SAP ENTERPRISE SUPPORT SCHEDULE (“Schedule”)
SAP ENTERPRISE SUPPORT THA| A (0|5} "HAIM™)

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.
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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:
80 Fa|.
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.

ot

.I
o
&2

"Go-Live"& Enterprise Support 8 M9| 791 L= Y02 0| = O|F 2to|4dlA ALEHX7F A oo a2} 2
2% ZEO0|M 2toldl A ALSHALS| LHE HFEE AASHY| /s HX HIOIEE XME|St= Ol Enterprise Support =
A3t AIFE HEAIGLICL

2
=

1.2 “Licensee Solution(s)” shall mean Enterprise Support Solutions and any other software licensed by Licensee from
third parties.
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1.3 “Licensee IT Solution(s)” shall mean Licensee Solution(s) and hardware systems supported by Licensee’s IT
team.
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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.
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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.
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1.9 “SAP’s Customer Support Website” shall mean SAP’s customer facing support website under
http://support.sap.com/.
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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:
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Continuous Improvement and Innovation
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o New software releases of the licensed Enterprise Support Solutions, as well as tools and procedures for upgrades.
2tO[ M A El Enterprise Support 22 M| M2 AZEQ0 2|2 ¢ 0|E = 3 &

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.
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e Forreleases 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.
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e Technology updates to support third-party operating systems and databases.
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e Available ABAP source code for SAP Software applications and additionally released and supported function modules.
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e Software change management, such as changed configuration settings or Enterprise Support Solutions upgrades, is
supported for example with content, tools and information material.
ATEQO HZA 22|(0l: 74 MY BZH EE Enterprise Support 8 M Gg0|E)7t EHX =71 HE X2 S0
CHsh x| & & L ct.
e  SAP provides Licensee with up to five days remote support services per calendar year from SAP solution architects
SAP = 2tO[dll A ALSHALO|A| Szt X|Cf 5 Y2t SAP 2 M HAXE &% ¥4 Support MH|AE XS5}
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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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.
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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.
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Advanced Support for Enhancement Packages and other SAP Software Updates
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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).
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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).
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Global Support Backbone
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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 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).
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SAP Note Assistant - a tool to install specific corrections and improvements to SAP components.
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SAP Solution Manager Enterprise Edition — as described in Section 2.4

SAP Solution Manager Enterprise Edition — X 2.4 20i| 7| =&l Htof &,

Mission Critical Support

Yy AR X

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).
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SAP Support Advisory Center — as described in Section 2.2.

SAP X| ¥ X+2 MIE - & 2.2 stof 7|& &l Htof M.

Continuous Quality Checks — as described in Section 2.3.

K&l 28 Md - ® 23 ol 7|==! Htof mE.

Global 24x7 root cause analysis and escalation procedures in accordance with section 2.1 below.
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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 resolution.
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Other Components, Methodologies, Content and Community Participation
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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).
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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 & &d AT FEE HAE HES U H2E AHZE MEE = Us
Z2MA YO T2 A ZHX, E5H SAP Solution Manager Enterprise Edition 2 2t0|MIA AFSHXLS| HAE
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e Content and supplementary tools designed to help increase efficiency, in particular for implementations.

E9] FoMe 2edE =017 flot 2HEA HE =7
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 O E2|#|0| M =HF7| #2|E st =7 X ZHX(SAP Solution Manager Enterprise Edition /5= Enterprise
Support 2FM /L= Enterprise Support 84 28 ZAM L/E= SAP 1A X2 HAO|EE Sl MSH)
o Tools for implementation, configuration, testing, operations and system administration.
T, 79, H2AE, 23 A A|LH 22[E Rl =7
o Best practices, guidelines, methodologies, process descriptions and process content. This content supports the
usage of the tools for SAP Application Lifecycle Management.
D A, 7}0|EE}Ql HHHE mRMA MY 9 Z2MA 2EHX 0] 2EIXL SAP OEZ|H0|M HF7|
e =7 AFEE X RI LT
) 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.
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. Participation in SAP's customer and partner community (via SAP’s Customer Support Website), which provides
information about best business practices, service offerings, etc.
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21 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.
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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(jii).
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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.
CHEol MHIA =& THo|("SLA") 2 SAP 7t @M+ 1 = 20 Zdoz Qs 2 EAMO| AR MHEHS
555l 2= 20l A EHF HEELULCL Y SLA= 2 BMHAMe 23 2L 0|F AXE= X W
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2.1.1 SLA for Initial Response Times:

Z|z= CiS AlZHOf| CHot 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 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.

ML 1 EMECIIR =3 (Very high)"). S4&=2 1 2MEe 2% SAP= oY 2421 28E =4 =
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b. Priority 2 Incidents (“High”). SAP shall respond to Priority 2 incidents 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.

= 2 EMECESHigh). =9 2 ZHTS 8% SAP = SAP o ¥X| 27 AlZh 0 3iE =2
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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
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Customer Action means the incident was 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.
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2.1.3 Prerequisites and Exclusions.

de =4 A oe.

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 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.

M ZH. SLA+= (i) Ot A 2 Z0f| [HE ALEX} ol ZEO Cist 22 |2 249 ZRE H 2lsty,
EXH0| SAP oA "Hst Qe EA|" MEfZ 233t Enterprise Support £FM0o| 2Iz|Aet RBHAE Z40|1, (i)
2fO| A ALERHXIE SAP 7 E1El @B E ME|gtE O ZRIHSAP Note 16018 EE= O|E CHA|St= &= SAP
Note Off HA[E) 23 ME At Zetdt= SAP Q| Al 2T M2l 232 Ao M2t SAP Solution Manager

Enterprise Edition 2 53H o2 EMTE M=oty (i) 2MEO| 7|2 RAEF £ Y |RAE0| iYst=
= A
SEIES

oF BAE Aolgts MY =H0| RE EMTO s SFE Font

Enterprise Support &M X &
Mg Lo

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.

& 1 EMTL B2, 20| HlA AL HALE (a) SAP 7F ZHIE Tt = AEF ZHQ A2 QI3 YF0 0[X=
IS AMSHA 7I£5t4, (b) SAP °F AERRER4x7) HAZ 2ALEY + AEE 2 M0 IE 2o~
AMEHAL| o Fof A —?—J% |1 ZHE S22 XI3H7| flet S8 XA S A0 n]gs w2 o AE0]
tset HEAS HIXISEL, (o) AIAEOof Ciot /A AZAS 4785t SAP O 2Rt 212 H0|HE MI5t7| flet
2tOl A AL HAL HEAIE XFotes 7t M8 =S SF3H0F LT
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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.

o[ SAP Enterprise Support 8| 22, £3| LIt 22 Y2 M2 1 EXF -2 SLA oA ®| 2| & L Cf,
(i) 2HO|MA ALZHALE QI8 S| 72Ul Enterprise Support &2 MO| 2a|A, HH Sl/EE 7|5(SAP Custom
Development 3l/EE+& SAP 74|°“‘A¥7f st 4 =EsiLt ofof =otE|X| Qb2)nt AE EXF. T SAP JHY
IHKZ FEE AEX Yo A== 0 LICE (i) Enterprise Support £FM2| Y27} ot MEL =2,

7870 EE O HEHE HE I7 {0l 2ot XA, o2{st Z7t M-S SAP E= SAP 2| A FALTt
gRiCiete YustA M elELIct (i) EMTel 22 /20| 2EE0| otL|gt 7|5 FEO[AL Y 2F") XY
HAIXIZ ALY @80 £3t= E2.

2.1.4 Service Level Credit.

M|~ 4x 385l

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.

SAP 7t ot 27| Lf 2= SLA TA| At 2] 95%01l M FaH T Al LHol| T8 82, fI0ll Z7|=E CHE SLA Of
et o5 st Ho 2 ZHFELICH 2to|MA AL XL} Enterprise Support A2 7|12F & st 27| 2t 2|0
HAE SLA E 7|F22 2071 O|2te| BEMT(ZE SLA A OAM)S M=t H2, etoldla A8 HRH= SAP 7t o
27| &t 27 0]4Q —EHI’“OM YA|El SLA 7|7+ ZDHSEX| LQUCH SAP 7} 2toldlA AL RO CHs 2o
YA|El SLA Of [HE o R E Cist Ao 2 ZtFE0| Sl Ch

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.

A7) M 2141 20| W, SLA 71200] SFEX| 28 FLCBOIY) T A4 L BRI HBYLCL ()
2Ho|MA AFSHRHE SAP Of BE 20% HOIS M SXIBLICL (i) SAP £ oiZ FHS ARSI 2tojda
AFS AR 0| e 9N EE Hiotots AR At SLABE 5ES

4 H 2 OME MESLCE i) 2ol A AR AR}

Yoiot= EXMLE Z2MAE AFSH| ISt =2of T3l SAP Off HESH XS MSLICE (v) M 2.1.4 =0 02

BAME 7|Hto 2 SAP £9| E0|H0| YBE 42, SAP = EUE0 LB E SO0/ 2H210f CHs shE 27| 2toldA
0 f

o]
A& Xt SAP Enterprise Support 252 0.25%0| i Edt= MH[A =F 32X ("SLC")S 2tO[ A A ALE #ALL| THZ

<
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SAP Enterprise Support 23 ET7AM0| MESLICE (T, 2718 Z[Of SLIC &= iy &7 2toldla AL HAL SAP
Enterprise Support 32| 5%E EX| 20toF fL|Ct) 2toldlA AL @#Xt= SO0 LMot 277t Blis
SHEEE 2(1)7HE O[L{oll SAP Ol SLC of Chall S=aiof & MA0| UESLICE SAP 7k SLC Off CHsl S&3t 2 A7t
Ve FES MUHoR MIH2 A7t ofL|2tH ofHt HF = X2 K| AELICE 2 M 214 20| FAIZO U=
SLC £ 20|13 @o| = AX| Z0[H0j CHSt 2to[A AL AL §USt HHERE O LK X4 @) L| T},

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| & Xt2 ME. Enterprise Support &40} & 2&H0| A= 4= 1 2 Top-Issue O CHSH SAP =
SAP X9 =% U ¥ 2 aF2 fot 22Y R (IEY X|J A2 dH)S 2Lt X XAHE dE=

4L CE (i) Top-Issue Of CHaE R4 XA - X[ & X2

ChEat 22 iy X3 HEgs o ot HEHE ZH &els 28 A5 FF
o= HQ 242 7SO ot FoH oA 0] X el Agts U () €8 ' X S #E =8 S 2o[dA

X0l EF MA MHA HS A =&, i) A2t 13 28 Al SAP Enterprise Support
A Al SAP Customer Center of Expertise 2| {7 7|2 Q1Z 8l (v) X|HHQl EZ

22| (of2h X1| 2.3 o*01I HolE), SAP o 4 A7 Sl/E= ME HY AFZO|AM Enterprise Support £F42| LE{ 7t SITH

HEfZ BEAIE= 20 A CQC £1) QI E M-S L

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.

SAP Solution Manager Enterprise Edition 2 &% X|£H 0l E2 & M3l FH| tHAZ M, 2to[MA AL XS] A
=2 A S|

AR SAP = Enterprise Support 2F M2 2|2t 1 2/9] o|F HX| MH|A("RT| BIMME SS2E -l of gLICL

£7| Bots sAP BE X 2ME 7|¥oz gt

1=

S
k=3
=

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.

X GE SAP X[ @ A2 HE M E FOIE ALESHH 20| A AFE AL At FHEROt2) siE EF H=)LE BEAte
oHE 2 2o AT EF HAZ Y X 23 2Fo| et MHAE MITLL 018 7tsd oAl &

g

2
EY JM3}l Hs = SAP Note 560499 Of|A] =tolst 4= Q& L|C}

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.

Rlg AR MEIE 2{0f FAIE SA XY B 2eiof tfal ST A0 Enterprise Support RMO| B3t A £
ol ~Zefoldt X7 20| A= MK T X[ AL T}
23 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.
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SAP 9| XXl EX HA. SAP 2ZEQ0 &M HAHE Mzist Mo
OO 12| O] M, Top Issue &), SAP = Zf SAP AZEQ|0] £F M0 Cs A7h %
EF Y 3 'cQC)g M3y
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.

HB2(Go Live, ¥ 0|=
A HACRSH

CQC = ot oj¢e| =5 £ At ¥4 MH|A MUz & 5 JASLICE SAP = £ SAP EarlyWatch Alert Of
olsff FCH ZBEIt HIOE|ALt 2to|MA AL AR SAP AHE MIE{7L Top-Issue & X2lst= O O|2{sh AMH|ATt
Eositty &3 golsts 4% FHHY CQCE H3E = USUHLEL GMAE2 C

SAPO| et 2tO| A AFE ALl &E o|F S5 ET MF Ao tish &= gofsior gLt cQC = Al
SAP £ ZtO|MIA ALSHRLO|AH H& A=l Sl/=s ME AY M-S HMSSLIL

Qc ol Mt fEm LMY,

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.

2IO|MIA A2 K= 8

S¢ SAP THEH O o3l XS
AH|, Hlo|H, M, MHEsiD

HH cQc Aﬂﬁol SAP CQC HZE A HHE0| 7|8510] SAP H/E= SAP 2| HH X ¢l
= ASS ™ LCL 2to|dlA AEHXE 2 M0 HE CQC a2 FTI5H7| 2[3
&}
=

=
S= HIZS 2% AHS MY Ao SegLch

ot mi rr

=Hol A3

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.

2to[dl& AMERAALE SAP 7t CQC €8 HEdS A7 2O 3 2|2 Hoteitts de AU €8 #HE2 ogE
MESLEDE 2|4 5 22 TO| +AE|0of gttt 2tol A ALZJRZE o] X|HE X|7|X| S 8%, SAPE At

CQC £ 2ol dA AL HAIOA Mg 2| F7F GlE LT

24 SAP Solution Manager Enterprise Edition under SAP Enterprise Support.

SAP Enterprise Support 0f| [[}2 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:

SAP Solution Manager Enterprise Edition(X O[O [}2} XS E|l= SAP Solution Manager Enterprise
Edition & & HE)Q| A& 2 & Aol HES 2 SAP Enterprise Support O [F2} (i) SAP Enterprise
Support & & (i) 2fO[ A AFEHAHIT E2RH S 2ot OHE2|AH0|M +=HF7| 22| FHo =T ALEE|0foF
SrLICE ol2{gt ofE2|AH 0| = F7| #e|= Ohg =X 22 HotE LT

¢ implementation, configuration, testing, operations, continuous improvement and diagnostics
7, 7 H2E, 29F, X&5H Vi o R
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¢ 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 0 S2E SAP CRM 7|2 i A += U= XA
ZE[(MH|A H23), =X 2], HE /7F e

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 Ol &2HEl SAP NetWeaver Gateway((:& 0|0 Edt= 7|=)E
AH&dths ZHHY OfZ2|AH0|M =7 22| AlLt2[2

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 0l &&=l SAP Project and Portfolio Management 2| Z2HME
e 7|sS AESte 2o|HA AME AL IT 2R 42| OfZ2[AH 0] 8 2| Z=HME 2| (T, SAP

Project and Portfolio Management 2| ZEZ2|2 £t2| 7|52 SAP Solution Manager Enterprise Edition 2|
HRI0| F5HA] o 2ol dA ALE AL He 2 20| WA S F| S 0F gL Ct)

¢ 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 Bl software is licensed by Licensee as part of the Enterprise Support Solutions.
SAP Solution Manager Enterprise Edition O &2 & SAP NetWeaver 7|&2 &d 0|8 7ts% &2,
BUHE, B3 8 H=LA QI-Ee| A HI=LA Q”E|FAE ok 2toldlA AFE XML Enterprise
Support EFM2| LHZ S SAP Bl 2ZEQ O 2f0[HAE F| S0t R0 = s E & AFLICH
For application lifecycle management as outlined under section 2.4.1(ii) above, Licensee does not require a
separate Package license to SAP CRM.
71 M 2412 (i)of AIE OHE2AH 0 =T F7| &2|o| 2, 2toldA AFERAH= SAP CRM Of CiisH
Yol 7| X| 2to|IAE @S| f& LTt
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.

2lo| A AFRHAHS B E SAP 2HO|AIA AFRAXIZF VR © 2 SAP Solution Manager 2F &7 0|8t
&= A= SAP 12 X[ Y HALO|EO| SHE SAP HIO|E{H|O|AE AHEE &= UELICE o|2{st AELY 2to|MA=
SAP Solution Manager 2| 7|8t H|O|E{H|O| A= M| £t21 H|O|EH|0|A AL Z H|The|D{ 7HE UFAMo| &
YMAMe =Ho=Z NgHE LICH

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; (i) 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 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 {|0|A gt =& 0[2e] 82 ALEE = gl&LCh

H&l Mot At S SHEOHA| 2 BA, 2to|MlA M8 AHE 53| ChE1t 22 M S ?I3l SAP Solution Manager
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2| #e| B Z2NME 22| 52 E& T Project and Portfolio Management, (vi)
2l 241 30| 7|=E HY LHof A= ZHIY O EZ|A 0N =T F7| &2| ALt2|RE X 2|3 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 1724 X[ ALO| E(http://service.sap.com/solutionmanager) Ol Al & X 2.4 &0 [HE SAP
Solution Manager Enterprise Edition At A& B I E =A| YHO|EY 5= JASLICL
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 2 = YA A 7|7t S, SAP 2T ELQO{0f CHS{ 20 A E
Hotol| wel, 2tojdla AFSEAMe] LR Hl=HA 2 X2 2-goM 2toldlA A8 AR SAP 23 X|J
SHOZ 0 ALZE|0fOF BL Lt {0 @74 E AFE 0| 2|2| SAP Enterprise Support 0f [} SAP Solution Manager
Enterprise Edition 7|5 A0 Lt ZE AHTHO|= SAP 2F°| = MM &o|7t HEELICH siE 7|50| SAP
Solution Manager Enterprise Edition & &3tHLE 12t 2&SI BMA 750t Bt OFEHZEX| LT
2Ol A AL A= 2tO[dlA AMZ AL IT 840 2 23 A= X2 E[Z 2, X[/ E[Z0 JEf S E[Z
2ol F, HE 2 SXC 2 20| A AL AR 20| 2 HM A 7|2t S2F SAP Solution Manager Enterprise
Edition 2| & 2T MH|AE AIESIER S8 = ASLICH
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.

2tO[ M A A A X7t SAP Enterprise Support & SEHSH D M| 6 Z&0|| 2} SAP Standard Support € 2&
42, SAP Enterprise Support 0| 2|3t 2H0|llA AFE-RHXFL| SAP Solution Manager Enterprise Edition A& 2
ZLHEILICE O|F 2todla AFEJXEC| SAP Solution Manager Enterprise Edition AM20& SAP Standard
Support MM Z=210] HEElL|Ct

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.

2to| A AL RAH= M| 3 AH7F SAP 2T EQ0f0f Ciet 2to| A S FSUCH StEEEE SAP Solution
Manager Enterprise Edition AF&S AMH|AZ 3T A 3 AO|A MSY =+ SSUCH T 2 Ao w2t SAp
A [=

o
SZEQO0 AN & As ASES XU M3A= 2 MM =dof w2t 2tojdA AFE AR L&

=
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& X nEOM SAP & X =X0j| $HiA{ Tt SAP Solution Manager Enterprise Edition Of]
A& L
3. Licensee’s Responsibilities.

2iol A AL XI2| A Q.

31 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 ZE13 2|, 2 FA0f 2} SAP Enterprise Support & 27| {siA 2H0|AIA
A2 EAHE XY A2 MEE 93t SAP Customer Center of Expertise LHO| At @ AS Zta Fof FAF EHY XA
HYXME X|Esta, HIRL oY BEALe] Aots FO{2E2 2| Q10| A AMEX| HS Fe = JAZE AKX AT

1

FE(5| o|H Y =2 8 Hat HD)E Mook LT 2ol A ArERAALS| g BHEAtE 2to| A AL RO A

Lot AW At Sgals XA 2ol daid ZWS HEY £ Uk AS I, 2tojMa ABURLl
CH2| 10O OF gL L.
3.2 Other Requirements. In order to receive SAP Enterprise Support hereunder, Licensee must further satisfy the

following requirements:
7|Et 2. 2 A 20| 2 SAP Enterprise Support £ 27| {8l 2t0[ A AL A= CHS 27 AtEHE S5 0H0f
Lk
(i) Continue to pay all Enterprise Support Service Fees in accordance with the Agreement and this Schedule.
2 AloF 9l 2 HAM MO 2t 2 E Enterprise Support A H|A 2FS A &8|A X238 0F L|Ct.
(i) Otherwise fulfill its obligations under the Agreement and this Schedule.
2 ot = YHAO) 2 7|EF 9| RS Seelof BT

(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.

SAPO|M Fofgt 7|g #E BXE Sl B4 HMAE NS 7S
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UAZE AFELICL Support MH[AE o) HRot AZEQ0] AR HE Lok HHEA| DX E[O{OF LT XbA|TH LiE2
Note 91488 2 HZSHUA|IL.
(iv) Establish and maintain an SAP certified Customer COE meeting the requirements specified in Section 4 below.

Ofz M 4 =0 YA|El @2 5F5H= SAP QI3 Customer COE & A 2SI FX[sHOF HL|CH.
(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 Z[4l DiX| 2j|# % %4 SAP Solution Manager Enterprise Edition Support I{7|X|7} Z&HEl SAP Solution
Manager Enterprise Edition 2ZEQ0f A|AHRS AX| 74 X 2 S HE{O{OF gL
(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.

28 A|AHIO|A SAP EarlyWatch Alert E 2dalst HIO|HE 2to|MA AHEHXIZE 2F &2l SAP Solution
Manager Enterprise Edition A|AE0| T&sHof ofL|ch. O] AMH|A &7Ho| Ciet FYE= SAP Note 1257308 &
RSN 2.

(vii) Perform the Initial Assessment as described in Section 2.2 and implement all the recommendations of SAP classified
as mandatory.

H222o 7|8 =7| 7tE +H5t2 SAP 7t 2R 2 E/et Z= Y Al E FogL o
(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.

2to|ll A AHEHALS| SAP Solution Manager Enterprise Edition 1t SAP AtO|, Enterprise Support &% M 1} 20| 4l A
AR EXF2| SAP Solution Manager Enterprise Edition AHO|Of 1 A& Z+zt AYsfjof &L Ct.

(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.

2Ol A MEEAE 2F Al2"D 2F ALHO| AZEE AL-O DS 2to] A AFEZ XS] SAP Solution
Manager Enterprise Edition A|AE Lo &84 2t sy HZLA Z2MAE |RX|ESF610F SLCH  2t0[MA

A2 EAHE 2tO|MIA AFEAXEC| SAP Solution Manager Enterprise Edition A|AEO] ZE 3 £ A7 0|=
Z2MEZ 2Asteof Bt
(x) To fully enable and activate the SAP Solution Manager Enterprise Edition, Licensee shall adhere to the applicable
documentation.

SAP Solution Manager Enterprise Edition 7|52 M2 ALESt2H 204 AL A= 2EE MO XS

tatoF gLk
(xi) Licensee agrees to maintain adequate and current records of all modifications and, if needed, promptly provide such
records to SAP.
Al = B W0l oish HES 4l JEjel 7|52 RIS, 2HeY B2 SAPO| dzst
7188 AUESHA Mag Aol St

(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.

SAPOAl RH|O|ELE YO20lE EE OHER
&3 0F L.

o

S MSst=s GAl sAP K| 21=2tE & 2 =HFE

mjo
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(xiii) Inform SAP without undue delay of any changes to Licensee’s installations and any other information relevant to the
Enterprise Support Solutions.

2todlA ALEARLS| MX| Abtof CHt #HZ 3 Enterprise Support &Mt S CH2 2 E JEE X[H 20|
SAP Of 22{OF gtL|Ct.
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| 9&. Z}O|MA A H A= SAP Enterprise Support 2| @R EO 2 HS &=
A JHXIE Z[CHst 2-8317| I8l Customer Center of Expertise("Customer Center of Expertise” &+ “Customer COE
& 2 EBHOF 2 LI Customer COE = 2HO[MI A AFZ AR O3 SAP K|/ Z=X|0te| 3 A8 A Eatt Y A2
X ELCh 1Al COE 2AM Customer COE & SAP 7} XM|&3H= Run SAP #HH 2
PAZEQQ &RMD BBE H=LA T2 M2t AILAES X0 Foilt
Customer COE = Z& F& HZLA Z2M A 28 MYS Me|LITh SAP = Customer COE £ 7|5 & 7|5 7
H10]

mEMEQ} WO S0 ZRMER A UG BIULIL
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4.2 Basic Functions of the Customer COE. The Customer COE must fulfill the following basic functions:
Customer COE 2| 7| & 7|'5. Customer COE = CSIt &2 7|2 7|52 &F3l0f &L Ct.

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.

Rl oA sE X Go] M 2R AlZHE 2 812 8 AIZH F 5 Y(E~3) 04) Bt elmaloiEal# ol
U 2 OofZ2(A 0| Mt S FZES A X HHEHET}L 4F5t= XY QA3E &X5t2 Y
2O HIA ALERAL XY Z2HA R 7|52 MH|A AE Z2MA 5L 215 ZAtet
AL

e Contract administration: Contract and license processing in conjunction with SAP (license audit, maintenance billing,
release order processing, user master and installation data management).
AoF 2t2]: SAP oF 2 TAMSt= Alof & 2tO[MAE Me|gfL ChEMo|d A ZAL, RXIES g H7, el F&
XNa|, A+EAF OpAE 81 AX| HO[E 2ta)).

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.

il 2F = 2oldllA MRS A EAZE = Ao S[HBHY] Enterprise Support EFS A8 & U=
DOl A= B 20| HA AL /s O B A EMe /Y 2F S st =FEL L o
Customer COE £ SAP 0 C{ot QIE{HO|AR 7|55t0 EE Q% Enterprise Support 234 #HY
STEQO 8 e[ MEH| S A=H HE HYgS Tdst= O 2% 2= =X E F5t

¢ Information management: Distribution of information (e.g. internal demonstrations, information event
about Enterprise Support Solutions and the Customer COE within the Licensee’s organization.
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HE #al: 2to|MA AFE A 22 Lo R o2, ME o[ME U OrA & &4l Enterprise Support 234 A
Customer COE Off CHPH HEE Bz gtL|Cf,
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 L JIEF €F MH|A A2 £ 2o|MA ALSRRE SAP 9fof MH|2~ AHE 47 mRAA0 HI|Nem
FolgLoh MHIA A=l2 27| 7 72000 AR F71H o2 ASKSiA ZAlE LI
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).

I>

Customer COE Q1F. zZiO[4lA ALAHRE E= () & LMIZLH 12 4 o[ E (i) 20|l
A E X7} Enterprise Support 28M & A& 170E it HI=LA RS Q8 MAIZH ZEZ ALESI7| AlRlSH
6 712 O|LHof 21Z =l Customer COE & A 23|{OF 2FLICt Customer COE & SAP 22 EA| 7|2 Customer COE QI
L= TeESS S5t H ZA EXE Sat6ioF LICEH 7H8% 21F &0l ot 220 otL2t 2[X 215 & TS

il o
Xt =0f 25 XHAIBE LH2 SAP 12 X| @l BALO| E(http://support.sap.com/ccoe) 0| Al &Holgh 4= Q& L|CT,

o
F

4ol ot

—

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 23. SAP Enterprise Support 232 ¢ |2 MX| LM, sy &2 & A oo L=
SEO|LE Mo FAIE LT
6.

Termination
S x|

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.

AIZE|Z] 370 Holl M3

SAP Enterprise Support £ (i |
& GARIE SR SXE Haot

SXE Sl L LAt oo SiX[E = UELICE @ ™o AT ZE iKX=
Al SAP Enterprise Support 7|7t0] ZERE|= A|HO| S ZSLICH O L} 2HA 10| 2to|MIA ALEHXLTIE SAP
Enterprise Support 222 X| 231X 2% AL, SAP = MO Z 0|2 EX|8t & 1742 S0 SAP Enterprise Support £

SR = ASLICh

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.
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M 6.1 o] e 2toldlA AFERARIS| HE[0 = %-‘r‘ﬁfﬂ_, 2tO| A AFEJEALZE 2 Aof0) hHE 2= 2R E
=O0|AHSIX| BUCH= AMHE TH 2 St0f, 2t0| A AFEAAL= () 190 of H AME= BE XY e FE2 842
SAP Enterprise Support Off Cigt 2tO4dlA AL AL R F& AI AIZHEL A 7|2t o|= o Al 7|20l AlZftE|7] 374
TO| SAP Off M SX[E ELHALE (i) 1 A0l oF B HAEX| @i= BE X @ e 22| % SAP Enterprise Support Of
Choh 2foj A MERARIL] A =& Al AIZHE A 7|2t 0|2 Yol ol & ALl 7|Zt0] A[ZE[7] 3742 Tof| SAP Of
M SX|E ELHOf SAP Standard Support & M e = QS L|Ct 2fO| A ALEHAH= O] 2ot MElS Mo = SX|3| o}
8104, SAP Standard Support 7t A|ZHE|H A3 SOl SAP Enterprise Support = 8| X| &/ L|Ct. 0|2{3F MEH2 B E Enterprise
Support Z2M0] H-& M, SAP Standard Support 0l CHSF SAP o] SA| AL R A (7HH S Zetste| 0[]0 JoHe|X|=
®3)el M8 LS LTt SAP 2f 2fO| A ALEH A= 20l A AL A ALS| MEHTE SAP Of GA| ZHE E A5 215k
= Alofof thot HE AUML 7EF M E Zd L
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 or partial selection of SAP Enterprise Support by Licensee shall not be permitted in
respect of any part of the Agreement, its appendices, schedules, addenda, order documents or this Schedule. For the
avoidance of any doubt, partial termination of SAP Enterprise Support shall be permitted 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.

o| ol ~X|E 2U0H7| I8, SAP Enterprise Support £ S X|StH Lt & A 22| Support AH|A MES Zof 2t
20|l A AFEHXLIL CHE R 9| SAP Support A|H|A S MEiEH A & A< —‘?'—%, 23S HAMAM, FIHA A, EF M0
(2 2to|dlA0 25 AZASEAH MEL|M, SAP Enterprise Support 2| & SlX| L= SAP Enterprise Support Of CHet
2Ol A AFB ML RE ME2 2 Aok 25, Z1F PAMA, FIIAH UM, DT £ 2 BMAL OfH 220t #AHSNME
Z3 H8EX  AsUCH oMol AoXE  Zof7| fI8, SAP Enterprise Support 2 EFE{X|=
https://support.sap.com/en/offerings-
programs/strategy.html?cq ck=1490641828631+#section 1614725897 O AIA| =l SAP S &2 X| Yo ==
420 otstof s{8E Lt

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 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.

gel. = MM s ot A=K &2A5H7| 28, SAP = F7|H22(SAP #E EAO| M2} X
2O of ) (i) 2to|M A ALZHRZE M St LI F=otX|, (i) 2tolA ALE R M 2.4 20| FAE AHetah K of

Abehof| 2t Solution Manager Enterprise Edition & AF&35t0 Q=X 2L EZE Hsto| JAELICEH

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.

TH7HA]. 2tO|MIA AREHXLZ} SAP Enterprise Support EFME .’.SIZF_ H3Y CH2Eol AR A|ZISHX|
ARUXZLE SAP Enterprise Support 7t 9 X 6 &0 el SiX|ERAHL b S0F EIOIMIA ARE X0 28l
HEEZ|ACHIL O|F 0| LESIAHLE XHIHAIE 2, SAP £ Sl 7|7t S LS SAP Enterprise Support 220 ZH7HA|

TTRE MUY FUS AL

_|_

9. Other Terms and Conditions.
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7|8t =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 Of| M X| S8t SAP Enterprise Support 2| #Hel= AMEX| HG)HE A MH ELE Soff ¢ tHfI2 HAE
% gL
9.2 Licensee hereby confirms that Licensee has obtained all applicable licenses for the Licensee Solutions.
2tO| A AMEEHAtE 2 FMAMO| mal 2tojdlA ALE AL £2J0| Tjeh 2= 23 2t0|HAE HSYSS
grolgrL ot
9.3 In 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
(i) Licensee shall not be entitled to transfer a service to the next year if Licensee has not utilized such service.

2HOl A AFEHAZE1 oM 12 EE 71ZE22 A7t StLt O] &o] MH|AE &S B2, 2t A AHZHALE (i)
= MM 23 280l 9E 302 0|22 2 N A= fl2 ME|AE &S 5 B2, (i) e F=0i| AHESHX]
oto

MHIAS 8 GIE2 0|2 & glgLc,

n
s

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.

SAP 7} M| S3t= SAP Enterprise Support £ M2 2&3X| & 42, SAP 7 XA el 2H & ntetstof 0|
8 = U= Support MH|AE HSSHA| RotE2 EUFAYR AZELQ0 50| gl = ASH SAP =

Cieh MY S X|X| &L

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 Ol Af = ASfof et 2to] A AFZZXLOIA M| 3 A 2T EQO{0]| CHot 2to| I AE HEdt= 82, SAP =
2zt N 3 A 2ZE0{0] CHsl s X 3 Xt7t SAP O MESHs =F2E SAP Enterprise Support & M3
2tOlli A AFE A= SAP Enterprise Support & 2 + UZE 2% MAe: CIOHHOAE =M HTS
YOOl =sHof & 4= ASLICE W8 SS M7 AL 2| HF0il THel X| ¥ AES MSdtes 2, SAP = F7HH[8L2
g ME AS O 02T X3 Y2 MSY == JUAEUCLL SN SAP 7t 75t= Support AHIAE

Ol MSSHA| B= B2, SAP = & M 3 X 2ZELOf X[AS e Ao 2AC o oA el F2 X0 Chal x|
37hEe AiZtE £ SEE #oto] 2l Ol 24 27|20 2= 0| A|ZHELICY.
9.6 The parties agree the terms of the then current Data Processing Agreement for Cloud Services, SAP Support and
SAP Services (“DPA”) found at https://www.sap.com/docs/download/agreements/data-processing-agreements/sps/data-

processing-agreement-for-cloud-services-sap-support-and-sap-services-englishkorean-v1-2024.pdf apply to the Support
Services and any other professional services SAP may provide to Licensee.

SARE2 SR E AH[ZA, SAP Support S SAP AH|A0| 2ot FA| REoF CIOIE X2 A 2f("DPA")O|

SOt Lt 3T DPA = https:;//www.sap.com/docs/download/agreements/data-processing-agreements/sps/data-

processing-agreement-for-cloud-services-sap-support-and-sap-services-englishkorean-v1-2024.pdf O|A =tQlgt ==

2190}, Support AlB|2 X SAP 7F H0] 42 ARG HIOIA MBE 4 s 7IEt TEHAM Y As|20| HEELCH
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9.7 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 Ol HA|E CHE SAP AZEQ|0f &[22 &
FX| 2= CHA0f 2k XS & L C
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