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SUPPORT SCHEDULE FOR CLOUD SERVICES 

雲端服務支援明細表 

This Support Schedule is part of the Agreement for Cloud Services between SAP and Customer. 

本支援明細表為 SAP 與客戶間雲端服務合約之一部分。 

1. DEFINITIONS 

名詞定義 

1.1. "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. 

「上線」在設定雲端服務後，會標示客戶何時可開始將雲端服務用於現場操作模式處理實際資料，以及何時根

據該雲端服務合約，將其用於執行客戶的內部業務營運。 

1.2. "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. 

「當地營業時間」係指依據客戶地址適用之當地時區，週一至週五上午 8 點 (08:00) 至下午 6 點 (18:00)，不包

括當地假日。 

1.3. "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. 

「SAP 客戶支援網站」係指 SAP 提供客戶之支援網站 (參見：https://support.sap.com，除合約中另列有不同

的支援網站，或 https://support.sap.com/contactus)。在所選雲端服務中，亦可透過應用程式本身取得支援。 

2. SCOPE OF SUPPORT AND SUCCESS OFFERINGS 

支援服務與 SUCCESS 方案 

2.1. General 

一般條款 

2.1.1. SAP offers the following: 

SAP 提供下列支援： 

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 (雲端版)：著重於客戶互動與案例解決方法之基礎參與式支援，屬於雲端服務

的一部分。 

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 (雲端版) 的附加元件，包括策略指導方針、特定解

決方案最佳實務及成功計劃，以協助促進耗用與價值實現。  

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. 

除另議定替代支援條款之情形外，訂購單所載雲端服務訂閱費用中已包含 SAP Enterprise Support (雲

端版) 相關費用。針對符合資格的雲端服務可額外付費購得  SAP Preferred Success，作為 SAP 

Enterprise Support (雲端版) 的附加元件。任何透過 SAP 購買的第三方雲端解決方案，均不適用及提

供 SAP Preferred Success。 

https://support.sap.com/
https://support.sap.com/contactus
https://support.sap.com/
https://support.sap.com/contactus


Support Schedule for Cloud Services (DUAL) zhTW.v.9-2026 Page 2 of 10 

2.1.2. 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. 

自客戶的雲端服務合約生效日起，客戶得以 SAP 支援機構作為聯絡支援服務的主要聯絡點。 

2.1.3. 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. 

客戶互動中心語言：SAP 一開始聯絡客戶聯絡人，將透過 SAP One Support 電話號碼「CALL-1-SAP」(參見 

CALL-1-SAP 網頁：https://support.sap.com/contactus)，或透過下列語言之其他解決方案專用熱線：英文 (24 

小時全年無休)；德文、法文、義大利文、西班牙文、波蘭文、俄文 (歐洲營業時間)；日文、中文、韓文、印尼

文 (亞洲/太平洋營業時間)；葡萄牙文和西班牙文 (拉丁美洲營業時間)。對於造成全球專業技術人員或第三方支

援工程師所處理支援案例的問題，均以英文進行。 

2.2. Mission Critical Support 

任務關鍵支援 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

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 

Agreements 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).  

針對 P1 與 P2 案例提供之

全天候全年無休任務關鍵

支援 (限英文) 

由 SAP 處理與支援相關問題的全球性案例，

包括初步回應、持續溝通和改正行動目標 (如

上述回應級別表格所述) 之服務層級協議 (如下

列第 3 條所載)。 

全天候全年無休的優先案例處理及改善初步

回應和改正行動目標 (如下列第 3 條所載)。 

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). 

針對 P3 與 P4 案例提供之

非任務關鍵支援 (限英文) 

僅在當地營業時間內提供支援 (如下列第 3 條

所載)。 
改善初步回應目標 (如下列第 3 條所載)。 

  

https://support.sap.com/contactus
https://support.sap.com/contactus
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Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

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.  

Delivered as part of SAP Enterprise 

Support, cloud editions. 
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.  

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.  

全天候全年無休互動中心 
客戶可透過第 2.1.3 條中所述聯絡管道，針對

一般支援提出相關問題之支援中心。 

作為 SAP Enterprise Support (雲端版) 之

內容交付。 

全球支援基礎架構 

SAP 的知識庫及外部網路，僅供 SAP 向其客

戶和合作夥伴提供內容及服務。此包括 SAP 

支援網站。 

端對端支援性 

支援整合式業務情境中發生的案例，案例內容

涉及 SAP 雲端服務，或涉及 SAP 雲端服務及

包含有效支援合約的其他 SAP 軟體二者。 

2.3. Learning and Empowerment 

學習與授能 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

SAP Preferred Success 

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.  

Access to demo systems, live 

sessions with instructors, 

examinations and certifications 

specific to the Cloud Service for up to 

5 Customer Contacts. 

最多 5 名客戶聯絡人存取示範系統、講

師直播課程、考試及認證專用之雲端服

務。 

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.  
 

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.html
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.html
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遠端 SAP 支援內容與服務 

各種不同形式的遠端支援內容及服務 (例如專家會

談 (Meet-the-Expert) 課程)，其可能包括直播及預

錄網路研討會、小班教學、最佳實務、自學教材

及研討會態樣的互動式遠端課程。內容及教學時

程規定在 SAP Enterprise Support Academy 章節

中的 SAP 支援網站。SAP 保留排程、可用性和交

付方式的決定權。 

SAP Preferred Success 各種不同形式

的雲端服務相關獨家教學內容，其可能

包括直播及預錄網路研討會、最佳實務

及研討會態樣的互動式遠端課程。  

Scheduling, availability and delivery 

methodology is at SAP's discretion. 

SAP 保有排程、可用性和交付方式的

決定權。 

Release update 

information  

Generally available documented summaries, 

webinars and videos provided by SAP to inform 

and instruct customers on new product release 

changes. 

Self-service through web and community. 

Release guidance specific to the 

Cloud Service.  

發佈更新資訊 

由 SAP 提供，用作新產品發行變更之知會、指導

客戶的公開記錄摘要、網路研討會及視訊。 

透過網路和社群的自助服務 

發佈雲端服務專門指導。 

2.4. Collaboration 

合作 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

SAP Preferred Success 

SAP Preferred Success 

SAP support advisory 

services  

Access to experts who help customers with 

support-related requests and advise on the 

appropriate SAP Enterprise Support content 

and services for their needs.  
Delivered as part of SAP Enterprise 

Support, cloud editions. 

Support via chat 

Available during business hours in English 

language for non-Mission Critical Support 

issues, where available for the Cloud Service. 

SAP 支援顧問服務 

取得與專家聯絡管道，由專家針對客戶所需適

當的 SAP Enterprise Support 內容及服務，協

助客戶支援相關請求和建議。 作為 SAP Enterprise Support (雲端版) 之

內容交付。 

透過聊天功能取得支援 
針對非任務關鍵支援問題，在營業時間內以英

文提供雲端服務可用支援。 

 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

SAP Preferred Success 

SAP Preferred Success 

Support via web and 

platform for social 

business collaboration  

Access to SAP's Customer Support Website, 

including social media-based empowerment 

and collaboration, with peers and SAP 

experts.  

Access to exclusive SAP Preferred 

Success collaboration platform.  

透過網路與平台支援，進

行社群企業合作 

SAP 客戶支援網站之存取權限，包括社群媒體

為基礎之授能與合作，藉由與同業人士和 SAP 

專家之交流。 

專屬 SAP Preferred Success 合作平台之

存取權限。 

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.html
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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. 

支援和成功報表製作 

SAP Enterprise Support 報表製作：分析及記

錄本明細表支援服務及達成狀態的報告及儀表

板。 

報表、儀表板或其他的報表製作元件和功

能，前開元件和功能與整體互動、完整客

戶生命週期和解決方案的正式運作使用相

關，包括雲端服務專用的相關功能採用、

技術和產品使用，以及本明細表支援服務

情況與達成狀態。 

Preferred Success 

resources and guidance 
 

Access 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 

ongoing success management, success 

planning, technical guidance and 

mentorship, and support case oversight 

throughout the Customer lifecycle. 

Assignment of a customer success 

partner is at SAP's discretion. 

Preferred Success  

資源和指導 
 

Success 資源的存取權限，以提供上線、

產品採用和使用、最佳實務及卓越營運。

這可能包括作為下列事項主要聯絡人的客

戶成功合作夥伴：持續成功管理、成功規

劃、技術指導及引領，且支援橫跨客戶生

命週期的案例監督。SAP 保有指派客戶成

功合作夥伴之決定權。 

Regular checkpoint  
 

Periodic review of Cloud Service, success 

plan, critical issues, reporting and best 

practices. May include in-person delivery, 

at SAP's discretion.  

定期檢查點  

雲端服務、成功計劃、關鍵問題、報表製

作及最佳實務的定期檢視。可能包括現場

履行，此由 SAP 自行判斷決定。 

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.  



Support Schedule for Cloud Services (DUAL) zhTW.v.9-2026 Page 6 of 10 

成功計劃  

成功計劃會列出邁向關鍵業務里程碑，並

橫跨客戶生命週期目的的步驟。焦點主題

包括挑戰、耗用、採用及週期規劃。 

2.5. Innovation and Value Realization 

創新與價值實現 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

SAP Preferred Success 

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). 

由 SAP 提出之主動式檢查 
針對客戶特定狀況提供建議的支援服務。此類

服務係依基於客戶請求，以遠端方式交付。 

由專家帶領檢查，基於 SAP 最佳實務和/

或建議設定提供建議。 

Product roadmaps Self-service through web. 
Delivered as part of SAP Enterprise 

Support, cloud editions. 

產品藍圖 透過網路的自助服務。 
作為 SAP Enterprise Support (雲端版) 之

內容交付。 

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.  

重新整理測試執行個體 
透過網路自助服務或提出請求，進行各個解決

方案所建議及要求之重新整理作業。 

作為 SAP Enterprise Support (雲端版) 之

內容交付。 

2.6. Application Lifecycle Management 

應用程式生命週期管理 

Feature 

功能 

SAP Enterprise Support, cloud editions 

SAP Enterprise Support (雲端版) 

SAP Preferred Success 

SAP Preferred Success 

Application 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.  

應用程式生命週期管理 

(「ALM」) 

針對應用程式生命週期管理，由 SAP 提供適

用之軟體或線上服務。功能範圍和可用性詳細

資料載於 SAP 客戶支援網站 (參見：

https://support.sap.com/en/alm) 及使用權利 

(參見：https://support.sap.com/en/alm/usage-

rights)。 

作為 SAP Enterprise Support (雲端版) 之

內容交付。 

https://support.sap.com/en/alm
https://support.sap.com/en/alm/usage-rights
https://support.sap.com/en/alm
https://support.sap.com/en/alm/usage-rights
https://support.sap.com/en/alm/usage-rights
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3. CUSTOMER RESPONSE LEVELS 

客戶回應級別 

3.1. SAP responds to submitted support cases as described in the table below. 

SAP 按下表回應提交之支援案例。 

Priority 

優先順序 

Definition 

定義 

Response Level 

回應級別 

P1  

Very High 

A 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 

circumstances: 

a) a productive service is completely 

down; 

b) the imminent system Go-Live or 

upgrade of a production system cannot be 

completed; 

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. 

Initial Response: Within 1 hour of case submission. 

Ongoing Communication: Unless otherwise 

communicated by SAP, once every hour. 

Corrective Action Target: SAP to provide for cases 

either a resolution; or workaround; or action plan 

within 4 hours. 

P1 

最高 

如果問題對正常業務流程或核心業務流程相關之 IT 

流程影響重大，案例優先等級將列為「最高」。這會

導致無法執行緊急工作。 

這通常是由以下情況所造成： 

a) 正式運作系統完全當機； 

b) 無法完成應即刻安裝之上線系統或

升級正式運作系統； 

c) 客戶的核心業務流程受到嚴重影響 

無針對各情況之變通方法。  

案例必須立即處理，因為故障可能會導致重大損失。 

初步回應：案例提交後 1 小時內。 

持續溝通：除非 SAP 另外進行溝通外，每小時溝通

一次。 

改正行動目標：SAP 將在 4 小時內提供案例解決方

案，或暫時性解決方案，或行動計劃。 

P2  

High  

A case 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 

SAP service that are required immediately. 

The case is to be processed as quickly as possible 

because a continuing malfunction can seriously 

disrupt the entire productive business flow. 

Initial Response: Within 4 hours of case 

submission for SAP Enterprise Support, cloud 

edition customers and within 2 hours of case 

submission for SAP Preferred Success customers. 

Ongoing Communication: Unless otherwise 

communicated by SAP, once every 6 hours. 

Corrective Action Target: SAP to provide for cases 

either a resolution; or workaround; or action plan 

within 3 business days for SAP Preferred Success 

customers only. 
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Priority 

優先順序 

Definition 

定義 

Response Level 

回應級別 

P2 

高  

若正常業務流程受到嚴重影響，案例優先等級將列為

「高」。這種情況下無法執行必要工作。由 SAP 服

務中，立即需要的功能出錯或不可操作所致。 

案例必須盡速處理，因為持續故障將嚴重妨礙整體正

式運作業務流程。 

初步回應：針對 SAP Enterprise Support (雲端版) 

客戶，在提交案例後 4 小時內回應；針對 SAP 

Preferred Success 客戶，則在提交案例後 2 小時內

回應。 

持續溝通：除非 SAP 另外進行溝通外，每 6 小時溝

通一次。 

改正行動目標：SAP 僅針對 SAP Success 客戶，

將在 3 個工作日內提供案例解決方案，或暫時性解

決方案，或行動計劃。 

P3  

Medium 

A case should be categorized with the priority 

"medium" if normal business processes are 

affected. The problem is caused by incorrect or 

inoperable functions in the SAP service. 

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 

customers. 

Ongoing Communication: Unless otherwise 

communicated by SAP, once every 3 business 

days for non-defect Issues and 10 business days 

for product defect issues. 

A 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. 

P3 

中 

若正常業務流程受到影響，案例優先等級將列為「中

等」。問題係由 SAP 服務中功能出錯或不可操作所

致。 

初步回應：針對 SAP Enterprise Support (雲端版) 

客戶，在提交案例後 1 個工作日內回應；針對 SAP 

Preferred Success 客戶，則在收到案例後營業時間 

4 小時內回應。 

持續溝通：除非 SAP 另外進行溝通外，每 3 個工作

日針對非瑕疵問題溝通一次，每 10 個工作日則針對

產品瑕疵問題溝通一次。 

非瑕疵問題係指報告的支援案例並未涉及適用雲端

服務中的瑕疵，且無需工程/開發或營運人員協助解

決。 

P4  

Low 

A case 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 SAP service 

that are not required daily or are rarely used. 

Initial Response: Within 2 business days of case 

submission for SAP Enterprise Support, cloud 

editions customers and within 1 business day of 

case submission for SAP Preferred Success 

customers. 

Ongoing Communication: Unless otherwise 

communicated by SAP, once every week. 

P4 

低 

若問題對正常業務流程的影響偏低或沒有影響，則案

例優先等級將列為「低」。問題由日常不需要或很少

使用的 SAP 服務功能出錯或不可操作所致。 

初步回應：針對 SAP Enterprise Support (雲端版) 

客戶，在提交案例後 2 個工作日內回應；針對 SAP 

Preferred Success 客戶，則在提交案例後營業時間 

1 小時內回應。 

持續溝通：除非 SAP 另外進行溝通外，每週溝通一

次。 
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3.2. The following types of cases are excluded from customer response levels as described above: 

以下為上述客戶回應級別排除之案例類型： 

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); 

特定為客戶開發之雲端服務發行版本、版本或功能相關的事件 (包括 SAP Custom Development 或 

SAP 之子公司或個別內容服務所開發者)； 

b) the root cause behind the case is not a malfunction but missing functionality (development request); 

案例根本原因並非故障，而屬功能缺失 (「開發請求」)； 

c) the case is a consulting or how-to request. 

案例理由為諮詢或如何提出請求。 

4. CUSTOMER RESPONSIBILITIES 

客戶責任 

4.1. Customer Contact 

客戶聯絡人 

4.1.1. 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. 

客戶應針對各雲端服務指定至少 2 位、最多 5 位通曉英語的合格聯絡人 (即各雲端服務一位「客戶聯絡人」)。  

客戶聯絡人包括指定支援聯絡人、授權支援聯絡人、關鍵使用者或應用程式管理員 (在特定雲端服務內之系統

管理員角色)，其經授權聯絡或存取客戶互動中心、SAP 支援顧問服務和任務關鍵支援服務。 

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

Customer's business, such as: 

客戶聯絡人負責管理所有客戶業務相關雲端服務的業務相關任務，例如： 

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; 

支援終端使用者並管理其案例。這包括新問題出現時，在可取得文件中尋找已知解決方案，以及與 

SAP 進行聯繫協調； 

b) manage background jobs and the distribution of business tasks across users (if available); 

管理後台工作，並將業務工作分配給使用者 (倘有)； 

c) manage and monitor connections to Customer's third-party systems (if available); 

管理和監督與客戶第三方系統之連線 (倘有)； 

d) support the adoption of the Cloud Service. 

支援雲端服務的採用。 

4.2. Contact Details 

聯絡詳情 

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. 

客戶應提供隨時可聯絡到客戶聯絡人或其授權代表之聯絡資料 (尤其是電子郵件地址及電話號碼)。若支援案例

係透過內建支援提交，SAP 將遵守 SAP For Me 隱私權聲明 (https://me.sap.com/assets/legal/privacy.html) 或

https://me.sap.com/assets/legal/privacy.html
https://help.sap.com/docs/built-in-support/privacy-statement
https://me.sap.com/assets/legal/privacy.html
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內建支援隱私權聲明 (https://help.sap.com/docs/built-in-support/privacy-statement) 使用客戶聯絡人或客戶聯

絡人授權代表的聯絡資料以及任何其他支援案例傳送人的連絡資料。客戶將透過 SAP 客戶支援網站，更新其

雲端服務聯絡人。只有獲得授權之客戶聯絡人得聯絡 SAP 支援機構。 

4.3. Cooperation 

合作 

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. 

客戶聯絡人應合理配合 SAP 解決支援案例，並應對雲端服務設定具備足夠的技術專業與知識，以提供相關資

料，使 SAP 能夠重現、診斷並解決出現的錯誤。 

5. UPDATES 

更新 

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 得於維持同等或更佳支援水準之前提下更新支援明細表。SAP 將在「我的信任中心」上發佈支援明細表

的更新版本。客戶得訂閱以透過「我的信任中心」接收任何更新之自動通知，請參考 

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

 

https://help.sap.com/docs/built-in-support/privacy-statement
https://support.sap.com/en/my-support/trust-center.html
https://support.sap.com/en/my-support/trust-center.html

