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Scope Document
Max Success Plan Enterprise

BE

Max Success Plan Enterprise

This Scope Document forms part of the Agreement only if the Order Form includes the Max Success Plan
Enterprise for eligible Cloud Services. The entitlements described in this Scope Document apply to all eligible
Cloud Service(s) purchased by Customer and active during such term, provided such Cloud Services are
included in the Eligible Cloud Services List for Max Success Plan Enterprise. These entitiements are provided
in addition to the Support Schedule for Cloud Services incorporated into the Agreement.
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DEFINITIONS

HEER

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.

PRI 2 K mi s R s SAP Eim b — BBl fie it (LIRS TGTC )E & E, HE BRI hHIE.

"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.

[ B BERe R | RIBIRIE A P thhkis 2 s s, B —FE A B 8 B (08:00) & R/ 6 Bh (18:00), A
FhE i
“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.
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“Eligible Cloud Services List” means the list of Cloud Services eligible for the Max Success Plan, as
published by SAP at https://www.sap.com/about/trust-center/agreements.html, as amended by SAP from time
to time.

[HFEBHRMENMREEE ]| A48 SAP IHEET 2 Max Success Plan ) & i i 7% & B, 8546

https://www.sap.com/about/trust-center/agreements.html .

SCOPE

il

Success Expert
BRI B

SAP shall provide designated Success Expert available during Local Business Hours, to support the Customer
in the adoption of applicable Cloud Service(s), and to proactively provide guidance and coordination support
for the services outlined herein. In addition, the Success Expert may:

SAP i SERE ) N SR i 08 Ml B, HOE I TS5 (A SO A ) s 18 WA e, SCIR % P ER
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(a) Provide guidance on how-to questions not related to technical support.
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(b) Advise on technical and functional best practices.
SEMERIT Bl RE 2 foe f 5 Ak

(c) Provide guidance on Cloud Service functionality and features.
PR S % < D RE R FE I

(d) Facilitate coordination and delivery of the services described herein.
B A SO ik W s 2 Vi B S A

Customer Response Levels

& =l FEAR )

SAP shall respond to submitted support cases for Cloud Services covered under Max Success Plan Enterprise
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 JEMLHELLE AT 5 [E JEELR B, 11 Max Success Plan Enterprise {25 2 12538 18 201 ) B om R . B 56 EFF
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The response levels in this section do not apply to third-party products made available by SAP.

AR T R AR ) AN I SAP Stk 55 =7 7 il o

Priority Response Level

BRIET [B] AR 51l

P1 Initial Response: Within 15 minutes of case submission for Max Success Plan Enterprise.
P1 #¥I3E . Max Success Plan Enterprise E#I3R551% 15 7385 .

Initial Response: Within 2 hours of case submission for Max Success Plan Enterprise.
Corrective Action Target: SAP shall provide for such cases, either a resolution; or a

P2 workaround; or an action plan within 3 business days.

P2 ¥ HIE: Max Success Plan Enterprise ZI3A1% 2 /NEE N .
UEATHI HAR: SAP MEZE 3 E LIEH SRR BIARIR T 2. GRPEMRIR T RBUTEIE

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

P3 W) EE: Max Success Plan Enterprise ZRHIHEAC1% 4% 2EHE ] 4 /NN

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

P4

Wi EE: Max Success Plan Enterprise ZE#i#2354% 1 il TAEH .

Support Case Management Assistance
SCHR 50 1 B

SAP shall provide an English-speaking Designated Case Manager (“DCM”) for the eligible Cloud Services
covered by the Max Success Plan Enterprise. SAP shall assign the DCM no later than six (6) weeks after
execution of the Order Form.

SAP [E$H%T Max Success Plan Enterprise FTifi s HIFF & &M Zum RS, IRALEBEICRE I8 2 R M (UL TE
[DCM] ). SAP [EA% BTN (6) A F5IK DCM.
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2.4.2.
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2.4.4.

2.4.5.

2451,

2452

2.4.6.

The DCM shall:

DCM JE:

(a) Be remotely available to be contacted for up to eight (8) hours within Local Business Hours.
FEAS I SERRG ] 9 T (s o iR, AR AR AL\ (8) NREIRF -

(b) Be contacted via a designated mailbox for all case management-related communication, by a
designated Customer Contact described in Section 2.3.3.

M55 2.3.3. P b AR E & P WA N, IR E B IEAT BT A S0 B B E AR

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 and 2.3.4 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 conduct one (1) initial remote
setup meeting.

BRI RE = (3) HEBIRI SR (VR [FPEA ] ), IR AN AR i (BiEE T
BAFHAE M TERAGSEAS). 5 2.3.3 WRAIEE 2.3.4 MUK LASESCRE AT, WA THRE B P HisE N fEEATSE
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DCM shall provide:
DCM JE L.

(a) Onboarding of Customer Contact(s)
%P Hias N _LARAE €

(b) Quarterly trend analysis meetings
HFEPE e

(c) Advice on adoption of support channels and support best practices for case management
HRSCIRETEIRA, M SCHR R B R

(d) Enablement on use of SAP support resources and tools

HUT SAP SCHE BEAN T B AL
DCM shall deliver case management services on demand by Customer Contact(s):
DCM [t 5 Hiias NARIBE TR, A 400 BRI % «
Support in up to 4 concurrent cases at any given time (“Case Capacity Limit”)
FEALATRE SE RG], B0 2 (RIS SCHR 4 (R 22010 (UNAE [ 01 A RERR 1 | )

Once engaged by the Customer, DCM shall provide case management services only for Priority 1 (P1) and
Priority 2 (P2) cases within the defined DCM availability time described in 2.3.2(a). This includes periodic
review of the cases, regular follow-ups, and issuing regular updates, and the DCM remaining engaged until
case resolution. The DCM reserves the right to redirect requests into existing SAP support channels.

—HEFHEEGH, DCM JEMHTE 2.3.2(a) TR Z € DCM v FPER RN, SHEHERIER 1 (P1) AE%IR
7 2 (P2) ZZHIIRAE LGB BIRYS . BES EHEYIEAE. SEBAUEH . TR, LUK DCM 7EZ&HIfFk
AR 20, DCM CREGHER], 11 F5RIEETA SAP SR TE.

DCM services for private cloud subscriptions are only available for product releases/versions of SAP Software

in Mainstream or Extended Maintenance or that are covered by comparable services, such as SAP S/4AHANA
Cloud Safekeeper or SAP ERP, private edition, transition option.
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2.4.8.

2.5.

2.51.

2.5.2.

2.6.

2.6.1.

2.6.2.

2.7.

2.71.

AN ET B A9 DCM IR (3036 FH it F B alCE (A, SOMUBUIRPS I 25 1 SAP BB 22 i ik A, Bt SAP
S/4HANA Cloud Safekeeper 5 SAP ERP (fAAJit, #E#fikIH).

DCM will deliver services with a capacity up to one-half (0.5) working day per week.
DCM %l fig Z $fit—>F (0.5) TAF H AR

DCM-delivered services shall only cover those eligible Cloud Services that are active during the term and
included in the Eligible Cloud Services list for Max Success Plan Enterprise.

DCM $RAE ) R 35 A% i 25 52 31 R I 2% H 95 7 Max Success Plan Enterprise 74 & 4% 2 i AR 315 B b 45 &
B S IR
Product and adoption guidance

i B RR P46 7

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

SAP [ T B KSR AP HUORERR, LSRG RAR . A SRR . deo ik S A S I

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

SAP JlEFR A B E N LAEREEL, BT SAP fRefh 71 7 B Rk E TR Atk
Quality and performance monitoring platform
i B B B

SAP shall provide Customer with access to additional quality and performance reporting within SAP Cloud
ALM.

SAP i[5 % 7§24t SAP Cloud ALM i, BEAN il B R RE#R 15 A7 HURE R .

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.

SAP Cloud ALM %, LA P SAP i ikas AR B R AR Kl AR S th e B B B, HE RS 2.5 15
PRS2 SR AT

Activation and optimization services
SR R e (A AR %

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 JESE SO R R AL RS . LR AN S R AL IR AR B GTC P e 38 BUEMRA 1 Bk 1368 FH I e S5 5 -

(a) Only features included in the SAP approved element roster, shall qualify for activation and
optimization services.

1% SAP I HETLER 4 M T & M D REIERT & BCBD A i CE AL IR S A%

(b) Each activation and optimization services shall not exceed sixteen (16) hours. Concurrent usage is
not permitted within a solution group as defined in the Eligible Cloud Services List.
SR O SR B R IRES AT N (16) /NG FERT & AR 10 22 i s 175 B oh B 2 ORI 7 R
A FeFF RIS H o
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2.7.2.

2.7.3.

3.1

4.1.

5.1.

6.1.

6.2.

(c) 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.

RO R S5 (A 355 A 465 2 PR ) B P PR — (1) MEROT mh A A RS B, LA Y i B = 3 FH i A A 2
A o AN B — AR RS BEIR] P B AT {6 FH AR -

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

HAif RIS SR T3 » 5528  https://www.sap.com/about/trust-center/agreements.html -

Coordination of services shall be conducted through the assigned Success Expert.
JIR s 2 Vi R 3 R R P D R HE AT

APPLICABLE CLOUD SERVICES

3 F R

The scope of the services described herein applies exclusively to Cloud Services that are expressly identified
and described in the then-current Eligible Cloud Services List associated with the Max Success Plan
Enterprise.

ASCHR IR 2 $E, %% /A 8L Max Success Plan Enterprise FHBH 2 & R 744 G M8 10 22 310 IR A% 75 BE T B g
W B A 2 5 b IR

LANGUAGE

b3

hu!

17

SAP will provide all information in the English language only.
SAP S E A IS SR BEAT A B

EXCLUSIONS

ERAMRI

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.

SRR S A EAE AT A B, EARIGUE B, SR8 SR, DL LS R SRR IE — 2D R K
W% P A B e 2 AR

CUSTOMER RESPONSIBILITIES
EFRE

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.

Wi o IR SCER AR 56 4 IR 2 ST, B P N AR A SO E 2 RO . WS TR Al e TR, AETIR
| B 255 3 ik Z AT T 275

Customers shall cooperate with SAP in good faith.
TP ER R, B SAP &1,

SERVICE LOCATION

BB R
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71. Services shall be delivered remotely.
IR I i At

8. CHANGES TO SERVICES:
IR E .

8.1. 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 f3BERHE AT 90 K #% i ThIE AN, SFHEpritft s EE, DA mess 45 5% H ool Bt SAP ZiifiRF -
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