Service Description
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Managed Services (Application Management Services) Description
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1. Definitions.
1. E&

“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.

FERH] Lid, 472 NEXE WS, BEOFEMONMRA 2R, AMBNLERAZ VI,
“Business Hours” means business hours (8 a.m. until 6 p.m. local time) at Customer location on Business Days.
PR3 L3, MEOPHERICEIT D TEERA ) OFERN (SR T 8 BNL %R 6 ) 211 ),

“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.

[EREF) LiL, MYFFICE>TEASN, LT EXE 22HT2FmOXHFICTRESND TAS h—E 2] OEHZ
Do
“Customer Data” means any content, materials, data and information that Customer or its Named Users enter into the Computing

Environment.

TBEEDT—F] LiX, BMEXIZTD B —F—] BN [arCa—TF 40 0 ZREE] AT IarTry, ##, F—4%, KO
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“Incidents” means unplanned interruptions or material reduction in service quality reported by Named Users.
(4o b SiFatmst iy, 3 DRk —Y—) ho@E sk, yY— e AOERRMERTEV 9,

“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
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“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.

[F—z—WF—] L, FRECIAT o RZ MY L, SAP [T 2MiE AT 2R OBMHEF 2V D, F—z—F—L,
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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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“Problem” means the underlying root cause of an Incident. A Problem can cause multiple Incidents

“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.
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“Request for Change” means the formal description of a desired business process change.
IEEEH] L. FETHIEVX AT AL TOER AR TH S,

“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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“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.
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“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.

[Fry b &, BEND SAP ST 2R — FEF LRI 2 HETH L, T 7y M, ERSNEBETESBROND,
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“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)] (X, ¥R —b+F 7y FOMEREE LT, TV —va v R=2AD TR TOHR— FEFFEDOD
D, SAP O T4 R—H L Thb, F47 v METT Service Market Place ICEBWTORERTHHLERNSH D, F7 v Mid, AS
O = RAF A7 | Fak Ao THER S, Service Market Place TEREN TV ASHAIZOA, ANS ICL VRS NL5,

“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. TPV —varyvRVAYPF—ER
SAP will assist the Customer with the Application Management Services (AMS) for SAP applications.
SAP 1X. SAP T U s —va v o [T 7Y r—va Rk YAy MR (ANS) THEEIHET 5,

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:

OV A NI LTCRB SN [T77 YV r—var~x VAV M —E2] (AMS) O P& W3, KD SAP Y
Ua—va ST 5N T 7Y r—va U R— MW TEE A XET 5, REFICHESE SAP ot sn g Mh—ex)
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. 2nd Level support services for incident resolution

o  AUVT VU MRERIZET S, LUL 2 R— R —E R

. Root cause analysis and resolution

o RARER ST K Otk

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

o L. WE. ERETOMD AT A—Z —OFEIT L\MARY F R b OFE

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

o TV —va YEFREEEFIACESLS, BBFEOT 7Y r—a LT 2 A E O E

. Fulfillment of service requests per the application change request procedure

o TV —va YEREFFINIES L h— 1 2K OJETT

. Proactive Application monitoring and alert handling

o T T TRT T r—a VEEROEE L

All other services, systems, applications and locations supported, etc. are out of scope.
ZOMFRCOF—E A, VAT A, TTYr—v 3 RKOPHEROY R — M &, #EHICE Ehieun,
The Customer can especially select the following Application Management Service in the Order form:

&L, LVDIUTO 77V r—var~vRx VA bh—E R & [ELFE] TRBRTHILNTED,
2.1. Incident Management

2.1 ATV MNEHE

. Ticket acceptance from key users according to defined SLAs

o  EFINTZ SLA ICHELTZ, F—a—F—mhb0Fry PxH

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

o EFEINEVU a—Ta UKD SLA Xt AU vFu b O R OYER:

. Recommendations on application- and system optimization

o TTVr—va Y ROV AT AORGEILICBT 5 R
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. Ticket-based documentation

o TFlrv bR—RDFH

. If required: Request involvement of 3rd Level Support

o WEERBE : LUL 3 BiR— F M5 A B

2.2. Problem Management

2.2. HETEA

e  Ticket acceptance from key users according to defined SLAs

o  EXRINE SLA LT, F—a—PF—nbDFry MH

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

o EEINEYYa—al @It To, TR ORARIR S K Ok

. Recommendations on application- and system optimization

o TV —varROVAT AORHEICET 2B

e  Ticket-based documentation

o Ty FR—XDFIEHK

. If required: Request involvement of 3rd Level Support

o MEREL  L-UL 3 Y R— OS2

2.3. Change Management

2.3. EEEH

e  Ticket acceptance from key users according to defined SLAs

o  EXRINL SLA KL, F—a—PF—nbDFry M

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

o EXRINEYYa—iaUEPAKD SLA IZfEoTc, TERZERE] O

. Scope definition, commercial validation and creation of Requests for Change with Customer Project Manager
. BE7TnYxr bvR—Vy—] LITATH, ®EHOER, pHRGI EOMRE, KO TEFER | OFR
. For Requests for Change in the scope defined in this section:

o  ARETEDLHEND MEFHEFE] IZOWT !

e  Ticket-based documentation

o Ty hR—ADFIEHK

. Planning and deployment of Requests for Change according to defined solution scope and SLAs
o  ERINIVYUa—Ta UHEIPAKD SLA IZHEodtz, TEEEGE) OFFERE K OFE
. If required: Request involvement of 3rd Level Support

o  WEBAEA : LoUL 3 HE— NG & B
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2.4. Request Fulfillment

2.4. EHORIT

e  Ticket acceptance from key users according to defined SLAs
e EFENIZ SLA Liolo, F—a—Y—rbOF Sy bR

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

o  EHRINTEYVUa—Ta VKD SLA IKHEoTo, Th—vxkiE] | TkRREROZERE | KOG EI N TR E )
[PES

e  Ticket-based documentation

o Ty hR—ADFIEHK

2.5. Proactive Event Management (Monitoring)

2.5. FaT7IrT 474 MVEE (B

. Carry out of monitoring activities as specified in the monitoring concept and creation of incident tickets for identified issues
o ot T MR INTERIEHOET, ROFESNMEICHET LA T Moy FOrER

. Monitoring alerts, categorization of alerts according to criticality, and creation of incident tickets for critical alerts
o EEMRESL BEEEIEoTEEONE, NOERRESICET O Ty My P OERK

e  Taking corrective actions by processing the incident tickets

o AUVTV TSy FOLIIT XD R IEREDFET

. Proactive adjustment to relevant parameter to avoid further issues

o  HWRHMEEMILT 57200, BE AT A —F—D5a R L 7-5R%

e  Ticket-based documentation

o Ty hR—XDFIEHK

. If required: Request involvement of 3rd Level Support

o WMEREL  LoUL 3 YR — L OBS & B

2.6. Proactive Services for SAP Applications

2.6. SP TFVr—va iZi§d5/ur s T4 7 —ER

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

o FHEICEEAEDT v FAF—TIZH L TERSNICHEDY — AEENR, ECE] CHRESh B a7 77 1 7E—F
TEITEND,

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.

ISV A RO—E LT, SAP X, NEXE] THEEIN, BRENZ—ER%Z, BEOHEIZLY, AESNTZL T Ad
720 DN E BRE LTRSS, 8F SN 1 DA S ORI, AIS @ TEE) THEESN5,

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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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.

PR — MEBOMWEE R OFEEIZ, IRt A TREEROEE CEDDH, P—EADOHFIZE, »P—ERADEFRETDDI, BE L
%PwﬁwAamW¥%%ﬁ¢é &%z%&#é%@%&é SAP L HE D BRH e BB R O BRI, Th— e ANEBHA ) 125
ED D,

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 Fulfilment Process.

DIZWYFEZFIL, AV A M —ECRICAEETDHIIENTEDS, AP A M —ERE Ty MRS TDHZENTE, ZOF
o bE, A NER) . vy MER) . THEE) . TAEEH) U TEHOBETT) a2t TS
T B0,

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.

ABEH O — XL, SAP IZE VW VE— FCRELESND, TIEDORHEFRZBZ DA M —E XA ZFENEH T 2581
i b 1 DARNSEIMT S ZERAHET, TR B [2ED D TETEXTFIE IS/t~ T ETE 2 LARTERLA
Wy SAP 1T, 2OV —ERADEDICY V— AL TE L L RIET 5 2 LITTE R,

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 (ZX] 9 B VR — FEFHEOIERDOTZOIH SN M—DF T v b7 +— A%, SAP Service Market Place (SMP) & 725,
SAP Service Market Place (%, AR —rFr v hOEREZBE LT 7V r—a v X—=20FTXTOVR— NEFEDTZHD, SAP O
EHR—Z NV TH D,

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.

TAE =D == AR OEMTIESW T, BT, BMNZR (77— a = RVA S M —ER ] ZEXT LI LR
T& %, TOEE, (HIRk B) ([ZEDHD TEEEFE] FIHOMEMIC L 50 I»n 2 BME7R TH—E2 ] BRI O¥—E2HH
RO/ 3O3R E O TEPICBE S 2308 ) ORI L 22 WiEaid, o NE#E) 2@ 0T o,

2.7. Continuous Improvement

2.7. GRS

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:

HAEDEEICES SAGHEN O~ 32— Ry — 2282432 & HIT. SAP (3. @573‘@4—@':“1 BT L, BEOBEFDT B
Rlr—=" Z»‘:Eiﬁéﬂﬁ%mt WCHEF T A Z Lick b, EHNBA ) X—va Y OBESOAIHIZHET TRy v T 4 — %RV T 5 F
BhgnTE s,

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

INbDY—v %, BLTFOFECEY. TERRO T A 734 7 VER ) (TS TERS T D,

e  Assessment and benchmark of operations and scope

o HEHRCHEHHOME N Fv—2

. Design of Operations efficiency roadmap

. NEH] O e — R~y 7O R
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SAP recommends to schedule recurring assessments and reviews according to this approach under the managed services
engagement.

SAP 1%, ¥ — Y R —bE RS =V A MZESL ZOHEILHE- T, EMNRFHIEOFEDAr Va—VEaRETHI L%
HESET 2,

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

SEOEIUL, LLTFOFIEIZLD HEANROT A 7V A 7 VER] IZESNWT, v X =V R —ERAZ 7=V A OIS T
g s b,

e  Transition to achievement of operations efficiency

o EHMEOER~DOBIT

. Continuous Improvement Measures for Innovation Readiness
. [ = a CUERESY ) (21T 7o TRkRCRSGERE )

. Innovation Framework and Innovation strategy roadmap

. M) R_R=v a7V —=bU—7 | RO /) _"—=V g e —FK~vy 7

3.  Engagement Management.
3. T UHF-URAUIOEH,

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.

EYUEET, (2P —VRA b3 —Vx—] 284 TD2bDETH, SAP O [ F—V A bR =Yy —| &, [THEV—
ERER] MAICEY FEY VR LCEBIND, BED [ F—J A bvx—U ¥ —] Id, KiELXFEL, BEODIC
VERBERREZRITI . DL ERRELZEERS b6 TIENTE S, HBE G2 bN-HE L, FEOTEREEH Y
@%ﬁ%%@ﬁﬁ\Mu\?%%W”ﬁé%\#%%ﬁﬁ%\”%fﬁW7FVXﬁE®)X%%%mTé%®&?é Mind T=
V=T AV AR =V —] X, ZOF—EANFRAKLY TEE] OFGEEFET L0, HWIC T sbo LT
%, BB ENTZ SAP U Y —RIZLoTEITEINDTRCO [TFYV r—var<vxP Ay Mr— l:;u L/)b\fﬂi\ BED (=
TV A MRV ¥—] ETEETIBDLT D,

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

IHIC, EUT D MHECE) oMY, WYFEEIL, THNCEESELRET2b0E 325 UUT =787 7 I—T 4
71)

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:

Wind (78I T 4TI =T 4071 1%, DR EHIUEHIC 1 B, MYFEDNEWVICEET2AEIITI DL T5, b

(2 Pr T4 TI—F 427 ORBIL, FORETETO (T r—ar~<w3x P2y hh— EXJ@ﬁmmgdwf M4
5 (77N r—var<v3xP Ay MY —E R ORWNEERTDZODZDHDOTEICONTHER, Wik, KOMHAEOGBEEEZIT
IZEThHD, H#I—T 47T, KEESHOEBRIUCET 2R NBEZTI LD LT D, ZHRICIFLTREENDLI N, 21
DICBRE S 72wy,
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Identification of risks and/or delays that may jeopardize the performance of Application Management Services including risk
mitigation recommendations

[ 7TV r—a < Rx VA MY —ERA] ONRNT 43— AZERIZSLTRAOH D VAT RO/ UIBEDOFFE (U A7 #
DT D OHELEFIEZ 5 1p)

Discussion of open issues and any change requests from either party
RIGRORED W, ROWT RO L FE N D O E B
Relevant details regarding project organization and planning

Tu Y=y b OWMEEROFHEN RS 2 B R # H

4. Customer Responsibilities and Obligations regarding Application Management Services

4.1.

4.1.

4.2.

4.2.

4.3.

4.3.

4.4,

4.4.

4.5.

4.5.

4.6.

4.6.

4.7.

4.7.

4.8.

(T7Vr—ar<RXVA 0 M —ER| CETIBEOEELEE

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.

BEIX, BESNDIT—ERDEDIIMNERTRTOY 7 vy THE KOOI 22 CROMBAERICHT 2T X COLE
e (L DIEHIND SAP OV 7 by =TICkT5) RN EEL) AT 0 LT 5, BRIL, SAP Ef5IEN @
D Ty Ra—V—fAMETERN) (V7 b= TR ) IZiE- T, BEH#ERFSR TS ISAP V7 by =
T OV —2EFEHATEZLOLET S, 2L, MYFEERZNALFO [V V) —2 | ZFEEBETH2HEILZORY Tlzu,

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.

KL, SAP ICKH LT, A SNET 7Y r—va &Y R—bROEETHZLDRERMELT, ZhbDOY 7 by =TH
i & IEH T DI R 2T A b D LT 5, VI MU T DT A By AUIRTFRNCKT 2 M B BT IX, BEOR
HAABIZEY BB L > TITON 2 b D LT 5,

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

&L, THEROEX2 Y 74135 1T YU a—va Vv OHRIZ W TELREA D,

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

JARIL, SAP VU a—va VOEKEHR (FAT 7)) IOV TEEEZA D,

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

BEIL. BED LN XIXZDsgy (AT IFARNT I Fx—, a—=AINT Vo E— VYT u=7RE) oFarya=y
7. WA, RO A= MZOWTEEEA D,

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

DU =D R MRS ERMLEND V= ADOFIICH DL, HEE. VI =T V) a—Ya VEKROBEAKLD
HEHCXIT A EEEA S,

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.

BEL, EVRATREA (TFVr—va v ROT—4txa )V T4 R Y v— =R 247 AU —IEORSFIEE R OYLFE
R EEGTLR, IRLICRESNAR) DERROCETICONTEELA D,

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.

4.9.

4.9.

4.10.

4.10.

4.11.

4.11

4.12.

4.12

4.13.

4.13.

4.14.

4.14.

4.15.

4.15.

4.16.

4.16.

4.17.

4.17.

4.18.
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JAZIL, SAP N2 D SOW IZHSS HHOBEEEZRITT LI ENTELL I, T4/ BV V—DEVRAT B v AICHET L ZY
MO+4y 7 stEE SAP ISRt 2 EEEA S,

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.

ZOFHKIOLETIE, VZ/T A MI, Y%V 7 A MEFR LT 7y M3 SAP ICx L CRITENZZICUHE SN LD LT
%, BZIL. Service Market Place WTF 7 v &Pl 2 0E N H 5,

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.

EIX, SAP BHED 1T YV a—valNIZHIVR— I RHEO VAT AZHLTT 7 ®ATEL LI, ZOHMDRD
BT E TR TART LD LT 5,

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.

JEEE, 20 T 3 R — b OYFN SAP DHEEINIZEMKOT 7y hOX A LY — RS EKR OERIZ DWW T,

ZUREATH T LI T EEEA D,

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.

JEEIL, VAT DRIFSNDTRTOT = HICHOWTIHEEA S, BEIT, BHOT—F Oy I 7 v TIZHOWTHEEEA D,

D EE THEER, R RTIHEEZRON T, SAP (X, BEOT —XIIT X TRy I 7 v 7TREBNTND LW FHEOILT
BT 5 LN TE S,

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.

BEIL, BEOY 7 =T OFRELLIET v 77 L —KDY ) =208, @G ENZY ) a—varDf F—Tx—A
B EMT T LI, V7 hU 2T OFBRELLIET v 77 —FRD Y V—20E< &b 8 HMERTE TIZ, SAP (il
LH0ET 5,

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.

I =VA L FOEMICIE ST, BEIL, 2O —=U AL MIBET D SAP & ORISIZRB W THE O LT 5 kgL & 72
D, ZOFNIESWTRHE N L HHEICET 2IREZITOMBEZ AT HHYEEEL L, T2 0ET 5,

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.

TUA= VAV MR 2 BRI, BEE, Hiff, mr Fa—P— ROETVRA TR AOETNENICET HHEFEICLD
XEE SAP IR T 2D E T, BENTEELY ZOXELRMILTE R o7, CEPFEMNICB W TRER LULICE
LW T EIE, b —EADOBMBMAIELE L, SAP OV 7R— MMEENE KT W[HEMERDH 5,

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.

TS =V AL hORFATHIEIC DI 5T, AL, AP SAFOEERIBTTE Z LN TEB LI D, MEDEVIAT 0t
RICBIT 5 RS> F 7 il h SAP IR 5 BHEA 415,

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.

BEIX, BBV AR— O, F5E, ROV —EAHMICET2AETICONT, A4 L0 =2 (F2bb, 3 PADY—RZA
L) SAP IZ@ET 5,

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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4.19.

4.19.

4.20.

4.20.

4.21.

4.21.

4.22.

4.22.

4.23.

4.23.

Shbd

JEEE. CHEZEOBERICOWT, TRTOMERMEREE T 22— — 2 MHT SAP ITRHT D, ZhiE, SAP ABATERL

COWTHEEZAITNTOYAT AIOERLETH D, BEIEL, BMEOBTERANEARNTF Yy 7 TEHI L, £
THE AN ”6%1 ENDZEEMRTDH, ZhiE, By N7 v 77 2 — X, SAP BARBEI~OBITIZCOWTELEZA
DIENBESINESRICOZEH SN,

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.

BEENY— AT, BEEIE. fiF. 77U r—va s RUPEYVRA T ok ACHET A LBEREMmME. WA E
NP R—RSET SAP @ TAIS oW L2 b CERHBT 2 +DRAXINVEMA-FABAED [F—a—F—] BNE
BEINbHLHCL, ¥—a2—PF—0 U X+ (K4, W, GBiF&E. 77 v/ 2A&S, ROETFA—LT KL REHT) & SAP
WIHRHET 2035, BEIE. 7T [F—a—F—| 8, F7 v FOERKL) SAP Service Market Place % i U 7=/l
EELYR— N oA EBELTWA LT LDET B,

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

DY 2 D OMEHE R UM ) D512 ﬁébiﬁb)o 7eing L UFEOHNCIED Do TGy XATRED . BIERMEIZIB T
IS OEEER O OFH A DR Ao T B E . SAP 13, 7\/7 /1—/b®uﬂ¥%%5;k L KO/ XAF T IR RS 2800
Tz, BESNIEERTHEICH KT S Z Eﬁ‘fé‘ D

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

BEE, V) a—a AT P SUIILRICOVWTEMEEZ R O ZOBNTIE, BESEASOIMM ( AT ER) ) %
ERELEZECERT 2001352,

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.

SAP ([Z&D 77V r—var~vxU A MY —ER] ORI, BER THIHE Al O RR %Ciﬂﬁéﬂtﬁ bOEEEIEITT S
ZEREMLET D, BB, EONTPNLEEERITTOIL, RO Y2l FOK T = — RTES L R BOEER R
WY Y =2z Md 2 2 LICRET 5,

Customer agrees to provide the following:
X, UT2RIT 2 2 L I28ET 5,

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.

(A Va—TFT 4 VITRE] ~O7 7 EAHERIZETIEEORY O —RKOFIH, BRIE, Bk, 2O TE5RH R
< DR =R ORFIMEOETIZOWNWT SAP (LB 52 L IcdET 5,

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:

UFICERTOHREETD Tava—T 1 v 8] WO —btRAa—F— (LUK IS a—F—] ) ® ID, (H
BE) MEMERTERK)) oY R— M LT SAP SBEICHIV BT, &S Y 7 by TOF v rr—RedR— b
D7=»IZ SAP O Service Marketplace é:uﬁ‘?]‘.‘/@‘éf: WS S =—%— ID X, SAP O Y V—2)% 2

Va—T 4078 Oy NTyT7ol=wica sty L, Y7 N =T EBET7-DC8ERY 7 2T Xy
n—R¥RATZFATTEDHED LZ@‘%’J?‘:&)L:‘ SAP DU Y —RIZL - THEREIND, U\T@JZ D IHMERRNELR S D,

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

o BED A ve—VOREE, B W KO/
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o SSCR key registration

) SSCR ¥ — DXk

o Processing service messages
o =B R A =T ONEL
o Opening service connections
o P R RO AR

o) Software download

o V7R =T DE T a— R
o Maintaining system data

) AT BT —H OPRSF

o Requesting license keys

o FTAE U AXF—DHER

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

MEITZZIC, EROHREET D S -V —EREROEMT 2 R0KRE, SAP 1525, BEIX. BEHEIZ O
KEENRE LT HMHERZ, BONTERAD 2 LERIET S,

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. BIE OMEFRIZIB T SAP O] b 7O N e A BEIL. SAP 2 BB ICHEE S 7o RO 72 O I BRI L4 C
SMEOEZ ONT-EEEZRIET 200 L L, HEDOV AT IXTXTHEENA D, SAP 1T, BENDENICZETERIFOEZ BN
FEREZRIETERP o LIGERT VR 5HEFICOVWTHL EEEZADRNLD LT 5,

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. &L, BHOEPRATa®R (EVRATatR, VATFLAER, 77V r—va FOTF—20vX=2 U7 ¢ ik, Ry
FALFRFELE | O OB S/ XITEEE T O B0 258, TNOICRE IRV OER, EL, KOFETFIZo
WTEHEZAI bOLET L, BRI, SAP A TR ICESHWTHENADY [TH UV r—var~x VA M —ER] OF
EEBITTDZENTEDLLIIC, BEOHEYT L7 u AT 20NENOT7230EE SAP It 2 T2 5 & ki & A
FHDET B, FHEIL, BEOEEIIKTD 7V r—arwxP Ay MF—E 2] OMASMEO K, WO THEDT —
| FOBEZED 77V r—var<=xU Ay M—E2] OFERICEA SN TXTORM, B, I E ~oHEmRIC
SNT, HIMTELZAD,

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. Rl VAbEFA b TEGE] TAERSHERNOHE T, BEE. RRROEZHNZRS LT, AZETkK 4 FEE T, M

WEDEDEFEIIE L Do 00 MWEDLEOEREL, BEOKRBE/THOITDIL, #%4TD [SAP 2 F—I A h<wFr—
Ty—| ELTHEIND,
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5. Service Levels and Reporting
5. P —ERLNUVERUHE
5.1. Service Level Agreement (SLA)

5.1. $y—ERL_ATZY—2x vk (SLA)

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

T TH—E 2 Loyr) (IEER A7 Y a o Th Y, fICHET 2 XHFICED b —ERITEH s 2,

Service Times

— v RHM

Service Times

P—r RHM

Service Level

P—E R LY

Service Desk

P—ERAT Ay

English: 24 x 7

YEE 1 A 24 W, B 7 B

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

RA 55 : CET T, HREA N HEREH OTHI 8 WA b 4% 6 I
Spanish: Mon-Fri, 10:00 a.m. —5:00 p.m. ART (UTC -3)

A FE ART (UTC -3) C. AREHNOAREA O 10 Kb 4% 5
fiip

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

AV N HVEE  ART (UTC -3) T, ARBANSAER OFFT 11 B BF#%
6 M

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

AARE : ST (UTC +9) T, AMEA L AMEH OFHT 9 B O F% 6 F

Service Delivery

P— b A D FElii

English: 24 x 7

YEE 1 H 24 B, B 7 H

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

KA Y5E : CET T, ARH» AR OFH 8 i bFH 6 I

Initial Response Times (IRT)

PIERERR (IRT)

Response Times — IRT

ISR - IRT

Service Level

P—E R

Ticket with priority 1

BERE 1 oF 7y b

45 min
45 53
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Ticket with priority 2

BEE 2 oF 4y b

4 hours (local time on business days)

4 iRpfh] (BMIRRRCEZER)

Ticket with priority 3

BEE 3 oF 4y b

8 hours (local time on business days)

8 IRpfh] (BiMiRrR]TEZER)

Ticket with priority 4

BEE 4 OF 4y b

16 hours (local time on business days)
16 WEfH (BRI CHE2ER)

Solution Times (ST) - Optional

VB (ST) - AFvav

Solution Times (ST)

fRRERR (ST)

Service Level

P—E X

Ticket with priority 1

BEE 1 oF 4y b

10 hours
10 WFRE

Ticket with priority 2

BEE 2 oF 7y b

20 hours (local office time)

20 IEfH] (Bl S ER])

Ticket with priority 3

BEE 3 oF 4y b

30 hours (local office time)

30 MEH] (Bl S IER])

Ticket with priority 4

BERE 4 OF 4y b

100 hours (local office time)

100 MREfA] (BRLHEE 3EREH])
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These SLAs are based on the following definition for priorities:

ZANHO SLA X, BRIEMICET 2L FTOERICEE S,

Priority

fvvF bl @

Characteristics

i

Priority 1 — Very high

BRE 1 - Rk

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.

ABEE AT ABFHTE 2V, 1 DU EOFERMOERE R R—F
FUIARAIRZETR AT a2 S v, PEiE FE)CREES 2 2 &R
TER, EBHICHEBENREEN LS, MHEERICHT5E L - ZERE
DREFRIZTHRIND, T EIX, BEVR AR RZHIBRIZ T TEXT 2
ST N—T NI TF— 2B, FoTKEENRTERNI LEEW®RT S,

Priority 2 — High

BAEE 2 - Bk

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.

R RV AT o' AIHERE (T2 & 2 E, FDUEA v 2 — T = A
) BIEFICEEET, EBICERRPENRS, MBEERCT 588N
TREND, L, FEORRSRIIFHTETH S, BEFIX. BFOME
HEBA~OEBEBT D722, FOHIRT, RAIXZRE VAT 1& R %t
THMEYR— N MEET 5,

Priority 3 — Medium

e 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.

E YR AT 0 A SIMEREN ERICREE I, ER IO e KT,
MR T 2RI TSR, FEIOREERIIFIHATETH D,

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.

L. WA ED T, EVRAT R AT MY R — b2 S
BN, MBEEICHT 2 EAREBIIARV, BEL. BEFEOEER VXA
TR AT HEREARHT 5.

Priority 4 — Low

B 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.

AT DIHT BRI ENLETH B0, BRI B EEN
EIT R, BRIE. HIREEDTIC, MYy 7 kT 20 R — R a2
BL 58, MBEEICKT DB, BRE, HReED I, BEE
DETRAT v ADEREZERT 5, ZhICE MBI 58T
AN
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Any other request or monitoring activity to be performed.

BITSNDZFOMDY 7 = 2+ TS,

5.2. Service Reporting

5.2. $—v2@E

SAP will provide reports to Customer with information about the services provided.
SAP 1%, RSN 7oV —ERICHT HIERIZONV T, BFICREE 2RI 5,
Monthly Customer Report

RURBEVHR—h

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 13, A ULAR—FaERL, ATAICREt SNy —E2CHT 2FReBE IRt T2 b0 L35, LaAR— M, #fifEAICS
UWCIX AMS Reporting Dashboard # i U CA Y 74 » TS, EIE 12 I ARO®EAIZO>WTIE, ¥ U r— KNAalEg7Z PDF
XEL LT D, VAR— MR, FREHMICET U TOFERNE END,

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

° SN DY —EROEWHICE ENTZ, PAR—FHERO IT YU a—Ta O

. Management Summary / Recommendations for continuous improvement

o HBRILGEICET O Y R U A L MY v U — SRR

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

o EEINLTT v MR (P—vAAT IV — EEIRRLL, FE., 7Y r—a VRloBE &)

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

o FTI/RETOFry Mt (T7Vr—va  Hlodzsgt)

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

o AZERUEED 12 WARMSRTRBENIZTF 7y MIETIREE (T 7V r—ra VRO —E 207 3 ) —5HloWilE2
i)

Real Time Ticket Reporting
VTAEAL BTy bRE

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.

T 7 NE A NF 7y b %, AMS Reporting Dashboard %3l U CA > T4 TAFTE, F7 v MIETHEMER (F7 > b
ID, BXENL, 77— ay, Y—ERAT Y — AT —HREGT) BRI D,
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6. Engagement Approach

6. TUF—VRAINRTIu—F

Transition

BAT
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 1%, 77V r—var~sxP AL bh—E A ZRETIZOICKERY Y —AREB S, TNOLDY Y —ABREREND
PR—= bHROT 7Y r— a2 AT O TUE RIS KL OB ICEA OB LA D X R— MR ZEA D b0 L35,
This includes in particular:
IHRZEE VDI U T REEND,
e Appointing SAP Engagement Manager
o SAP O [ZyHF—VRvbvRr—Vx—] D4
. Integration into the processes of SAP’s Service Desk
e SAP O [Y—ERFTAZ| TutA~DHRE
. Expertise transfer to the SAP support team concerning the Customer -specific SAP solution.
o  SAP R — R F—LA~D, BRICEAD SAP VU 2— 3 B 2 FMMHEOBER
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 H R — T — AN THF A OMGER AR T Do, FMHROBIRIE (77 Y r—ra =2 VAV =X Oty
N7 T O L D, FEIAEBERORE R OGEL, BEO 1T MBOUIBEDOHE A — M — (FETH5E6) . LKOBEEDR
PHR=LF2 N YV a—varOflt AT, 77V r—varyF VA SAP V) a—va ViZEENLHEVRAT 0
TARWMELE, SAP LSDOT 7V r—a v RO V8 —T7 =— 20K Y) Ik Bz D,
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.
MRS Y = — X3, BEXIBEEOHAEANS— ) — YU T2558) . SOICHEAZHYT LT n Y=y bvX—V vy —
AT 2H8) OBRERHBIOT, AP O T2 =Y A L h~FX—Vy—] Ra—7 43— bT 5, EMm@BLRTE. -t
ALV ICRE SR e YR AT n Rk RICEAEEL,
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.
BMEBBIE TR, - ADRMICLERHFEN SAP F— AR MEEN D2, ZHICERBEIE LT, @IcEEn Y — 2%
SAP MEIRICIRMET D Z LICBIT 2. flsk, . TAMAZ VT M ROT =R EENIHERDH D,
The main steps in the Transition phase are as follows:
(BAT) 72— ADEERAT v TIIUTOEBY TH 5D,
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Transition Planning Planning and Detailed workshops between Customer and SAP (including skills requirements
Preparation gathering for staffing, knowledge transfer planning, etc.), team on-boarding (Customer
BATEE related, cultural, etc.), defining responsibility matrix and governance models.
AR OMES
%L SAP BOFEMART —2 v a v (HEREOTZHO A VERIRE, F5k
BROFENRR ELEGT) | F—L2OF L R—T 4 7 (BEFHEE, bz y) |
B~ Y 7 AROHRF AT VDER
Setup Request and provisioning of infrastructure and application accesses and other
resources necessary to support Customer. Setting up and testing of ticketing tool.
Tty Ty
BEEYR— b T HDICUTER, AT TANTIFx—, TTYr—var~n
TIEAL ROEOMY V= ZADEFE R T v a = I Fry NEITY —D
Ty N7y TROT A b
Transition Knowledge SAP to attend expertise transfer sessions led by Customer or responsible contact
Execution Acquisition partner of Customer, if applicable, gather, update and/or prepare documentation, if
necessary.
BATOELT HIFR O B AT
B RATEE OIS N S h = GRUTB56) #3085 FRmlBET
DAl SAP SIS L, mE ARG SCEERINUE, BH ROV SUIERT %,
Finalize Transition SAP to perform final Operations Readiness checks and move on to coordinate cutover
Phase activities
BATZ7 = —AD5ET | SAP 13, Rk DEMMEM RS OMEE 2TV, BEIRMEEOMEBICIBATT 5,
Stabilization Shadowing SAP to observe and assist Customer team on-site (locations to be determined) where
work is carried out.
ZEL ¥ F—A T )
FEHNEM SN LB (GETEIARE) T, SAP PEETF — L2 BERVIET 2,
Reverse Shadowing SAP to perform the work while Customer team to support, as escalation contacts.
UNR—2Ty K=o | SAP PMEEZFEITL, =AHL—varBERLLT, BET— 2B R— 5,
N

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.

BEDOF —a2—P =2, $R— b ROETFAT ot AT 5 HAMEROENICONT, SAP OV —E R & ¥R— hF—2%H
R—=bT 2, EHWCHEF. YR—=bRAROVAT LT KAr—7 77V r—va <32V A br—E A ] ICSLERBEET
V=T A ROE, ROMBEILE U TEOMIE~OT 7 A ZRET H LD LT D,

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.

BATOYMES T, £R7r Y=y FHEOREPHEE & OB OFEMALH#HIC ZVIERSI, 2072 —X%Z@E L TTXTOMEY
BT B0 EHEND,

Operations
EH

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 BT HARBET O —E A X, SAP IZLV UE—MCHEiSH, Fry MIESEEND, ZOF v ME, AV F
. T4y MER) . THEER) | [BFEEH UL TEFEORBIT) Vo R it TUE IR TIUER B2,
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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.

BRI, SAP X, AMS @ THEXE] THRESND LBV ARV NI EICAEShZIEE ERE LT, AEMICESSIIRICE
JBH R R bR 5, B TRt TR OW T, FRORMBEOERIEN )b 63, FRO@MAHETH D,
FoPA F—EREF 7y MCRBTAZENTE, Z0F 7w ME., A R_UREHE] | T4 o5y NMER) . RS |
[EHEER] XE TEFHOBIT] 7 at R TR SN T HIE 7 720,

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.

PTEDRMEF 2B 2 24 A N —EREBENEFT 2%61%, e td 1 VARNCEMT 2 Z EBNIET, [HIfK D) 12
EDD EFEECFNE) - T TEFES 2 LA by, SAP 1, 2B —EAD7HIcY Y —A% it 5
ZEIFRRETE 2,

Closure

wT

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 1L, 2O =TV AL MET 72— AOMIZ, T XTOXELZFIEEL, BELDLOEFNHIVUTFMHEHBEE Y v a i
TR — N ERETILDET S,

7. Dispute Resolution.

7. WERRR

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.

FREHL, 77V r—var<vx VA b =R OBITICHET M5 S HETK T D T 28N H & R oRKRE 2 fh
T5. HLUFHITESHIZ, HETTZAI L — g CRGHERBIRNIC T/ 2 @G H Y HH TRIR TS 2o BB, REEZT
THERE AT HREE 2L T D,

8. Termination

8. &M
8.1. Termination for Cause
8.1. TEHRFHITX SR
Either party may terminate for cause:
AUEHIT, ELREAICEY. LTOLBVMRRT DI LR TE D,
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

LB gic, TARK ) (2o 6TC ik HEE] OVWTINiZLT5)) OVINPOREICHT DERRERDH 125
A REXE NEXE) ICHDSE LS RESHIIHOWVT, 30 HEZBA L IWEIENBEICH -T2 5a % &) . 30 AFTE T
WCEDEZHEHTEMNT DI LICRVMRT 2 LN TED, 722 L., BEEFENND 30 HEICHZEENZ ZIELZSEIEC
DIRY T2, U,

. 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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. Y FED, WETREEHGE L, XHBARREL 2D, Xi%%%®t I PEREIE A 1T 2 2y, TOMEE 11 §& (FFRIEEH) X
W 12.7 F GEM) ICBT 2RBICOVWTEKRRERKFL LIHA T, BHICMIRT 22 LN TE S,

8.2. Duties upon Termination
8.2. fRREFDHEH

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 (X, fRBREIICHRSINIMIREZ b o T, 77V r—varvx P A0 bh—E 2] ORIk L, BEIL. FERE ORF
“\Tiﬂxvf\%?‘f\f@i\%’ﬁ% SAP IZZHA S b &4 5, MYHEHFIT, MIROEK L o7 B %2 R & LTRVHS 2
CAET L (HOZOIMHR I, MEFEEL, BYOHNZITET S OOHRBTFREITENTrND [REREHR £
THILNTED) .

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”).

PRI Dlili T SAP 13, HEICLDMEDOEE, KT SAP @%@H#m THNRERICL DS T ROV EEA L LT,
[ 3% — R —E R b, BEXIIEZENBRIN U2 O~y 2 —I2 L 2 RSot— txmﬁﬁ Wk B N2 1 DS 72 A T
IZBNWT, ZURFHTH AT LD ET D, it\%P#ﬁﬁbf%é”/77/7XT47®7j <y b XFHAIZAEET
574 =%y bC, WEOT—%| ZMEFICRMETL CUT BT ) .

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.

[(7FVr—var~RPA L M —E X T BBEDT 7 AL, [~F—Y R —E 2] OMT UIMBROFENA Z &> THK
TT %, MEXE] © MK 280, TEXE] OBREOERK (72721, 6TC OERITEERVY) ITER L TARSEKITHE > TR S
N2o%6. MBRYEE L, ERPREINRI o7 HEE] OLEZMERT 52 LN TE D,

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.

AFIIESNV T ) NELFHEDOLIANA 30 AMZB L TRIELZSE, SAP X, TOHMOEREIZEY, KRV DERNH - 7=
(FEXE| OLEMRETDHENTED,

Exhibit A: Roles and Responsibilities

BIHE A - RER O

Exhibit B: Change Request Procedure

BIAK B« ZAHEFEFIE

Exhibit C: Glossary and Definitions for Application Management Services
B C: 7TV —va vk VAL M —EADOHEROVER
Exhibit D: Application Management Services - Engagement Approach
BRED: 7V —va v xV A MP—E R — FHJE

Exhibit E Template for Acceptance Protocol

BIHK E: AR T2 haroT L L—
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Change Request: [CR #]
EREH : [CR FF]
to
boF-3
Order Form for Managed Services (Application Management Services)
XY FY—ER] © [EXFE TFIVr—var<sxXVA0 M F—EX)
SAP Reference No. <Insert Order Number>
SAP L7 7 LY ABE<SREXEHES A >
between
LHHEE
<SAP> (“SAP”)
<SAP> (LLF TSAP] )
and
EC

(“Customer”)

(B%l )

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

ZOIEIF, A%, AHEFEEZRGT DML H TR L g s,

1. Describe reason for requested change:

1. AEWZEFHETLHAEZEA

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

2. BEFEO [=x—Y R¥—v ] LT 588 (b2%HE) ZiKA:

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

3. HMESNDIBEDETZLA (30> TVDHE) . BEEZFHET DM SN/ ik 2 A

4. Change Process:

4. ZEEFIE

SAP Service Description for Managed Services (AMS on premise) JAPANESE v.1-2015
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5. Scheduled Date for Change:

5. ZEHOHAFE:

6. Terms and Conditions:

6. FESEM:

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

FRERET 2720, MYFEEL, ERROBMCENT, Dol EELE,

Accepted By/7KRH
SAP/SAP

By/&4i:

Print Name/[k 4 (i&71k) : [SAP Representative]/[SAP ftzk#]

Title/#Hk: [Title]/ [#Hk]

Date/ H £f:

Accepted By/7&G8#
[Customer]/[EE%]

By/&4i:

Print Name/lK 4 (76 F4K)

Title/#Hk: [Title]/ [#Hk]

Date/ H £f:

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

. [Approver]/[Z&FB#E]
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Change Request Sales Order

EEEH FRFEEESC

SAP SAP P.O.

SAP SAP P.O.

SAP Number Original

SAP &S TV Fn

ltem Invoice Text (40 char) Amount One-Time Full Partial Begin Bill
Monthly Month

i B FREAL (40 ) & 2 ¥y
A 1| FHRBAAA
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Exhibit C: Glossary and Definitions for Application Management Services
B C: 77V r—var<XV AV v —ERORBRVES

1st Level Support 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
L~yL 1 HaR— solution or work-around or pass it to the next level of support.

TL~yL 1 HR— b T, =20 HE T — B A KEIC B 2 @R O I E
Ehb, = 20HhEOEAE, TL~yL 1 R— b~ Tix. BEOST 25, s
UERESE 2R ET D0, K LD R — M E 8] X,

2nd Level Support 2nd | evel Support has specialized knowledge about applications, how they work and the
most common problems. 2™ Level Support confirms the validity of the issue/problem,
Loy 2 AR— b provides in-depth help, corrects configuration and other serious problems. Most cases should

be resolved at this level of support, if not before. If 2™ Level support cannot resolve the
issue, it will escalate to 3 Level Support.

TV 2 lR— b TiE, 77U =g, TRbOEENRE, RO b —xAY e
T 2Bt E N5, TL~Ub 2 R— ) Tl /R824 M 4 1
R, MERALVTEREEL, BRROZEOMERZMEEZETET 5, 1ZEAEORMIT,
ZOLULVETOYR— FTHRENS, TL-UL 2 R— b CTRIBENRERTE 20
B, Tv~ L 3 R —h ) =2 Lb—FENnD,

3rd Level Support Support provided by the software product manufacturer (e.g. SAP) due to software product
errors.

L~yb 3 HaR— b
V7 hY =T REOT T ICRRT S0, V7 by =T RGO (SAP 22E) 1[2kY
et sn o ¥ R—

Application Management AMS provides SLA based post implementation application support for a Customer's SAP

Services (AMS) centric landscape. This includes reactive incident- and change management, proactive
monitoring, problem management and service request fulfillment.

VA A e S SV

Y hY—ER (ANS) AMS TiE, SAP ZHPLETIMEDT > FAT =TT LT, SIA ICES<SEAKRDT
Uor—varhR— b ERET D, SR FRGEOA T v MEREOETE
BLOFERISOBER, MBEER, TN — A KEOBITRE ED,

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

AMS Reporting Dashboard
Service Market Place |3, VAR — hFo v FOIEREZB U277V r—va v _X—2ADF
RCOYR— NEFEDTZOD, SAP O ] KR—2 1 ThD,

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 [ZHIx T, AT A4 D MS LiR—F 4 X v aR—RIZk
D, TRTO ANS [EHAOEFEL N —E R MIT O, BEER Y 2 — %22 72BN e s

BrED R S LD,

Audit An Audit is an assessment of the internal controls of the entire process landscape and
fulfilment of the process requirements. It is also used to communicate new legal

2o requirements which lead to the implementation or change of controls.

() 1%, 7 e'RX T RAS—=T72E0NEKT, RO 7' A0 EIT 42 707
L ETHD, TERE] TE. BHIOEASUIZEEITEN D HHOEN B2 3k 5
7wz bR E NS,
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Categorization Aticket is categorized by
| Fry MIUTO LB HEEIND,
Categorization Level 1: agreed service (AMS)
SELUL 1 RSN —E A (ANS)
e  Categorization Level 2: appropriate process (Incident Management, Problem Management,
Change Management, Request Fulfillment, Event Management),
o LN 2: YTV e R ([T NER . HEER) . TEEER)
[ZREDETT) « A~ FEBEL )
e  Categorization Level 3: type of request (e.g. Incident with/without Change, Problem
with/without Change, Request for Change, Service Request),
o LUV 3 EEEORME (e xiE, EH) B MEDRY 1T b TE
) EES DR TR . TERZEE . [ — EX K )
. Priority,
o EIENAN
e Component
I =5
Ticket Categorization Level 2 Ticket Categorization Level 3
Fry ML 2 Ty haEL-UL 3
Event Management AMS Manual Monitoring
ARy NEHR AMS FEYEEAR
Incident Management AMS Incident without Change
AT v NEB BEEEFDRN S A 2T b
AMS Incident with Change
BEEHEDS AIS A 2T v b
Problem Management AMS Problem without Change
R EEZfED2v AMS R
AMS Problem with Change
IR ZAES ANS R
Change Management AMS Request for Change
R AMS 25 B BT
Request Fulfillment AMS Continuous Operations
SRR OEAT AMS - ik foE i)
AMS Standard Change
AMS DERUER)ZE
AMS Service Request
AMS > — & A
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(AMS) Change Management

(AMS) Z5TEAE R

(AMS) Change
Implementation

(AMS) 2558 o> i

Change Request

e

SAPd

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

[AMS ZBEEEH ) Tat 221, EVRATat AOEFTE, &R, FHE. LOKKE Y
AT MIEAT B FESRH S ATV,

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.

IE AN )Z/i TR ) WK Ly, U THEEZA R | & LCAESh-#
BDOYAT DAOEFTT T (EEEH) &Eiﬁéné TE ) ik, FEFINED
59&72%3“ BN %é)\if@ BIGHR Y ae ANEGEND, BHEIT, zls?“éb‘/x%A'
KT AWM BZ LV EINS ( TEMAET ] KO [BEET) ) , BIENEEIDR
ET\ *7&“0)7?&“@1//\/1/75 SR LN D,

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 @ TEFEDFEM) T vt 22t KBO U 27 iR ’a“%:)* Lk, K
@J“/X%AAOV“EJ%J\%#S@;T%;ji/l:m%{lﬁ%ua%zbﬂ\éo iR, BEO TRE
PRAES AT 5] 2B D EROEET A R &Uﬁ?ﬁ@ iof%ﬁméﬂéﬂJd)*ﬁiﬁTX k
WEEND, RIS, ABBBREE~DA VR — ME, B LICHBERVETEND
VENH B,

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.

BEINY—C2AORMTIT, BT (BEXT SAP OBLLE»LT1UE, #H CRigZeR
DIOFMIE) 2T Y Hik IR TV 2= ’%ﬁg"%#zé’ﬁ*ﬁ) DEEE ShTz
B, TNOOEEE, T 2EFmCL2EEXIMEICL VY AESNDLENRD
Do TRTOERL, Rt METEFE 74 —A _QE%L E‘-Pu)TLiL BE AU ESANCYAS
Wy,
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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 /
Aoz TE recurring tickets. They can be used to record:

SGE AT AV — TikpeagE ) 1%, RIIENC 72 2 —E OFHE OMKT A AR — b 2 &g~
TOFr vy Faergs LTWaD, —RIICE, ERMR/MRRNICRETSF 7y FTHLF
Ty NI BIFZ2RE T 570l TE 5,

e Proactive support (except monitoring) based on the Customer contract or separate
agreements,

o HEOEKUIMEBIOEEICHKS S Faik LA — b (BEHER |

e 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.

o HEOIEFHIZL D, MG T YT 4 o U UM RS (BB, SIS
WTEBIOF 7w M2 Bl 2 Z & 2 LERVER) .

Continuous Operations requests are processed in compliance with the Request Fulfillment
process.

THEBERIIEN ) DYEEL,  [EEFOJET) 7' R TRELS LD,
See also Service Request, Standard Change

[P—EREH) . THEERIZEE ) bEROZ L,

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
T — A collaboration with the client’s key users.

MNS D7 Z AT > MCBETDF 7y MURIZEM &N TAIS a3 vx v b, Zib
aVPNE NI, VTIAT VY ROV AT LT RAF—7 BV AT o AZRmML
TBY, V94T DO F—a2—4—LBEEET D,

Customer Approval See Quality Gate

T D ATE B — PSR

Dispatching Forwarding of an incoming request / ticket to the responsible AMS core team.
ZLALT ZHELICERE /Ty RSO MS FEF—ACmETH L,

Effort Estimation Quality Gate that can be agreed optionally between AMS and the Customer.
RO R AMS L% & ORTEEICAEHER, MET— b,

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.

L7 by o TR . TEEER) . X3 [V —EXEHE) 20T 00, F
Ty MU, EEEOLIR DR E T8 E REL 2 0 ER’H 5, ZOMHE
F— FREESNISEE. AL DI EESEIRIC XY LA E R S A7 IRE 2 Bl L
W, Ty MUERFIX, ZOF 7y ORI E T 2720 ORRBE F—2—F =Tk
DLUERDD, F—a2—F—=IKBELGZRVGE, Ty MLUEE L, 5lEkHE T
Ty hERAET L RSN, Ty MErr—X&h5,

End User A Customer’s employee who uses SAP software during daily business.
T Ra—H— AWEBTIC SAP OV 7 by =7 2T 5@EOMHHER,
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(AMS) Engagement The SAP Engagement Manager is an SAP project manager during implementation of the
Manager services and during ongoing operation.

(ANS) = =P R b~ [SAP T2 =2 A v R— P —) &, P B ADE AR Ok E R 0O, SAP
F—Tr— DT 2 P F—T ¥ —ThD,

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.

[ =V A b= R=V Y —| [, BESINEY—ECADEAT = — X RO
BL, $XTOY—EARVEREF IO SNIFERMEIE > TEITSND L DI, &
BENly—e 202 FHT 28/ EEH D,

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.

[P —V A b=V —] X, BASNZFEERETHY, P—ERAORMARN
S XTI AT =2 a VOBV FNCET D, BEICHTOME—0HEYENTH D,

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
BX A ST possible meaning outside any regular release or maintenance window.

[T X, bBRMORW, BEEMES (AT b KO (ETEF ) %I
DD, LIizidoT, AEERIR Y BN (DF 0 @R Y U — A IR SFR B OH#i
PHANC) RBEIC AT AZA VAR — N T HRERS B,

Event An Event is any automatic or manual occurrence of information with certain relevance.
AR I fy Eid, —EOBEMEZFFOERO BB SUIFE;T LD EEL N D,
(AMS) Event Management Long-term monitoring of a system or system landscapes to identify critical system states at

an early stage.

(AMS) A~ REHR
PINBEE CEHRE L AT AORBERFET D 720D, VAT ARIIVAT AT v KA —F
DOEMNC DT

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.

TAMS 1 X2 NEFE) T R, AN PEREE L, BRI L. OIS
BT ZOOFIERTER SN TND, A2 M, @8Ry — 2 HH Lz TR
B L VRFET A LN TE D, [TEEMR) (X, @, BfHar 7 MNEDD LR
nFETEIND,

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.

VXY vy a—f—
SATFAIORTA T BEODT T R I Da—W—d, BEOANTLVEHERS,
X2 VT 4 LOBEANS, [BiRz—Y—) OZEFHATLZEBHRIND,

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.
AT v b
o7 b E, EPRAT u R AO—HXITEEO, TESNOEILTH D, [
STV T REE, (AT FER TR TSRS,
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(AMS) Incident Management 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
(AMS) A > 7 v &R 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.

TAMS « 272 NEFE) T ue AiE, EVR AT R RAE T T 5 FIEATRH I T
Wb, [ArsF by id, BRERORME, UIRARFA ( THBE) ) OB REORED
WFNDCE VRIS B Z LN TE D, 1272 by BfRRESAIE, [roo7>
k) ORRAFER ( TRIE] ) 2%RTHZERMBEICRIBAND 5, BAFRKNEES
NESHAE, BESHERETDZ L2 OO EEZ R LT, BRICIRT D08

BH5,
Initial Reaction Time (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
WA R (IRT) 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.”

THIENEEHERE ) (IRT) 1%, Y R—1"F 7 v b (F7y NAT—HADZ A LAZ T
TRMEDE ] ) OZHENS, HEORBEZRAM LT SAP OV R—FEIZEY, [ F
VN EEET 0L TR K] L IE TEFER] 20857200, &)
DOEBEN L ENDE (Fry "AT—FADEA LAZ L F 1T TR ) £ TOREMZWN
9. THIHUSERERM) 13, B EAESNER— FERICE, [HR—Frar v

N XIS T BEREBMEA SN A2 HAEICORRFES D, FHR—FF 7y b
BRI N AR SN 556, —EA UL THIHIREREE) (X, ZOREERPHLHERY —

AR
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
1SAE3402 organization and to publish a service auditor’s report.

[ RAFZEFEHNE (ISAE) No.3402 1%, — B Ak ONTHH 2 HE L, — b XA
ANDOHE B AT T B0, P —EREEADMEA T2 HEMOELEEZED TV D,

The ISAE 3402 Quality Assurance Report consist of different parts:
ISAE 3402 SWVERFEREEIT, LLF OFES THE STV D,

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

HDHHESTI, SAP AMS DEEFENIT LD | B —EAMHEICIS 1T 2 M E ONERHLH 2825 5 720l
2,

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

BOESE, AUS D2 T AT bR, WERGEEER D LGE 27— b Bl ST D 0%
X MERT DI DIFIHTE D,

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
ITIL Continual Improvement and provides adaptable best practice procedures.

[EREEHTHAEZ 7 F Y (ITIL) 1%, 1T $—ER&EHT 5700, —#Eoartv7 Mg
Vgt ch 2, Zucix, Th—v ik . TG . TBf7) . EA) . RO Tk
B NE £, BISATRE/RR N A VT T 7T ¢ AFIEERIET B,
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Key Performance Indicators

(KPI)

FEFMEE (KPD)

Key User

e

Named Users

Hgk e —

On-Call Duty

On-Call Duty

Problem

i

(AMS) Problem
Management

(AMS) RiREEH

Quality Gate (Q-Gate)

RES— b Q- 5= 1)

Shbd

Parameters that are used for the measurement of business.

EBOFTMIHEHEIN D 8T 2 —H—,

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

FER7p e R AT ak A% H L, SAP IZBT 202 A T 2R OEEHELE, F—a—
P, AMS IZxIT 2 EEE A I WO MR A 52 H b,

See also Specific Key User

IHEF—2—P—) bBROZ L,

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

VAT AT AT BT AT b X2 T4 EOFHICEY, 22—V —%
EHT201E, 1 AOHRET D,

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

gz ——) (XFE T2, SAP DV AT A EERELZBMT DH L AT AR NED2—
PF—TbHd 5,

See also Generic User

[Py raz—P—] HbBROZ &,

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 . FEUERYZR4RHEY R — R 23%I5 & Ligw, SBI0AY 28— B AR A2 5,
On-Call Duty O[], SAP AMS 1%, {EZERTRET. EENEAZIE U T, AR INT THIHIEE
FEE WIS [ o7 by ROY TR (xS T& 5 8B 2 k7 5. On-Call Duty
P—ERE ERERITHE > TR RIND,

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

TR VX, [ 7 e by ORIEIZH ZMARFHREZ NS, 1 20 [FEE) HrHix, &
B 17 by BDEIERISNDATREERD 5,

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

TANS FIEEERE) a2 i3, MARKEZREL L, (/) B"ERT 52 &zlikds
FIERPFH STV D,

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.

[RE S — k) L1, MOT o ARAT v TREITOREDIZY V—ASNBHIC, Frtk
AAT v T OWEERGET DD DOIERAT v T E2 WS, [HES— k)%, 7akxs
WiE T 2 T2 DI T T RERBROBEMEEXT D, [HES— ) X B, ZH/ 7T
o FOWERNRGEZ R D A DR LT B,
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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.

V7 xA b
Yoz x ME, MS I BREEMXEY A7 205, V27X NE, (127>
by TEEZEE . UL T —E XL (ST LN TE D,

Request for Change (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.
ZEH G (RFC)

IZEFEGG ) X, HETLHEORAT o ALBEOERRTR CTH D, [FEEF X,

IEFER) 7 a2 TUEI SRS,

(AMS) Request Fulfillment Service requests are handled in the AMS Request Fulfilment process if they do not match
the prerequisites for any other of the predefined AMS processes (Event Management,
(AMS) 225§ DEAT 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.

H—E ] OEFIL, FRIERFHDOETOMD AMS FrtR (42 NEB . 1
T NERE) . TREERE) . XX [EEERE) ) ORREFICES LR WAL,

TAMS ZEZEDJETT) 7 REA TR EIND, IO P —EXZFHL, S HIZROWTIL
WOAT Y —IZHFEEND © [EERET) | EEERER O . L [—EX
EHE

(AMS) Service Desk 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) H—EAF 27
AMS DFRTD Y 27T X PROF Ly MIHT D, AR 1 DOEPHY— A HKRE,
TANS Y—E AT 27 | ix, UTD [H—EXFX2) TatRAlfts> TF oy bzt
ERRAN

Ticket acceptance / rejection (contract, SLA, key user check),
Fory FOZHEER G, SLA F—z— P —OHER)
Ticket monitoring (see SLA),

Fo v bOERL (SLA #ZR)

Ticket dispatching to the AMS core team consultants.

ANS FETF—2Da P E s MIRHT DTy FAELILT

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

[F—EXF X2 FavRid, UFaEich—EAFRA7 GO T —2 70— KOME
ENFTH STV 5,

e  Request/ ticket reception,

o VIZALNSFUv bOZAT

e  Ticket creation (received by phone),

o FUy bofFER (EIHTRINIEE)
. Ticket monitoring,

o Fhv hOEH

e  Ticket dispatching and

o Ty hDELIMT

¢ Reporting.
o W
Service Level Agreement Service Level Agreements describe the quality (e.g. IRT) and quantity (e.g. monthly support
(SLA) volume in hours) of agreed services between the Customer and AMS as service provider.
P—E AL T 7Y — A [P=CRLNAT 7Y =X F I, BELY—EAT AL Z—=LLTO S &O
>k (SLA) MTHBE SN —200E (IRT 72Y) kOE (HRYA— MERER E) 2707
%
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SAP Service Market Place The SAP Service Market Place (SMP) is SAP’s Central portal for all application based
(SMP) support requests via creation of support tickets.

SAP Service Market Place SAP Service Market Place (SMP) 1%, YA — sFor v NOERZBUIZT SV —va
(SHP) N=2DFTRTOYR— FNEFHEDZHD, SAP O [HF] R—F L Th %,

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.

& 51T SAP Service Market Place 1%, SAP OFEHZE L DY Y DIZbDT 4 A v
varIZ4—F A Tuas Wki OF Ty NT7xr—bEREL, AT TAT TV &
WUTTRTO SAP VU a—y a VT CERHESA TS,

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.

PR
[P — R V3, TEFEG X A2 7 by Ty TV X b &0,
[P—EREH) %, [EFFEORT) 7 r e R -> TRELS LD,

See also Standard Change, Continuous Operations

TEEIERIZER ) TR ) b BIRD Z &

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

P— 2 HH
BRIF L LTO ANS 23, EOH LN SLA IZE-> T, EO LN —E A @RI
2 Wi,

Solution Time (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

PRI (ST) 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.

MERBER ) (ST) Lid, T4y NOWRERHL (F7 Y NAT—ZADEA LAZ T
T M) ) LT, RAIOMISKPBRICIR TSNS (F7y hAT—ZADHX A
DAL TE RREZBEICRRE) ) £T20 9 (EEEEOB AT, FIAMICFET
BRETED) ., [SAP MWRILRZIRR) AT —H AL, SAP 28, JEEHHE UMK 218
REHLTHDH I EEEERT S,

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.

Mg (ST) ISk, F7y FABRICESND D (Fry hAT—4 AL THED
i ) . XUTRIERD 72D SAP I K 2B R— K (F7 vy AT —X X% [SAP 2%
() ORFEITE R,

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

MERIER O SLA] 1, T4 > o F v NEE 47 v M LT, ORI TEE S
BARICORBEHENS,

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).

B % — 2 — Y —
2P —EIICRET 5T v b OBER, KGR UITEME OHER & 47 9 2 B DG T2
(=2 R—5 2 h BC-SEC) .
See also End User, Key User

lmr Fz——) | [F—z—#— L RO L,
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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.

p el 25
TEERAZE) 3, FAIOER SDEMCKRS N, BEOSRVETEN S, [
OAE) k. (O 7R R TR ENB,

See also Service Request, Continuous Operations

[P—ERp) . TRRBERIEN ) RO L,

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.

A—=R=T FI =X hb—

H— Service Market Place [l OFAK Da—H— (Wbwd [§ - 2—#—) ) Z{Ek. £H,
RO D MERR &2 A 2 % DR S &,

S-User User to login Service Market Place.

S - 2—H— Service Market Place \=1 /A 4 % a—H—,

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

FH v b single reference to the Customer’s request.

Fory ME, BENS SAP KT DV R — N B 2GR T S I THh B, KT v MC
W, B ENTRER CTHEFDIEON D, T4 v hEFIE, BEDOY 7 = A MIxtd 5 H—
DERTH D,

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 (SWP) X, ¥ A — FF oy NOEREB LT 7Y r—va v
N=ZADTXTOYR— NEFHEDOTZ DD, SAP O [HEh| R—=2 L Thb, F4&v MiT
~C Service Market Place |23 CORIEKT BUER DS, T4 > ME, ANS O

[—E X7 X2 T ak A Hto TR S i, Service Market Place TIERE T 5
BARICOHR, MS IZX VRSN D,

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

Ty MNUERE
Fry OBV RV, FRER. KUY T 5 7 1t A THE - T ILER & R DRk 2 5 TANS
SNV

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.

Fhry N ARATF—H R The main ticket states are:

Fory NAT =223, Fry MULOERRILO AR E 279 L & biT, ROIEE
DHEC X > TEITESNDRERH LT 2 WME T, ERFry bAT7—2 232

TokEy,
. Open,
o RFRIR
. In Process,
o SLEEHR

. Customer Action,

o HEOHE

. Sent to SAP,

e SAP ICIHEE

. Solution Proposed to Customer,
o RURZREICIREH

. Confirmed by Customer,
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o JHEIT X DR
. Procedure Ended.
o FlEKT

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.

B L DERE ] OF 7y AT —F ANRESNKE, S OIHEEDRERGE
F BIOFHT v Moiigk L, BT D MR H D,

User An account to log into a system.
=t VAT R T AT DI DT T b
See Generic User, Named User.

[Pzg )y 2z—WF—)  [Bggaz—7F—) bZHOZL,

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
I35

FBER L, SERRMRSRPEZHRON TR T T v M) OFBERIET 57, X
FBRET D L2 AR E LI —IRRRRRTH 5,
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Exhibit D: Application Management Services — Engagement Approach

B D: TSV r—va v RXPA VM —ER — 25 —PA L MOT S R—F

Organizational Change Management Approach
MBEREEOT Su—F

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.

DA AT E L) 1213, BUFASE END8, THBICRE SRV, ABRBIBG~DEBERHES, = Fa—F—@miJ hb—=r705
RROBMG, BEDOTL =V A b F =LA N—DAFWKREEMHIE, SAP A7 LOEH, UVE— bHA b EOPFE, IR
WP BT U= A NER,

Customer is responsible for all organizational change management activities.
BEL, ML EEHEEDO TN TIZOVWTHEEZRA D,

Engagement Governance
TR RDOHANTFT R

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 & i % D[R] D 2 SRR 7o & FEBLT D 7o bis, RARO ML OVEM ZW 50T 27200, SAP LHEDAT —H AI—=TF V73,
UTFORIZED D LB EMIICHEIND,

Meeting Attendees Time & Date) Purpose Frequency Typical
=6 BnE H E¥) B R Method
— R
Fik
Customer e Customer SME, |1 hour e Weekly status update Weekly Face to Face
and SAP bz and/or
weekly o JEZE®D SME 1 o WKAT—# ZAHIH
meeting T K OV 3%
Customer date andtime e Review open items
% & SAP Delivery Manager|[TBD Tele
DR & SAP A R E o RfREIEOHE conference or
Engagement Video
Manager e Discussrisks & issues and Conference
agree resolutions e
WED [t~ 9 WHAWEL
F=vx =) RO o VAU LREEEL, R SHETAR
SAP » x4 — P AE i
DA b p—
vl e Review open or breached

incidents/problems or
configuration requests

o R L IXERA Vv

T b, UTBRBER
EY 7 T A ORER
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Customer Steering 2 hours Review Transition progress [Quarterly Face to Face
and SAP Committee IRt R pogiil
Steering 2 IFEfH] BATOHER & 138
Committee EEEES
Meeting date and time Review financials, timelines
Management, TBD & deliverables
& L SAP H o
PEAZER o FE RS, IR, R OTER
Customer Review risks and issues
Delivery Manager
& SAP U R J ORI OReRd
Engagement
Manager Resolve action items
wEo TR~ TEEYE F g Y
F—=Y v —] LU
SAP @ = ‘{/7H Gather feedback
VAV M R—
Ea T = By 7 DR
Customer Management 1 day Review Scope Document [Yearly Face to Face
and SAP Bi- timeline, scope, service e >
Annual g 1 H hours, number of resources
Contract
Review Customer Date and time TP B3 2 30 o)
session Delivery Manager|[TBD MR, &GPH, H— & R
& SAP FRFARE Heo U Y — AR
% & SAP Engagement
D 2 [D Manager Review SLA
KL E 2 —
yvar RO [t~ SLA DOHER
F—=Y v —] LU
S’fp 2R ‘{/7“ Review performance review|
YAV br— deliverables
Vy—]
EROMERR, R OHERR
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Engagement Deliverables
TUF—D AV NDRED
Customer Deliverables
BEOREY
The following are the engagement deliverables to be delivered by Customer:
T, BENOREINIAREZ VST —T A MM TH D,

1. Software Installed and Functioning (continuous operation)

1. Y7 U=T0RALA b= SH, BIEL TV (HkeaiEm)
2. Transition and Hand over

2. BATRUBIMkE

SAP Deliverables
SAP DRREY :

In addition to SAP’s monthly delivery of Application Management Services the following deliverables will be delivered by SAP:
SAP ICEDAD 77V r—var=xP Ay =2 ORMIIINA T, BUFORSRYD SAP IZL-> THlEESND,
1 Initial Kick off Workshop

1. WROXy 247 T9—20v 3y

2. Monthly report

2. ARLA—Fk

3 ISAE 3402 Quality Assurance Report twice a year
3. ISAE 3402 dnEfRAEHREE (4R 2 (7))

General Engagement Assumptions

EEORT D A D ORTRSM:

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.

PN E LTHRE SR TOWARNDLDIZTRTHIISN E RS, 2O F—=Y A MAFEENT,  THIHE 2) SUIBIEOEZER I
EHD ETELFIE] 2@ B a T o 7 —EARREIT R D,

No changes will be made to the system landscape operated by Customer as a result of the services provided by SAP.
SAP [ZL VSN —ERADFERE LT, BMEICLVENSND VAT LT Y FRF—FIZEERMALND Z L1370,

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 X, HHEY AR — bORFPAT, SEOWEEMO CEET 5, SAP (XEZ, SHEEFHO I — L ESHT L, OS5 BICeEO SRR 220 )
ZHIET 5, ZOFRIT. BEOHYEL SAP O R — FF— AL OFBRZHICISN TR SN D, SAP DNEEHELIFZFEE LI2SE. SAP
i ERREAOFIZIT) 2N TE, BHFEOT Y A =T ROV AT MERTOEEDORELHHTT 5, SAP 1, BEOHED Y
Tz, ETEHEFE] 7+ — L RREZRNT D, BENLEKBINGE, AL, EEEXFIE] ko TESHh, BKRTS
(BRI ISR D LBV R TDILD,

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.

&L, ey bOFE, RE, A, JIELOFET, ROT TV —va VERO—F—AGRICOW T REMR LA A D, LR
2B % SAP O&RENT, ZR SNIMHEXTHEF LOA XLty FRBar P AT 4 v 7 LV OFHNT, 2RI Y — A& iR
THIDITRKRBOE N %205 2 Lick b, NEWEBEEARL TS,

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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EIX, SAP L DOXHRICBWTHED L 5 &L 720 ZORRICE SO THEN & HHEICET2REZITOMEREZ AT 5 4E %
HRT 2D LT 5,

People

ER

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.

T =VRA L POITITIE, SAP LEOWM G OEREET D, MEIE, = S =V A N TF—LAD—BE LTy =V A MY
DVEERATO 2N TED, MBEMAREDHEREZATDHY YV —22METLIHDLE L, ==Y A0 MIRE SN BB RO =2
DFRTOY Y — 2D KA F O LERE SAP ITRILT 20D LT 5,

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

&L, BB S [SAP AMS s vz b 3, ==Y A MIBT 5 (V—E 2] 24794 bOWHENOERTHHERH S
TEHRTMHL, ZHUICRET 2,

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

SAP X, ZOHMOFEIZLY | BB Sz TSAP ANS 2 & b %, AEDOA XV Efix7z TSAP AMS L2y b Iczi s
B oMM Z R %,

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

R E SAP 1L, ==Y R M MEIOE U THROMC, AFARREYN 2T — A A A= RZNEEEH, RIILEFEEZHED D L0
LI 5,

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).

BRIIBIEHEE, SAP Y AT L~D 0SS Hifiia A —T v L, BAR— b Avt—Y (Froy ) ERETHHEREET D 0SS =2—¥F—L L
T, HEDODVIRED 1 AD2—V—Z4 T 5 T EEAVEIT 5,

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).

BED (NU—a—HF—| 3, =y Fa—HF—aIa=7 4 —PoREPAOIT—LEZE L, HNTHRTD I ENTE D0, UILEITS
U, [SAP ANS 4 v REATV AT L) (X SAP @ [H—E2F 27 ) Ik T 5 HiEE THLTBL,
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Exhibit E: Template for Acceptance Protocol

B E: AR S u b aroFrFr—k

Acceptance Protocol

ARTm b an
Engagement Name

TR N
Working Package

BNy =y

Customer Project
Manager

BEI s hvR—

SAP Engagement
Manager

SAP ==V A b

Te— X—=Tr—
Order No.

BEXES

Customer Customer Name

BE 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. ZUHF—D AU MRS

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

Z DORAGE SN ONEITT M2, ROCEITHMIELR STV D,
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Deliverable Document Date Comments

FREH XE B A a Xk

Kick off Workshop
Xy I AT —Ivays

Monthly report
ARV A=

ISAE 3402 Quality Assurance
Report twice a year
ISAE 3402 /i B PRifa i

(% 2 7))
Place, Date SAP Engagement Manager
BET. AT SAP U=V A v R — Ty —

Acceptance Statement

RREH

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.

EEOREIIT, B W THAEICAE LIZEBYICAE U, TOME., 2HIT SAP Mz >\ Tid KRBT
Shic, BEE LT, ZZIAREEST 5,

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.

TEB) OFERITHIENTRD HN DD, KBOBT L2 bD TR BROW, AR OV — X DFEH
PERDTNTHERDONERETH D, UFICRMET 2 IO RMBROMEDL, RESNDZ2bDOET D, BEL
LT, ZZWARBEEST D,

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

TEB) OFERITE R RBEN RO AL, ARII AR TH D, ARBIFHT STz, RGROBEEZ L FIZRHT
2o
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No. Ref.to ID Open Issue Responsible Deadline
No. @ BHx& PR D IRE RAEHEY R
1D
Place, Date Customer
BEr. AAT B
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