Service Description

Managed Services (Application Management Services)

1 Definitions

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

2. “Business Day” means any days from Monday to Friday
with the exception of public holidays at Customer location.
This means that Saturday, Sunday, and country-specific
public holidays are not Business Days. Exceptions may be
specified in the applicable Scope Document.

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

4. "Change Management Process” means the procedure
to authorize, plan and deploy a change of the business
process into the productive systems. All changes in the
Customers system, which are not caused by an Incident or
Problem or agreed as a Standard Change, are considered a
Request for Change. Change Management does not only
include the implementation procedure, but the holistic process
from the requirement to the deployment. Changes are
classified by their potential impact to the productive system
(Regular Change and Emergency Change). Depending on the
potential impact a certain approval level is required.

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

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

7. “Continuous Operations” The Request -category
Continuous Operations is are intended for all Tickets that
contain some kind of continuous support for a longer time
period. As a rule, these will be periodical / recurring Tickets.
They can be used to record proactive support (except
monitoring) based on the Customer contract or separate
agreements, continued consulting or minor maintenance
tasks on request of the Customer if the Customer does not
want to create a separate Ticket for each task. Continuous
Operations Requests are processed in compliance with the
Request Fulfillment process.

YnpaBnsaemsble ycnyru (ycnyru ynpasneHus
NPUNOXEHUAMMU)

OnucaHue ycnyrm

1 Onpegenexus

1. Cnyx6a «Application Management Services (AMS)»
obecneymBaeT noagepXKy OPUEHTUPOBaHHOrO Ha SAP
cucteMHoro naHawadTa 3akasyuvka nocre BHeapeHus
npunoxeHuin Ha 6a3e CornalwueHnii o6 ypoBHe cepauca.

2. «Pabouun geHb» — 3TO NobON AeHb C NoHeaenbHUKa
Mo  MATHUWY,  Kpome  oduuManbHbiX  NpasgHMKOB,
OENCTBYIOWLMX B MeCTOnonoxeHun 3akasumka. OTO O3Ha-
YaeT, 4To cybboTa, BOCKPECEHbE W [OCYAApPCTBEHHbIE
MpasfgHUKM KOHKPETHOW CcTpaHbl He sBnstTcs Pabouvmu
OHAMK. UcknioveHnst mMoryT OblTb ykasaHbl B NMPUMEHMMOM
OnncaHum o6bema ycnyr.

3. «Pabou4ee Bpemsa» — paboyee Bpems (c 8:00 go 18:00
No MEeCTHOMY BpeMeHMu) B pabouve OHW B MecTe BeAeHus!
OGusHeca 3akasuvka. WcknioveHuss MoryT ObiTb ykasaHbl
B NpuMeHMmMoM OnucaHnm obbema ycnyr.

4. «[lMpouecc ynpaBneHUss WU3MEHEHUsIMU» O3Ha4daeT
npouenypy CaHKUMOHNPOBaHUS, NNaHUPOBaHUSA U BHEOPEHUS
n3MeHeHnss Ou3Hec-npouecca B MNPOAYKTUBHbIX CUCTEMAX.
Jllobble nameHeHus B cucteme 3akasuvka, He CBsi3aHHble
¢ NHumgeHtom wnu pobnemMon n He COornacoBaHHbIE Kak
CraHpapTHble UW3MEHEHWs, TpakTylTCcsa Kak 3anpoc Ha
N3MeHeHVe. YNnpaerneHne W3MEHEHUSMWN OXBaTbiBAeT He
TONbKO Mpoueaypy BHEOPEHWs, HO W BeCb Npouecc OoT
dopmynupoBaHua  TpeboBaHMs 0O  pa3BepTbiBaHMS.
MamMeHeHus knaccndumumnpyoTcst B 3aBUCUMOCTM OT CTEMNEHU
NX NOTEHUMANbHOro BO34ENCTBMSA Ha NPOAYKTUBHYO CUCTEMY
(OBblMHOE  M3MEHeHME WM OKCTPEHHOE  U3MEHEHME).
CreneHb  MOTEHUMAnNbHOTO  BO3AEWCTBMA  onpegensieTt
Tpebyembili ypOBEHb YTBEPXKAEHUS.

5. «3anpoc Ha u3MeHeHUe» — JoOble W3MEHEHUs B
Ycnyre AMS, onucaHHble B MNUCbMEHHOM [OKYMEHTE,
nognMcaHHOM CTOPOHaMu U CoAepXallem CCbINKy Ha COOT-
BeTCTBYOLWMIN [lorosop.

6. «[JaHHble 3aKkasuuka» — nwoboe  coaepxuMmoe,
matepuanbl, [AaHHble U WHJOPMAaUWs,  BBOAMMbIE
3aKkasumMkoMm unNn ero 3aperMcTpupoBaHHbLIMK  MOSb30Ba-
TensiMu B BbluMCNUTENBLHYIO cpeay.

7. «HenpepbiBHble onepauumn». K 3TOM KaTteropuu
3anpocoB  OTHOCATCSA Bce  CepBucHble  3anpochl,
cogepxawime Te unuM uHble TpeboBaHMSA MO OGecrneyeHuio
HenpepbIBHOW MNOAOEPXKKM Ha Oonee ANWUTENbHLIA Nepuosg

BpPpEeMEHMN. Kak npasuno, 3TO I'IepI/IOﬂ,I/I‘-IeCKI/Ie/
noBTopAtoLneca CepBI/ICHbIe 3anpochbl. Wx MO>XXHO
ncnonb3oBaTb ana perncrTpaumn ﬂpO(bI/IJ'I&KTVI‘-ISCKOVI

noaaepXkn (KpoMe MOHWUTOpPWUHIa) Ha OCHOBE [0roBopa C
3aKkasyMkoM WM OTAENbHbIX COrMalleHUA, HenpepbIBHbIX
KOHCYNbTaUMWA WM  He3HauMTenbHbIX MOCTOSHHLIX 3aday
obcnyxvBaHus no 3anpocy 3akasunka, ecny 3akasuuk He
X04YeT co3aaBaTb OTAenNbHbI CepBUCHbIN 3anpoc Mo Kaxaomn
3agadve. 3anpocbl kateropun «HenpepbiBHbIe onepauum»

SAP Service Description for Managed Services (Application Management Services) RUSSIAN v.4-2016 1



8. “DEV" (Development Computing Environment)
means that part of the Computing Environment which is used
only for the development and testing of new customizing or
application adjustments.

9. “Incidents”
business process.

means an unplanned interruption of a

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

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

12. “LAN” means a local area network that is a logical
computer network that spans a relatively small area.

13. “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.

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

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

UTC+2, Europe (summer); UTC+3, Europe (CET winter)
UTC+8, APJ
15. “Month” means a calendar month.

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

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

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

obpabaTbiBaloTCsl B COOTBETCTBUM C npaBunamu [Mpouecca
BbIMOMHEHNS 3arNpPOCOB.

8. «BbluMcnuTenbHasi cpeda pas3paboTKU» — 4acTb
BbluncnuTenbHOM cpeabl, KOTopasi UCMOoNb3yeTcsl TONbKO OIS
pa3paboTkn U TEeCTUPOBaHWA HOBbLIX MONb30BATENBLCKUX
HaCTPOEK UM KOPPEKTMPOBOK NMPUIOXKEHWIA.

9. «MHUMAEHTbI» — 3TO He3annaHMpPoBaHHOE NpepbIBaHNE
OGusHec-npovecca.

10. «Bpemssi nepBOHa4yanbHOro pearMpoBaHUSA» — 3TO
WHTepBan BpemMeHu (B 4Yacax WM MUHYyTax) Mexagy
noctynrneHnem CepBUCHOrO 3anpoca nogaepxku (OTMeTKON
BpeMeHn ans ctatyca CepsucHoro 3anpoca «OTKpbITO») U
nepBbIM OENCTBMEM, NPEANPUHSATLIM CNELNANUCTOM CryXObl
nopaepxkn SAP ans pearmpoBaHus Ha VHUMAEHT vnu ans
obpaboTtkm CepBucHoro 3anpoca wunuM 3anpoca Ha
n3MeHeHne (OTMETKOM BpemeHu anst crtatyca CepBMCHOro
3anpoca «B obpaboTke»).

11. «KnouyeBon nosib3oBartesib» — KOHKpeTHOe
KOHTaKkTHoe nuuo 3aka3uuka, OTBETCTBEHHOe 3a 6usHec-
npoueccbl M peweHus SAP. KnouyeBoMy nonb3oBaTento
paspeluaeTca HanpaenaTb 3anpockl B SAP.

12. «JIBC» — nokanbHasi BblMUCAUTENBHANA CeTb, T. €. Foru-
Yeckasd KOMMblOTEpPHasi ceTb, OXBaTblBawLWlasi 0OCTAaTOYHO
HebonbLUyO Nnowagp.

13. «JluueH3noHHOe cornalweHue» — CcornalleHve Mexagy
SAP (nubo AddpunmpoBaHHbiM nuuom SAP  SE  wnn
YNONTHOMOY€EHHbIM PecenyiepoM NpPorpaMMHoOro obecneyeHmns
SAP) 1 3aka3uMkoMm, CornacHO KOTOpoMy 3akasuuk nonyqaet
NVLEH3NOHHbIE MpaBa Ha MCMoNb30BaHWE MPOrpamMMHOro
obecneveHnss SAP, koTopoe sBnsieTcs Pasmelaembiv
nporpaMmHbIM 06ecreyYeHnemM Unn ero YacTbio.

14. «MecTHOe BpeMs», KpOME CIy4aeB, SBHbIM 00pasom
yKasaHHbIX HUXe, O3HavyaeT cnegylolue 4acoBble nosca:

UTC—-4, CeepHasa u OxHaa Amepuka (neto); UTC-5,

CeBepHagd n HOxHas Amepuka (3uma EST)

UTC+2, EBpona (neto); UTC+3, EBpona (3uma CET)
UTC+8, AsnaTcko-TUXOOKEaHCKUIA PErMOH N ANOHNS
15. «Mecsau» — 9TO KaneHgapHbIn MecsL,.

16. «<HenpoaykTuBHaaA BblYUCNUTENbHas cpepa» —
nobaa BelucnutenbHast cpega, MOMMMO NPOAYKTUBHOW,
KoTopasi MOXET BKMo4YaTb cpeabl pa3paboTku, obecrneveHus
KayecTBa 1 TECTOBYIO cpeay.

17. «[poayKTMBHasA BblYACNUTENbHaA cpepa» — 4acTb

BbluncnuntensHom cpenpbl, KoTopasd ucnornb3yeTcd
UCKIMIOYUTENBHO AN NpPOBEeAEeHMs  pearbHbIX  OusHec-
onepaumn.

18. «[Mpobnema» — UCXOAHAsi OCHOBHas  MpUYMHA

WHumpenta. OpHa [lpoGrnema MoxeT Bbi3BaTb cpasy
Heckonbko VIHUMOEeHTOoB.
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19. “Product Support” means support provided by the
software product manufacturer (e.g. SAP) due to software
product errors.

20. “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.

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

22. “Request  Fulfillment Process” means Service
Requests are handled in the AMS Request Fulfillment
process if they do not match the prerequisites for any other of
the predefined AMS processes (Event Management, Incident
Management, Problem Management or  Change
Management). These Service Requests will be further
separated into one of the following categories: Standard
Change, Request for Continuous Operations, or Service
Request.

23. “SAP Support Portal” is part of the Global Support
platform (included in SAP Enterprise Support), the SAP
Support Portal is SAP's knowledge database and SAP’s
extranet for knowledge sharing on which SAP makes
available content and services to customers and partners of
SAP only. Thereby, the SAP Support Portal found at
https://support.sap.com/home.html is SAP’s central portal for
all application based support Requests via creation of
support Tickets.

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

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

Ticket monitoring (see SLA)

Ticket dispatching to the AMS core team
consultants

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

Request / Ticket reception

Ticket creation (received by phone or email)

Ticket monitoring

19. «Mopaepxka npoaykra» — nogaepkka CO CTOPOHbI
npoussoaunTensl NporpaMMHOro npogykra (Hanpumep, SAP)
npv obHapyxeHnn oLINOOK B NPOAYKTE.

20. «3anpoc» — BOMPOC WNX 3agada, HanpaensieMble B
AMS. 3anpoc MOXeT OTHOCUTBLCHA K OOHOW W3 CregyroLimx
kateropuin: MHuMaeHT, 3anpoc Ha naMeHeHue nunu 3anpoc Ha
obcnyxuBaHue.

21. «3anpoc Ha W3MeHeHue» — 3TO (hopMarbHOe Onu-
caHue TpebyeMoro MsmeHeHust GuaHec-mpoLiecca. 3anpochl
Ha U3MeHeHMe obpabaTtbiBaloTCd B  COOTBETCTBMM C
npaeunamu Mpouecca ynpaeneHns U3MeHeHUsIMU.

22. «Mpouecc BbINOMHEHUA 3anpoca». 3anpocbl Ha
obcnyxuBaHne obpabaTtbiBatoTcad B pamkax [lpouecca
BbIMOMHEeHna 3anpocoB AMS, ecnum OHWM He OoTBevalT
npenBapuTeNnbHbIM TPeOOBaHUSIM HUM OOHOMO M3 OCTalbHbIX
cTaHgapTHbix npoueccoB AMS ([Npouecc ynpaBneHusi
cobbiTuaMK, lNpouecc ynpaeneHns mHuugeHtamu, lNpouecc
ynpaBneHusa npobnemamu wnm  [pouecc ynpaBneHus
nameHeHnamu). Ot 3anpockl Ha  obcnyxvBaHue
nogpasgensTcs Ha cnegylowme kateropumn: CtaHgapTHoe
n3meHeHve, 3anpoc Ha HenpepbiBHbIE onepauun n 3anpoc
Ha obcnyXuBaHue.

23. «SAP  Support Portal» — yacte rnobanbHoN
nnatopMbl  NOAAEPXKKN  (BKIMIOYEHHOW B ycriyru  SAP
Enterprise Support no conposoxaeHuto). [Noptan SAP

Support Portal — 910 6a3a 3HaHuWn SAP 1 BHelHsAs ceTb
SAP pona nepegaym 3HaHMM M obecneyeHus goctyna K
KOHTEHTY M ycnyram SAP TOMbKO 3aka3vvMkam 1 rnapTHepam
SAP. CootBeTrcTBeHHO, SAP Support Portal no agpecy
https://support.sap.com/home.html — 3T0  UeHTpanbHbIA
noptan SAP pgna Bcex OO6paweHun 3a NoaaepXKKon

MPUNOXEHWN, OCYLLECTBMSIEMBIX nyTem co3naHust
CepBUCHLIX 3aMpPOCOB.
24. «CepBucHaa  cnyx6a» —  LEHTpanu3oBaHHOE

nogpasgenexHve, urpatllee ponb €OuUHOM TOYKM BXoda Anis
Bcex CepBucHbIX 3anpocoB K 3anpocoB AMS. CepsucHas
cnyxba AMS obpabatbiBaeT CepBUCHblE 3anpocbl B
cooTBETCTBUMM C npaBunammu npouecca «CepBucHas
cnyx6a», BKITHOYatoLLLEro criegyroLLmne npouenypbl:

NPUHATNE/OTKNOHEHNE CEepBMCHOro 3anpoca
(moroBop, SLA, nposepka KnioueBbim
nonb3oBaTenem);

MOHUTOPUHI cepBUCHOro 3anpoca (cM. SLA);

oTrnpaska CepBUCHOTO 3anpoca
KOHCYIbTaHTaM OCHOBHOW rpynnbl AMS.

Mpouecc «CepBucHas cnyxba» onvcbiBaeT MNOTOK onepaumn
W 3apgady noapasdeneHnst CepBUCHON criyx0bl, B 4WCHO
KOTOPbIX BXOAAT:

npuHATMe 3anpoca/CepBrCHOroO 3anpoca;
co3gaHue CepsucHoro

(nonyyeHHoro no TenegoHy
3MNEeKTPOHHOM noYTe);

3arnpoca
nnum

MOHUTOpUHT CepBHCHOTO 3anpoca;
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Ticket dispatching and
Reporting

25. “Service Level Agreement (SLA)” describe the quality
(e.g. IRT) and quantity (e.g. monthly support volume in
hours) of agreed services between the Customer and SAP as
service provider.

26. “Service Level(s)” means the minimum service level
agreed by SAP in this Service Description or related Scope
Document including Priority Levels and SAP Initial Reaction
Times.

27. “Service Request” means any Request, which is no
Request for Change and no Incident. Service Requests are

processed in compliance with the Request Fulfillment
process.
28. “Service Time” means times in which SAP provides

the Customer with the defined AMS services according to the
defined SLA.

29. “Solution Time (ST)” means the amount of time (e.g. in
hours or minutes) between the time when processing of a
Ticket begins (time stamp of Ticket status “in process”) until
the first solution will be provided to the Customer (time stamp
of Ticket status “solution proposed to customer” (can be set
exceptionally manually in case of a workaround). The status
“SAP Proposed Solution” means SAP has provided a
corrective action or a solution proposal. The Solution Time
does not include the time, when the Ticket is handed over to
Customer (Ticket status “customer action”) or SAP’s Product
Support (Ticket status “Sent to SAP”) for processing. The
Solution Time SLA only applies to Incident Management
Tickets for PRD systems and if contractually agreed.

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

31. “Ticket” means the format to document any support
Request addressed by the Customer to SAP.
Each Ticket is given a number at the point of time it is
created. The Ticket number will be the single reference to the
Customer’s Request.

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

oTnpaBKa CepBUCHOrO 3arnpoca;

COCTaBlieHune oT4eTa.

25. «CornaweHnss 06 ypoBHe cepBUCa» ONUCLIBAIOT
KayeCTBEHHble  XapaKTepuUCTUKU (Hanpumep, Bpewms
NMepBOHa4YaribHOr0  pearMpoBaHWsl) U KONUYECTBEHHble

nokasatenu (Hanpumep, MeCSYHbIi 0ObEM MOAAEPXKKU B
Yyacax) ycrnyr, cornacoBaHHbIX Mexay 3akasdymkom u SAP kak
MOCTaBLLUMKOM YCIyT.

26. «YpoBeHb cepBUCa» 03HAYaeT MUHUMArbHBIA YPOBEHb
cepBuca, cornacoBaHHbli SAP B aTom OnucaHum cepsuca
nUnu ceaszaHHoM OnucaHun o6bemMa ycnyr, BKIoYask YpOBHU
npuopuTeTa u Bpemsi nepBoHayarnbHoOro pearmposaHusi SAP.

27. «3anpoc Ha obcnyxuBaHme» — mwbon 3anpoc,
KOTOpbIA He sBMseTcd 3anpocoM Ha W3MEHEHWe Unu
WHunpeHToM. 3anpockl Ha obcnyxneaHne obpabaTbiBatoTcs
B COOTBETCTBMU C [1poLeccomM BbINONMHEHUS 3anpoCoB.

28. «Bpems obcnyxuBaHusi» — Bpemsi, 3a kotopoe SAP
npegocTtaBnseT 3aka3unMKy OroBopeHHble ycnyrm AMS B
COOTBETCTBUMN C yCTaHOBMEHHbIM CornaweHnem ob ypoBHe
cepsuca.

29. «Bpems pelieHuss» — MHTepBan BpeMeHu (B Yacax unmu
MUHYyTax) mexay Hadanom obpaboTtkm CepBMCHOro 3anpoca
(otmeTkOM BpemeHn gna cratyca CepBucHoro 3anpoca «B
0obpaboTke») OO0 MpedoCTaBneHNss MNEpPBOr0  peLUeHus
3akasumky (OTMETKOM BpemMeHW [ns craTyca CepBUCHOMO
3anpoca «3akasuvKy MPearnoXeHo peLlleHVe», KOTOpbi B
crny4yae BPEMEHHOIO PELUEHMSI MOXET B BMOE MCKIIOYEHUS
yCTaHaBnmBaTbCA  BpyYHyl). Crtatyc «[lpeanoxeHHoe
peweHne SAP» o03HadaeT, 4TO cneumanuctamm SAP
npeanoxeHa KoppekTupylLwas mepa unu pewenve. Bpems
peleHns He Bko4aeT Bpems nepegadm  CepBUCHOTO
3anpoca Ha obpabotky 3akasuuky (ctatyc CepBucHOro
3anpoca — «[enctBMe 3akasuuka») wnu B Cnyxby
Moppepxkn npogykra SAP (ctatyc CepBucHOro 3anpoca —
«OTtnpaBneHo B SAP»). CornaweHue o6 ypoBHe cepBuca
OTHOCUTENBHO BpemeHn pelleHus MpUMEHMMO TOMBbKO K
CEpBMCHbIM 3anpocam YMpaBfeHus WHUMAEHTaMn Ansg
cuctem PRD u© TONMbKO NpW Hamu4Mm COOTBETCTBYIOLLEro
MONOXEHNST B KOHTPAKTE.

30. «CTaHpapTHOe M3MEHeHue» — 3TO MNpeaBapuUTENbHO
onpegensiemMoe U paspelaeMoe  M3MEHEHue, He
OKasblBalolLlee Cepbe3HOro  BO3OEWCTBUST Ha  cpeny.

CraHgapTHble M3MeHeHuss obpabaTbiBalOTCSt B COOTBETCTBUU
¢ MNpoueccom BbINOMTHEHUS 3aNpPOCOB.

31. «CepBUCHbIN 3anpoc» — 3To OOKYMEHT,
pernctpupytowmin ObpalleHne 3akasdvka 3a NoAdepXKoW B
SAP.

Kaxgomy CepBWCHOMY 3anpocy B MOMEHT €ro Cco3gaHus

npuceavBaeTcs HOoMep. oToT HoMep ABIAeTCA
€[VHCTBEHHOW CCbISTKOW Ha 3anpoc 3akasyuka.

32. «BpemeHHOe peweHune» — 3TOo peLueHue,
npegHasHayeHHoe [OnNd  CMArYeHus WM - ycTpaHeHus

nocneacTBun  WMHuupeHTa,
peLLeHne Nnoka He HangeHo.

anda  KOToporo noJiHoueHHoe
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2 Application Management Services

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

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

All other services, systems, applications and locations

supported, etc. are out of scope.

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

2.1Incident Management

Ticket acceptance from Key Users according to
defined SLAs

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

Recommendations on application- and system
optimization

Ticket-based documentation

Request involvement of Product Support when
necessary

2.2 Problem Management

Ticket acceptance from Key Users according to
defined SLAs

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

Recommendations on application- and system
optimization

Ticket-based documentation

Request involvement of Product Support when
necessary

2 Ycnyru ynpaBneHus NpuinoXxeHnamm

SAP okaxeT cogenctBue 3akasuuky, NpPeLocTaBvMB YCyru
ynpasneHus npunoxeHnamu (AMS) ans npunoxeHun SAP.

Ycnyrn ynpaBneHus npunoXeHWssMu nomorarT 3akasquky
obecrneymBaTb MOCTOSHHYIO MOAAEPXKKY MPUIOXEHUA B €ro
peweHun SAP. Ycnyru AMS, npepocTtaBngemble SAP,
orpaHudeHbl cregylowmm  obbemoMm ycnyr. Wx npegoc-
TaBneHve OCyLIecTBMSETCA nNpu YcnoBuu cobnoaeHus
3aka3umkom CBOMX 0OSA3aHHOCTEN, YKa3aHHbIX B 3TOM
Onucannm ycnyrm un  lNpunoxeHnn A K MPUMEHNMOMY
Onucanuio o6bema ycnyr (Ponu n O6asanHocTn ansa AMS).

Bce npo4yue noggepXxmBaemble ycnyru, CUCTEMBDI,
NPUITOXEHNA, MECTOMNOJIOXKEHUA U T. 1. HE BXOOAT B obbem.

Cnepylowme ctaHgapTHble YCnyr ynpaBneHus Mnpunoxe-
HUSIMW MOTyT MpPedocTaBNsATbCA B 0ObeMe, ykasaHHOM B
MpunoxeHmn A k npumeHumomy OnucaHuto obbema ycrnyr
(Pomm n O6gasaHHocT ans  AMS). CooTteeTcTBylOLWME
ycnyru, COCTaBnsilOWME YacTb [OroBopa, [AOSKHbl ObiTb
BblIOpaHbl B npyMeHMMom OnucaHmm obbema ycryr.

2.1 YnpaBneHue MHUMAEHTaMM1

Mpuem cepBUCHBLIX 3anpocoB OT KnoyeBbix
nonb3oBaTtenenn B COOTBETCTBMM C YCTaHOB-
nexHbim CornaiueHnemM 06 ypoBHe cepBuca

Ananus n yCTpaHeHune MHungeHToB B
cooTBeTCTBMM C  YCTaAHOBJ1€HHbIM obbemMom
peweHna n corriacoBaHHbIMA CornatueHusimm o6
YpOBHE CcepBuUCa

PekomeHgauum no ontMMmmsauun NPUNoOXeHna un
CUCTEMBbI

BeneHve OOKyMEeHTauuMnm Ha OCHOBE CepBUCHDbIX

3anpocos
3anpoc noaaepXKu npoaykra (npwn
Heo6xoaMMOoCTH)

2.2 YnpaBneHue npobnemamm

Mprem cepBUCHBIX 3anpocoB OT  KnoyeBbIx

nonb3oBaTenen B COOTBETCTBUN C
YCTaHOBJ1€HHbIM CornaweHnem 06 YpoOBHE
cepBuca

AHanmn3  OCHOBHbIX npuynH 1 yctpaHeHue

Mpo6brnem B COOTBETCTBUM C YCTAHOBMEHHbLIM
o6bemMoM  pelleHuMs U COrmacoBaHHbIMU
CornatueHusiMm 06 ypoBHe cepBuca

PekomeHgaumm no ontMmmsauunn NPUIoOXeHna un
CUCTEMBbI

Benenve OOKyMEeHTaumMmnm Ha OCHOBE CepBUCHbIX

3anpocos
3anpoc noaaepXKu npoaykra (npwn
Heo6xoaMMOoCTH)
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2.3 Change Management

Ticket acceptance from Key Users according to
defined SLAs

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

Scope definition, commercial validation and
creation of Requests for Change in collaboration
between SAP’'s Engagement Manager and
Customer’'s Engagement Manager, both defined
in section 3 below

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

Ticket-based documentation

Request involvement of Product Support when
necessary

2.4 Request Fulfillment

Ticket acceptance from key users according to
defined SLAs

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

Ticket-based documentation

2.5 Proactive Event Management (Monitoring)

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

2.3 YnpaBneHue U3MeHeHUAMU

Mprem cepBUCHBIX 3anpocoB OT  KnoyeBbIx
nonb3oBaTenein B COOTBETCTBUM C YCTaHOB-
nexHHbIM CornatueHnem o6 ypoBHe cepBuca

AHanus 3ar|pocos Ha N3MEeHeHne B COOTBETCTBUN
C YCTaHOBJ1€HHbIM obbemMom peleHunsA n
cornacoBaHHbiMK CornatueHusimm 00 YpoOBHE
cepBuca

OnpeneneHne obbema, KOMMepUYeckasi NpoBepka
n co3gaHne 3anpocoB  Ha U3MEHEHWE B
COTpYOAHWYECTBE  MeXOy  MeHeXepom Mo
B3anmogenctsnto SAP 1 MeHeoxepom npo
B3aumogencTBmo 3akasdvka, Kak OnpeferneHo B
pasgene 3 HUxXe

MnaHnpoBaHne u pasBepTbiBaHME 3anpocoB Ha
N3MEHeHNe B COOTBETCTBUM C OMpeaeneHHbIM
ob6bemom peleHus n CornaweHnsmMun 06 ypoBHe
cepBuca nocne ytBepxaeHus 3akasdvka nmbo
Kak 4YacTb YyCfyr, OfNMCaHHbIX Ha 3Tane
akcnnyaTtauum, nnbo kak 3anpoc Ha N3MEHEHNE B
[oroBope

Benenve OOKyMEeHTaumMm Ha OCHOBE CepBUCHbIX
3anpocos

3anpoc NOALEPXKKM
Heo6xoaMMOCTW)

npoaykra (npwu

2.4 BbinonHeHue 3anpoca

MpueM cepBUCHbIX 3aMpPOCOB OT  KIOYEBbIX
nonb3oBaTtenemn B COOTBETCTBUU c
YCTaHOBIMEHHbIM  corfaweHnem 06  ypoBHe
obcnyxunBaHms

WcnonHeHne 3anpocos Ha ycnyru, 3anpocoB Ha
HEMPEepbIBHbIN  peXuM U COrnacoBaHHOe
CTaHgapTHOe W3MeHeHMe B COOTBETCTBUM C
YCTaHOBMNEHHLIM  06bEMOM peLleHus “u
cornacosaHHbiMu  CornatleHuamm o6  ypoBHe
cepsuca

Benenve OOKyMEeHTaumMnm Ha OCHOBE CepBUCHbIX
3anpocos

2.5 Ynpexpawowee ynpaBneHue cobbITUAMM
(MOHUTOPWHT)
- BegeHue MOHUTOPMHra COrNacHoO MNPUHSATOW

KOHUenunn n cosgaHune CepBI/ICHbIX 3anpocos no
BbIABJ1IEHHbIM r|p06nemaM

MoHUTOPUHr  NpeaynpexaeHun ¢ cuctema-
TM3auuen Mo YPOBHIO KPUTUYHOCTW, CO3daHue
CepBUCHBLIX 3anpocoB MO WHUMOEHTaM C KpUTU-
YHBIMKU NpeaynpexaeHnaMmu

MpuHATME KOPPEKTMPYIOLWMX Mep Mo pesyrlb-
TaTam 00paboTkM 3anpocoB NO MHLUMAEHTaM
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If agreed, proactive adjustment to relevant
parameter to avoid further issues
Ticket-based documentation
2.6 Proactive Services for SAP Applications
Specific service activities defined for the

customer specific landscape to be carried in
proactive mode as specified in the Scope
Document

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

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

SLA’s will only be measured for tickets created in through SAP
Support Portal or Customer's SAP Solution Manager
application which has an online support connection to SAP
Service and Support established for the SAP installation in
scope of this Agreement or tickets created by SAP in SAP’s
support landscape on behalf of the customer.

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

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

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

The services during live operation are provided remotely by
SAP. Onsite services at Customer’s request require at least
one month’s notice and must be submitted in a Change Order

Ynpexgarowue KOPPEKTUPOBKM COOTBETC-
TBYIOLIMX MNapaMeTpoB Ans npeaoTBpalleHus
AanbHenwnx npobnem (ecny cornacoBaHo)

Benenve OOKyMEeHTaumMnm Ha OCHOBE CepBUCHbIX
3anpocos

2.6 Ynpexaawowme ycrnyru gns npunoxeHum SAP

KoHKpeTHble CepBUCHbIE onepauunu,
onpeaerneHHble ONns BbIMNOMAHEHUSA B naHawadTte
COOTBETCTBYHOLLEro 3aKa34duMka B ynpexaawLliem
pexume, cornacHo OnucaHnio obbema ycnyr

SAP MoxeT npefoctaBndATb HekoTopble ycnyrm AMS kak
npodmnakTu4yeckn, Tak W B OTBETHOM pexume. [lpu
NpefoCTaBreHun ycnyr B OTBETHOM pexume 3akasuuk
00sA3yeTcsa onpegenutb Mpobnembl M 3agadv, KoTOpble
OomkHa obpaboTtatb SAP npu npegocTtaBnenHuu YcCnyr;
Kaxgbln  3anpoc Heobxogmmo HanpaensTe SAP  nyTem
OTKpbITUSA 1 oTnpaBkn CepsucHoro 3anpoca SAP yepe3 SAP
Support Portal ¢ nonHon gokymeHTaumen 3anpoca.

CepBuCHble 3anpocbl MoApasgenslTcs Ha  YnpaereHue
COGLITUAMM, MHUMAEHTaMKU, Npobrnemamu, U3MEHEHUAMU U
BbinonHexne 3anpocos.
Mpy npegocTaBneHMn ycnyr B NpounakTMYeckomM pexume
SAP camOCTOSATENbLHO BbISBMAET NpoGnemMbl U 3agadn ans
06paboTkn npu  npedocTaBneHnun  YCnyr ynpabrieHus
npunoxenusamu. Ecnu B cooTeeTcTByloweMm OnucaHun
o6beMa YCryr He CorfacoBaHO MHoe, MpodunakTMyeckue
YyCnyrv nNpeaocTaBnalTCa TOMbKO AN NPOAYKTUBHBIX
cuctem.

CornaweHus 06 ypoBHe 06CNyXMBaHNSI NU3MEPSIOTCH TOJTbKO
Onsi CepBUCHbIX 3anpocoB, co3faHHbIX nocpeacTBom SAP
Support Portal nnn npunoxexnmsa SAP Solution Manager
3aka3umka C BO3MOXHOCTbIO noakntodeHus Kk SAP Service
and Support gns  OHNaMH-NOAAEPXKW, CIyXallero Ans
ycTaHoBku SAP B pamkax o6bema Hactosiero CornalueHusi
U CEPBUCHBIX 3anpocoB, co3gaHHbiX SAP B naHawadTe
nogoepxkn SAP OT nvua 3akasyuka.

B cootBetctBMM ¢ comaweHunem SAP  obs3syeTcs
npegocTaBnATb BblOpaHHble  YCnyrn, OroBOPEHHble B
Onucannm obvema ycnyr wunu [oroBope, B npegenax
COrMacoBaHHOIO KofuMyecTBa 4YerioBeKO-4acoB B Mecsl, Mo
ycMmoTpeHunto  3aka3uuka. CornacoBaHHOE —exeMecsiyHoe
4Yncno yacoB ykasbiBaeTca B OnucaHum obbema ycnyr nvnm
B [loroBope ansa AMS.

CornalwieHueM npegycmaTpuBaeTcsl NpefocTaBrieHne BblO-
paHHbIX ycryr Tonbko Ansi peweHuss SAP n  6usHec-
npoLeccoB, BXOZAWMX B 00bem paboT, yKa3aHHbIA B
Onucanunm obbema ycnyr anst AMS.

Xapaktep M TuN 3agad Mo COMPOBOXAEHWIO OMNUCaHbl B
MpunoxeHun A k npumeHnmMomy OnwucaHuio obbema ycrnyr
(Ponn n ObsasaHHocTM and AMS). [Ina oka3aHUsi HEKOTOpPbIX
ycnyr notpebyeTcs BbINONHeHWe 3agad nepcoHanom SAP
COBMECTHO C 3aKa3umKoM.

Ha asTtane npogyktmeHonm paboTtel SAP npegoctaBnsieT
ycnyrm yganenHo. O6 ycnyrax, okasbiBaeMbIX Ha MecTax no
3anpocy 3akas4uka, TpebyeTca yBeqoMuTb Mo KpanHen mepe
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in accordance with the Change Request Procedure as defined
in Exhibit A. SAP cannot guarantee that it will be able to
provide resources for these services.

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

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

2.7 Continuous Improvement

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

- Assessment and benchmark of operations and
scope

- Design of Operations efficiency roadmap

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

Realization of improvements will be implemented outside of
the managed service engagement under a 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

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

3a Mecsll M OTnpaBuTb 3anpoc Ha W3MEHeHue, cnegys
npouenype, onucaHHon B [HononHeHun A. SAP He
rapaHTupyeT BblAeneHne pecypcoB A1 TaKuxX yCryr.

Ona cosgaHua 3anpocoB B cnyx0y nogoepxkn SAP AMS
ncnonbdyetca SAP Support Portal.

Ecnn B cootBetcTBytowem OnuvcaHum obbema ycnyr He
corrnacoBaHo MHoe, 3akas3yuMk HeceT OTBETCTBEHHOCTb 3a
HacTpowiKy, paboTy n o6cnyXnBaHne CBOe MHPPACTPYKTYphI
CEPBUCHbBIX  3anpocos, Kak  onucaHo B pasgene
«OTBETCTBEHHOCTb N 00A3aHHOCTM 3akasyunka» B MyHKTE 5.
SAP He HeceT OTBETCTBEHHOCTb 3a obecne4yeHune
KOPPEKTHOIO nepeHoca CepBUCHbIX 3anpocoB n3
MHAPACTPYKTYpbl  CEPBUCHBIX  3anpocoB  3akasynka B
WH(ppacTpykTypy SAP.

2.7 MocTosiHHaaA onNnTUMM3auus

Hapsiny ¢ 6ecnepe6oliHbIM NpefocTaBlieHNneM yrnpaensieMblx
ycnyr no B3auMHOMY corfalleHno, SAP MOXeT okasaTb
3akasymky TMoMollb B MOBbILEHUN 3PDEKTUBHOCT M B
NMOArOTOBKE €ro TeKyllero naHgwagta K BHECEHUIO
YCOBEpPLUEHCTBOBAHUIA, MEpPEeHOCS AaKLEHT C BbIMOSTHEHUS
onepauuit Ha co3aaHne BO3MOXHOCTEN ONsl UHHOBALMWIA

- OueHka M 3TanoHHoe TeCTUpPOBaHWE onepauuii
n obbema pabor

- PaspaboTtka nnaHa noBbIWEHMS OMNEpPaLVOHHON
3a(ppeKTUBHOCTHN

SAP pekomeHayeT nraHnposaTb nepuogunyeckoe
npoBedeHNe aHanuM3a 1 OLEHKM B COOTBETCTBUMM C Npea-
naraembiMu  NpUHUMNaAMM  B3aUMOOENCTBUSA Ons  ynpas-
NAEMBbIX YCNyr.

BHe,D,peHI/Ie yCOBepLLIeHCTBOBaHI/IIZ HE BXOAUT B YMCIIO 3a4a4
B3aMMOLENCTBNSA npun npenocrtaBrieHnn ynpaseiideMblX yCInyr
N OCyLEeCTBIIAETCA B paMKax ynpaBlieHnA XWM3HEHHbIM
LUMKITOM NOBbILLEHNA OI'IepaLI,VIOHHOIZ SCb(beKTVIBHOCTVI C
Mcnosib3aoBaHMeM criegyroulero noaxona:

- Tlepexoa Kk AocTuxeHutio Tpebyemoro ypoBHS
onepaumoHHon 3P EeKTUBHOCTU

- lNokasaTenn MOCTOSAHHOM oNTUMM3auMM Ans
obecneYeHnss roTOBHOCTM K MHHOBaLMSIM
- PamouHas CTPYKTypa MHHOBAUWW W nnaH

peanusaunn ctpaTtermm WHHOBaLNI

3 YnpaBneHue B3auMoOeNCTBUEM

SAP u 3akasunk HasHayaT MeHemxepa B3aMMOAENCTBUIA.
MeHemxep No B3aMMOAEWCTBMIO CO CTOPOHbI 3akasuuka
OOIKEH UMETb MONTHOMOYNS Ha MPUHATUE peLleHuid oT nuua
3akasumka unm obecneumBatb GeszoTnaratenibHoe NPUHATHE
TakMx peLleHnn; OH TakkKe [OOIMKeH NpeacTaBUTb CMMCOK
KMOYEBbIX KOHTAKTHbIX NvL, 3akasdvMka C yKasaHWeM posnu
Ka)KOoro KOHTaKTa, ero JOJPKHOCTM, HOMEPOB Cry»ebHOoro u
COTOBOro TenedoHOB, agpeca 9MeKTPOHHOW MNoYTbl U Ap.

Menepxep no B3aumogenctBunio SAP  OygeT  koopau-
HMpoBaTb Bce YCnyrn ynpaBneHus  MNpUIioXeHUamu,
npegocTaBnseMble  HasHayeHHbIMW  pecypcamu  SAP.
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4 Engagement Approach

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

4.1 Transition

The Transition phase precedes the Stabilization and
Operations phases and has the objective to establish
cooperatively all roles, processes and tools required for a
successful delivery of the Application Management Services
in the next phases. No Tickets are processed during this
phase.

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

This includes in particular:

Appointing SAP’s Engagement Manager

Integration into the processes of SAP’s Service
Desk

Knowledge transfer to the SAP support team
concerning the Customer-specific SAP solution

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

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

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

The knowledge transfer will provide the SAP AMS team with
the necessary knowledge required for the provisioning of the
services, which may, as appropriate include information,
records, documents, test scripts, data and live demo-

MeHepkepbl MO B3aMMOLEWCTBUIO TECHO COTPYAHUYAIOT
mMexgy cobow, KOHTponupysi cobntogeHue MONoXEHUN
HacTOosILLLEro onmcaHust ycnyr v nobbix [JoroBopos.

4 MNopgxond K nmpoueccy

B3aumopgenctBue AMS coctouT w©3
pasnuyHon  gnutenbHoctu:  [lepexog,
OkcnnyaTtauusi n 3akpbiTue.

YyeTblpex aTaros
Crabununsauus,

4.1 Mepexop

Otan [llepexoga npegwecTtByeT atanam Crabunusauum u
Okcnnyatauum u CTaBuT 3afadenl COBMECTHOE onpefeneHve
BCEX pOnew, MpoLEeccoB U UHCTPYMEHTOB, Tpebyembix Anis
yCMEeLHOW NOCTaBkM YCRyr ynpaBreHUst NMPUIOXeHWeM Ha
nocneayowmx atanax. CepBuCHbIE 3anNpockl HA 3TOM 3Tane
He obpabaTbiBatoTCS.

SAP hopMUpyeT CTPYKTYPY Cny6bl NoAAepKKn, CTPEMSICb K
TOMy, 4TOObl 06ecrneynTb [OOCTYMHOCTb CMEeLManucTos,
HeobOXoOUMbIX  ONA  oKasaHus  Ycnyr  ynpaBreHust
NPUNOXEHNAMW, W HamnuuMe Yy HUX [AOCTaTOYHbIX 3HAHWIA
noadepKMBaeMbIX MPUIOXKEHWIA, BKMoYas 0coBeHHOCTU
MCNONb30BaHWUS Y KOHKPETHOTO 3akasuuka.

B yacTtHoOCTH, cloga BXogAT criegytolive 3agaun:

HasHaueHne meHemxepa B3anmogenctenmn SAP

WHTerpauuns C pabo4yrmm npoLieccamm
CepsucHon cnyx6bl SAP
Mepepaya cneuynanuctam ycnyr SAP o

COMPOBOXAEHWIO 3HaHWI No paboTe C pelleHnem
SAP, ncnonb3yembiM 3aKa3qymKoMm.

B xope nogpo6Hbix obcyxaeHun ¢ ydacTvem 3akasvuka Ha
HavanbHbIX 3dTanax nepexoda COCTaBMSETCH COBMECTHbIN
nnaH nepexofa, KOTOPbI MCMOMb3yeTCca AfS OTCNEeXMBaHUA
BCEX YCIyr Ha NPOTS>KEHUN 3TON dhasbl.

KnioueBbiM pgenctBnem Ha 9aTtane [lepexoga <dBnsieTcs
nepefava 3HaHWA Ans O3HakoMneHwus rpynnsl SAP AMS c
ocobeHHocTsaMU pelueHnsa 3akasunka. Cnocobbl n macuTabbl
nepegayn 3HaHwi 3aBucAT oT UT-opraHmsauumn 3akasyuvka
WNKn ero NapTHepa Mo BHEAPEHUO (ECNM OH MpUBMEKaeTcs K
pabote), a Takke OT cnoxHoctn  WUT-pelwenns,
noaaepkuBaemoro 3akasyumkoM (4YvMcna CUCTeM, CLeHapreB
NPUNOXeHnn, OU3Hec-MpoLueccoB U  Moaudukaumn B
pewweHun SAP, yncna npunoxXeHWn n UHTEPENCOB ApPYrux
pa3paboTymKoB U T. M.).

MNepepava 3HaHWN KoopavHupyeTcs MeHexkepom
B3aumogencTBun SAP C akTuBHbIM y4dacTuem 3akasduka
(M ero OTBETCTBEHHOIO KOHTAKTHOrO MapTHepa), a Takke
pykoBoaMTENS Mpoekta 3aka3umka, OTBedvarwero 3a
BHegpeHue (ecnu OH HasHadveH). [lpu nepepadve 3HaHMN
OCHOBHOE  BHMMaHWe ygensietcs  Ou3Hec-npoueccam,
nepeyvmcrneHHbiM B npuMeHnmom OnmcaHnm obbema ycnyr.

B pesynbtate cneuywanuctel SAP AMS nony4arT 3HaHus,

HeobxoouMble  ANs  OKasaHus  ycryr,  Bkmiodas (B
3aBMCMMOCTM  OT  cuTyauuu) UHopMaumo,  3anucu,
JOKYMEHTbI,  CLEHapuu  TeCTMpOBaHWsl, [OaHHble U
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sessions pertaining to SAP’s delivering its in-scope services
to the Customer.

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

The main steps in the Transition phase are as follows:

OEeMOHCTpaLMOHHbIE CeaHCbl B peXnme peasibHoro BpeMeHu,
OTHOCSALLMECHA K MPefoCTaBfeHUo 3akaszyuKy Hagnexaiimx
yCcnyr co CTOpoHbl SAP.

Otan [lepexoga — 3TO0  CaMOCTOATEMbHbIA  MPOEKT,
cocToAwmMn M3 AByx waros: [NnaHWpoBaHve nepexoga u
BbinonHeHne nepexoga (Bkntovas 3aKIMYUTENBHYIO
NMPOBEPKY YyCnyrn un TecTupoBaHue). [MpogomkuTenbHOCTb
3Tana 3aBUCUT OT CIOXHOCTU B3anmogencTeust AMS.

OcHoBHbIe Larn npouecca nepexoana.

Transition Planning and Detailed workshops between
Planning Preparation Customer and SAP, team on
boarding, defining responsibility
matrix and governance models.

Setup Request and provisioning  of
infrastructure and application acces-
ses and other resources necessary
to support the Customer. Setup and
testing of the ticketing tool.

Transition Knowledge SAP to attend knowledge transfer
Execution Acquisition sessions led by the Customer or
responsible contact partner of
Customer, if applicable and gather,
update and/or prepare document-
tation, if necessary. Review of

documentation provided by
Customer.
Shadow Optional step: SAP to observe and
Support assist Customer team on-site or

remotely (locations to be
determined).

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

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

checks and move on to coordinate
cutover activities. Sign off the
Transition phase by Customer and
SAP.

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

Ensure that SAP Personnel receive all necessary
usage rights for Customers systems. During the
planning phase, it will be determined which
authorizations have to be assigned to these
users. Support authorizations will have to allow
SAP to provide the support services according to

MnaHupoBa- MnaHvpoBaHue | MogpobHble cemMyHapbl C y4acTuem
Hue M nogrotoBka 3akaszumka wn SAP, apantauus
nepexoga HOBbIX YIIEHOB KOMaHApl, ornpeaene-

HVWe MaTpuubl OTBETCTBEHHOCTM U
Mofenen pykoBoacTBa.

HacTponka 3anpoc u npegocTaBneHne gocTyna
K MHPPaCTPYKType U MPUNOXEHMUSIM,
a Takke  Opyrux pecypcos,
HeobXxoaWMbIX  ANS  NOALEPXKM
3akasuvka. HacTponka u TecTtupo-
BaHMe WHCTPYMEHTa CEepBUCHbIX
3anpocos.

BbinonHeHve | MNpuobpeteHne | SAP yyacTByeT B ceaHcax
nepexoga 3HaHWN nepegadyn  3HaHUN, MPOBOAWMbIX
3aka3ynkoM WnNU  OTBETCTBEHHbLIM
KOHTaKTHbIM napTHepoM 3akasyuka
(ecnm oH npuBneveH Kk pabote) u
npu  HeobxogumocTu  cobupaer,
OBHOBNSIET W/WNWN TOTOBUT JOKYMEH-
Tauuo. [poBepka AOKyMeHTauuu,
npegocTaBneHHoN 3aKa3ymKkoMm.

KoHTponbHas HeobsasartenbHbiin war: SAP Habno-
nogaepxka paer 3a rpynnon 3akasumka wu
rnomoraeT ev Ha TeppuTopuu unu
AMCTaHUMOHHO  (MECTO  MoanexuTt

onpegenexunto).
Mopnepxka HeobsizatenbHblli war: SAP Bbinosn-
obpaTtHoro HSIET YCMYr B KQ4E€CTBE KOHTaKTHbIX
KOHTpOnsi nMy  3ckanauuu,  nopaepXkuBasi

rpynny 3akasuuka.

3aknountens- TectupoBaHue Yenyru no
Hasa dasa Ynpasnennio CornawexHvem 06
nepexoga ypoBHe obcnyxuBaHusi, OT4YeTHOC-
Tol0 U MoHuTopuHrom.  SAP
BbINOSHSIET 3aKknoynTeNbHbIEe

NPOBEPKM 3KCNIyaTaLUOHHON roToB-
HOCTV M NEepexoauT K KOOPAUHMPO-
BaHWIO MOATOTOBKM K MPOAYKTMB-
HoMmy 3anycky. [lpuHsiTMe 3aTana
Mepexona 3akas4nkom mnu SAP.

Kpome Toro, B Ob6a3zaHHOCTM 3aka3uunka kacaTenbHo Ycnyr
ynpaBreHusi NpUNoXeHneMm, nepedncreHHsle B pasagene 5,
BXOAMT NpefocTaBneHne cneaytowlero Ha atane Nepexoga:

MapaHTua Toro, 4to MNepcoHan SAP nonyynt Bce
HeoOXoAMMble nNpaBa  WCMONb30BaHUA  Anis
cuctem 3akasdvka. Bo Bpemsi atana [naHu-
poBaHWA oOrpegernsercd, Kakue MofHOMOYMS
nepegarTca TakMMm nonb3oBaTenam. B pamkax
PaspelleHna Ha okasaHue ycrnyr rapaHTupyeTcs,
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Roles and Responsibilities of the applicable
Scope Document for Application Management
Services

Customer’s Key Users will support the SAP AMS
team in acquiring the necessary knowledge for
supporting the business processes in scope. In

addition, Customer will provide the relevant
documentation required for Application
Management  Services, especially detailed

system documentation for the supported systems
and other documents if required

4.2 Stabilization

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

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

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

The duration of this phase varies depending on the
complexity of the AMS engagement.

yto SAP  MOXeT npedocTaBnATb  yCryru
conpoBsoXgeHuss B cooTBeTcTBUM € Ponsmu un
O6s3aHHOCTSAIMKY, YKa3aHHbIMM B MPUMEHUMOM
OnwncaHnm obbema ycnyr anga Ycnyr ynpasneHus
NPUNOXEHNAMN.

KnioueBble nonb3oBatenu 3akasymka OKasbiBaloT
nogaepxky rpynne SAP AMS B nony4eHun
HYXHbIX 3HaHUM Ans  nogaepXaHus ©OusHec-
npoueccoB B o0b0beme. Kpome Toro, KnmeHt
npefocTaBUT COOTBETCTBYIOLLYIO JOKYMEHTaLMIO,
Tpebyemyto ans Ycnyr ynpaBneHWs npuroxe-
HUAMKW, OCOBEHHO noApPObOHYD  CUCTEMHYIO
AOKYMeHTauuio ans nogaepxvBaeMbiX CUCTEM
N Apyrue 4OKyMeHThbl (ecnu Takue notpebytoTcs).

4.2 Ctabunusauus

Otan Crabunusaumu npealuecTsyeT atany Jkcnnyataumm u
CTaBMT 3agavYen npUMBECTM BCE acneKTbl 3JKCryaTaumm
peELleHNss B CTabuUnbHOE COCTOSIHUE K MOMEHTY Hadana
n3MepeHns npoayktneHoro CornaiweHusi o6 ypoBHe obcny-
XMBaHWS Ha aTane Jkcnnyatauuu.

Bo Bpemsi atana Crabunusaumv ycnyru, OnNMUCaHHble B
nyHKTe 2, NpeaocTaBnaloTCs  yAaneHHO  cornacHo
obycnoBneHHoMy obbemy, Ho 6e3 CornaiweHunii 06 ypoBHe
obcnyxuBaHns. CepBucHble 3anpocbl obpabaTbiBaloTca B
COOTBETCTBUM C npoueccamn YnpaBneHus cobbitusimm/
nHungeHTamu/npobnemamu/nameHeHMAMN unn BeinonHeHms
3anpocoB. Ha atom aTtane crabunusupyroTcs naHawadThbl
MPUNOXeHN M pacTeT 03HAKOMIIEHHOCTb KOHCYMNbTaHTOB C
CMCTEMHbIM faHAaLwadTOM.

Mpn HeobxoammocTn SAP Takke okasbiBaeT MoadepXKy Ha
MecTax, MpeyCMOTPEHHYIO HACTOALWMM CcorfaleHueM, B
npegenax cornacoBaHHOrO Cpoka (4ucrna AHew AN Kaxaoro
cobbITnA), ykasaHHoro B [oroBope pgna AMS. Ycnymw,
OKa3blBaemble Ha MecTax, TpebyloT npeaBapuTenbHOro
yBEOOMITEHUs], HEe3aBUCUMO OT npuopuTeTa BO3HUKLIEWN
npobnembl. Ycrnyru Ha MecTax [OKYMEHTMPYKTCA C
nomouwbio  CepBucHbIX 3anpocoB, obpabaTbiBaembix B
COOTBETCTBUM C npoueccamn YnpasneHus cobbituamm/
nHungeHTamu/npobnemamu/nameHeHaMN nnn BeinonHeHms
3anpocos.

npOﬂ,OJ'I)KI/ITe.I'IbHOCTb aTana 3aBUCUT OT  CJIOXHOCTU

B3ammopgencTemsa AMS.
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The main steps in the Stabilization phase are as follows:

OcHOBHbIE LIarn npouecca crabunusaumu:

Stabilization | Kick-off Conduct a kick-off meeting with the

Operations Customer organization (e.g. key
users).

Finalize Business processes and technical

documentation | documentation by Customer and AMS

and ITSM Procedural Manual by SAP will be

procedures updated along the experiences made
in the stabilization phase to complete
relevant documentation to provide the
services.

Signoff Perform exit criteria of Stabilization
and Obtain customer sign off to
commence Operations

4.3 Operations

The Operations Phase is the main phase of the AMS
engagement.

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

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

Onsite services at Customer’s request that exceed the given
time requirements require at least one month’s notice and
must be submitted in a Change Order in accordance with the
Change Request Procedure as defined in Exhibit A. SAP
cannot guarantee that it will be able to provide resources for
these services.

Crabunusauus CrapToBble

onepauum

lMpoBeneHne cTapToBOro
coBeLlaHusi ¢ rpynnou 3akas4yvka
(Hanpumep, KMo4YeBLIMU
nornb3oBaTensimm).

duHanusauus
[OKYMEHTOB

v npoueayp
ITSM

BusHec-npouecchl U TexHn4eckas
[oKyMeHTauusa 3akas3yuka, a
Takxe lNpouenypHoe pyKoBOACTBO
AMS SAP obHOBRATCA MO Mepe
Habopa onbiTa Ha aTane cTabunu-
3auum, 4ToObl ONONHUTEL COOT-
BETCTBYIOLLYIO OKYMEHTaLuo Ans
NpeaoCTaBneHnst YCnyru.

YTBEpxaeHue BbinonHeHne kputepmnes no
3aBepLUEHNI0 Ansa ctabunusauum
1 nonyyeHne yTBepxaeHus

3akas4yvka Ans Havana onepauumn

4.3 dkcnnyaTtauyumsa

Otan 3KcnnyaTau,v|v| — OCHOBHONM 3Tan B3aMMOLENCTBUS
AMS.
yCﬂyFl/I, ONMUCaHHble B MNYHKTe 2, nNpenocTaBnsalwTCsa Cco

CTOpoHbl SAP Ha 3aTane Okcnnyataumm B yOaneHHOM
peXxvMe W JOKYMEHTUPYOTCS C nomoLbto  CepBUCHBIX
3anpocoB, obpabaTbiBaeMbIX B COOTBETCTBUM C MpaBunamu
YnpaBneHus cobbITMAMU/MHUMAeHTamu/npobnemamm/
N3MeHeHnsIM1 unun BeinonHeHus 3anpocoB. Bce CepBucHbIe
3anpocsl obpabaTbiBatoTCs B COOTBETCTBUM c
yTBepXaeHHbIMU CornaweHnsiMm o6 ypoBHe 0BCNyKMBaHUS
n obbeMOM pelleHusi, onpeaeneHHbIM B NPUMEHMMOM
OnucaHnm obbema ycnyr.

Mpn HeobxogmmocTn SAP Takke okasbiBaeT MoadepXKy Ha
MecTax, MpegyCMOTPEHHYIO HACTOALWMM CcorfaleHueM, B
npegenax cornacoBaHHOrO Cpoka (4ucna AHew AN Kaxgoro
cobbITuA), ykasaHHoro B [oroBope pgna AMS. Ycnymw,
OKa3blBaeMble Ha MecTax, TpebyloT npeaBapuTenbHOro
yBEOOMITEHUs], HEe3aBWCUMO OT npuopuTeTa BO3HUKLIEWN
npobnembl. Ycrnyru Ha MecTax [OKYMEHTMPYKTCA C
nomouwibio  CepBuCHbIX 3anpocoB, obpabaTbiBaembix B
COOTBETCTBUM C npoueccamn YnpasneHuss cobbituamm/
nHungeHTamu/npobnemamu/nameHeHaMN unn BeinonHeHms
3anpocos.

Ecnn ycnyrn, okasblBaemble Ha MecTax Mo 3anpocy
3akasuvka, TpeOylT Oomnblue BpeEMEHW, YeM OTBEAEHO
YCTaHOBMEHHBIMW CPOKaMK, HeobxogumMo YyBeaOMUTb 0O
3TOM MO KpaWHen mepe 3a Mecsl, M OTNpaBuUTb 3anpoc Ha
nU3MeHeHve, cnegys npoueaype, onvcaHHou B [ononHeHun
A. SAP He rapaHTupyeT BblOeneHue pecypcoB AN Takux

ycnyr.
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The main steps in the Operations phase are as follows:

OcHoBHbIe waru npouecca akcnnyartaumu:

Operations Service Perform day-to-day monitoring and Okcnnyartaumsa | NocTaBka BbinonHeHve exeaHEBHOr0 MOHU-
delivery support ycnyrm TOPUHTra U NMOAAEPXKN.
SLA Perform SLA monitoring to prevent SLA MonwuTopuHr BbinonHeHne moHuTOopuHra Corna-
monitoring violations CornaweHun LeHnA 06 ypoBHe obCnyxMBaHWA
06 ypoBHe ans npepoTBpaLleHns ero
obcnyxuBaHus HapyLUEeHWIA.
Gove_rnance Perfo_rm reg_ular internal meetings and KOHTpOmbHbIe MpoBeeHNe perynsipHbli  BHYT-
meetings mee_tlngs wnh the _customer to_ meet COBeLLaHms PEHHWX COBELLAHUN W COBELLaHMI
quality of service delivery and to discuss C 3aKA3YMKOM, uTOBbI rapaHTu-
and agree on proactive tasks as well as poBaTb KAYeCTBO MOCTABMEHHbIX
continuous improvements yCRyr M oBcyauTb W yTBEpAUTH
npodunakTuyeckme 3agadm, a
TaKXe NOCTOSIHHbIE YNYYLLEHUS.
Reporting Provide regular reporting OTuYeTHOCTb MpemocTaBneHne  perynsipHbix
and Invoicing W BbICTABMEHNE | OTYETOB.
cyeToB
Update Regularly review and update of business O6HoBneHne PerynsipHasi npoBepka n obHoBre-
documentatio | processes and technical documentation OOKyMeHTaunm HMe OM3HeC-NpoLEecCOB U TEXHU-
n about ITSM | by Customer as well as the AMS o npoueaypax YecKkoln JoKyMeHTauun 3akasyuka,
procedures Procedures Manual by SAP. ITSM a Takke [MpouenypHoro pykoBoa-
ctBa AMS SAP.
4.4 Closure 4.4 3aBeplueHue

The Closure Phase

is the

last phase of the AMS

Otan 3aBepweHus -

3aKMYMTENbHbLIA  3Tan

B3anMoO-

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

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

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

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

nencteus AMS. Hayano u OkOH4YaHWe 3TOro 3Ttana He
NNaHVpylTCa BO BpPeMd  3akiioYeHus [orosopa, Ho
cornacyrTca  nocne TOro, Kak 3aka3uuk unum  SAP
npegcraBunu  yBeJOMNEHME O pPacTOpPXXEeHUM [O0rosopa;
NPOOOSMKUTENBHOCTL 3Tana 3aBuMCUT  OT  domMHanusauuu

onepauun.

3apgaverr 93Tana 3aBeplUeHMs  HABNSETCA  COBMeECTHOe
cokpaweHne ycnyr AMS B SAP nytem nepegauu
064a3aHHOCTEN 0bpaTHO 3aKa3uuky.

Ha 3aBepLuaroLem arane SAP nepepaet BCHO

OOKYMEHTauunio 1 OKa3biBaeT nogaepiKKy B npoBedeHun
CeaHCOoB nepegayun 3HaHWN, ecnn OT 3akasyuka nocTtynut
COOTBGTCTByIOUJ,I/IVI 3anpoc.

Ha atane 3aBepLIJEHI/IFI NnoCTaBKa ycnyr npoosikaeTcad, Kak
onmnMcaHo Ha JTane SKCI'IJ'IyaTaLI,VII/I, T. €. 06pa6aTbIBaI-OTC$I

CepBucHble 3anpocbl B COOTBETCTBMM C MpaBunamu
YnpaBneHusi cobbITMAMU/MHUMAeHTamu/npobnemamm/
N3MEHeHMsIMU unu  BbinonHeHust  3anpocoB.  [ononHu-

TEnbHbIE OMepaunn KOHTPONUPYIOTCS B paMkax npoekta. B
xofe noapobHeIx obeyxaeHuii ¢ ydactmem 3akasunka (MnaH

BbIXOﬂ,a) Ha Ha4alibHbIX 3Tanax (ba3b| 3aBepLueH|/|;|
COCTaBNSAETCA COBMECTHbIN nnaH NnpoeKTa, KOTOprIZ
MCnosb3yeTcd anda oTcnexmBaHusa BCeEX ycnyr Ha

NPOTSXXEHUN 3TON hasbl.

SAP Service Description for Managed Services (Application Management Services) RUSSIAN v.4-2016 13



The main steps in the Closure Phase are as follows:

OcHoBHbIe LWarv atana 3aBepLLIeHI/I‘i-|Z

Knowledge Knowledge Customer to attend knowledge Mepepava | CeaHchbl 3aKka3uMK nocellaeT ceaHCbl nepe-
Transfer Transfer transfer sessions led by SAP. 3HaHWM nepegayu [adu 3HaHui, npoBogumble SAP.
sessions 3HaHWUW
Handover Customer and SAP verify that if all CoBellaHne 3akasumk u SAP nogTeepxgator,
meeting and | closure action items have been no nepegaye | YTO BbIMOMHEHbl BCE OEWCTBUA NO
sign-off executed and customer signs off the 1 npremke 3aBEpPLUEHUNIO, U 3akasuuk MpuHU-
official end of the engagement. MaeT opmanbHoe 3aBeplueHue
B3aUMOAENCTBUS.
Engagement | Ticket Ticket processing and confirmation 3akpbiTne | OBpaboTka O6pabotka n  noaTsepxaeHue
Closure handling by the Customer before Services KoHTpakTa | CepBUCHbIX CepBuCHbIX 3anMpocoB 3akasvynkom
end 3anpocoB nepeq 3aBepLueHnem Ycnyru
Deactivation Termination of processes, meetings, [eakTuBauus 3aBeplueHne NpOLIECCOB, COBeLLa-
final reporting and invoicing HWI, OKOHYaTenbHas OTYETHOCTb
1 BbICTaBMEHNE CYETOB
Setup Deactivation of users, infrastructure Hactpoiika [eaktusauusa nonb3oBarenei,
and tool environment MHGPACTPYKTYpbI " cpeabl
VHCTPYMEHTOB
5 Customer Responsibilities and Obligations 5 OTBeTCTBEHHOCTb U 06A3aHHOCTU 3aka3uuka
5.1  Customer will provide all software products and licenses 5.1  3aka3uvMk  npegocTaBnseT  Bce nporpamMmmMHble

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.

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

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

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

operation

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

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

NPOAYKTbI U NULEH3MK, HeoOXoaMMble AN OKa3aHus YCIyr,
BKIIOYas BCe HeobXoAuMmble COrMalleHNsi O TEXHWYECKOM
obcnyxuBaHmm (B 4aCTHOCTW, AN MCNONb3YeMOro
nporpamMmHoro obecnedyeHmss SAP) Ha Becb nepuog
KOHTpakTa.  3akasymk  ucnonb3yeT  MNoggepXnBaemMbin
aKkTyanbHbld Bbinyck [MporpammHoro obecnevenunss SAP B
COOTBETCTBMM C JIMUEH3MOHHBbIM [JOrOBOPOM  KOHEYHOrO
nonb3oBatens (JINLUEH3VOHHBIM [OrOBOP O MNPOrpamMmmMHOM
obecneyeHnn) mexay 3aka3umkoM u SAP, ecriv CTOpOHbI He
40roBopunucb 06 Mcnonb3oBaHnM 6oree paHHNX BbIMyCKOB.

5.2 3akaszumk npepocrtaensieT SAP HeucknouuTenbHble
npaBa Ha paboTy C STUMWM NPOrpamMMHBIMW MPOAYKTaAMMU
TOMBKO B Uensax nogaepxki n mogudukaumm Ucrnonb3yemblx
npunoxeHnn. Bce Heobxoanmble U3MEHEHUS! B NULEH3UM HA
nporpammHoe obecneyeHne unm cornaileHusi o]
COnpoBOXAeHNN 3aKkasyunk BHOCUT 3a CODCTBEHHbIN CYET.

5.3  3aka3uuk HeceT OTBETCTBEHHOCTb 3a creuudukaumum
NT-pelleHnss B OTHOWEHUM  €ero  [OCTYMHOCTM U
©e3onacHocTu.

5.4  3aka3uMk OTBeYaeT 3a TEXHUYECKOE BbINONHEHUE
(xocTuHr) pewwenusa SAP,

5.5 3akasuvk oTBeYaeT 3a npefocTaBneHve, yHKLMOHU-
poBaHve u obcnyxuBaHue JIBC 3akasuvka unm ee 4actu
(MHpPacTpyKTypa, MeCTHble MPUHTEPbI, MNpPOrpaMMHoe
obecneyeHve n T. 4.).

5.6 HesaBuncumo ot obbema ycnyr, npenocrasiideMbiX B
pamMkKkax AOaHHOro B3aMMOLENCTBUSA, OTBETCTBEHHOCTb 3a
BHeOQpeHne Wun KOHCTpyunpoBaHue BCero nporpaMmmMmHOro
peweHuna B LerioM HeceT 3akasuuk.

SAP Service Description for Managed Services (Application Management Services) RUSSIAN v.4-2016 14



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

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

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

5.10 Customer will ensure that SAP has access to the
supported systems within Customer’'s IT solution and will
bear any expenses required for this purpose.

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

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

5.13 Customer will ensure that the release of any new or
upgrade to Customer’s software complies with the interface
requirements of the solution in scope and will notify SAP at
least eight (8) weeks prior to the release of any new or
upgrade to the software.

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

5.7 3akas3uuk oTBeYaeT 3a onpeferieHne U BbIMOJTHEHWE
CcBoMx OM3Hec-NpoLleccoB, BKMOYas B 4YWUCNEe MNpoYero
NoNUTUKM 6e30MacHOCTN MPUIIOXKEHUIN U OAHHbIX, KOHTPOIb
COOTBETCTBMSA cTaHfapTam Capb6enHca-Oxkcnu "
cobntogeHne TpeboBaHun kK 06paboTke.

5.8  3akasuuk
OOKyMeHTaLmm
HeobxogMMoMm
obsi3aHHOCTEN.

oTBeyaeT 3a npegocrtaeneHne SAP
no ceBoum Owm3Hec-npoLeccam B pPasyMHO
obbeme pgna  BbinonHeHusa SAP  cBoux

59 B coortBeTcTBMM C AaHHbiM [oroBopom 3anpochl
obpabaTbiBatoTcsi nocne otnpaeBku B SAP  CepsucHoro
3anpoca ¢ Nogpo6HbIM onmMcaHneM. KnnmeHT JOrmKeH OTKpbITh
CepBucHbI 3anpoc Ha nopTtane SAP Support Portal nnn B
npunoxeHnn SAP  Solution Manager 3akasuunka, nns
KOTOpOro YCTaHOBIIEHO MOAKMYeHMe k cnyxbe SAP Service
and Support B MHTEPAKTUBHOM peXxunme Ans ycTaHoBku SAP
B pamkax Hactoswero CornaweHns. AnbTepHaTUBHbIE
BXoAddwme KaHanbl Ans npuema CepBUCHBLIX 3anpocoB
OOIMKHbI ObITb YKa3aHbl M cornacoBaHbl TONbko B OnvcaHunm
obbema ycrnyr.

5.10 3akasuuk obecne4ynBaeT SAP goctyn K
nogdepxuBaembiM cuctemam B coctaBe WUT-pelueHus
3aka3umMka M HeceT BCe BO3HMKalOLME B CBA3M C 3TUM
pacxofbl.

5.11 3aka3yMKk OTBEYaeT 3a pas3yMHOE COTPYAHUYECTBO
CTMeunanunucToB YCnyr Mo  COMPOBOXOEHUIO, C  LUEnblo
ofbecrneunTb CBOEBPEMEHHOe TMpuHATME W 0b6paboTky
CepBUCHBIX 3amnpocoB, NocTynarLwwmx n3 SAP.

5.12 3akas3uvk OTBe4YaeT 3a BCE AaHHble, COXpaHseMble B
cuctemax. 3aka3uvKk OpraHusyeT pes3epBHOE KOMMpoBaHWe
JaHHbix. Bo Bcex cnyyasx, kpome Tex, [Ans  KOTOpbIX
3aka3ymMKom npsiMO OrOBOPEHO MHOE B MUCbMEHHON dhopme,
SAP pencrtsyeT B NpeanonoxeHuu, 4yto y Bcex [aHHbIX
3akasumka nmeeTcs pes3epBHasi Konusl.

5.13 3akasuuk obecrnedvMBaeT COOTBETCTBME BCEX HOBbIX
BbIMYCKOB M OOHOBREHUN CBOEro nporpammHoro obecre-
YyeHus TpeboBaHMAM MHTepdenca UCMONb3YEMOro peLLeHNs
n yeBegomnseT SAP O BblNycke HOBOro mMporpaMmmMHOro
obecneyeHns nnn obHOBNEHUS He MeHee Yyem 3a 8 (BoceMb)
Heaenb.

5.14 3akasuuk Ha3Ha4vaeT Ha BECb nepuog
B3aMMOOencTBus CBOEro npegcraBuTens, KOTOPbIN
BbICTYMaeT B KayeCTBE OCHOBHOMW TOYKM KOHTakTa ¢ SAP no
BOMpOCaM JaHHOro B3anmMogencTBns U HagenseTca npaBamm
N MOSTHOMOYMAMM, HEOBXOOMMBIMU ANSA NPUHATUS PeLLeHu
OTHOCUTENBLHO JNOObIX OencTBUi 3akaszynka Mo [aHHOMY
KOHTpaKTy.
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5.15 The Customer Key Users are capable of providing 1%
Level Support to the end-user community. Customers 1st
Level Support gathers Customer’s information on a disruption
of service or on a Service Request. For a disruption of
service, Customers 1st Level Support will try analyze the
issue, figure out a solution or work-around or pass it to SAP
AMS.

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

5.17 In due time before start of the Transition phase,
Customer will make technical documentation, end-user
documentation and business process documentation

available to SAP in English language (exceptions may be
specified in the applicable Scope Document). In case
Customer fails to provide this documentation on time or if the
documentation does not have the required level of detail, the
service start might be delayed and support efforts by SAP
might increase.

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

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

5.15 KnioueBble nonb3oBatenu 3akasyvka CMNOCOOHbI
npeaocTaBuTb MOAAEPXKKY 1-ro YPOBHSI KOHEYHbIM MOMb30-
Batenam. Cnyxba nogaepxkn 3akasuvmka 1-ro ypoBHS
cobvpaeT wuHdoOpMauUMio O npepbiBaHUM 0BCNYXMBaHUS
3aka3unka unu o 3anpoce Ha obcnyxwusaHue. B cnydae
npepbiBaHnA obcnyxuBaHnsa cnyxba noggepxkn 3akasyuka
1-ro ypoBHA nblTaeTcq npoaHanuaupoBaTb npobnemy u
HanTM pelweHne wnu ob6xogHoOW nyTb, nMOO nepepaet
npobnemy SAP AMS.

5.16 3akas3uuk un SAP 6ygyT onepaTMBHO MpenoCTaBnATb
KBanM@UUUPOBaHHLIX  YNEHOB rpynnbl U 3anOfHATb
ocBoboxOawLmecss B HEW BakaHCUW, €CnM COYTYT 3TO
HeobXxoaMMbIM B XOAe B3aMOLENCTBUS.

5.17 3abnaroBpeMeHHO neped Ha4danom aTana [lepexoga
3akasunk  copMUpyeT  TEXHMYECKYID  [OKYMEHTauuHo,
OOKYMEHTaLUMIO KOHEYHOro MoNib30oBaTens u LOKyMEHTaumio
Ou3Hec-NpoueccoB, JOCTyNHy Anss SAP Ha aHrmuickom
A3blke (MCKIMHYEHUS yKa3biBaOTCS B NpyMeHMMom OnuncaHmm
obbema ycnyr). Ecnn 3aka3uvMk He npeacTtaBuT  BCHO
OOKYMEHTaUMo B CPOK WNW nepefaHHas LOOKyMeHTauus
OKaXXeTCs He[oCTaTOMHO [JeTanbHOW, Havano npegoc-
TaBMEHUSA YCNyr MOXET ObITb OTIIOXEHO, N COOTBETCTBEHHO
MOXeT ObITb yBennyeH o6bem pabot SAP no nogaepxke.

5.18 3aka3uuk cBOEBpEMEHHO (He MeHee yeMm 3a 3 (Tpw)
mecsua) mHpopmupyet SAP 06 nameHeHuax B Tpebyemon
nogdepXkke C TOUKM 3peHns obbema, S3bIKOB U CPOKOB
0BCnyXuBaHus.

5.19 3akasuuk Kaxkaoble nonroga 6ecnnaTHO
npegocrasnset SAP nosib3oBaTens co BCEMU
HeOOXOAMMBIMU TMOSTHOMOYUSAMM AN NMPOBEAEeHns ayauTa.
OT0 HeobxogMmo pOnisi BCEX CUCTEM, B KOTOpbiXx SAP
OTBEYaeT 3a ynpaBfieHWe MEepeHOCOM. 3akasyuk TaKke
NOATBEPXKOAAET, 4YTO €ro [QdenWCcTBMA MO  yMNpaBreHUo
nepeHocoM MoOryT ObiTb NOABEPrHyTbl ayauty K 3Ta
MHpopMmaumst Tawkke OOikHa OblITb  MpegocTaBneHa
COOTBETCTBYIOLMM ayguTopaM. O3TO KacaeTcs TOMbKO
cny4as, Koraa Ha aTane HaCTPOWKU CTOPOHBI
J0roBapuBalOTCA O TOM, YTO 3a MEPEHOCHl B MPOOYKTUBHYIO
cuctemy oteevaet SAP.
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5.20 During the agreed service times Customer will ensure
the availability of a sufficient number of Key Users who have
the required technical-, application and business process
knowledge and sufficient skills to communicate with SAP’s
AMS Consultants in the agreed support language and will
provide to SAP a list of the key users including name,
function, phone number, fax number and email address.
Customer will ensure that all Key Users are familiar with the
support process including Ticket creation and processing via
the SAP Support Portal or Customers SAP Solution Manager
Application. Customer is responsible for adaptations or
extensions to the solution, for example, ones caused by
Customer's  changing requirements  or  structures
(Organizational Change Management).

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

5.22  Customer agrees to provide the following:

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 service user (“S-User”) ID in the Computing
Environment with the authorizations defined
below. This S-User ID, which is (initially) assigned
to Customer by SAP in support of the License
Agreement and which Customer uses to log on to
SAP’s Support Portal for software download and
support is required by SAP’s in order to permit
SAP resources to also log on and perform
software download tasks necessary to obtain the
software for set-up of the Computing
Environment. Required authorizations include:

0 Sending and/or creating and / or confirming
and / or re-opening Customer messages
(Tickets)

0 SSCR key registration

520 B TeyeHMe cOrnacoBaHHLIX CPOKOB OOCMyXMBaHMWS
3aka3unk obecneuymBaeT OOCTYMHOCTb OOCTATOYHOIO yucna
KnioueBbIx nornb3oBaTtenen, KoTopble obnagatloT HeobXxo-
ONMBIMU  3HAHUSIMU TEXHUYECKUX acreKToB, NPUMOXEHUA ©
OusHec-nNpoueccoB, a TakKke [AOCTaTOYHbIMW HaBblKamu
obuweHusa ¢ KoHcynbTaHTamm SAP AMS Ha cornacoBaHHOM
A3blke NoadepXkun, n nepenaeT B SAP CMUCOK TakmxX Mosib30-
BaTene C ykasaHMEeM WMEHW Kaxaoro M3 Hux, cneuwma-
nusauun, HomMepa TernedgoHa, Homepa dhakca wn apgpeca
3MEeKTPOHHOM MoYThbl. 3akasumk rapaHTupyeT, 4to Bce Knio-
YeBble Monb3oBatenu OyayT 3HaKOMbl C NPOLECCOM
noaaepXKku, BKMOYas cosgaHne n obpabotky CepBUCHbIX
3anpocoB 4vepe3 noptan SAP Support Portal nnu MNpunoxe-
Hne SAP Solution Manager 3aka3uvka. 3aka3umk HeceT
OTBETCTBEHHOCTb 3a ftobble aganTaumMum u paclumpeHus
peLleHnsl, Bbl3BaHHbIE, Hanpumep, nsmeHeHvem TpeboBaHuin
unu cTpyktyp 3akasumka (YnpaBneHue opraHvM3auuOHHbIMM
N3MEHEHNAMM).

5.21 [lpepoctaBneHne SAP Ycnyr ynpasreHus npuno-
XEHUSMWM  OCYLLECTBISIETCA Mpu  ycrnoBun  cobntogeHus
3akasunkom  cBoMX  0DSA3aHHOCTENW,  OMUCAHHbIX B
Mpunoxenmn A «Ponn n 0653aHHOCTU» K MPUMEHUMOMY
OnucaHnio obbema ycnyr ans  Ycnyr  ynpaeneHus
NpunoXxeHuaMu. 3akasynk 00A3yeTcss He3aMeanuTeNnbHO
UCMOMHWUTL  TakMe  obsizatenbctBa W NpPegocTaBUTb
OOCTaTovyHOE  KONM4YecTBO  pabOTHMKOB W PecypcoB,
HeoOXOAMMbIX A1 COOTBETCTBYIOLLMX 3TANoB NpoeKTa.

5.22  3akasuuk o0b6g3yeTcs
cBedeHust:

npegocTaBuTb  criegytolime

Monutnka n npoweaypsl 3akasuuka
OTHOCUTENbHO aBTopu3auun AOns  NonyyYyeHus
goctyna kK BelmcnutensHon cpepe. 3akasumk
06sa3yeTcss  MHopmupoBate SAP o ntobbix
N3MEHEHNsIX B Takmx MOMNUTUKax U npoLeaypax B
KpaTyanLLMn NpakTU4eCcKM BO3MOXHbIA CPOK.

WpoeHTudumkatop cepBucHoro norib3osatens («S-
none3oBaTtens») BblucnuTensHon cpeabl C
OnMCbiBaeMblMW Janee MofHOMOoUMAMU.  ITOT
noeHTurkaTop S-nonb3oBatens, Kotopbin SAP
(nepBoHavanbHO) npucBavMBaeT 3aka3uuky B
nogaepxky JIMUeH3MoHHOro Aorosopa U KOTopbIn
3akasuuk ucnonb3yeT Ans Bxoga Ha noptan SAP
Support Portal gna 3arpysku nporpamMmmHOro
obecrneyveHVs1 M MONydYeHUss MOAAEPXKKM, Takke
Tpebyetcs cneuwanuctam SAP gna Bxoga B
CMCTEMY W BbINOMHEHWA 33ada4, Heobxoammbix
ONs nonyyYeHns nNporpaMmmHoro obecneyeHvs B

uendax Hactponku BblumcnutenoHom —cpegpbl.
Obsi3aTenbHble MOSTHOMOYMA BKNoYalT B cebs
crnegywoulee:

O oTnpaBKa, co3gaHue, noarsepXxgeHune n/vnu
NOBTOPHOE OTKpPbITUE coobuieHnn 3akasymka;

O peructpauusa knwya SSCR  (pernctpauus
N3MEHEeHWI NporpamMmmHoro obecneyeHmns);
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0 Processing service messages (Tickets)

Opening service connections
Software download

Maintaining system data

o O O o

Requesting license keys

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.

5.23 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.

5.24  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.

5.25 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.

0 o0bpaboTka CEPBUCHBIX coobLeHnn

(CepBuCHBIX 3anpocoB);
OTKPbITNE CEPBUCHBIX COEQUHEHUN;
3arpyska nporpammHoro obecneveHus;

COXpaHeHne CUCTEMHbIX OaHHbIX;

o O O o

3anpoc JTIMUEH3NOHHbIX KIroyen.

HacTtosimm 3akasumk npegoctaenseT komnaHum SAP npaso
HacTpouTb W ucnonb3oBaTb Cyneprnonb3oBaTtens ¢ TakKumu
MOSIHOMOYMSAIMM. 3aKasumk rapaHTMpyeT CBOEBpPEMEHHOe
npegocTaBrneHve  MbbIX  MOTHOMOYMIA,  HEOBXOAUMBIX
TPeTbUM NLAaM Unu nx paboTHUKaM.

5.23  Ecnu kakoe-nnbo obopynoBaHue SAP notpebyetcs
Ha obbekTe 3akasumka, 3akasumk obsizyeTcs npenocTaBUTb
duanyeckn 6GesonacHylo cpegy C CUCTEMOM  KOHAWULIMO-
HUpOBaHWs Bo3dyxa pAna obopydoBaHus, koTopoe SAP
npepoctaBnseT 3akasynky, n bepet Ha cebsa Bce puckm 3a
noboe noBpexaeHne Takoro obopyaoBaHusi. SAP He HeceT
OTBETCTBEHHOCTb HWM 3a Kakme YObITKA, MOHECEHHbIE B
pesynbTate HecnocobHocTu 3aka3umka npefocTaBUTb
duanyeckn 6GesonacHyo cpegy C CUCTEMOM  KOHAWULIMO-
HMPOBaHUS BO3ayxa.

5.24  3akazuuk HeceT n OydeT HeCcTM eOVHONUYHYIO
OTBETCTBEHHOCTb 3a onpefefieHne, OOKYMEHTMPOBAHME U
NCNosiHeHne GM3Hec-NpoLLEeCCOoB, BKOYasi, MOMUMO MPOYero,
HaCTPOWMKY MpPOLECCOB YMNpPaBrEeHUs CUCTEMaMMu, MOMUTUKY
obecneyeHnss 6e30nMacHOCTU  MNPUINOXEHUA W OaHHbIX,
TpeboBaHMA Kk 00paboTke NakeTHbIX OaHHbIX, a Takke 3a
cobnogeHne apyrmx NpaBUTENbCTBEHHBIX UM HOPMATMBHbIX
TpeboBaHuW. 3akasunk HeceT " Oyoet HecTu
OTBETCTBEHHOCTb 3a NMpepgocTaeneHne SAP Heobxogumon u
O0CTaTO4YHOW JOKYMEHTaUMM Mo NPUMEHSEMbIM NpoLeccam ¢
Lenblo UCNONMHeHNst koMnaHnen SAP cBoux 00s3aTenbCTB B
OTHOWEHMN  YCNyr  yrnpaBreHus  MPUIOXEHUsMU Mo
CornaweHuo. 3akasdvk npvHUMaeT Ha cebs BCHO MOMHOTY
OTBETCTBEHHOCTM 3a OnpedeneHue npurogHocTu Ycnyr
yrpaBrneHusa npunoxeHumsamn ana 6musHeca 3akasuvka, a
Takke 3a cobnogeHne TpeboBaHMI 3aKOHOB, HOPMATUBHbIX
aKTOB U MOMNOXEHWA, OENCTBYIOLWMX B OTHOLWEHMU [aHHbIX
3akas4dvka 1 Mcnonb3oBaHUs 3aka3vymkoMm Ycnyr ynpaeneHus
NPUNOXEHNSIMI.

5.25 CnpaBo4yHble canTbl. B TeueHme cpoka KOHTpakTa,
ykasaHHoro B [oroBope, 3akasumk o00s3yeTcd npuHMMaTb
BCE BO3MOXHble Mepbl K TOMy, 4TOObl OTBeYaTb Ha
obpauleHns 3a cnpaBkamu A0 YeTbipex (4) YacoB B Mecsil.
Takue obpalleHusa OyayT BbINOMHATLCS NOCME YTBEPKAEHUS
co CTOPOHBI 3akasuuka " KOOPAWHMPOBATLCSA
cooTBeTCcTBYOLWUM MeHeaxepom B3aumoaenctsmm SAP.
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5.26  Customer ensures that all systems and product
specific tools can be accessed by SAP via standard
remote/service connection maintained in SAP Support Portal.
For products or tools where service connections are not
available, the customer has to provide a Windows Terminal
Server access. Customer specific VPN client solutions will
not be supported by SAP.

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

6 Service Levels and Reporting

6.1 Service Level Agreement (SLA)

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

Ticket Priorities

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

5.26  KnueHT rapaHTMpyeT, 4TO KO BCEM CUCTEMaM U
WHCTPYMEHTaM, OTHOCALMXCA K KOHKPETHbIM NpoayKTam,
MOXHO nonyunts pgoctyn B SAP 4epe3 craHgapTHoe
yOaneHHoe/CepBUCHOE COeAVHEHME, MOOAEPXKMBAEMOE Ha
noptane SAP Support Portal. Ecnu gna npoayktoB wnu
WHCTPYMEHTOB  HEAOCTYMNHbl  CEpPBUCHblIE  COEAUHEHUS,
3akasuvKk gOrmKeH NpefocTaBUTb JOCTYN K cepBepy Windows
Terminal Server. SAP He OyaeT nogaepXvBaTtb KIIMEHTCKME
pelieHus VPN 3akazuuka.

Ecnn 3aka3zuMk He BbIMOMNHSAET CBOW 0GS3aHHOCTM MO
ofecrneyeHnio COTpyOHUYECTBA M COBMECTHON paboTbl, unu
BbINOMHSAET WX He TMONHOCTbI0 WM C  HeHaanexawum
kauecTBOM, SAP BrpaBe 3anpocuTb KOPPEKTUPOBKY rpaduka
Uunn Bo3MelleHNe OOMONHUTENbHbIX 3aTpaT, BO3HUKLLMX B
pe3ynbTaTe HEBbLINOMHEHNA 3akaszyvMkom TpeGoBaHui, Mo
CornacoBaHHbIM CTaBKaM.

6 YpOBHM cepBUCa U OTHETHOCTb

6.1 CornaweHune 06 ypoBHe cepBuca (SLA)

Cnepytolive YpoBHM cepBuUca ABMSATCA cTaHOAPTHbIMMU,
OyayT NPUMEHSITLCA K ycryram, Kak ornpeferieHo B npume-
HMMOM OnucaHun obbema ycryr, W OCHOBaHbl Ha
crieqyoLem onpeaeneHnm npuopuTeToB:

MpnopuTeTbl CEpBUCHLIX 3aNpocoB

CnepywolMe  ypoBHU NpYOPUTETOB («MpuopwnTeThbl
CEPBUCHLIX 3anpoCcoB») OTHOCATCS kO BceM CepBUCHBIM
3anpocam (NpUOpPUTET HasHayaeTca 3aka3ydMkoM U MOXKET
ObITb U3MEHEH SAP Ha OCHOBE YKa3aHHbIX KPUTEPUEB):

Priority Characteristics

Mpuopurer XapakTepucTuka

Priority 1 — Very high An Incident should be categorized with
the priority "Very High" if the Incident
reported has very serious consequences
for normal business processes or IT
processes related to core business
processes, and urgent work cannot be
performed. This is generally caused by
the following circumstances:

A production system is completely
down

The imminent go-live or upgrade is
jeopardized.

The core business processes of
Customer are seriously affected.

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

Mpuoputet 1 —
OYeHb BbICOKUIA

MHunaeHTy npucBamBaeTCs OYEHb BbICOKUM
NpUOPUTET, €CNU WHUMOEHT MMEET O4eHb
cepbesHble MOCneacTBUS AN HOPMarbHOro
npoeegeHus  6usHec-npoueccoB u  UT-
NpoLLECCOB, CBSA3aHHbIX C OCHOBHbIMU GU3-
Hec-npoleccamu, U TpebyeTcs BbIMOSNIHEHUE
CpouHbIX paboT. Kak npaBuno, npuumHamu
CTaHOBSITCS crieayoLLme obcTosATENbLCTBRA!

MonHbIn OTKa3 OT (YHKUMOHMPOBAHMS
NPOAYKTUBHOW CUCTEMBI.

Yrposa c6osi npu NpeacTosieM npoayk-
TUBHOM 3anycke unu obHoBReHNN.
Cepbe3Ho 3aTpOHYTbl OCHOBHble Bu3Hec-
npouecchbl 3aka3uuka.

BpemeHHoe pelueHne HegocTynHo. WHUm-
AeHT Tpebyet He3ameanuTenbLHoro
BHVMMaHMsi, NOCKONbKY HEUCMPABHOCTb MOXET
NMPVBECTU K Cepbe3HbIM NOTEPSIM.
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Priority 2 — High An Incident should be categorized with
the priority "High" if normal business
transactions are seriously affected.
Necessary tasks cannot be performed.
This is caused by incorrect or inoperable
functions in the PRD or DEV or QAS
system that are required immediately.
The Incident is to be processed as soon
as possible because a continuing
malfunction can seriously disrupt the
entire productive business flow.

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

business process.

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

Service Times

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

Initial Reaction Times (IRT)

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

Solution Times (ST) — Optional

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

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

Mpuoputer 2 — MHUnaeHTy npucBavMBaeTCsi BbICOKUIA MpUO-
BbICOKWI puTer, ecnm VHUMOEHT cepbesHo
3arparMBaeT  HOpManbHOE  BbINOSIHEHWE

ObusHec-npoueccoB. HEeBO3MOXHO BbIMOMHe-
HMe Heobxogumbix 3agady. Takas cuTyauumst
OObIYHO  SABMSIETCS  pe3ynbTaTOM  HEKop-
PEKTHOW WnM HeBepHOW paboTbl B CUCTEME
PRD, DEV wunu QAS HeobxoauMMbix Ha
OaHHbIA ~ MOMEHT  yHKUMWA.  VHUMOeHT
Heobxogumo  obpaboTatb  MakcMmanbHO
ObICTPO, NOCKOMNbKY NMPOAOIKUTENbHbIN cHon
MOXET HapylWWUTb BeCb MOTOK MNPOU3BOA-
CTBEHHbIX BU3HEC-NPOLECCOB.

Mpuoputet 3 —
cpenHuin

MHUnaeHTy npucBamBaeTcsi CPeaHUn npuo-
puTeT, €Ccnu OH 3aTparuBaeT HopmarnbHoe
BbIMONHEHMe 6u3Hec-onepauun. [Npobnema
Bbl3BaHa HEKOPPEKTHOM NN He4eNnCTBYIOLL e
dyHkunenn B cucteme c [lpoaykTuBHOMN
BbIYMCIUTENbHON cpego wunu  Bbeluncnu-
TenbHOW  cpedon  pa3paboTKu/KOHTpOns
KayecTBa. 3akasyuk HanpaBnsieT 3aka3 Ha
n3MeHeHue unu obCcnyxvBaHWe CyLLecTBY-
IOLLero  KpUTUYECKM  BaxHoro  GusHec-
npotecca.

Mpuoputet 4 —
HU3KUIA

MHUMOeHTy npucBauBaeTCs HU3KUA MNpuUo-
puteT, ecnu  coobuwiaemas  npobnema
oKasblBaeT He3HauyuTenbHOe BRUSIHUE WK
BooOlle He BMUseT Ha  HopmarnbHoe
BbIMONHeHMe 6u3Hec-npoueccos. [1pobnema
Bbl3BaHa HEKOPPEKTHOM NN He4enCcTBYIoLL e
dyHkunenn B cucteme ¢ [lpoaykTuBHOMN
BbIYMCIUTENbHON cpegov wunu  Bbeluncnu-
TenbHOW  cpedon  pa3paboTKu/KOHTPOns
KayecTBa, koTopasi He TpebyeTcsi exenHEBHO
MU  UCMONb3yeTcs KpanHe pedko. JToT
NpUopUTET Takxe Ha3Ha4yaeTcsl BCEM MPOoYUM
3anpocam Ha obcnyxvBaHue.

Bpemsa o6cnyxmnBaHus

Yacbl o6cnyxunaHus (Bpemsi obcnykmBaHus) n obbem Ycnyr
ynpaBneHus MpUNoXeHUsIMW, KOTopble [OOMXHbl  ObiTb
npeaocTaBrneHbl, YykasaHbl B npumeHumoM  OnwucaHuu
obbema ycnyr 4nsa Ycnyr ynpasneHus NpUnoxXeHNaMU.

BDEMH nepBoHa4vanbHOro pearmposaHunsa

SLA no BpemeHn nepBoHayanbHOro pearMpoBaHus ans
ycnyr Ha ocHoBe CepBUCHbIX 3anpocoB, NpedycmaTpu-
BalOWMX OTBETHbI PEXUM, MOXET OblTb COrnacoBaHo,
TONbKO €CIN 3TO YKa3aHo B NpumMeHumoM OnucaHumn obbema
ycnyr ans Ycnyr ynpaBneHust NpUioXeHUsIMU.

BPEMH peweHna — AonoJIHNTerNIbHO

SLA no BpemeHu pelueHnss MoxeT ObiTb COrnacoBaHo Ans
Ycnyr ynpaeneHust MpUNoXeHWsIMW, TOMbKO €ecriu  3To
ykasaHo B npumeHumom OnuvcaHum obbemMa ycnyr ans Ycnyr
yNpaBreHusi NPUNoXEHUAMMN.

CornaweHne o6 ypoBHe cepBuca No BpemeHu pelueHus
BbIMNOfMIHEHO, €cnuM B paMKkax YpoBHsA cepBuca SAP
npegocTaBngaeT npeanoXeHne pelleHus Ans yCcTpaHeHus
npobnembl N BpeMeHHOe pelleHne. Ecnun npennoxeHue
peLleHnst OCHOBaHO Ha o6xogHom nyTu, SAP un 3akasumk
cornacyloT nnaH AeWCcTBUMW Ans CO3[aHus U BHeOpeHUs
NOCTOSAHHOIO peLleHuns. Takon nnaH JencTBun
npegycmatpmeaetr  rpaduk, nosvuuun  OEencTBumn "
OTBETCTBEHHbIX NN,
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Solution Time SLA is measured in the SAP AMS Ticket tool.

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

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

Returning Ticket to Customer to
additional information

request

Returning Ticket to Customer to request a
solution approval

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

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

Solution Time SLA is only applicable under the following
circumstances:

Ticket is classified as “Incident”

Issue occurs in a productive system

Ticket priority is set in accordance with the priority
definitions

Those times that a Ticket is with Product Support are
excluded from the Solution Time calculation.

Prerequisites for Solution Time SLA and Customer’s duties

CornaiueHne 06 ypoBHe oGCnyxuBaHuUs BpemeHn pelleHust
nsmepsieTcs B MHCTpyMeHTe CepBUCHbIX 3anpocoB SAP
AMS.

Ecnu 3aka3unk meHseT npuoputeT CepBUCHOrO 3anpoca,
ypoBHM ycnyr «Bpemsi HauyanbHOro pearvpoBaHusi» U
«Bpems pelleHUsi» HauMHaTCA NOBTOPHO C 3TOr0 MOMEHTA.

Bpemsi pelleHMss HauMHaeTcs C MOMEHTa MonyYeHus
CepBucHbIM 3anpocom cTtatyca «B obpaboTtke». Bpems
pelleHns ocTaHaBnuBaeTcd, korga CepBUCHBLIM 3anpoc
nony4vaet cratyc «[encTBue 3akaszymka», U npogorkaeT
oTcyeT BO BpeMs cTaTyca «B o6paGotke» SAP. Takke
Bpewmsa peLleHnd OCTaHaBnMBaeTcH, ecnm SAP
ycTaHaBnuBaeT cTtatyc «[1pMocTaHOBNEHO», U NpogorkaeTt
oTcyeT, korga SAP MeHsieT crtatyc Ha «B obpaboTtke».
Cratyc «B oOpaboTke» MOXeT ycTaHaBnuMBaTbCA B
crnegyLwmux cutyaumsx:

Bosepatr CepBucHoro 3sanpoca 3akas3uuky [nns
3anpoca gOonNonNHUTENbLHOM MHpopmaumn.

Bosepat CepBucHoro 3sanpoca 3akas3uuky [nns
3anpoca ogobpeHus peLleHus.

O6cTodATENLCTBA, HE MOANeXallne KOHTPOIo
rpynnbl SAP AMS (cM. Huxe).

3agepkkn, Bbl3BaHHble CTOPOHHUMM  nMLaMU
(T. €. He rpynnovi SAP AMS). B 3TOM KOHTEKCTe
CTOPOHHUMW NMUAMW TaKke CYMTaloTCa npouune
otaeneHns SAP, otnnyHble oT SAP AMS.

CornalueHne 06 ypoBHe oGCnyxunBaHuUs BpemeHu pelueHust
NPUMEHVMO TOMbKO B CreayoLnX 06CTOATENbCTBAX:

CepBucHbI  3anpoc  knaccudumumpyeTcs  Kak
«NHUMOEHT>.

Mpobnema  npoucxoant B MPOAYKTMBHOM
cucTeme.

Mpuoputer CepBUCHOrO 3anpoca YycTaHaBnu-
BaeTcs B COOTBETCTBUM C OnNpedeneHusIMu
npuopuTeTa.

Cnyu4awu, korga CepBucHbili 3anpoc ¢ Nogaepkkon npoaykra
ncknoyarTca 13 pacyeta BpemeHn peleHus.

[NpenBaputenbHble  TpeboBanusa ans SLA no BpemeHu

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

Customer provides working remote access for
SAP

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

peLleHns 1 0683aHHOCTM 3akasymka

BpeMﬂ peweHna npuMmeHnMMmo TOJIbKO  TOoraga, Korga
BbIMOJIHEHbI BCE NnpeaBapuTesibHblie TpeGOBaHI/IFl ona SLA no

BpemeHn peweHns M 3akasynuk  MCMOMHWA  CBOM
obszatenbcTBa No B3aMmogencTeuio. B vacTHocTu, 3TO
3Ha4uT cnepytouee:

3akasuuk npegocTasun SAP pabounii

yaaneHHbI OoCTyn.

3akasumk ybeaunca B 4OCTynHocTn Bcex Cuctem
SAP, onncaHHbIX B COOTBETCTBYOLWEM OnucaHnm
obbema ycnyr, ocobeHHO 000pya0BaHUS U CETH.
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Customer provides all authorizations required for
SAP to provide the described and agreed
services.

This includes in particular technical authorizations
needed to work in SAP Systems described in the
applicable Scope Document

Customer ensures that changes in the SAP
Systems, which were not implemented by SAP,
will be made known to SAP ex ante. This is done
by handing over a documentation describing all
technical and process aspects of the change.
These changes will be added to the scope based
on mutual agreement

Customer ensures that all required information is
given to investigate the issue. That means, that a
Ticket must include at least the following:

1. step by step instructions for reproducing the
issue,

2. aset of data to reproduce the issue

3. a precise description of the issue (including
comparison of actual and expected system
behaviour)

Customer ensures that Key Users with sufficient
functional and technical expertise as well as
decision making authorization are available and
reachable (including contact data such as phone
number)

Customer creates Tickets in SAP Support Portal

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

Customer provides all information

without delay, and

required

Customer ensures that all provided data and
information are correct

3aka3umMk npegocTaBuil  BCe  MONTHOMOYMS,
Tpebyemble SAP ansi okasaHWsi COrnacoBaHHbIX
yCnyr.

3OTO BKNHOYaeT, B YacCTHOCTWU, TexHUYeckue
nonHomounsl, Heobxoaumble pnOnsi paboTbl B
Cuncremax SAP, onucaHHble B COOTBETCTBYIOLLEM
Onncannm obbema ycnyr.

3akasuuk ybeanncs, 4to 060 BCEX UBMEHEHWUSIX B
Cuncrtemax SAP, He peanunsoBaHHbix SAP, Bypet
coobuieHo SAP no pesynbTatam MpoOrHO3u-
poBaHMs. ITO OCYLLECTBISIETCA MyTEM Nepenayn
JOKyMeHTauun, onucbiBaloLLen Bce TexXHudeckne
n paboune acnektbl U3MeHeHusi.  Takue
namMeHeHnss pOobaBnswTcA B 00beM  Ha
OCHOBaHMN B3aMMHOMO CorfalleHuns.

3akasunk ybepuncsa, 4To ANs  pPacCMOTPeHMs
npo6nemsl nepenaHa BCS Tpebyemas
nHdpopmaums. ITo o3HavaeT, 4YTo CepBUCHbIN
3anpoc AOMKeH BKYaTb MO KpamHen Mepe
crnegywowee:

1. TlowaroBbie WHCTPYKUUN ans
BOCMNpou3BeAEHNs] MPOBNEMbI.

2. Habop pgaHHbIX AOns BOCNpOU3BedeHUst
npodnems.l.

3. To4yHoe onucaHve npobnembl (BKMOYas

CpaBHEHME CbaKTI/I‘-IeCKOFO n oXxunagaemoro
nosegeHnd CI/ICTeMbI).

3akasunk npoBepun AocTynHocTb  KnioueBbix
nonb3oBatenen C [OCTATOMHbIMU  (PYHKUMK-
OHamNbHbIMU WU  TEXHUYECKMMM 3HAHUSAMU WU
MOMHOMOUMAMUN AN NPUHATUSA peLlleHuin (B TOM
yucrie OOCTYNHOCTb KOHTaKTHbIX [aHHbIX, TakuX
Kak Homep TenedoHa).

3akasumk cosgaet CepBucHble 3anpocbl B SAP
Support Portal.

3akasuMk aKkTMBHO MoAAepXUBaeT MpoLecc
pelleHnsi. OTO O03HayaeT, B 4aCTHOCTWU, 4TO
3akasuuk 6e3 3afiepxek yTBEPXKOAET

npenyioXeHHoe pelleHne.

3akasumk 6e3 3amepxek NpefocTaBnsieT BCHO
HeobXxoanMyto MHbopMauuto.

3akasuuk nposepsieT KOPPEKTHOCTb
NpeaocTaBneHHbIX AaHHbIX U MHdopMaLIMW.

Limitations OrpaHu4yeHus

Cnepytowime nepuodbl SIBHbBIM 006pa3oM  UCKMIOYEHbl K3
CornalueHusi 06 ypoBHe obcnyxuBaHns BpemeHu pelueHus:

The following time windows are explicitly excluded from
Solution Time SLA:

- Maintenance windows according to the Customer - Mepunopkl 0benyxmBaHMs cornacHo TpeboBaHNAM

requirements 3akasuuika.

- Time windows which can be attributed to - [Mepvwogel, koTopble MOryT ObiTb OTHECEHbl K
technical unavailability of the software solution TEXHN4YECKON  HEOOCTYyMHOCTM  NPOrpaMMHOro
(hardware, network, infrastructure or other) peLleHna (o6opynosaHus, ceTu,

NHpPaCTPYKTYpbl U NPOYEro).
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- Time windows which can be attributed to issues
caused by the Hosting Provider

- Time windows which can be attributed to issues
with software products that are not included in the
scope

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

If Customer fully or partially fails to comply with one or multiple
of the listed prerequisites or only fulfils one or multiple of the
listed prerequisites in the required quality or not within the
required time and if there are delays caused by that SAP will
not be in default even if the Solution Time expired. The onus
for noncompliance of business process availabilities, the
fulfilment of requirements, the reaction times and resolution
times lies with Customer.

6.2 Service Reporting

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

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 thein the
respective reporting period:

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

- 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)

- [epvogbl, koTOpble MOryT ObiTb OTHECEHbI K
npobnemam, BbI3BaHHbIM PasmeLuatoLimm
npoBanaepom.

- [epvogbl, koTOpble MOryT ObiTb OTHECEHbI K

npo6rnemam c nporpaMMHbIMKU NPoAYKTaMu, He
BKIMIOYEHHbIMI B 0OBLEM.

B cnyyae dopc-MaxopHbIX OBCTOATENbCTE M MPOYKX
MHuMOeHToB, He BbI3BaHHbIX SAP, KoTopble SIBNSHOTCA
nperpagovt OAns HemnpepbiBHOrO npolecca pelleHnsi, Bpems
pelleHnss He  OTcYMTbiBaeTca [0  BO306GHOBMEHUs
HOpMasibHON paboThl.

Ecnn 3akasumk LenMkomM unm 4acTm4Ho He cobntogaet oaHy
UM HEeCKOJTbKO U3 TMepedUcCrieHHbIX npeanocbiyiok wunn
cobntogaet OAHY UM HECKOJ1bKO U3 MpeanocChbiyioK TONMbKO B
orpaHn4eHHOM obbeme wunn 0e3 yd4yeTa YCTaHOBJIEHHbIX
CPOKOB M €Crnu 3TO BbI3bIBaeT 3agepxkn, SAP He cuuTaeTcd
HapyLIJVIBLIJeIZ cBou obsasatenbcTBa Oaxe N0 UCTEYEHUU
BpeMeHVI peweHundA. OTBEeTCTBEHHOCTL 3a HecobnoaeHue
OOCTYNMHOCTH 6|/|3Hec-npou,eccos, BbIlMOJIHEHNE
npeanochbiyiok, BpeMA pearmpoBaHnd M BpeEMA pelleHund
NEeXUT Ha 3akasuuke.

6.2 OTyeT no ycnyram

SAP npepoctaBuT 3aka3umKky OT4YeTbl C MHdopmaumen 06
OKasaHHbIX ycryrax.

ExemecsiuHbIN oTUeT gns 3akasuuka

SAP coctaBnseTr Ana 3akasymMka exemMecsyHbIi OTYeT C
nHdopmaumen o6 ycnyrax, OKa3aHHbIX 3a Mpoweawmnn
Mecsl. JToT OoT4eT NybnukyeTcss ONA OHManH-4OCTyna Ha
WHOPMaUMNOHHON naHenu ot4yeToB AMS 3a nocnegHumn
OTYETHBIN MECsL, U MOXEeT ObiTb BbIrpykeH B Buage PDF-
OOKyMeHTa 3a nocriegHne 12 oTdyeTHbIX MecsueB. OTyer
COAEPXKUT crneayoLyo UHpopmaumio 3a COOTBETCTBYHOLLMNA
OTYETHbIN Nepuoa;:

- 0O630p noggepxuBaemoro WT-pewieHnsa B
o6beme npefocTaBnNseMbIX YCHyr.

- KpaTkoe pesioMe 1 pekomeHdauuu  no
NOCTOSIHHOWM ONTUMU3ALNM.

- Obwee uucrno  nony4veHHbix  CepBUCHbLIX
3anpocoB, B TOM uucrie C pa3buBkon No
KaTeropusiM ycnyr, npuoputeTam, MecTam U
NPUNOXEHNUAM

- Ob6uwee uyncno 3aBepLUEHHbIX/HE3aBEPLUEHHbIX
CepBUCHbIX 3anpocoB, B TOM 4Yucrie ¢ pa3buBKoi
MO NPUINOXEHNAM

- Obwwni ob6bem paboTr no obpaboTaHHbIM
CepBUCHbIM 3anpocam B Mecsl U 3a nocnegHue
12 mecsueB (C pa3bMBKOM MO MPUMOXEHUAM U
KaTeropusam ycnyr).
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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.

7 Dispute Resolution

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.

Exhibit A: Change Request Procedure

Exhibit B: Template for Acceptance Protocol

OTyetbl NO CepBUCHbLIM 3anpocam B peasibHOM BpeMeHU

OT4eTbl MO CEPBMCHbIM 3anpocaM B pearibHOM BpPEMEHMU
OOCTYMHbl B peXuUMe OHNamH Ha WH(OpPMaLMOHHOW NaHenwu
otyetoB AMS n cogepxaT nogpobHyt0 WHOopMaLuMi o
CepBucHbIX 3anpocax (BKMYasi noeHTMdukaTop 3anpoca,
NPUOPUTET, NMPUIOXKEHWE, KaTEFOPUIO YCITYT 1 CTaTycC).

7 PaspelueHue cnopoB

Kaxgas CTOpPOHAa Ha3Ha4uUT npeacraBuUTEnA, KOTOprIZ 6y,u,eT
ABNATbCA OCHOBHbIM KOHTakKTHbIM JMLUOM MO BOMpoCam
OKa3aHuA yCJ'IyF ynpaeneHnd npuroXxeHnamMmu. Tarke Kaxgas
CTOpPOHa Ha3Ha4nT npencraBUTenA, obnapatoulero
NOJTHOMOYNAMW ONA NPUHATUA peLUGHMVI no cnopy wnun ero
aCKallaunn, KOTopble HEeBO3MOXHO pa3pelmnTtb Ccuiiamm
OCHOBHbIX KOHTaKTHbIX Tl B pa3yMHbI€ CPOKW.

DononHeHue A. MNpoueaypa 3anpoca Ha U3SMeHeHue

DononHeHune B. LLlabnoH npoTokona npuemku

SAP Service Description for Managed Services (Application Management Services) RUSSIAN v.4-2016 24



Exhibit A: Change Request Procedure

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

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

Summary of the Change Request Procedure:

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

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

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

4. SAP will review the CR response within a mutually
agreeable period and either accept or reject the CR.

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

DononHeHue A. Mpoueaypa 3anpoca Ha MU3MeHeHue

Ecnn B xoge npegocTtaBneHWs COrMacoBaHHbIX — yChyr
nosiBnsieTcsl HeobxoAuUMOCTb B M3MEHEHUSIX, KOTopble, MO
MHeHuo 3aka3umka unm SAP, oTpassaTtca Ha obbeme ycrnyr
(T. €. CyLLeCTBEHHO COKpAaTAT UMK yBENW4YaT €ro), KOHTEHTE,
mMeToge wnu rpadukax, TO Takue W3MeHeHus cregyet
COrnacoBbIBaTb, [OKYMEHTMpPOBaTb W OTCMEeXuBaTb B
cooTBeTcTBytOWen cdopme 3anpoca Ha u3meHeHue. Ecnu
OdHa  cTopoHa gdenaeT  3anpoc  Ha  M3MEHeHWe
(«3anpawwnBatoLlasn CTOpPOHa»), apyras CTOpOHa
(«OTBevaroLwasa CTopoHa») NpeanpuMeT pasyMHble YCUMus,
4TOObl OTBETUTL Ha 3TOT 3anpoc Ha M3MEHEeHWe B TeYeHue
aecatn pabounx gHen ¢ MomeHTa nonyyenus. Kpome Toro,
obe CTOpOHbl NPeanpuMyT pasyMHble ycunusi, 4Tobbl
LenukoM yOooBMneTBOPUTL Takon 3anpoc Ha M3MEHEHUE UIu
cornacoBaTb €ro OTKIOHEHME B TeyeHue 15 (nATHaguaTwn)
pabounx QOHeM C MOMeHTa nonyyeHuss 3anpoca Ha
nameHeHne OTBevaloLLIE CTOPOHON.

CTOpOHbI  OOIMKHbI  cornacoBatb NOOble M3MEHEHUS B
Ycnyrax AMS B nucbmeHHon chopme. [1na koHTpons 3anpoca
Ha W3MeHeHWe, MoNydyeHHoro oT 3aka3umka unu us SAP,
ucnonb3yeTcs crieayroLlas npoueaypa.

Onucanue Mpoueaypbl 3anpoca Ha M3MeHeHne

1. Bce 3anpocbl Ha W3MEHEHWE COCTaBMSIOTCH B
MUCbMEHHON (hOpMe, NPUBEAEHHOW HUXE, U HaNPaBNsHOTCH
COOTBETCTBYIOLLEMY cneumansHo Ha3Ha4YeHHOMY
KOHTaKTHOMY nuuy 3akasuuka unu SAP no YnpaensiembiM
ycnyram («nonyyaTernb») AN MHULMMPOBaHWA 3anpoca Ha
N3MEHEeHMeE.

2. locne noctynneHns  3anpoca Ha  W3MEHEHMWE
nonyyaTtenb BbINOMHUT OLIEHKY 3anpallvBaeMbIX U3MEHEHWI
Yenyr AMS 1 npouHcopMunpyeT OTnpasBuTens 3anpoca o
pe3ynbTatax OLEeHKU B TeYEHNe CornacoBaHHOro nepuoaa.

3. B cnyyae nonoxutenbHoro  oTBeTa  3akasuuk
HanpaenseT B SAP oTBeT Ha 3anpoc Ha W3MeHeHue,
yKkasblBasi MOCNEeACTBMS TAKOro nameHeHus ans Ycnyr AMS un
OLIEHOYHYI0 CTOMMOCTb AOMOSTHUTENbHbIX YChyr.

4. SAP paccmatpuBaeT oTBeT Ha 3anpoc Ha U3MEHEHUE BO
B3aUMHO COrflacoBaHHble CPOKM U NnBo npuHMMaeT, nunbo
OTKIOHSIET 3anpoc Ha U3MEeHEHMe.

5. Ecnn SAP npuHumMaeT 3anpoc Ha U3MEHEHMe,
M3MEeHeHUs BKMYaTca B nnaHbl-rpadukn Yenyr AMS.
Ecnn SAP oTknoHsieT 3anpoc Ha wu3aMmeHeHue, SAP
npoAomKkaeT N0 Mepe BO3MOXHOCTU oKasblBaTb Ycnyrn AMS
B 00beme, KOTOpbIA Obin cornmacoBaH CTOPOHaMy A0 3TOro
3anpoca Ha uamMeHeHue.
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6. Neither party is under no obligation to accept any CR.

Information to be provided on the Change Request form:

1. To initiate a CR, the submitting party must provide the
following information:

a. Name of contact(s) submitting and sponsoring the
requested change.

b. Whether the request relates to the AMS Services
under this Order From or to additional Services.

c. Description of the requested change.

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

a. Description of the impact, if any, on existing AMS
Services.

b. Description of additional deliverables,
required for the Change Request.

if any,

c. Proposed schedule for any additional Services
being requested.

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

e. Recommendation on disposition of the CR

(approve, disapprove, defer).

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

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

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

6. HwogHa 13 cToOpoH He obsizaHa NpUHUMAaTL Bce 3anpockl
Ha U3MeHeHue.

CeepneHusi, ykasbiBaemble B goopme 3anpoca Ha M3MeHeHMe:

1. Yto6bl MHMUMUMpPOBaATbL 3anpoc Ha W3MEHEHWE, €ero
OTNpaBuTENb AOMMKEH NPEeAoCTaBUTb Crieayolme
cBefeHust:

a) ®.MN.0. KOHTaKTHOrO nuua, HafpaBnsoLLEero
3anpoc Ha MW3MEeHeHWe W OTBETCTBEHHOro 3a
3anpalmnBaemMoe U3MeHeHMe;

6) kacaetca nu 3anpoc YnpaBnsiemMblX YCryr no
HacTosiwern dopmMe 3aka3a uUnu OMNOMHUTEMbHbIX
Yenyr,;

B) onncaHue 3anpalinBaeMbiX M3MEHEHNIA.

2. MNocne nonyyeHuss 3anpoca Ha u3MeHeHune SAP
BbINOMHAET aHanu3 ero BAWSHUSA U ctoumocTu. [lo
pesyrnbTaTtamM 3TOro aHanuaa npeaocTaBnAlnTCs
cregywowme gaHHble B doopme oTBeTa Ha 3anpoc Ha
N3MeHeHue:

a) onvcaHue  BIUSHWSA (npwu Hanu4un) Ha
AeicTByolLMe YNpaBnsiemble ycrnyru;

6) onucaHne OONOJIHUTENbHbIX pe3yribTaToB pa60TbI

(ecnu NPYMEHUMO), HeobxoaAnMbIX ans
BbINOMHEHUs 3anpoca Ha U3MEHEHNE;
B) npepnaraembli nnaH-rpaduk  ans  nobIX

OONOJTHUTENbHO 3arnpallinBaeMbiX yCﬂyF;

r pacyeT u3MeHeHwu’ (ecnu NPUMEHMMO) pasmepa
BO3HarpaxaeHu 3a Ynpaensiemble Yycrnyrm B

pe3ynbTare Takoro 3ar|poca Ha W3MEHEeHune,
BKJ1HO4aA I'IpI/IHLI,I/IFI/MeTOﬂ,I/IKy pacyeTa,

,El,) pekoMmeHaauunu, OoTpaxawLwine OTHOLWIEeHne
nony4yarensa K 3ar|pocy Ha N3MEHEHne

(opobpeHne, HeogobpeHne, OTCPOYKa).

B Cny4ae OTKITIOHEeHUA 3ar|poc Ha nM3MeHeHne BO3BpallaeTCca
nogasLlen ero CTOpPOHE C NMNCbMEHHbIM N3JTOXEHNEM NPUYNH
OTKITOHEHNA U anbTeEPHATUBHbLIX BapuaHTOB, €CJ1M TaKOBbl€
BO3MOXHblI.

3anpoc Ha W3MeHeHue, YTBEPXKAEHHbIN  CTOPOHaMMU,
npeacraensaet cobonm  3anpoc  Ha  M3MEHEHMe U
Moaudukaumo  cootBeTcTByowero  [orosopa. [locne

nognucaHna 3akazymkom u SAP npunaraemon ¢opMbl
3anpoca Ha M3MeHeHue Bce yTBepxgaemble 3anpocbl Ha
nameHeHne GyayTt BkmodaTbes B [loroBop. SAP He Oyper
oKasbiBaTb Ycnyrm no 3anpocy Ha U3MEHEHWe, NMoka OH He
OyaeT nognucaH o6enmmn CTopoHaMu.

[anee nokasaH WabnoH dopmbl 3anpoca Ha N3SMEHEHUE:
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Change Request: [CR #]
to

Order Form for Managed Services (Application
Management Services)

SAP Reference No. <Insert Order Number>
Between
<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:

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

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

Change Process:
Scheduled Date for Change:

Terms and Conditions:

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

3anpoc Ha uameHeHue Ne
K

HoroBopy Ha npegocTaBrieHne ynpaeBnsiemMbiX ycnyr
(Ycnyru ynpaBneHusi NpUnoXXeHMsIMM)

CcbIno4HbI HoMmep SAP <BcTaBbTe HOMep 3akKasa>
mexay
<SAP> («SAP»)
7

(«3aka3umk»)

Hactosawumn OOKYMEHT 3anonHAaeTcA n nogaeTcsa
COOTBETCTBYHOLLEMY NnULY C Uelnbi MHAUMMPOBATb 3aKa3 Ha
N3MeHeHne.

1. Onuvwwure NPUYMHBI 3anpaluvMBaemMoro
N3MEHEHWSI:
2. Onvwwute  BnusHue  (MpU  HanMW4uM)  Ha

D,GIZCTByIOLLI,I/Ie yl'lpaBﬂFleMble ycnyru:

3. Ykaxute pac4yeTHoe n3MeHeHune CyMMblI
BO3HarpaxgneHumd (ecn n I/I3BeCTHO). rlpI/IBeﬂ,I/ITe
FIpI/IHLl,VIﬂ/MeTO,D,I/IKy, MCNONb30BaHHbIE and

pacyeTa U3MEHEHUS:
Mpouecc nameHeHus:
MnaHupyemasi gata 3aMeHeHus::
Ycnosusi:

B MOOTBEPXOEHME BbILLEN3ITOXEHHOIO cTOpOoHbI

ckpenunun cornaweHne csoMMn noanncaMmM B YKa3aHHYHO
Bbille gaTty.

Accepted By: Accepted By:

SAP [Customer]
By: By:

Print Name: Print Name:
[SAP Representative] [Approver]
Title: [Title] Title: [Title]
Date: Date:

MpuHaTO: MpuHaTO:

SAP [3aka3umk]

B nuue: B nuue:

®.N.0.: ®.1.0. nevaTHbIMY ByKBaMM:

[npeacTtaBuTens SAP] [yTBepxaatowee nuuo]

HomkHocTb: [AomkHocTb]  [JomkHOCTb: [[OMKHOCTL]

[ara: [ara:

SAP Service Description for Managed Services (Application Management Services) RUSSIAN v.4-2016 27



Change Request Sales Order

3anpoc Ha N3ameHeHue CornauwieHue o6 okaszaHUM ycnyr
no conpoBOXAOeHUro
nporpamMmmMmHoro obGecneyveHusn

SAP SAP P.O.

SAP MN/a SAP

SAP Number Original

Homep SAP OpuruHan Homep SAP

Iltem Invoice Text (40 char) Amount One-Time Monthly Full Partial Begin Bill Month
Mo3uuunsa TekcT cyeTa (40 cumBOOB) Cymma PazoBbin / MNonHbIn / Hauano c pacyeTHoro

exXemMecAYHbIN YaCTU4HbIN Mecsaua
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Exhibit B: Template for Acceptance Protocol

Acceptance Protocol
Engagement Name:

Working Package:

[dononHeHue B. LlabnoH npoTtokona npuemMkn

MpoTokon npuemku
ma B3anMmoaoencTeums:

Pabounn nakert:

Customer Project
Manager

PykoBoauTenb npoekTa
CO CTOPOHbI 3aKa3uumKa

SAP Engagement
Manager

MeHenxep no
B3aumogemncrTeuio SAP

Ynnua, Ne goma

[NouToBLIN MHAEKC, ropof,

Order No.

Ne 3akasa

Customer Customer Name
Department or Contact Person
Street, No.
ZIP Code, City

3akasuuk VMg 3akas4umka

OT1oen nnu KOHTakTHOE NuLo

1 Handover of Engagement Results

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

1 Mepepavya pe3ynbTaroB B3aMumoaencTBus

Bbinu nepefdaHbl NepeyvucrieHHble HWke pe3ynbTaThbl
MpoekTa, NOOPOOHO  OMMCaHHble B  CleaylLmX

documents: JOKyMeHTax:
ID Deliverable Document Date Comments
MO  Pesynbrat paboTtbl OokymeHT Dara KommeHTapum

1 Kick off Workshop

1 HavanbHbIn ceMunHap

2 Monthly report
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2 ExxeMmecauHbIn OT4eT
3 ISAE 3402 Quality Assurance Report twice
a year
OTt4eT no obecneyennto kavecTsa ISAE
3
3402 pBaxabl B rof
Place, Date SAP Engagement Manager
MecrTo, poaTa MeHexep B3aumogencTeum SAP
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Acceptance Statement

AKT npuemMku

L] 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.

L] Mony4eHHble pesynbTaTbl paboT COOTBETCTBYOT B3aMMHbIM [JOrOBOPEHHOCTSIM, W3MOXEHHbIM B KOHTpakTe.
Takum 00pa3om, KOHTpPaKT MPU3HAETCH BbIMOMIHEHHbIM CO CTOPOHbI SAP B nonHoMm obbeme. HactodAwmm
3aka3unk 06bSABNSAET O NPUEMKE BbINOMHEHHbIX paboT.

L] 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.

L] B npencTaBrieHHbIX pesyrnbTatax uMmetoTcs AedeKkTbl, He NPENATCTBYIOWNE MPUEMKE U JULLb B HE3HAYUTESLHON
CTeneHu BNUSIOLLME HA MPaKTUYECKYyl LEHHOCTb TOBapoB, paboT M ycnyr KOHTpakTta. Hwke nepeuncreHbl
HepelleHHble npobnembl, noanexawne ycTpaHeHuto. Hactodwmum 3akasumk 00bsABRASET O npuemke
BbIMOSIHEHHBIX paboT.

The activity results show substantial defects, which preclude acceptance. Acceptance is refused. The open
issues will be listed below.
B pesynbTatax paboT oGHapyxeHbl CyllecTBeHHble AedekTbl, MpenaTcTByoLWme npuemke. B npuemke oTkasaHo.
Hwxe nepeuncneHbl HepelueHHble Npobnembi.
|

No. | Ref.toID Open Issue Responsible Deadline

Ne Ccbinka Ha ua. | HepeweHHas npo6nema OTBETCTBEHHbIN Cpok

Place, Date Customer

MecrTo, nata 3aka3uuk
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