Service Description

i 25 9

Managed Services (Application Management Services)
EERS (NABRFEERS)

1 Definitions
E X

1. “Application Management Services (AMS)” provide SLA based post implementation application support for
a Customers SAP centric landscape.

“MAERFEERS(AMS)” 9% 1) SAP H1C AR SR IEEE T SLA (1S 5 B F2 7 SCHF
2. “Business Day” means any days from Monday to Friday with the exception of public holidays at Customer

location. This means that Saturday, Sunday, and country-specific public holidays are not Business
Days. Exceptions may be specified in the applicable Scope Document.

“TAER R MW — B R — K, &P AR A RSN W2, A N A DU 5Kk E 1)
AR EIEAE T LAER . 1AME G TE I i Y SO .

3. “Business Hour” means business hours (8 a.m. until 6 p.m. local time) at Customer location on Business
Days. Exceptions may be specified in the applicable Scope Document.

“TAER ) 452 7 B et iR AR H 8 CAERE B Gttt B 8 MR T 6 s o BIAMENLTE & G F SR .

4. “Change Management Process” means the procedure to authorize, plan and deploy a change of the business
process into the productive systems. All changes in the Customers system, which are not caused by an Incident
or Problem or agreed as a Standard Change, are considered a Request for Change. Change Management does
not only include the implementation procedure, but the holistic process from the requirement to the deployment.
Changes are classified by their potential impact to the productive system (Regular Change and Emergency
Change). Depending on the potential impact a certain approval level is required.
“RREEHRAR” R AR SRR TR, DA 58 M 28 SRR AR T TR IR A A RGN — RAIVFET
FPRER AT, WEHER B S E, SRS AR EAS T, I RS TS R . AR A B AN

B SR AR, T IR AR BE BEANERE  ARHERTAE R R G TS AL R XN AT AT 428 AR T AR

AR o MR BARRIELE R, & AL .

5. “Change Request” means any changes in the AMS Service as described in a written document signed by
the parties and referencing the applicable Order Form.

“ERBEIE R R AR N XUy [F A5 H SR IS T S T SRS T TR K] AMS IR S8 BT RAT A A8 5

6. “Customer Data” means any content, materials, data and information that Customer or its Named Users
enter into the Computing Environment.
“B IR SRR S B E P TR T R AR TN A MPRL B AE

7. “Continuous Operations” The Request category Continuous Operations is are intended for all Tickets that
contain some kind of continuous support for a longer time period. As a rule, these will be periodical / recurring
Tickets. They can be used to record proactive support (except monitoring) based on the Customer contract or
separate agreements, continued consulting or minor maintenance tasks on request of the Customer if the
Customer does not want to create a separate Ticket for each task. Continuous Operations Requests are
processed in compliance with the Request Fulfillment process.
“RESLIZ B RN I HF LIS E B FEAC R EORAE SE A IA) A $2 R 4 SRR T T B o T, X8R )/
SEMHE . R P AR ERNEAMMES IR RIS, ISR BT TR E T E S R s R
7 T EDRAR ML AR AL W B R 4R S 1 B AR CIRFERRAN) o R IE KB AT IR AL PR B E 1 K .

8. “DEV” (Development Computing Environment) means that part of the Computing Environment which is
used only for the development and testing of new customizing or application adjustments.
“DEV” (FRVFEIFED) 2480 T IF R AT 8T 5 i 50N AR 5 1 5 (R0 0 20 SR 5

9. “Incidents” means an unplanned interruption of a business process.

“HFRAR SR TR A R T
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

“Initial Reaction Time (IRT)” means the amount of time (e.g. in hours or minutes) between the receipt of a
support Ticket (time stamp of Ticket status “open”) and the first action taken by an SAP support person (time
stamp of Ticket status “in process”) to respond to an Incident or process a Service or Change Request".

“HIRE A RLE [B] (IRT)” 28I RIS HRE S OF BARESHIRT AR IC AT E™) Al SAP SCREN U3 —UCREUTE) (TH
ORI (RN AR 1 Ay AL BR ) i 87 A g Ak 2l 5% SR B 7 SR 2 1) (RIS T) A2/ B B D)

“Key User” means a customer’s specified contact person who has responsibility for a special business
process and SAP software knowledge. A Key User is authorized to address Requests to SAP.

“COREEF PR A RIS AR SAP AT AR E PR EBCR N KRB AT SAP $RHEK.
“LAN” means a local area network that is a logical computer network that spans a relatively small area.

“LAN” J238 R, 28 f MR BN 2 AR T AL 45

“License Agreement” means the agreement between SAP (or an SAP SE Affiliate, or an authorized reseller

of the SAP software) under which Customer procured the license rights to use SAP software that comprises
part or all of the Hosted Software.

“YFRIPMI” /45 SAP (Ek SAP SE kBiAinlk, B¢ SAP SRR RIRD 5% Z KA, 2 7 H5
V) S L) G SR ) — 30 70 B A 1) SAP B A B VR AT A8 F AR

“Local Time” means, except as otherwise expressly defined below, the following time zones:

“ 4 HbITTR) ™2 45 B T 55 A B R E DAAR R B X

UTC-4, Americas (summer); UTC-5, Americas (EST winter)

UTC-4, £ (%) ; UTC-5, £ (EST 4%

UTC+2, Europe (summer); UTC+3, Europe (CET winter)

UTC+2, Bl (FZ) ; UTC+3, Fill (CET £Z)

UTC+8, APJ

UTC+8, W RKHA

“Month” means a calendar month.

“H” ZfeHAH .

“NON-PRD” (or “Non-Production Computing Environment”) means any Computing Environment other
than a PRD and may include development, quality assurance or sandbox environments.

“dk PRD” (SRR HEIREE") LI5HE PRD LAMOIEATIHEEIRSE, AR RIS, R ER B £
W5

“PRD” means that part of the Computing Environment, which is used exclusively for the execution of live
business transactions.

“PRD” 2 fit A H T I0AT 5L bk 5552 5 IR 0 73 v SR A 5
“Problem” means the underlying root cause of an Incident. A Problem can cause multiple Incidents
I B AR AR . — AR AT BL SR 2 A

“Product Support” means support provided by the software product manufacturer (e.g. SAP) due to software
product errors.

PR ST E AR A GRS (U1 SAP) DRI P AR R T B A PR A B S HRE

“Request” means a question or a task that is addressed to AMS. A Request can be classified as Incident,
Request for Change or Service Request.

“GER”ZIERIEE AMS K BEAT S . R AT B RAR GG R

“Request for Change” means the formal description of a desired business process change. Requests for
Change are processed in compliance with the Change Management process.

“EREER IR AN SR LB AR . A8 T SR % AR PR A BEAT AL HE
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22. “Request Fulfillment Process” means Service Requests are handled in the AMS Request Fulfillment
process if they do not match the prerequisites for any other of the predefined AMS processes (Event
Management, Incident Management, Problem Management or Change Management). These Service
Requests will be further separated into one of the following categories: Standard Change, Request for
Continuous Operations, or Service Request.

“WRBATRAE” 2104 RS RAFF G FAE AT HAR TE L AMS AR (AR, FRHCE B, o) 8 2 B Ay o
EHD WA, AT RIEAT IR AL . X BRSSOkt — B BEAT I R 028 ARAEAR T FREHIEEE
REUR ST 1K

23. “SAP Support Portal” is part of the Global Support platform (included in SAP Enterprise Support), the SAP

Support Portal is SAP's knowledge database and SAP’s extranet for knowledge sharing on which SAP makes
available content and services to customers and partners of SAP only. Thereby, the SAP Support Portal found
at https://support.sap.com/home.html is SAP’s central portal for all application based support Requests via
creation of support Tickets.
“SAP Support Portal”{E N4 Bk FF & (& 1E SAP Enterprise Support #1) F—#4>, /& SAP I51REL
HaPERT SAP FIT50iR 7 =HIANERM,  SAP SUHEILIX MM 2% R SAP (% 7 M A IR FEIR BEAH S A B ARSI
I, SAP Support Portal (Z il https://support.sap.com/home.html) & SAP [fi ] B A il i SCHRRE B a5 T
I ) SCHFE SR BIRZ 0 11

24. “Service Desk” means a centralized function servicing the single point-of-entry for all AMS Requests and
Tickets. The AMS Service Desk handles Tickets in compliance with the Service Desk process, i.e.

“MEE7RIENITE AMS 3 RANE SRR — N D fURS ETTIEE. AMS RS G TR IR 5S & AL 2
HE:
o Ticket acceptance / rejection (contract, SLA, key user check)
R (P, SLA. KB PR
e Ticket monitoring (see SLA)
HERE (W SLA)
e Ticket dispatching to the AMS core team consultants
BH B RIEZE AMS 12O I BABH -
The process Service Desk describes the workflow and tasks of the service desk function, including
IR%5 GRS & DR TARRAMESS, .
¢ Request/ Ticket reception
TR 2L,
e Ticket creation (received by phone or email)
HEEE GEd R RO
e Ticket monitoring
R,
e Ticket dispatching and
MEPSY gvit
e Reporting
Ei:8=
25. “Service Level Agreement (SLA)” describe the quality (e.g. IRT) and quantity (e.g. monthly support volume
in hours) of agreed services between the Customer and SAP as service provider.
“BREACEI(SLA) iR T % 5IRFS PR SAP A2 @ RS 1 E (A1 IRT) MEE (/N5
RS EUE) -
26. “Service Level(s)” means the minimum service level agreed by SAP in this Service Description or related
Scope Document including Priority Levels and SAP Initial Reaction Times.
“BREIKP /4R SAP TEA RS Ut W B SG T B SORY o 2 5 IR AR IR 25 7K1, 3B RS AT SAP B4 K
I 1] o
27. “Service Request” means any Request, which is no Request for Change and no Incident. Service Requests
are processed in compliance with the Request Fulfillment process.

“HRZERTARA LR P H SN ML FTIE R IR AT R AL B 55 1 3K
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28. “Service Time” means times in which SAP provides the Customer with the defined AMS services according
to the defined SLA.

“BRSGEFIE] /& 48 SAP FRHE & L SLA % 32Tk AMS Ji %S (i [R] .

29. “Solution Time (ST)” means the amount of time (e.g. in hours or minutes) between the time when processing of

a Ticket begins (time stamp of Ticket status “in process”) until the first solution will be provided to the Customer
(time stamp of Ticket status “solution proposed to customer” (can be set exceptionally manually in case of a
workaround). The status “SAP Proposed Solution” means SAP has provided a corrective action or a solution
proposal. The Solution Time does not include the time, when the Ticket is handed over to Customer (Ticket
status “customer action”) or SAP’s Product Support (Ticket status “Sent to SAP”) for processing. The Solution
Time SLA only applies to Incident Management Tickets for PRD systems and if contractually agreed.
ORI SR B)(ST)” 2 48 1 B AC B IF LA I 18] (U BEURAS I BB db B ™) 5% 52 s — AN T 2 (G
SERZS IS (R 170 25 P SR o 7 587 (FESRBER ST N AT Fahit B O Z A E] Cndge /N s 8450 .
“SAP AU TT RIRE LG SAP TRt 7 A LR Ml v 7 SR W . k7 &t E A EFE R E B %
G BURES A% 1A 8 SAP HUA P SCHRFERT] G EVIRAS NIEAZ SAP™) ALFIN ], dn& A 205E, ik
J7 SN ) SLA UG H T-5E % PRD R Gt R SHAE B B .

30. “Standard Change” means a low-impact change that are pre-defined and pre-authorized. Standard Changes
are processed in compliance with the Request Fulfillment process.

“BRAERR B S AR TIE SURI TS AL s M /N AR B o BR84SR JB AT IR RE AT Ab 3
31. “Ticket” means the format to document any support Request addressed by the Customer to SAP.

Each Ticket is given a number at the point of time it is created. The Ticket number will be the single reference
to the Customer’s Request.

“VHRRIRE A SAP R SCRAE R 1) SOk R X
FEANH BRI Z N SR E — DT o TH SR 5K OB B 2 P 15 R A ME— 7 2

32. “Workaround” is a temporary solution aimed at reducing or eliminating the impact of an Incident for which a
full resolution is not yet available.

“IEETT R ARAE AR TR T8 B AR DT S8 1P DA AT s B S S M e P A k7

2 Application Management Services

LR B SS
SAP will assist the Customer with the Application Management Services (AMS) for SAP applications.

SAP K F T ] SAP SRR 5 18 FH AR 7 45 B IR 45 (AMS) B Bh % 7

The Application Management Services provide assistance to Customer in the ongoing application support of their
SAP solution. The AMS Services to be provided by SAP are limited to the following scope and are subject to
Customer fulfilling its responsibilities in this Service Description and Schedule A to the applicable Scope
Document (Roles and Responsibilities for AMS).

LR PP B IR SS B AEAE S K SAP filt 77 I RREE S TR 7 3K b % R SR i35 . SAP K421y AMS fil 25 FR
TUUNYEHE, HERT %7 2 1 AT A IR 45 Ut WA R SO I B A (AMS A IR BT ) & TR 3
All other services, systems, applications and locations supported, etc. are out of scope.

P HARSCRE IR SS . RGE. BUHREF RIS S A & TG .

The following standard Application Management Services can be provided to the extent as described in Schedule
A to the applicable Scope Document (Roles and Responsibilities for AMS). The relevant services in scope of the
engagement will have to be selected in the applicable Scope Document.

AR R BRIR 55 W AR A VS SO BB s A (AMS A AT HRGRUE #EAT IR . T H VS )
AR IR AR 55 R4 638 ARV B SO R AT I
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2.1 Incident Management

=

Ticket acceptance from Key Users according to defined SLAs

HRIEHHE 1) SLA, BB T AGE I B

Analysis and resolution of Incidents according to defined solution scope and agreed SLAsS
HRIE 1 7€ RO T RTGEIAZIE [ SLA, 73 Hr Mg e R 1

Recommendations on application- and system optimization

PRALN FH AR 7 A R Gk 1

Ticket-based documentation

BT BRI

Request involvement of Product Support when necessary

FE A BN B2 i SCRFA ORI R

2.2 Problem Management

e R

Ticket acceptance from Key Users according to defined SLAs

FRAEHAE B SLA,  $USCHE P A& HITH 2

Root cause analysis and resolution of Problems according to defined solution scope and agreed SLAs
HRAE 1 58 AR R T S8 B AN 2 58 1) SLA, 43 B 1) 888 () ARV I A e ) it

Recommendations on application- and system optimization

FRAL R FFE 7 F &R Gephe A i

Ticket-based documentation

BT S SR

Request involvement of Product Support when necessary

FE A BN B2 i SCRFA ORI R

2.3 Change Management
REEH

Ticket acceptance from Key Users according to defined SLAs
HRIEHHE (1) SLA, BB P AR )T B
Analysis of Requests for Change according to defined solution scope and agreed SLAs

AR i 7 TR R 7 SR TG LRI 24 58 1) SLA, - 43 BT 748 17 3K

Scope definition, commercial validation and creation of Requests for Change in collaboration between SAP’s

Engagement Manager and Customer’s Engagement Manager, both defined in section 3 below

SAP UIHAM SR HIHAE CNH% 3 WX 7230 &1, ILFEE . $ATrLIER S g2 E

R

Planning and deployment of Requests for Change according to defined solution scope and SLAs after
Customers approval either as part of services described during the Operations Phase or as a Change

Request to the Order Form

AR5 R 1A ok 7 S AN e e P i LR SLA, ARDNIZE B BUITIR AR 55 10— 8070 B D VT T 0 142 B4 SRox A2

BETE SR HEAT TR A

Ticket-based documentation

T HE R

Request involvement of Product Support when necessary

FE DAL 7 SR G R
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2.4

2.5

2.6

Request Fulfillment
HRBAT
e Ticket acceptance from key users according to defined SLAs
HRIEHHE 1) SLA, BB T AGE I B
e Implementation of Service Request, Request for Continuous Operations and agreed Standard Change
according to defined solution scope and agreed SLAs
R TE AR TT RIGHE AL E [ SLA, SEMiIR IR 780 Bl R ML E bR dEAR 5
e Ticket-based documentation
BT BRI

Proactive Event Management (Monitoring)

EHABAEE (W

e Carry out of monitoring activities as specified in the monitoring concept and creation of Incident Tickets for
identified issues
ISP A T E AT RS B, BRI 1R B A R
e Monitoring alerts, categorization of alerts according to criticality, and creation of Incident Tickets for critical alerts
MR & SR RE A2 BRI AR AT 702K, BRI G 2B R B N &
. Taking corrective actions by processing the Incident Tickets
TR AR P A R A IE 4
e If agreed, proactive adjustment to relevant parameter to avoid further issues
FIEN L, EBIHEA S HOE A h) 0% AL
e Ticket-based documentation

ST S AR

Proactive Services for SAP Applications

X+ SAP R AR £ B RS

e Specific service activities defined for the customer specific landscape to be carried in proactive mode as
specified in the Scope Document

BN 7 R 8 SR SURRE B IR E 2, X LG B i JE G I SR b R e DA 3230 75 AT

SAP may provide some AMS services in either a proactive or a reactive mode. When providing services in a
reactive mode, it is Customer’s responsibility to identify issues, problems or work tasks for SAP to perform in
providing the Services, each Requests have to be addressed to SAP by opening and sending a Ticket to SAP via
SAP Support Portal with the full documentation of the inquiry.

SAP W] L sl s 2> AMS EE’?\ TERENIR ARSI, 2 P A ST SAP FE S A IR 55 1 A v 7 SR ke 0 ) R
HME R B 7 BT 1) LAEAESS, IRk SAP Support Portal Wufif2 k52 8K AW SRS, 1) SAP G FIRIEHE, P
BER RIS SRR AC 45 SAP.

Tickets can be classified as Event-, Incident-, Problem-, Change Management or Request Fulfiiment.
When providing services in a proactive mode, SAP will take the initiative to identify issues, problems or work tasks
for SAP to perform in providing the Application Management Services. Unless otherwise agreed in the Scope
Document, proactive services will only be provided for production systems.

HEF AL Filk. WL AT B REAT LRI

FEAR Bt LRSI, SAP 2 T2 e FAE SR A N TR P 6 B R 55 I 7 A vk pey i R, X R g BT ) AR 55
FrRARE R SR A 205, B A R g At £ Bl RS .

SLA’s will only be measured for tickets created in through SAP Support Portal or Customer’s SAP Solution Manager

application which has an online support connection to SAP Service and Support established for the SAP installation
in scope of this Agreement or tickets created by SAP in SAP’s support landscape on behalf of the customer.

1 AT SAP Support Portal 5% /' ff) SAP Solution Manager T2 81 197 S5k SAP 7E SAP )37 F7 48k AL
TR IR BVEAE SLA, M SAP Solution Manager N TR 7 #1145 A BTSN ) SAP 2235 61 2 (1) 8] SAP
Digital Business Services f7F 25 3 % .
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2.7

As part of the engagement, SAP will provide selected Services as agreed in the Scope Document and/or Order
Form up to an agreed number of person hours per month at the discretion of the Customer. The agreed number of
monthly hours is designated in the Scope Document and/or Order Form for AMS.

TENTRA I —#B 7y, SAP 542 MG B SO AN/BAT W b 205, & BATOGE, B H s 2 L IR Z0E 19 NI Bde 4t
FITE AR 55 . AMS i B SCREAEAT W b g 5E 1 6 20 5E BN 5

As part of the engagement, SAP will provide selected services only for the SAP solution and business processes
in scope as specified in the Scope Document for AMS.

TENTH [K—#87r, SAP K HEHGT AMS i | SR e Y T Y IR SAP gt Jg S AL 55 it FE 42 Pk BT ize IR 55 -

The nature and type of support activities are described in the Schedule A to the applicable Scope Document
(Roles and Responsibilities for AMS). Some services will require tasks to be performed by both Customer and
SAP personnel for the successful completion of the service.

A SO S A (AMS It SIS A 1 SCRRESI AT 5K 8 . N 7RI E I Ss, ARG ZR
%P5 SAP G L — AT RAES

The services during live operation are provided remotely by SAP. Onsite services at Customer’s request require at
least one month’s notice and must be submitted in a Change Order in accordance with the Change Request
Procedure as defined in Exhibit A. SAP cannot guarantee that it will be able to provide resources for these services.

EZBAT A R S5 B SAP AR SR, R BRI ML RIS R 5% T A DR T — S H HEATIE AN, Ho ZUR A I A
A HHHLE AR B SR FE P R A AR ST B, SAP JoIEARAIE Hoks A sy ix e iR S5 HR L U5

The platform to be used to create support Requests to SAP AMS will be SAP Support Portal.

T SAP AMS Gl S RFIE K [19°F & S22 SAP Support Portal.

Customer is responsible for setting up, operating and maintaining its ticketing infrastructure as described in
“Customer Responsibilities and Obligations” in section 5; unless otherwise agreed in the Scope Document. SAP
does not take any responsibility for ensuring that the Ticket replication from Customer ticketing infrastructure to
SAP is functioning properly.

FHPSURKIRES 5 7% 7 SUEA S HIUE BB . B ERIGEd Hol SRR BRARER SO A Z%E . SAP
WEAS TR DR M 7 i S 2R 1] SAP (17 B R I ThBE I

Continuous Improvement

FgxE

Along with provision of continuous, operational managed services per mutual agreement SAP may help Customer
to address efficiency challenges and prepare Customers existing landscape for further improvements, redirecting
capacity from operations to create opportunity for innovation:

B T AR U7 R RS . 1878 IR RS AL, SAPIE T B ;R AR 7 T Pk K, #EA & LA I A,
MIMSEI AW 68, HERIZER T, TEAHII2:
e Assessment and benchmark of operations and scope
VAL IZERITE L, Hoxd Fok AT B v i
e Design of Operations efficiency roadmap

BT E R L A

SAP recommends to schedule recurring assessments and reviews according to this approach under the managed
services engagement.

SAPIEUURMEFEAE M55 T H R AT, 22 HE e WIPPAG 5 1B
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4.1

Realization of improvements will be implemented outside of the managed service engagement under a Lifecycle
Management for Operational Efficiency with the following approach:

FEFTAE AR S5 T H VG A, 35 DA D5 3R I8 RO A i F A B R AT e

e Transition to achievement of operations efficiency
WITR, SIS E R

e Continuous Improvement Measures for Innovation Readiness
REURF L8 10, QT T v %

e Innovation Framework and Innovation strategy roadmap

BUHTHEZL AN G s 2 2k ]

Engagement Management

T EH

SAP and Customer shall each designate an Engagement Manager. Customer’'s Engagement Manager shall be
empowered to make necessary decisions for Customer or bring about such decision without undue delay and
shall provide a list of key Customer contacts, contact role, title, office phone number, cell phone number, e-mail
address, etc. SAP’'s Engagement Manager shall coordinate all Application Management Services performed by
the assigned SAP resources. Such Engagement Managers shall cooperate closely with each other to administer
the terms of this service description and any Order Forms.

SAP 5% NAEIRIR— AT H L. %7 #900H BN A BUCERE P i D B SE, B SR S kR

FERFEME—fr B R R P RAN A H, P OSBRAANNAG. PG, BhaBin S, PS5, BTl hitsE.
SAP {35 H £ BN BMF T AT th i€ SAP BHEHAT (M IAR PP BRIR 55 IX LT H 22 B 2 () B K S 1R, SRR B
Al 55Ut B B A AT T i R R 2R

Engagement Approach

WE

An AMS engagement consists of four phases with varying duration: Transition, Stabilization, Operations and Closure.
AMS T H A E DUABY B 188 RRE . I E AW, XV B4R S 18] 25 ASAH [ o

Transition

T

The Transition phase precedes the Stabilization and Operations phases and has the objective to establish

cooperatively all roles, processes and tools required for a successful delivery of the Application Management
Services in the next phases. No Tickets are processed during this phase.

TRHBE TREN Bz gl B, BEEd S ® KA M. WM ITE, DUMEFEE S0 B B 22y
L E B SS . RPN B, AN FRARAATH B .
SAP will provide a support structure so that the resources required to provide the Application Management

Services are available and that they have the necessary Customer-specific knowledge of the supported
applications that will be used.

SAP Hg i — A SCRRAZY,  ACRAESR BRI 8 BRI S5 P 75 B B U a] Y, ) S A R 1o 2 5 50l g A5 P 1 S 12
FIRERF I & B4R AR OGP 75 K25 ) AR i ik

This includes in particular:

AR E, XA

e Appointing SAP’s Engagement Manager
fEfir SAP Tl H 43

e Integration into the processes of SAP’s Service Desk
JM A SAP IR % & ke

e Knowledge transfer to the SAP support team concerning the Customer-specific SAP solution
W RT 2 VRFE SAP fRTT I AIVMESR 45 SAP SCRFIIBA

SAP Service Description for Managed Services (Application Management Services) CHINESE (SIMPLIFIED) v.2-2017 8



A mutually agreed transition plan will be drafted in detailed discussions with the Customer during the initial stages
of the transition and will be used to track all services throughout this phase.

FEERIEE B @ 5% 7 EAHSIE S L iIER TR, IF DR ERFEAN IR B BURI AR 55 -

One key activity of Transition phase is the knowledge transfer to make the SAP AMS team familiar with the
specifics of the Customer’'s solution. The intensity and manner of the knowledge transfer depends on the
Customer’s IT organization or implementation partner of the Customer, if applicable, and the complexity of the
Customer’s supported IT solution (number of systems, application scenarios, business processes and
modifications within the SAP solution, the number of non-SAP applications and interfaces, and so on).

IERM B — N E R Z) S ML . 1T BIEW TR SAP AMS HIAEGRE P AR AT o Fis& 21 1 FE
L7 REURT 2 1) 1T A P SEti e AERE CAni& D BLRC P2 SCRRIN T R TT RIE L (RGH
. MR SAP T LS HRARAE S A SAP BT AR 1R S5

The knowledge transfer phase will be coordinated by the SAP Engagement Manager with strong cooperation of
the Customer or the responsible contact partner of Customer if applicable, and also with the Customer’s project
manager responsible for the implementation, if applicable. The knowledge transfer will focus on the business
processes listed in the applicable Scope Document.

KR Bt SAP T H 28 B AT il 5% 7 B ST R SR (&R TS DI &, FN, £1E
MBI, B E 5% 53T S8 TAR M0 H BT G F . R AR SH T S 18 F Y BBl SRS rh 410t F ol 25 B

The knowledge transfer will provide the SAP AMS team with the necessary knowledge required for the
provisioning of the services, which may, as appropriate include information, records, documents, test scripts, data
and live demo-sessions pertaining to SAP’s delivering its in-scope services to the Customer.

KU RKAL SAP AMS HBASRIGHR BEAR S5 I s i) 2R, b ARAEIE SL T LAVELE 5 SAP [a1% 7 Z2 A VE A AR 55
FRIER e 3O WUIAA . B e LR 2.

The Transition phase is a project in itself and consists of 2 primary steps: Transition Planning and Transition
Execution (including final service validation and test). The duration of this phase varies depending on the
complexity of the AMS engagement

TN BEAGHE—ANTH, HEDNEESRAR: TETHATEEHIT (ERRERGSEAEAN) o B
FREEIN TR AN AMS I H 18 2458 FE T 22

The main steps in the Transition phase are as follows:
TR B PR

Transition | Planning and Preparation Detailed workshops between Customer and SAP, team on
Planning boarding, defining responsibility matrix and governance models.
THRIFRHE &
TR A SAP BN R B B e BR DR BE A BRAR T R VRN 1)
W2,

Setup Request and provisioning of infrastructure and application
accesses and other resources necessary to support the
WwWHE Customer. Setup and testing of the ticketing tool.

T SRON R AFE S it 2RO RS2 FH R P 7 ) ASLBIR BB Dy % 7 SR (IS5
i A AR BT . BB AT B AR T
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Transition | Knowledge Acquisition SAP to attend knowledge transfer sessions led by the Customer

Execution or responsible contact partner of Customer, if applicable and
| RRAERER gather, update and/or prepare documentation, if necessary.
ITRIAT Review of documentation provided by Customer.

SAP 2tz P A TR R SR CInIERD R RIANR
FRIZUREE, JFARYE 7 20 . AN BE 2 SR . A B 2 7 R fit

RS o

Shadow Support Optional step: SAP to observe and assist Customer team on-
site or remotely (locations to be determined).

PRI SCHF
IR SAP M EERE (MERE) WEIFmEIE A
YN

Reverse Shadow Support Optional step: SAP to perform services while Customer team to
support as escalation contacts.

I BRER S HE
IR RN EIRERR AN, B SAP $UATIRS, & BBt
SCHF.

Finalize Transition Phase Service Test on SLA Management, Reporting and Monitoring.
SAP to perform final Operations Readiness checks and move

e I b B on to coordinate cutover activities. Sign off the Transition phase

by Customer and SAP.
BExf SLA BHEL, iy MR AT Issillik. SAP #EAT &5 iE

B E, PP EIEGES. B SAP XTI
BEAT 2 o

In addition to Customer Responsibilities and Obligations regarding Application Management Services listed in
section 5 Customer is required to provide the following during the Transition phase:

XN IRE P B SS, BRIBATA MG 5 WHUE IR STEA (55 LLAh, 2 P AEE RS I BUA AR AL LT #4300

Ensure that SAP Personnel receive all necessary usage rights for Customers systems. During the planning
phase, it will be determined which authorizations have to be assigned to these users. Support authorizations
will have to allow SAP to provide the support services according to Roles and Responsibilities of the
applicable Scope Document for Application Management Services

Witk SAP N RIRIFE T RGN A S8 AR . ZETHRIBT BE, € bS8 H 1 4y TS A B . SCRFIR ALK o
VF SAP $iHE S IR 7 8 2 I 2% 3 FH 90 T SOAS o ik 1) A €8 S5 R S SR A SRR IR 55«

Customer’s Key Users will support the SAP AMS team in acquiring the necessary knowledge for supporting
the business processes in scope. In addition, Customer will provide the relevant documentation required for
Application Management Services, especially detailed system documentation for the supported systems and
other documents if required

I ] K SRR SAP AMS [ AR TS 93 il A ML S5 AR SR B SRR A S R . LN, B P R SR AR
PR PP BRSSP i BAH S SR, e AR D BB 0 SR BEET X SCRF 2R G0 B VRAN B 3 S8 STRIA A SR
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4.2

4.3

Stabilization

oy

The Stabilization phase precedes the Operations phase and has the objective to mature all aspects of solution
operations to a steady state when productive SLA measurement starts in the Operations phase.

FREMBIE TIBE B, B ARSI KRR BRI BIRGEIRE, A E SLA 1l 8 E I BOT AT

During the Stabilization Phase, the services described in section 2 will be provided primarily remotely in
accordance with the agreed scope, but without SLA’s. Tickets are processed in compliance with the Event-,
Incident-, Problem-, Change Management or Request Fulfilment Process. During this phase, application
landscapes shall be stabilized and the consultants’ familiarity/understanding with the system landscape increased.

2 2 T PR HOASE M B IR 55 R AR 20 7€ 196 B T 2 m AR A, HR AR SLA /K . T B R AHE R
HWEE., W EE R, D E R B AT T A B . TEULP BUWE, B AR T AR R A TR R A, LR
Xof B G S 1) A PV PR P 3B 0 $2 T

If necessary, SAP will also provide support onsite under this agreement for up to an agreed number of days per
event as designated in the Order Form for AMS. Services provided onsite require prior notification irrespective of

the priority of the issue at hand. Onsite services are documented in a Ticket, which has to be processed in
compliance with the Event-, Incident-, Problem-, Change Management or Request Fulfillment Process.

WA ILE, SAP IFHRIEA I AIIE N AMS TG E IR FAER AL SCRE, SRS IR (Al i 2 A
HZER RS DA AIIRSS S el i, HANSE 280 R @ LS R semd . Bl IR ST IE AR B, %l B
R IR B R R )R PR AR T R B SR AT R AR AT AL B

The duration of this phase varies depending on the complexity of the AMS engagement.
BRI B RF LT T4 AMS T H F) 52 2% F2 2 170 2 o

The main steps in the Stabilization phase are as follows:

FasE B B i) EEOP RN

Stabilization Kick-off Operations Conduct a kick-off meeting with the Customer organization
o REEE (e.g. key users).
HEPAZ Bt S HITR S
Finalize Business processes and technical documentation by Customer
documentation and and AMS Procedural Manual by SAP will be updated along the
ITSM procedures experiences made in the stabilization phase to complete
B2 SCRS AT ITSM relevant documentation to provide the services.
Yad M2 P SR BEAL B IR AN SR SCRE AT SAP 241 (1) AMS 27
FWHRARYE RS 2 B BO 2 Do AT 88T, DASE AU o SR, it
k%% .
Signoff Perform exit criteria of Stabilization and Obtain customer sign
Ky off to commence Operations
PATRRE I Bk I br e, SRAFE P 284, AR Shig BB

Operations

iz

The Operations Phase is the main phase of the AMS engagement.
BEWBZ AMS TiH 1) 3 ZH B .

The services described in section 2 during Operations Phase are provided remotely by SAP and will be
documented in a Ticket, which has to be processed in compliance with the Event-, Incident-, Problem-, Change
Management or Request Fulfillment Process. All Tickets are processed in accordance with the agreed SLA’s and
solution scope as defined in the applicable Scope Document.

5 2 W PR R E I BURIRSS i SAP AR R, JRRHCRAEW R, 2 B AU E . S WL AR
PR AT IR AR REAT ACBE . AV S AR 1 IV SR o 20 %8 1) SLA AU Lk T7 58 70 il BEAT A0 7.
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4.4

If necessary, SAP will also provide support onsite under this agreement for up to an agreed number of days per
event as designated in the Order Form for AMS. Services provided onsite require prior notification irrespective of
the priority of the issue at hand. Onsite services are documented in a Ticket, which has to be processed in
compliance with the Event-, Incident-, Problem-, Change Management or Request Fulfillment Process.

WA LE, SAP ILRHRIEA I EN AMS T B b E R FAR I SO, SRBE SRR (A i 2 ANl
WL E R E . AR IR 55 T el A, HASZ A0 ) S e . Bk B i kAEH B, ZHEL
G, S, AU R, AR a0 SR B AT AR AT A B

Onsite services at Customer’s request that exceed the given time requirements require at least one month’s notice

and must be submitted in a Change Order in accordance with the Change Request Procedure as defined in
Exhibit A. SAP cannot guarantee that it will be able to provide resources for these services.

N P ESRGEHE R AR N (] SR B I 55 5 B A D SR AT— D A BHATIE AL, HAASURSEIT A s RLE R9A2 TE
TRFEF PR AT H . SAP JLidk fRAEH RS BE 5 i e i 55 4R I BE -

The main steps in the Operations phase are as follows:
BE B EEL R

Operations | Service delivery Perform day-to-day monitoring and support
B IR 55 5248 AT H 5 WA SCHF
SLA monitoring Perform SLA monitoring to prevent SLA violations
SLA Iz AT SLA %, k% SLAEL.
Governance meetings Perform regular internal meetings and meetings with the
SR A customer to meet quality of service delivery and to discuss and

agree on proactive tasks as well as continuous improvements
€ B TF A2 B A K 5 2 P TGS T AR 2 80, R ORI 22 A IR 45 1)
Ji, JFUTRATRE E B SRS A 2 U S HL

Reporting and Invoicing Provide regular reporting

e AT 5 SRAE RS

Update documentation about | Regularly review and update of business processes and
ITSM procedures technical documentation by Customer as well as the AMS

H T ITSM 25 [0 26 S0k Procedures Manual by SAP.
7€ WA ) 5 SR % SR AL ST AR S HOR SO AT - SAP $R3t
1 AMS T2 Tt -

Closure

HiR

The Closure Phase is the last phase of the AMS engagement. The start and end of this phase is not planned at
the time of contracting but agreed on once either Customer or SAP provide termination notice, the duration of this
phase varies depending on the finalization of activities.

SORPTBOE AMS TiH [ n — BB BT BT IR AN SE RN TR AR SL A R 2 I THRl, T RAER 7 8 SAP $i
e IbEAE U IR RE , 18 BRI RF SE I B LI 21 ) R 28 52 i D T 7E

The objective of the Closure Phase is to jointly ramp down the AMS service at SAP by handing back
responsibilities to the Customer.

ORI BB AR IR SRR Wl 2 T, SREIZ D SEE SAP 1) AMS iRk 55 .

SAP will return all Customer documents received and provide support to the knowledge transition sessions as
may be requested by the Customer during this engagement Closure Phase.

FETRH S5 AR B, SAP R IRIECRI I BT % )7 SO, FFHRGE 20 7 T RESE Hh O3 ROV IR AL B IRFE AR ST FF

SAP Service Description for Managed Services (Application Management Services) CHINESE (SIMPLIFIED) v.2-2017 12



51

5.2

5.3

54

5.5

During the Closure phase service delivery continues as described in Operations Phase, i.e. this particularly
includes Ticket processing in compliance with the Event-, Incident-, Problem-, Change Management or Request
Fulfilment Process. Additional activities are managed in a project. A joint project plan (Exit Plan) will be drafted in
detailed discussions with Customer during the initial stages of the Closure Phase and will be used to track all
services throughout this phase.

FESE R B RS S TARR K IRIZ E B B id 4k 2kt 4T, BART S, REFEZREA k. HE, RS e
TERIBATIRAZBEAT I S AL . FARTE s LI A B AT B . AESS RAARPT BL, I 5% 7 VEGHIHE B 5 & T
Hitk) GRHTERD 3 CLEEREBEA GBI PrE 55 .

The main steps in the Closure Phase are as follows:

SERE B EEOP IR T

Knowledge Transfer | Knowledge Customer to attend knowledge transfer sessions led by SAP.
FRAERE Transfer Sessions | 2 225 i1y SAP 284 B IR AR
FRERRE
Handover meeting | Customer and SAP verify that if all closure action items have
and sign-off been executed and customer signs off the official end of the
Baailssty | Sngagement

BHPE SAP BAEFTA S5 RATEh IR | CYISSdhdT, ZJE, BE
R IR I H 45 RS

Engagement Ticket handling Ticket processing and confirmation by the Customer before
Closure Y kb Services end
i H &5 AR, JF B P AR IR S5 A5 R AT REAT iR A
Deactivation Termination of processes, meetings, final reporting and invoicing
B VO bR, 2. RARE TR
Setup Deactivation of users, infrastructure and tool environment
B BOHBGE R P A T RIS

Customer Responsibilities and Obligations

R EESAERA X5

Customer will provide all software products and licenses required for the services to be provided including all
necessary maintenance agreements (in particular for SAP software used) for the entire contract period. Customer will
use a currently maintained release of the SAP Software in accordance with Customer’s End User License Agreement
(Software License Agreement) with SAP, unless the parties otherwise agree to an earlier Releases.

ERAE RN, 2 R ORISR BT it (BT B i A vE el WIS ErA 2 Z I 4Ed i, JCHGZ B XA
(K1 SAP BAFIAES Il s BRARXUT 7347 R RAE A FICAS, 2 P2 LS SAP Z54T I & P VFmr il CRRAF
VAT PRI A AT 4R 1 SAP BFRRCA .

Customer will grant SAP nonexclusive rights to operate these software products solely for the purpose of
supporting and modifying the applications used. Customer will make any necessary changes to the software
licenses or maintenance agreements at Customer’s expense.

KT SAP IS AT IR LB AT S (ARSI S PERON], AR SCRPAME U T B R AR o %7 AT AR R AT 4
SLRVER AV AT R P A B A 1 S

Customer is responsible for specifications of the IT solution regarding availability and security.
B ATURE T MR ST R AN 2 PR

Customer is responsible for technical operation (hosting) of the SAP solution.

BT SAP RITT RIEORIZYE (FEED .

Customer is responsible for provisioning, operation and servicing of Customer's LAN or parts thereof
(infrastructure, local printers, software, and so on).

TSR IBEMNYEE R LAN KRR CERIZER . AMITENHL. BAF5E) .
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5.6 Regardless of the scope of services provided under this engagement, Customer is responsible for the
implementation and the design of the overall software solution.

ANEARTH TR AR 5V A, B 2R BT S AN BT R AR A A R T R

5.7 Customer is responsible for the definition and execution of its business processes including but not limited to
application and data security policies, Sarbanes-Oxley compliance standards and processing requirements.

P ATUE AAT HA SRR, B EAR T NP AEEE 2 e BOR . BRI B A S A I AR vk DL

5.8 Customer is responsible to provide SAP reasonable and sufficient documentation of its business processes in
order for SAP to perform its responsibilities.

w ATt SAP SRV S IRAE I A B 7R 0 IO SCRS, LA SAP JBAT HT{E.

5.9 Under this Agreement, a Request will be processed after a Ticket has been issued to SAP detailing the Request.
Customer must open the Ticket in SAP Support Portal or Customer’'s SAP Solution Manager application, which has
an online support connection to SAP Service, and Support established for the SAP installation in scope of this
Agreement. Alternative entry channels for Ticket acceptance shall be specified and agreed in Scope Document only.

FEARMDINT, TERWEAER SAP KIEHEE, TEAU G RN A G TR .. & A 21/E SAP Support Portal 0% 7 1]

SAP Solution Manager 3 FIF&F H )4 &, i SAP Solution Manager N FH AR 540 A UG FE P 1) SAP 222

B3 /¥1 2] SAP Digital Business Services [TEL SCRFIERE . A3 BT BN BB AN S 7E T BSOS R e A2 58
5.10 Customer will ensure that SAP has access to the supported systems within Customer’s IT solution and will bear

any expenses required for this purpose.

2 PR ARIE SAP BENS Vs )% 7 1T M7 RN HISCRR RS, JF 2RI 9 SEIZ B AR iR 9%

5.11 Customer is responsible to ensure that its Product Support parties reasonably cooperate in their timely receipt and
handling of queries and Tickets forwarded from SAP.

PSRBT ORI SR T AEWCENE R I T A FRAC &, M ALFER B SAP [ R FIVE S .

5.12 Customer is responsible for all data stored into the systems. Customer is responsible for backing up its data.
Except where otherwise expressly indicated in writing by Customer, SAP is always entitled to act on the
assumption that all Customer Data is backed up.

BTG RGE T EIE ST, R R R AR . BRE P LB AT RIS S, SAP IR ZAT AU
T 2 P R A& R R AT Bl
5.13 Customer will ensure that the release of any new or upgrade to Customer’s software complies with the interface

requirements of the solution in scope and will notify SAP at least eight (8) weeks prior to the release of any new or
upgrade to the software.

FPORIIE, R 2 B FRL YR R S A3 T BESR R AT AR AR A B AT B AF T 9, JRRRRT 20\ (8) FIEAI SAP.

5.14 For the entire duration of the engagement, Customer names and maintains a representative who will be
Customer’s primary point of contact in dealing with SAP for this engagement and will have the authority and power
to make decisions with respect to any action to be taken by Customer under this contract.

TERATUE W, 2 PR M H— AR, 1A% S SAP BAT H BT W SR I BB RN, IR
ARG FIIUT 128 P SRR B A AT s AR H o5k

5.15 The Customer Key Users are capable of providing 1st Level Support to the end-user community. Customers 1st
Level Support gathers Customer’s information on a disruption of service or on a Service Request. For a disruption
of service, Customers 1st Level Support will try analyze the issue, figure out a solution or work-around or pass it to
SAP AMS.

BRI RS NI A P A XSRS — SR . B SRR B AR T IR S5 R T EUIR S5 SR R . X
T RS bk, &R — GO R A R, FRBIAR R TT KB SUT R, B0k R AR %S SAP AMS.

5.16 Customer and SAP will provide timely and adequately skilled team members and replace vacated team slots as
deemed necessary during the engagement without undue delay.

FEIUH SAATHAIR], 207 A SAP KRR 5 5 22 LS SR A 8 AR ) TAT A ok 8 B30 802 L F [T A B
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5.17 In due time before start of the Transition phase, Customer will make technical documentation, end-user
documentation and business process documentation available to SAP in English language (exceptions may be
specified in the applicable Scope Document). In case Customer fails to provide this documentation on time or if
the documentation does not have the required level of detail, the service start might be delayed and support
efforts by SAP might increase.

FEIER BT BUT IR AT AVIE I AN, 20 5 1] SAP SIS SRR BRSO L B 28 1 SCRE AL S5 U RE SO (il MG
VE LI FIVE I SORS) o 45 30 7 R BE 2 I 4 (3t T e SRS ik 8 SO O VE AR FE AN AT A A DGR, T I 55 1) J sl s
RIS SAP R ZEH ) SCRF TAF th 2 1 mn.

5.18 Customer informs SAP in a timely manner, i.e. with a lead-time of three (3) months about changes to the required
support in terms of volume, languages and service times.

Xt P ISCRF AR 18 S ARSI ()1 AR BRI, % 7 BN JE AN SAP, BRIV, 2RI = (3) MH A HIEA.

5.19 Customer provides SAP for the semi-annual audits a user with all necessary authorizations free of charge. This is
required for all systems in which SAP has responsibility for transportation management. Customer also confirms
that its transportation management can be checked for audit purposes and that information is also made available
to the respective auditors. This is only applicable if during the set up phase it is agreed that SAP will be
responsible for transports to production.

B SAP G RAR BN HL T BEAT EAEEE B UK A L B AL IZERIER T SAP X H AU & E B IR PTA &
Gio [ANF, BEHIAAT LU T T B A0 H AR B AT A, JF HAR S FAR R o R AR B XA B
BEPrBZIE SAP ST A RGUERIITE LT A& .

5.20 During the agreed service times Customer will ensure the availability of a sufficient number of Key Users who have
the required technical-, application and business process knowledge and sufficient skills to communicate with
SAP’s AMS Consultants in the agreed support language and will provide to SAP a list of the key users including
name, function, phone number, fax number and email address. Customer will ensure that all Key Users are familiar
with the support process including Ticket creation and processing via the SAP Support Portal or Customers SAP
Solution Manager Application. Customer is responsible for adaptations or extensions to the solution, for example,
ones caused by Customer’s changing requirements or structures (Organizational Change Management).

FELE RIRSS IRV EAN], 2 P B AR A BT B R . N R R A S AR AR A 2 W i HRe,  HLRERS LLZ5E
S FFE S 5 SAP 1) AMS i 22 i R B B E e s F P, KA SAP fR It P It 4 5, B, BRI,

HIE 5D, (LS M FAs bt . 2 8H R, Fra et P B SRS, B f6Eit SAP Support Portal
& F[F) SAP Solution Manager[fift ¥ /7 & B 28N AR P G s AN AL BT 2 . & P S sn R sl B v i 2, i,
(R P B B SR Bl s ) (AU SV R A ) g o B AT R E T .

5.21 SAP’s provision of the Application Management Service is subject to Customer fulfilling its responsibilities
described in Schedule A: Roles and Responsibilities of the applicable Scope Document for Application
Management Services. Customer agrees to execute prompt performance of such responsibilities and provide the
employees and resources required for the project phases in sufficient measure.

SAP FRALN FHFE PP & BIR 55 I AT IR 2 % 7 AT = Ar IR P8 B IR 5538 FVE B SCRS 0 48 (0 5 SR BTk 0 54 .
7 R K JEAT LR ST IF 8 % T H B Bt 2 W 1 53 TAN YL

5.22  Customer agrees to provide the following:
ZRERMELLTER

e Customer’s policy and procedures regarding the authorization of access to the Computing Environment. Customer
agrees to inform SAP of any changes to such policy and procedures as soon as practicable without delay
AR AT R TR 2 BRI T o %% /7 R — EL A AT AT PR 2o 0 SR BCSR AR P Pl i) A A A
SR PR R SAP,

e A service user (“S-User”) ID in the Computing Environment with the authorizations defined below. This S-User

ID, which is (initially) assigned to Customer by SAP in support of the License Agreement and which Customer
uses to log on to SAP’s Support Portal for software download and support is required by SAP’s in order to
permit SAP resources to also log on and perform software download tasks necessary to obtain the software
for set-up of the Computing Environment. Required authorizations include:
THEHSE R A LR e XBRIIRSS H P (LR RIRRS ") ID. 6 S FHF ID (WD) B SAP {E X F
AP — BRI A 2 7, % AE G 1D ¥k SAP Support Portal FERAFIZRIG R . SAP 75 %
R 1D SRRVF SAP GRS SR Bk Wl JEHAT 0 Z A N BTSSR IS B RS BT 75 . P
i A PR A0 47 -
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5.23

5.24

5.25

5.26

o Sending and/or creating and / or confirming and / or re-opening Customer messages (Tickets)
R AN BB g AN EAR N B BT R T EE GEED
o SSCR key registration
SSCR ZHEM
o Processing service messages (Tickets)
MFRARSSTH S GHED
o Opening service connections
FIFF MR 55 452
o Software download
BAT T
o Maintaining system data
Y3 RAEAR
o Requesting license keys
iR VA 2
Customer hereby provides SAP with the express authorization to set up and use an S-user with these
authorizations. Customer will ensure that any authorizations that may be required for third parties or its employees
will be provided promptly.

ZPRrLE SAP SRR E MM R & LABURE S A MWL, 20 7 R Or S SR AL 58 =07 sl 03 T RT RERG
FAEATALR -

In the event that any SAP equipment is required at the Customer facility, Customer shall provide a physically
secure and conditioned environment for any such equipment provided to Customer by SAP and Customer bears
all risk for damages. SAP shall not be responsible for any damages to the extent resulting from Customer’s failure
to provide a physically secure and conditioned environment.

WIFE 2 (R RN Hb 2 75 48 PR /] SAP 4%, &R SAP $RALL % P (AT K% & S e B 224 HAF& %
PEFREE, RN g R IE BT B3 X . XTI 7 R AE SR At b 22 4 HLAT & 2 3R 88T 3k 1 A AT 4 5
SAP HEAN 1 57 .

Customer is and will remain solely responsible for the definition, documentation and execution of its business
processes including, but not limited to, configuration of systems management and application and data security
policies, batch processing requirements, and compliance with other governmental or regulatory requirements.
Customer is and will remain responsible to provide SAP necessary and sufficient documentation of its applicable
processes in order for SAP to perform its Application Management Service responsibilities under the Agreement.
Customer is solely responsible for determining the suitability of the Application Management Services for
Customer's business and complying with any regulations, laws, or conventions applicable to the Customer Data
and Customer’s use of the Application Management Services.

FIIRA AR TUE . ICRAMPAT Hk S e, B EAR T RES X RGUE N RS B 7 A BUR.
MACH IR, VRS HABBUGAEEOR I ERINE . 207 RG2S 15T 10 SAP SR AT S8 FHAURE (19 78 70 Ho A% ZE ) S0,
LA SAP JEAT HAE BRMTUT BN S BEAR 55 HR 5T o 20 7 AU SOl e g 72 7 b 55 (0 I8 FH A 2 1R 55 1) 3 P 1
3 7 P s DAL 7 B BRI 55 A5 T AR A L TR P E

Reference Sites: During the term of the contract as agreed in the Order Form, Customer will use its best efforts, to
host up to four (4) hours a month of reference calls. Such reference calls will be performed after obtaining
approval from Customer and will be coordinated through the applicable SAP Engagement Manager.

Sl TR LEN B FRMIRN, F/R eS8 ARZIEN (O NMINHSHRM. 1ERS%H
PR AESRAS 20 P IHEZ R 4T, JRREEIE A R SAP T H 22 B AT B i

Customer ensures that all systems and product specific tools can be accessed by SAP via standard
remote/service connection maintained in SAP Support Portal. For products or tools where service connections are
not available, the customer has to provide a Windows Terminal Server access. Customer specific VPN client
solutions will not be supported by SAP.

ZPRIE SAP GEiE T SAP Support PortalZ o 4E 37 B br i f2 /IR 55 505 ) BT RGN ke TR, XTFikiE
I IR S5 T 1) () P S B TR, & P 2R Windows 25 IR 45 257 AU . % P E ) VPN 2% P S fid e 5 2%
A2 SAP T EE,
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6.1

If Customer fails or partially fails to comply with these collaborative and cooperative duties or if Customer fails to
comply with these collaborative and cooperative duties in the right quality or if Customer fails to comply on, SAP
can request adjustments of the schedule and/ or charge additional costs resulting out of the non-compliance to
Customer at the agreed rates.

A R BE AT BUR B A T AT IX e UM E A SRR ST, BB AR P ORBE LA AT IX L i E A & AR BA 5T, U SAP AT LA
ORI BETHRIAN/ 42 240 58 IR SR 2 P ML BUR A 9

Service Levels and Reporting

JR S5 7K ATHR

Service Level Agreement (SLA)

FRZ K- (SLA)

The following Service Levels are standard options, will apply for the service as defined in the applicable Scope
Document and are based on the following definition for priorities:

NI AKV Jbr e i, 32 Ak A e B OO e RIS, HAE T LR e 40E e

Ticket Priorities

HBRER

The following priority levels (Ticket Priorities) apply to all Tickets (such priority to be assigned by Customer and
may be re-assigned by SAP based on the criteria below and acting reasonably):

AR IEegon GEEMRES EHTHAHE (IR Mm% T faE, Walh SAP #lE LA ARaEA1 & BEAT Jy BT
f&E) -

Priority Characteristics

RS R

Priority 1 — Very high An Incident should be categorized with the priority "Very High" if the Incident
Mok 1 - EWE reported has very serious consequences for normal business processes or IT

processes related to core business processes, and urgent work cannot be
performed. This is generally caused by the following circumstances:

AR A TR B S5 IR S RO b S5 AR AR ORI 1T AR P A R e L
S, HBE R TAETEIAT, WINZRZ A e A N R R & X8 H 2
H LA G O 2
e A production system is completely down

7RG B RIFL
e The imminent go-live or upgrade is jeopardized.

I ) BT 2052 2] T FHAS
e The core business processes of Customer are seriously affected.

% IR OE S R R 52 B P S

A workaround is not available. The Incident requires immediate processing
because the malfunction may cause serious losses.

BRI R ZFF LA R, KT g2 T E0™ E k.

Priority 2 — High An Incident should be categorized with the priority "High" if normal business
ek 2 - & transactions are seriously affected. Necessary tasks cannot be performed. This
is caused by incorrect or inoperable functions in the PRD or DEV or QAS
system that are required immediately. The Incident is to be processed as soon
as possible because a continuing malfunction can seriously disrupt the entire
productive business flow.

WIEF M558 5 2 B P E R, MZ A L e R B HZE N . BRI
BT X HTEYITEEM PRD. DEV 8t QAS RS H 1IN e % sk 1T
SR W TR 2 AR A A LSS IR AR BT DL AUS PR AL B
.

SAP Service Description for Managed Services (Application Management Services) CHINESE (SIMPLIFIED) v.2-2017 17



Priority 3 — Medium An Incident should be categorized with the priority "Medium" if normal business
Lo sk 3 - transactions are affected. The problem is caused by an incorrect or inoperable
function in the PRD or DEV or QAS system. The Customer orders a change to
or a service for an existing critical business process.

WIE 5558 5 2 BIFE, WZ H AT B AR S G N H 2R O b I 2R ) i T
PRD. DEV = QAS R HIThRES: H eiIoikiaiT B 2 0 B ) B 2
MV 25 IR AR T AR B B R 55

Priority 4 — Low An Incident should be categorized with the priority "Low" if the problem reported has
ek 4 - 1% little or no effect on normal business processes. The problem is caused by incorrect
or inoperable functions of the PRD, DEV or QAS system that is not required daily or
only rarely used. This priority is also used for any other Service Request.

AR 5 4 18] OGS T8V 2558 5 5 M LM e RE e, SRR AR S R A 2R 0
“R7. XEMFEH PRD. DEV 50 QAS Z 4Rk H & Al sobl /i F FOZh g
WEICIRIZ AT 2B . AR AT F TARAT HAR R 5535 3K

Service Times

% 55 I [a]

Service hours (Service Times) and Scope for Application Management Services to be provided are specified in the
applicable Scope Document for Application Management Services.

I AR P IR 55 3 P A9 B SR R 1R 23R A4 10 N PR R PP 4 PRI 55 B R S5 I 80 ORGSR (]) AN

Initial Reaction Times (IRT)

HIGEME BT R (IRT)

Initial Reaction Time SLA for reactive Ticket based services can be agreed as and only if specified in the
applicable Scope Document for Application Management Services.

FT W B RIRS I GA MBI (8] SLA AT FE R AR -8 BRGS0 Y o b 2058, B REFEZ SO TR iE T RE
Solution Times (ST) — Optional

RV TT RETE(ST): P&

Optional Solution Time SLA can be agreed for Application Management Services, as and only if specified in the
applicable Scope Document for Application Management Services.

PRI R S8 TE) SLA R A P i B AR 5 AT 205, LR BEAE S P RE P BRI 55 4 32 PV B SO AT €

Solution Time SLA is met if — within the Service Level — SAP provides a solution proposal for resolving the issue
or a workaround. If the solution proposal is based on a workaround, SAP and Customer will agree on an action
plan for creating and implementing a permanent resolution. This action plan includes a timeline, action items and
persons responsible.

WITEARSS KN, SAP AR ] i ER AL fig vk 7 R BRI N S &, WIRF & U )7 8T (8] SLA.  Inf v 77 il
FETRATE, SAP R U2 e G A Sk A SRR T ZIAT AR ZAT 3 RIBFER 2R 478 RIFIN R
TE

Solution Time SLA is measured in the SAP AMS Ticket tool.

fift 7 It TE]) SLA @IS SAP AMS W8 T B T34

If Customer changes the priority of a Ticket, the service levels “Initial Reaction Time” and “Solution Time” restarts
from this point.

N U U BN, IR SS AKT AIUA W IR [E] R R 75 SRR () AZ i BT AR T

The Solution Time starts when the Ticket status is set to “In Process”. Solution time stops when the Ticket is on
status “Customer Action” and continues to count when it is on status “In Process” at SAP. Solution Time also
stops if SAP sets the status “On Hold” and only continues to count when the status is set to “In Process” by SAP.
The status “On Hold” may be set in the following situations:

figp- DI RIS TR] AT RS B B O A B I TR THIN o A R T S TR T AL TR P RIS I R T, R AL
T SAP AL EE IR I 4R T . 27 SAP BLEEERES, WO RN E F R R T, IR (UE SAP RS I E N
ARERRIN GRS . ATAE DL O BE R IR
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Returning Ticket to Customer to request additional information

W BRI R H ARG B

Returning Ticket to Customer to request a solution approval

e IR 45 P SRR 7 S wi ik

Circumstances that are beyond the control of the SAP AMS team (see more below)

ik SAP AMS A1 B2 il I 5 L GEZ R LA N E 21500

Delays caused by third Parties (i.e. not by SAP AMS team). In this context other SAP units than SAP AMS are
also considered “3rd Parties”

HE =7 (EPAZH SAP AMS HIB) SFENIER . fEIIEGL T, Bk SAP AMS Z M H At SAP FAL AN N
="

Solution Time SLA is only applicable under the following circumstances:
fif R T ZE T E] SLAAXAE LRI L & -

Ticket is classified as “Incident”

HEPSYI R B/ L o

Issue occurs in a productive system

I R AEAEAE P R G

Ticket priority is set in accordance with the priority definitions

RIS PRIE S PE SR E

Those times that a Ticket is with Product Support are excluded from the Solution Time calculation.
T S AL A SCRF RIS R AN THZE R TT RIS 8] 2 A

Prerequisites for Solution Time SLA and Customer’s duties

fFRTT FE I 1] SLA BT H2 S% A A2 - A 5

Solution Time is only applicable if the prerequisites for Solution Time SLA are met and if Customer performs his
collaborative and cooperative duties. That means in particular:

D75 SR TR A3 A A DR T SRR TR] SLA B RTHR 25 1F A% )7 BAT HeME R SR IR ST B L R A& . BT S, X
LS R

Customer provides working remote access for SAP
%N SAP S A R AR T AR .
Customer ensures system availability of SAP Systems described in the applicable Scope Document,
especially hardware and network
B PR IS VG SCR TR TR SAP RGN R n] P, JUH R AR 2% o
Customer provides all authorizations required for SAP to provide the described and agreed services.
This includes in particular technical authorizations needed to work in SAP Systems described in the applicable
Scope Document
25y SAP AR UL T BRI, LS SAP 42 ik Ik 55 A 21 5E B 55 -
X AL FELEIE VG SCRY BT IR () SAP R GeHh TAE BT 75 ZE AR -
Customer ensures that changes in the SAP Systems, which were not implemented by SAP, will be made
known to SAP ex ante. This is done by handing over a documentation describing all technical and process
aspects of the change. These changes will be added to the scope based on mutual agreement
ZRIERKAE SAP REGPEATI. AR M SAP LR E RS A SAP. ik, %/ anilid 1R ST i A
FAZ G [ A BORMIAE o X LeAR BOREAE XUy 1K B — B Ll A5 n )Y A o
Customer ensures that all required information is given to investigate the issue. That means, that a Ticket
must include at least the following:
HPRERT S A S S TS 8. mateil, WEPLAEDEE T NE:
1. step by step instructions for reproducing the issue,

T B ) e 73 A1 i B
2. aset of data to reproduce the issue

P 2 i ) — ZH
3. aprecise description of the issue (including comparison of actual and expected system behaviour)

X AR AER R (R SERR AT I R GEAT N EEED
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e Customer ensures that Key Users with sufficient functional and technical expertise as well as decision making
authorization are available and reachable (including contact data such as phone number)

2 PRIESR Bt R % 208 B T REAN R AR DA S SRS IR ) 5B P IR RIEBERS I R 15 L (BTl 5 14
B R NEHE «

e Customer creates Tickets in SAP Support Portal
% ' 4E SAP Support Portal F1 8127 & .

e Customer actively supports the resolution process. That means in particular that Customer without delay
validates the proposed solution

BN R AR SRR . BRI S, X ERAE 2% 7 RS B BG UE 2 U IR T 56
e Customer provides all required information without delay, and

% P NSRRI R I T A S, H
e Customer ensures that all provided data and information are correct

&P RUESE AL R B A s AE S HETR o iR .
Limitations

B 1

The following time windows are explicitly excluded from Solution Time SLA:
LA B ) 2 1 R B A R 5 SR 8] SLA Z 8

e Maintenance windows according to the Customer requirements
LICEIRN P NIUF /A

e Time windows which can be attributed to technical unavailability of the software solution (hardware, network,
infrastructure or other)

AR T AT 22 CREAE . N2 AR AR B A ) BEARAN AT FH (R It 1] i

e Time windows which can be attributed to issues caused by the Hosting Provider
ATV PR R SR A 7R RSP I R B 1) 5 1

e Time windows which can be attributed to issues with software products that are not included in the scope
AT YA LA T ANTE T B A A 72 i T e IS 1) 2 1

In case of events of force majeure and other Incidents not caused by SAP, which prevent a smooth and
uninterrupted resolution process, Solution Time will not be applicable until normal operations can be re-established.

WEEATTHUFAFEAR SAP & B HALSAE, TS MG IAE L2 4T, WIFEEBIT IR IE WIS E 20T, MRy
SN TEDRE AN

If Customer fully or partially fails to comply with one or multiple of the listed prerequisites or only fulfils one or multiple
of the listed prerequisites in the required quality or not within the required time and if there are delays caused by that

SAP will not be in default even if the Solution Time expired. The onus for noncompliance of business process
availabilities, the fulfilment of requirements, the reaction times and resolution times lies with Customer.

R 77 R RE i 2 BOR BE 5 4 2 — AN B ST A HT§R 2% AR B A2 — N AP SRR I P S RT3R 26 A, BURAE 2
SRIN 8] P9 2 AT P2 25 1, HAS DRI iR IR, U RISt i ek T SR 8], ARy SAP 3520, i Sl 35 e T F A
AR BRI BRI AR DRI 8] B A Fh 2 7 AR AH
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6.2

Service Reporting

M55

SAP will provide reports to Customer with information about the services provided.
SAP Kt r) 2 P R A BT IR AR 5515 B AR T .

Monthly Customer Report
BAEFRE

SAP will create a monthly report providing Customer with information about the services provided in the previous
month. The report will be made available online via the AMS Reporting Dashboard for the last reporting month and
as downloadable PDF document for last 12 reporting months and will include the following information for the in
the respective reporting period:

SAP Rif H AR, R RO A RS EE . mEkEE AMS G SGREELSRME A AR, Ifi2
il = (12) MRS HBIR R PDF SO, b G S AR R R IR A R RS B

e Overview of the supported IT solution in scope of the services provided
FE BT AR B IR 550 Bl o 32 SCREI IT AR5 S A

e Management Summary / Recommendations for continuous improvement
BEX 5 8 7 35 10 A PR 5 1

e Total number of Tickets received including break down per service category, per priority, per location, per application
R E S E, BFRRSEA. e, FE. MR 4E5 1TH &

e Total number of completed / not completed Tickets including break down per application
FERUA TE BRI RS E, AR N R 4 23 T R

e Total efforts for Tickets processed per month and accumulated over last 12 months (including break down per
application and service category)
XPAE H AT Bt 25 12 AN H ACBR AT B ERN CRIHR 3 S FH R e AR 552 1l 4 43 (903 J2O

Real Time Ticket Reporting

SERE BIRE

A Real Time Ticket Reporting will be available online via the AMS Reporting Dashboard providing detailed
information (including Ticket ID, priority, application, service category, status) on Tickets.

L AMS 5 BORBAE L IR BEICI B, R SSH RS (BIEEE 1D, . MARER. RS
FHRED -«

Dispute Resolution

SRR

Each party will nominate a representative who will be the other party's prime point of contact with respect to the
performance of the Application Management Services. Each party will further nominate a representative who will
serve as a decision-making authority in case of any dispute or escalation that cannot be settled between the
primary points of contact within a reasonable period.

BT da € — BACERAE N 0 — 5 St B IR 7 A B 5 I B E IR RN o 2045 5 — AR N IR, L1110
5 B AR N TCIRAE B BN 8] A AR R PR P 130 AP 17

Exhibit A: Change Request Procedure
B A ZREERERF
Exhibit B: Template for Acceptance Protocol

BH e B TRMACH BUSEAR
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Exhibit A: Change Request Procedure
BHfE A: BEERER

If during the provision of the agreed services changes are identified — changes that in Customer’s or SAP’s view
affect the scope (by material reduction or excess), content, methods, or schedule, they must be agreed
documented and tracked in the provided Change Request form. When one party initiates a Change Request
(the “Requesting Party”), the other party (“Responding Party”) will use reasonable efforts to respond to such
Change Request within ten business days of receipt. Further, both parties will use reasonable efforts to either fully
execute such Change Request, or mutually agree to abandon such Change Request, within fifteen business days
of the Responding Party’s receipt of the Change Request.

WIFELE M S5 1R IR, %5 7 5 SAP YRR S Yu Gl YRl s e R 77 20« WA Tk et E
TR A sem, WA ZRa I AR SR e — 3, AESR AL AR B SR R p BT I R AE . — 7 KA KRG (BUF
IR RTTD  —J7 CBUR TR BE R IT™) FAENCE R i K E B+ (100 ASTTAE H R G BESS i S it
BASE, IR H, MOTEPE R TR FE R+ F (15) HPWERRG R EEES HPAT IR TSR, 85— H &
THILRAE T,

The parties must agree to, any change in the AMS Services in writing. The following procedure will be used to
control a Change Request (“CR"), whether requested by Customer or SAP.

X7 AL B R S AMS IR M AT . ToiR 2% il g SAP 15RATH,  J R4 I8 T F1RE 44 i) A2 S i
K (LR EFRCRY .

Summary of the Change Request Procedure:

AR HE A SRAE P2

1. All CR’s must be made in writing on the CR form described below and shall be submitted to the appropriate
Customer or SAP designated point of contact (“receiving party”) for the Managed Services in order to initiate
any CR.

JITf CR #25i% T il CR RIS HIB IR, I NI E M N K% 7 5 SAP 457 MIFEE R 5B AR i (BUT AR
T s BURGEAE AR AR

2. Upon receipt of a CR, the receiving party will assess the requested change to the AMS Services and inform
the submitting party of the result of the assessment within a mutually agreeable period.

Y2l CR ZJg, TR AMS AR 551 R AT Al S5 AEXUTT B OIS 1B ST PR PN 3 R 2 T PP A 45

3. Inthe case of an affirmative response, Customer will provide SAP with a CR response specifying the effects of
the change to the AMS Services and the estimated cost of the additional Services.

WO ERSE, &P¥ A SAP f2fk—A CR[FIE, 18HAZH AMS IR 55 52 M FH B I0 AR 25 (R Tt Tt B AR .«
4. SAP will review the CR response within a mutually agreeable period and either accept or reject the CR.
SAP R AEXUTT W€ I T IBR 4 & ) CR [FI &, SR JE 2 BlidE 4 CR.

5. If SAP accepts the CR, the changes will be integrated into the AMS Services schedules. If rejected by SAP,
SAP will only provide the AMS Services to the extent possible, which were agreed to prior to this CR.

N SAP £:3% CR, WAZHEHENE AMS Rt . WiEH] SAP 54, SAP K AUAE AT fe RS Bl 4R A
CR ZHIZ1%E 11 AMS IR %5

6. Neither party is under no obligation to accept any CR.
AT —T7 #R A X554 ZAL AT CR.
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Information to be provided on the Change Request form:
AR SRR EER A R
1. Toinitiate a CR, the submitting party must provide the following information:
TR TR, AT AR N INE B
a. Name of contact(s) submitting and sponsoring the requested change.
FRAZRAARVE R IR R N4
b. Whether the request relates to the AMS Services under this Order From or to additional Services.
TR SAR AT T K AMS il 5% Bl In A 5540 56«
c. Description of the requested change.
TR TE R A .

2. Once the Change Request is received, SAP will conduct an impact and cost analysis. The following
information will be  provided as a result of this analysis in the form of a CR response:

R TIERZ G, SAPMHUTHMAEA T PUT Ao 5HAE CR BIEXR TR FHIE L.
a. Description of the impact, if any, on existing AMS Services.
YIS LA AMS iR HI5E0 ()
b. Description of additional deliverables, if any, required for the Change Request.
TR A IRAL TG SR BRI HABSSAT R (nf) .
c. Proposed schedule for any additional Services being requested.
OLSE 338 SR A AT B I A 55 6 -

d. Estimate of the change, if any, to the AMS Services fees caused by the Change Request, including the
rationale/methodology used for this calculation.

fETE AR TG R GER AMS RS 9T (), OIS THEATH R EARE 77 .
e. Recommendation on disposition of the CR (approve, disapprove, defer).
BT CR S (k. $E4. i) .

If rejected the CR shall be returned to the submitting party with written reasons for rejection and, as appropriate,
any alternatives.

AR, B CRIABMIRAZ T I M IHEL A R & GG AR HAR AT %77 5.

A CR that is approved by the parties shall constitute a Change Request and a modification to the applicable Order
Form. All approved CR’s will be incorporated into the Order Form once Customer and SAP execute the CR form
attached hereto. SAP will not perform any Services under the Change Request until the CR has been fully
executed by both parties.

X7 HEHERT CR AL F3 B 375 SR & F T I S B 2. & A SAP 228 IN T AWM CR R Z 5, I & fHbHEf
CR AN . W7 5842 % % CR ZJa, SAP A 2 JEATAZ H R T AL

The following example shows a template for a Change Request form:

R GIERAE T AR A SRR AR -
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Change Request: [CR #]
BEFER: [REFERRT |
to
(in
Order Form for Managed Services (Application Management Services)
WERS (NABEFEERS) ITHE
SAP Reference No. <Insert Order Number>
SAP 2% 45 <IHAI B 5>
between
W7
<SAP> (“SAP”)
<SAP> (DL FRiFR“SAP”™)
and
A

(“Customer”)

CAFRARZ /)

This document must be completed and submitted to the appropriate person to commence any change order.

DRI SEAR SRR AR BN M S, J7 AR AR 1T AR B

1.

Describe reason for requested change:
YEHITE R AL S P -

Describe impact, if any, on existing Managed Services:
VI A FBE RS R (nf) -

State estimated fee change, if known. Provide a rationale/methodology for used to calculate any change:

YT 2 AL (N ) o SR AT ST AR B F ) A SR BT 1
Change Process:

AR TR s

Scheduled Date for Change:

THRI AR 5 H 3

Terms and Conditions:

SRS
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IN WITNESS WHEREOF, the parties have so agreed as of the date written above.
PABRIER, X7 T 308 Pt H A s BiR 2 %€ .

Accepted By/Zi %) )7 : Accepted By/Z5 %7 :
SAP [Customer]/[& ]
By/Z 7\ SWESS TN

Print Name: [SAP Representative]/
IEMS S [SAP REK]

Print Name: [Approver]/1IE##E 42 [BEHEA]

Title: [Title]/ H1%%: [BR%] Title: [Title]/ B1%%: [BR%%]

Date/ H #: Date/ H #:
Change Request Sales Order
REIFER HETHR
SAP SAP P.O.
SAPiJ# 5
SAP Number Original
SAP %5 3
Iltem Invoice Text (40 char) Amount One-Time Full Partial | Begin Bill
BH | REXE (AT & Monthly | 4gpsy | Month
FHERK FraaH R 4
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Acceptance Protocol

ULy 47308
Engagement Name:
EE®

Working Package:
TAEA:

Exhibit B: Template for Acceptance Protocol

P B: B i BURAR

Customer Project
Manager

B H &

SAP Engagement
Manager

SAP TiH &3

Order No.

THGT

Customer

=5

Customer Name

EPATR

Department or Contact Person
EHNEAEYN

Street, No.

i, %9

ZIP Code, City

MR, T
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Handover of Engagement Results

BUH BREBR

The subject matters of the contract subsequently specified were handed over and were defined in detail in the
following documents:

Bl 15 E A FAR R IR AL, IFE U ST 4 B -

ID Deliverable Document Date Comments
AT RLER e =] H 3 i
1 Kick off Workshop
A BT 22
5 Monthly report
H R &
ISAE 3402 Quality
Assurance Report
3 twice a year
REAEGIE M {7 ISAE
3402 Jii &R &
Place, Date SAP Engagement Manager
. Hi SAP Tji H 4 3

Acceptance Statement

K=

] The activity results have been generated as mutually agreed in the contract. Consequently, the contract
has been fulfilled on part of SAP to the full extent. The Customer hereby declares his acceptance.
WO E A H P ENSE R, Kk, SAP — 5 BT A&MEH X5, &R E Az,

U] The activity results show defects, which do not preclude acceptance and which impair the usefulness of
the contracts goods, works and services only to an insubstantial extent. These open issues listed below
shall be rectified. The Customer hereby declares his acceptance.

TG EN A RN B, EAYIRIYL, AAEIES BT E A & R 7 g TAERUIRSS AT . R IE
NI R, & PRI E A2 .

] The activity results show substantial defects, which preclude acceptance. Acceptance is refused. The
open issues will be listed below.

AN A R R AT SR BRI, RIS . TEZAEIR. RIS T AR A

No. |Ref.toID |Open Issue Responsible Deadline

e | B%ID | EEKRE TAETT S AIN=E ]

Place, Date Customer

. H I =
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