SAP Service Description

SAP %5

Innovative Business Solutions Development Support Services
Innovative Business Solutions BE& 7 iEIR%

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.

$HH{4 Innovative Business Solutions BA#EARH (L TGRS T BASEIRTS | ) FrBASENIACT 2 DhAE - SAP (RETHEEAE
f2fit Innovative Business Solutions F#s Sz &Mk 1 (UL TR T BASE SR L ) -

1 DEFINITIONS
HE TR
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.
PEARERRE ) (GFETE(E B %~ SE SN LUE SR - B[R LUAE H R 2245 Bi(E FHTNRE . SAP B - B
ARRHG AN B 28 SRR BUSHE - IS /H S5/ NS LS. -

2. “Base Support Agreement” means the agreement for support services that is in force for the Base Software
between Customer and SAP.

FEATTEREY ) HRIEE S8 SAP s ToT HHERATRE A 2 SRR &4y -

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.

M EiEsEL | (215 4C5Us5 Y Customer Center of Expertise (TFf% " Customer COE | ) » sk 4% 573511y
Customer Competence Center (T "CCC ) » si& P AEZOKBR RIRFHIA T - $1¥f Customer COE
8¢ CCC - JEMMAA LA LINIMHRR R EL R - ERaE Customer COE & CCC » RIZHH#E = IEHE 750
5] SAP ERIHAREZORRESE SRIRBE T -

4. “Features” means the SAP software functionality developed and provided as part of the respective
Development Services.

"IhRE ) AIEACRHE IR AL E R (EIBH 3 RS — B0 1Y SAP BRASIIAE

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.

TEER ) (WELAE R RR DhRE SR B P BRIV BN Za4R

6. “Source Code” means the output of the technical development of the Features delivered under the
respective Development Services.

IRABRERES ) (I Al B S AR5 S ThRE Z Beftah St 2 -

2 SERVICE APPROACH
585 Wae

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.

[ 52 S R 5 [ 1 180 1 B 2 AR 5 < SR B S R o i iE ARV A ARSI E © BEAN » AR U7 25 T ALEEE ¢

BT IR RN B R IR ARA A, - BF RSB IEEA R SAP 24t 288 A% SAP Standard Support =X
SAP Enterprise Support fY%& F - BZET IR ATIMEE RN E SAP 24525 B SAP Product Support for
Large Enterprises (PSLE %) (Y& F -
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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.
IR TR S5 RAVAARHUG R P SR UER S SR IR BAGHEE - 55 3.2 RAUE IR HER Z SR E
afl ©
Base Software SAP Business Suite, SAP S/4 HANA, SAP Hybris
FoREREE including SAP Add- including SAP Add- | Commerce

ons ons

SAP Business Suite > | SAP S/4 HANA » &

BIFE SAP FnTTH & SAP [t
Support model for Full Large Full Large Full Large
Development Support Edition Enterprise | Edition | Enterprise | Edition Enterprise
Services SEEEAR REIPZE SEEEAR | RBIESE | SBEERK KRB
BT S SHRIR T < SRR
Service
A%
Message Handling (see X X X X X X

description in section 3.2.1)
AE R (FE2RI56 3.2.1 fRATIL
)

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 ILE(F K SAP ST iEHES
(SSP & SSS) iz iR (
A2 RB 3.2.2 fRfil)

Conflict Resolution Service for X X
SAP Enhancement Packages
(see description in section 3.2.3)
SAP W REM 2 EZE AR (
SHSBIE 3.2.3 (&)

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

SAP Djge &M K SAP TIREEM:
Hef (SFP & SFPS) . iEfif
¥ (G525 3.2.4 fRATIL)

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

SAP S/4AHANA RRAST &) > ffiT2&
fR s (FESRIEE 3.2.5 ATl
)

Conflict Resolution Service for X X
SAP Hybris Commerce Product
Release Upgrades (see
description in section 3.2.6)
SAP Hybris Commerce ZE Al
Kt Eoef iR GESR
5 3.2.6 i)
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Code Analysis (see description X X
in section 3.2.7)

AT GR2RIE 3.2.7 /AT
)

Features Improvement (see X X X X
description in section 3.2.8)

heEE (F2h% 3.2.8 fRATiL
)

Development Support Services X X X
Delivery Management (see
description in section 3.2.9)
S IR E T B2
% 3.2.9 {RRATiD)

3.1

3.1.1

3.1.2

3.1.3

3.14

3.1.5

DEVELOPMENT SUPPORT SERVICES
ik &7 0

General Provisions

—fikfik

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 S PR AR Z SR ELE ST DIRE AT Ky o SAP (RIBASCHREHE 2 Bss S iR AR i » 9B HERE I E 2 Ara
HoAth SAP §iES -

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.

ST ThAS 2 DhREFR L FA S SR IRTS - & P VARECR SAP (RIBA SR Z FrARH S S s (B0 © 4RifSEE
ik ~ EHitE ) BEE B KFERZEIIEE -

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.

HOAER 7 280 ERRSTIRE - RIASSC B 38 SR I TR e % P HR HEDIRE 2 % P IR AR 24 Bt - A &8
R BRI =5 68 B 38 SR R % P A A S ik - B REORIE S — (B P RZEA ZE 24 b - [aFiBE# P iR AL 3
ARG 0 H SAP JRSEEILEK

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

RRbrEes - FRESEE T AHAE LG EEMRMI IS SHRRT -

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.

WA S IR BS A | SEAHRR SR Z HEECUE 55 MBS ARG S TR 1T BRI R LB AT iR ThAE
GRS SR ARTS © 5 FTRELMEIRF A F 3 2800 S A RHEET AR B STV RRCAS » A REESHH 48 AR IR -

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.

5 S PR A s 2 B AL ARSI PR IS A1 5 T B Pkl o ot 2 S ] - ELAE IR T M SR 15 T B P 5 D RE L
RS 2 % iRl -
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3.2

3.2.1

3.2.2

3.2.3

Scope of the Development Support Services

PR SRR

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

SAP (B ERIBHS AR AT ZIhRE - 1Rk FHIBHSESHRARTS -

Message Handling (“Message Handling”)
SRR (T EEERE ) )

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.

EE P EIEEIEETER - SAP SR - Pk sC sz R n % - B PRIESHE - 225 SR FRE EE
Ry SAP FRELHY AL EREANNE o X PISMEIFEIA SRR - FrA SRR RER A& - AT RER I
TR AARES -

SAP will provide:
SAP JEFZ{E :

1. Support Message Handling for problems related to the Features.
ST TREAR BRI S R S iR B R -
2. Coding corrections or patches (such as an altered program not reproducing the referenced malfunction),

workaround solutions, or action plans.

&l S - ERITE (B140 © A & SR REORAY S i) - SR e f i R 5 e TEhE T -

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).

E AR 7 280 ERASTIRE - SAP (S thaztige < SR BN (AR HIR AR BT~ RS A
FLONEIEER) -

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

SAP SZHRE K SAP ST PEMES: 2 EZefi % (T8 T SSP Bl SSS Z fZefii s 4 )

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.

H RHEDRE RS FHEME - R EK SAP TUUT LAE ¢ () $HEThRE AR EAT IS RE T H ~
SAP SZHRE(H SAP SRR - JHEHPREOHEAVEMEESE 5 (i) $HEUEEIESGEE T SSP Bl SSS 7 fif
ZfifE AR A P E A 2 M M 28 » PR BLEETARN | BTk -

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 & SSS is to be performed.

EHACOKAHIRE SSP Bl SSS I IR - P IESESLIE AL/ (8) HATHEAI SAP < EHLAER S
Z8 LRSS TIRE - B PIEERFET SSP Bl SSS  lZe i IS R E A& L SeERI(ER] SAP IH%
EMFE SAP ZiRHe® - FHEH SSP 1 SSS B Zefi iR -

3. For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
RERREER - BB ARG TEE T4 -

Conflict Resolution Service for SAP Enhancement Packages (“Conflict Resolution Service for EnP”)

SAP désRE: 2 EZefE s (T8 T EnP MZehiRss | )

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
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EhP.

5 R{EDNRE B ARG FHEME - B R20K SAP BfTRU N LAE ¢ () $H¥ThRE UREATEG R "~
SAP HéseEM: - FEHETIEOF A EHEIEEZE ; (i) $HEAAIEIEsG % EhP EZEf B
THAVEEZE - $RELEEER | SR TTk -

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.

EEEKRATR SAP EhP EIZE AR - F R ESELLFEGRE T (12) BATEK SAP - HEAEZF &
& BRI ThAE - B PIEALR#TT SAP EnP EZE IR IR EE RS L > SeERIEH] SAP H5REM > &
EH SAP EhP {EZEf# R iRes -

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

ETEHtRAEE SRR % 6 (HHE - & P HAMEIES SAP EhP BZefiR s

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.

RRbREER - P AR A TEE T -

3.2.4 Conflict Resolution Service for SAP Feature Packages and SAP Feature Package Stacks (“Conflict Resolution
Service for SFP & SFPS”)
SAP DiseEff K SAP TReE(F B > Eoefii ik (TH% T SFP Bl SFPS 7 EZefii ik | )

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.

H E(EDIRE LA ARG RIS - B RE0K SAP fTLU N IAE ¢ () $H¥ThRE URAARREG R4 7 2
SAP TNREEMFI] SAP ThRsE(HEE - & BT EOFEABEAEEMEZE ; (i) sHEfE s SFP
Bl SFPS 7 [EZEff iR B P el 2 A A T 2E - $RELEETAM | B RTT0E5 -

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.

EEER KR SFP 81 SFPS ZflZefi i ik s - & FESELIFE T RAET— (12) BAT#EHA SAP - HEAE
K F LR FBIRETHEE - BT FEEEGET SFP Bl SFPS  EZei iR SIEEEE 24 b o S H{ER] SAP
TIREEMFEL SAP TIREE(HE: - FFEH] SFP Bl SFPS 2 ik 7% -

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.

RRbREER - FP AR AT TEE T -

3.2.5 Conflict Resolution Service for SAP S/4HANA Release Upgrades
SAP S/IAHANA RATR 2 T2 fidgi L s

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 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.

H E(EDIRE LA ARG RIS - B RE0K SAP fTLU N IAE ¢ () $H¥ITheRE LRI R4 7 2
SAP S/AHANA - Ji# Hr 2 S A IR 2 A MEETZE 5 (i) St EIEES@E e SAP SIAHANA RiAT
S ErZE i e s e B AB S (B 28 - FR AL BRI/ B 70k -

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.

YL ORAIBE SAP SIAHANA FRCATHR 2 lirzefi ik % - & PESE S ER THE T (12) HuiEAl
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SAP « HCAER 7 24 FHIEIIEE » & FIEIDRIET SAP SIAHANA RUATHER > ErZe it AR nIIRA- 2 £
&L > SEH SAP SIAHANA {EBISE ThRAS » FFEH SAP SIAHANA RUASTH 2 s i i 5 -

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

ETEHthHE R IRIS1% 6 ([HHRE - =PRSS SAP SIAHANA RRATHAR Z EZEf AR -

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
RyebREesR - EPAREREAATEIETEE T4 -

3.2.6 Conflict Resolution Service for SAP Hybris Commerce Product Release Upgrades
SAP Hybris Commerce 7 quhiiA T4k > e LAk

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.

G R B ATIGFHEM S - FPEEK SAP SITEU TN IME © () $tEIIRELI ARG RE T HZ
SAP Hybris Commerce » & HFE2EFAEAEEZE 5 (i) sE{MEEE#E % SAP Hybris Commerce
PEnuhRAT 4R Z B2 B e R Z A M 28 o SRR B 575 -

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

5 EA KA SAP Hybris Commerce & fmiRANT 48 2 BTZE i iR » & P IESRSeLAE H 7 =075/ (8) R
WA SAP o

Customer shall provide an English-speaking project manager to act as Customer’s point of contact for
SAP.

e B SeaE R mAE ) < B » LR IS SAP HURRA&E T -

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.

P EAERITT SAP Hybris Commerce Eamhii AT M40 2 Eizefi AR s IR EEE 2% b fEpRISEH] SAP
Hybris Commerce {5172 n > FFEH] SAP Hybris Commerce & i AT 145 2 T ZE AR s

For the avoidance of doubt, it is Customer’s responsibility to properly upgrade the Base Software.
RERREER - B ABOREATES I TEE T4 -

3.2.7 Code Analysis (“Code Analysis”)
RS (TR T2 )

1.

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.

LR R - (12) (B ERE - 2 B M B A R e Rt B A T (RS - e
AT TAEF&GELRT - SAP K& = HERSGE & TRAHET » B0 © DUT ATy BRI R ~ MEDIEEY - 1205004
BRIER - DIREF ZEFREE -

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

sl PR ELE 2 BRI ) o B TR -

During Code Analysis, SAP will perform the following tasks, if applicable:
FEEE T HARIA - SAP JEBT NAILIE (#EH)

e Static code checks using SAP tools provided by the corresponding development environment (e.g.,
SAP Code Inspector (SCI) checks for ABAP Source Code)
{E RS S ERFRHER IR ATt 2 SAP TR » TR EiEaUlia & /e (B : A ABAP JFiafE
52 SAP =i inkues (SCI) fatr)

¢ Identification and Documentation of:

sHNGECER L N E ¢
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o ABAP code compatibility check for SAP HANA Database with SCI
/] SCI ¥ SAP HANA &l EET ABAP 2= H & MEfnds

o Message trends and respective analysis
USSR E R A
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
SAP HETHEAEE I HTE RSt ABAP Frbl| 2 BE58TH HIEER (140 : User Exit ~ BAdI ~ [l
» BERM AR RS R EE)
o Obsolete ABAP constructs (e.qg. listed by SCI)
TEREHY ABAP A (141 © 1 SCI Fir¥1I)
o Adoptions of new frameworks (e.g. Business Rules Framework (BRF +))
PRATETAERE (D10« SEBHRIZEE (BRF +))
o Potential to re-use existing standard Application Programming Interfaces (APIs).

] RE & EEH (E A B A B FE AR (BR S i (API) ©

4. 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.
FEREE T LIEPEER4S R1% - SAP JEHELKF —[EIMRBI&E R © &7 H S T4 E BB 8% S i Ik s & 2 Fiy
HI&EEH) -

5. 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 HAREFRISFHEEREEEN SAP S1EFAELL SAP R & /e tATA S o 2 =CiE i TAERSES - &%
FRBRAAEENER (BEREARRRGE - & ERUIEENEEAR) » DB A 2 122
I3 o

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

¥ AR AT AR EE 2 (6 AR E AT H BN - SRR 2 T —(E HEHERE -

3.2.8 Features Improvement (“Features Improvement”)

TheeeE (M T DhREGE | )

1. 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.
THEEE B LB FTHUSBR S SRR B HIE S - $t¥ SAP TE(E RIS % T A (I ThRE IR e - &Pk
TR R R OLHHE2C%G SAP » BUIHIIEEIE 2 /5K © SAP JEEUEIRE RIZFHIE TERK - WER SHEEARIA
A PRI N ARG NI TIREICE RS © 5 il TIhRECGE . - SAP JEIRALEIETRG TIFEARY
i EERE (UNEE T EITESES ) DI RE - KRELET (10) EILEEA - AEm T EA
SAP [FIEEEEH 2 ETESRE - —HXFESHETHERE - SAP JERIETTIIRENZEE < (FETRHE
SAP JERINREE R Z Bk EME Z B TFRMAE - i LIFEI0E S & sh e e a7y ks -
HREERE— 4T - B R EREE -

2. 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
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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.

F AR T EATESESTIES HE FE 2R E R LR - a2 RECEIREFE 10 % HIFEH L
TGS - BASEEE AT (250) K - AIBHARBIER EME /T HE FEME - BRI FTEE
TR AEA HEF - A EIRVBHS SRR TR - sih B s SRR EAR] (R & EmI8a4yair) EmfeEm -
RAREAREIE REFRIEERR CHERRIEE) WK - Bilrses » SRR E—HE
FhasatRdt - RIERZ A H B ORI RIIRESEII RS -

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.

SAP JEELE Fipa s KU R BRiG S E A BT F AR el - ET RS EE S TR
SN e RRER - BEEREREFRASEEASR (&S - —BEEFERZETEREZINE -
SAP [ETLHIFRAATEEN EI TR F 5 -

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

Z IR NYIRE] - W2 SAP N HIEILIMTEE R P 2 55K

(i) the request is not related to the delivered Features; or
A KBS Z TREHERE 5 =X

(ii) it cannot be realized due to technical or other limitations or constraints; or

HA R s A SR PR BRI M A B T35 K =

(iii) it exceeds the remaining number of days for Features Improvement in the current calendar year; or

A E AT H S R P IhRE S B RE S =

(iv) it exceeds the reasonable delivery capacity of SAP’s internal support team for the remaining period of
time in the current calendar year.

i SAP B S IR EIRAE & A HIEF L 2 FeR IS GBS 2 Re D E] -

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.

R RPREER - EF PRI KB ASCER ZRESGEHIE - SAP B B35 Tira 25 ik

3.2.9 Development Support Services Delivery Management

PSSR ST E

SAP will nominate a Development Support Services Delivery Manager (“Delivery Manager”). The Development
Support Services Delivery Manager will perform the following tasks:
SAP [EFSERH S SCEMR B ST ECH (T8 T A48 ) ) BRa STIRIRs SC N SRR B AT R AT *

1.

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

PHEFRS RIS AR S e - AEEEREE PRV ST O Wat BB SRS E) -

Set up and manage the Customer's message component and associated message queue(s).

S EVE R P 2 s T LSRR F

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

EHLERATIRESTIERIR MR SR RE < SAP WESHEEIX -

Provide periodic status on topics related to Development Support Services (e.g. report on Customer's
support messages; provide status on Development Support Services).

TE MR AR 8 SR IRt EREIRRE (P40 © Hrdr & PRYSHERNE, © fR RS SRR B HIIRGE) -

Plan jointly with the Customer upcoming events (e.g. rollouts, go lives, etc.) that may impact the Features
developed under the respective Development Services.

B 5 3 R A A ] R S B S s PR3 2 Thie S 2 BEROTRIT G & (140 « 5877 ~ IEUBUHS) -

SAP Service Description for Innovative Business Solutions Development Support Services CHINESE (TRADITIONAL) v.1-2018 8



3.3

4.1

4.2

6. Discuss the impact of future implementation strategy of the Customer's roadmap on the Features
developed under the respective Development Services.
SHEHIB (8 A AR A P S 2 Thie » S1amtHRA % P EEE R R B SRS A2 2 -

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.

SR (E IR S MRS FIBRSE 2 THAE - BLE P am il (e B AR S Ry A AR e 2 51UE -

Support Backbone (“Support Backbone”)
SCERECREAAE (T8 T STERERRAE ) )

Support Backbone consists of the following:

SRR M YIEE ¢

1. SAP Service Marketplace or the then current support infrastructure, which SAP makes available for its
partners and customers.

SAP B HE(EM B S 2t SAP Service Marketplace BT ScHE AR -

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 1y SAP Notes €t HHHGHIENS I - AFR AR ~ [ R0/ s A4
737% - SAP Service Marketplace 7NVEL &S = AT 1L H A H SAP #8717 SAP Notes - & F1{F# SAP
Notes HIEFRHE(F a4 2 24071 - TEETIREIFTA SAP Notes HYRJ{EE -

3. SAP Note Assistant is a tool to install specific corrections and improvements to certain SAP components.

SAP FEECBER A —E R E FIEMCE IR L2 25 E SAP JTF LA -

PRECONDITIONS

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.

FEBEBH SRR < S ki FENEA IR G IHEATR B AR > DURE P HAIEEA SR S 4TS A
REM -

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

Fo S ASC Pl 2 B s& 2 i s - & P REme MYIZEM:

1. Continue to pay all fees in accordance with the respective Development Support Services and Base
Support Agreement.
WA 1 BR 3% SRR S BLEASR S 4 ZHUE - FHESI TR S -

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.

ERFERIFAEN - AVABTTASORE 2855 > DU RIETHE R o B8 SR s SR A S PR S 4T 2 3675

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.
X SAP JE £ Z TR FrAe Bl 4 Bl HUHE - [ERHZ T SAP PR LEHERR - T HZ SR E A
Iy o P IESRER T R BB EUEIR - HINEE ISR SAP BT NS IRHIHEBIFEEAT1EE
KM - FFHEAR 5 HARIZ T oo BRI HUERR - RATRE & e sl SR #E S IEMRSE - Bl SAP fLDIA
ORI BB -
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4. Ensure that the necessary software components for the Development Support Services have been
installed. For more details, see SAP Note 91488.
R RS SRR B TR LTI - A0TSR EEN - 5525 SAP FEEC 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 conceming the Features to the correct
message-component may delay SAP’s response to the support message.

FE[EF SAP $tERITHREFTE R ZERETTHF - BIBH K PRI SAP Sl K HRETRAE - BN ATA X
NS i SAP - HSENEBRIRERIERNE T2 EHEA © 5% P AR REH R SR SEIR
FIEMEREETCH - ATRE A2 SAP JEE [ E RS -

6. Support messages must be in English.
B I SOUEIE g

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.

% PEE SR PR B RE U B T FEE BT » B AT RE ARG - % FIERE) SAP
IIfriRbe o WEHESZEE SAP FRHEBHS SRR - BINELER > FFERFENEESET -

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.

&5 P Ry B R P T Z AR S SRS 58 (B0 - EEEI T » AR B AR - & FIER SAP
FROLFTA BLEARRE 2 S0 - &P EIRF MR & S sk ek B OIS - WPRE R AVACERNE - DU D S
SAP FHL °

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 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:
PRASCSTARUE » WANE PIREAS IR EXIREHUS SAP Solution Manager (1:3ERR) Bf 2 R4 - SAP
Solution Manager ({3EHR) FEFI AT A B 28 S BRIk 2 SX1T « (R4 5A 38 iR R % Z #%E - SAP Solution
Manager (fx3Ehk) Z(E FIRERMERIATIRE - 132 FIRAS P S UMHBR R R 2 A # - (AL - & P IEETT
AR

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.

REAR TR A 2 R B » T2e8E ~ S E I IEEZE A SAP Solution Manager (13hR)
RS 240 > IS 25N & Basis IUEHEMitE=\ - ABAP LLf SAP Solution Manager (1R3£HR)
W RE: -

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.
AT 2 SAP Solution Manager (1h38hk) B SAP ZfEHVEAR - DURIIREEIZ 22 SAP
Solution Manager ({:3E/R) 2 RIHVELR o 2 58 Ryl A AL 7 B 40 BOBAR AR FE R4 2% » s
SAP Solution Manager ({:3€HR) HEIEITTZEANE - F P 2/ DB RAE L4 - 485 SAP Solution
Manager ({:3EhR) FHYEAIEGHIZHEE - % FIESCER H SAP Solution Manager (1b3EhR) FAYAEfalE
BEIHHEE -
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5.1

5.2

53

5.4

3. To fully enable and activate the SAP Solution Manager Enterprise Edition, Customer shall adhere to
the applicable documentation.
FoR e BERI LRI ED SAP Solution Manager (1238hR) - & FREEEEF S FAZE -

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.
ERIREAS LB ERZ P2 SAP Solution Manager (f3EHR) » Rl P IER R 22 DIRERT LAE 1 5 Ui
%1 SAP (JRRNSHEHFEISEATIRE 2 IS - B/ VIRHt L B S RIAYSR L PSRRI E) » NSNS EIE - #
LRI EER(E ] SAP GLYEFT -

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.
% P ECRThRE < LRI K DhRE < PR EAAERA R &S A (R 8 5 > & FREETLREA] SAP » F15AR
AT -

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 JEAFREERNEAE LA N EIA © () B iRt &R 2 IERENE 5 (i) % 5% Solution Manager (/3%AR) Z {4
T IR SCELE BT EE Pl 2 FEA] ~ LR -

TERM AND TERMINATION
HAfRAnA I

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”).

4% S HR R B (8 HIBH AR TS PSS (T DIRE 2 Sz B i BERRAG - Wi T —HBFEE K A1k (U T wlaAR
1) VIRHARISS RIS - BRSS R IRBIEN T — H B E AR ES—F (R 5 @ik, ) -

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.

& SAP {R{E HIBH SR A B SRR 5% BRSSO IR — R i B e B E EV DIRE © B PER A RS
SRR SR s Z (E BB RS CHEFTADIRE ~ ArA B X NIHE) - &RIWHESE 28 RS SRR - 1
FeEFE AR AL

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.

E—TIE AR e — @RS R AT = (3) AW - IF A LB SR - YEARIBHRE - SAP
TSAER PRREIRERIETRE B S (T PR SRR B R — (L) (EAA - R EFETZUERIZ P LR SRR -

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/releasestrategy).

GEFRTIURIE » BHE SRR BN A ARG T R4 E S e (ER P USTREMAEE) SR H B8 L (7
B £ 4 SR R 4EE AT [ HIAgHERY SAP S THREE (P HA E S  https:/support.sap.com/releasestrategy) -
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