Service Description
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Managed Services (Application Management Services)
BERS (MABFEERS)
1 Definitions

X

1. “Application Management Services (AMS)” provide SLA based post implementation application support for
a Customers SAP centric landscape.
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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.
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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.
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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.
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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.
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6. “Customer Data” means any content, materials, data and information that Customer or its Named Users
enter into the Computing Environment.
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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.
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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.
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9. “Incidents” means an unplanned interruption of a business process. Incident requests are processed in
compliance with the Incident Management Process.
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“Incident Management Process” means the procedure used to restore the business process. An Incident
can be resolved by either providing a workaround or by finding and eliminating the root cause (Problem). Once
the Incident is solved it may be required to find the root cause (Problem) of the Incident. If such is identified,
an approach how to prevent the Problem from occurring again should be found and presented to the
Customer.
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“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".
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“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.
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“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.
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“Managed Operations Control Center” (MOCC) means a service provided under SAP AMS engagement
that pro-actively monitors pre-defined metrics in productive SAP (and optionally non-SAP) environments. It
provides pro-active (semi-)automated remediation processes and procedures for events that occur before they
impact business processes and users. It uses the monitoring data to provide continuous insight into
optimization and improvement potential.
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“NON-PRD” (or “Non-Production Computing Environment”) means any Computing Environment other
than a PRD and may include development, quality assurance or sandbox environments.
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“Operations Control Center” means a central IT support entity that pro-actively monitors pre-defined metrics
in productive SAP (and optionally hon-SAP) environments. It provides pro-active and remediation processes
and procedures for events that occur before they impact business processes, users or financial performance
and uses the monitoring data to provide continuous insight into optimization and innovation potential.
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“PRD” means that part of the Computing Environment, which is used exclusively for the execution of live
business transactions.
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“Problem” means the underlying root cause of an Incident. A Problem can cause multiple Incidents
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“Product Support” means support provided by the software product manufacturer (e.g. SAP) due to software
product errors.

“FPERRSCRE” AAREA TS SR (W0 SAP) PRIRPEF= S R T SR AR IR B SRR

“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.

“IER” RABRIEE AMS I EEATSS . 1R Ffh. AR HEERMRSIER.
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21. “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.
“ERTEVER” IR LSRR E R AR o AR SR SR 4 AR T AR AT AL B

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.
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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 support Requests via creation of support
Tickets.
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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.
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e Ticket acceptance / rejection (contract, SLA, key user check)
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o Ticket monitoring (see SLA)
HERE (20 SLA)
o Ticket dispatching to the AMS core team consultants
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The process Service Desk describes the workflow and tasks of the service desk function, including
k55 & RARRE Tk & TIRER TARRAESS, -
e Request/ Ticket reception
T RN BRI
e Ticket creation (received by phone or email)
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e Ticket monitoring
R,
e Ticket dispatching and
R RIEM
e Reporting
et

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.
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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.
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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.
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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.
“RRFBFIE” S24E SAP HHE E L SLA [F%& S EFTiR AMS iR 55 (B [A] .

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.
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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.
“IPERRTE” SRARTIUE SCRITRSE AL M /N AR B o BRvHE AR S 4 R SR JB AT AR EA T 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.
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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.
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2 Application Management Services

L PR R 5T

AMS consists of various service components listed and described below. SAP shall provide to Customer only
those service components of AMS purchased by Customer as indicated in the applicable Order Form between
SAP and Customer. SAP’s provision of AMS is subject to Customer fulfilling its responsibilities described in the
AM Services Roles and Responsibilities Matrix incorporated into the Agreement by the applicable Order Form.
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Core AMS Services means for SAP to reactively perform services triggered by Customer via a Service Request
or otherwise. All service activities will be documented in a Ticket and will made transparent via the service
reporting. SAP delivers the following core AMS services if selected in the relevant Scope Document:
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e Incident Management means accepting Tickets from Key Users according to defined SLA’s,
analysis and resolution of Incidents according to the defined scope of applications to which AMS
applies and agreed SLA’s, recommendations on application- and system optimization and request
involvement of product Product Support when necessary.
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e Problem Management means accepting Tickets from Key Users according to defined SLA’s, root
cause analysis and resolution of Problems according to defined scope of applications to which AMS
applies and agreed SLA’s, recommendations on application- and system optimization and request
involvement of Product Support when necessary.
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e Change Management means accepting Tickets from Key Users according to defined SLA’s,
analysis of Requests for Change according to defined scope of applications to which AMS applies
and agreed SLA’s, 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: planning and deployment of Requests for Change according to defined
scope of applications to which AMS applies and agreed SLA’s after Customers approval either as
part of services described during the Operations Phase or as a Change Request to the Order Form
and request involvement of Product Support when necessary.
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¢ Request Fulfillment means accepting Tickets from Key Users according to defined SLA’s,
implementation of Service Request, request for Continuous Operations and agreed Standard
Change according to defined scope of applications to which AMS applies and agreed SLA's.
WERBIT IR EN SLA SO P AR RIHE S RIEFHTHIEHE AMS (52 P IREE &
ZI5E ) SLA SERIR 516K FrEHaEE R ML E AR AL B .

e Event Management means monitoring activities as specified in the monitoring concept and creation
of Incident Tickets for identified issues; monitoring alerts, categorization of alerts according to
criticality, and creation of Incident Tickets for critical alerts, taking corrective actions by processing
the Incident Tickets, proactive adjustment to relevant parameter to avoid further issues and request
involvement of Product Support when necessary.
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Proactive Services for SAP Applications means for SAP to proactively perform recurring services, Customer
and SAP will agree on a pre-defined service plan defining tasks, efforts and frequency of execution. SAP will
execute the agreed Customer specific service plan without further triggering by Customer via a Service Request
or otherwise. Proactive services will be documented in a Ticket and will made transparent via the service
reporting. Extension and adjustment of proactive services scope need approval and may require a commercial
change requests. SAP delivers the following proactive services for SAP applications if selected in the relevant
Scope Document:
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e Proactive Solution Maintenance means management of service plan for customer solution
maintenance. Which is including: management and execution as SAP Support Packages Stack
(SPS) implementation (management of SPS implementation, build central plan based on contribution
of involved parties, technical implementation of SAP SPS (not delivered when already cover by
underlying SAP cloud offering), application related validation and adjustments for applications in
scope), proactive evaluation of available SAP Security Notes and SAP Legal Change Notes,
proposal of relevant scope for customer specific application and implementation in alignment with
customer specific requirements
R RTT RYEF R E IR RO RAESRIRS HR . XA BIEMMAT SAP SR HER
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e Test Management & Execution means management of testing service plan in operations and
performing readjustments on a regular basis. Which is including: Build of test case library for agreed
test scenarios, enabling of test automation by scripting test cases, execution of regression test
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scripts and manual test scenarios (lead time for full & reduced library execution is 2 weeks when not
agreed differently), proactive maintenance of test scenarios and scripts for customer solution in
scope, including taking corrective actions for test case defects and documenting change logs in
Incident Tickets, defect logging and triggering of corrective actions for test findings by creating
Incident Tickets for applicable functional area, reporting on test progress during execution
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e Release & Deployment Management means management of the release & deployment service

plan in operations and performing readjustments on a regular basis. Which is including: definition of
release categories, change categories and priorities, provision of customer major and minor release
calendar, planning of retrofit activities for dual track landscapes (maintenance and development
landscapes), management of release cycles, support the engagement management and coordination
of release activities, support of Project Portfolio Management (major releases) and support of
Change Request Management (minor releases)
RATAIERFE B2 HR BT R AR B RS, JFE AT R . XA ORI
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BOEEsD: EHAAR SOFIUH EREAR R ATES): SOFIUH A EE (B RAD M
SCRPASTEVE REHE (RERAN)

e Managed Operations Control Center The procedure used for provisioning and execution of
outsourced Operations Control Center. Which is including: establish critical incident procedures in
collaboration with customer business and IT processes, proactive monitoring of pre-defined
monitoring metrics, monitoring alerts and exceptions, executing analysis for thresholds that are
breached (events), executing documented remediation activities into help mitigate business or
operations impact, on demand trigger resolution process for critical incidents on behalf of customer
and maintenance of monitoring environment and dashboard capabilities
TR s B 02 e H TG B ST M s e il o0 T . X AHE: BRI ILS R IT
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e Security Operations means management of security in operations for contractually agreed scope.

Which is including: Security Operations Management, including Security Advisory, Strategy &
Planning (Management of effectiveness of security service plan in operations and readjustment on
regular basis), Security Baseline Packages including an External Support Authorization Concept and
Security Risk Assessment; Continuous SAP Security Monitoring including setup and execution of
Security Monitoring, Security Audit Log Analysis; Security for Solution Maintenance including
Authorization Upgrade and Adjust authorization concept; Compliance Packages including
Segregation of Duty (SoD) Check and Pre and Post Audit Guidance; Security for Application
Operations containing RFC Security, Check and apply SAP Security Notes, Secure Network
Communications (SNC), Kerberos Authentication for SAP GUI and User and Role Management;
Security Test Support including an Automated Authorization Test.
REBE RIBHXERLENEEHZE 2t XA 28885, aflcsdh. Kigks
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T RYEP R e, AARRBUTTRAHRAR BRI SR, AR (SoD) kAR i
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Continuous Improvement means for SAP to provide value add services based upon a pre-defined service plan
defining tasks, efforts and frequency of execution agreed upon with the customer. SAP will execute the agreed
customer-specific service plan without further triggering by Customer via a Service Request or otherwise.
Continuous improvements services will be documented in a Ticket and made transparent via the service
reporting. Extension and adjustment of continuous improvement scope need approval and might require
commercial change requests. SAP delivers the following continuous improvement services if selected in the
relevant Scope Document:
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e |T Operations Improvement The procedure used for analysis of the effectiveness of operatins and

management of the operations improvement service plan, including readjustment on regularly basis.
The procedure includes analysis of Customer's current and targeted maturity state in terms of
operations, Application Lifecycle Management, IT Service Management and potentially other specific
areas of interest as mutually agreed. The deliverable outcome is designed to trigger implementation
and adoption of service plan items as approved by the customer through execution of scoping,
planning and review workshops.
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e Business Improvement The procedure used for regular pro-active analysis of customer business

requirements for the SAP application environment. This procedure provides SAP solution
architecture guidance, identification of potential technological and business process related
improvement and innovation potentials. The deliverable outcome includes development and
maintenance of an improvements backlog, proposal of high-level implementation design, effort
estimation and mapping to release & deployment plan and handover of release backlog items into
further processing within Change Management as well as Release and Deployment Management.
v 5Bt 248 F ToE M E & P 6 SAP BHIIRES L 5 ZER IR . X FRIE it SAP i i &
BER TR, ARAE AR S5 R A AT BE IR S S AR o M 55 e ) SEAST s SR A ) s A G
TRV, S8 KA SE R Vvt A0 CAR AN S, JF 5 R AT A T RIEAT X R, #8238 R AT A 705 T3
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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 Request 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. Tickets can be classified as Event-, Incident-,
Problem-, Change Management or Request Fulfilment. 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.

SAP F EZN s AR B 7 AMS kg% . ERENIRAUIRS I, B AT E SAP fEAR IR 55 FE b R B DA i AL
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SLA’s will only be measured for Tickets created 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 or Tickets created by SAP in SAP’s support landscape on behalf of the
customer.

I hiliE SAP Support Portal 5% /() SAP Solution Manager[fik 5 228 P 238 F AL G i BBk SAP 78
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PMSTEE A B SAP 223 1% 5] SAP Digital Business Services FTELL 3 Hriki#% .

As part of the engagement, SAP will provide selected Services as agreed in the Scope Document and/or Order
Form up to an agreed effort/number of events per month designated in the Scope Document and/or Order Form
for AMS. 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. The nature and type of support activities is
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.

YEONTRH B850, SAP K% AMS S SR AN/ BT I i 25, E5E H 25E W TAF B ARG E A 24T ik
M55 o MENITH 1 —F#B2r, SAP K N AMS JE I SCR ThplE T A ) SAP k7 SR 55 R4 B AT i e 55
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VRSO IR A (AMS M5S0 il 7 SCRRESIN AR SR . O T sE s g5, A7 SR 55K 2R
% P15 SAP 7 T HATH AR5

The services during the Operations phase 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.

BE WP RS H SAP mFEfft. SN BORAR ML IS MRS T 22D SRR — A B BT s, B SURYE R A
P RIE (AR TS SRFE PR AS AR SE AT 8. SAP TR ARIE FOKE BENE A 6 R 45 $R A R UR

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

T SAP AMS Gl FiE R 19 & RA SAP Support Portal. %/ f 3T IKHREE 5 97 “% /SRR LSS e
BOE . SRR SRR, BRARTE RSOt A LE . SAP BIA ST IR FIE B2 ) SAP HIH
S D REIE W

Engagement Management

I H B

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. Such Engagement Managers shall cooperate closely with each other to administer the terms of this
service description and any Order Forms. SAP’s Engagement Manager shall coordinate all Application
Management Services performed by SAP.

SAP 5% NE HIRIR— AW H L. % M0 H 2 H N A BRI LB RS, B SN SR,
TRt — M EEZ PR AR, PO ERAANNME. P, BPAEIESH. IS, bk,
AT H BN E VIR & 55— 75 AT AR 55 U B S AR AT T e A R 26 K. SAP IITH 2 BN PR T A i SAP
PAT S IR R BRI 55 o

Engagement Approach

WETTE

An AMS engagement consists of four phases with varying duration: Transition, Stabilization, Operations and
Closure.

AMS T H B & UGB 1T/, g, mEMETA, X PYANB B4R EE I (8] %% AN AH ] 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.

IR B T RUER BORZ E BB, B Al SRR E BT T A s RN TR, DUEAE 5 S B s AT
R EBARSS . EIZ B AAEEAERTE S .

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 KR ft—ANSCRPAHZ,  DLORIESR AN RS 8 R 55 i e (R SRR, RD AR Al DR A B YAt Xt 2 o 4 FH 114
82 AR 7 S AR AH R SRR

This includes in particular:
BRI S, XA
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e Appointing SAP’s Engagement Manager
T4y SAP 1 H 43

e Integration into the processes of SAP’s AMS Service Desk
LA SAP (1] AMS IR % G iz

e Knowledge transfer to the SAP support team concerning the Customer-specific SAP solution
KR TR PRE SAP iR T R AL 45 SAP SCHFIATA

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.

FEITRIAGIT B, i 5% P R R A E TR TR, I DLER EREE AN IT R BU 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).

TR B — AN E SR AL . %IES BEMIR SAP AMS HR\ R U7 R0 o FRAE RN ) BE
L7 KBR T2 7 01T AR S Gk (&) DL P 2SR IT RT RINERAEE (RS
2. MR SAP T E DL REAE N AF SAP N TR IR O RIEESED .

The knowledge transfer 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.

RIS B SAP TH 3BT, 5% 7 8% TR S EIRE (& AD JFREVI&1E, Ed RS
N, ESZR PGS LA BH SR G VE. AL 8 OGTE A Y8 FE SRS o ) H Rl S5 R
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.

FRAL RO SAP AMS A1 BASRAFHR A I 25 i 75 ) 0 EE0 R, Herh ARGE B DL T LAELES 5 SAP 1% 1 A2 A A R 55
MRIMER 03 SO MHKA . B ME 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.

IEMHBA SR —ANTH, HADEEDRA . TR AT (B R A RS RAEMMED o R B
FREEI (A4 AMS T H ) 2R A2 LT E «

The main steps in the Transition phase are as follows:
TR B EED BRI E

Transition | Planning and Preparation Detailed workshops between Customer and SAP, team on
Planning TR R HE % boarding, defining responsibility matrix and governance models.
TR Prepare service plan creation for contracted Proactive Services

for SAP Applications and Continuous Improvement services.
%M SAP HIBAEE Bl il BR DA R AIE B T RN Y
2. BEXTLE IR SAP S HAR 1) 2 5l 2R 55 AR 2
BEARSS, HER ] RS TRI.

Setup Request and provisioning of infrastructure and application
= accesses and other resources necessary to support the

Customer. Setup and testing of software tools for operations
required to deliver the services in scope.

T SRR SR AL I At 2R R S FH A Py 07 TR AL PR DL K O 2 P SR IS
i (LA BT o BRI B A Y TR AR 55 P 7 R 3e E A T

Transition | Knowledge Acquisition SAP to attend knowledge transfer sessions led by the Customer
Execution or responsible contact partner of Customer, if applicable and
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TRHAT AR R gather, update and/or prepare documentation, if necessary.
Review of documentation provided by Customer.

SAP Zii % e DT R A AEKRE (CIE D IR
PR, JFIRYE 20 SRR/ & Ok . B PRt

FR SRS
Shadow Support Optional step: SAP to observe and assist Customer team on-
PR S site or remotely (locations to be determined).
s SAP EI B (M EffE) W I -
BA
Reverse Shadow Support Optional step: SAP to perform services while Customer team to
2 ] B S support as escalation contacts.
AR AR EARIRR AN, SAP AT IRSS, %% BB ERfit
SCHF o
Service Plan Creation Optional step: Detailed workshops between Customer and SAP
52 TR 2% 1% for contracted Proactive Services for SAP Applications and

Continuous Improvement services. Create the applicable
service plans for proactive execution. Sign off the service plan
and related action items for execution within AMS engagement.

kLT S SAP ZERIE A SAP N R 8 35Uk
25 ANF B 8t IR 55 T FEIR AN BT 42 o i 2 & A 23T I 5%
il it AMS T0H 0 SEE, SRR S5 THRIATAR R AT B I .

Finalize Transition Phase Service Test on SLA Management, Reporting and Monitoring.
s ST R B SAP to perform final Operations Readiness checks and move
on to coordinate cutover activities. Sign off the Transition phase
by Customer and SAP.

BExb SLA B, iR AT IRSS . SAP #H TR A iE
EHESR A, JFEtE— D EYIEGES) . % SAP XL BT B
BT

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

XN RE P BRI 5, BRIBAT AR 55 W DR E () 30 P STAE A LS5 BAAh, &P AEE RS B BOR R (DL T 45 Tl :

e Detailed system documentation for the supported systems.
SCRERGE A R G850 .

e 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.
itk SAP NG E 7 RS HI I H L ZAE B . ETHRIBT B, 052 SRR 70 BE R LE AR

e 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
BIHREE FORSCE SAP AMS . B BASRAS VE ] Y HOML i AR SR SO b KR . kA, B R SR AR
P2 B AR S5 I A O AE S SCRY , JEHAE I B U0 T SR SR EER STRER G RO VE AN 28 G SORS AT At SR

Stabilization
faxe

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.

FEM BUE TIBE N BL BRI R RIZERT BRSNS, A SLA PHSEIZE R BOTRIT -

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.
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5 2 PRI RSTE B B IR S5 K AR £ 7€ 130 B S A A, (HR AR ME SLA AR . T BAZ BTG BN 2
HOFEE, S, AR HEE R BT T AN . FEUR B, SRR AR N AL T AR IR, LI
Xf R G IR S PR AR L 1B 4T

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 natification 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 Fulfilment Process.

WAHLE, SAP IRRIEAVMEIE N AMS TR 45 IR SR SR SRR, SRAESIRAIN Al iR 2 A
W Z5E IR BUAIR BRI 55 kil R, HA AT S e Fsni . BUAMRFICRAETE R b, % B
FUEIRTEENE R, SR, B AR A H R SR B AT AR AT b FE

The duration of this phase varies depending on the complexity of the AMS engagement.
IR B RR SR (R A AMS 00 H (1952 4 F2 5070 52

The main steps in the Stabilization phase are as follows:

P B B FED RN R

Stabilization Kick-off Operations Conduct a kick-off meeting with the Customer organization
g REEE (e.g. key users).
S|y (i, RERPD #IFEsai.
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
2R 5 SCRYRT ITSM relevant documentation to provide the services.
FF 12 PR BE L SRR MEOR SCRAT H SAP $245 1) AMS 257
TR ARIE RS E B BRI Py EAT 50T,  DASEROHE S 30hs, $R it
JIR55 .
Shadow Support Optional step: SAP to observe and assist Customer team on-
PR site or remotely (locations to be determined).
kYR SAP TEIUIAEGERE (M Effe) WEILhEE P 7
B
Reverse Shadow Optional step: SAP to perform services while Customer team
Support to support as escalation contacts.
S IA) PRI SR AR RN EARERR AN, SAP HUTIRSS, % IR
CHFo
Signoff Perform exit criteria of Stabilization and Obtain customer sign
k% off to commence Operations
PATRRE BT BUIA IR bRtE, RG22 4%, T E shigE BB

Operations

zE

The Operations Phase is the main phase of the AMS engagement.
IEE B AMS T H 1) EZ R 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 Fulfilment Process. All Tickets are processed in accordance with the agreed SLA’s and
solution scope as defined in the applicable Scope Document.

5 2 T TR I E T B IRSS i SAP SRR, FRRACRAEH BT, H B AR RES) . FE. L AR
B SR AT REAT AL P . A T JE AR I VG SRS Th 2058 1 SLA R Rk T7 S8 VE R E AT AR 2

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
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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 EIHAE AT E N AMS TR P8 8 RS AR AL S, SR AL SCRP IR IR B 2 A
WA R E. DR BRI IR 5 F AT, HAZ 1T R RS 5T . IR ICRAEH B A, 2 B
DHE RSBV E R FRE R BV, AT P R B AT AR AT b FE

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.

%% PR R L R IR E I (ALK A I I 5% 7 B DR AT — AN A BEATE A, HAAURIEFT A RE AL
THRIEFIRTAR LT H . SAP Joid RIEH A e Y 1K Lol 55 $R A Bl .

The main steps in the Operations phase are as follows:

EE B PR R

Operations | Service delivery Perform day-to-day monitoring and support
izE MR35 A4S PAT H I P S
SLA monitoring Perform SLA monitoring to prevent SLA violations
SLA ¥z AT SLA MidE, b SLAEZ.
Governance meetings Perform regular internal meetings and meetings with the
s L4y customer to meet quality of service delivery and to discuss and

agree on proactive tasks as well as continuous improvements
SE IR T N B2 B LA R 5% P TR T 2 30, B DR A4 R 2511
718 RO o 7 0 3 i ) VB 2 e L > 5 e =

Reporting and Invoicing Provide regular reporting

AT St e Wk

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

F T ITSM T2 5 [ AH 26 S0RY Procedures Manual by SAP.
SE A () I ST 2 P SRR ML SRR S BRSO AT Y SAP fig i
17 AMS T2 7 F it

Closure

K

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.

SORMBOE AMS T H e — BB 2B BURIIT AR M Z RN (R AETT LA R -4, TR E% 8 SAP $i
e @R E BIXUT IR E, %R BRI [R5 B0 P fe 24 52 i1 DL T 5E -

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

SEREY BLE Al IR SRR R e T, JRIRDZE D St SAP (15 AMS iR SS

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.

FEIUH S5 R BL,  SAP K IRIEWC R A 2 7 SR, JFHRAE B 7 Al BESE H (K35 SROM RN AR R RS- IS HF

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.

SAP Service Description for Managed Services (AMS) CHINESE (SIMPLIFIED) v.6-2018 12



51

FELERI B, MRS5S TR KIS = i Boirid 4k 8t 47, AR S, XS IEIEsh. S0, H, A2 HEE ek
RBEAT AR REAT I S ACH . JLARE SN LA A A AT B . RS AR B I 5% 7 VR IR FIP 5 00
Hitkl GRHIRD , IFH DOEEREEA B BT iRk S5 -

The main steps in the Closure Phase are as follows:
SERM B DRI

Knowledge Transfer | Knowledge Customer to attend knowledge transfer sessions led by SAP.
SRR Transfer Sessions | 7 15y SAP 22 o iy MU RZ IR
APMEARRAE
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
Bax&is%l | engagement
%/ SAP RAEFTA S RATEI IR CYISEHAT, Za, &4
FZIE I H S5 RS
Engagement Ticket handling Ticket processing and confirmation by the Customer before
Closure 54 5 A Services end
Tt H 45 ACEE R, IR H R AR % S5 R AT EAT B
Deactivation Termination of processes, meetings, final reporting and invoicing
O B bR, 2l RAWRERNIE
Setup Deactivation of users, infrastructure and tool environment
WE BB . A SRR AN T R PR

Service Levels and Reporting

R 35 KF AR
Service Level Agreement (SLA)
iR 35 AKFHL(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:

FHNARSS KRR I, 2 B A Y SR e RS, B2 T DU R R d e -
Ticket Priorities
HEMRER

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):

PURALSEZ0) GRS SR TR (RIS g iz 18E, Bl i SAP fKHELL T AR R & B AT Y 0T
fE5E) -

Priority Characteristics

A% R

Priority 1 — Very high An Incident should be categorized with the priority "Very High" if the Incident
e dk 1 - dEHs 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 IR FAER I ML S5 AR B S A O ML SRR ORI 1T A AR R 7 E
s, HREQTARRESAT, WRZR Mgy “drHm” o« Xl

7 H LA 1 00 2
e A production system is completely down
e R g e eiE L.
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e The imminent go-live or upgrade is jeopardized.
I3 i) 2Bl 22 3] 1 A .

e The core bhusiness processes of Customer are seriously affected.
2 FURIAZ OS5 TR 52 317 B R

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

BN R ZFMFLANL R, ROVRE e T B E k.

Priority 2 — High An Incident should be categorized with the priority "High" if normal business
A 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.

IR 5558 By S B P H 0, MZFAF S HBIAZRN “w” o B RES
TiEPAT. X R TE YR ZEN PRD. DEV 5 QAS R4t MThEE - s ikia
TR BT RS R R ™ BRI AL SRR, BT DAL AU PR AL B

.
Priority 3 — Medium An Incident should be categorized with the priority "Medium" if normal business
flLoedl 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.

WNIEHEANV S5 AL G 2 B, WHZ AR e R SHR “rh” o XK ER 1 T
PRD. DEV i QAS HRi LI RE S H EILIZ T BN . 2% 7 0 Il i s
V55 U RE VT AR B B R 55

Priority 4 — Low An Incident should be categorized with the priority "Low" if the problem reported
sk 4 - K has 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 T 0 I R LR 55 A2 B B HLA 2 e s, SR AR Se N IH 260
“UR” o XA EZ R PRD. DEV 5t QAS R4iH Ak H 4 FH slihl A I i Thie
SHETVAIBAT BB . S Se it i AR AT AR AR S5 K

Service Times
AR S5 E]

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

S R PP B 55 36 ) B9 B SRS I 1 B B 1) S R P A B R 55 (0 AR 55 I . IR S5 IF ] A
Initial Reaction Times (IRT)
WA R Y B (1IRT)

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.

BT W BRI SS FRTAR T NN TA] SLA W] £E S PR P8 BER 55 1 & PV BB SCRS h 205, B R REFE 125 hadt AT
SE o

Solution Times (ST) — Optional
fRRJ7 ZRAB)(ST) : VI EETH

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.
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TG AR R T SR TA] SLA TN, AR e B IR S5 0T 405, HLUR BEAE N R P A BRI 55 13 FH VG SO AT B

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.

UIFERR S5 /KT, SAP Jfiff th IR (A s S el R BN 2O 58, MIFF S g oy I 6] SLA. nfigtiR 7 S
BTRNETTR, SAP MR UKL 5E B AN Lt K AR R TT EEATEI TR ZATEh TR IEI (R . AT 3l RIAA 5
T

Solution Time SLA is measured in the SAP AMS Ticket tool.
fif TR 7 225t 1] SLA @it SAP AMS 4 B T BT

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

e PR SO B AR S, RSP ARG (] 7 AN R SR 1) A% s RO AR TN .

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:

it Ty ZE I ) AT EOIRZS By “Absrh” I R AR THIT o A RTT S IR BAL T “& P AR RS F 1B,
AT SAP “AbEirh” SRS 4RSIy . 25 SAP B “E{E 7 IRES, MRS M E R R, IFUAE SAP
RORES By 4B WHAREETH . FIELU I OL NI E “ 8 R

e Returning Ticket to Customer to request additional information
HH BaRgs 7% i SR HARYE B
e Returning Ticket to Customer to request a solution approval
I BB 57 s SR AR T R AL
e Circumstances that are beyond the control of the SAP AMS team (see more below)
L SAP AMS 1 BAZHIEH G L (2 5 LR E 21500
e 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 =77 (EIA2H SAP AMS HIBA) SEIMER. fEIIE T, K SAP AMS Z AN H A SAP HAI AL
“E=TT .

Solution Time SLA is only applicable under the following circumstances:
ff R TT ZE I ) SLA AAE LU R B OL g H -
o Ticket is classified as “Incident”
HEBIHEN “H1E7
e Issue occurs in a productive system
)RR AEAE A R G
o Ticket priority is set in accordance with the priority definitions
B EBARYE I e i E

Those times that a Ticket is with Product Support are excluded from the Solution Time calculation.
TH B AL 7 SR IS TR AN THPE R R T SR T 22

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:

ipROR T SN TR AE T AL AR TT ZE N TR] SLA BRI SR 26 A M2 P AT KM ER SR TTN A& M. BT S, REWE

e Customer provides working remote access for SAP
N SAP SRAAT R RE s i AR -

e Customer ensures system availability of SAP Systems described in the applicable Scope Document,
especially hardware and network

% P ORIE VG SRS ik SAP RGN RGTr] FIE,  JUHAZ BEARAT R 2%
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e 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
7N SAP ST E IR, LAME SAP REEFTIRARSTANL) E KRGS« X ICHASEAEE F V6 SO BT i
SAP Z Gt TAEP i E I AR .

e 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

B PRIERAE SAP RGHBHTH). A2 SAP SEHiRAR S H5e 5 A1 SAP. Nitl, %% 7 il $RAS SR U AT
RAL T A FOR IR . 3% Ee AR SR AR X7 I8 B — B it s I 2V A
e Customer ensures that all required information is given to investigate the issue. That means, that a Ticket
must include at least the following:
EFﬁﬁ%mm%ﬁf A TR . Wt v, HEhLIEDOE LTS
step by step instructions for reproducmg the issue,
F - B3 15 R 0 A6 B,
2. aset of data to reproduce the issue
FH T E I il ) — 2 o
3. a precise description of the issue (including comparison of actual and expected system behaviour)
Xof e R R CRLFESE BRI TR R GeAT N HEBD «
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 P ORIE SR Bt B 2% 2 08 I THREANHOR T ML AR LA S iR S IR 1 < 88 FH P R RIERES BX R 15 | (W TAL 5555
BRARNEHE ©
e Customer creates Tickets in SAP Support Portal
% F'{E SAP Support Portal H 1]z S
e Customer actively supports the resolution process. That means in particular that Customer without delay
validates the proposed solution
B URRFAERRR IR S Ry . BRI S, XEWRAE 20 N LB IGAE B BRI R T 5
e Customer provides all required information without delay, and
F o RALRRR R A E R, H
e Customer ensures that all provided data and information are correct

% P RIESR SRR I A s AN B HER T R
The following time windows are explicitly excluded from Solution Time SLA:
AR I 18] & 1 B R LR DR T SR ] SLA Z 8-

e Maintenance windows according to the Customer requirements
W P R SR ey & 1
e Time windows which can be attributed to technical unavailability of the software solution (hardware, network,
infrastructure or other)
AT AR S GBEAE . 2%, FERIBER AR HARAN AT FH ¥ 8] &
e Time windows which can be attributed to issues caused by the Hosting Provider
T B FEAE SR At 3 S ) BRI ) 7
e Time windows which can be attributed to issues with software products that are not included in the scope
AR DRl ANE G B P9 R 7 i 1 A DI TR i 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.

BT FAFECE SAP SER AR S, ARG RRIRRE SR AT, WEREBIHRIEWIZE 2, MRTT
SR AR ANIE -

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.
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IR R e 2 BOR BE S 4 2 AN B AT A AT SR AR B A2 — N AP R R BT AU RT R A A, BURAEZ
RIS T A A2 BT SRR, HA DI AR, U B L i R 5 e [, AN SAP 4. 38 Solk S5y vl FE
AR LSRRI TA) AT AR I T] B 53 257 7 AE

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

SAP Kt B RS, MR — A RIRSE . I REE AMS i SCREE AR At BN R, JFR
ik 2+ 7 (12) ANk A 8RR PDR SO, Herb 8 S R i S R A R A5

e Total number of Tickets received including break down per service category, per priority, per location, per

R SR, BRI N R CLE . NP 1T B

e Total number of completed / not completed Tickets including break down per application

e Total efforts for Tickets processed per month and accumulated over last 12 months (including break down per

XEEH B R % 12 AN A B SR E IO CRLIE L A% A0 IR 55 201 40 23R 7 U2

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.

i AMS i SCRBAE AR BESCE Bk, SR B S (RIEHE 1D g, MAREY . IRSs

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.

FERAE RN, 2 KR BRI S5 BT (K A B iR T, RIS A A B AR s, JCHSR BT X
(11 SAP BAFRILES DI BRARXUTT 5947 [ A AT, 20 P R LS SAP SET I &1 P VT B CRRAF

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.

TP ATUE NPT H S5 RE, CORREAR T SRR A8 2 AR LT B od A S A e DL &

52 Service Reporting
i s
the respective reporting period:
e Overview of the supported IT solution in scope of the services provided
TE PR A 0 AR 55- Y Bl v SESCHF IR 1T M 07 SR AR
e Management Summary / Recommendations for continuous improvement
B xR A A ) B R S
application
FE B SE P BB, B S R A 4 (3 B
application and service category)
FAAVRES »
6. Customer Responsibilities and Obligations
SRR SRR L
6.1
VRRIE O A BT 4D SAP B A
6.2 Customer is responsible for technical operation (hosting) of the SAP solution.
BT SAP FRRTT RIUBORIZSE (FEED .«
6.3
6.4

Customer is responsible to provide SAP reasonable and sufficient documentation of its business processes in
order for SAP to perform its responsibilities.
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6.5

6.6

6.7

6.8

6.9

6.10

6.11

6.12

6.13

6.14

Z P R STE SAP SR FIAE N S B FE 0 S0k, LME SAP JEAT HTTE.

SAP Application Management Services will be provided only after a Ticket has been issued to SAP detailing the
request in the SAP Support Portal.

SAP N H 27 EHAR SR B CkI% S SAP, 1 SAP Support Portal 1 iEiRER 2 J5 4T AR

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.

BB AR SAP BERS T 120 7 1T fift R 77 SR N IISCRE R 98, IFARSEONSEIZ A b Bl 5 AR AT 9 D

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

BT IRAE SAP P i SCHRF T AEIREIE R A T LG B &, AL HER B SAP ) H AT .

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.

BT RS 5. B SR R . BrE o DA AT IRILE SN, SAP IRAATRUE
T % HE S O & R CR AT 3 .

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.

FORAIE R $2 R B PR R T S R 10 SR R AT HAE T A BT B Y R R R AT RN (8) S AN
SAP.

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.

FERATH I, R Em A2 AR, (FNE S SAP SUATIH AT ML SR EZRAR N, IR R
ARG FIUT e PR AU T AT S F o5

Customer and SAP will replace inappropriately skilled team members or vacated team slots as deemed necessary
during the engagement without undue delay.

FESTH AT AL, %5 N SAP R RS 75 B2 It 5 # b REAS 2 11 A s 53 B2 sk A A B

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.

FEXERE BT BOT AR AT RG24 [0 A, %0 7 45 170 SAP SRAESE SRR ANBOR SO L e 2 P SCR AL 35RO (41 Dt
PELIEHIVE SR o 455 P R BB N I e SO B S SR B PRI P AR & A OGRS B0 )3 SR 4 /s
AN SAP H ZLER UL SCRF TAR B 2380

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.

X B SRR TS ARSI (R AR SE 1), 20 S INIE R SAP, B, SERT= (3D A A Al

Customer provides SAP, free of charge, for the semi-annual audits a user with all necessary authorizations. This
is required for all systems in which SAP has responsibility for transportation management (managing the technical
deployment of changes from DEV systems to PRD systems). 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
PRD.

B JE SAP Ge B FRAONT AT R I L EAR AL, SAP FSTE R E CE L DEV £4i%] PRD R4t
AT EORERED BT RGHABLESR . [FIR, 2 IERATT U T8k B Ao s da g Bt T i, IR HAb
SRR T SR AR B RAE BB B L€ SAP 115117 PRD &M 5L T 4 & .
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6.15

6.16

6.17

6.18

6.19

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.

TELY5E BIIRSS B TRV AR, 2 P B GRE SRS BT 75 AR . SRR P Al 45 AR 20 RR L B8 i B RE . FLRERS DALy
I FFE S 5 SAP 11 AMS i ) 32 (R S 5URL DGR 1, JRFE ) SAP SRALSCEEF P i, Gk . BRTE.
RG50S AT IRk, B PORBROR, BrE MOCEH - S AR SCRAARE, BT SAP Support Portal
5L F 1) SAP Solution Manager[fif #h /7 S & 348 N 2 7 0 @A AL B B

The Customer Key Users are capable of providing 1%t Level Support to the end-user community. Customer’s 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.

T IRBE R R N IR A R P AL X BRI — SR B S SO RE BRI T IR SS T WEUIR SE SRS R . X
TS W, B HECER R G, FRBVR R TT KB ST 5, SO R L RS SAP AMS.

Customer is responsible for adaptations or extensions to the solution, for example, ones caused by Customer’'s
changing requirements or structures (Organizational Change Management).

B ST R AR T 5, B, DR SRR e R (LA SR i i AT U R

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 AN FIREFFE FLARSS (AT 2% B AT S A SRR P8 B AR 55 3 PV L SRS 9 1 68 5 SR Th IR 1 54
P R R RN AT SRS SR I N T H B B O 2 W 1) B AT B

Customer agrees to provide the following:
2RI E R

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 P EALG e v EIA ) % P B ARR Y . 25 R — B AT AT P 2o B Rt 1 SRR AN AR 1 B 8 ) AT
A B AR T 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:

THEI S B DUR T SCRBR ARG P CBURRIRR “S P D ID. b SHIJ™ ID (&#1) I SAP 1A%
VFA ) — DS R Beeh 2 /7, & a{E At 1D & 5% SAP Support Portal FE3KFFZREGIR . SAP 75
LEH L ID R AavF SAP BEURE 5 IR Wl JFHAT L ZE B T B SS, NI BRI B vH SR BT 5 i 3k
JT 8 B PR .45 -
o Sending and/or creating and / or confirming and / or re-opening Customer messages (Tickets)

R AN BB A AN B AN B T R PR GH D
o SSCR key registration

SSCR #HHA M
o Processing service messages (Tickets)

WEFARSHE GEED
o Opening service connections

FIIT IR S5 & #2

o Software download
BAF

o Maintaining system data
YEdr R G

o Requesting license keys
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6.20

6.21

6.22

6.23

EESGOEY

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.

TR SAP SRALBLEAE M B LIABURE S R BRI, 2 e O S SR B =07 B A TR RERR
EEREFTBUR -

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.

UAE 25 P (R A iP5 75 B4 FH AT 7] SAP 4%, 2NN SAP $RAE4 % P AT A I 2R 4 SR s | 224 B & 4%
PRRIAES, RIS 2 PRI A S K . X T IR S R AR IR A | 22 4 B & S5 0F BR8] 51 55,
SAP MEANF1 57 o

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.

BPIRA R TTE L WRMPAT AL SRR, OFEAR T BCEEH X R G N FIAR P 5 80 22 4 0K |
HEACLHEER, LUK HABBUFAERLESR IS . 207 AR SR SAP SRIEAT IS P SRR IR 78 70 HLa 2200 SRS
LA SAP JEAT HLAE PRI AN BEIRS5 HR 5T o 2 ) BB Buifl R 508 7 7 M 55 £ I P B I 55 140 3 P P
T T O DL 7 R A BRI 55 A P AR ATV VA e 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 AETIHRLER G IR, 2R RS TN ARZEEN (O ANINRSHERA . RS
R AESAR 2 P HAE ST, JRR B ARSI SAP T H 48 B AT W

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. Access via customer specific VPN
client solutions will not be supported by SAP.

Z P RIE SAP REiEIE SAP Support Portal Hr4Ed FIARHEIZZRE/R 55 ERL VT F AT RGEA ht ks E LR X ikl
RS ER I I B ah LR, % AR Windows £ il 5% #5U5 in AR o it %% FRRE K VPN 2P S il 7
KT HI VI HPREANSE SAP SCHF -

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 fees to address increased SAP costs resulting
from the Customer’s non-compliance.

R RBEIEAT BOR BE 42 B AT R MEA S EIR ST, B8 % P R BE LB AT X AL UM E RIS EER ST, ) SAP 7T LA
FORIABETHRIAN BRSNS, DLAMER & P AT N S B SAP AN .

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

BiHF B: R WCEhBUBAR
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Exhibit A: Change Request Procedure
B A BREFEREF

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.

WAL E R SSHRAEIIIE], 25 7 B SAP A KA B0 Gl s D Bl B R 7720« W% AR
RGP, WU R AR A — 3, AR R R P T Il R B B . — 7RI RE KRG (BLF
AR “WRTT” O 5 (BURRIRR “BaERT7” ) BAEWRHREHFFRER 1 (100 M TEHNNR GRS
Wi B 2RAR B . JF H, UG AERE RT3+ T (150 H ARG RSB S AT IR K, Bi—3
[ R BT 2R AR B

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 AR R RS AMS IR HAEMATE . iR 2% b2 SAP 15 RAZE, 1N % IR T HIRE Fr a2l AL B i
K CBAUREFRR “CR” ) .

Summary of the Change Request Procedure:

A T SR FP AL

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.

Pifi CR #9U% T il CR RUUBIIEASE N, RIS 7 8 SAP 552 FIFEE AR S5 &l CLUR faIR
“CERWCTT D, BUREAEMARE K.

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.

Y2 CR ZJa, BT H AMS IR S5 IR A EHEAT VA, SR 5 FE XU Blp 5 RIS ) 39 PR P 38 IR 5 7 1At 45
R

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.

WONHERIS, 27Uk SAP R HE—A CR IS, FRHIA T AMS IR 55 H 52 M MBI AR 55 1) it s o
4. SAP will review the CR response within a mutually agreeable period and either accept or reject the CR.
SAP FEAEXUT5 Ve S TR HARR Y # B CR B, RG24 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.

W SAP %% CR, MAFFKERSE AMS RS iHRIb. il 3] SAP #E44, SAP KAXAE W] BERVEHE A R At EA
CR Z 212 AMS k%5 o

6. Neither party is under no obligation to accept any CR.
AT —T7 #REA L HEZATAT CR.
Information to be provided on the Change Request form:
AR FEAR ML R
1. Toinitiate a CR, the submitting party must provide the following information:
BRGERATGER, $RATTAERAE R AIME S

a. Name of contact(s) submitting and sponsoring the requested change.
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FEACANHETE RAZ L IR R A4

b. Whether the request relates to the AMS Services under this Order From or to additional Services.
TE R 5 AT I AIGUN 1) AMS JR 55 BR BN AR 55 4H 2K

c. Description of the requested change.
IR TE R B

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:

W AR TR 5, SAPRFHATHMM A . AT A2 J5H4E CR I ER PR AL T HIEE
a. Description of the impact, if any, on existing AMS Services.
YA AMS IRFHIFCH (D .
b. Description of additional deliverables, if any, required for the Change Request.
TR AR AR BTSSR EOR AN AT R ()
c. Proposed schedule for any additional Services being requested.
OL5E 15 SR AR AT B0 R 25 ) -4

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.

fETF AR EER G A AMS RS HAZE (WF) , AFETHE T B R AR 7.
e. Recommendation on disposition of the CR (approve, disapprove, defer).
AT AbEE CR R ML CHbHE. 048, &R .

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

AR, BOK CRORIFIFEAZ 7 IEFm i IR AR B & ) AR H Al ATk 77 % .

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.

M7 HEHER] CR SR AR S SRAXE AT I B 2 M SAP 2838 M TA MM CR R G, B &tk
CRABKGEAIAIT I, XUT5 58 828E CR Z ), SAP 4 & JEAT A HER T AEFTIRSS

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

N7 B AL 1AL AR SR RATA :
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Change Request: [CR #]
ZEER: [BEERGS___]
to

B

HERS (NABEFEERS) TEH
SAP Reference No. <Insert Order Number>
SAP 2% %55 <IBIEA T 55>
between
R TT
<SAP> (“SAP”)
<SAP> (BLFfii#k “SAP” )
and
An

(“Customer”)

Order Form for Managed Services (Application Management Services)

(BUFHRIRR “Z/H” )

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

S S SEAR S IR AR BRI 5, 7 AT AR AT AR o
1. Describe reason for requested change:

Y R B -

Describe impact, if any, on existing Managed Services:

VeI B FEE IR S5 ORI ()

N

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

VISR AL (e ) o SRAETT ST A8 5 AT A A SR B 50
4. Change Process:

AR B i :
5. Scheduled Date for Change:

THRIH)AZ -
6. Terms and Conditions:

SRR A
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IN WITNESS WHEREOF, the parties have so agreed as of the date written above.

PABTUEW], XU 3CE Fr i H AR R 205

Accepted By:
AW
SAP

By:

Print Name: [SAP Representative]/
ERstE 4 [SAP RE]

Accepted By:
A
[Customer]

(/]
By:

Print Name: [Approver]/IF# 4 . [BFHEA]

Title: [Title]/ BR5%: [BR%] Title: [Title]/ BR4%: [BR%%]
Date/ H #: Date/ H #:
Change Request Sales Order
REER HETHR
SAP SAP P.O.
SAP iT#5
SAP Number Original
SAP %5 JE 48
ltem Invoice Text (40 char) Amount One-Time Full Partial | Begin Bill
HH | REXE (40 MFRD &3 Monthly | gy | Month
B|HBRK TRt A
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Exhibit B: Template for Acceptance Protocol

BHE B: IR BUBEAR

Acceptance Protocol

Byle bl
Engagement Name:
T H 225
Working Package:
TAEA:

Customer Project SAP Engagement
Manager Manager
ZEFE 2 SAP Ti B &3
Order No.
%S
Customer Customer Name
% ‘
B AARR
Department or Contact Person
HHREEEYN
Street, No.
i, M5
ZIP Code, City
HB S, I T
1 Handover of Engagement Results
51 B BRAEHIB R

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

B AR E S AR I H IO A2 2, I BRSO AR R

ID Deliverable Document Date Comments
AT R pra = H# A

1 Kick off Workshop
Ja ST 2

5 Monthly report
H B
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Place, Date SAP Engagement Manager
HuL HIW SAP Iji H £ 3

ISAE 3402 Quality
Assurance Report
twice a year

FHEQIZEF 0 ISAE
3402 i %iER S

Acceptance Statement

Bl

O

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.

TEEN IR EE G R g MgiR. Hik, SAP — BT &ME R XS BRI Emi%EZ.

] 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.

TEANEE RN B, EAYIRTI, AXAE ARSI Y A S A R . AR ARG BT A . N I
NHFLER . R E AT

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

TEBNEE RN SR GG, iRl TR NS AR ] R

No. |Ref.toID |Open Issue Responsible Deadline

WE B%ID | HFEAEE S BIEHH

Place, Date Customer

Mo, HI =
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