com/contactus) » =¢FEHE NYEES 2 HAlfig R ZEE FHEGE © 7530 (24
NIFERARIREAR) 5 A5~ A~ FAHISE ~ PEPESF 5L ~ IS ~ RS (B = SR ) 5 H S~ oo~ #8530~ Hife
S (RIS SRR 5 A S SCRIPE RS S0 (AL T S8 S ) - B E  E BREE R A BB =755
T2 TAZANPT R S PR IRV RTRE - S5 DASCREAT -

Mission

Critical Support

(EREoE a7

Feature

ThRE

SAP Enterprise Support, cloud editions
SAP Enterprise Support (EiFhK)

SAP Preferred Success
SAP Preferred Success

24x7 mission critical
support for P1 and P2
cases (English only)

Global case handling by SAP for issues
related to support, including Service Level
IAgreements for Initial Response, Ongoing
Communications and Corrective Action
Targets (as set forth in Section 3 below).

24x7 prioritized case handling and
enhanced Initial Response and Corrective
/Action Targets (as set forth in Section 3
below).

ST P1 B P2 PR
EsPN Py SER o
Stk (FRIE)

FH SAP pRIH B 7 FAH R IRy Bk B -
EFEID (R ~ R BN U TE) HAR (40
| E At FELR A FRARFT) 2 AR F5 sk bk (0T
B 3 (FRFTHK)

Rl RA B S R P B S S P2
[EFERICEA T HARE (A0 T35 3 fRATHL) -

Non-mission critical
support for P3 and P4
cases (English only)

/Available during Local Business Hours(as set
forth in Section 3 below).

Enhanced Initial Response Targets (as set
forth in Section 3 below).

ST P3 81 P4 ZEPIfE{E
DR RS (REE0)

1 B S = SR A PR B SR (T FI5E 3 1%

FTek) -

HEEWIP EIE B AR (A T5ER 3 (RFTHL) -
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Feature

ThgE

SAP Enterprise Support, cloud editions
SAP Enterprise Support (ZEiihK)

SAP Preferred Success
SAP Preferred Success

24x7 Customer interaction
center

Support center that customers may contact
for general support related inquiries through
the contact channels described in Section
2.1.3.

Global support backbone

SAP's knowledge database and extranet
where SAP makes available content and
services to customers and partners of SAP
only. This includes SAP's Customer Support
Website.

S

End-to-end supportability

Support for cases that occur in integrated
business scenarios consisting of SAP Cloud
Services or both SAP Cloud Services and
SAP Software with a valid SAP support
agreement.

Delivered as part of SAP Enterprise

upport, cloud editions.

PR 2.1.3 (R ATHURGE EE o T

/\ A ; N \
ERBEIRRLITL | s smmss paname > iz -
SAP HYRIGHEE KA MRAERS - E ik SAP mHZ
TR R AR AR FRIGER R NE K ARTS - IhELRE SAP | B SAP Enterprise Support (E1EHK) >
SCARAEE - WEAAT -
SRR AT CEBBR T AENES - ZHIANE
U ¥ Ui < 4% 14 b K SAP Elmfkss - Bk K SAP Elmfkis K
BRI IR EAT SAP HREG —%# -
2.3. Learning and Empowerment
EEERE
Feature SAP Enterprise Support, cloud editions SAP Preferred Success
ThEE SAP Enterprise Support (EiGhK) SAP Preferred Success

Remote SAP support
content and services

Remote support content and services (e.g., Meet-
the-Expert sessions) in various formats which
may include live and recorded webinars, tutorials,
best practices, self-paced learning materials and
workshop-style interactive remote sessions.
Content and session schedules are stated on
SAP's Customer Support Website in the SAP_
Enterprise Support Academy section.

Scheduling, availability and delivery methodology
is at SAP's discretion.

IAccess to demo systems, live
sessions with instructors,
examinations and certifications
specific to the Cloud Service for up to
5 Customer Contacts.

W% 5 HE PG NTFAURE 248 - o#
Bl EREERE ~ Bl Radss B H 2 Eiflk

1050
7% o

SAP Preferred Success exclusive
learning content related to the Cloud
Service in various formats which may
include live and recorded webinars,
best practices, and workshop-style
interactive remote sessions.
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Bl SAP SZHR N B

A EE A S RN A AR (BN g
5% (Meet-the-Expert) 5f42) - HuJse G E % MR
GRARSTST & ~ /N -~ B EETS - B
FfET e RerE i B BhUanmRE o NS R EEERS
F2HRELE SAP Enterprise Support Academy Z= i
Wy SAP SZHE4ENE - SAP (REFHERE ~ FTHMEFIRE
N RAFERE -

SAP Preferred Success ZfERETFEE
AR HE R BN S - HATRE
EOFE B S THER RS ST & - B EE S
R SRR B B UE NG IRAE ©
Scheduling, availability and delivery
methodology is at SAP's discretion.
SAP {RA R ~ ARSI =Y
RTETE o

Release update

Generally available documented summaries,
webinars and videos provided by SAP to inform
and instruct customers on new product release

Release guidance specific to the

information changes. Cloud Service.
Self-service through web and community.
FH SAP f2ft - FIfERELSTEE g - 55
S EHTA P HVABHECEREEE - MR e A SR EP 54 -
7 MBS AR B B B AR TS
2.4. Collaboration
&fE
Feature SAP Enterprise Support, cloud editions SAP Preferred Success
THEE SAP Enterprise Support (Ei#hK) SAP Preferred Success
IAccess to experts who help customers with
SAP support advisory support-related requests and advise on the
services appropriate SAP Enterprise Support content

and services for their needs.

Support via chat

/Available during business hours in English
language for non-Mission Critical Support
issues, where available for the Cloud Service.

Delivered as part of SAP Enterprise
Support, cloud editions.

SAP SRR

IS E &S - HER SR FTRE
‘= 11y SAP Enterprise Support N & AR » 17
Hh 2 P S iR A R A SRR -

AR RS

ST RER RS SRR - FE B SRR A LA
SRR S R 5 o] I S 8%

£ SAP Enterprise Support (Z5:1K) >
WA

Feature

ThkE

SAP Enterprise Support, cloud editions
SAP Enterprise Support (ZiFhK)

SAP Preferred Success
SAP Preferred Success

Support via web and
platform for social
business collaboration

IAccess to SAP's Customer Support Website,
including social media-based empowerment
and collaboration, with peers and SAP
experts.

IAccess to exclusive SAP Preferred
Success collaboration platform.

(TIERE SRS TR

BB  6 R 0

SAP 25 ST RN 2 (P HUERR - SUEHE RS
R B A F - #ERERFIZE A AT SAP
R AR

=1/ SAP Preferred Success &{F &2
FFEUERR -
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Support and success
reporting

SAP Enterprise Support reporting: A report or
dashboard analyzing and documenting the
status of support services and achievements
hereunder.

Reports, dashboards, or other reporting
components and capabilities regarding the
overall engagement, full customer
lifecycle, and productive use of the
solution, including relevant feature
adoption, technical and product usage
and status of support services and
achievements hereunder, specific to the
Cloud Service.

SN R B

SAP Enterprise Support E8I/E © 557 i
Sk AN BHAH TR S R AR SRR RE RS S B TR
i

R BRI AR R B ETT ATl
BE > RIRAVCAFRIZHRE G B 8 ~ Se K
= A ap R TR T ZE R IE R (5 A AR
[BF > B0 Ak T AR HBREIRERR A ~
A S > DU AR S R R s
LB BGIRAE

Preferred Success
resources and guidance

IAccess to success resources to provide
guidance on onboarding, product adoption
and usage, best practices and operational
excellence. This may include a customer
success partner as the primary contact for
longoing success management, success
planning, technical guidance and
mentorship, and support case oversight
throughout the Customer lifecycle.
IAssignment of a customer success
partner is at SAP's discretion.

Preferred Success
BRI E

Success EIRMFEEUEIR - DAFREE R45
ZESnERFFIE A ~ SR B R S -
i OTREEIEE Ry YIS A A
SR EIERAE © FHERTERE - I
) FiTTEE NG 14 - BRI R E A
dr A RN ZE B - SAP (A TRIRE Pk
ChElER AL R ERE -

Regular checkpoint

Periodic review of Cloud Service, success
plan, critical issues, reporting and best
practices. May include in-person delivery,
at SAP's discretion.

Elmlks ~ REIETE] - BHSERTRE - HRE
E R R B HVE IR - ATREEAES
[E1T - tbH SAP ETHIBTRE -

Success Plan

/A success plan outlines steps towards
achieving key business milestones and
objectives throughout the customer
lifecycle. Focus topics include challenges,
consumption, adoption and cycle
planning.
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T hET & TS P A e B H DB - SRR T RE
EFEHREL - #EH - BRI BOBIRE -
2.5. Innovation and Value Realization
BB EE TR
Feature SAP Enterprise Support, cloud editions SAP Preferred Success
IhEE SAP Enterprise Support (ZEimhK) SAP Preferred Success

Proactive checks
proposed by SAP

Support services, providing recommendations
for the specific customer situation. Such
services are delivered remotely upon
Customer request.

Expert-led checks, providing
recommendations based on SAP best
practices or recommended
configuration(s).

Hi SAP fEi 2 FEhH i

GHEE PRPEIRIUR R SRR -
MR (R IR E AR > DL AT -

HE ST EMRE - B SAP B ET B/
SRR CE TR R -

Product roadmaps

Self-service through web.

Delivered as part of SAP Enterprise
Support, cloud editions.

EahEE

[

i IBAERR Y E BIARES

{'E By SAP Enterprise Support (ZElwRR) 2
A -

Refresh of test instance

Self-service or request through web for
initiating the refresh as offered and required
by respective solution.

Delivered as part of SAP Enterprise
Support, cloud editions.

BT R A T A

EHRAEES B B IR B EEOK o T S
5 AR PTER  BEOR Z BT R R

{E By SAP Enterprise Support (ZEtiihk) =~
WEEEA -

2.6. Application

Lifecycle

JE e o E B B

Management

Feature

ThgE

SAP Enterprise Support, cloud editions
SAP Enterprise Support (Ei#hkK)

SAP Preferred Success
SAP Preferred Success

IApplication lifecycle
management ("ALM")

Software or online services for application
lifecycle management made available by
SAP. Feature scope and availability details
are set forth on SAP's Customer Support
Website (see: https://support.sap.com/en/alm)
and usage rights (see:
https://support.sap.com/en/alm/usage-rights).

Delivered as part of SAP Enterprise
Support, cloud editions.

1 e A A a B R
(TALM )

S TEAE S B e BEE T > B SAP f2{t
FH 2 B a4 LR - TheesaE Rl ] F a4
ERLEY SAP & FS RN (2,
https://support.sap.com/en/alm) K& FHFEFI]

(R, ' https://support.sap.com/en/alm/usage-

{E By SAP Enterprise Support (ZElwhk) 2
PR -

rights) -
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CUSTOMER RESPONSE LEVELS

% ST
3.1. SAP responds to submitted support cases as described in the table below.
SAP $ N R BlfERR A Z SR FEP -
Priority Definition Response Level
BENET EFH =] FELR A
\Very High
IA case should be categorized with the priority "very
high" if the problem has very serious consequences
for normal business processes or IT processes
related to core business processes. Urgent work
cannot be performed.
This is generally caused by the following . R L
circumstances: Initial Response: Within 1 hour of case submission.
a) a productive service is completely (c)onnngzgwige?tr:crint:;gztll’orgngg:z;t:ir&’:lse
P1 down; ’ '
b) the imminent system Go-Live or Corrective Action Target: SAP to provide for cases
upgrade of a production system cannot be ellthelzr a resolution; or workaround; or action plan
completed; within 4 hours.
c) the customer's core business
processes are seriously affected
A workaround is not available for each
circumstance.
The case requires immediate processing because
the malfunction may cause serious losses.
e
AR T RE AT T SR AR B S S AR 2 1T
S BEA > OSSR E T&S, B2
IS LA - PP TEI © BRI 1 /NP -
y2r )ALy E N IS D
BRI T RIRATER - KRS ¢ IRIE SAP SUMEPIES - /NS
P1 a) IEFGEF R TE 2T —
b) SERSERRIE RN 222285 2 AR AT [ IEFTE E A : SAP 51T 4 /NI% PR At 22 lfgs /5
S o > SMRHEROTE » BTEEE -
c) EAL= S AN S ) ke
ST R BB T -
FEINVEITRIER IR » R R i b ] e S B E KRk -
High Initial Response: Within 4 hours of case
9 . . o ] submission for SAP Enterprise Support, cloud
A case should be categorized with the priority "high" |odition customers and within 2 hours of case
if normal business processes are seriously affected. |s,pmission for SAP Preferred Success customers.
Necessary tasks cannot be performed. This is Ongoing Communication: Unless otherwise
P2 caused by incorrect or inoperable functions in the communicated by SAP o-nce everv 6 hours
SAP service that are required immediately. y ’ v ’
. . . Corrective Action Target: SAP to provide for cases
The case is to be processed as quickly as possible either a resolution; or workaround; or action plan
because a continuing malfunction can seriously . . ’ ’
. . . . within 3 business days for SAP Preferred Success
disrupt the entire productive business flow. customers only
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Priority Definition Response Level
BSENEF ER =l FELR A
2V [HIfE : $t¥f SAP Enterprise Support (Ehfz)
- & AR ERR 4 NEFNIENE - S SAP
= Preferred Success & » RIFIEARZ ZEH1% 2 /NN
EIEH R R 2 R E R KOBERRIS |qpe .
"B EEER AT E TR - 1 SAP Iz - s .
P2 i . . FHEEE ¢ FRIE SAP SSMETTEESN - & 6 /NEE
Tk TLENAE AR SR PR TS - sty B
LB HE R - R R e i R A R A IE L w
i %m;; Rt = BUE{TEYE A : SAP ($51%f SAP Success %7 -
ES FRAFGIUNE °© . N N .
7 A 3 (B LF H PR R BRI SRR
A AT -
Initial Response: Within 1 business day of case
submission for SAP Enterprise Support, cloud
edition customers, and within 4 business hours of
case being received for SAP Preferred Success
Medium customers.
A case should be categorized with the priority Ongoing Communication: Unless otherwise
P3 "medium" if normal business processes are communicated by SAP, once every 3 business
affected. The problem is caused by incorrect or days for non-defect Issues and 10 business days
inoperable functions in the SAP service. for product defect issues.
IA non-defect issue is a reported support case that
does not involve a defect in the applicable Cloud
Service and does not require engineering,
development or operations personnel to resolve.
I2CElfE © 1% SAP Enterprise Support (SEiif)
T AR EIE 1 [ TAEH AEIRE ; S SAP
Preferred Success %= > AIFEU S ZE P& &S]
1 A /N A [ -
b3 EEE SRR E  EOIBSRSRESE T RFEUBIE © [RIF SAP ZINETTEIES) - & 3 [ELIE
o (4D SAP RS hIhRE st E R e |HETETERIRR S IE X & 10 M TIEH RIS
5 o 7E RO U A — X
5 R IEE P e 4 i el o5 1 S P R I A B i P S0
k5 FP BRI - HAERR ARG BRI B i Bh g
A -
Low Initial Response: Within 2 business days of case
. . o submission for SAP Enterprise Support, cloud
A case should be categorized with the priority "low” legitions customers and within 1 business day of
P4 if the problem has little or no effect on normal case submission for SAP Preferred Success
business processes. The problem is caused by customers.
incorrect or inoperable functions in the SAP service . _— .
that are not required daily or are rarely used Ongoing Communication: Unless otherwise
q y y ' communicated by SAP, once every week.
2V [EIfE : $t¥#f SAP Enterprise Support (Emhf)
(3 T TR E % 2 M TEH A EIRE 5 $t¥ SAP
b4 TR IE R R SRS a A - Alge Preferred Success F5 - AMERACS AR R
GBS 8 - R R sy |1 /DRI -
(IR SAP JRFSTIRE HISE s AT IR EL - AR ¢ FRIE SAP SSMETTEEAN - iR —
2K o
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3.2.

4.1.

4.1.1.

4.2.

The following types of cases are excluded from customer response levels as described above:

LR By E30% P[RR R ITERR 2 ZE I

a) cases regarding a release, version or functionalities of Cloud Services developed specially for
Customer (including those developed by SAP Custom Development or by SAP subsidiaries or
individual content services);

RE Foer P Bl 8% 2 IR S THUA ~ HUASRIhREAHRARYSE(: (215 SAP Custom Development ¢
SAP Z T E BRI EIRBFTREE) |

b) the root cause behind the case is not a malfunction but missing functionality (development request);
FEPIRRA R R - mErheeehdk (T BEEER ) )
c) the case is a consulting or how-to request.

B Ryet s s PR K -

CUSTOMER RESPONSIBILITIES
EFEE

Customer Contact
EGSl S IN

Customer shall designate at least 2 and up to 5 qualified English-speaking contact persons per Cloud Service
(each a "Customer Contact"). Customer Contacts include designated support contact, authorized support
contact, key user, application administrator or system administrators whose roles within specific Cloud
Services are authorized to contact or access the Customer Interaction Center, SAP Support Advisory Services
and Mission Critical Support services.
eSS RS TEE RV 2 i ~ &% 5 AEBEIEENSIEE A\ (IS Bl —0r " ZFB&&A L ) -
PSS NEIETEE SRS ~ SRR - BB SERREEH A (TR E Bl %N 2 245
EHEAE)  HERERSSENE S A8 U0 - SAP SCHRRARI IR G FUT 5 R SRR -

The Customer Contact is responsible for managing all business-related tasks of the Cloud Service related to

Customer's business, such as:

HEBE N AR EHETA R P B Im AR HY S RS » Bl

a) support end users and manage their cases. This includes searching for known solutions in available
documentation and liaising with SAP in the event of new problems;

SRS (s A M E A - B R RN o AU S P SR E AR T o DU
SAP TS

b) manage background jobs and the distribution of business tasks across users (if available);
BB EIIE  WREESE LIE SRR (HF)

c) manage and monitor connections to Customer's third-party systems (if available);
BRI B R P =7 L4 2 AR (f4F)

d) support the adoption of the Cloud Service.
AR ERAREHIERA -

Contact Details

Hasarth

Customer will provide contact details (in particular, e-mail address and telephone number) by which the
Customer Contact or the authorized representative of the Customer Contact can be contacted at any time.
SAP will use these contact details of the Customer Contact or the authorized representative of the Customer
Contact and the contact details of any other senders of support cases in accordance with the SAP For Me
privacy statement (https://me.sap.com/assets/legal/privacy.html) or the Built-In Support privacy statement
(https://help.sap.com/docs/built-in-support/privacy-statement) if support cases are submitted via Built-In
Support. Customer will update its Customer Contacts for a Cloud Service through SAP's Customer Support
Website. Only authorized Customer Contacts may contact SAP's support organization.
% R BLREI A4S B PR N B RR Z IsE &k UHZ B Btk fe EEEERES) - 5 iR %0
(GBI ZTIBHEAS » SAP BE<T SAP For Me (S fE#E:HH (hitps://me.sap.com/assets/legal/privacy.html) =,
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4.3.

W FE B AL EEBE (https://help.sap.com/docs/built-in-support/privacy-statement) {5 % Fii4g A Sk P
G NI RIS B DA S AR ] At ST R ZR s NRTEER &) - ZPRES SAP &5 S iRiEys - BfH
FImRB IS o HRTEEIIE 2 & PR NS SAP STHRpA -

Cooperation

afE

Customer Contact shall reasonably cooperate with SAP to resolve support cases, and will have adequate
technical expertise and knowledge of its configuration of the Cloud Services to provide relevant information to
enable SAP to reproduce, troubleshoot and resolve the experienced error.
FPBHE NEGTRAC S SAP BRIASHRZEG| - WS EinAr et E B0 2 AR RIT SR A, - DURILHREE
i (i SAP BEAEEIR BB R ERAYSEER

UPDATES
3

SAP may update the Support Schedule as long as it maintains a comparable or better level of support. SAP
will publish the updated version of the Support Schedule on My Trust Center. Customer may subscribe to
receive automated notification of any updates via My Trust Center accessible at
https://support.sap.com/en/my-support/trust-center.html.

SAP 15/~ 445 [E] 55 B RS PR /KR 2 FiTHE T SR SR AR « SAP KHE T ERMVEEHUL , RE i iziH4#R
HVEERTRRA « B P1SaTRIDUES T JRAVEET L BRI BEhER - 5525

https://support.sap.com/en/my-support/trust-center.html -
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