SAP ENTERPRISE SUPPORT SCHEDULE
(“Schedule”)

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.

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.

1. Definitions:

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.

1.2 “Licensee Solution(s)” shall mean Enterprise
Support Solutions and any other software licensed by
Licensee from third parties.

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

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.

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).

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.

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.

1.9 “"SAP’s Customer Support Website” shall mean SAP’s

customer facing support website under
http://support.sap.com/.
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:

Continuous Improvement and Innovation

¢ New software releases of the licensed Enterprise
Support Solutions, as well as tools and procedures
for upgrades.

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.

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.

e Technology updates to support third-party operating
systems and databases.

e Available ABAP source code for SAP software
applications and additionally released and supported
function modules.

e Software change management, such as changed
configuration settings or Enterprise Support
Solutions upgrades, is supported for example with
content, tools and information material.
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http://support.sap.com/

e SAP provides Licensee with up to five days remote
support services per calendar year from SAP solution
architects
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.

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.

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.

Advanced Support for Enhancement Packages and
other SAP Software Updates

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.

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).

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
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code (for details see
https://support.sap.com/support-programs-
services/programs/enterprise-
support/academy/delivery/continuous-quality-
check.html).

Global Support Backbone

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.

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 Note Assistant - a tool to install specific
corrections and improvements to SAP components.

SAP Solution Manager Enterprise Edition - as
described in Section 2.4

Mission Critical Support

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).

SAP Support Advisory Center - as described in
Section 2.2.

Continuous Quality Checks - as described in Section
2.3.

Global 24x7 root cause analysis and escalation
procedures in accordance with section 2.1 below.

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

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).

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.

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

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):

o Tools for implementation, configuration, testing,
operations and system administration

o Best practices, guidelines, methodologies,
process descriptions and process content. This
content supports the usage of the tools for SAP
Application Lifecycle Management.

. 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.

. Participation in SAP's customer and partner
community (via SAP’s Customer Support Website),
which provides information about best business
practices, service offerings, etc.

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.

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).
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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.

2.1.1 SLA for Initial Response Times:

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.

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.

2.1.2 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
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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
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.

2.1.3 Prerequisites and Exclusions.

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.

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.

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

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016
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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 s
ascribed to a consulting request.

2.1.4 Service Level Credit.

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.

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

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016
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stated in this Section 2.1.4 is Licensee’s sole and
exclusive remedy with respect to any alleged or
actual Failure.

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.

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.

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.

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.

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 Enterprise Support Schedule (DUAL) koKR.v.9-2016
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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.

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.

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.

2.4 SAP Solution Manager Enterprise Edition
under SAP Enterprise Support.

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:

e implementation, configuration, testing,

operations, continuous improvement and
diagnostics
e incident management (service desk),

problem management and change request
management as enabled using SAP CRM
technology integrated in SAP Solution
Manager Enterprise Edition

e mobile application lifecycle management
scenarios using SAP NetWeaver Gateway (or
equivalent technology) integrated in SAP
Solution Manager Enterprise Edition

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016

CQC & StLt O]9 =5 L= A& A MHA NHo=z
TdE = AUSLICt SAP = E3F SAP EarlyWatch Alert Of
oS S dE7F HAE|AL 20 A ALEEALRE SAP AtZ
ME{7} Top-Issue & X2|5t= O O|2{gt MH[A7F HQSICt
4z goldts B9 FIHQ CQC £ M3 # UG LIL,
YARIES CQC 9 Hest 7

2O A AL AL ¥3 ol S8 ETH ME P°*01| EHOH
M5 gholgfjof BtLICE, CQC =& Al, SAP £ 2lo|dA
A HXOA HH A Y/ Ee ME HE MRS ST

2ofdl & PRWXPE 25 E= TH CQC M40] SAP CQC
BE X YHEO 7|HH5I0] SAP Sl/E= SAP 2| HE YK
&2 SAP lLfELﬂOiI osf MIE + UASS AFHLIL
Efolﬁﬁ MEHAE & EMO M2 CQC MIE HT5H|
23 FH|, HolH, 8=, §E5tn gx=Hol 2@ S5 HRT

751%*& g M3 Ao selgL o,

2tO[MIA AFE A= SAP7HCQC 278 A S Sz A0} 33 &2
Heotottt= @& 8gu . 2 #HEd2 od
Ha 5ZFE WO +=—E[O{OF LT
o] XIWE XI7|X| = d<, SAP= ¢t CQCE
AEHXOIA HSE o F7t &L T

2.4 SAP Enterprise Support 0f| [}2 SAP Solution

Manager Enterprise Edition.

oA

2
Blol4IA AR HXIT}
2Ho| Ml A

ne

2.4.1 SAP Solution Manager Enterprise Edition(%
o|of 2t M3 |+ SAP Solution Manager Enterprise
Edition 2| 2% H|F)2| AHE2 2 Al2fel HES #2H
SAP Enterprise Support 0f {2t (i) SAP Enterprise
Support M& H (i) 2HO[MA ABHX IT EFNHS
fIgt  ofEEAOIY  £HFI 2 IH=ET
A8 E[OfOF SFLICE  of2{st OEE|AH oM =T F7|
el O S o2 HsHE LICh.

BN ES 280

. T, T, HAE, 2F, NEH HM 3

=

>
m

n

AP Solution Manager Enterprise Edition Oj
SAP CRM 7|£8 &l Ar8Y £+ U=
M ZE|(ME[2 H23), 28 22, #8 87F

ot
i

r2 Mo o

ot=l SAP NetWeaver Gateway(HE+= 0|0
ste 7|=)E AM8dte ZHbY ofEZ|AH oM
H 2| AlLPE|2

Page 10 of 18



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.)

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.

For application lifecycle management as outlined under
section 2.4.1(ii) above, Licensee does not require a
separate Package license to SAP CRM. Licensee must
hold appropriate Named User licenses to Use SAP
Solution Manager.

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.

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 other than management of application
lifecycle management projects as described above in
Section 2.4.1; (vi) SAP NetWeaver Gateway, except for

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016
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the mobile application lifecycle management scenarios
within the scope described above in Section 2.4.1.

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.

2.4.5 SAP Solution Manager Enterprise Edition shall only
be used during the term of this Schedule and by Named
Users licensed by Licensee 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.
Notwithstanding the foregoing limitation on Named
Users, 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.

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.

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 and have licensed Named Users; 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.

3. Licensee’s Responsibilities.

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016
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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.

3.2 0ther Requirements. In order to receive SAP
Enterprise Support hereunder, Licensee must further
satisfy the following requirements:

(i) Continue to pay all Enterprise Support Service Fees
in accordance with the Agreement and this Schedule.

(ii) Otherwise fulfill its obligations under the Agreement
and this Schedule.

(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.

(iv) Establish and maintain an SAP certified Customer
COE meeting the requirements specified in Section 4
below.

(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.

(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.

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

(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.

(x) To fully enable and activate the SAP Solution
Manager Enterprise Edition, Licensee shall adhere to the
applicable documentation.

(xi) Licensee agrees to maintain adequate and current
records of all modifications and, if needed, promptly
provide such records to SAP.

(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.

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

4. 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.

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

e Contract administration: Contract and license
processing in conjunction with SAP (license audit,
maintenance billing, release order processing, user
master and installation data management).

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.

e Information management: Distribution of
information (e.q. internal demonstrations,
information events and marketing) about Enterprise
Support Solutions and the Customer COE within the
Licensee’s organization.

¢ 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.

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).

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.

SAP Enterprise Support Schedule (DUAL) koKR.v.9-2016

o RYO2I:hY RGO YR 2R AIZHH L ST B AT,
ZYE

F 5 2(E~a) 0ld) S l=ef/oiZ2|AH o[ d
i

HE2IA0]30f CHet S 2lae| X[ HEHET}

0
b= A H23E 2Kt 2Lt 2ol
A XY Z2MA B 7E2 MEA

t
X 2T dAtetE HA LM S22 HEE AYLC

o A E2|: SAP 2f BN TASt= AHSf W 2to|dAE
HejgLchEoldAa ZAL, X2 e H4, 2
F& Ne|, Ar8AH OrAH 8 AX| Hjo[y 2al).

o A ¥ =Y: 2o|MA ALE AR A GAZE 2 A<t
O|A38}0| Enterprise Support 2EM&S A28 £
Hoto| QAes 42 2loldAa AMEHA W/EE O
HEAel i 2¥E TSt =FLULCH o
A0 M Customer COE = SAP Of CH$H ©IE{H|O|

2293t Enterprise Support £8M

AP AIZEQ0] I A THE0 3

=
o e 4 B1os -
2 AWt o WL BE FXS £

H N
Of
2

El
mo ro mo hHu rot rn rr K

o
R n
od 1 oM

-

—
=

|Ct.
2l 2tojdla AFEHAR =5 W WE M2, 82

_

[ ]
oA rE
£ HL o oY O o m

|m

=2

8l O ElS E4|| Enterprise Support 23N 4
Customer COE 0Of CH2t HEE Hj=3tL|CE

o

o CQC X 7[Et ¥ MH|A AZ = 2to|lA ABHX=
SAP 2to| AMH|~ AE £ ZzMA0 YrHez
HFORLICH MHA =F A2 &7 73 T AR 0
H71Ho2 ALK Eu o

4.3 Customer COE 2 3. =)
2 AMASEE 12 7fF O|Wf =& (ii) 2t0| A AP HXEIF

Enterprise Support 2848 & XA 1 JHE 4t HI=LA

BtojdA AFBRAE #F (i)

32
S &l Customer COE & HEOF StLICH. SAP 22E FA
&£ Customer COE Q15 E= MeZSES HSSH7| b
Customer COE & ZHAt Ex%} ?

2ot EE O oL 2t x|z Ol
XpM gt Hee SAP g

2 ALO| E (http://support.sap.com/ccoe)0| Al ZEolEt

UE LI,

4o ¢ 2

5. Enterprise Support 2. SAP Enterprise Support
3= ¢ HRE MXZSEH, ST WE2 & Ao
HRE 2EO0|LF EFEMO| HAIELICE

Page 15 of 18


http://support.sap.com/ccoe
http://support.sap.com/ccoe

6. Termination

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.

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.

6.3 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.

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
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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.

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.

9. Other Terms and Conditions.

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.

9.2 Licensee hereby confirms that Licensee has obtained
all applicable licenses for the Licensee Solutions.

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 (ii) Licensee shall not be entitled to
transfer a service to the next year if Licensee has not
utilized such service.

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.

9.51n 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.
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9.6 SAP Enterprise Support is provided according to the 9.6 SAP Enterprise Support L

current maintenance phases of SAP software releases as

) DAl E
stated in http://support.sap.com/releasestrategy. http://support.sap.com/releasestrategy Of YAlE THE
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