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Service Description

Managed Services (Application Management Services) Description

1. Definitions.

1. 

 “Business Day” means any days from Monday to Friday with the exception of the public holidays observed at Customer location as
specified in the applicable Order Form.

“Business Hours” means business hours (8 a.m. until 6 p.m. local time) at Customer location on Business Days.

 8  6 

“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.

AMS 

“Customer Data” means any content, materials, data and information that Customer or its Named Users enter into the Computing
Environment.

 “Incidents” means unplanned interruptions or material reduction in service quality reported by Named Users.

“Incident Response Time (IRT)” means the amount of time (e.g. in hours or minutes) between the time that the SAP Support
organization is notified of the Customer-reported Incident and the first action taken by an SAP support person, familiar with the
Customer’s environment, to repair the Incident

 (IRT) SAP 

 SAP 

 “Key User” means a customer’s contact person who has special business process and SAP knowledge. A key user is authorized to
address requests to AMS.

SAP 

AMS 

“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.

SAP 

SAP SAP SE SAP 
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“Problem” means the underlying root cause of an Incident. A Problem can cause multiple Incidents

1 

“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.

AMS 

“Request for Change” means the formal description of a desired business process change.

“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.

“Solution Time (ST)” means the amount of time (e.g. in hours or minutes) between the time the SAP Support organization is notified
of the Customer-reported Incident 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 Solution Time (ST) does not include the time, when the
ticket is on customer or partner (technology or software partner of SAP) side. Solution Time (ST) will be only monitored for Incident
Management tickets and if contractually agreed.

ST SAP 

ST

 SAP ST

“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.

 SAP 

“SAP Service Market Place (SMP)” means SAP’s Central portal for all application based support requests via creation of support
tickets. Any ticket has to be created in Service Market Place only. Tickets are checked in compliance with the AMS Service Desk
process and will only be processed by AMS if they are created in Service Market Place.

SAP Service Market Place (SMP)

SAP  Service Market Place AMS

Service Market Place AMS 

“Termination Date” means the effective date of a valid termination effected in accordance with terms of the Agreement.
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2. Application Management Services

2. 

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

SAP SAP AMS

The Application Management Services (AMS) consultant(s) assigned to this engagement will assist Customer in the ongoing
application support of their SAP solution. The Services to be provided by SAP hereunder are limited to the following scope:

AMS  SAP 

 SAP 

2nd Level support services for incident resolution

 2 

Root cause analysis and resolution

Managing minor requests for adjustments to configurations, reporting, or other parameters.

Implementation of changes to existing applications per the application change request procedure

Fulfillment of service requests per the application change request procedure

Proactive Application monitoring and alert handling

All other services, systems, applications and locations supported, etc. are out of scope.

The Customer can especially select the following Application Management Service in the Order form:

2.1. Incident Management

2.1. 

Ticket acceptance from key users according to defined SLAs

 SLA 

Analysis and resolution of Incidents according to defined solution scope and SLAs

 SLA 

Recommendations on application- and system optimization
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Ticket-based documentation

If required: Request involvement of 3rd Level Support

 3 

2.2. Problem Management

2.2. 

Ticket acceptance from key users according to defined SLAs

 SLA 

Root cause analysis and resolution of Problems according to defined solution scope

Recommendations on application- and system optimization

Ticket-based documentation

If required: Request involvement of 3rd Level Support

 3 

2.3. Change Management

2.3. 

Ticket acceptance from key users according to defined SLAs

 SLA 

Analysis of Requests for Change according to defined solution scope and SLAs

 SLA 

Scope definition, commercial validation and creation of Requests for Change with Customer Project Manager

For Requests for Change in the scope defined in this section:

Ticket-based documentation

Planning and deployment of Requests for Change according to defined solution scope and SLAs

 SLA 

If required: Request involvement of 3rd Level Support

 3 
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2.4. Request Fulfillment

2.4. 

Ticket acceptance from key users according to defined SLAs

 SLA 

Implementation of Service Request, Request for Continuous Operations and agreed Standard Change according to defined
solution scope and SLAs

 SLA 

Ticket-based documentation

2.5. Proactive Event Management (Monitoring)

2.5. 

Carry out of 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

Ticket-based documentation

If required: Request involvement of 3rd Level Support

 3 

2.6. Proactive Services for SAP Applications

2.6. SAP 

Specific service activities defined for the customer specific landscape to be carried in proactive mode as specified in the Order
Form.

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

SAP 1 

 1 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 Order Form for AMS.
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SAP AMS  SAP 

The nature and type of support activities are defined in the Exhibit A: Roles and Responsibilities. Some services will require tasks to be
performed by both Customer and SAP personnel for the successful completion of the service.  The specific roles and responsibilities of
SAP and Customer are specified in detail in the Service Description.

 A 

SAP SAP 

In addition the parties can agree to onsite services which can be documented in a ticket which has to be processed in compliance with
the Event-, Incident-, Problem-, Change Management or Request Fulfillment Process.

The services during live operation are provided remotely by SAP. 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 Order
Procedure as defined in Exhibit B. SAP cannot guarantee that it will be able to provide resources for these services.

SAP 

 1  B

SAP 

The single platform to be used to create support requests to SAP AMS will be SAP Service Market Place (SMP). The SAP Service
Market Place is SAP’s central portal for all application based support requests via creation of support tickets.

SAP AMS SAP Service Market Place (SMP) 

SAP Service Market Place SAP 

Based on the Licensee’s needs and requirements, additional Application Management Services can be ordered for additional fees, by
using the Change Request procedure as defined in Exhibit B, or, if such additional Services are not related to the scope of this service
description and/or the particular Scope Document, through a new Order Form.

 B

2.7. Continuous Improvement

2.7. 

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

SAP 

These services will be performed under an Lifecycle Management for Operational Efficiency with the following approach:

Assessment and benchmark of operations and scope

Design of Operations efficiency roadmap
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SAP recommends to schedule recurring assessments and reviews according to this approach under the managed services
engagement.

SAP 

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

Transition to achievement of operations efficiency

Continuous Improvement Measures for Innovation Readiness

Innovation Framework and Innovation strategy roadmap

3. Engagement Management.

3. 

Each party shall designate an Engagement Manager.  SAP’s Engagement Manager shall be the assigned by the Customer Service
Management department as a dedicated resource. Customer’s Engagement Manager shall be English speaking and 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.  All Application Management Services
performed by the assigned SAP resources shall be coordinated with Customer’s Engagement Manager.

SAP 

 SAP 

In addition, the parties shall conduct regular executive meetings during the term of the applicable Order Form(s) (“Executive
Meetings”).

Such Executive Meetings shall occur no less than once per quarter at times and dates mutually agreed to by the parties.  The purpose
of such Executive Meetings shall be to review, discuss and mutually agree on further measures to achieve the purposes of the
applicable Application Management Services based on the then current Application Management Service status. Each meeting shall
include a status report on the progress in the key focus areas, including, but not limited to, the following:

 1 



SAP Service Description for Managed Services (AMS on premise) JAPANESE v.1-2015 8

Identification of risks and/or delays that may jeopardize the performance of Application Management Services including risk
mitigation recommendations

Discussion of open issues and any change requests from either party

Relevant details regarding project organization and planning

4. Customer Responsibilities and Obligations regarding Application Management Services

4. 

4.1. 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.

4.1.

 SAP SAP 

SAP 

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

4.2. SAP 

4.3. Customer is responsible for specifications of the IT solution regarding availability and security.

4.3.  IT 

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

4.4. SAP 

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

4.5.  LAN 

4.6. Regardless of the scope of services provided under this engagement, Customer is responsible for the implementation and the
design of the overall software solution.

4.6.

4.7. 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.

4.7.

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

 SAP 

4.9. Under this contract, a request will be processed after a ticket has been issued to SAP detailing the request. Customer must open
the ticket in Service Market Place.

4.9.  SAP 

Service Market Place 

4.10. 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.

4.10. SAP  IT 

4.11. Customer is responsible to ensure that its 3rd Level Support parties reasonably cooperate in their timely receipt and handling of
queries and tickets forwarded from SAP.

4.11.  3 SAP 

4.12. 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 of Customer’s data
is backed up.

4.12.

SAP 

4.13. 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.

4.13.

 8 SAP 

4.14. 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.

4.14.  SAP 

4.15. Two weeks before start of the engagement, Customer will make technical documentation, end-user documentation and business
process documentation available to SAP in English language. 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.

4.15.  2 

 SAP 

SAP 

4.16. During the entire run time of the engagement Customer is accountable to provide SAP reasonable and sufficient documentation
of its business processes in order for SAP to perform its responsibilities.

4.16. SAP 

 SAP 

4.17. 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.

4.17. 3 

 SAP 

4.18. 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 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.
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4.18.  SAP SAP 

SAP 

4.19. 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 expertise 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 Service Market Place.

4.19.

 SAP AMS 

 SAP

 SAP Service Market Place 

4.20. 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 daily rates

4.20.

SAP 

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

4.21.

4.22. SAP’s provision of the Application Management Service is subject to Customer fulfilling its responsibilities described in the RR in
Exhibit A.  Customer agrees to execute prompt performance of such responsibilities and provide the employees and resources
required for the project phases in sufficient measure.

4.22. SAP  A  RR 

4.23. Customer agrees to provide the following:

4.23.

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.

 SAP 

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 Service Marketplace 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:

S  ID   

 SAP 

 SAP  Service Marketplace  S  ID SAP 

SAP   

o Sending  and/or creating and / or confirming and / or re-opening Customer messages

o
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o SSCR key registration

o SSCR 

o Processing service messages

o

o Opening service connections

o

o Software download

o

o Maintaining system data

o

o Requesting license keys

o

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

 S SAP 

4.24. 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.

4.24.  SAP SAP 

SAP 

4.25. 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.

4.25.

SAP 

 SAP 

4.26. 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.

4.26.  4 

SAP 
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5. Service Levels and Reporting

5. 

5.1. Service Level Agreement (SLA)

5.1. SLA

The following Service Levels are standard options and will apply for the service as defined in the scope document.

Service Times

Service Times Service Level

Service Desk English: 24 x 7
1  24  7 

German: Mon-Fri, 8:00 a.m. CET – 6:00 p.m. CET
CET  8  6 

Spanish: Mon-Fri, 10:00 a.m. – 5:00 p.m. ART (UTC -3)
ART (UTC -3)  10  5

Portuguese: Mon-Fri, 11:00 a.m. – 6:00 p.m. ART (UTC -3)
ART (UTC -3)  11 

6 

Japanese: Mon-Fri, 09.00 a.m. – 06.00 p.m. JST (UTC +9)
JST (UTC +9)  9  6 

Service Delivery English: 24 x 7
1  24  7 

German: Mon-Fri, 8:00 a.m. CET – 6:00 p.m. CET
CET  8  6 

Initial Response Times (IRT)

 (IRT)

Response Times – IRT

 - IRT

Service Level

Ticket with priority 1

 1 

45 min
45 
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Ticket with priority 2

 2 

4 hours (local time on business days)
4 

Ticket with priority 3

 3 

8 hours (local time on business days)
8 

Ticket with priority 4

 4 

16 hours (local time on business days)
16 

Solution Times (ST) - Optional

ST  - 

Solution Times (ST)

ST

Service Level

Ticket with priority 1

 1 

10 hours
10 

Ticket with priority 2

 2 

20 hours (local office time)
20 

Ticket with priority 3

 3 

30 hours (local office time)
30 

Ticket with priority 4

 4 

100 hours (local office time)
100 
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These SLAs are based on the following definition for priorities:

 SLA 

Priority Characteristics

Priority 1 – Very high

 1 - 

A production system is not available; an important component or critical
business process in one or more business units is disrupted and the
disruption cannot be worked around manually. There is a direct impact on
business; an immediate negative effect on financial results is definitely
expected. The disruption means individual groups or teams who work to
business-critical deadlines are unable to work at all.

1 

Priority 2 – High

 2 - 

A critical business process or function (for example, printing or an interface)
does not work correctly, causing a significant impact on business; an effect
on financial results is expected. However, a manual workaround is available.
The Customer requires handling support for a critical business process with
a short deadline to avoid affecting its financial results.

Priority 3 – Medium

 3 - 

A business process or function does not work correctly, causing a minor
impact on business; an effect on financial results is not expected. A manual
workaround is available.

The Customer requires handling support for a business process with a fixed
deadline but that will not have any critical impact on its financial results. The
Customer orders a change to an existing critical business process.

Priority 4 – Low

 4 - 

General improvement to the system is required, but there is no direct
influence on financial results. The Customer requires handling support for a
topic without a deadline and without influence on its financial results. The
Customer orders a change of an existing business process without a
deadline and without influence on its financial results.
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Any other request or monitoring activity to be performed.

5.2. Service Reporting

5.2. 

SAP will provide reports to Customer with information about the services provided.

SAP 

Monthly Customer Report

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 

 AMS Reporting Dashboard  12  PDF

Overview of the supported IT solution in scope of the services provided

 IT 

Management Summary / Recommendations for continuous improvement

Total number of tickets received including break down per service category, per priority, per location, per application

Total number of completed / not completed tickets including break down per application

Total efforts for tickets processed per month and accumulated over last 12 months (including break down per application and
service category)

 12 

Real Time Ticket Reporting

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.

AMS Reporting Dashboard 

ID
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6. Engagement Approach

6. 

Transition

SAP will provide a support structure to ensure that the resources required to provide the Application Management Services are
available and that they have the necessary industry and Customer-specific knowledge of the supported applications that will be used.

SAP 

This includes in particular:

Appointing SAP Engagement Manager

SAP 

Integration into the processes of SAP’s Service Desk

SAP 

Expertise transfer to the SAP support team concerning the Customer -specific SAP solution.

SAP  SAP 

To establish Customer-specific knowledge in the SAP support team, the expertise transfer phase will form part of the set up of the
Application Management Services. The intensity and manner of the expertise transfer depends on the Customer’s IT organization or
implementation partner of Customer, if applicable, and the complexity of Customer 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).

SAP 

 IT 

 IT SAP 

SAP 

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

SAP 

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

 SAP 

SAP 

The main steps in the Transition phase are as follows:
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Transition Planning Planning and
Preparation

Detailed workshops between Customer and SAP (including skills requirements
gathering for staffing, knowledge transfer planning, etc.), team on-boarding (Customer
related, cultural, etc.), defining responsibility matrix and governance models.

 SAP 

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

Transition
Execution

Knowledge
Acquisition

SAP to attend expertise transfer sessions led by Customer or responsible contact
partner of Customer, if applicable, gather, update and/or prepare documentation, if
necessary.

 SAP 

Finalize Transition
Phase

SAP to perform final Operations Readiness checks and move on to coordinate cutover
activities

SAP 

Stabilization Shadowing SAP to observe and assist Customer team on-site (locations to be determined) where
work is carried out.

SAP 

Reverse Shadowing SAP to perform the work while Customer team to support, as escalation contacts.

SAP 

Customer’s key users will support the SAP service & support team in consolidating the expertise regarding the supported business
processes. In addition, Customer will provide access to the system landscape to be supported, the relevant engagement
documentation required for Application Management Services, and any other documents, as necessary.

SAP  & 

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

Operations

The services described in chapter 2 during live operation 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.

 2 SAP 
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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 can be documented in a ticket which has to be processed in compliance with the Event-, Incident-, Problem-, Change
Management or Request Fulfillment Process.

SAP AMS 

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 Order Procedure as defined in Exhibit D. SAP cannot guarantee that it will
be able to provide resources for these services.

 1  D

SAP 

Closure

SAP will handover all documentations and provide support to the expertise transition sessions as may be requested by the Customer
during this engagement closure phase.

SAP 

7. Dispute Resolution.

7. 

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 of time.

8. Termination

8. 

8.1. Termination for Cause

8.1. 

Either party may terminate for cause:

I. upon thirty (30) days’ prior written notice of the other party’s material breach of any provision of the Agreement (either of these
GTCs or of an Order Form, as applicable), including more than thirty (30) days’ delinquency in Customer’s payment of any money
due hereunder or in any Order Form, unless the party  has cured such breach during such thirty day period; or

I.  GTC 

30 30 

 30 

II. immediately if the other party files for bankruptcy, becomes insolvent, or makes an assignment for the benefit of creditors, or
otherwise materially breaches its obligations under section 11 (Confidentiality) or section 12.7 (assignment).
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II.  11 

 12.7 

8.2. Duties upon Termination

8.2. 

SAP will cease to perform the Application Management Services as of the termination date as specified in the termination notice and
the Customer shall pay SAP for all amounts due as of the termination date. Both parties agree to treat the underlying reason of any
termination as Confidential Information (for clarity, parties may use such Confidential Information in a legal proceeding to enforce its
rights).

SAP 

 SAP 

After the Agreement has expired, SAP will reasonably cooperate, subject to mutual written agreement and payment of the applicable
fees at SAP’s then-current rates, transition from the Managed Services to management of comparable services by Customer or
another vendor chosen by Customer; and provide to Customer, Customer Data in the backup media format being utilized by SAP or
format as mutually agreed (“Transition Assistance”).

SAP  SAP 

SAP 

Customer’s access to the Application Management Services shall be terminated upon the effective date of expiration or termination of
the Managed Services. In the event of a termination pursuant to this section as a result of the breach of an Order Form provision,
including any Exhibit of the Order Form (but no breach of the GTCs), then terminating party may terminate only the Order Form that
was subject to the uncured breach.

GTC 

A delinquency of more than thirty (30) days in payment of any money due hereunder, in which case SAP may, at its sole discretion,
terminate only the Order Form for which payment was delinquent.

 30 SAP 

Exhibit A: Roles and Responsibilities

 A

Exhibit B: Change Request Procedure

 B

Exhibit C: Glossary and Definitions for Application Management Services

 C

Exhibit D: Application Management Services - Engagement Approach

 D

Exhibit E Template for Acceptance Protocol

 E
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Change Request: [CR #]

[CR ]

to

Order Form for Managed Services (Application Management Services)

SAP Reference No. <Insert Order Number>

SAP

between

<SAP> (“SAP”)

SAP SAP

and

 (“Customer”)

       

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

1. Describe reason for requested change:

1. 

2. Describe impact, if any, on existing Managed Services:

2. 

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

3. 

4. Change Process:

4. 
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5. Scheduled Date for Change:

5. 

6. Terms and Conditions:

6. 

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

Accepted By/ : Accepted By/ :

SAP/SAP [Customer]/ ]

By/ :

_______________________________________

By/ :

__________________________________

Print Name/ : [SAP Representative]/[SAP ] Print Name/ : [Approver]/ ]

Title/ : [Title]/ ] Title/ : [Title]/ ]

Date/ : Date/ :
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Change Request Sales Order

SAP

SAP

SAP P.O.

SAP P.O.

SAP Number

SAP 

Original

Item Invoice Text (40 char)

40 

Amount One-Time
Monthly

 1 

Full Partial Begin Bill
Month
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Exhibit C: Glossary and Definitions for Application Management Services
 C

1st Level Support

 1 

1st Level Support gathers Customer’s information on a disruption of service or on a service
request. For a disruption of service, 1st Level Support will try analyze the issue, figure out a
solution or work-around or pass it to the next level of support.

 1 

 1 

2nd Level Support

 2 

2nd Level Support has specialized knowledge about applications, how they work and the
most common problems. 2nd Level Support confirms the validity of the issue/problem,
provides in-depth help, corrects configuration and other serious problems. Most cases should
be resolved at this level of support, if not before. If 2nd Level support cannot resolve the
issue, it will escalate to 3rd Level Support.

 2 

 2 

 2 

 3 

3rd Level Support

 3 

Support provided by the software product manufacturer (e.g. SAP) due to software product
errors.

SAP 

Application Management
Services (AMS)

AMS

AMS provides SLA based post implementation application support for a Customer's SAP
centric landscape. This includes reactive incident- and change management, proactive
monitoring, problem management and service request fulfillment.

AMS SAP SLA 

AMS Reporting Dashboard

AMS Reporting Dashboard

The Service Market Place is SAP’s Central portal for all application based support requests
via creation of support tickets.

Service Market Place
SAP 

In addition to Service Market Place an online AMS reporting dashboard provides additional
reporting capabilities for all AMS specific requests and services with a customer specific
view.

Service Market Place  AMS 

 AMS 

Audit An Audit is an assessment of the internal controls of the entire process landscape and
fulfillment of the process requirements. It is also used to communicate new legal
requirements which lead to the implementation or change of controls.
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Categorization A ticket is categorized by

Categorization Level 1: agreed service (AMS)

 1 AMS

Categorization Level 2: appropriate process (Incident Management, Problem Management,
Change Management, Request Fulfillment, Event Management),

 2

Categorization Level 3: type of request (e.g. Incident with/without Change, Problem
with/without Change, Request for Change, Service Request),

 3

Priority,

Component

Ticket Categorization Level 2

 2

Ticket Categorization Level 3

 3

Event Management AMS Manual Monitoring

AMS 

Incident Management AMS Incident without Change

 AMS 

AMS Incident with Change

 AMS 

Problem Management AMS Problem without Change

 AMS 

AMS Problem with Change

 AMS 

Change Management AMS Request for Change

AMS 

Request Fulfillment AMS Continuous Operations

AMS 

AMS Standard Change

AMS 

AMS Service Request

AMS 
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(AMS) Change Management

AMS

The process AMS Change Management describes the procedure to authorize, plan and
deploy a change of the business process into the productive systems.

AMS 

All changes in the Customer’s 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.

(AMS) Change
Implementation

AMS

The AMS Change Implementation sub-process describes the procedure how to control the
deployment of a change into a productive system by minimizing the risks of failure.  This
includes proper unit testing in the Quality Assurance System of the Customer and another
validation test done by the Customer. Finally the import into the productive environment has
to be executed as planned with the Customer.

AMS 

Change Request 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 by written amendment or supplement to the
contract. All changes must be documented and tracked in the provided Change Request
form.

 SAP 
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Continuous Operations The request category Continuous Operations is 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.

See also Service Request, Standard Change

Core team AMS Consultants who are appointed to process tickets for an AMS client. These consultants
are familiar with the client’s system landscape, business processes and have a close
collaboration with the client’s key users.

AMS AMS 

Customer Approval See Quality Gate

Dispatching Forwarding of an incoming request / ticket to the responsible AMS core team.

 AMS

Effort Estimation Quality Gate that can be agreed optionally between AMS and the Customer.

AMS

Before processing an Incident, Problem, Request for Change or Service Request, ticket
processors have to estimate how long it will take them to process and solve the request. If
this Quality Gate is agreed and as soon as the estimated effort exceeds a limit that was
once defined by Customer, the ticket processors have to ask for the key user’s approval to
continue processing this ticket. If the key user does not give the approval, the ticket
processor is not allowed to continue ticket processing – the ticket will be closed.

End User A Customer’s employee who uses SAP software during daily business.

 SAP 
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(AMS) Engagement
Manager

AMS

The SAP Engagement Manager is an SAP project manager during implementation of the
services and during ongoing operation.

SAP SAP

The Engagement Manager coordinates and monitors the implementation phase of the
agreed services and is responsible for managing the provision of agreed services, so all
services and change requests are carried out in accordance with the agreed terms and
conditions.

The Engagement Manager is a dedicated named person and the single point of
responsibility for the Customer for provisioning of the service and/or handling of any
escalation.

Emergency Change An Emergency Change deals with an Incident with change and Request for Change that
has highest urgency and therefore must be imported to production system as soon as
possible meaning outside any regular release or maintenance window.

Event An Event is any automatic or manual occurrence of information with certain relevance.

(AMS) Event Management

AMS

Long-term monitoring of a system or system landscapes to identify critical system states at
an early stage.

The AMS Event Management process describes the procedure to identify an event, to
evaluate the relevance, and to find an appropriate reaction method. An event can be
identified by Manual Monitoring with appropriate tools. Manual Monitoring is usually
executed as defined in a monitoring concept.

AMS 

Generic User An account to log into a system. This user is used by more than one person. For security
reasons it is recommended to use only Named Users.

Incident An Incident is the unplanned outage of parts or of a whole business process. Incident
requests are processed in compliance with the Incident Management process.
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(AMS) Incident Management

AMS

The process AMS Incident Management describes the procedure 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.

AMS 

Initial Reaction Time (IRT)

 (IRT)

The Initial Reaction Time (IRT) refers to the time 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”), familiar with the Customer’s environment,
to repair an Incident or process an Service or Change Request". The Initial Reaction Time is
in accordance with the contractually agreed support times and can only be guaranteed if the
communication channels according to the Support Concept or contract are used. If the
priority of a support ticket is being changed, the service level “Initial Response Time”
restarts from this point."

IRT

 SAP 

ISAE3402

ISAE3402

International Standard on Assurance Engagements (ISAE) No. 3402 defines the
professional standards used by a service auditor to assess the internal controls of a service
organization and to publish a service auditor’s report.

ISAE  No.3402 

The ISAE 3402 Quality Assurance Report consist of different parts:

ISAE 3402

One part is used by SAP AMS’s auditors to gain an understanding of the internal controls in
operation at the service organization,

SAP AMS

Another part is available for AMS clients to check and review if the quality assurance criteria
and Quality Gates were met.

AMS

ITIL

ITIL

The Information Technology Infrastructure Library (ITIL) is a set of concepts and policies for
managing IT services. It encompasses Service Strategy, Design, Transition, Operation and
Continual Improvement and provides adaptable best practice procedures.

ITIL IT 
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Key Performance Indicators
(KPI)

KPI

Parameters that are used for the measurement of business.

Key User A Customer’s contact person who has special business process and SAP knowledge. A key
user is authorized to address requests to AMS.

SAP 

AMS 

See also Specific Key User

Named Users An account to log into a system. Due to security reasons, this user is used only by one
person.

1 

Named users are also technical systems and their users that exchange information with
SAP systems.

SAP 

See also Generic User

On-Call Duty

On-Call Duty

On-call duty is additional service time that is not covered by the standard delivery support.
During on-call duty, SAP AMS ensures personnel that is available and can respond to
Incidents and Problems within the agreed Initial Reaction Time corresponding to their
priority. On-call duty services are invoiced to the Customer according to cost and expense

On-Call Duty 

On-Call Duty SAP AMS
On-Call Duty

.

Problem A Problem is the underlying root cause of an Incident. A Problem can cause multiple
Incidents.

1 

(AMS) Problem
Management

AMS

The process AMS Problem Management describes the procedure to find the root cause and
to prevent the Problem from happening again.

AMS 

Quality Gate (Q-Gate)

Q - 

A Quality Gate is a formal step to verify the quality of a process step before the next process
step is released for execution. Quality Gates define the minimum requirements that must be
fulfilled to continue with the process. Quality Gates usually require a customer approval to
continue the processing of a request / ticket.
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Request A request is a question or a task that is addressed to AMS. A request can be classified as
Incident, Request for Change or Service Request.

AMS 

Request for Change (RfC)

RfC

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

(AMS) Request Fulfillment

AMS

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.

 AMS 

AMS 

 (AMS) Service Desk

AMS

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.

AMS  1 

AMS 

Ticket acceptance / rejection (contract, SLA, key user check),
SLA

Ticket monitoring (see SLA),
SLA

Ticket dispatching to the AMS core team consultants.
AMS

The process Service Desk describes the workflow and tasks of the service desk function,
including

Request / ticket reception,

Ticket creation (received by phone),

Ticket monitoring,

Ticket dispatching and

Reporting.

Service Level Agreement
(SLA)

SLA

Service Level Agreements describe the quality (e.g. IRT) and quantity (e.g. monthly support
volume in hours) of agreed services between the Customer and AMS as service provider.

 AMS 

IRT 
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SAP Service Market Place
(SMP)

SAP Service Market Place

(SMP)

The SAP Service Market Place (SMP) is SAP’s Central portal for all application based
support requests via creation of support tickets.

SAP Service Market Place (SMP) 

SAP 

Further it provides a platform with discussion forums, blogs, Wikis for exchange with SAP
experts and offers documentation of all SAP-solutions through an online library.

 SAP Service Market Place SAP 

Wiki 

 SAP 

Service Request A Service Request is any Request which is no Request for Change and no Incident. Service
Requests are processed in compliance with the Request Fulfillment process.

See also Standard Change, Continuous Operations

Service Time Times in which AMS as contractor provides the Customer with the defined services
according to the defined SLA.

 AMS  SLA

Solution Time (ST)

ST

The Solution Time (ST) means the time when processing of 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.

ST

SAP SAP 

The Solution Time (ST) 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.

ST

 SAP SAP 

The Solution Time SLA only applies to Incident Management tickets and if contractually
agreed.

 SLA

Specific key user A Customer’s contact person who is authorized to request, to approve or to reject user
administration related tickets (component BC-SEC).

 BC-SEC

See also End User, Key User
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Standard Change Standard Changes are low-impact changes that are pre-defined and pre-authorized.
Standard Changes are processed in compliance with the Request Fulfillment process.

See also Service Request, Continuous Operations

Super-Administrator A Customer’s contact person who is authorized to create, change and deactivate
Customer’s user (so called S-Users) for Service Market Place.

Service Market Place S - 

S-User

S - 

User to login Service Market Place.

Service Market Place

Ticket A ticket is the way 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.

 SAP 

The SAP Service Market Place (SMP) is SAP’s Central portal for all application based
support requests via creation of support tickets. Any ticket has to be created in Service
Market Place only. Tickets are checked in compliance with the AMS Service Desk process
and will only be processed by AMS if they are created in Service Market Place.

SAP Service Market Place (SMP) 

SAP 

 Service Market Place AMS 

Service Market Place 

AMS 

Ticket processor AMS Consultant who is responsible for ticket handling, documentation, processing and
solving in compliance with the appropriate processes.

AMS

Ticket status The ticket status gives on the one hand a basic overview on the ticket processing progress
and on the other hand the information by whom the next activity needs to be carried out.
The main ticket states are:

Open,

In Process,

Customer Action,

Sent to SAP,
SAP 

Solution Proposed to Customer,

Confirmed by Customer,
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Procedure Ended.

As soon as the ticket status Confirmed by Customer is set, any further required activities
have to be handled and documented in another new ticket.

User An account to log into a system.

See Generic User, Named User.

Workaround A 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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Exhibit D: Application Management Services – Engagement Approach

 D

Organizational Change Management Approach

Organizational Change Management includes, but is not limited to the following: business readiness for go-live, design and roll-out of end-
user training, day-to-day backfill for Customer engagement team members, SAP system management, coordination with remote sites, and
engagement communication to the company.

SAP 

Customer is responsible for all organizational change management activities.

Engagement Governance

To ensure effective communication between SAP and the Customer, an SAP and Customer status meeting to clarify open issues and
questions will occur regularly as defined in the table below:
SAP SAP 

Meeting Attendees Time & Date) Purpose Frequency Typical

Method

Customer
and SAP
weekly
meeting

 SAP

Customer SME,

 SME

Customer
Delivery Manager
& SAP
Engagement
Manager

SAP

1 hour

1 

date and time
TBD

Weekly status update

Review open items

Discuss risks &  issues and
agree resolutions

Review open or breached
incidents/problems or
configuration requests

Weekly Face to Face
and/or

Tele
conference or
Video
Conference
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Customer
and SAP
Steering
Committee
Meeting

 SAP

Steering
Committee

Management,

Customer
Delivery Manager
& SAP
Engagement
Manager

SAP

2 hours

2 

date and time
TBD

Review Transition progress

Review financials, timelines
& deliverables

Review risks and issues

Resolve action items

Gather feedback

Quarterly Face to Face

Customer
and SAP Bi-
Annual
Contract
Review
session

 SAP

 2 

Management

Customer
Delivery Manager
& SAP
Engagement
Manager

SAP

1 day

1 

Date and time
TBD

Review Scope Document
timeline, scope, service
hours, number of resources

Review SLA

SLA 

Review performance review
deliverables

Yearly Face to Face
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Engagement Deliverables

Customer Deliverables

The following are the engagement deliverables to be delivered by Customer:

1. Software Installed and Functioning (continuous operation)
1. 

2. Transition and Hand over
2. 

SAP Deliverables

SAP 

In addition to SAP’s monthly delivery of Application Management Services the following deliverables will be delivered by SAP:
SAP  SAP 

1. Initial Kick off Workshop
1. 

2. Monthly report
2. 

3. ISAE 3402 Quality Assurance Report twice a year
3. ISAE 3402  2 

General Engagement Assumptions

Anything not specified as in-scope is deemed out-of-scope, is not part of this engagement and would require additional consulting services
through the Change Order Procedure as defined in Exhibit 2 or a separate statement of work.

 2

No changes will be made to the system landscape operated by Customer as a result of the services provided by SAP.
SAP 

SAP will document possibilities for improvement in the scope of the daily support. SAP will also analyze calls for assistance to determine if
other areas are available for improvement. This information will be discussed in communications between Customer’s representatives and
the SAP support team.  When SAP has identified an area for improvement, SAP may make a formal cost and expense assessment, and will
analyze the consequences of the change on the existing landscape and system operation. SAP will submit the recommendation to the
appropriate Customer’s representative in the form of a Request for Change.  If approved by Customer the change will be implemented via
the Change Order Procedure and billed as identified in the relevant Change Order.
SAP SAP 

 SAP SAP SAP

SAP 

Customer will be fully responsible for the project management, design, scope, delivery execution, and user acceptance of application
changes. SAP’s role in enhancements will be on a staff augmentation basis by making a best efforts attempt to staff requested resources
within the functional or technical skill sets and consulting level requested.

 SAP 

Customer will maintain a representative who will be Customer’s primary point of contact in dealing with SAP and will have the authority and
power to make decisions with respect to any action to be taken by Customer under this schedule.
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SAP 

People

The engagement will be carried out requiring the efforts of both SAP and Customer. Customer will provide knowledgeable, decision-
empowered resources available to work on the engagements as part of the engagement team, and will supply SAP with the names and
contact information of all Customer and 3rd Party resources assigned to the engagement.

SAP 

 SAP 

Customer agrees and understands that the assigned SAP AMS Consultant(s) may perform Services on the engagement from an off-site
location.

SAP AMS 

SAP reserves the right to, in its sole discretion; replace any assigned SAP AMS Consultant with an SAP AMS Consultant with equivalent
skills.
SAP SAP AMS SAP AMS 

Customer and SAP will promptly replace inappropriately skilled  team members or vacated team slots as deemed necessary during the
engagement.

 SAP 

Customer will continue to be responsible and designate at least one (1) Customer User as an OSS user with the authorization to open the
OSS connection to the SAP systems and to setup support messages (tickets).

SAP  OSS  OSS 

 1 

The Customer Power users are capable of accepting the first call from the end-user community and address it internally or understand how
to route it, as necessary, to the SAP AMS Ticketing System (or SAP Service Desk).

SAP AMS  SAP 
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Exhibit E: Template for Acceptance Protocol

 E

Acceptance Protocol

Engagement Name

Working Package

Customer Project
Manager

SAP Engagement
Manager

SAP 

Order No.

Customer Customer Name

Customer Name

Department or Contact Person
Department or Contact Person

Street, No.

Street, No.

ZIP Code, City

ZIP Code, City

1. Handover of Engagement Results

1. 

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

Kick off Workshop

Monthly report

ISAE 3402 Quality Assurance
Report twice a year
ISAE 3402 

 2 

Place, Date SAP Engagement Manager

SAP 

Acceptance Statement

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.

 SAP 

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.

The activity results show substantial defects, which preclude acceptance. Acceptance is refused. The open
issues will be listed below.
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No.

No.

Ref. to ID

ID

Open Issue Responsible Deadline

Place, Date Customer


