SAP ENTERPRISE SUPPORT SCHEDULE (“Schedule”)
SAP ENTERPRISE SUPPORT Z Al A (OlGt "HAIA™)

In each instance in which provisions of this Schedule contradict or are inconsistent with the provisions
of the Agreement including any appendices, exhibits, order forms or other documents attached to or
incorporated by reference to the Agreement, the provisions of this Schedule shall prevail and govern.
"2 BAA RE0l 2 HY(E AL BREAU FEEE Sl SEE B8, 3%, €=M, JIet 24 Z8) &8
AECHHL 22Xcte B2, 2 SHMAM RE0 dEez HZELICH"

This Schedule governs the provision of support services by SAP as further defined herein (“SAP
Enterprise Support”) for all software licensed by Licensee under the Agreement (hereinafter
collectively referred to as the “Enterprise Support Solutions”), excluding software to which special
support agreements apply exclusively.
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1. Definitions:

201 29,

1.1 “Go-Live” marks the point in time from when, after implementation of the Enterprise Support
Solutions or an upgrade of the Enterprise Support Solutions, the Enterprise Support Solutions can be
used by Licensee for processing real data in live operation mode and for running Licensee’s internal
business operations in accordance with the Agreement.

“Go-Live"= Enterprise Support £F&2| 28 L= HH0IE 0IF 2t0ldA AFSAXIIE H 0 et
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1.2 “Licensee Solution(s)” shall mean Enterprise Support Solutions and any other software licensed
by Licensee from third parties.

“etOl A AMZ A £2E"E Enterprise Support 2 & & 2t0|dA AFZEXIDL M 3 UHZ22H etoldlA
22 JIEt AT EYHE 20l LICh.

1.3 “Licensee IT Solution(s)” shall mean Licensee Solution(s) and hardware systems supported by
Licensee’s IT team.

“etoldlA AP HXE IT £28"2 2t0l
SIEHO AAES 20| 8LICH
1.4 “Production System” shall mean a live SAP system used for running Licensee’s internal business
operations and where Licensee’s data is recorded.

"2E AIAE"Z2 cloldlA AISATL R S0 AISEOH ctoldA ARSI OI0IeHIt JIEX
2453t SAP AIAEZS 20| ELIC
1.5 "SAP Software Solution(s)” shall mean a group of one or multiple Production Systems running
Licensee Solutions and focusing on a specific functional aspect of Licensee’s business. Details and
examples can be found on SAP’s Customer Support Website (as specified in SAP Note 1324027 or any
future SAP Note which replaces SAP Note 1324027).
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1.6 “Service Session” shall mean a sequence of support activities and tasks carried out remotely to
collect further information by interview or by analysis of a Production System resulting in a list of
recommendations. A Service Session could run manually, as a self-service or fully automated.
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1.7 “Top-Issue” shall mean issues and/or failures identified and prioritized jointly by SAP and Licensee
in accordance with SAP standards which (i) endanger Go-Live of a pre-production system or (ii) have
a significant business impact on a Production System.
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1.8 “Local Office Time"” shall mean regular working hours (8.00 a.m. to 6.00 p.m.) during regular

working days, in accordance with the applicable public holidays observed by SAP’s registered office.

With regard to SAP Enterprise Support only, both parties can mutually agree upon a different

registered office of one of SAP’s affiliates to apply and serve as reference for the Local Office Time.
YA 22 AIZ'E SAP S8 AIRA0F Ex0ts SFLU HE H4 2229 E 22 AH2E 8 AIRH

Q= 6 AMIKI)S 20IELICH. SAP Enterprise Support 0ff CHEt Z<0l Stall, & S A= SAP HEAL S &
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1.9 “SAP’s Customer Support Website” shall mean SAP’s customer facing support website under

http://support.sap.com/.

“SAP 124 X¥ EAMOIE"= http://support.sap.com/0l MAIE SAP 2| 24 S0 K& FAOIEES
°|0lgLICt

2. Scope of SAP Enterprise Support. Licensee may request and SAP shall provide, to such

degree as SAP makes such services generally available in the Territory, SAP Enterprise Support

services. SAP Enterprise Support currently includes:

SAP Enterprise Support &9, ctOldA AL=23 K= SAP Enterprise Support AHIAE SAP Ot

Y 20N LBECZ MY = Us =ENA REEY = JA20, SAP= 0IE M3 AHLLICH. SAP

Enterprise Support = & TS 22 WE0| L& ELICH

Continuous Improvement and Innovation

NEHQ J|s g4 o &Al

e New software releases of the licensed Enterprise Support Solutions, as well as tools and
procedures for upgrades.
2Ol A E Enterprise Support ER&2] ME2 AZER(] &elAQ SOH0E &7 & 2

e Support packages - correction packages to reduce the effort of implementing single corrections.
Support packages may also contain corrections to adapt existing functionality to changed legal
and regulatory requirements.
Support T2 X - HEEQI =& LsEE =0/J| fI8t =& WIIXl. Support I XM= JIE JlssS HEE
HE QA Y M AU XFI| e =F0| Z&8E = UASLICH

e For releases of the SAP Business Suite 7 core applications (starting with SAP ERP 6.0 and with
releases of SAP CRM 7.0, SAP SCM 7.0, SAP SRM 7.0 and SAP PLM 7.0 shipped in 2008), SAP
may provide enhanced functionality and/or innovation through enhancement packages or by
other means as available. During mainstream maintenance for an SAP core application release,
SAP’s current practice is to provide one enhancement package or other update per calendar year.
SAP Business Suite 7 20 0HE2IAH0I& Ze|A(SAP ERP 6.0 26 Al&dl 2008 H0l Al SAP CRM
7.0, SAP SCM 7.0, SAP SRM 7.0, SAP PLM 7.0 &2 &2, SAP = =& WIIX UL JIE Jiset eEHS
Soll Jls /862 MBE = ASLICH SAP 20 HEZ2H0lE elAe Jlg RAES J|2t Set, &M
SAP = SAXC=Z 1 W 112 =& WHI|XL JIEt SHI0IEE M8 LICH

e Technology updates to support third-party operating systems and databases.
M3 X 29 HMA & IOIEBI0IAE XI&GHD| |18 J1= U0IE

e Available ABAP source code for SAP software applications and additionally released and
supported function modules.
0lE Jisst SAP AZEQN HE2IHOIEE ABAP 24 DEQ Itz &ela 2 T = s 28

e Software change management, such as changed configuration settings or Enterprise Support
Solutions upgrades, is supported for example with content, tools and information material.
AZEN HE Z2|(0: #4 HNEY B&d LT= Enterprise Support £&& Ed01E)Jt 2EHI=E, =7,
8 A= S0l CHoll XI&ELICH

e SAP provides Licensee with up to five days remote support services per calendar year from SAP
solution architects
SAP = ctOldlA AFE A KHIA &2F X0 5 22t SAP 28 AU E Sst @& Support AHIAE ME6HN
o to assist Licensee in evaluating the innovation capabilities of the latest SAP enhancement

package and how it may be deployed for Licensee’s business process requirements.
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ctOldl A AFS XL E 4 SAP =& IHIIXIS SAE IS ctoldlA AFSHXNL HIELIA ZZ2MA
QA0 XA OlE HiEZot= Ll CHoll ot = JUSE XA LICH
o to give Licensee guidance in form of knowledge transfer sessions, weighted one day, for defined
SAP software/applications or Global Support Backbone components. Currently, content and
session schedules are stated at http://support.sap.com/enterprisesupport. Scheduling,
availability and delivery methodology is at SAP’s discretion.
HOlE SAP AZEON/HZCIAH0IE = =22 X2 HE HEUEN 2o 1 22t E=SHS =2 0|fF K=
XA 0l MNE EE=2 ctoldia ASATUA XES HSELULO. 8, ZE=2 ME g3=2
http://support.sap.com/enterprisesupport 0l HAIEI JASLICH LA, I Y M2 2H2 SAP 9
Mkl et Z2 &= LI
e SAP gives Licensee access to guided self-services as part of SAP Solution Manager Enterprise
Edition, helping the Licensee to optimize technical solution management of selected Enterprise
Support Solutions.
SAP = SAP Solution Manager Enterprise Edition 2| 222 2i0|8lA AIZSAXOIH &2 HEIA JFOI=0
CHist HMAE HB56HH ctoldlA AFZR XL HdEHE Enterprise Support £ 82| J|=8 &34 &elE

ZHse = JASSE N2 UL

Advanced Support for Enhancement Packages and other SAP Software Updates

SAE XS S& & MK L SAP AZEY0 OHO0IE

SAP offers special remote checks delivered by SAP solution experts to analyze planned or existing

modifications and identify possible conflicts between Licensee custom code and enhancement packages

and other Enterprise Support Solutions updates. Each check is conducted for one specific modification

in one of Licensee's core business process steps. Licensee is entitled to receive two services from one

of the following categories per calendar year per SAP Software Solution.
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e Modification Justification: Based on Licensee’s provision of SAP required documentation of the
scope and design of a planned or existing custom modification in SAP Solution Manager Enterprise
Edition, SAP identifies standard functionality of Enterprise Support Solutions which may fulfill the
Licensee’s  requirements (for details see  https://support.sap.com/support-programs-
services/programs/enterprise-support/academy/delivery/continuous-quality-check.html).

H& EIE4: SAP Solution Manager Enterprise Edition Ol HZEE L= 0|0l EXol= AR el
BHZEOl Helet A0 ol SAP It @75t EME 2t0lMA AFERA XL HSoHH SAP 0 et
cHOlAIA ALSAXIC Q20 2& & Enterprise Support 2482 HEE J|ls2 &QELICHAAMEL a2
https://support.sap.com/support-programs-services/programs/enterprise-
support/academy/delivery/continuous-quality-check.html 2 &=x).

e Custom Code Maintainability: Based on Licensee’s provision of SAP required documentation of the
scope and design of a planned or existing custom modification in SAP Solution Manager Enterprise
Edition, SAP identifies which user exits and services may be available to separate custom code
from SAP code (for details see https://support.sap.com/support-programs-
services/programs/enterprise-support/academy/delivery/continuous-quality-check.html).

MEX o DE RXNE4 IJts4: SAP Solution Manager Enterprise Edition 0lA H&E L= 0/0|

ZMote AIEXF Jo BZo Helet Ao UoH SAPII LPote 22AE 2loldlA A=A HiBotH,
SAP = 10 et AF2X J2l DEQ SAP DEE REot)| ok 0188 &= U= User Exit L AFE Xt
MEIAE SOIELICHR A2 a2 https://support.sap.com/support-programs-

services/programs/enterprise-support/academy/delivery/continuous-quality-check.html & &=X).

Global Support Backbone
=228 X J|gt

e SAP’s Customer Support Website - SAP's knowledge database and SAP’s extranet for knowledge
transfer on which SAP makes available content and services to licensees and partners of SAP
only.
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SAP D28 X2 FAIOIE - XI&l 85 2|8t SAP 2| XI4&! HIOIEHHIOI AL SAP HAERIHSZ SAP 2Ol A
MEAL L IIEH M2 ZHX2 MUIAE HSELICH

e SAP Notes on SAP’s Customer Support Website document software malfunctions and contain
information on how to remedy, avoid and bypass errors. SAP Notes may contain coding
corrections that licensees can implement into their SAP system. SAP Notes also document related
issues, licensee questions, and recommended solutions (e.g. customizing settings).
SAP 124 X3 HAIOIES SAP Note Gl= AZEYNH 2LEASW 01248 LE¥SE diZ, &KX, 3I6t
S0 CHE 820t MIESELICH SAP Note Ol= c2holdlA AFERXIIF KHAIS] SAP AIAEN R8E = U
Y 8 UWE0 Z&E = A2l 2 2HA 2HoldA AAERAX I, AEEH= 2H oiZ et
HAHOOIE ME)H et 225 ZerELICH

e SAP Note Assistant - a tool to install specific corrections and improvements to SAP components.
SAP Note Assistant - SAP 2XZUHEN CHE "HEQ =& AEO0IL W& A& E &XIcts &S+ LICH

e SAP Solution Manager Enterprise Edition - as described in Section 2.4
SAP Solution Manager Enterprise Edition - Xl 2.4 &0 J|=& diol OHS.
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Mission Critical Support

A AR XE

e Global incident handling by SAP for problems related to Enterprise Support Solutions, including
Service Level Agreements for Initial Reaction Time and Corrective Action (for more information
refer to Section 2.1.1).
ZZ= S AlZE 2 AE X0 28 MHIA =& &2/ E HIX S Enterprise Support & & 2&d ZHI0 CHet
SAP 9 22¢ 2H&E HMI(XtAHEt thE2 M 2.1.1 & #X).

e SAP Support Advisory Center — as described in Section 2.2.
SAP XI& Xt& dH - H 2.2 0l JI=S ol T &.

e Continuous Quality Checks - as described in Section 2.3.
AN=Hol 22 HE - M 2.380 2= otol s,

e Global 24x7 root cause analysis and escalation procedures in accordance with section 2.1 below.
Otell Ml 2.1 &0l 12 Global 24x7 =22 &0 24 L A2 ol& EXt

e Root Cause Analysis for Custom Code: For Licensee custom code built with the SAP development
workbench, SAP provides mission-critical support root-cause analysis, according to the Global
Incident Handling process and Service Level Agreements stated in Sections 2.1.1, 2.1.2 and
2.1.3, applicable for priority “very high” and priority “high” incidents. If the Licensee custom code
is documented according to SAP’s then-current standards (for details see
http://support.sap.com/supportstandards), SAP may provide guidance to assist Licensee in issue

[mm

resolution
ArESXH A2 DEN Uis 22 | 224 SAP Y 33Xz HHE 20ldA A SEX ASXH 32 REQ
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Other Components, Methodologies, Content and Community Participation

JIEFEEUE, UHE, 2EH= L HRLIE O

e Monitoring components and agents for systems to monitor available resources and collect system
status information of the Enterprise Support Solutions (e.g. SAP EarlyWatch Alert).

ME Jtsst T3S Z2LIEE0t Enterprise Support £ &2| A|AHE AEH E2E &5 <&t
ZEHE L OIME SLIEHE(0l: SAP EarlyWatch Alert)

e Process descriptions and process content that may be used as pre-configured test templates and
test cases via the SAP Solution Manager Enterprise Edition. In addition, the SAP Solution Manager
Enterprise Edition assists Licensee’s testing activities.

SAP Solution Manager Enterprise Edition 2 Soll AId 2 HE HAE HES L HAE A2 AIEE =
U= ZZHNA Y T2 M A 2EI=, £, SAP Solution Manager Enterprise Edition 2 2i0l&dlA
MNEHXL HAE =52 XIELICH

SAP Confidential Page 4 of 17
SAP Enterprise Support Schedule (DUAL) koKR.v.2-2018



e Content and supplementary tools designed to help increase efficiency, in particular for
implementations.

S5l REEUAS 2482 =017 /& 2H=A X &

e Tools and content for SAP Application Lifecycle Management (shipped via SAP Solution Manager
Enterprise Edition and/or the Enterprise Support Solutions and/or the applicable Documentation
for Enterprise Support Solutions and/or SAP’s Customer Support Website):

SAP OHZecIA0IE =F=xD| 22|E st &7 Y ZEH=(SAP Solution Manager Enterprise Edition
2/ = Enterprise Support & /T = Enterprise Support E&& 281 2K L/L= SAP 12 X&
ZAMOIEE Sl HISE)
o Tools for implementation, configuration, testing, operations and system administration
T8, 74, HAE, 29 L AMAE 22 E st &
o Best practices, guidelines, methodologies, process descriptions and process content. This
content supports the usage of the tools for SAP Application Lifecycle Management.
29 Atdll, Jt0lEetel, E-E, T2 hNA 4% Y TZZAHA ZH=, 0| 2 == SAP 0iZc/AH014
=HF)| 2elE &7 ArES XIJELIC
. Access to guidelines via SAP’s Customer Support Website, which may include implementation
and operations processes and content designed to help reduce costs and risks.
SAP 12 X|& ZAIOIEE S8t Jiol=etel HAA, 0lefst Jiol=Eeteldls g FE2 07| /s
ZH= 2 L 2H I NAD ZEE 5 USLICH

. Participation in SAP's customer and partner community (via SAP’s Customer Support Website),
which provides information about best business practices, service offerings, etc.
SAP 128 & TME HFLIEI B0 (SAP 124 X2 RAAMOIEE S&t). 0|2 Soll HI=LIA 28 Atdll, M3

NHIA S0l 28t Z2E &28 == UASLICH

2.1. Global Incident Handling and Service Level Agreement (SLA). When Licensee reports
malfunctions, SAP supports Licensee by providing information on how to remedy, avoid or bypass
errors. The main channel for such support will be the support infrastructure provided by SAP.
Licensee may send an incident at any time. All persons involved in the incident resolution process
can access the status of the incident at any time. For further details on definition of incident priorities,
see SAP Note 67739.

=24 2AME ®Mol € AHHA =F 2(SLA). HOIMA AISAXDIL HHE 2100tH SAP= REE
ofZ, &, Lot LU et H2E MB6H0 2AH0lMlA ASHANE XNZELILCH Olelgt X3 =8 2=
SAPOlA MIEdt=s K& QAZetdUICH 2HOldA AIER T s HHEXN 2HES 85 = AsUL. 2HE
ofZ ZXe 2 2= 0152 HMEX SHEL HEHE &g = UASLICH SHE RA=20 28t XAl

LHEES SAP Note 67739 E ZXotAAI2.

In exceptional cases, Licensee may also contact SAP by telephone. Contact details are provided in
SAP Note 560499. For such contact (and as otherwise provided) SAP requires that License provide
remote access as specified in Section 3.2(iii).

OllHel B2, clOldA AEEXE HatE Sol SAP Ol Hefe =& UASUICH HEHH Al E2= SAP Note
560499 Ol Al =tolsr == ASLICH Jdedst A Ha(H HAIE JIEH GHE 2210 CHoll SAP = ctOoldlA AFE2 XDt

M 3.23HN 0 SAE U2 A3 HHMAE HSoHEE P ELICH
The following Service Level Agreements (“"SLA” or “SLAs"”) shall apply to all Licensee incidents that
SAP accepts as being Priority 1 or 2 and which fulfill the prerequisites specified herein. Such SLAs
shall commence in the first full Calendar Quarter following the Effective Date of this Schedule. As
used herein, “Calendar Quarter” is the three-month period ending on March 31, June 30, September
30 and December 31 respectively of any given calendar year.
22 Mbla == 2I("SLA") nEE2 SAP Jt 24d&® 1 L= 2 2 H2e=Z2 QEGt 2 M
HMEAHS SF6tls 2 clOldA AIZAX SHMEH HSELICH 3 =
AMEE = = B 2J10 JHAIELICH 2 S2M0 AFEE 20" S8 A& )|
302, 122 31 &0l ELt= 342 J12t= 20l &LICh.
2.1.1 SLA for Initial Response Times:
zlx= S AI2H0Il CHEF SLA.

a. Priority 1 Incidents (“Very High”). SAP shall respond to Priority 1 incidents within one (1)

hour of SAP’s receipt (twenty-four hours a day, seven days a week) of such Priority 1 incidents.

An incident is assigned Priority 1 if the problem has very serious consequences for normal
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business transactions and urgent, business critical work cannot be performed. This is generally
caused by the following circumstances: complete system outage, malfunctions of central SAP
functions in the Production System, or Top-Issues, and for each circumstance a workaround is
not available.

2dz=2 1 2HE("MH? ==2(Very high)"). 4&=9 1 2HEQ 222 SAP= Y d&=9 1
SHE =4 = sHA)AIZE OILHOI SEoloF SLICHHESRF(24x7) HAH). e 2HIt HaFel
HIZLIA EHMEN e 28 S OIXH AlSE —E—HIO#A—I SHAl R +=HE # gle &=
=2 1 SME2Z NEFELIL. 0l LetHEez &M AlA” Jts SH, 23 /\I*Eé.'gl 2t SAP Jls
Q&S L= Top Issue S22 Qlofl Za45H0 2F aH=H0ll CHol IVS&”E AESE 5= gLt

b. Priority 2 Incidents (“High”). SAP shall respond to Priority 2 |nC|dents within four (4) hours
of SAP’s receipt during SAP’s Local Office Time of such Priority 2 incidents. An incident is
assigned Priority 2 if normal business transactions in a Production System are seriously affected
and necessary tasks cannot be performed. This is caused by incorrect or inoperable functions in
the SAP system that are required to perform such transactions and/or tasks.

=9 2 ZHE("= (Hiqh)“) PEE2 2 2HMEL ZR SAP = SAP 2 X 22 A2t =0l

e A= 2 EME =4 = UHI(4)AI2ZH OILH0l SEH0F &fLICH. 29 AARENA F&EQ HEUA
EMMEQ 2o 2SS 20 ERF RE S £ QU= 2, M=% 2 2HME22 NEEULCH
Olz oY EHME L= AYS S8dt= O ZQRSH SAP AIAES| JIs0| SH2X 2 HL HSTHA L0t
S LICH

2.1.2 SLA for Corrective Action Response Time for Priority 1 Incidents: SAP shall provide a
solution, work around or action plan for resolution (“Corrective Action”) of Licensee’s Priority 1
incident within four hours of SAP’s receipt (twenty-four hours a day, seven days a week) of
such Priority 1 incident ("SLA for Corrective Action”). In the event an action plan is submitted to
Licensee as a Corrective Action, such action plan shall include: (i) status of the resolution
process; (ii) planned next steps, including identifying responsible SAP resources; (iii) required
Licensee actions to support the resolution process; (iv) to the extent possible, planned dates for
SAP’s actions; and (v) date and time for next status update from SAP. Subsequent status
updates shall include a summary of the actions undertaken so far; planned next steps; and date
and time for next status update. The SLA for Corrective Action only refers to that part of the
processing time when the incident is being processed at SAP (“Processing Time"”). Processing
Time does not include the time when the incident is on status “Customer Action” or “SAP
Proposed Solution”, whereas (a) the status Customer Action means the incidentwas handed
over to Licensee; and (b) the status SAP Proposed Solution means SAP has provided a
Corrective Action as outlined herein. The SLA for Corrective Action shall be deemed met if
within four (4) hours of processing time: SAP proposes a solution, a workaround or an action
plan; or if Licensee agrees to reduce the priority level of the incident.

&2 1 FHES ME EX SE AM2HHl Cist SLA: SAP = 2t0ldlA AIERAXS R4E9 1
FHEC oHZBS 2ol SAPII Y R&=% 1 2MES =8 = Ul Al2t 0|LH01|(_ §(24x7) AN
HZ &M, A L= (HE Eet("AIE =XME M3 oHOF SLICHCAIE =XI0Il CHSt LA) AIX* Xz

ctOldIA ARSI MEE= S Zetols (i) XM ol Z=2MA &E, (i) SA P geli—
HIZSt OH8 ©H HE, (i) 2H HZE Z2HA XS $I6H ctol &l A AFS R XDt ¢é”oH0|t %E* £, (iv)
SAP Ot Fot= ZXIQ AH=EE IO Jlgt, (v) SAP 2 TS &fEf SOI0IE €M & Al S0I ZEELICH
Ol= &fEH HOOIENE SMIA =HE X0 (et Kof 4 HEa O3S A, U3 & aolE
M & A0l ZEEUICH AIE X100 CHet SLA = SHIEO0l SAP OIlAl Melkls Al2tel Mel AlZH("HMel
At el EF =20 Jtel2LICh HMel /\IDF01|: SHEO "4 AXI" = "SAP Mt SF&" AR
UE AlIHE ZETR ASLICH GIIAM (a) 22X 2X A= SHEO D0H MLEL/USS 0I5t
(b) SAP Mot &2 & &EH= SAP I 2 2A FHS%' ANE XXE HSHSS 20ILICH AIE ZXI0
2 M LE A ﬁli‘% MitotoiLE etoldlA

S
CHEt SLA = Ul(4)AI2t2l HMel AlZt e+0il SAP O oHZ =, Xt
MNEATI 2HEL &9 +=F2 ot ZFGHIZ 28 &

B ore A
=9 2z © £=g 202 2EaUCL

2.1.3 Prerequisites and Exclusions.
A A Lol

2.1.3.1 Prerequisites. The SLAs shall only apply when the following prerequisites are met for
incidents: (i) in all cases except for Root Cause Analysis for Custom Code under Section 2,
incidents are related to releases of Enterprise Support Solutions which are classified by SAP
with the shipment status “unrestricted shipment”; (ii) incidents are submitted by Licensee in
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English via the SAP Solution Manager Enterprise Edition in accordance with SAP’s then current
incident handling log-in procedure which contain the relevant details necessary (as specified in
SAP Note 16018 or any future SAP Note which replaces SAP Note 16018) for SAP to take action
on the reported incident; (iii) incidents are related to a product release of Enterprise Support
Solutions which falls into Mainstream Maintenance or Extended Maintenance.

S XA, SLA= (i) Otel X 2 &0l HE MEXR E2 ZE Oist 22 |el 2429 B2
Melotl, 2MEO0l SAP OIAM “HS Sl= EA” NEHZ 2 FEH Enterprise Support &2 &elA
ZHAE 2011, (i) 2HolMA AFZAXIIF SAP I E1NE @85 Xelote o 2 28HSAP Note 16018 &
OlE UiXicte &= SAP Note 0l ZAIE) 28 AR AIEES Z&o6t= SAP 2 Al 2ME HMel 219!
Z Xt et SAP Solution Manager Enterprise Edition 2 Sdoll Z2HZ EXM&E 2 M &5k, (iii) M &0l
2 fXNEs £= HE RA 220 digot= Enterprise Support 22 & XS 2e2lA2 23E 2H0Iet=
Hded =201 2= ZHE0 ol SE=& <0 HSELICH
For Priority 1 incidents, the following additional prerequisites must be fulfilled by Licensee: (a)
the issue and its business impact are described in detail sufficient to allow SAP to assess the
issue; (b) Licensee makes available for communications with SAP, twenty four (24) hours a day,
seven (7) days a week, an English speaking contact person with training and knowledge
sufficient to aid in the resolution of the Priority 1 incident consistent with Licensee’s obligations
hereunder; and (c) a Licensee contact person is provided for opening a remote connection to
the system and to provide necessary log-on data to SAP.

U
o fIr ko

=2 1 2HE2 L, A0ldlA AZEF = (a) SAP I 2HE M = UAEE Mt O 2ol
S0 OIXl= Z&2S ARMIGHA J1&56t1, (b) SAP 2t HE2F(24x7) MAHAZ AMLAEE &= JUEE 2
SA0 THE ctoldA ALSE XS 220 & RH=2 1 2HES 2= XAoH| st S28 NAaS
2AF1 NS L2 I ME0| Jtss EAE BIXIGHD, (c) AIAEN s }A dABs HFHGD
SAP Ol 228 =2 OIOIEE MSBotd| fIet 2A0ldlA AZSHEX SEAE KEote = 84 ZAHS

S=0l0F &LICt

2.1.3.2 Exclusions. For SAP Enterprise Support in particular the following types of Priority 1
incidents are excluded from the SLAs: (i) incidents regarding a release, version and/or
functionalities of Enterprise Support Solutions developed specifically for Licensee (including
without limitation those developed by SAP Custom Development and/or by SAP subsidiaries)
except for custom code built with the SAP development workbench; (ii) incidents regarding
country versions that are not part of the Enterprise Support Solutions and instead are realized
as partner add-ons, enhancements, or modifications are expressly excluded even if these
country versions were created by SAP or an affiliate of SAP; (iii) the root cause behind the
incident is not a malfunction, but a missing functionality (“development request”) or the
incident is ascribed to a consulting request.

0l2l. SAP Enterprise Support 2| ¥, S5 USH 22 R 2dz=9 1 2HES
SLA Ol MIIELICH (i) 2toldlA AERHXE fIoh SEol WL E Enterprise Support 242 22| A,
H&E /L= JIS(SAP Custom Development /L= SAP HEZ A RSt 2= EZESHLE OO
SISE A #S)Y 2HE 2HE. ©, SAP Y fIJXZ HHE AAEXN 2 D= WAYLICH (i)
Enterprise Support £2&2| 22Jt Otd IMEH WMES, JIsHE = =82 iz REE 2Dt
H&EN 28 2HA. 0l24st 2 HES SAP L= SAP 2 HEAD HEMEH2E HEeSHH Ml LU
(iii) TMEQ =22 |0l LEAS0| otLiet JIs SOIHL(M"IE &™) X& HAIXDOE 248 QA

£ots YL

2.1.4 Service Level Credit.
MHIA =& T .
2.1.4.1 SAP shall be deemed to have met its obligations pursuant to the SLAs as stated above
by reacting within the allowed time frames in ninety-five percent (95%) of the aggregate cases
for all SLAs within a Calendar Quarter. In the event Licensee submits less than twenty (20)
incidents (in the aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar
Quarter during the Enterprise Support term, Licensee agrees that SAP shall be deemed to have
met the its obligations pursuant to the SLAs stated above if SAP has not exceeded the stated

SLA time-frame in more than one incident during the applicable Calendar Quarter.

SAPJI &t 27| Lh 2 SLA A Atdll2l 95%0I A HaH& A2t LHol HEE 2, |0l D
thE SLA Ol et /R E &8st 22 2t LICH 2oldA AR XIF Enterprise Support A< D
= & 2J| S A0 BAIE SLAE JE2=Z 2008 0I12t2 HE(Z2E SLA THNA)S HMESH 22,

| =&l

um

|2t

(-
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cHOlMlA ALZE A= SAP I Y 201 S22 08 0142 2HEUHA B AIE SLA J[2t2 Z=oHA] EUCHH
SAP Dt 2toldlA AFS XA CHoll 210l HAIE SLA Ol (2 2R E st 2oz 2tFE ol S LIC
2.1.4.2. Subject to Section 2.1.4.1 above, in the event that the timeframes for the SLA’s are
not met (each a “Failure”), the following rules and procedures shall apply: (i) Licensee shall
inform SAP in writing of any alleged Failure; (ii) SAP shall investigate any such claims and
provide a written report proving or disproving the accuracy of Licensee’s claim; (iii) Licensee
shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the SLAs; (iv) subject to this Section 2.1.4, if based on the
report, an SAP Failure is proved, SAP shall apply a Service Level Credit ("SLC") to Licensee’s
next SAP Enterprise Support Fee invoice equal to one quarter percent (0.25%) of Licensee’s
SAP Enterprise Support Fee for the applicable Calendar Quarter for each Failure reported and
proved, subject to a maximum SLC cap per Calendar Quarter of five percent (5%) of Licensee’s
SAP Enterprise Support Fee for such Calendar Quarter. Licensee bears the responsibility of
notifying SAP of any SLCs within one (1) month after the end of a Calendar Quarter in which a
Failure occurs. No penalties will be paid unless notice of Licensee’s well-founded claim for
SLC(s) is received by SAP in writing. The SLC stated in this Section 2.1.4 is Licensee’s sole and
exclusive remedy with respect to any alleged or actual Failure.

AJ| M 2.1.4.1 S0 W2, SLA J12t01 EFCX K& FLCE0/d”) O 7= ¥ EAL
HMZELICH (i) SHOlMA A2 X=E SAP Ol 2= 20|18 E2/E M SXIELIC (i) SAP = g FHES
ZALGED CIOlAA ALSRAX FEO HEHE o1 T Ptetdle MM B OME HMEELICH (iii) 2toldlA
NEATI= SLA 55 s=2 dollote S2HLUL Z2HAAE AFEGH] 218t =0 Oioll SAP o HES
NHAS MSEUCH (iv) M 2.1.4 &0l et EOME JIBt22 SAP 52| 20/d0| EE 2L, SAP =
B050 USE 2013 220 Oioh iy 291 2loldlA AISA X SAP Enterprise Support 222
0.25%0 aHE5te MHIA 4= J X ("SLC")S 2toldlA AI=2RA XIS CHS SAP Enterprise Support
L2 FIRAM HSELICH (2, 2J1¢€ Zd SLC = g 27| 2loldlA ALS X SAP Enterprise
Support 222 5%E <Xl 2£0t0F ELICL) ctoldA AZ2AXsE 2080 Zdst I ZUes

S22H 2(1)JHE OILHOI SAP Ol SLC Ol CHoll S=oior & 20l UsLICH.  SAP It SLC ol CHoH
SIS 2HI UsE FEE2 AHeE L2 20t otL2tH HIst €25 NS X 2sUCL 2
M 2.1.4 &0 HAZN Use SLC = 20|18 gl = AlKH SOI&0 Ust cloldA AISEXS |6t
HHEFE O I 2 LICH,
2.2 SAP Support Advisory Center. For Priority 1 and Top-Issues directly related to the Enterprise
Support Solutions, SAP shall make available a global unit within SAP’s support organization for
mission critical support related requests (the “Support Advisory Center”). The Support Advisory
Center will perform the following mission critical support tasks: (i) remote support for Top-Issues -
the Support Advisory Center will act as an additional escalation level, enabling 24X7 root cause
analysis for problem identification; (ii) Continuous Quality Check service delivery planning in
collaboration with Licensee’s IT, including scheduling and delivery coordination; (iii) provides one
SAP Enterprise Support report on request per calendar year; (iv) remote primary certification of the
SAP Customer Center of Expertise if requested by Licensee; and (v) providing guidance in cases in
which Continuous Quality Checks (as defined in Section 2.3 below), an action plan and/or written
recommendations of SAP show a critical status (e.g. a red CQC report) of the Enterprise Support
Solutions.

SAP X[& X2 ME. Enterprise Support E&& 1 &F 20| U=
SAP = SAP K& =& Lo Al Xd 28 E
A& U2 dees O3S 22 iy A =
ZH 2ols ol HSRF 22 el 2AS
=8 L S 2d =8 S cloldA AZEXY IT 2F 86t XLSEQ 52 HE S A= =&, (i)

Q& Al SAP Enterprise Support 2 0A H3B. (iv) 2t0ldA AIEAX2l @& Al SAP Customer
Center of Expertise 2| & J|& 215 ¥ (v) A=EQ & 22[(Otel M 2.3 &0l HolE). SAP 2 A& JH&
/L= AHH HE ALE0IA Enterprise Support 2289 AEHI S AEHZ HEAIE = Z2(0: M4 CQC E1)
OHHE MSELICH
As preparation for the Continuous Quality Check delivery through SAP Solution Manager Enterprise
Edition, Licensee’s Contact Person and SAP shall jointly perform one mandatory setup service (“Initial
Assessment”) for the Enterprise Support Solutions. The Initial Assessment shall be based upon SAP
standards and documentation.
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J

SAP Solution Manager Enterprise Edition & S8t XI=HQ 22 &HZ M2 &Hl SHHZAM, etoldlAa
MEBAHRS Het X2t SAP = Enterprise Support 282 €It 1 319 2R AXl MHIACEI| BIOIME
S22 =Holl0F &LICH. =J| HIl= SAP & ¥ 2ME JI8t22 LI
The designated SAP Support Advisory Center will be English speaking and available to Licensee’s
Contact Person (as defined below) or its authorized representative twenty-four hours a day, seven
days a week for mission critical support related requests. The available local or global dial-in
numbers are shown in SAP Note 560499.
XNEE SAP K& X2 HEWAM=sE SHE AIES6HH 2HolMA AIZAXLl Het ROl i &
St ASES 22 H2lCHAH HE2E MAHZ A X 28 QN Ust MHIAE MSELICH 0l Jtsst
Xl = 229 M3 H1S = SAP Note 560499 0l A &Rl & JUSLICH
The Support Advisory Center is only responsible for the above mentioned mission critical support
related tasks to the extent these tasks are directly related to issues or escalations regarding the
Enterprise Support Solutions.
K& X2 ME= 20 ZAIS stal X& 208 X0 CHoll oHY X0l Enterprise Support 2 &0l 28 2|
Tz azZdoldn HE 20| [_es HRADK L X2 &LICH
2.3 SAP Continuous Quality Check. In case of critical situations related to the SAP Software
Solution (such as Go Live, upgrade, migration or Top Issues), SAP will provide at least one
Continuous Quality Check (the “Continuous Quality Check” or *CQC") per calendar year for each SAP
Software Solution.

SAP 2 XI£EQ S& HAH. SAP AZEFH ST 2Ase A6 Aol F

ot o

Otol12lol&, Top Issue &), SAP = 2 SAP A~IZE

]

=

wx
02

2
B
T

(Go Live, &130IS,

2ol X&He 4

k- 0
(BN

The CQC may consist of one or more manual or automatic remote Service Sessions. SAP may deliver
further CQC’s in cases where vital alerts are reported by SAP EarlyWatch Alert or in those cases
where Licensee and the SAP Advisory Center mutually agree that such a service is needed to handle a
Top-Issue. Details, such as the exact type and priorities of a CQC and the tasks of SAP and
cooperation duties of Licensee, shall be mutually agreed upon between the parties. At the end of a
CQC, SAP will provide Licensee with an action plan and/or written recommendations.
CQC = otLt Ol&e =3 £ = s A MHIA ME2z2 HE = USLICH SAP = L& SAP EarlyWatch
Alert 0ff 2ol SO 22t E0&HLE 2tOIMA ArER X2t SAP AUHE HIE D Top-Issue € HMeldt= Ol 0128t
MEIADJE 2R6H0HD &5 g2ldte 3% FIHEQ CQC E H3g = USLICH MASE2 CQC 2 F=tst
FEW A=, SAP S A OIMA AISALL S o 5= EZEE MR AN Ul &3 &2loiot
SLICH. CQC 3= Al, SAP = ctOldlA AFZA XU A& A= R/E= 4 AE ALE S HSELICH
Licensee acknowledges that all or part of the CQC sessions may be delivered by SAP and/or a certified
SAP partner acting as SAP’s subcontractor and based on SAP’s CQC standards and methodologies.
Licensee agrees to provide appropriate resources, including but not limited to equipment, data,
information, and appropriate and cooperative personnel, to facilitate the delivery of CQC’s hereunder.
cHOldIA AIBRAXE 25 = X CQC M&E0l SAP CQC HE& & YUHE0 J|86t0d SAP L/E= SAP 2
= =

gl 32 SAP MEUN 2o MEE = ASS LESUT. 2H0ldA ASH EA0 HE CQC
HZS =&otl| fIof &dl, lolH, 2, M&ct0 §XHQl XY S HIRe HEE NS M3 A0

SO LIC
Licensee acknowledges that SAP limits CQC re-scheduling to a maximum of three times per year. Re-
scheduling must take place at least 5 working days before the planned delivery date. If Licensee fails
to follow these guidelines, SAP is not obliged to deliver the yearly CQC to the Licensee.
ctOldlA ALZ2 3 A= SAPJHCQC 28 HE S A2t zItH 3 32 HMistetlle 32 B ELICH 28 HE2 EE
MSLE0H 24 522 MOl =30t ELICH choldlA A=A XIF 0l XIEZ XK %= & P=
2 CQC E 20lMA AFZ2A XA HSE 22t & LICH
2.4 SAP Solution Manager Enterprise Edition under SAP Enterprise Support.
SAP Enterprise Support 0 [1& SAP Solution Manager Enterprise Edition.
2.4.1 Use of SAP Solution Manager Enterprise Edition (and any successor to SAP Solution
Manager Enterprise Edition provided hereunder) shall be subject to the Agreement and is solely
for the following purposes under SAP Enterprise Support: (i) delivery of SAP Enterprise Support,
and (ii) application lifecycle management for Licensee IT Solutions. Such application lifecycle
management is limited solely to the following purposes:
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SAP Solution Manager Enterprise Edition(2 0|0l 2t M 3% = SAP Solution Manager Enterprise
Edition 21 == )2 AME2 2 HYS HEs 220 SAP Enterprise Support 0l et (i) SAP
Enterprise Support H3& & (ii) 2tOldlA AIEAHXL IT EFES fIst HE2AH0lE =FFI| 2el
SHOZ0 AFEZI0F &LICH Olefgt oHZ2IAH0IE =Y =D 2el= U2 =S/ = HMetE LI

e implementation, configuration, testing, operations, continuous improvement and
diagnostics
28, 74, HAE, 29, N&SE 8 L &

e incident management (service desk), problem management and change request
management as enabled using SAP CRM technology integrated in SAP Solution Manager
Enterprise Edition
SAP Solution Manager Enterprise Edition 0l S&& SAP CRM J|l=2 Sdl AIEE = U=
SME 22(MBIA HA), 2H 22|, HE QF 22|

e mobile application lifecycle management scenarios using SAP NetWeaver Gateway (or
equivalent technology) integrated in SAP Solution Manager Enterprise Edition
SAP Solution Manager Enterprise Edition 0l S&& SAP NetWeaver Gateway(&E= 0l0f
Fote JIE)E AI2ot=s 24 HE2AH0IE =Y 22l ALl

e management of application lifecycle management projects for Licensee IT Solutions using

the project management functionality of SAP Project and Portfolio Management integrated
in SAP Solution Manager Enterprise Edition. (However, the portfolio management
functionality of SAP Project and Portfolio Management is not in scope of SAP Solution
Manager Enterprise Edition and will need to be licensed separately by Licensee.)
SAP Solution Manager Enterprise Edition 0 &S&%& SAP Project and Portfolio
Management 2 Z2HE 22| J|S2 AIEol=s 2l0|MdA AIEAX IT 2482 HEUH0E =9
Zte| ZIZ2HE 22| (Y, SAP Project and Portfolio Management 2 ZEZZ2[Q 22| J|s2 SAP
Solution Manager Enterprise Edition 2| H<I0l =6t 220 2tOl&A AIZREII EE2
ctOlIAE FHSol0F & LIC)

e administration, monitoring, reporting and business intelligence as enabled using SAP
NetWeaver technology integrated in SAP Solution Manager Enterprise Edition. Business
intelligence may also be performed provided the appropriate SAP BI software is licensed
by Licensee as part of the Enterprise Support Solutions.

SAP Solution Manager Enterprise Edition 0ff S&& SAP NetWeaver J|=2 S0
Ze|, 2LIHY, 210 & HIELIA Qlge|dMA,  HIELIA QEe|dMAE 6 etoldlA
Enterprise Support £ &2 222 oY SAP Bl A ZEQ( 2l0IHAE FSE R0 T
= UASLICH
For application lifecycle management as outlined under section 2.4.1(ii) above, Licensee does
not require a separate Package license to SAP CRM.
I M 2.4.1 & (i)0l A= OHEelAHO0IE =F FI| 22l d=2, cloldA ArE& K= SAP CRM O
CHoll 252 THII Xl elO|MAE QFGHAl ZSLICH
2.4.2 Licensee is entitled to use those SAP databases which are listed on SAP’s Customer
Support Website that are generally available to all SAP licensees together with SAP Solution
Manager. This runtime license is limited to the use of the relevant database as underlying
database of the SAP Solution Manager and limited to the term of this Schedule.
Ol A AFBAX=E 2E SAP 2H0ldA AISAXDIF LBt o2 SAP Solution Manager 2t &M

Ol8g = A= SAP DA T2 FAMOIEN SHE SAP HIOIHHIOIAE AL E &= JUSLICH 01HE HEIY
ctOld A= SAP Solution Manager 2/ J|Et GIOIEHIOIAZ A2l 2tet HIOIHHIOIA AIELZE HMEHEH
g g=M2 = MM ZH22 HMietELICH

2.4.3 SAP Solution Manager Enterprise Edition may not be used for purposes other than those
stated above. Without limiting the foregoing restriction, Licensee shall especially without
limitation not use SAP Solution Manager Enterprise Edition for (i) CRM scenarios such as
opportunity management, lead management, or trade promotion management except as CRM
scenarios are expressly stated in Section 2.4.1; (ii) SAP NetWeaver usage types other than
those stated above or (iii) application lifecycle management and in particular incident
management (service desk) except for Licensee IT Solutions and (iv) non-IT shared services
capabilities, including without limitation HR, Finance or Procurement; (v) SAP Project and
Portfolio Management including but not limited to portfolio management or project management
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other than management of application lifecycle management projects as described above in
Section 2.4.1; (vi) SAP NetWeaver Gateway, except for the mobile application lifecycle
management scenarios within the scope described above in Section 2.4.1.

SAP Solution Manager Enterprise Edition 2 <I0A =8 SH 01212 EE2 MEE =
AUSLICH & HMst Ate 2 SH80tA R2HA, 2loldlA AIERXHs Sol TS 22 Atet2 <IoH SAP
Solution Manager Enterprise € AI2& = AUSLICEH () M 2.4.1 &0l YAIEH2=Z AZE CRM
AMU2I2E H28 CRM AlLt2I2(218 &el, 2Id &2l, Hell s& 22l 8), (i) |0l d=2s FRE
M elst SAP NetWeaver ALE SEH, (iii) 2tOldA AIZREX IT E2ES st BRE HAS HSelAH0lE
+9 22| & S5 2HE 22(MHIA diA), (iv) HR, 2, XY S8 Z&& 4l IT 28 AHlA Jls,
(v) & 2.4.1 &0l Jl== OHE2IAH0IE =Y 22| ZZRNE 22| 0|22 ZEZZ|Q &2 L= ZZHE
22| S ZE S Project and Portfolio Management, (vi) 2 2.4.1 &0 JI=& H< WA A=s 20
OHEcIAHOIE =Z FI| &2l AILI2IRE M8 SAP NetWeaver Gateway.

2.4.4 SAP - in its sole discretion — may update from time to time on SAP’s Customer Support
Website under http://support.sap.com/solutionmanager the use cases for SAP Solution Manager
Enterprise Edition under this Section 2.4.

SAP = SAP 1128 X|& & ALO|E(http://service.sap.com/solutionmanager)til A & Hl 2.4 &0
(02 SAP Solution Manager Enterprise Edition AI2 Al2IE ©= M=z Al HOOIEE =
USLICH
2.4.5 SAP Solution Manager Enterprise Edition shall only be used during the term of this
Schedule subject to the licensed rights for the Software and exclusively for Licensee's SAP-
related support purposes in support of Licensee’s internal business operations. The right to use
any SAP Solution Manager Enterprise Edition capabilities under SAP Enterprise Support other
than those listed above is subject to a separate written agreement with SAP, even if such
capabilities are accessible through or related to SAP Solution Manager Enterprise Edition.
Licensee shall be entitled to allow any of its employees to use web self-services in the SAP
Solution Manager Enterprise Edition during the term of this Schedule like creating support
tickets, requesting support ticket status, ticket confirmation and change approvals directly
related to Licensee IT Solutions.

SAP Solution Manager Enterprise Edition & & ZAAM J[2t S¢t, SAP ATZESO 0l CHoH
Ol AE ASHY et eholdlA AFSAXNS LHE HIZALA 29 X3 IS UM 2toldlA AFE R X2 SAP
2e X3 SHZ0 AFEZI00F &LICH A0 €& gt 01212 SAP Enterprise Support 0l (& SAP
Solution Manager Enterprise Edition J|S AIE0 CHet 2E A&l SAP 242 E& AHH 20t
HMZELICH olY J1=s0l SAP Solution Manager Enterprise Edition 2 S6to{LE 12 28510 HAIA
Scte OrEIERIQLUICH 2toldlA Ar2d X E 2HoldA AISJEA IT S22 &E 23 Us
&, N EIZ! A Z B3 &0l @F, HE 352 =HOZ 2t0|dA AFSAX &30
HAMHA D12 S92t SAP Solution Manager Enterprise Edition 2| & &Z MHHIAE AME06IEE 88
USLICH
2.4.6 In the event Licensee terminates SAP Enterprise Support and receives SAP Standard
Support in accordance with Section 6, Licensee’s use of SAP Solution Manager Enterprise Edition
under SAP Enterprise Support shall cease. Thereafter, Licensee’s use of SAP Solution Manager
Enterprise Edition shall be governed by the terms and conditions of the SAP Standard Support
Schedule.

ctoldl A AFEA XL SAP Enterprise Support £ SH6t2 M 6 &0 T2t SAP Standard
Support £ 2= &<, SAP Enterprise Support 0ff 2018t 2t0|dlA AtEH X2 SAP Solution Manager
Enterprise Edition AlE& SHELICH 0lF 2t0ldlA AFEH X2l SAP Solution Manager Enterprise
Edition AF20ll= SAP Stabdard Support @AM A2l Z=210] & ZELICH
2.4.7 Use of SAP Solution Manager Enterprise Edition may not be offered by Licensee as a
service to third parties even if such third parties have licensed SAP Software; provided, third
parties authorized to access the SAP Software under the Agreement may have access to SAP
Solution Manager Enterprise Edition solely for SAP-related support purposes in support of
Licensee’s internal business operations under and in accordance with the terms of this
Schedule.

ctoldlA AFZERHX= M 3 KJF SAP AZE O et 2toldAE FHSIUCH StH2E SAP
Solution Manager Enterprise Edition AFE2 MUIAZ oY M 3 XtHAH H b glsut. &, 2

[l

S
o =2

SAP Confidential Page 11 of 17
SAP Enterprise Support Schedule (DUAL) koKR.v.2-2018



H O et SAP A ZEH 0 HAAE = Us 3= 2 9AIMS A0 et 2tolalA
MNEATIC UE dIxUA 29 X3 HEA SAP 23 K& SH| stoll A2t SAP Solution Manager
Enterprise Edition 0l 4 M A S =~ UASLICH

3. Licensee’s Responsibilities.
CHOlMIA ALE A XS M,

3.1 SAP Enterprise Support Program Management. In order to receive SAP Enterprise Support
hereunder, Licensee shall designate a qualified English speaking contact within its SAP Customer
Center of Expertise for the Support Advisory Center (the “Contact Person”) and shall provide contact
details (in particular e-mail address and telephone number) by means of which the Contact Person or
the authorized representative of such Contact Person can be contacted at any time. Licensee’s
Contact Person shall be Licensee’s authorized representative empowered to make necessary decisions
for Licensee or bring about such decision without undue delay.

SAP Enterprise Support T2 18 22|, =2 2 A0l T2t SAP Enterprise Support £ &I ol A
cHOldlA AR = K& X2 HMEE f18 SAP Customer Center of Expertise L0l X2 QA2 2E IO
A YRS dYME NFotD, YL Y gYXte HEES 2oE2 el oA AMER H2
FE > UAEE A N2 F2(S5l 0l1HY =4 L N3 HS)E MSoioF &LICH 2toldlA AISAXRe et
St 2HoldlA AIZSAXNA 2est 22 UL 2828 XA 20l s 23S EE £+ Us

= J

PRI, 2Ol MIA AP A XS] =2 (el 10101 0F & LICH
3.20ther Requirements. In order to receive SAP Enterprise Support hereunder, Licensee must
further satisfy the following requirements:

JIEt A, 2 HL0l [HE SAP Enterprise Support £ 20| o 2l0ldA AEAX=E O8 2F AIES
SZ0H0F &LICEH
(i) Continue to pay all Enterprise Support Service Fees in accordance with the Agreement and this
Schedule.

2 4 Y 2 HNAMO Ol 2E Enterprise Support MElA 222 Ao A X260k &LICH
(i) Otherwise fulfill its obligations under the Agreement and this Schedule.

2 A2 2 HAA T2 JIE 2R E =HolloF &LICH
(iii) Provide and maintain remote access via a technical standard procedure as defined by SAP and
grant SAP all necessary authorizations, in particular for remote analysis of issues as part of incident
handling. Such remote access shall be granted without restriction regarding the nationality of the
SAP employee(s) who process incidents or the country in which they are located. Licensee
acknowledges that failure to grant access may lead to delays in incident handling and the provision of
corrections, or may render SAP unable to provide help in an efficient manner. The necessary
software components must also be installed for support services. For more details, see SAP Note
91488.

SAP OIlA &2lgt e H&E EXE Sol &2 HANAE MB0otl |Xotl, Sol 2ME HMelel &l #4
M 242 <ol SAP Ol 228 2= AetS R0H0F &ELICH 0ldde ¥H HhNA= EME S Melot= SAP
AR A0 fIXlotd Uz =It0l Met ek 3101 AEZ00F &LICH ctoldA AERATE HMAE
GIZotAl @2 Z2 SNE Mot =& A2l M30 XNHS 08 = UA2H SAP It s=2H22 XAS
HZotAl Rotes 200 =2 =& UASS UEELICH Support MHIAE 2ol 228 AZEYN FEHE
5t BIEAI &XIEI010F &LICH XHAMIEH LHEE SAP Note 91488 S & &6t AIL.

(iv) Establish and maintain an SAP certified Customer COE meeting the requirements specified in
Section 4 below.
Otell M 4 &0l HAIE QPAEE2 SZAI9]1= SAP 215 Customer COE £ &&ot ) SXISHOF &LILCH

(v) Have installed, configured and be using productively, an SAP Solution Manager Enterprise Edition
Software system, with the latest patch levels for Basis, and the latest SAP Solution Manager
Enterprise Edition support packages.

Basis Zl & DX He & XAl SAP Solution Manager Enterprise Edition Support T2| X} Z& & SAP
Solution Manager Enterprise Edition AZEQ0 AAEES X, 74 L 2H S0 AE0{0f &LICH
(vi) Activate SAP EarlyWatch Alert for the Production Systems and transmit data to Licensee’s
productive SAP Solution Manager Enterprise Edition system. See SAP Note 1257308 for information
on setting up this service.
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2% AMAHOWM SAP EarlyWatch Alert € &43l6t) OIOIEHE 2tOldA ALE
Solution Manager Enterprise Edition AIAEI0 & SoH0F &LICH O AHlA 30
1257308 = ot A2,
(vii) Perform the Initial Assessment as described in Section 2.2 and implement all the
recommendations of SAP classified as mandatory.

M 2.280 Jls= =) BIIE 8ol SAPJI Q22 2Fe RE AE AIES PFEELICL
(viii) Establish a connection between Licensee’s SAP Solution Manager Enterprise Edition installation
and SAP and a connection between the Enterprise Support Solutions and Licensee’s SAP Solution
Manager Enterprise Edition installation.

cHOIMIA  AFE A Xt2l SAP Solution Manager Enterprise Edition 1t SAP AtOl, Enterprise Support
E2E I 20l dA AL R XS] SAP Solution Manager Enterprise Edition AIOI0l HZ S 2t2F & &l OF & LICH.
(ix) Licensee shall maintain the solution landscape and core business processes in Licensee’s SAP
Solution Manager Enterprise Edition system for all Production Systems and systems connected to the
Production Systems. Licensee shall document any implementation or upgrade projects in Licensee’s
SAP Solution Manager Enterprise Edition system.

ctOlMIA AMEAI= 23 AIAEDN 2 AAGN HBE AIAE0 CHol 2toldlA AL=Z2 3 XSl SAP Solution

A

1o 2 =@l SAP
H =

o
o
b

Manager Enterprise Edition AIAE Wl 348 23 &Y HIELIA ZZNAE |AE=0i0F &LICH
Ol A AFSAXHE 2H0ldA AFS R X2l SAP Solution Manager Enterprise Edition A|AEIS] R E 2H =

2d01E Z2HES 2 M3toiOF & LICH
(x) To fully enable and activate the SAP Solution Manager Enterprise Edition, Licensee shall adhere to
the applicable documentation.

SAP Solution Manager Enterprise Edition J|SS MU= AME6tA™ 2t0ldA AIZRHA= 2HE ZH2
XN&g [Metor LIt
(xi) Licensee agrees to maintain adequate and current records of all modifications and, if needed,
promptly provide such records to SAP.

ctOlMlA AtZ2dXE 2 BHZ S0l Uiol 26 x4l &Eie D52 |6, EREY Z SAP Ol Je2ist
JIES AIE0HH HEE 240 s LICH
(xii) Submit all incidents via the then current SAP support infrastructure as made available by SAP
from time to time via updates, upgrades or add-ons.

SAP OIM ZOIOIEUH ZOd0IE £= HE2S Sol HM3ct= ZAI2 SAP K& ClZctE Sol 2=
FHES dSoior &LICH
(xiii) Inform SAP without undue delay of any changes to Licensee’s installations and any other
information relevant to the Enterprise Support Solutions.

ctOlMIA AtSAXILl S AFEH0l CHEt H8 2L Enterprise Support S2& 1 28 & (2 R 2 E XA
210l SAP Oll 2eq40F &LICH

4. Customer Center of Expertise.

Customer Center of Expertise.
4.1 Role of the Customer Center of Expertise. In order to leverage the full potential value
delivered as part of SAP Enterprise Support, Licensee is required to establish a Customer Center of
Expertise ("Customer Center of Expertise”, or “Customer COE"). The Customer COE is designated by
Licensee as a central point of contact for interaction with the SAP support organization. As a
permanent center of expertise, the Customer COE supports Licensee’s efficient implementation,
innovation, operation and quality of business processes and systems related to the SAP Software
Solution based on the Run SAP methodology provided by SAP. The Customer COE should cover all
core business process operations. SAP recommends starting the implementation of the Customer COE
as a project that runs in parallel with the functional and technical implementation projects.

Customer Center of Expertise 2 <&, c2l0ldA AI2RX= SAP Enterprise Support 2
UEZEoz Made B3MA IJIXE £ S 26| fol Customer Center of Expertise(“Customer Center
of Expertise” == “Customer COE”)E & &adliOF &LICt. Customer COE = c2tOldlA AFZA X0 26 SAP
N3 2O &5 AZE st =L A NEFe2 NFE UL S7HQ COE 24 Customer COE = SAP Jt
MSoteE Run SAP YEIEZ | HiA AFZHR2l SAP ATEQINH £2&0 23 HIELA
TZ2MA AAECS SEXQ R &8, 29 ¥ FE = NJFELICH Customer COE = 2 &4 HIELIA
TZ2MA 29 K30 & Jlz & ZZNEQ HAHT Customer COE +¥

=
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4.2 Basic Functions of the Customer COE. The Customer COE must fulfill the following basic

functions:

Customer COE 2 J|& J|s. Customer COE = LIS 22 J|& JIs2 +=&olloF &LICH.

e Support Desk: Set-up and operation of a support desk with a sufficient number of support
consultants for infrastructure/application platforms and the related applications during regular
local working hours (at least 8 hours a day, 5 days (Monday through Friday) a week). Licensee
support process and skills will be jointly reviewed in the framework of the service planning
process and the certification audit.
N& OAZT:oie NG 7 22 Al2H(= A Gt

oL 2 OHEcIAHOoIEN st &t

FLICEH 2tOlMIA AFZRX X Z2 A 2 D)

2 ZEE JYLICL

e Contract administration: Contract and license processing in conjunction with SAP (license audit,
maintenance billing, release order processing, user master and installation data management).
Her 2tel: SAP 2 & &EGtE A L ol ASE KelgLCH2H0olMA 2ZALH SAEs U3 &3, EelA
F=2 HMal, ArZ2X OtAE & X CIoIE 22).

e Coordination of innovation requests: Collection and coordination of development requests from
the Licensee and/or any of its affiliates, provided such affiliates are entitled to use the Enterprise
Support Solutions under the Agreement. In this role the Customer COE shall also be empowered
to function as an interface to SAP to take all action and decisions needed to avoid unnecessary
modification of Enterprise Support Solutions and to ensure that planned modifications are in
alignment with the SAP software and release strategy.
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4 QF T 2HOIMA AFSAXIS HS AL 2 A0 21H6HN Enterprise Support SR8 S AFEE =
Ues ASHOl Us ZER 2HolMA AIZAX L/ 1 DE HEAL e Es &6t 2FELICL
0le4st &0l Customer COE = SAP Ol CHSH QIEHIOIAZ DJIS6t0 22 R8H Enterprise Support
2@ HA 4 &AYE Xdst= O 28t 2

£ Lot SAP AZEQIN ¥ HelA M) = HEFel B¢
EXIE Fot) 2EF = WELILH
Information management: Distribution of information (e.g. internal demonstrations, information
events and marketing) about Enterprise Support Solutions and the Customer COE within the
Licensee’s organization.
L Z2]: etoldlA AFSAX =& W W o2, 82 OIHE & OIHE S Sdi Enterprise Support
£=2 & L Customer COE 0ff Cist ®2E BHEZ&LICE
e CQC and other remote services planning: Licensee regularly engages in a service planning
process with SAP. The service planning starts during the initial implementation and will then be
continued regularly.
CQC ¥ DJIEF & AHIA HE £ 2loldA AIZ2AXE SAP 202 MHIA HE =8 ZZAHA0
HIIHCZ FHELICH MHA =" HE2 =) 28 S AR ZIIEH2Z HSELUICH
4.3 Customer COE Certification. Licensee must establish a certified Customer COE upon the later
to occur of the following: (i) within twelve months after the Effective Date; or (ii) within six months
after Licensee has started using at least one of the Enterprise Support Solutions in live mode for
normal business operations. To obtain the then-current primary Customer COE certification or re-
certification by SAP, the Customer COE undergoes an audit procedure. Detailed information on the
initial certification and re-certification process and conditions, as well as information on the available
certification levels, is available on SAP’s Customer Support Website (http://support.sap.com/ccoe).
Customer COE 2/Z. ciOl4dA AIERX=E &= (i) &8 YHUZ2H 12 W Ol E= (i) 2tol&lA
A XL Enterprise Support 88 S zA 1HE B HIZUA 2ZS Rl Al 2EZ ALE06LD|
AMESH = 6 & OILHKl 2/E & Customer COE £ &&oH0F &LICH. SAP 2FH Z Al JI& Customer COE 213
= MelE2 FS6H)| 2ol Customer COE = ZAF 2XE HELICH I8 215 =20 28 dL2&E0t otLlet
= oIS £l Mers SN 220 =5t AbAIst a2 SAP el K&

AOI E (http://support.sap.com/ccoe)0ll M &01& 4= QU ESLIC.

5. Enterprise Support Fees. SAP Enterprise Support Fees shall be paid annually in advance and
shall be specified in appendices or order forms under the Agreement.

Enterprise Support 22. SAP Enterprise Support 222 A U2 &X2D0, g Us2 2
Heo RS 220U =AM 0l Y AIELICH
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6. Termination

ofl XI.

6.1 SAP Enterprise Support may be terminated by either party with three months’ written notice (i)
prior to the end of the Initial Term and (ii) thereafter, prior to the start of the following renewal
period. Any termination provided in accordance with above will be effective at the end of the then-
current SAP Enterprise Support period during which the termination notice is received by the
respective party. Notwithstanding the forgoing, SAP may terminate SAP Enterprise Support after one
month’s written notice of Licensee’s failure to pay Enterprise Support Fees.

SAP Enterprise Support = (i) Z= J12H01 2 &0 3 & A, (ii) Tt A& J12401 AIFEZI| 30 A0l
N SXNE Soll L AR 2o SHRIE o= UASLICH | REU 2AHE LE dXle & LA GHK SXE
&8t Al SAP Enterprise Support J|2t0] EE%= AMEN &322 2ASLICH 0 T8 2AH S0l 2roldlA
AMEH XL SAP Enterprise Support 232 XI=20tAl Ret 2L, SAP= AH2Z 0/ SXIE = 1 MHE =0
SAP Enterprise Support £ i XI& 4= USLICH
6.2 Notwithstanding Licensee’s rights under Section 6.1, and provided Licensee is not in default of
any obligations under the Agreement, Licensee may select SAP Standard Support with three months’
written notice to SAP either (i) with respect to all orders for support that are solely on a calendar year
renewal basis, prior to the start of the renewal period that follows the Initial Term that commenced as
of Licensee’s first order for SAP Enterprise Support; or (ii) with respect to all orders for support that
are not solely on a calendar year renewal basis, prior to the start of the first renewal period in any
calendar year that follows the Initial Term that commenced as of Licensee’s first order for SAP
Enterprise Support. Such selection shall be stated by Licensee in the notice letter, and shall
terminate SAP Enterprise Support effective with the commencement of SAP Standard Support. Any
such selection shall apply to all Enterprise Support Solutions and shall be on SAP’s then-current terms
and conditions for SAP Standard Support, including without limitation pricing. SAP and Licensee shall
execute an amendment or other document to the Agreement memorializing Licensee’s selection and
SAP’s then-current terms and conditions.

6.1 &0l T2 2tolMA AISAXTS Al 270+, 2tolMA AISAEXII 2 AL OHE RE ARE
SO0|HotAl AULH= AHES HNMZ ot0, ctOldlA AFZR = (i) 1 80l & B diEe=E 2= X2 Y =29
&S SAP Enterprise Support Ol CHSF ctOlMIA AMSHXS H =2 Al AIRE H D[2t 01F 2 A4l J]2H0]
AMEEZD 3 &0l SAP Ul MH SXE BUOLE (i) 1 E0l S H HAZX 2= DE XS U =22 E2
SAP Enterprise Support 0l CHSH 2tOldlA AFERAXL H =2 Al AIEE A J|2t 01F Yo AZ o H Al
J12401 AIEED! 3 O Aol SAP Ol MH SXIE 2U0l SAP Standard Support & & &8 £ USLICHL
ctOldA AIERAX= 0128t deig MHSZ SXIol0F 6t0{, SAP Standard Support Ot AIZEZIH A8 =0l
SAP Enterprise Support = SHXIELICt. 148t A2 2= Enterprise Support 280 BE&I0, SAP
Standard Support Ol CHEF SAP 2] Z Al AFE3A HAOIHES L6 010 =88 K= 23)2 &S e5Lt
SAP 2 2tOlMIA AFZRAXE 2HoldlA AIERAXS HEiDt SAP 2 ZAl =248 2A 36| 2ol & H ol tist

HE AHAANL JIE 2HE ZEELICH
6.3 For the avoidance of any doubt, termination of SAP Enterprise Support or selection to enroll in
another type of SAP Support Services by Licensee pursuant to Support Services selection provisions
under the Agreement shall strictly apply to all licenses under the Agreement, its appendices,
schedules, addenda and order documents and any partial termination of SAP Enterprise Support by
Licensee shall be permitted in respect of any part of the Agreement, its appendices, schedules,
addenda, order documents or this Schedule only pursuant to SAP partial termination policy as set
forth at https://support.sap.com/en/offerings-
programs/strategy.html?cq ck=1490641828631#section 1614725897.

olAlol AXIE S0HI| ®IoH, SAP Enterprise Support £ ol XISt HLE 2 H 22| Support AHIA HE &0
et 2toldlA AFSHXIL O 289 SAP Support AHIAS AMEiE HLR, 2 HY, 22, 25 HAMA,
FIOMHLAN, =AU OE oAl 2F LAGHH HEEZIO,https://support.sap.com/en/offerings-
programs/strategy.html?cq ck=14906418286314#section 1614725897 Ol HAIE SAP S£EoHXl A0
== B20 &tot0 cHOIMAAIS AN Qs 2 HY, 25, GAAM, FIHHYLN, g8 529 2229
L2 X0t sl =& LICH

7. Verification. To check the compliance with the terms of this Schedule, SAP shall be entitled to
periodically monitor (at least once annually and in accordance with SAP standard procedures) (i) the
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correctness of the information Licensee provided and (ii) Licensee’s usage of the Solution Manager
Enterprise Edition in accordance with the rights and restrictions set out in Section 2.4.

BOl, 2 GNAM &8s &40t A=K &215t)| 2, SAP = HIIHZ(SAP & AX0l et =4
2EY SH B (i) 2toldlA AFZAXIIF MBS HEIF HESHA, (i) 2holdlA AIZAXOL A 2.4 &0l HAIE
St HISF AEHOl 2k Solution Manager Enterprise Edition 2 AIE6t12 J=Xl 2LEHE ASH0| JASLICH

8. Reinstatement. In the event Licensee elects not to commence SAP Enterprise Support upon the
first day of the month following initial delivery of the Enterprise Support Solutions, or SAP Enterprise
Support is otherwise terminated pursuant to Section 6 above or declined by Licensee for some period
of time, and is subsequently requested or reinstated, SAP will invoice Licensee the accrued SAP
Enterprise Support Fees associated with such time period plus a reinstatement fee.

THOHAl. 2tOl&IA AFZ A XD SAP Enterprise Support 282 2 MY OSE2 E =0 AIEGHA
A UAHLE SAP Enterprise Support Ot ? Ml 6 &0 [t sHRIZ[ALE L& J|2h Set et0ldlA A= KO 2| of
HERZAUCHL OIF 0l LESEAHLE THIHAIE B, SAP = i D12t S0 Y5t SAP Enterprise Support 220l

THAI 2428 satst 32 HPELICH

9. Other Terms and Conditions.

JIEF =4,
9.1 The scope of SAP Enterprise Support offered by SAP may be changed annually by SAP at any time
upon three (3) months’ prior written notice.

SAP Ol HIZ8t SAP Enterprise Support 2| H2l= HHMERX &(3)MHE AME AH SEE Soff A HR=
HEE = USLICH
9.2 Licensee hereby confirms that Licensee has obtained all applicable licenses for the Licensee
Solutions.

cHOlHIA AR XHE 2 HAA0 et 2HolMA AR S22 O
S+oI8kLICH.
9.3In the event that Licensee is entitled to receive one or more services per calendar year, (i)
Licensee shall not be entitled to receive such services in the first calendar year if the Effective Date of
this Schedule is after September 30 and (ii) Licensee shall not be entitled to transfer a service to the
next year if Licensee has not utilized such service.

cHOlHIA ASAXIN L UM 12 22 JIE2=2 A2t ot 0l &2 AMHIAS 22
(i) 2 BHMAML & L0 93 30 0|FQ d2 A AZl= 92 MHIAE
HE Ol AFSOHAl 22 MHIAE TS HEZ 0|2E %= elSLICH
9.4 FAILURE TO UTILIZE SAP ENTERPRISE SUPPORT PROVIDED BY SAP MAY PREVENT SAP FROM
BEING ABLE TO IDENTIFY AND ASSIST IN THE CORRECTION OF POTENTIAL PROBLEMS WHICH, IN
TURN, COULD RESULT IN UNSATISFACTORY SOFTWARE PERFORMANCE FOR WHICH SAP CANNOT BE
HELD RESPONSIBLE.
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SAP Jt MIEot= SAP Enterprise Support £ MHE 86X 2 &2, SAP It A el 2ME MeotN
Ol2 =3% = U= Support AHIAE HSotkl RolEZ SUSFAHR2 AZEN A0 ZH4E = UASH

SAP = Ol0ll CHet M= XX HsLICH
9.5 In the event SAP licenses third party software to Licensee under the Agreement, SAP shall provide
SAP Enterprise Support on such third party software to the degree the applicable third party makes
such support available to SAP. Licensee may be required to upgrade to more recent versions of its
operating systems and databases to receive SAP Enterprise Support. If the respective vendor offers
an extension of support for its product, SAP may offer such extension of support under a separate
written agreement for an additional fee. If the vendor does not provide the support services required
by SAP any more, SAP has the right to give reasonable notice of at least three months effective at the
end of a calendar quarter of extraordinary and partial termination on the contractual relationship for
support for the third party software concerned.

SAP Gl = A0l [Mtet ctoldiA AFEEXUA M 3 & AZEY N0 e ctoldASE H36te 22,
SAP = 48t M 3 At 2AZEQC 0 CHall sHE Kl 3 XDt SAP Ol MI&E3dt= =&22 SAP Enterprise Support £
M3BeLICE 2toldlA AHZH K= SAP Enterprise Support £ 22 = JUEE 22 M A2 CIOIEHHIOIAE =&
HAESZ HHO0IEGH0F & = JASLICH JHE SSLEHMOL Xalel MBS0l Ul XN¥ HE=S M3
SAP = FJt HIZE2Z €& MY HAS %N olads NJ HAE= M
2+ot= Support AHIAE O 0l& HBGHK &= 22, SAP= 2 A
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22 O OleI&EQ 22 oH X0 CHoll XA 3JHES| Alts &1 82
AMEELICH
9.6 SAP Enterprise Support is provided according to the current maintenance phases of SAP software
releases as stated in http://support.sap.com/releasestrategy.

SAP Enterprise Support = http://support.sap.com/releasestrategy 0l HAIE HE SAP AZE
gelao & RAE= A0 Tt MSE LI
9.7 This schedule may be provided in a local language (Korean) for convenience of the Licensee. In
the event that there are any discrepancies between the English version and the Korean version of this

schedule (including any attached documents), the English version shall prevail over the Korean
version.
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