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Scope Document
Max Success Plan

¥ Bl ST
Max Success Plan [ & 3i+%]
This Scope Document forms part of the Agreement only if the Order Form includes the Max Success Plan for
eligible Cloud Services. The entitlements described in this Scope Document apply solely to the Cloud Service

for which the Max Success Plan has been purchased. These entitlements are provided in addition to the Support
Schedule for Cloud Services incorporated into the Agreement.

AT AL S B G H = IR S5 Max Success Plan [4x1i s D vt , A8 [ SORS A # st it — 230 A&
0 FE SR TR AR & T 2% Max Success Plan [4XTH BID TR 2 Mk ds o 3% BERUR) 2 X g N s i
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DEFINITIONS
& X

All capitalized terms used but not otherwise defined in the SAP General Terms and Conditions for Cloud Services
(“GTC”) shall have the meanings assigned to them in the Agreement.

RAE SAP Z 55— Baka A& (LURRIFRGTC™) h 75475 P A LA SR iR, Ho L5 Uil rhoxt
IR 1035 ORI

"Local Business Hours" means 8 a.m. (08:00) to 6 p.m. (18:00) Monday to Friday excluding local holidays, in
accordance with the local time zone applicable to the Customer's address.

“L b T AER )R TEARYEE TR S bk S X, A2 B 8 £ (08:00) ERA-6 4 (18:00) (K
AR HBRAN

“Session” means the engagement period between Customer and SAP, where the Customer raises a request
for assistance to SAP, and SAP provides assistance that drives the request forward. The Session does not
guarantee the achievement of a specific outcome or resolution.

“SAR AR TS SAP Z I ILANN, (R SR ) SAP FRUNBIINIER, SAP MSLUEH B, ik
BERE o TR I CRUEIS BAR BOR BA Bk

SCOPE

¥i5

Success Expert

BIER

SAP shall provide access to a Success Expert available during Local Business Hours, to support the Customer

in the adoption of Cloud Service(s), proactively providing guidance and coordination support for the services
outlined herein. In addition, the Success Expert may:

SAP NARM— 2 I L oK, XM TARR RIA SRR, PhBh % P R =55, Bl i i SR b e 1 ik
SR A SRR IEAh, IR R &

(a) Provide guidance on how-to questions not relevant to technical support.
WS AR SRR R PR R B R S .
(b) Advise on technical and functional best practices.

BRI T e S ST AR
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2.2.

2.3.

2.3.1.

(c) Provide guidance on Cloud Service functionality and features.
Mz RS R ER RS .

(d) Facilitate coordination and delivery of the services described herein.
TRE BRI AT AT RS -

Customer Response Levels

% P

SAP shall respond to submitted support cases for solutions covered under Max Success Plan in accordance
with the response levels set out below. Priority classifications (P1, P2, P3, P4) are as defined in the Support
Schedule for Cloud Services. The response levels below apply in addition to the standard response levels under
the Support Schedule.

SAP RIARHE Tk R45E2, Wi RE X Max Success Plan [4x1 2 v X178 o5 RO R T7 R PTHREHISCRE T8, i
iy (P1. P2, P3. P4) TEW MRS STRFIMI . BRSCRFIIICHHLE KIARAE NSS4k, i B A5 2 i
Mo

The response levels in this section do not apply to third-party products made available by SAP.

AT (R RS R ANIE H T SAP SRHLIR B =07 77 i

Priority Response Level
RER ] N % 4%
P1 Initial Response: Within 15 minutes of case submission for Max Success Plan

WITE N ;£33 Max Success Plan [£TH & Ih it 5], 78 T82RERZER 15 8,

P2 Initial Response: Within 2 hours of case submission for Max Success Plan.
WIUEMARL : £ X Max Success Plan [£TH BT HRI], 75 L8R F11) 2 /N,

Corrective Action Target: SAP shall provide for such cases, either a resolution; or a
workaround; or an action plan within 3 business days.

AMIEHETE H AR: SAP NAE 3 /NTAFE H W RESERI T 8RR TT 5. N KRBT
.

P3 Initial Response: Within 4 business hours of case submission for Max Success Plan.

FIUGEMARL: £t Xt Max Success Plan [ 2t 4], (£ LSBIRZG K 4 D LA,

P4 Initial Response: Within 1 business day of case submission for Max Success Plan.

WITE N ;£33 Max Success Plan [£TH & Ihit K], £ T8REREN 1A TIEHN.

Support Case Management Assistance
IR LA )

SAP shall provide an English -speaking Designated Case Manager (“DCM”) to the Customer. The DCM will be
assigned no later than six (6) weeks after execution of the Order Form. The DCM shall:

SAP [i[i] % R IE IR 14 € T2 (LURFK*DCM™) . DCM RIAEITIHRLE G/ (6) AT
Jk. DCM J¥:

(a) Be remotely available for eight (8) hours within Local Business Hours.
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2.3.2.

2.3.3.

2.3.4.

2.3.4.1.

234.2.

2.3.5.

2.3.6.

FEH T ARSI PN, $& 0t 8 /N RE ST HF -

(b) Be contacted via a designated mailbox for all case management-related communication, by a designated
Customer Contact (see 2.3.2.).

W FREMRAE, HRAER SBAN LA 2.3.2 7)) KEMPTA S THRE HAHRKEE.

Customer may designate up to three (3) qualified English-speaking contacts (“Customer Contacts”) and shall
provide contact details (including e-mail address and telephone number). The services described in Section
2.3.3 will be delivered in English and exclusively to the assigned Customer Contacts. As preparation for delivery
of services, Customer Contacts and the assigned DCM will jointly perform one (1) initial remote setup meeting.

BPATLMRERE = (3) AFFEIGERSHREEARN (UMK EERAND , IHFNRfHFARRAELE (B
TSP E AR S ) o 5 2.3.3 TR MRS LITIESR A, HAURRRE R PR AR NSAT . AENSEAT
SR TIE, &/ ELRAFTRIRM DCM B F A — (1) BRIREfR R 2.

DCM shall provide:
DCM [ fft:
(@) Onboarding of Customer Contact(s)
PR AR N A RS
(b) Quarterly trend analysis meetings
TS il
(c) Advice on adoption of support channels and support best practices for case management
WUSCRRIRE R SR AU, JF SO T B s Szl
(d) Enablement of usage of SAP support resources and tools
SAP SCHEGIEAN T AH FH IR AR AR 55
DCM shall deliver case management services on demand by Customer Contact(s):
DCM REARHE % 1k 2 N 75 SR B2k T84 B IR 55«
Support in total up to four (4) concurrent cases at any given time (“Case Capacity Limit”)
FEATART 255 7€ N A) B 22 SCREDY (4D ANIRRCE CBUTR faj AR T8 25 5 PR

Once engaged by the Customer, DCM shall provide case management services only for Priority 1 (P1) and
Priority 2 (P2) cases within defined DCM availability time (see 2.3.1 (a).). This includes periodic review of the
cases, regular follow-ups, and issuing regular updates, remaining engaged until case resolution. The DCM
reserves the right to redirect requests into existing SAP support channels.

FEW R i K JE, DCM RIAERUER) DCM af FI A (S L5 2.3.1 (a)/h15) WACAE %% (P1) M
ek (P2) LRt TREMRIRS . XEIET A LR, o R R A € R, RRERgtiRs H 3L
BRI . DCM R B K18 SR BB AR 28 A SAP SCRFERIERIAUR] .

The DCM will deliver services with a capacity up to one-half (0.5) working day per week.

DCM %Rt £~ (0.5) ATAEHHIMRSS .

DCM services for private cloud subscriptions are only available for product releases/versions of SAP Software
in Mainstream or Extended Maintenance or covered by comparable services, such as SAP S/4HANA Cloud
Safekeeper or SAP ERP, private edition, transition option.

[ 131 FATT 2 1T 15 ) DCM AR 25 30E F -4 F F: i slid FR 44 (1) SAP JPE7= b R A iRA, 5L SAP S/4HANA
Cloud Safekeeper [ERP = %457 #")8t SAP ERP (FAfH mhA) ER Ik Wik SR MR AL A = RRA I A% 1% T 5
FAUAR SR B SAP B S B AR IR AR .
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2.3.7.

2.4.

2.41.

2.4.2.

2.5.

2.51.

2.5.2.

2.6.

2.6.2.

2.6.3.

DCM-delivered services shall only cover those eligible Cloud Services for which a Max Success Plan has been
contracted by the Customer.

DCM 22 i i 45 RAN i 5 %% P L2658 Max Success Plan [4x1hi i shiEiI1& F & H = R4
Product and Adoption Guidance
ARG S

SAP shall provide access to Success Experts to provide guidance on onboarding, product adoption and usage,
best practices and operational excellence.

SAP NS I T AR AVIBE, AR PR A B sSEo E IS E SR AR T

SAP shall provide expert-led sessions, providing recommendations based on SAP best practices or
recommended configurations.

SAP RRHEH L R E FMW, RYE SAP st BB HEE M B $2 At

Quality and performance monitoring platform

BB i &

SAP shall provide Customer with access to additional quality and performance reporting within SAP Cloud ALM.
SAP R ki 1a] SAP Cloud ALM [z 82 FH A= iy Ji 301787 B o B im o A0 P i o O AR

The setup and configuration of SAP Cloud ALM and the connection to relevant data sources within the
Customer’s SAP Cloud Service are Customer’s responsibility and are a prerequisite for the use of the services
described in Section 2.5.

BLEMACE SAP Cloud ALM [z 82 A= i U1 B R R 2% ) SAP = e ds W AR BUE I, 2% I3
FERVEE SR 2.5 45 AR 55 A AT 2511 -

Activation and Optimization Services
HoE S A RS

(a) SAP shall provide Activation and Optimization Services. The Activation and Optimization Services constitute
Professional Services within the meaning of the GTC. The following applies for these services:

SAP RIS S AR . 1ZEIE SRS B GTC & LI iS5 . AN HEiE T IR L R 55«

(b) Only features included in the SAP approved element roster, shall qualify for Activation and Optimization
Services.

X SAP ftHE B FIF R P S I ThREA T BEAR IR WIS AL IR S5
(c) The duration of the services shall not exceed sixteen (16) hours. Concurrent usage is not permitted.
BB R A 75 (16) /N ARFIEREH .

(d) The Activation and Optimization services are limited to one (1) active session at any given time and applies
only to services aligned with the Customer’s applicable scope. Simultaneous or parallel usage beyond the
single concurrent session is not permitted.

Wk SIS AT e N R RF— (1) MESh &, FHIGEM T 5% EHEE SRS . A
FCVFRE I BN I A 2 Ul 1 [ I sk P B AT A6

A current list of services is published and available at https://www.sap.com/about/trust-center/agreements.html.

FeHT RS B R AE UL R R AR ARt https://www.sap.com/about/trust-center/agreements.html.

Coordination of services shall be conducted through the assigned Success Expert.
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3.1.

4.1.

5.1.

5.2.

6.1.

7.1.

JS23E e FE IR B B % M R S o

LANGUAGE

#H

SAP will provide all information in the English language only.
SAP (X AZ BRI A E R .

EXCLUSIONS

HERR BB

This Scope Document excludes the execution and management of implementation; testing and test
management; release/change control; organizational change management and training. It further excludes
assuming responsibility or managing the Customer’s existing implementations or business processes.

AR B SRS AN B35 S A RAT AV B AN B MO S st VR AT AR . ARG SCRS R
AFE AR B S I H S0k SRR R TUE, TR AT R,

CUSTOMER RESPONSIBILITIES
&P RHE

In addition to responsibilities outlined in Section 4 of the Support Schedule for Cloud Services, the Customer
shall also be responsible for the additional obligations set forth in this document. These responsibilities are
supplementary and do not limit or replace any obligations described in the referenced document.

PRz IR 55 SCRFIMNR 4 TR SRS, B IER ST EAT A SR AE A 55 . ISR AN RPN BT, A
BR A B A AT 5| FH SO AR BT B AR ART 355 -

Customers shall cooperate with SAP in good faith.
%R SAP B A

SERVICE LOCATION

IR 55 1

Services shall be delivered remotely.

JIR 55 R LAz A8 77 A2 AT

CHANGES TO SERVICES

MRBAEE

The scope of the services offered by SAP may be changed by SAP at any time upon 90 days prior written notice
to reflect the continuing development of SAP Cloud Services and technical advances.
SAP fRHEE RS VE T SAP BRI AREE, JREERTALT (90) KABHEERI, LUk SAP 2= R4 FFELTT KA+

Scope Document — Max Success Plan (DUAL) zhCN.v.07-2026

Page 5 of 5



