SAP Service Description

SAP HR&ViHH

Innovative Business Solutions Development Support Services
SAP Innovative Business Solutions FFRSZFRS

SAP is offering Innovative Business Solutions Development Support Services (“Development Support Services”) for
Features which have been developed and delivered by SAP under Innovative Business Solutions Development Services
(“Development Services”) pursuant to an Order Form.
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1 DEFINITIONS
EX

1. “Base Software” means the SAP Software defined in the Scope Document of the respective Development
Services upon which the installation and the use of the Features depend/operate. Base Software is not licensed
under Development Support Services and must be acquired separately.
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2. “Base Support Agreement” means the agreement for support services that is in force for the Base Software
between Customer and SAP.

CERSCREN” AR S SAP Al B R AT B STR IR SS M

3. “Customer Communication Point” means a certified Customer Center of Expertise (“Customer COE”), or a
certified Customer Competence Center (“CCC”), or those Customer's employees entitled to request
Development Support Services. For the Customer COE, or the CCC, the relevant terms and conditions of the
Base Support Agreement apply. If no Customer COE or CCC is available, Customer’'s employees entitled to
request Development Support Services must be made known in writing by Customer to SAP.
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4. “Features” means the SAP software functionality developed and provided as part of the respective
Development Services.

“ThER” RARVEARIT RS I — 80, HTT R SAP BAFThRE

5. “Production System” means a live system on which the Features are installed that is used for normal business
operations and where Customer’s data is recorded.
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6. “Source Code” means the output of the technical development of the Features delivered under the respective
Development Services.
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2 SERVICE APPROACH
il gki

The scope of the Development Support Services depends on the underlying Base Software defined in the Scope
Document of the respective Development Services. Furthermore, there are the two alternatives: Project Support
Full Edition and Project Support Large Enterprise. Project Support Full Edition is only available to Customers with
SAP Standard Support or SAP Enterprise Support for their SAP system landscape. Project Support Large
Enterprise is only available to Customers with SAP Product Support for Large Enterprises (PSLE Support) for
their SAP system landscape.
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FF]5k SAP Enterprise Support[{F 2 FF]E P e ft . T H SCRER I AL TH 79 SAP RG220 S SAP
Product Support for Large Enterprises[ KR! Al i S 8] (BUTRIFR “PSLE SCRE” D) BI% PR,

The combination of underlying Base Software and Customer’s support model determines the specific scope of
the Development Support Services according to the table below. Details regarding the services are set out in
section 3.2.

RN, RE R 5 % 5 SRR & Ve T IR SR IR I BARTE . A RIRS TR R, 2
WL 3.2 45,

Base Software SAP Business Suite, SAP S/4 HANA, SAP Hybris
Fali including SAP Add- including SAP Add- | Commerce
ons ons SAP Commerce

SAP Business Suite[F | SAP SI4AHANA[ERP
WEH], A SAPY | BFEM], B SAP

R ¥ RAM
Support model for Full Large Full Large Full Large
Development Support Edition Enterprise | Edition | Enterprise | Edition Enterprise
Services SEEERR RENRR | EEBR | KB | BER REL
TFR SRR ST SRR i i
Service
AR35
Message Handling (see X X X X X X
description in section 3.2.1)
HEALE GEFSFE 3.2.1 15t
D
Conflict Resolution Service for X X X X

SAP Support Packages and
SAP Support Stacks (SSP &
SSS) (see description in section
3.2.2)

SAP U SAP S HER
(SSP F1 SSS) K a i Ak 55
GES RS 3.2.2 W)

Conflict Resolution Service for X X
SAP Enhancement Packages
(see description in section 3.2.3)

SAP R R R RIS (I
295 3.2.3 gD

Conflict Resolution Service for X X
SAP Feature Packages and
SAP Feature Package Stacks
(SFP & SFPS) (see description
in section 3.2.4)

SAP IIfetufll SAP T et ik

(SFP 1 SFPS) Hrh o il iR
% GEZDH 3.2.4 Fid i
)

Conflict Resolution Service for X X
SAP S/4HANA Release
Upgrades (see description in
section 3.2.5)

SAP S/4AHANA[ERP 7 % &4k
AT I PP RGE R AR S GEZ 1R
2 3.2.5 WA

Conflict Resolution Service for X X
SAP Hybris Commerce Product
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3.1

3.1.1

3.1.2

3.1.3

3.14

Release Upgrades (see
description in section 3.2.6)

SAP Commerce 7=\ il A T+ 22 1)
MRS GEZE 3.2.6
RERe Rl oA ED)

Code Analysis (see description
in section 3.2.7)

%73 Hr GEZ B 3.2.7 i
F 15 B )

Features Improvement (see X X
description in section 3.2.8)
hfesit GisZ 5 3.2.8 i
F 15 B D

Development Support Services | X X X
Delivery Management (see
description in section 3.2.9)

PRSI STEATE R GE S5

2 3.2.9 WD

DEVELOPMENT SUPPORT SERVICES
TER SRR S

General Provisions

— kK

All Development Support Services will be provided for Features only. All other SAP Software purchased by
Customer is explicitly excluded from the Development Support Services provided by SAP hereunder.

P R SR IR S5 S OB B RESR (B o 20 P I S AT LAt SAP 1A B HERR 7 SAP AR IEA SCRIFR LI I 552
FER S5 2 A

Development Support Services will be provided only for the most recent version of the Features. The Customer
must ensure that all Development Support Services (such as coding corrections, patches, etc.) provided by SAP
hereunder are duly and timely applied to the Features.

TFR S IR G5BT X BT A I hRe R ik 20 P iU Dok SAP (AR A ORISR LR BT TR SR IR G (Candmfi &
NIENE | I DR (/41 NE W/ ik P4 [ i

In case the Features have been developed on Customer’s systems, the Development Support Services
hereunder will be provided on the Customer’s non-Production System on which the Features were provided to
the Customer. For reasonable cause and taking into consideration all other prerequisites of Development Support
Services, Customer may request and SAP may agree to provide the Development Support Services on a different
Customer’s non-Production System to the one mentioned above.

A OAER T RGE EITRIIRE,  WIASSCRII N BT IR0 A SRR IR 55 MLAE [0 26 P A2 A5 T REFTAE IR ARAE 7™ R 48 L3
o RIE S BB b HAEEIE 1 IT A SCREIRSS (T A HA BT IR SR A RO LR, % T LUBR 3 5K H. SAP [

SAP fE% FUANE T EIRARA S R G HAB AR A R G EIRMIT AR STHF RS -

For the avoidance of doubt, it is always the Customer’s sole responsibility to apply the provided Development
Support Services to its Production Systems.

NG EE SL, R TR BT R SCRpIR 35 B 2677 R Gthn & th 3 P U 3.

Development Support Services for the Features will be provided for the release of the Base Software and the IT
environment, as defined in the Scope Document of the respective Development Services and/or in any associated
documents. Customer may be required to upgrade to more recent versions of its operating systems and
databases to receive Development Support Services.

NS ThBE I e SRR AR 55385 FH AR 5 5 55 (10 90 L SORS AT BT AT AR S SOR R 5 SIS AIE A RRCAS AT 1T 34053
AT RE AL IR FLR AR AR G AN EE e T BBOHT ORRAS, A eSO R SRR ST -

SAP Service Description for Innovative Business Solutions Development Support Services CHINESE (SIMPLIFIED) v.1-2018 3




3.1.5

3.2

3.21

3.2.2

Development Support Services are provided only during the Local Office Time as stated in the respective Order
Form, and exclusively to the Customer Communication Point which must support each installation of the Features
covered by the respective Order Form.

TR S W S5 AN AEAH L VT T BRI E P 2 M I 2 I ] AL B3t LR 1) i 50N AR N LT ) 0 P o i R EH RE (R BT 222 i
PSRRI PR ES TR

Scope of the Development Support Services

TP S5 A 55 H ¥ B

SAP offers the following Development Support Services for the Features delivered under the respective
Development Services:

SAP BRI A R 55 SR N BT REFR AL LA T T R SCHF AR 55 -
Message Handling (“Message Handling”)
THEAEE (URRIFR “WHEALH” )

When Customer reports malfunctions, SAP supports Customer by providing information on how to remedy, avoid
or bypass such malfunctions. The main channel for such support will be the support infrastructure provided by
SAP. Customer may send a support message at any time. Persons involved in the support message solving
process can access the status of the support message at any time.

% R R, SAP AT A P SR AEE SS AT IE IE L 8 S BT 1E SRR E B SRR . SAP SRR SR AR 42
FYREAE LRSI T E . % P AT BEIN RIE SRR R . 22 5 3R B AU 53 AT BE IS SRR R
WE-

SAP will provide:

SAP R fit:
1. Support Message Handling for problems related to the Features.
LI EeAH 5% 1) R ) SCHR T BAL R
2. Coding corrections or patches (such as an altered program not reproducing the referenced malfunction),

workaround solutions, or action plans.
A A T (B A EI A SRR UG R, SO N B R TT R EAT R

3. In case the Features have not been developed on Customer’s system, SAP may provide support packages
for the Features (correction packages to reduce the effort of implementing single corrections or changes to
existing functionality).

AR P RGE LI RIhRE, W SAP T AR L& M T IhRE I SCRr S (5 R X AT DI RESE it T2 11
AR r# TAEREREZIEE)

Conflict Resolution Service for SAP Support Packages and SAP Support Stacks (“Conflict Resolution Service for
SSP & SSS”)

SAP RPN SAP SCREHERR I R AR SS (LU 8K “SSP M SSS Ky MRS "

1. To allow ongoing compatibility of the Features with the Base Software, Customer may request SAP to: (i)
investigate possible conflicts between the Features and subsequent SAP Support Packages and SAP
Support Stacks that are made available for the Base Software, and (ii) to provide options and / or
resolutions on how to rectify or avoid any compatibility conflicts identified by the Conflict Resolution Service
for SSP & SSS.

HNSELTRE SR MRS A, B AR SAP: () A& ThRE S W TR B R 4 SAP 3C
FREAN SAP STRFHERRZ A AT REAE I, I (i) (T Z IR B G “SSP A1 SSS SR fif ki35~ IR
RMEfT AL IR, SR BT S IR/ B R T7 56

2. To request such Conflict Resolution Service for SSP & SSS, Customer shall inform SAP in writing eight (8)
weeks in advance. In case the Features have been developed on Customer’s system, Customer shall
apply, in advance of the Conflict Resolution Service for SSP & SSS, the respective SAP Support Package
or SAP Support Stack on the non-Production System on which the Conflict Resolution Service for SSP &
SSSis to be performed.
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TEVE R L2 SSP Fl1 SSS [ SR AR ARSI, 2 P RidE AT\ (8) LAl SAP. # CER REA
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For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
DG AE S, IERR TR AR B A P AT

3.2.3 Conflict Resolution Service for SAP Enhancement Packages (“Conflict Resolution Service for EnP”)
SAP HI5E AL R AR LIRS (BAURRIFR “EhP B RAERIRSS” D

1.

To allow ongoing compatibility of the Features with the Base Software, Customer may request SAP to: (i)
investigate possible compatibility conflicts between the Features and subsequent SAP Enhancement
Packages that are made available for the Base Software, and (ii) provide options and/or resolutions on how
to rectify or avoid any compatibility conflicts identified by the Conflict Resolution Service for SAP EhP.

NSEHLIh RS SEA AR RS, B LLESR SAP: (i) A TR S A T EREIRAE G 4 SAP 1
s AL )R] REPAE AR ASPEM S, JF () sRAnT 2 IE sl S SAP EhP i SR A IS5 VR IR AT e e 2 e
R, PRBETT RGN SRR TT %

To request such Conflict Resolution Service for SAP EhP, Customer shall inform SAP in writing twelve (12)
weeks in advance. In case the Features have been developed on Customer’s system, Customer shall
apply, in advance of the Conflict Resolution Service for SAP EhP, the respective SAP Enhancement

Package on the non-Production System on which Conflict Resolution Service for SAP EhP is to be
performed.

TEVERILZE SAP EhP MR IRSS IS, &P ReaT+— (12) FUBmEUEA SAP. # O/ERF &
i LR IRE, {EN A SAP EhP PSRRI IR S 2 R, 285 BAESUIAT 1% IR 45 Al AE 72 R 45 E R AR S
SAP EhP.

Customer is entitled to receive the Conflict Resolution Service for SAP EhP beginning 6 months after the
start of the Development Support Services.

JRANTER SRR /S (6) NG, BPA[E5 SAP EhP [ S fif ik 55 -
For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
G5 S, IERA TR R A s P AR T

3.2.4 Conflict Resolution Service for SAP Feature Packages and SAP Feature Package Stacks (“Conflict Resolution
Service for SFP & SFPS”)

SAP DjEe A1 SAP IhRe W HER AT AR L AR S (LT TERR “SFP Al SFPS HIy S8 vk AR 55 )

1.

To allow ongoing compatibility of the Features with the Base Software, Customer may request SAP to: (i)
investigate possible compatibility conflicts between the Features and subsequent SAP Feature Packages
and SAP Feature Package Stacks that are made available for the Base Software, and (ii) provide options
and/or resolutions on how to rectify or avoid any compatibility conflicts identified by the Conflict Resolution
Service for SFP & SFPS.

FSEIR T RE S HERIA AT I RFEE e A, % AT BAE SR SAP: () WA D ReS v H T HEAELE I 5 48 SAP T
REELAI SAP DG 2 [ A] Be = AL a2k, JF (i) M2 sk fe “SFP F1 SFPS [P o fif ik
M55 7 R fTEAE oR, RAETT SRR ORI/ B TR T 2 -

To request such Conflict Resolution Service for SFP & SFPS, Customer shall inform SAP in writing twelve
(12) weeks in advance. In case the Features have been developed on Customer’s system, Customer shall
apply, in advance of the Conflict Resolution Service for SFP & SFPS, the respective SAP Feature Package

and SAP Feature Package Stack on the non-Production System on which the Conflict Resolution Service
for SFP & SFPS is to be performed.

TEVE K L2 SFP A SFPS I S8 i pe iR S5 i, & N+ — (12) FLLP Gl SAP. # O &
ARG IR IhRE, TENH SFP Fl SFPS HIM R ARERIR S 2 0, & NAERSITIZ RS AL = 248 N H
FHN ) SAP ThEEak SAP ThEs iRk .

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
DG EE S, IER T REERE A A P A T
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3.2.5 Conflict Resolution Service for SAP S/4HANA Release Upgrades
SAP S/AHANA[ERP 7 % B AR A T+ 2% (1 S fift e AR 55

1.

To allow ongoing compatibility of the Features with the Base Software, Customer may request SAP to:
() investigate possible compatibility conflicts between the Features and subsequent releases of SAP
S/4HANA that are made available for the Base Software, and (ii) provide options and/or resolutions on how
to rectify or avoid any compatibility conflicts identified by the Conflict Resolution Service for SAP S/4AHANA
Release Upgrades.

NSRS B AP B R S S, P T RLE R SAP: () A DIAE S AT H T EERE AT ) SAP
SIAHANA[ERP 5 %5 B F /G A 2 [0 a] g = AR de s Mo 28, JIF (i) mt a0 far 12 1E B8k 2 SAP
SIAHANA[ERP P55 & A T+ 2 1 1h & Ak 1R e 25 WU AR AR e a8 Pt o 5%, SR 3L D7 S8 ORI/ i 1R 7 2.

To request such Conflict Resolution Service for SAP S/4AHANA Release Upgrades, Customer shall inform
SAP in writing twelve (12) weeks in advance. In case the Features have been developed on Customer’s
system, Customer shall apply, in advance of the Conflict Resolution Service for SAP S/AHANA Release

Upgrades, the respective release of SAP S/4HANA on the non-Production System on which Conflict
Resolution Service for SAP S/AHANA Release Upgrades is to be performed.

TEVE R IL2E SAP S/4AHANA[ERP 15 45 B MR AT R SR E e IR 50, & 7 NgRr+ = (12) R LLRTE
FIBHISAP. HEER 2% LIFRIIGE, £ SAP SIAHANA[ERP 15 55 EAF A T2 1) v S v IR 5%
ZHT, B AR ST IZIR S AR RGN AR N RCAS ) SAP SIAHANA[ERP i &£ 1F].

Customer is entitled to receive the Conflict Resolution Service for SAP S/4AHANA Release Upgrades
beginning 6 months after the start of the Development Support Services.

JAEIFR SRR 7S (6) MHJE, BT 52 SAP SIAHANA[ERP 745 B AF AT 2 1 5 v Bl 45
For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
G BE L, IERA TR R A e P AR T

3.2.6 Conflict Resolution Service for SAP Hybris Commerce Product Release Upgrades
SAP Commerce ™= fis RAS T+ 27 I S A o IR 55

1.

To allow ongoing compatibility of the Features with the Base Software, Customer may request SAP to: (i)
investigate possible conflicts between the Features and subsequent product releases of SAP Hybris
Commerce that are made available for the Base Software, and (ii) to provide options and / or resolutions
on how to rectify or avoid compatibility conflicts identified by the Conflict Resolution Service for SAP Hybris
Commerce Product Release Upgrades.

N SEPLT) e S B B R R S sk, BT RAE R SAP: (i) A ThEE S AT T AL AN AT ) SAP
Commerce JG 42/ fh A 2 (B A] Be = AR e A v 58, IF (i) st IE 89 SAP Commerce 7= i i A
THER D TR S5 VU BT TR pP 2%, 3R AT SO0 ORI/ El A 1R 7 5%

To request such Conflict Resolution Service for SAP Hybris Commerce Product Release Upgrades,
Customer shall inform SAP in writing eight (8) weeks in advance.

TETE K2 SAP Commerce 7 i FRAS TH A RAR DRSS I, 25 7 Rig i J\ (8) Al Ay i J =i & SAP
Customer shall provide an English-speaking project manager to act as Customer’s point of contact for SAP.
% P R — RSB SR I H 2B AR R 5 SAP IS .

In advance of the Conflict Resolution Service for SAP Hybris Commerce Product Release Upgrades,
Customer shall ensure that the respective product release of SAP Hybris Commerce is applied on the non-
Production System on which the Conflict Resolution Service for SAP Hybris Commerce Product Release
Upgrades is to be performed.

1ERH SAP Commerce 7= S A FH2R 1 S e iR 55 22 1T, 2 P PR AE LB T 2R &5 O AEAE 7= R G BN
FAAHRRRAS ) SAP Commerce.

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
G5 S, IERA TR R AT s AR T

SAP Service Description for Innovative Business Solutions Development Support Services CHINESE (SIMPLIFIED) v.1-2018 6



3.2.7 Code Analysis (“Code Analysis”)
RS54 CURN AR “ARS 0477 D

1.

3.2.8

Customer is entitled to receive a Code Analysis session once per calendar year beginning twelve (12)
months after the start of the Development Support Services. Prior to the Code Analysis session, SAP and
Customer will agree upon the details, such as the timing, exact type and priorities of a Code Analysis based
on the tasks listed below, as well as the cooperation duties of Customer.

JREITFRSCR RS = (12) N HJE, B PEERZ R il . ST il
A, SAP 5%/t BAAH B —BUR W, e A eHk 25T OUEST (AR b i v SR AR AL S 42
LUk P RS

The Code Analysis will be carried out on portions of the Source Code which are jointly agreed with
Customer.

ARSI b S x5 5 7 3R [R ik 2 8 0 IR P T .
During Code Analysis, SAP will perform the following tasks, if applicable:
FEARKS 3T iE],  SAP NHAT LU RS CGEIEHD -

e Static code checks using SAP tools provided by the corresponding development environment (e.g., SAP
Code Inspector (SCI) checks for ABAP Source Code)

i AR RS TR AL SAP T HIUTER SRS A (Ha1, /] SAP Code Inspector (SCI) it

ABAP JEAXAD)
¢ |dentification and Documentation of:
ERPIFIEK:
o ABAP code compatibility check for SAP HANA Database with SCI
SCI Xt SAP HANA $ffi 1) ABAP AU He A P 25
o Message trends and respective analysis
MERSY =SR2 ¥V INAZ i
o) List of enhancements (e.g. User Exits, BAdIs, Appends, Implicit and Explicit Enhancement

Spots) listed by SAP Custom Code Analysis Applications tool for ABAP
EHT ABAP [ SAP H & Ui AR TRFI gL (B, M HE, BAdL 47
J& . Bt B a0 g )

o) Obsolete ABAP constructs (e.qg. listed by SCI)
I ) ABAP ity (flan, SCI IR 45 1))

o) Adoptions of new frameworks (e.g. Business Rules Framework (BRF +))
FOAEZRHR A (lan, S RUHESE (BRF +) )

o) Potential to re-use existing standard Application Programming Interfaces (APIs).

HE R FHIUAPRAEN R e sz 10 CAPD AT RENE.

At the end of a Code Analysis session, SAP will review the results with Customer. Any follow-up activities
that go beyond the scope of the Development Support Services have to be agreed separately between the
parties.

RGP M1 4R G, SAP B 5% ) —REGras R 8T RS IR T F B ] BRI 50t XU 8
MR E o

SAP expressly states that all or part of the Code Analysis session may be delivered by a certified SAP
partner acting as SAP’s subcontractor. Customer agrees to provide appropriate resources, including but

not limited to equipment, data, information, and appropriate and cooperative personnel, to facilitate the
delivery of Code Analysis hereunder.

SAP Wi H], AT LAHZIAIER] SAP SRk SAP MRy, A s o frail. %/
FRRALE L MBI, UREART RS, B BERULEEKIMENG, LB A SR i f14
o M 55 -

Such Code Analysis session needs to be used in any current calendar year and cannot be carried over into
the following calendar year.

BERARRD 0 W 2 1 e AE 24 1 H DA, AR — N H DR

Features Improvement (“Features Improvement”)
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Dheecsidt CLUR PR “DhRecsdt” )

Features Improvement is designed to help Customer receiving Development Support Services to address
improvements to the Features delivered by SAP in the respective Development Services. Customer has to
submit a requirements document to SAP clearly outlining the requirement for a Features Improvement.
Upon receipt of the request, SAP will begin to analyze the requirement and will within a reasonable period
of time inform Customer if the Features Improvement can be executed taking into consideration the
restrictions outlined below. In case the Features Improvement can be executed, SAP will provide a solution
proposal including an effort estimate (hereinafter referred to as “Realization Proposal’) to adapt the
Features. Customer shall inform SAP in writing within ten (10) working days about acceptance or rejection
of the Realization Proposal. Upon Customer’s acceptance of the Realization Proposal, SAP will realize the
Features Improvement. After completion, SAP will inform Customer about its readiness and the total effort
spent which will be deducted from the contingent as specified below for Features Improvement. A Features
Improvement is deemed accepted upon its delivery.

TR et B AR B OT R SCRFIRSS 1% 7 2502 SAP Sl AR B R IR 25 Sk I T RE . % P A Zil ] SAP 4
ACEEROCRY,  FFAE A B e B A0 DO RE S R BESK . FEURBITE RS, SAP K 73 b B K I £ & BRI IR E] 3
FRAESENZ T, EZ S LR BRE SO0 T RE S PAT IR . B REEPHAT DhReiudt, SAP Kttt — 1 asm
TAEE TS R TT AW (BURRIFR “ St ) MsutTheg. & RAE+ (100 ATAEHAE
K1 SAP R M I R SIS, SAP KSEITIRet. EFEMZ G, SAP Rk
AAENE LA ST RN A LA CAEAE T SCHTE A T OiRest  TAE A D A% . DhREctfe
AN Z I B FE S

Customer is entitled to order a maximum number of days for Features Improvement(s) per calendar year
as specified in the respective Order Form. The maximum number of days is equivalent to 10 % of the
annual fee of the Development Support Services, and may in no case exceed two hundred and fifty (250)
days. The total number of days needs to be used in any current calendar year and cannot be carried
forward or backwards into the different calendar years, between different Order Forms for Development
Support Services, or beyond the expiration of the Term (including any Renewal Terms) of Development
Support Services. Unused days do not lead to any claims, particularly no reimbursement claims, on the
side of the Customer. For the avoidance of doubt, if Development Support Services begin during a calendar
year, the amount of days for Features Improvement will be calculated on a pro-rata basis for the given
calendar year in effect.

ARAEAH N AT W b e, 2 P A BCEE DT AEAT W D e ik R B B IR . R B BRAH 2 T IR A SO IR G5 4F
FESRHR 10%, HASHET —HH+ (2500 K. BRI EAATAT S50 HENMSH, ASEEARRF BT
RN TR SRR IR BIAN R T W B 2 (Rl AT 459, GBI TR A SO IR SRR CELARAR M SR 1L
1ER. BT AT ORI B R B AT AT RIS, R R BRI . il S, A7 TR SRR IR RS
HPIEEN TR, D E 5835 H R BOR #4252 bR A A R g H DDA B B o 58

SAP shall agree with the Customer the timeframe for analyzing a request and presenting a Realization
Proposal prior to commencing any activities. The Realization Proposal will include an indicative timeline for
delivery of the Features Improvement which will take resource availability and existing delivery

commitments into account. Once the Customer has accepted the Realization Proposal, SAP will start
activities and realize the Features Improvement in a timely manner.

FESHIRAETIE B Z 1T, SAP N5 % A7 5E 70 A il SRR H SEBUE A I (D HEZR o SIS 1305 B 15
DIRECSCHE A FE 7R 1 S I )2, I 8] 80 78 932 FE B U AT FI AN 2 mT AU SSA A i . — B2 P e St Bl
WA, SAP NE FITURATENIF K SEBL T e it -

Customer understands the following restrictions and accepts that SAP may reject a request submitted by
Customer if:

ST RCL T IR AE DU SO T, SAP Al e B2 % SR IR K -
(i) the request is not related to the delivered Features; or
RGP DIRE TR B
(i) it cannot be realized due to technical or other limitations or constraints; or
T B B AR PR B A R TR SEIE R B
(iii) it exceeds the remaining number of days for Features Improvement in the current calendar year; or

TR 2 H H P34 A ShRE esct ORI A R B
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(iv) it exceeds the reasonable delivery capacity of SAP’s internal support team for the remaining period of
time in the current calendar year.

TR SAP PYERSCHRFIBAAE 24 1T H 5748 1 3R 4% J 1) P9 T HL 4% ) S B A A g

5. For the avoidance of doubt, for any request submitted by Customer that goes beyond the scope of Features
Improvement as defined herein, SAP and Customer may negotiate a separate agreement.

NG E SC, X% 7 B R R AR SRS BT S SR D RECSCE v L AR AT SR, SAP 520 R S AT VR IR ML

3.2.9 Development Support Services Delivery Management

3.3

4

TFR SRR AT B
SAP will nominate a Development Support Services Delivery Manager (“Delivery Manager”). The Development
Support Services Delivery Manager will perform the following tasks:

SAP KR E — HIT AL MRS AT 23 (LURTRIRR “SATRBE” ) o TR SRR ST 2 BT LA R AESS

1. Serve as a single point of contact for Customer related to Development Support Services and plan
Development Support Services activities.

VBN VA IR SR IR MG LI ME— R E% 51, JFh 8 T AR S5 iE h TRl

2. Set up and manage the Customer's message component and associated message queue(s).
L NE TR P R B AR ORI BB

3. Manage SAP’s internal support team assigned to provide Development Support Services under the Order
Form.

PN SRAT I B IGN BT A SCHFIRSS T HR IR SAP 8 SCHF 1 BA
4. Provide periodic status on topics related to Development Support Services (e.g. report on Customer's
support messages; provide status on Development Support Services).
SE MR BETT R SRR IR MR ERHPIRAE (BN, R P ISCRRE R M RITAR SR IR S PR
5. Plan jointly with the Customer upcoming events (e.g. rollouts, go lives, etc.) that may impact the Features
developed under the respective Development Services.
5% LRI AT B8 26 FH ORI R IR 553 Bl A T R B T RE - AR S R & sl (i an, 4. BZREESE) .
6. Discuss the impact of future implementation strategy of the Customer's roadmap on the Features
developed under the respective Development Services.
PR P % A P 8 2R SR ST SR ol A S T R IR 453 B N T R R DT P 7™ A RO R M
7. Discuss with Customer how to address messages that cannot be categorized as a defect with respect to
the Features developed under the respective Development Services.

5% P R A gt 5 TR IR S5 VE I T R B DI REA SRR TSN BREE R S

Support Backbone (“Support Backbone”)
XHEFHRM (BAFRR “SCHREH” )

Support Backbone consists of the following:

SCRPZEA AR DL R & 300
1. SAP Service Marketplace or the then current support infrastructure, which SAP makes available for its

partners and customers.
SAP Service Marketplace 2 SAP Jy& E Ak FEAN 2 77 5 A A Ji I A R ) SRR SE A 244

2. SAP Notes on the SAP Service Marketplace, which describe software malfunctions and contain the
information on how to remedy, avoid and/or bypass such malfunctions. The SAP Service Marketplace also
contains SAP Notes created by third parties that have not been released by SAP. Customer is responsible
for reviewing all SAP Notes for plausibility before using them in any live operation or Production System.
SAP Service Marketplace Fff] SAP Notes, HTHid#fFukls, WEACUFMEIE. 5/ EH7 1E H B
PRI (S S . SAP Service Marketplace Hid 5 SAP A A 1. HEE =702 1] SAP Notes. &
JESEBRiE I BAE A RGP FIVER AT, NAZSERTH SAP IR & BLE.

3. SAP Note Assistant is a tool to install specific corrections and improvements to certain SAP components.
SAP EREINTF, —FiH %35 SAP AR & IE Al Sudk it T A .

PRECONDITIONS
pirti A
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4.1

4.2

It is a prerequisite for the provision of the Development Support Services that a Base Support Agreement is in
force for the Base Software and that Customer is current on its support fee payments under the Base Support
Agreement.

FEMETT A SRR HIRTIRAFA R, B0 FERRAR AT 2T FER SR DI, I HLA AR R Al SRR U I AN S
P

In order to receive the Development Support Services as described herein, Customer shall fulfill the following
requirements:

ﬁ%qézZKﬂéﬁﬁl_E’ﬁFﬁﬂzhﬁﬁ% IRV PV
Continue to pay all fees in accordance with the respective Development Support Services and Base Support
Agreement.

AT ST A S AR 55 ARk SCRFIM,  FFESIA T 22

2. Otherwise fulffill its obligations hereunder as well as those contained for Development Support Services in
the respective Order Form, and those of the Base Support Agreement.

JEAT HAEA ST I 1) S35 LA RSN BRI VT I B SR i 55 R 1R S 55 AR S R B30 B 1R LS5

3. Provide and maintain remote access via a technical standard procedure as defined by SAP and grant SAP
all necessary authorizations, in particular for problem analysis as part of message handling. Customer shall
grant such remote access without restriction regarding the nationality of the SAP employee(s) who process
support messages or the country in which they are located. Customer acknowledges that failure to grant full
access may lead to delays in message handling and the provision of corrections, or may render SAP unable
to provide help in an efficient manner.

WL SAP & U HEARBRERE P S HERI e3P fE v W), FFRRERET XV B AC B FE R R B A, 171 SAP $% T
T BERIBR . 27 Nz TR FE U AR, FEXT AN EESZ REVH B SAP 53 T [ 4 sl H B 7 1) [ /b
X ARSI BN, REZT 584 U7 M BR AT BE 2 2B 5 A AL BURD B T4 it (3 41k, BREUE SAP ik
AR BETS B

4. Ensure that the necessary software components for the Development Support Services have been installed.
For more details, see SAP Note 91488.

R CL 3G T R SRR SS b T3 At LA . TS S I SAP 5% 91488,

5. All support messages shall be transmitted to SAP, via the then current SAP support infrastructure made
available to Customer by SAP from time to time, using the message-component as defined by SAP for the
applicable Features. Customer will be notified of the message-component in writing upon acceptance of the
Features. Customer’s failure to assign a support message concerning the Features to the correct message-
component may delay SAP’s response to the support message.

FITAT SCRFH B NAEH] SAP %ﬂﬂ‘iﬁﬂﬂlﬂ EE CHITH R AL, 18I SAP AN [a) 7% 7 SR AL I Jm I 58T i) SAP 3¢
FrRA SR ey SAP. fESRIRINREZ G, SAP X DL 2 Jne J M SRR S 4LE . s R BEXSAT 5%
THREMISCHFH 2 73 Be B IR 1 2410, ATRE 2 350 SAP IR W N SCFRHH S

6. Support messages must be in English.
P& NSV S i P

7. In the support message, Customer shall describe how the defect manifests and, in some cases, Customer
may have to demonstrate the defect. Customer shall help SAP analyze the defect and shall support SAP in
providing the Development Support Services. For these tasks, Customer shall deploy Customer’s own
employees if necessary.

B AR SCHFTH B A R SR I K R DU AEICEEE LT, B IR NIRRT . 2 N Bl SAP 23 sk i JF
Xt SAP BT A SCR IS5 45 T 30 FF . NPT LIRSS, B NAE BN R T i B

8. Customer shall make available to SAP all documents concerning any alterations and enhancements made
by or for the Customer (e.g. Modifications or Add-Ons) that may help in the analysis of the defect. Customer
shall also keep suitable and up-to-date records of those alterations and enhancements, and give SAP access
to them when necessary.

NN SAP SRBERT SR BT A H BRI I SO, Herbil Rt B s P AT AR A BE A 5 (e
BB RRALIE) o BRI PR B X AT BENIHE 9 (AR DS IROB I 3%,  JRAE A B SR VE SAP Vi i SRR

9. Unless otherwise stated herein, and under the condition that an SAP Solution Manager Enterprise Edition is
available to Customer under the Base Support Agreement, the SAP Solution Manager Enterprise Edition will
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be used for the delivery of all Development Support Services. Under Development Support Services, the
right to use SAP Solution Manager Enterprise Edition is limited only to the Features, and it is subject to the
pertinent terms and conditions of the Base Support Agreement. Therefore, Customer shall fulfill the following
obligations:

BRAEA S A e, B IMERTER S RO 7 #4E SAP Solution Manager ({0 [fifk /7 =& H

ANV RIS LR, K8 SAP Solution Manager (4R [ e 7 2258 7 8% Al i [ B At B T R SCHR AR

%o EIFRIZFEARS T, SAP Solution Manager (ASMEAR) [ffEH 5 258 FE 28 A\ i K45 BRI PR T Th &,

32 B SR A RN A IR . Rl & RJBAT AT 55

1. Have installed, configured and be using productively an SAP Solution Manager Enterprise Edition
Software system, with the latest patch levels for Basis, ABAP and the latest SAP Solution Manager
Enterprise Edition support packages in accordance with the terms and conditions of the Base Support
Agreement.

WP LR ST RFO S 2RI 261, 527 Basis. ABAP FIBGHT#N T 243 FIEGHT ) SAP Solution
Manager (fMLiR) TR SAP Solution Manager (fMViR) %ok R4i 00225 . Bl E BASUEH .

2. Establish a connection between Customer’s SAP Solution Manager Enterprise Edition and SAP, and
a connection between the Features and Customer’'s SAP Solution Manager Enterprise Edition.
Customer shall maintain the solution landscape in Customer's SAP Solution Manager Enterprise
Edition for all Production Systems and systems connected to the Production Systems. Customer shall
maintain the Base Software and the Features in Customer’s SAP Solution Manager Enterprise Edition
at least for the Production Systems. Customer shall document any implementation or upgrade projects
in Customer’s SAP Solution Manager Enterprise Edition.

7E% F1If) SAP Solution Manager (40VAR) 5 SAP Z 18] LK Thfig 5% /1 ) SAP Solution Manager (
WMV Z (RS ERE . % 7 RAEE S SAP Solution Manager (VR Fr4idr i 477 2400
547 ZGUMER KRG NIRRT FAT R .. & NAEH SR SAP Solution Manager (4R Hra/bhy
HE PR R G R AR AT RE . & NAE H 2 SAP Solution Manager (ASMVRRD  Hd AT A] Szt 5
THEIH .

3. To fully enable and activate the SAP Solution Manager Enterprise Edition, Customer shall adhere to
the applicable documentation.

N5E4s A FHANEGE SAP Solution Manager (AR %7 NGB IE FH Y SCRY
10. In the event an SAP Solution Manager Enterprise Edition is not available to Customer under the Base
Support Agreement, Customer shall provide SAP, without undue delay, written notice of each installation of
the Features (i.e. at least type/model and serial number and location of each computer on which the Features
are installed). Such notice is to be sent to the respective SAP contract department.

T TR R AL S B TR ) SAP Solution Manager (VAR 5 27 R S7 Bk T RE ) 22285 175 10
] SAP AT (B2 DR de 7O G 1R R SR 905 AL E) o Sl AN K
EEMBL SAP A HERT.

11. Customer undertakes to inform SAP, without undue delay, of any changes to Customer’s installations on
which the Features were installed and all other information relevant to the use of the Features.

TR SO IEET SAP A7 RINFE LR ITE I B 2 2R B AR T2 5 DL S DI RE O P A SR K i A Ee s
H

i o

12. SAP shall be entitled to periodically monitor: (i) the correctness of the information provided by the Customer,
and (ii) that Customer’s use of the Solution Manager Enterprise Edition is in accordance with the rights,
duties, and restrictions set out hereunder and in the respective Order Form.

SAP HAUE I E () 27 B tias BROAERTE: (i) 257 /2 S 1= BRSO AR SS 1T I b ik iR L 5%
FHPR #1485 ] SAP Solution Manager (Vi) .
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51

5.2

53

54

TERM AND TERMINATION
HAPRANZ R

Development Support Services begin with last acceptance of the Features delivered under the respective
Development Services and will be provided until the end of the following calendar year (“Initial Term”). After the
Initial Term, Development Support Services shall renew at the beginning of each calendar year for the subsequent
one-year period (each a “Renewal Term”).

TR S W 35 IS SOR ISE BRI T A W55 52 AN BB J — BN RE 2 HUTAR, JFRPEEEITT — A H DRSS R (BURRRR “ 4]
GRHIRR” ) o WIHGIIBRETHG , JFRSCRFIRSS NAERE G5 — > H DRI AR I S a) CRe—F 9 —A4> “SEAi
7o

Development Support Services always extend to the full scope of the Features as delivered by SAP under the
respective Development Services; Customer must always have the respective Development Services fully
covered by the Development Support Services (especially all Features, all partial deliveries) or must terminate
Development Support Services completely. Partial termination is not permitted.

TFR S IR G5 9 25 s SAP 3B I AN BT AR 55 AT IDH RE Y A= v il s 2 A 2 ORAR . (T 8 e 55 8 4k T
TR SCF RS HITEE 2 A CReA R T DHRELA BT - ST WA B SE R 21 EJT R SCHF IR SS « AN FRVFER 2%
1k,

Development Support Services may be terminated by either party with three (3) months’ written notice prior to
the end of the Initial Term and of each Renewal Term. Notwithstanding the foregoing, SAP may especially
terminate the Development Support Services after one (1) month’s written notice to Customer of Customer’s
failure to pay Development Support Services fees due under the respective Order Form.

AR — 5 S AT AERT AR BARR LA B AN AR i i = (3D AN H BART @ A i R b R SCRFIR S . AT
BIE, SAP AT ESTIH RN )7 HR BERIEAR ST M SIS AL RS S — (1) DN HZ R IEIF R SR
55 -

Notwithstanding the foregoing, Development Support Services will end automatically on the same date as
Mainstream Maintenance or Extended Maintenance (provided Customer has subscribed to Extended
Maintenance) for the Base Software ends (as Mainstream Maintenance and Extended Maintenance are defined
in SAP’s Release Strategy Document at https://support.sap.com/releasestrateqgy).

REA e, TR SCEIR S AN A SE R AR 1) ey oy R 4Ed (arst e g oy B4y (g
PR EYEY LA T UL R AL B ) SAP KAT RIS CRY:  https://support.sap.com/releasestrateqy) #1Fk2 H Hzh#&
1k
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