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Service Descriptions

Managed Services (HANA Enterprise Cloud and Application Management Services) Description
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1. Definitions.

1. EB&

“Business Day” means any days from Monday to Friday with the exception of the public holidays observed at Customer location as
specified in the applicable Order Form.
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“Business Hours” means business hours (8 a.m. until 6 p.m. local time) at Customer location on Business Days.
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“Change Request” means any changes in the HEC Service as described in a written document signed by the parties and referencing
the applicable Order Form.
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“Computing Environment” means the SAP provided data center facilities, servers, networking equipment, operating systems, and
data storage mechanisms used by SAP to provide the HEC Service for the Customer, and includes the Development Computing

Environment (DEV), the Production Computing Environment (PRD), and the Quality Assurance Computing Environment (QAS) as
agreed in the Order Form.
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“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.
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“Downtime” means the total number of hours in any given month during which the Software, as applicable, is not able to respond to
end-user or inter-system interaction requests, excluding any such time resulting from the causes listed in section 6.2 below.
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“HEC Service(s)” means HANA Enterprise Cloud (HEC) services for productive purpose (HEC Production Cloud) or for a project
phase (HEC Cloud Start) and/or Application Management Services (AMS) for HANA Enterprise Cloud Applications, which Customer
has purchased pursuant to a Scope Document and Order Form. The HEC Production Cloud Services can be based on a BYOL (Bring
Your Own License) approach or by using Subscription Software; that means there are two options: HEC Production Cloud (BYOL) or
HEC Production Cloud with Subscription Software. Any services not included in the HEC Roles and Responsibilities document shall be
deemed out of scope for the HEC Services. HEC Services shall be understood to be included in the definition of “Services” and “Cloud
Services” as those terms are used in the Agreement.
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“Hosted Software” means the software owned or licensed by Customer (BYOL “Bring Your Own License” — approach) and which
Customer provides to SAP to be hosted as part of the HANA Enterprise Cloud for Production or HANA Enterprise Cloud for Projects
service and/or also Subscription Software as part of the HANA Enterprise Cloud for Production with Subscription Software service
purchased by Customer in an Order Form, including all SAP applications which are installed in the Computing Environment and
supported via the applicable HEC Service, any application software, whether licensed from SAP or provided from a third party (where
SAP has consented in writing to the use of such third party software), as well as all database software required to run the applications,
but excluding any Subscription Software. Applications, databases, software, tools, and components that are licensed by Customer
from any third party may only be hosted by SAP as part of the HEC Service with the prior written consent of SAP.
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“Incidents” means unplanned interruptions or material reduction in service quality reported by Named Users of the Customer.
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“Incident Response Time (IRT)” means the amount of time (e.g. in hours or minutes) between the time that the SAP Support
organization is notified of the Customer-reported Incident and the first action taken by an SAP support person, familiar with the
Customer’s environment, to repair the Incident
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“Solution Time (ST)” means the amount of time (e.g. in hours or minutes) between the time the SAP Support organization is notified
of the Customer-reported Incident until the first solution will be provided to the customer (time stamp of ticket status “solution proposed
to customer” (can be set exceptionally manually in case of a workaround)). The Solution Time (ST) does not include the time, when the
ticket is on customer or partner (technology or software partner of SAP) side. Solution Time (ST) will be only monitored for Incident
Management tickets and if contractually agreed.
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“License Agreement” means the agreement between SAP (or an SAP SE Affiliate, or an authorized reseller of the SAP software)
under which Customer procured the license rights to use SAP software that comprises part or all of the Hosted Software.
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“Customer Data” means any content, materials, data and information that Customer or its Named Users enter into the Computing
Environment.
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“Point of Demarcation” means the outbound firewall/VPN device of the Computing Environment.
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“PRD” (Production Computing Environment) means that part of the Computing Environment which is used exclusively for the
execution of live business transactions.
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“QAS” (Quality Assurance Computing Environment) means that part of the Computing Environment which is used primarily for the
execution of training exercises and/or the testing of application configuration and development.
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“Subscription Software” means software for which the customer received use rights and maintenance by SAP on a subscription
base. Subscription Software shall be understood to be part of the HEC Production Cloud with Subscription Software service for
purposes of the Agreement. .

(Y TR7YVFvar 7 vo=T] LIk, BENYT A Y T3 _"—RT SAP IOl MR OMRSFORMEZZ T2y 7 b=
TEWI, FT7227)Fvary7hvaTr ] i, TARK] KHEHLT, 7220 7vary 7 hv=7] &5 HEC
Production Cloud —t 2AD—EhE R TED LT 5,

SAP Service Description for Managed Services (HEC AMS) JAPANESE v.1-2015 2



“Technical Availability (TA)” means a percentage calculated by dividing the Uptime by the total number of hours in the same month.
Technical Availability of the individual SAP system (PRD, QAS or DEV) in the Customer’s Computing Environment is in accordance
with Section 3 of the Order Form.
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“VPN" means a Virtual Private Network that is a secure data network that utilizes the internet to connect geographically distant offices.
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“Termination Date” means the effective date of a valid termination effected in accordance with terms of the Agreement.
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“Uptime” means the total number of hours in any given month less the total Downtime for such month.
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2. HANA Enterprise Cloud (HEC) Services
2. HANA Enterprise Cloud (HEC) #—t' &

2.1. General
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HANA Enterprise Cloud (HEC) Services means the services for operating Hosted Software in a data center facilities, servers,
networking equipment, operating systems, and data storage mechanisms used by SAP to provide the services for the Customer. The
Hosted Software can be owned / licensed by the customer (BYOL approach) or can also include Subscription Software.
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The Hosted Software can include the Development (DEV), Quality Assurance (QAS) and the Production Computing Environment
(PRD). The relevant configuration is defined and agreed in the relevant Scope Document. SAP provides services to manage the
Hosted Software as further specified in Exhibit A.
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- Storage management
A b L—UEH

- Management of the used operating systems including system startup/shutdown
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- Data base management
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- Security management
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- Change control management
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- System installation
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- General NetWeaver and ABAP Operations
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As part of the HEC Services SAP will install the Software in the Computing Environment, setup and configure relevant hardware and
software monitoring agents for the Computing Environment and the Software and introduce Customer to SAP’s support and
communications procedures. The Exhibit A includes a detailed and complete description of service items. Any services not included in
the Exhibit A shall be deemed out of scope for the HEC Service.
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Additional Managed Services may be requested by the Customer via the Change Request Procedure. SAP shall have the exclusive
right to determine and manage all resources used in providing the Managed Services. SAP may subcontract some or all of the
components of the Managed Services to an SAP affiliated company or any qualified third party as SAP deems appropriate. In the event
that the Managed Services are sub contracted to a third party as provided in this paragraph, SAP shall remain liable for the acts and
omissions of that sub-contractor in its performance of those Managed Services.
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If not otherwise stated in the relevant section, the descriptions of the service in section 3 to 11 shall apply to all HEC services in the
same way.
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2.2. HEC Cloud Start
2.2_. HEC Cloud Start

HEC Cloud Start is based on the BYOL approach only, Subscription Software is not in scope of this service. The standard term of the
HEC Cloud Start service is 1 month to 1 year. The main intent of this service is to develop and create a customer specific landscape
and configuration i.e. during an implementation project which is then ready to perform the HEC services in a productive way in the next
stage (see HEC Production Cloud).
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The SLA Technical Availability (see section 6.2.) is limited to 95% and the highest possible priority for any Incidents is “High”.
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The customer can terminate the Order Form for HEC Cloud Start for convenience before the agreed term expires by giving at least 7
days prior termination notice at any time and without any additional termination fee. HEC Cloud Start has a weekly consumption base
fee, to be invoiced monthly in arrears.
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The following data bases can be supported within HEC Cloud Start: SAP HANA, Sybase ASE and also Microsoft SQL in case that
neither HANA nor ASE is compatible with the customer solution. The main restriction for HEC Cloud Start is, that the customer can use
the provided services for test or development purpose only but not for daily business operations.
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2.3. HEC Production Cloud (BYOL)
2.3. HEC Production Cloud (BYOL)

HEC Production Cloud is possible on the BYOL approach and also for Subscription Software. This section describes the conditions for
HEC Production Cloud (BYOL), please notice the details for subscription in the following section.
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The term of a HEC Production Cloud (BYOL) is between 36 and 60 month. SAP will operate the Hosted Software in the Computing
Environment and the customer can use the services for productive use (at least on system with PRD mode of use must be part of the
services). The SLA as described in section 6 are fully available for this service.
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The customer can terminate the Order Form for HEC Production Cloud (BYOL) for convenience before the agreed term expires by at
any time but with an additional termination fee as described in Section 10. HEC Production Cloud has a monthly fee, to be invoiced
annually in advance.

FEIL, BESN-HEOWM T4 5Anc, WFE, {EEC HEC Production Cloud (BYOL) o lSC# | 2452 L T& b, 7
L. % 10 KICFH o BMA 72 fREREH 238 A S h b, HEC Production Cloud TiE., A REMEMEFICHTHLANE LTHkEN S,

SAP Service Description for Managed Services (HEC AMS) JAPANESE v.1-2015 4



The following data bases can be supported within HEC Production Cloud: SAP HANA, Sybase ASE and also Microsoft SQL in case
that neither HANA nor ASE is compatible with the customer solution. The main restriction for HEC Cloud Start is, that the customer can
use the provided services for test or development purpose only but not for daily business operations,
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2.4. HEC Production Cloud with Subscription Software
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This service is similar to HEC Production Cloud (BYOL) regarding the service scope but with following important differences
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a) The compensation for the use rights and the SAP support (Enterprise Support) for the Subscription Software is
included in the recurring monthly fee. The customer receives no ownership to the Subscription Software.
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b)  The term of such HEC Production Cloud with Subscription Software can be only 36 month, longer or shorter terms are
not possible.
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c) The Order Form for this HEC Production Cloud with Subscription Service cannot be terminated for convenience.
Customer’s right to access the Subscription Software ends upon the earlier of expiration of the initial term or any
applicable renewal term, or early termination of the Order Form in accordance with the terms of the Agreement.
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HEC Production Cloud with Subscription Software has a monthly recurring fee, to be invoiced annually in advance. The usable data
bases are the same as in HEC Production Cloud (BYOL). Also the SLA in section 6 are fully applicable for this service.
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2.5. Application Management Services (AMS) for HEC
2.5. HEC KT A7 SV r—va vvRXP AL F—EX (AMS)

The Application Management Services (AMS) consultant(s) assigned to this engagement will assist Customer in the ongoing
application support of their SAP HANA Enterprise Cloud solution. The AMS Services for HEC to be provided by SAP hereunder are
limited to the following scope and is subject to Customer fulfilling its responsibilities described in the HEC Roles and Responsibilities
document (Exhibit A).
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All other services, systems, applications and location supported etc. are not in the scope. The Customer must select the applicable
Application Management Service in the relevant Scope Document and specify some details in the Order Form.
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The following standard Application Management Services will be provided to the extent as described in the Exhibit A: Roles and
Responsibilities:
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. Incident Management; means Ticket acceptance from key users according to defined SLA’s, analysis and resolution of Incidents
according to defined solution scope and SLA’'s, recommendations on application- and system optimization, ticket-based
documentation and if required: request involvement of 3" Level Support
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. Problem Management; means ticket acceptance from key users according to defined SLA'’s, root cause analysis and resolution
of problems according to defined solution scope, recommendations on application- and system optimization, ticket-based
documentation and if required: request involvement of 31 Level Support
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. Change Management; means ticket acceptance from key users according to defined SLA’s, analysis of Requests for Change
according to defined solution scope and SLA's, scope definition, commercial validation and creation of requests for change with
customer project manager; for requests for change in the scope defined in this section: ticket-based documentation, planning and
deployment of Requests for Change according to defined solution scope and SLA’s and if required: request involvement of 3rd
Level Support
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. Request Fulfillment, means ticket acceptance from key users according to defined SLA’s, implementation of service request,
request for continuous operations and agreed standard change according to defined solution scope and SLA's, ticket-based
documentation
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. Proactive Event Management (Monitoring), means carry out of monitoring activities as specified in the monitoring concept and
creation of incident tickets for identified issues; monitoring alerts, categorization of alerts according to criticality, and creation of
incident tickets for critical alerts, taking corrective actions by processing the incident tickets, proactive adjustment to relevant
parameter to avoid further issues, ticket-based documentation and if required: request involvement of 3rd Level Support
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. Proactive Services for SAP Applications, means specific service activities defined for the customer specific landscape to be
carried in proactive mode as specified in the Scope Document or Order Form.
[SAP 7Y r—aviextdd7ar s 74 74— R« TEHICEIT 230E) Xid NESCE) Ki#ishiztsy, 7'n
TIT4TE-RTEITIND, BEICEADT » FRA7 =7 L TER S N FFED Y — v 2 1EH),

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

T T A PO—HRE LT, SAP . THEEIZHET 2308 ) RO/ T EXE) CARSBRSh Yy —e 2z, BEO#K
BIZEY ., AESNTL BAHRY OANRFEEEZ ERE L TRIET 2, B SN 1 W AHY OREEIE. AIS @ TEPIZBET %
XE RO F NEXE) THESND,

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

T =T A FO—ERE LT, SAP (X, AMS O [VESCE ] ICHIRE S NHIAD SAP VY a—a Y RUE YR AT mEAITH LT
DI BRSNTY—E A Z R4S 2,

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

PAR— MEBOEE R OEEEIZ, B A TREROEE] [ZEDD, Y—E2A0FL, Y—EADEFRTETORLEDIC, BEL
SAP Wi D NEMMEEAZFTTHZLELELTHLDHH D, SAP LBEOEMMAREEIROFTHEIL, [V — & ANEBH (M
WZED D,

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

SAP AMS 2%t % VAR — NEFEDIER O T DI S AME— D7 F v M7 +— 241, SAP Service Market Place (SMP) & 7275, SAP
Service Market Place (X, ¥ R—hrF 47 v hOERZB LT 7Y r—a U _XR—=ZADFTXTOFHR— "NEFEDOZHD, SAP OFEH
R—HZILTHD,
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Engagement Approach for Application Management Services
TTVr—va s XPRA MP—ERDT U F—T A FER
Transition

BT

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

SAP I, 77V r—var=xV A M h—ERA] ZRETLDICHERY Y —2ARRESN, ThoD) Y —ZAREHERD
PR—= bHROT 7Y r— a2 AT DN TR RIS K OB ICEA OB A D X O R— MR ZEA D b0 L35,

This includes in particular:
IHRZEE VDI U TIREEND,

e Appointing SAP Engagement Manager
SAP @ [ =V Ay hvx—V v —] D4

. Integration into the processes of SAP’s Service Desk
SAP O [H—VERF 7| FutA~OfG

. Expertise transfer to the SAP support team concerning the Customer -specific SAP solution.
SAP YR — R F—L~D, BHICEAD SAP VU 2— 3 VI 5 BB

To establish Customer-specific knowledge in the SAP support team, the expertise transfer phase will form part of the set up of the
Application Management Services. The intensity and manner of the expertise transfer depends on the Customer’s IT organization or
implementation partner of Customer, if applicable, and the complexity of Customer supported IT solution (number of systems,
application scenarios, business processes and modifications within the SAP solution, the number of non-SAP applications and
interfaces, and so on).

SAP B AR — FF— AN THRICEA O EZWEST 72010, EMMFEOBEIX (77 r—yarywxP A Mr—ER] Oty
N7y T D—ERE 2D, MBS ORE K OUFEL, BEO 1T M SUTBEEOEASR— b — (ST 558) . KOREEN
PR=FFT2D N7 VY a—a OB AT, 77V r—vari U4 SAP Y a—valilagEhd ey xAx7n
TARMEIE, SAP LSO T F V) r—a RO, v B —T 2— A0 L) ICkv B s,

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

RGBS 7 = — X3, BEXEBEORYEA - F— (YU T256) . SOICHEAZHET LT nY s bvR—Y v —
(FET258) OBERHIOT. SAP O (22— A b= X =Yy — | Ra—7 43— 35, FMm@BECE, -
EA LAV ICERENTZE VR AT n R ACHAE EL,

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

MBI T, P — 2 ORMH M BRI SAP F— 2RI N D2, IS EIS U T, ®EICE N -t 2%
SAP MSRRICHMET D Z LICBT A, Flk. CE TARAZ VTR ROT— I BNEENLHAND 5.

The main steps in the Transition phase are as follows:

AT 72— RAOTEERAT v T IZUTOERBY TH D,
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Transition Planning and Detailed workshops between Customer and SAP (including skills requirements
Planning Preparation gathering for staffing, knowledge transfer planning, etc.), team on-boarding (Customer
T3 S R OV (S related, cultural, etc.), defining responsibility matrix and governance models.
%L SAP BOFEMIAR T —2 v a v (HEREOTZHO A VEIRE, F5%
BOFE R R EEEGT) | F—2OF L R—F 47 (BEMEE, L@z Y) |
BT~ b U7 AROHRF L RET VD ER
Setup Request and provisioning of infrastructure and application accesses and other
Yy R T T resources necessary to support Customer. Setting up and testing of ticketing tool.
BEETR— T OICUER, AV TFANFIFx—, THY r—ar~0
TIEA ROEOMY Y —ADFEGFHER R Tr T a = 7 F 7y MTY —LD
Ty N7y TROGT A b
Transition Knowledge SAP to attend expertise transfer sessions led by Customer or responsible contact
Execution Acquisition partner of Customer, if applicable, gather, update and/or prepare documentation, if
BIORT | MlonE necessary.

R SUTBEOMEE N — v h— (4T 258) NIEET 2H5Mm#B Y v
Ta vl SAP BHIE L, RERYGE. CEEINE, TEH ROV XUIMERT 5,

Finalize Transition
Phase

BAT7 = —RAD5ET

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

SAP 1%, fcknb7e NEMYENRESY ) OMERZITV., BEIBBEEXOMEIBITT 5,

Stabilization Shadowing
ZEL Ty R—=A T

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

EGNRERSNDBS (BFTERE) T, SAP BEET—LE2BIEKRUIET D,

Reverse Shadowing
YNR—=Av v F—A
N

SAP to perform the work while Customer team to support, as escalation contacts.
SAP PMEFEZEITL, =AHL—varBOL LT, BET— 2BV R— T2,

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

EDOF—a2—F =N, YR — bIROE TR AT v AT 5 HFMAHROEIZONT, SAP O —ER & FR— N F—2%H
R—F T2, SHIHERIT. VR ABOVAT AT KAy =T 77V r—var~v3x VA0 M —E A (THE B #EE
V=V A bOE, ROMBEICISE U TEOMLE~OT 7B AZRMET 2 D ET 5,

A joint project plan will be drafted in detailed discussions with Customer during the initial stages of the transition and will be used to

track all deliverables throughout this phase.

BATOMERE T, HEFE T 07 FEIEORENEE & OMOFEMAR BRI LV ERSN, 207 ==X %@ L TTXTOMRY

ZIBHT DI LD,

Operations

EH

The services described in chapter 2 during live operation are provided remotely by SAP and will be documented in a ticket which has to
be processed in compliance with the Event-, Incident-, Problem-, Change Management or Request Fulfillment Process.

W2 MICEWTHAABE POy — AT, SAP ICL Y VE—FTHEish, Fry MIRREND, ZOF Ty ME, A ~v M
By TAro7 o MER) . TREEER) | TEEEM] X3 TEFORBIT] 7 e RIto TR SHRTIER S0,

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

MBS A . SAP 1X. AMS @ [7EXCE ] THRESND EBVARV P EICABESRZA$E BIRE LT, ABICESEHSICE
AR — P bS5, B TRIESN D — BRI o TR, I ROMBEOEBIEIANIZ 20 63, FRIOBANLIETH D,

Fo¥A Y —ERIF v NIRRT D

ZEMRTE, ZOF v ME, A NEE] . AU vT o NEE) . THESHE)

[EFAE ] i TEFEOBIT) 7 at Ao TUBES 2 T iEe b,

Onsite services at Customer’s request that exceed the given time requirements require at least one month’s notice and must be
submitted in a Change Order in accordance with the Change Order Procedure as defined in Exhibit D. SAP cannot guarantee that it will
be able to provide resources for these services.
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PIE ORHBEREZ B 24 YA M —EREZBENEHT 251, Db 1 VARSEMT S Z EALET, [HI#K D) I
EOD EFEELFME] IS/E->T EREL] ZRHLA2TIEZR S0, SAP 1, 0 b —EAD7dicl V—A% i T& 5
ZEIFRAETE 2,

Closure
T

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

SAP X, ZOZU S —VRAY MET 72— XOMIC, TRTOXLELFIZEL, BEPDOEFERHIVIFEMMEBEBIRE v a i
TR — N ERETILDET S,

2.6. Optional services
2.6. S aryOP—ER

The following optional services are NOT included in HEC Services, and will NOT be provided by SAP, unless purchased by Customer
for a fee and expressly stated in an applicable Order Form or Change Request.

UTOAT v arof—exiE, THEC —bE R [ZTEENT, BEDEECHMAL, #4725 NEE] UIEEIRICHATRAIC
FLE SRR D | SAP 1T ko THREfEE LA,

2.6.1. Additional HEC EXxit Services.
2.6.1.31B8/MM7 HEC Exit Services

Customer may elect to purchase the following Transition Services from SAP: (a) services to transition Customer from the HEC Services
to replacement services provided by Customer or a third party chosen by Customer, and, (b) Customer Data in the backup media format
being utilized by SAP or other format as mutually agreed. SAP will provide any such Transition Services purchased by Customer upon
expiration of the term of HEC Services. The order of these services would require a new Order Form.

FRIL, SAP NOLUTO TBITH—E R ZATHZ LE2RIRTE S, (a) THEC —t 2] 26, BR. XITHERICL > TEIR
ENT-E ZE NIRRT ALY — E R CHEEEBITT AV —E A, (b) SAP ICE VRSN TWARY I T YT AT LT DT 4—
~v b, XIIMEIZABESNZZOMDO T +—~ v M LD [BEDOT—4 ] , SAP I, [HEC —t 2| oMM O THHZ, BHEIC
KoTEASNTELND BT —ER] 28t 25, 2o —ER0EE, Filo NECE) B0 ETH D,

2.6.2. Disaster Recovery Services for HEC Productive Cloud (BYOL) and HEC Productive Cloud with Subscription

Software
2.6.2.HEC Productive Cloud (BYOL) BT} 722V Fvav Y7 hy=7| 45 HEC Productive Cloud 1234 5 KEHE
BY—ER

“Disaster” means an event of substantial extent causing significant disrupting the delivery of the HEC Services and may include
physical damage or destruction, to the SAP data center or Computing Environment. It can be natural disasters (such as floods,
hurricanes, tornadoes or earthquakes) and/or human-induced disasters (including hazardous material spills, infrastructure failure, and
bio-terrorism). A Disaster is typically not limited to one individual system or landscape but larger parts of an infrastructure.

IKF L3, THEC #— bR ORPUIERREEZ b7z b T RPWRFREZ VD, SAP OF —F L ¥ =L [avEa—T 4~
TEREL] KT 2B IE IBEN B EN 50 H D, ThTiE. BREE Gk AN r—u0 R ATHEERY) |

BV XTI AZBHISE (BRI, 77 AT 7 F v —0EE, ROEMT o 2E) 13b5, [RE 3R, M@io 1

DDOYAT KXET Y FAT—=TIRESNT, A VT TANT I F ¥ —DORERFHITKS,

“Disaster Recovery Services” (or “DR Services” or “DR”) means the disaster recovery service, process, policies and procedures

that are related to preparing for recovery or continuation of technology or infrastructure identified in the applicable Order Form as

included in the DR Services. DR is not a process to overcome outages of isolated systems due to hardware or software incidents (i.e,
DR is not a substitute or replacement for Technical Availability Service Levels described in this Agreement).

TREEEY—EZ] (AT DR ¥—ER] XX DR ) &iF, #8475 MFECE] T, DR —E A IZEENDHE LTRESN
T av—XIA 7 T AT 7 F v —OE ATk O Kl ICBET 5 TREEAY—E 2] | Takvwx, KU — KOFIHE
ZWI, DRIF, "—KU=TXEIV 7 =T OA Ty MIERT S, LT AT 20EIEZRRT 5 FIETIE RV (T2
bbH. DR IT TARRK) CTHHT D THMNF AN Th—EAL~0) ORAXITEEEZ TERY)
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Technical Availability of the

last backu Disaster - :
i | systems in the DR environment
Time
RFO RTCY
Technical Availability of the
last backup Disaster ipei o P
l systems in the DR environment
Time
RFO RTCY

“Metro DR” means a Disaster Recovery Service in which SAP provides the DR Services (with the failover systems) from a data center
<100km away from the standard data center, providing lower cost and smaller RPO but more risk regarding a local disaster impacting
both data centers.

T#8T DRI &1%. SAP BNF—F o Z—nbD (FxANF—_"—L AT LE2HHLT) DR —t 2] 242 KEHRY—
A BWH <fEAET— X =5 100km BELTCRY, K2 XA S TRV EMO RPO ZEHT DL, LrL, MFOT—F U H—|C
W LT TRMA R KEEICET 5 U A7 BNEEEL D) .

“Regional DR” means a Disaster Recovery Service in which SAP will provide the DR Services (with the failover systems) from a data
center over 100km away from the standard data center, to minimize risk of a local disaster affecting both data centers.

THIJ5 DRI LiE, SAP 23, Wi DT —& oy —IC8a LETRMIRIED Y 27 Zi/NRICT 27cbic, HEETF—2 vy —
25 100km MBI T —F B X =D (T A VA —N—T AT AEFHLT) DR h—v R 42 TEEERy—E %)
2D,

“RPQO” (or “Recovery Point Objective”) means the maximum tolerable period in which Customer data might be lost due to a Disaster
(i.e. time between last backup and point in time a Disaster occurred).

RPOJ  ( TEMERA > FEARI ) &id, THF CERLT THEOT —% ) NERLEGAICHERTE 2RENMEZVS (T2b
Ho REDNY 7T v Finb T9E] A LR R E TOHIME) .

“RTO” (or “Recovery Time Objective”) means the duration of time in which the Hosted Software and PRD is unavailable preventing
HEC Services in Disaster case (i.e. time between a Disaster and point in time the systems are available again).

[RTO) ( [EEEERIEAZ] ) L%, (9855 BEELEHAC KATy RY 7 hv=7) KU PRD SFITE S, THEC #—t =)
PBEBTESRVEIRZV S (Thbb, [KE] b, AT ABRHURM AL R -T2 RE TOHE) .

SAP provides standard DR Services with predefined parameters regarding RPO/RTO for defined system characteristics to the extent
that prerequisites and conditions are fulfilled. SAP shall be excused from its DR Services obligations to the extent (and for the duration
during which) Customer fails to achieve any of the following pre-requisites and such failure prevents SAP from performing the applicable
DR Services:

SAP X, BIRGIER OGN SN TVAIRY | EERFELD VAT LMD RPO/RTO IZE LT, ERELD/RT A — X —ClE%E
DR $r— B R | T2, BRNS, LLFOWTNOOFTHEEEFZ ERE T, 2022 RERICED, %475 [DR y—E R @O SAP
WCEDBITHRETHNBEY (ROZEOHEF) | SAP 1L, #® DR #—E 2] BEMLHABEINL LD LTS,

. The applicable components are technically used as they are provided by SAP; any custom or 3rd party developments or
modifications affecting them are not covered (excluding development/modifications done in ABAP only systems using SAP ABAP
standard development tools, and excluding any third party products embedded in the SAP software).

BT DA HR—R Y ML SAP IZRDBUEICHE - T, BRI SN TN D, BFa v R—rr MUZEERIFTT AL A
BIFEHE L <IE¥— FA8—=F ¢ —BFEEUTEIEIE, R L2570 (SAP ABAP HRHERHJEY — /LA LT, ABAP DHD U AT A
TEMEINZHIE/MEE, KO SAP V7 by = TIHEABAENTZY— RX—F ¢ —8RZ2ER<)

e  The applicable systems stay within expressly agreed boundaries regarding size and layout

FUTDVAT AR, YA AJROREICB LT, PIRICA R SO E > T 2,
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. Interfaces in DR scope are limited to interfaces/protocols supported by SAP systems out of the box (e. g. RFC, web service calls,

Flat Files, XML and IDocs) for components located in the DC. Any interfaces that require additional solutions or components
within the HEC landscape, as well as external connectivity, are outside of the standard DR scope.
DR DFEPHANDA ¥ —7 = —A1E, DC WIZH DA HR—F MIK LT SAP Y AT A THAR— b &iL, T <IERERA
H—T z—A/Fa b VZHIREND (RFC, Y= 7P —ERDIEOHL, 77 v b7 7 A /b, XML, IDocs 72 &) . HEC T N
A —=THNTEMDOY ) a—varXFa v R—Ry MeRBLT LA 04 —7 =—A LUSMBHERIL, % DR OFEHSL T
H5,

e  All repositories containing Customer Data that need to be replicated to the DR site are databases; otherwise, RPO times can be
substantially longer, thus does not fall under the definition of standard DR services.

DR A MIEHTZMERH L [FHEDT —4 | ZELTRXTOI R M) =R, T—FRX—2AThHb, T —FX—RLSOY;
AL RPO BRI KIBIZR < 225 2 L D7, EUE [DR Y—E R ] OEFITHEY LAV,

The relevant parameters depend on the chosen DR layout (Metro DR/ Regional DR), the database platform used, and the adherence to
above listed conditions for standard DR services. The predefined c parameters for these standard DR services are:

B 587 2 —&—%, @R L7 DR #k ( [4FMi DRy / THIS DR) ) | AT 27 —4_X—AF T v b7 —24, ROEHE DR
P—E R T D EROFMA~DERIZ L > TR D, ZHHDENE TR — 2| ICHTDERFAD ¢ NTA—F—F, LT
DEBYTHD,

Metro DR Regional DR

[T DR 175 DRI
Database: SAP HANA RTO=12hrs; RPO=0hrs RTO=12hrs; RPO=30mins
F— & ~_—Z : SAP HANA RT0=12 KffH. RPO=0 A RTO=12 FRFfif], RP0O=30 %y
Database: Sybase ASE RTO=12hrs; RPO=30mins** RTO=12hrs; RPO=30mins
7 — & ~_—2R : Sybase ASE RT0=12 Ik¢fH], RP0O=30 4y ** RTO=12 FRFfiH], RP0O=30 %y

*Sybase ASE database replication is currently not supported in continuous mode, which would be the prerequisite for an RPO of 0. If
such feature becomes available and the respective systems are updated to that new version and successfully tested, both parties will at
that time agree on a modified RPO of 0 hours via a Change Request without additional service charge.

**Sybase ASE 7 — & N—Z2OERT, BIE, 0 K] RPO DEMESEMTH DMkt T— FTHR— T, 205 HEESFIH
AREICZR D BV AT ABRHF LWAA—U g MTEH SN, EFICT A FEnGE. WMEFEIL CORLAT, BNo)— 26k
LT, [EEER 2L TEESNE 0 KO RPO IZEET 5,

Customer understands and agrees that performance characteristics may be reduced while operating under DR Services failover;
provided, however, that such reductions in performance shall only be excused to the extent the Disaster is also a Force Majeure Event.
BEIE, V—ERAT A NA—="—D FTOEM T, N7+ —v U AFEMET TR S22 L2 TML, ZhIZEET D,
T2 L. D7 =< ZADKETIE, KER TR FRER] THHILAICDH, AEINDIBDET D,

Other DR Services applicable to the HEC Services beyond those listed in the “Roles and Responsibilities” document are not in the
scope of SAP’s standard DR Services. If requested by the Customer, such additional DR Services (“Additional DR Services) would need
to go through a further DR assessment based on Customer architecture and requirements. Details on the implementation of any such
Additional DR Services would be agreed upon with Customer, including revised estimated failover times and maximum data loss, and
the parties would mutually agree to the applicable RPO and RTO for such Additional DR Services as result of the implementation in a
Change Request. As part of this process, SAP would use reasonable efforts to bring RPO/RTO for the System Setup as defined in the
Order Form in a similar range as for the defined packages.

MBI R O] CEOY A MPSLT, THEC —E 2 @A S5 TDR —E &) 1E, SAP OfFEYE TDR H—E 2| OFEPHSL
Thd, BEICL S TERSNIZGE, 25BN TR —r 2] (BUF TEM DR =t ) &, MEOT—F77Fv—L
RIS WT, BIMO DR FHiliZ % 2 BB H D, D TEM DR F—E 2] OREDFHEMICOVWTIE, BIESHIHEET =1
NA—=N—E R RRT — 2R EED, MELAESND, MYFEEL, TEWIEFE] OFEOMRL LTHZ B R —F
A A &S RPO KUY RTO ICOWTHAILAET D, 20720 —8E LT, SAP X, [EXHE] TERSHDI VAT A
Ty b7y 7D RPORTO %, EFFEH Dy r— LA ORI 2 7= DI BB 1 5T 2,

Reqular DR testing

WHED DR T A b

SAP offers one annual DR failover-test as part of the DR Services to test the reliability of the DR Services. SAP shall promptly re-
perform any DR recovery tests that fail to achieve the applicable standards and report any failures to Customer. For DR Service
readiness, Customer will fulfill its infrastructure and business preparation in accordance with the Roles and Responsibilities document,
and as may be further mutually agreed between the parties in a Change Request. Customer understands and agrees that the Customer
business continuity objectives may require additional Customer efforts in addition to and beyond the scope of the DR Services
hereunder.

SAP (X, [DR H—vbt 2| OafMEET A M4 57Hic, DR y—ER| O—F & LTHE 1 [D DR 7= A VA —/—F A k% Eli
95, SAP (X, YT HIEHEEZER L o7z DR HIBT A MEELIZHOETL, b LD REHICOVTHRIZLA—FT 51
DOLT5H, DR Y—ER] OW(FEIEZ 572012, BEIX, TEEROEE) CE, KO TETERE ) (2B Tl F8 [ CHAEIIC
BRENDZEBRHDBMOFMINST, TOA VT TANT I Fr—L VR AT D, BEOFEMGEO BT, AE
WZHS< DR —E 2] OFEHEICIA T, £/t NEBR T, BBEOERLIBNIBULBELRDIGENHDL L ZBRITITHL, I
WZRIET %,
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2.6.3. Continuous Improvement
2.6.3. fEREREGE

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

HADEEIES MRANEH O~ X — Y R —E AT 2 L biT, SAP 13, BENZROMBITHL L, BEDBFDT > F2
=Tk B HWED OIS H Z LR BHNLA ) RX— 3 OB ORI TR v o7 0 — &R Y [T 5 T
NTED,

e  Assessment and benchmark of operations and scope
K O OFFAR & > F v —2

. Design of Operations efficiency roadmap
EM] DM — N~y T OIS

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

SAP (X, ¥RV FI—ERZ S —=TA L DL ETIDOHEIHS T, EHNRTME OFEEDORAF PV a— L E2RET DI L&l
B9 %,

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

BEOELIL, LUTOHEZLD EHNRDT A T A 7 VER] IZHESNT, x93 =Y R —E 227 — U2 FO#FIFASTE
s,

. Transition to achievement of operations efficiency
EHRR DR~ DOBAT
. Continuous Improvement Measures for Innovation Readiness
[ )= g UERESS ) (21aT 7o TRkReRISGERE )
. Innovation Framework and Innovation strategy roadmap
) N—=2aryTL—bU—2] FO A ) _R—=a ) ko — Ry 7

3.  Engagement Management.

3. T UF—URALINOEHR,

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

EYBEET, (2P —VRA b3 —Vx—] 284 T2b0DET5H, SAP O [ F—V A bR =Yy —| &, [THEV—
EAEH ] WML, B EY YA L LTERBEINS, BED [ F—U A b3 =Ty —] 1d, REELAEH L. BEDZDIC
PVERBRIREZRITI . DL ERRELZEBERS b6 TIENTE S, MBEZ G2 bNT-H L L, HEOTFE QBN
HAGH S E O, WAL, FHEITOEME S, EHEMES, BT A AT RLAREDV A MR T2b0ET 5, »0vd =
U=V AV R =V —] X, ZOF—ERANFRFALY FEIGE) OFRGEFERT L0, EWCBEICH T L0 LT
5, BB SN SAP U Y =R TREITENDTRTH THEC —E A IZOWTIE, BED [ F—V A h~F%—V v —]
LIEETOLD LT D,

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

SHIT, FAT 5 NEGEE) oWiEF, mEEEE, EMMICRESHEMET 200 T UTF 2782747 I—-F 1~
71 .

Such Executive Meetings shall occur no less than once per quarter at times and dates mutually agreed to by the parties. The purpose
of such Executive Meetings shall be to review, discuss and mutually agree on further measures to achieve the purposes of the
applicable HEC Services based on the then current HEC Service status. Each meeting shall include a status report on the progress in
the key focus areas, including, but not limited to, the following:
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Wipd (27 8r T4 7I—=7T 407 13, Pl EHMEIC 1, WMYRENRANVCEET D HARITI bDET 5, 215D
(ZJRIT 4T I—=T 47 OEME, ZORRTRFO THEC —E 2] ORPUCIESNT, #4725 [HEC y—v 2] ORF
HIZER T D72 DEDHRDFBEITHOWTHER. Wi, ROHEDBEBHREZITO 2L Thd, HI—7T 4 7 TiE, REESEO
EBRBUCET 2RUHEEZTO O LT 2, ZAUTTUTREENDLD, ZHLITRE SR,
e  An evaluation of progress under the applicable individual PE Service program compared to the agreed key focus areas, KPI's and
individual HEC Services engagement Service and Support Plan
AESNZEENRYE, KIP, ROMEBIO THEC —t 2] 27— A hD [H—E 2ROV R— 7T Loiic
F5, EHORET D PE =t 2] 70T AOHESBRIOF
. Identification of risks and/or delays that may jeopardize the performance of HEC Services including risk mitigation

recommendations
[HEC h—E R | ONRT =<V AEFBRIZILTRNDS 2 Y A7 RO/ UNTEBIEDOFFE (U A7 BIKD 72D OREEFIE A 5T0)

. Discussion of open issues and any change requests from either party
RIFRDORIEDE, KON DL HEE ) b DL LG

. Relevant details regarding project organization and planning
Tu =2 b ORE R OFHEN BT 2 B4

4. Requirements for Software

4. Y7 v=TOEMH
4.1. HEC Cloud Start and HEC Production Cloud (BYOL).
4.1. HEC Cloud Start ) U' HEC Production Cloud (BYOL).

This section 4.1 is applicable only to HEC Production Cloud (BYOL) and HEC Cloud Start, but not applicable to HEC Production Cloud
with Subscription Software:

Z D% 4.1 ZI1%. HEC Production Cloud (BYOL) & UF HEC Cloud Start OAIZ#EHA I, 7 A7 VT ar V7 vv=7 | %
££9 HEC Production Cloud (213 &7z,

a. Provision of Licenses: Customer is responsible for providing all Hosted Software including all necessary rights required for SAP to
run and host the Hosted Software. Customer grants to SAP the nonexclusive right to use the Hosted Software for the sole
purpose of and only to the extent necessary for SAP and its subcontractors to provide the HEC Service and to the extent as may
be otherwise stated in the applicable Order Form. Customer hereby represents and warrants that it has all rights, licenses and
authorizations necessary to grant the rights to SAP as set forth in this section.

a. TAEBUAOERME KL SAP B [THRAT Y RY 7 o7 ] #FETL, AR T EHEOICHLERTXTOENZEGD, T
T@T$X?yFV7F717J@ﬁﬁ’iﬁ%ﬁﬁoﬁgi SAP K ONEDANES D THEC —v 2] #3252 LITHB
ZIREL T, ZODIHBEREGEAICRY . 2204325 MHECE] | ElLuﬂﬁzéhé LD BT, H‘x?y rFY 7k
U7 | HEHT 2 MG HER T T A, BEIL. RRIZEDD LY SAP 1Tk L CTHERIZ T 5 72 01T 88729 T
ORI, T4 A, ROKEMRZA L TWHZ 2RI L, Rifd 5,

b.  Support: HEC Services do not include support or maintenance for the Hosted Software. In providing the HEC Service, SAP
assumes no obligations or liabilities for the Hosted Software including such licensing or maintenance unless expressly provided
for in the Agreement.

b. AR —"br1 : THEC y—v R 12, [HRAT Y FYZ7 by =7 OV KR— N XUIMRFIZE EN2\, [HEC —E 2| D
HHZIWT, SAP 1F,  TARZEK ) ICHIRMICED 25 AZRWVT, %@ﬁ)ﬂ%fﬁ%%iﬁ#%ﬁ&ﬁ (RATF Y R T+ xT ]
BT 20D R 5 BB L EE B ADR,

c.  Currently Supported Version of Hosted Software: Customer shall use a version or release of the Hosted Software, for which
software maintenance and user support (“Software Maintenance”) are current, as provided by the software vendor as specified in
the relevant license agreement with such vendor. For SAP Hosted Software such support is provided according to the current
maintenance phases of SAP software releases as stated in https://support.sap.com/releasestrategy Customer is responsible for
obtaining and retaining such Software Maintenance for the Hosted Software for the duration of the HEC Service. SAP strongly
recommends that Customer follows best practices for Software Lifecycle Management as published by SAP Active Global Support
(“AGS").

c. BUTOHR— IR [RRAT Y RY T hy =T | XN=Yar @EE Y7 U xTRXRUL=NOYUER L —LOBET 1 &
VABKICED D ERB VIR END TRAT Yy RY TR 2T ] IZOWT, X"=Ya IV V—2Z (V7 M7 = TRSF RO
a—P—HR—F (LAF V7 T =TRF) ) BEDTHLHD) 2EHTLIb0LT D, SAP O [HRRAT Yy RV 7 hy=7T )
W LC, 2D AR — MME, https://support.sap.com/releasestrategy (ZFE#i ST\ D SAP V7 h o =7 U U —RADHFE
DRSF7 = — X »> TRt SN D, BIEIL., THEC —vr' 2] OHEPIZ, TARAT Y FY T hy=T ] IZHLTHrnd Y7
MY =T RSP ERAG R OHER 5 Z L ICHIEE A D, SAP 13, %PMHWGMMIwwwt@%)ﬁﬁﬁbfwéfV?h?;
TIATHA T NVER] T HRA I‘7°777/r7< WAED £ 9OIT, BEICmHEET 2,

d. Software Madifications and Configuration: Customer is responsible for resolving source code, compatibility issues or other
conflicts that may arise from modifications permitted under the License Agreement and any patches or workarounds or other
changes provided by the software licensor of the Software. Customer will inform SAP immediately about modification or other
changes to the Software.
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d. Y7 M U7 OBERUHRE  BEZ, HETEROCESOTHTESNBEBIE, VY7 o=T ] O 7 =TIy
%~#%%&éﬂtﬂy%\Eﬂ%\Xﬁ%@m%EﬂgibéT*@ﬁ%év A a— ROAMPEDOMIE, XIEZ OthEa %
T 2EMAEA S, BRIE., V7 hy =T ICESNIZEEIZOMETIZOWNWT, BEHIZ SAP IZHET 5,

4.2. HANA Enterprise Cloud for Production with Subscription Software

4.2. W7 R7VFvary7 v v=7] &5 KBREAITO HANA Enterprise Cloud

This section 4.2 is applicable only to HANA Enterprise Cloud for Production with Subscription Software.

IOE 42 KX 7RIV TFvary 7 y=T ] B4 ABEEINTO HANA Enterprise Cloud D2 IZ#H S5,
4.2.1. SUBSCRIPTION SOFTWARE LICENSE GRANT.
4219 TR7Y T aryy 7 Vo =T OERETE

Notwithstanding anything to the contrary in the Software GTC, SAP grants to Customer a non-exclusive, non-transferable,
limited term license to Use the Subscription Software identified in Schedule A to the Order Form and specified as being
licensed during the Term (defined as a thirty-six month period commencing upon the effective date of this agreement or a
subsequent re-newal period) solely with the Managed Services. For the purposes of this Managed Services Description
together with the relevant Order Form, Subscription Software shall be considered "Software" as defined under the License
Agreement.

[VZ7 R hTxT GIC) ICZNEMKTIRENRH-72L LTH, SAP X, BFICxI LT, [HEGE] o (3% A CRE
S, THIFE) (OO AICHGEE 72D 36 1AM, IO THMMHE L ©xand) F, SAETFEInD
Lo LTHRESNEZ (VT2 7 0 Fvary 7 =T ] %, [wx—V K=t 2] LOETOL R 757290
DI ER), FRIERRE, HIRIRED TA B RE2HHET D, 20 I=F—Y FH— EZWWﬁﬁ%J&Uﬁﬁfé(&X
EZBWTC, 7227V 7vary 7 bhye7 ) ik, MEAMKETF#HERN ObLTERERSND VY7 hyxT | LA
RIND,

Customer may add additional Subscription Software during a Term or any Renewal Term by executing an addendum to the
relevant Order Form. The term of each such addendum shall be co-terminus with the then-current term of the applicable
Order Form irrespective of the effective date of such addendum. The Software is deemed delivered at the start of the Initial
Term. Renewal of te applicable the applicable Order Form will be cumulative for all Subscription Software licensed
hereunder and any additional Subscription Software hereto added by addendum and the Managed Services described
herein. The length of the renewal term for all Subscription Software under the applicable Order Form or added prior to
renewal shall be the same as specified in the applicable Order Form, unless the parties agree to extend the term in the
addendum. SAP reserves the right to exclude certain client technology components from the Subscription Software and
such components will be made available to Customer for download and local installation. For the purpose of the Managed
Services under the applicable Order Form, the Subscription Software shall be des-ignated as "Hosted Software".

EIE, IR ST THCI IR i, &% 95 ECE oBMEEICEAT LI LIk T, 7R 27 07
varvY 7 =T BBENMTAHIENTE D, A& EBEMECEOHEIL. HLBMAESCERREDT 2 BICHNDE
T AT D (HELE] OFOKRATEFOME EFEIKTT20b0ET 5, V7 by=T7) 1%, [HEHE] OB
WRFICRI EES NI b D& RSN D, 4T 5 THEXE] OFHIL, AFICESESHEHET#HINDITXTO 72
JVFvaryy 7 hueT ) BIECECIDAREGEMESNS (T2 7 ) Fvary 7 hy=7T] | KOAKREICE
HEhiz =2 =V R —E 2] IZOWTRBENICHEA SN D, WY FEDNEMELE BV THMOERIZEE L2
BRY . %495 [ESCE] 1S, EEFHRNZEME NIRRT (727 V7 a7 =7 ORFHRE
OESIX, #4756 HEXE] CEDAIHEEFALTHLLEDOET D, SAP X, [V TRZ YT varyT7hy=T ]
L—EDI TAT Y NT 7 /aTd—arR—3xr NERINTDHRER-RT D, PndarR—3r M, BERT T
O—RLTCr—HNVTA LA M= TELLIRMEING, %455 EE) KIS [wX—=V M= 2] T8
WT, 727 0VFvary7 =7 0% [RATyRY7 o7 )] ERESNDI LD ET D,

If Customer has an affiliated company with a separate license or support agreement for SAP Software with SAP, any SAP
affiliate or any other authorized SAP distributor, the following shall apply unless otherwise expressly agreed between
Customer and SAP: The contractual SAP Software shall not be used to run such Customer affiliate’s business operations
and such Customer affiliate shall not receive any Support services provided to Customer under the Software Agreement,
even if such separate support agreement has expired or is terminated. If Customer has licensed a runtime database from
SAP (or its affiliates or any of its respective resellers or distributors) under a the License Agreement or a separate
agreement, Customer shall comply with the |-cense restrictions for runtime databases when integrating the Subscription
Software licensed hereunder with the SAP software licensed under the License Agreement and/or such separate
agreement.

Customer shall not have any right or entitlement to possess any copy of the Subscription Software for installation anywhere
other than the Computing Environment, or for archival or disaster recovery purposes, except to the extent expressly set
forth otherwise in the applicable Order Form for HEC Services. SAP shall not have any delivery obligations with regards to
the Subscription Software other than installation and hosting within the Computing Environment.
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BHHHEEBRNT, UTFRBEA SN, RSN SAP V7 b =7 1, 205 BEOMESHEOFEER 21T
TOIHEA LT o3, 20 2BEOBEESHIL, 2302530 R — MR T Lz, fRShiz8EadThoT
bty Y7 hy=TRE) ICESEBBCRIESND VRS THR— ) P20t 2T R0+ s, Ml
FAMERFRERA ) SUTREENCIE SN T, RN T v 4 A LT — A _X— A AT % SAP CUXZT OBREAAE L
IHERID Y & T —CMAAEE) POZITTVALA, BRIX, ABCKESEIHERAMTEINE 7270 Fvary
T hU =T & AR RO/ USRI SO TR AT SN SAP Y7 b =T ERAT 58
Bl TUHAALT—ER=ZADT A AR EMFTDHHDET D,

BEIE, TarEa—7 0 v 78RE] USAOBFICA VA M= T 572012, XIT—h A4 7H L IKEEROBEHOD
e, 727V Fvary 7 b7 ] Oav—amiAT SHAXIIHEREGE LRV bD LT 5, 72720, [HEC
P—v R IS [HCE] ICHEBEOIRNZRENS 2561X. ZORY TIEAv, SAP X, area—7 g
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4.2.2. SAP ENTERPRISE SUPPORT.
4.2.2.SAP Enterprise Support

SAP will provide Enterprise Support for the Subscription Software to the extent possible with respect to the Managed
Services. SAP Enterprise Support offered by SAP is described at http://www.sap.com/company/legal/index.epx and made
a part of this Agreement, or the Subscription Software listed in the Order Form during the subscription term, and any
applicable renewal term. SAP Enterprise Support shall commence upon the grant of access to the Subscription Software.
At SAP’s sole discretion, SAP may adjust the applicable Enterprise Support service, including but not limited to SAP
Solution Manager due to specific requirements resulting from the scope of the Managed Services. SAP will indicate such
adjustments or technical restrictions on the SAP Service Market Place http://service.sap.com/usage-rights which may be
updated without prior notice to Customer. For adaptation of the scope of the SAP Enterprise Support Services, clause 10.3
of the Software GTC shall apply. Unless otherwise agreed by the parties, the SAP Solution Manager application (see Part
3 of the SAP List of Prices and Conditions SAP Software and Support Switzerland) may be used by Customer and shall be
maintained in the SAP Data Center as part of the Managed Services.

SAP (X, HREZRIRY . [~X—Y F¥—v 2] LT, H727VFvar V7 bv=7 ] Zx$ % Enterprise
Support % & fit &+ A . SAP I X b # ft X n B SAP  Enterprise Support I
http://www.sap.com/company/legal /index.epx [ZH#FH SN TEBY ., ¥ 7 A7 U 7 a VIR OS5 2 T+,
IR . X% NEXE] CERiksnle 372207 vary 7 b7 O—ME#RT 5, SAP Enterprise
Support i%., [HTR7V Ty a7 T | IZHTDET 7 AMMI G ENTHATHRIGESND LD LTS5, SAP
X, TOEMOFRICE Y, %495 Enterprise Support Y —bEREFRESTH LN TES, Zhicid, T=x—VF
P—E R OFMENSAELDEEDEMIZ LD SAP Solution Manager 788 £ 5HA, TAUTIRE SHRVY, SAP [, SAP
Service Market Place (http://service.sap.com/usage-rights) T. 72722 FHE UIEMAIHINEZ P RT 528, 2l
E~OFEREM e LICEFH SN HHE 1 H 5, SAP Enterprise Support Services OFiFHDFHIEIZ>WTix, Y7 b
Y =7 GTC) O 10.3 XAWHMENLbD LT D, MYFEHEPEEET 2B A 2RV T, BEIT SAP Solution
Manager 77U #r—< a3 > ( [SAP flit43 ] %5 3 #5. J& ' Conditions SAP Software and Support Switzerland % £R)
EHEATAILNTE, ZHE~R2—YRI—ER] O—E LT [SAP T—FEr ¥ —] THHEFHINL LD LT 2,

4.2.3. SYSTEM ACCESS LOCATION.
4.2.3. VRAF AT 7 BRT BB

Access to the Subscription Software will be provided by SAP to Customer at the SAP Data Center as described in Exhibit 4
to the applicable Order Form. Customer acknowledges that the primary location from which Customer will access the
Subscription Software ("Primary Access Location") and Customer’s failure to provide SAP with its VAT number may have
sales tax implications. If Customer does not provide a Primary Access Location, SAP will incorporate a default Primary
Access Location to Customer’s sold-to address. Customer has provided the Primary Access Location as agreed in the
Order Form,

(VT2 VT vary 7 huoT | IZHTHT77EAE, %525 EXE) © (I 4) IZR#T2E80, TSAP
T—HEH—] IZBWT SAP MHERICRMEEIN S, BRI, BEN (M7 27 0V Fvary 7 o7 ] 77 kEA
THEERGE (LT [EERT 7 EAEFT ) ICLD, ELEEENEHEO VAT BEF S % SAP IR Lotz &
WD, WERBABRISNDIBADRH DL E2 TART D, BEN [LEHERT 7w AGFT 2RER0-12548, SAP 1L, B
ED TEERT 7w AL ZPGEREFICHAAND, BRI, [HEGE) © AR S [E8RT 7' A5 %
HREHR T 5.
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4.3.
4.3.

HEC Services in General

THEC ¥ —E 2] —%

This section 4.3 is applicable to all HEC Services. To the extent that the Computing Environment provided by SAP includes Microsoft
software products (as specified in section “System setup” in the Order Form), the Customer must ensure the compliance with the
following conditions in relationship to such Microsoft software products:

ZOH 4.3 KiF, $NTO THEC — b A [C#H &5, SAP MNigfitd s Tav va—F ¢ > 788 12 Microsoft ® Y 7 b
DT HRENREENTODES (EXE] O V2700 y b7 v 7] HIEEESNTWDS) | B, LT ORS00
END LI LRTRIERB RN,

a.

Customer may not remove, modify or obscure any copyright, trademark or other proprietary rights notices that appear on the
Microsoft software products or that appear during use of the Microsoft software products;

%L, Microsoft @Y 7 h o = 7HLG FICER SN DD, XiE Microsoft Y 7 + o= 7RG O FICE RSN 5, H1EHE,
PARERE, X2 OMEAHEIZBT 2 ZREHIBR, B, XTI LTI bz,

Customer may not reverse engineer, decompile, or disassemble the Microsoft software products, except and only to the extent
that applicable law, notwithstanding this limitation expressly permits such activity;

&L, Microsoft Y7 b =T HED Y NR—=2A2 0 P=T Y 7 Wiarf L, I T7Tv T AET-oTidbiwn, 7=
2L, ZOHIRIZ D 5T, MBI L D 2027 BRI SNAGAICFE OFIFHNTIT ) & XX, ZORD TR,

any warranties, liability for damages and remedies, if any, are provided solely by SAP and not by Microsoft or its affiliates or
subsidiary;

AT, HFICHHT DEHE SR ORI (B DHE) « ED SAP BRSO TH Y | Microsoft XIiLZ DOBIESHE L
TSt S EZREL 220,

any product support for the Microsoft software products included in the Computing Environment is provided to Customer by SAP
and is not provided by Microsoft or its affiliates or subsidiaries;

(2o a—T 4 78RE] ICEEND Microsoft ©Y 7 b7 = 78I 5 8 R— MME, SAP 22HREF IR I 1,
Microsoft XIEE DORESE L XTSIz b 2t L,

all title and intellectual property rights in and to the Microsoft software products are owned by Microsoft or its suppliers. Microsoft
software products are protected by copyright laws and international copyright treaties, as well as other intellectual property laws
and treaties. Customer’s possession, access, or use of the Microsoft software products does not transfer any ownership of the
Microsoft software products or any intellectual property rights to Customer;

Microsoft ¥ 7 K7 = 7 8L O3 T OMEJF K O EMHE L, Microsoft XiZZ W7 F 4 Y —nHF$ 5, Microsoft ¥ 7 k
v T RET, EVEME, EVEMEICRET B EBRSN. WS E OB EMEIC BT D IER L ORI L > TRES N TV 5,
&I LD Microsoft Y7 b= THEORA, TR, UIHHIZE > T, Microsoft ¥ 7 kv =7 85 OFFTAHE TV
RDHMMERED . BRICBIEIND Z & IiF b2,

SAP may disclose Customer's information regarding the use of Microsoft software products to Microsoft or Microsoft affiliates or
subsidiaries in case of audits;

SAP 1E. EEEOREIZ. Microsoft ¥ 7 ~ = 7SO FHIZBIT AEEOEHRE . Microsoft XiE Microsoft o RESHE L <
PSR T2 N TE D,

Customer acknowledges that the Microsoft software products are not fault-tolerant and is not guaranteed to be error free or to
operate uninterrupted and shall not be used in any application or situation where such Microsoft software products failure could
lead to death or serious bodily injury of any person, or to severe physical or environmental damage (“High Risk Use”). Examples
of High Risk Use include: aircraft or other modes of human mass transportation, control of nuclear or chemical facilities, life
support systems, implantable medical equipment, motor vehicles, or weaponry systems. High Risk Use does not include utilization
of Microsoft software products for administrative purposes, to store configuration data, engineering and/or configuration tools, or
other non-control applications, the failure of which would not result in death, personal injury, or severe physical or environmental
damage.

B IE, Microsoft Y7 b= 7RIS T 4 —L b bL T2 R TIEARL . =T =02 TR LICBEIT AR50 RN &, X
IZHh D Microsoft Y 7 b7 = 7HRIGEO RIS ADIETHE U IZEERGREE, IR WA ES U < IXREEmEL
BHBXTRU T CHERBZHER L IR ona e BT INA VAR ) 2THET 2, g URIZEH oflic
AT E N5, fizetkz oftho N O KE#EH R GR, BIRmiis I FEMR O FH, AR A7 A HDARROE
WeRsAR, HENEL, ULV AT A, IA U AZMHH] X, TOXRMBELE, FREE, TR 2MENRER L <1338
BWEZ L0320 THAI, BT —#., RO/ XUIERY —VERGFET D E VW FHREN., TOMERUAOHBTO
Microsoft ¥ 7 b = 7HIT OFIHIZE 720,
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5. Customer Responsibilities and Obligations regarding HEC Services
5. [HEC ¥—t 2| CET AWEOEE L HE

5.1. Customer is and shall remain responsible for entering its Customer Data into the Computing Environment and for the
maintenance of the Customer Data supplied by it. Customer hereby represents, and has made reasonable commercial efforts to
ensure, that the Customer Data and the Hosted Software is free of all viruses, Trojan horses, and comparable elements which
could harm the computer systems or software used by SAP or its subcontractors to provide the HEC Service. Customer agrees
that it has collected and shall maintain and handle all Customer Data in compliance with all applicable laws, including without
limitation such laws, rules and regulations regarding data privacy and protection and export/ import compliance.

5.1. gL, TarvCa—7 4 U J8E] ~0O [HEOT—5] OANI %%m%f&%ﬁo%@&#é FBEIT, B SN
T2 (BEOT—45] OBRSTFIZH L THLEMLEAI bOLETH, BEIXZ 21T, THEC —E x| OfRfLOE®HIC SAP XLz
OHEXRPERT 230 Ea—F— /XTAXi/7FW:7_@Z%#15%M@&5\%%@57%»x\FD4®ﬁ%\
ROFEZEOEZN HEOT—X] RO RAT Yy RY 7 =7 ] IEEGER TN EE2EWT S, /-, ZHUBRHEIC
FEHEND LT, INETICEHEMAREEG Lo 2R LTW5, @EIE, HMEOT—F] OFTXTE, bbb
B (F—=2DT T AN =R OMR#ET RN AD a7 47 o 2 CET 58, RAL ROBHIZ2ET0R,. ZhbImRoh
D) WS TINETITRELZZ L, RUSH LD DDIERICHE TEHE LRV S Z LICRET 5,

5.2. Customer will change all passwords used to access the HEC Service at regular intervals, no less frequently than once every six
(6) months). If Customer learns of an unauthorized third party having obtained knowledge of a password, Customer will inform
SAP thereof without undue delay and promptly change the password.

52.@@@ EMRIZ2ERRT (6 Z A 1 FLLLEOBHET) . THEC $—E R T 7 B AT H1DIERT 5T X THORRAT—
BRES D, HREALRVE HEBNSAT = FIZOWTHERZ B2 L 2BER M- 1256, BEIE, RYICELEY 528
7‘£< SAP IZZDEZHRE L, HRLNICNAY = REEETLHHD LT 5,

5.3. Customer is responsible for the connection to the HEC Service, including the internet connection to the Point of Demarcation. In
no case shall SAP’s responsibility for any services extend beyond the Point of Demarcation.

5.3. &L, TBEREA LN ETOAE—Fy FERZED T, THEC ¥ —E R | ~OBERICOVWTEEEZA Y, WIRDIEE
b, B RICKT D SAP OFLE, HBERAA M OAMTRIEFRVWE D LT D,

5.4. SAP’s provision of the HEC Service is subject to Customer fulfilling its responsibilities described in the HEC Roles and
Responsibilities document (Exhibit A). Customer agrees to execute prompt performance of such responsibilities and provide the
employees and resources required for the project phases in sufficient measure. As part of the HEC Service, SAP will install the
Hosted Software in the Computing Environment, setup and configure relevant hardware and software monitoring agents for the
Computing Environment and the Hosted Software, and introduce Customer to SAP’s support and communications procedures.
Customer agrees to provide the following:

5.4. SAP 2 X% THEC —b 2] DL, BiEA THEC IZRAT 2 &EFIROEM 08 ( K Al ) ICRE#fiEsn 5B b OHETEE R
T2 aEMET D, BRI, PO ELEEFESCICETL, VeVl 72— XK BEREEE LY V) — R & it
THZLICAET D, [HEC —v X)) O—B& LT, SAP 1T, ava—TFT 40 78E] I8 [RATy RY 7 =T &
A A =L, [avta—F4 V8B KO [RATFYy RY 7 =27 ] 12200, ETAIN—FT=2T KR/ 7k
VT DERT—x NEBREROHER L, BRI LT, SAP O R— F RONEKFHE 2 RNT S, BElL. UL F2 it
THZLIAET 5,

e 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.
(aoCa—T 4 U TRE] ~O7 7 ZHRICET 5BEOR Y o —ROFIR, BEiE, Bk, »oTE5RY B
DINDARY = FOFNEDEFTIZHOVNT SAP ITIBEMT 5 Z LIZHET D,

e A service user (“S-User”) ID in the Computing Environment with the authorizations defined below. This S-User ID, which

is (initially) assigned to Customer by SAP in support of the License Agreement and which Customer uses to log on to SAP’s
Service Marketplace for software download and support is required by SAP’s HEC resources in order to permit SAP HEC
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:
UFCERTIHEREFTD (o a—T 0 V7B AoV —ERa—%— (LUK IS =2—¥%—] ) o ID, (4541
3 MERMERFRERA) OFR— ML T SAP BEEICEH Y LT, BENY 7 bV =7 DX rn— NeHR— o
HIZ SAP @ Service Marketplace (1 74T 272DICEMTSH S = —%— ID &, SAP ® HEC U Y —2An [y
Va—7 4 V8B Oy Ty 7okbiin sty L, Y7 MU =TERGT A0 nERY 7 by T Ay a—
FEAR7 ZFATTELLIITT270IT, SAP O HEC U Y —RITX > THEREND, LUFOL D RERNPERSIND,

o Sending and/or creating and / or confirming and / or re-opening Customer messages
EEEO))( /“Zﬁy@g{xﬂ\ T/FUZ fﬁuru K OV S B
0 SSCR key registration
SSCR ¥ — D%k
o0 Processing service messages
P—E R R =T O
o Opening service connections
F— B AR OB
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5.5.

5.5.

5.6.

5.6.

5.7.

5.7.

5.8.

5.8.

5.9.

5.9.

5.10.

o Software download
VIR =TOX =R
0 Maintaining system data
AT BT —H DR
0 Requesting license keys
FTA B AF—DEKR

Customer hereby provides SAP with the express authorization to set up and use an S-user with these authorizations. Customer
will ensure that any authorizations that may be required for third parties or its employees will be provided promptly

MEITZZIC, EROHREET D S -V —EREROEMT 2 R0KEBE, SAP 525, BEIX. BEHEIZ 0%
RBENREL T HHERZ, BONTERAD 2 LE2RIET 5,

Customer is responsible for maintaining Customer computer systems and access to such computer systems on the Customer
side of Point of Demarcation. SAP and Customer are further subject to the terms and conditions of the SAP Annex for
Commissioned Processing of Personal Data which permits SAP to perform its obligations pursuant to the Agreement in regards
to personal information of Customer’s employees and business partners housed in the Computing Environment, and which is
incorporated into and made part of this Agreement.

BEIL, THEARA Y b BT IEEMOBEED AL Ea—F—V AT A, ROYHEa L Ea—F —V AT AIKTDHT7 7'
AEERTLEMTEAD, SHIC, FRE SAP 1%, MAAT—XOEFCLHE | (CBT 25 SAP @ (18] OLUEORIRERD,
IO gk 12k, SAP X, Tava—TF 4 UUBRE| CEENIBROMNHXEB LBEIEOBAFBRICEL T, TAREKHN)
> THLDERZIBITTE A L9125, 20 T &, TAREKN) [THBAEN, 20— E D,

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.

EE ORI T SAP O SO N MLE RIS S, B IL, SAP 2 SEEICHRM SN Yisis a0 - O I Z 2T
LML LNTZEREEZRIET 200 L L, HEDO) A7 13§ _XTEENRA D, SAP 1T, BENPHENICZETEREDEZ B
FBREZ R TE RN 2 LIGERT VR 5 BEICOVWT L EEEZADRNED LT 5,

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 HEC Service
responsibilities under the Agreement. Customer is solely responsible for determining the suitability of the HEC Services for
Customer's business and complying with any regulations, laws, or conventions applicable to the Customer Data and Customer’s
use of the HEC Services.

BT, BHOEe Y2 atv R (EVRATav A, VATLER, TV 5= ar ROTF—E2 DX VT 4 B RNy
FRBEM | RO OMBAFY R XIS E T OEFOMSFEETRR, ZALICRESNR) OERKE, CEk, RUETIZ
WTETEZAI D ETH, BRI, SAP 2 TR IS THSRAD THEC — R OELEZEITTAHIENTES
EolC, BEDHYT 57 e AT HILEN O EE SAP [ZIRIET 2 ELEFI ST HEMTAI bO LT D, FBE
X, BEOFEEIIKHT S THEC — 2] O@EAMEDHE, TN THEOT —4 | ROWEEIZE S THEC —t 2] Offi iz
WH SN DT XTOMEL, B8, UIBE~OERIZONWT, HMTETEZA D,

If Customer elects to have any services provided by a third party, SAP will have no liability for any defect or failure of the HEC
Service or Computing Environment caused by such third-party services, and Customer will not be entitled to any reduction in fees
for the HEC Service. SAP may deny access to the HEC Service and/or Computing Environment to any third party service
provider which SAP determines in its reasonable discretion poses a security or confidentiality risk to SAP systems, data or
intellectual property.

BEDN H—E R 2 =FIREISELZ L 2BR LGS, SAP 1L, 22 2HE=F0V— XERT 2D [HEC —t %]
i Tarva—F 1 o VB ORBROBEICETZADRVNEDE L, 77, %L, THEC +—v 2| BeoRsEs %)
HHERI AT L72\, SAP 1%, SAP MZDAFRHIHIEI T, SAP DY AT A, F— 2 UIHMPMFEICEX 2V 7 4 LDV 27 TR
BRI OV RV 2 LT LHTAE =Fo— X a "M X —cxf LT, THEC H—Ev R | RO/ XX a2y Ea—
TAVTEREE] ~OT 7R AEBEETE D,

Customer agrees to comply with the SAP Acceptable Use Policy, a copy of which is appended to and made part of this
Agreement, in connection with Customer’s utilization of the HEC Services for the duration of the Agreement.

ARIL, TR BP0 THEC —rv 2| OFRICEAFIHICE LT, SAP @ TFIH#EE] (Foav—ix REK) 128
s, TARZEE) O—HEHRT 5, ) TS 2 LICEET 5,

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.

SnEbEY A b HEXE] TAEBRSHIEROOMIM T, BEIE, RKRROZHEZRI LT, A ZLIiTkK 4 FEE T, M

WEDEDEFEIIE L D, 0 5MWEDEOEREL, BEOKRBE/THOITOIL, %475 [SAP 2 F—U A h<wx—
Vy—] zBLTHEIND,
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6. Service Levels and Reporting
6. Y—ERLVEROHE
6.1. Service hours

6.1. P—v R

Service Times

—E R

Service Level
P—E RN

HEC Managed Service
HEC Managed Service

Systems with PRD Mode of Use: 00:00 to 23:59 every day (24 hours each
day).

Systems with DEV/QAS (non PRD)

Mode of Use): 08:00 — 18:00 local time each at End Customer location

PRD f#ifl 5D 27 4« 5 H 00:00 2>5 23:59 (1 H 24 FFf)
DEV/QAS ® ¥ A7 2 (PRD LAAhoffi 5 +)
08:00 75 18:00 (4 E ViR FTHE 0O P HiL oD B HiUke[H])

6.2. Technical Availability
6.2. [EARAR M)

The following table lists the Technical Availability applicable to the Customers Computing Environment. SAP shall track and report to

Customer the “Technical Availability” in a monthly summary report. Customer must notify SAP of any claims for any Service Level
Credits within forty five (45) days after receipt of the monthly Technical Availability report.

UTORIZ, BED [ava—T7 0 7 RE] IGEHSND TEIFMATHME] 27579, SAP IX,
HEHLUR— P THEICRET LD LET 5, BEIE., AZLo RN VR— b O%8E% 45 BHUNIC,

7 VvPy b CHET KRB BT, SAP IZBHTHHDET D,
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Computing
Environment

segment Service Level Violation Remediation
=Y Ea=F 4 [ —E X L~ EX B

VIR o' J
Ak

Incident report and action plan by SAP submitted to Customer within 10
Business Days.

SAP MDFIZHR LT, 10 TERA) LAICA o Ty b LFR— b ROT 2
var 7 I roai,

For all HEC Cloud Start and HEC Production Cloud (both with BYOL
approach): Each 0.1% TA below the agreed Service Level for each single
PRD system shall result in 2% Service Level Credit of the total Recurring HEC
Service Fee for the month in which the Service Level was not met for the

System Name /Tier No. identified in the System Set-Up Table in the Order
Form.

3 _TCT® HEC Cloud Start &% T® HEC Production Cloud (BTOL J5z( & iifi

J7) IZOWT : PRD DEF VAT AT HIABESN. [H—ER L1 %
TA B FEI- =85, 20 0.1% 25X, TH—EAL~L| R F &S
RnoTz A0 TEH HEC —t 2B OEFITHT S 2% © [H—Er 2L

99.5% (PRD only)

99.5% (PRD ) TAT_eSV(-:(;rlvice ST LTy N BRRETD, [HEXE O (VAT Ay N7 v T7HE] 1T
95% (non-PRD) BRL SN2 AT D4 W
TA< TH—t

For HEC Production Cloud with Subscription Software: Each 1.0% TA below
the agreed Service Level for each single PRD system shall result in 2%
Service Level Credit of the total Recurring HEC Service Fee for the month in
which the Service Level was not met for the System Name /Tier No. identified
in the System Set-Up Table in the Order Form.

95% (PRD LI4}) A LL

(W7 20 0F a7 727 ] %4F9 HEC Production Cloud (Z-D\
T :PRD DHEI AT AT IAEE SN F—EAL L] &2 TA BT
FElo7=88, 0 1.0% I2o%x, [H—EZAL~L] NUUT A2 SR0-
72RO TEH HEC ¥—E 2B OAFHIH T2 2% & [—r AL~
VO M BREAET DS, THEXE] o (VAT atey M7y 7R ICHRLS
Ni-v 27 24 /W&

All Service Level Credits are subject to the overall cap described in section 6.7
below.

TARTO =RV LYy BT, TRl 6.7 RICRLET 208
HI72 ERRANE T S D,

For purposes of calculating Technical Availability, any inability of the Software or Computing Environment to respond to Named Users
or inter-system interaction requests to the extent caused by any of the following will be excluded from Downtime:

MR AT L) OFFEICB N T, UTFOWTANCERT SR, V7 bo=7 ] X T2 Ca—7 0 U 78RE) Y DRk
a—P—] ET AT AMDOA L F T 72 a VERIEETERDPSTGEIE. (XU 2401 hokrhs,

0
O
(i)
@i
(iii)
D)
(iv)

@iv)

V)

Scheduled Maintenance or unscheduled downtime, as agreed upon by Customer

ENEE LTz, FHERST SUIFIES DX 7 v 52 A A

Customer’s failure to meet Customer’s responsibilities as set forth in the Agreement; or

BEN. TAZK] ITED D BH OELEIEIT LIen o258

Downtime of a QAS system caused by using the QAS for failover/to repair to a PRD system;

Tz A)VF—/3—X PRD VAT ADOBEFEDTDIZ QAS VAT AR LI Z EICERT S QAS VAT LD XA L)

Misuse of access rights by Customer or use of the Software otherwise in violation of the License Agreement or the Agreement,
as applicable, or otherwise not in accordance with the Documentation;

FRICE DT 7 v AMEOTLAH, UM HMEFFEROIE LI TARK] (WPhB#&S 4 50) 2 oho ik TiER L=
(Y7 o=7 | OFH, IEZOMOFIECL D T30 OIEEF

failure of Customer to maintain Software Maintenance for the Hosted Softwar3;
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w) [RAT Y RY 7 v =27 /T D 1Y 7 by 2 TIRSF 2BEDHER LiahoTm2 &

(vi) other issues outside the reasonable control of SAP including:

i) UUTa&ETe, SAP O/ PR ELZ B2 5 F O FE,

(@

@

(b)
(b
©
©
(d)
(D
(e)

©

®
®
(9
@
(h)
W)

work at the request of the Customer that requires the Computing Environment or portion thereof to be shut down
(such as arelease upgrade);

BEOERIZED, T2 a—T 4 VIE8REE] IZ0—HMORTH#ETLHEE (V) —RADT v 77 L— K72
&)

restore times of user data (recovery of database data from a media backup);

a—P—F = DETMM (NI T T AT 4 TN DT = R— AT — 2 D)

recovery times (import of database transaction logs to recover a current database status);

BTN BEOTFT—FR—RA AT —Z AZEETH-DD, T—ERXR=AD TP I aralZOfrFR—h)

interruptions as a result of requirements stipulated by the manufacturers of the Hosted Software;
[RAT v FY 7 U =7 ORECIZE Y IEE SN2 BRI ER T 2 H i

interruptions or shutdowns of the Computing Environment (or portions thereof) resulting from the quality of the
Hosted Software provided by the Customer and/or Customer’s customizations of the Hosted Software or Computing
Environment, unless this is the responsibility of SAP;

BRIZL TRt END [RRAT Y RY 7 b7 ] OMERY/ XL THRAT Yy Y7 b7 ] HLLLIE Ta
VEa—T 4 VI RE] OBEILLDNAS A RXERTD (a2 a—F 0 7 8E] (UIZEO—H) O
WriEs vy FE T (SAP DELTH LGB %K)

faults in the Customer’s network (ex: LAN, firewall) or failures caused by issues outside of the Point of Demarcation;
BEDORy FT—2 (LN, 77 A7 U+—N72E) OFE, Xt HERFA > - SAoREITE RS 2k
power outages or shutdowns of the power supply on the Customer’s locations;

JEE OFHERIC F51F 2158, XUTE AR O 1k

non-fulfilment of Customer’s obligations as set forth in the Agreement .

(AR ) D DK DRI DOARBAT

6.3. Backup / Restore
6.3. Ny TS/ HEE

Days/ hours during which SAP provides HEC Services are set forth in the applicable Order Form.

SAP 7% THEC ¥r— vt R | Z2f3 2 A%/, #4725 THGE) 8D D,

Description Computer Environment segment to Service Levels
B which Service Level applies
WA »P MF—ER L)
MfP—eRX L) BEAENS T2
Va—74 Y TREl OBZAVE
Backup Frequency and retention PRD Daily backup and log file generation per SAP

period for Databases

TR R—=ADINNy 7T THE

B OMRAF H ]

product standard 1 Month retention time. Backup of
the production environment will be replicated to an
alternate data center.

SAP HUSLEEYUE (1 4 ABORIEMIE) (23L&
HON w77 v TR0 T T 7 A AR BB R EE
DNy I Ty TiE, REE DT —F 7 —I2HE
WEhb,

PRD
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DEV/QAS
DEV/QAS

Weekly backup and log file generation per SAP
product standard. 14 days retention time. Backup of
the non-production environment will be replicated to
an alternate data center.

SAP BLEEAE IS, WITEDON Y I T v TR
077 7 A VAR 14 BB O R HEIFEAR R BB 5T
DRy 7T w7, REERDT =2 X —ICH
Wahb,

Backup Frequency and retention PRD
period for File systems

Monthly full backup and daily incremental. 1 Months
retention time. Backup of the production

S AT RT ADS YT T PRD (ejgxitrec;nment will be replicated to an alternate data
WU R OMRAT '
AZEDTNRy 7T w7 ROEHDEF Y7
Ty 1 AARORFHEABRBHERTED Ny 7
Ty ZiE, REERDIT LB —ICHB I
%
DEV/QAS Monthly full backup and daily incremental. 1 Months
retention time. Backup of the non- production
DEV/QAS environment will be replicated to an alternate data

center.

AZEDINRy T v FOMEHDFE Ny 7
7y 7 1 A ORFHEIEARBBERIED Ny &
Ty TE, R 2Tyl
Do

6.4. Incident Management
6.4. ATV NEH

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

AT OBENEN S ( T4 o Ty MEEIER ] ) _TH Ao Fr b KEHENS (O BEIEMITBENEET 5, F1-
TEEOIEEICIE ST Y R HEO L & SAP 12XV FREMTONIEANH D) .

Very High: A message should be categorized with the priority "Very High" if the incident reported has very serious consequences
for normal business transactions and if necessary tasks cannot be executed. In general, this is caused by a complete Computing
Environment outage or by the complete unavailability of one of the computer systems in the PRD. The message requires immediate
processing because the malfunction can cause serious losses.

BB MESNIA Vv TV MRIEEICHRACEFEOEE TP v a VISR ARLTRY . BLEREEE T TE RV,
A= VOBENEAIE TREL] CHF S5, MO, ZHIRERE% T2t a—T 4 V785 Ok, X PRD Ao =
Ea—Z—YRA7T L5055 1 ORERICEM TSRV LAFRE LD, 20X ve—VORE, BEWESRARBEAZTI &R
ATREMEDS B D7 b . ELBICET 5 MR 5 D,

High: A message should be categorized with the priority "High" if normal business transactions are seriously affected and
necessary tasks cannot be performed. This is caused by incorrect or inoperable functions in the PRD or DEV or QAS system that are
immediately required. The message must be processed as soon as possible. If the malfunction persists, the entire productive business
transaction may be seriously affected.

- WHOKEE T Y7 v a VICHEAREER RO, BEREENEITTERVEE, Ay BV OBEIRMIT T (29
Bsnd, Thud, RIFFICZEZe PRD, DEV, XUE QAS D AT ADMEREDRIIESLCEERRNFA L 2D, A vE—I 1 RERR
VEROAB SR T TR SR, BIEBIRFRHET 256, ABBIO YR A T UV Ve VARKICHR R B K S T etk
N D,

Medium: A message 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 an existing critical
business process.

OBEOEB TV v a VBB EZ T IHAE. Ay E—VOBEIEMIE T Zafishd, ZORBEORIEIE, PRD,
DEV, XiZ QAS @ ¥ AT LADKHEDREESLINERR TH 5, BT, MFOEERE I RAT 0w AT HLAE 2T 5,
Low: A message should be categorized with the priority "Low" if the problem reported has few or no effects on normal business

transactions. The problem is caused by an incorrect or inoperable function of the PRD or DEV or QAS system that is not required daily
or only used very rarely or of low business criticality. This priority is also used for any other service request.
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B SESNEHEOBEBFEOE(ET NI o7 v a VT HER, ZEAEROVN, &L RWEAIE. A v e—COELIENIT
ME) Waishnd, ZOMEOFRIZ, BEMUICHLENR LW, T<HICORGEHIN D0, XITHEE EOEBEE DK PRD, DEV,
X QAS DT AT ADOMEEDMEESCEINERRE CTH D, T OEEIENIT, OOV — e AKHEICO W T LRSS,

The following Initial Response Times (IRT) are agreed for the different Priorities:

LUF o TS AR ) (IRT) 23, Z2hZ2ho MERIERL] 2oV TEESR TV,

IRT for Incident Management Priority Very High 20 minutes (7x24) and problem determination action
. (only applicable for PRD) plan within 4hrs
ATy MERO IRT
BSENANL ThcfEd ) 20 4y (7><24) | ROY 4 WERELAPNIC BRI oo 7
(PRD D723 ) svavrIv
Priority High 2 hours (7x24) for HEC Production Cloud
. 4 hours [local time on Business Days] for HEC
RIENAAL THIE ) Cloud Start

HEC Production Cloud Ti%, 2 B[ (B 7 H.
1 H 24 H)
HEC Cloud Start Tid, 4 K[ [HMiRE CE3E

Al
Priority Medium 4 hours [local time on Business Days]
BHENERL T 4 WEfE] [BlHIEECEER]
Priority Low 1 Business Day
BIENEN. T 1 E¥ER

The following section is applicable only if Solution Time SLA is agreed Application Management Services for HANA Enterprise Cloud in
the relevant Order Form:

DIFOL&EIT, %% 45 MECE] T, HANA Enterprise Cloud (2595 77U r—a <P AL b —ERZ] IZOVWT TfE
WREH O SLAl NEE SNILBICOZEH SN D,

The following Solution Times (ST) are defined and agreed for Application Management Services for HEC depending on the priorities if
ordered by the Customer in the relevant Scope Document for AMS,:

AVS IZBET DREN TS THIPHICRET 230K TRBMNEX LIZHA, HEC X320 T7 7V r—var<=x YA bY—EX] T2
W, BUF o THERIER] ) (ST) MMESEIRMLICE S W TER SN, aESN D,

ST for Incident Management Priority Very High 10 hours
(applicable to Application (only applicable for PRD)

Management Services for HEC e 10 IRfi)
only) B S NART fo 1 5

. (PRD D7+ (T3 H)
[f T NEH) IZBT 2 ST
(HEC IZ%I4 5 77V r—v 3
VRV AV R —E R ORIT

)
Priority High 20 hours [local time on Business Days]
TBSENAR A S 20 WF[E] [BLMFR CE¥ER]
Priority Medium 30 hours [local time on Business Days]
FBHENERL 30 WF[H] [BLMFR CE¥EH]
Priority Low 100 Hours [local time on Business Days]
BESENENL R 100 MgfE] [BiHHFEHICEEA]
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6.5. Service Reporting for AMS

6.5. AMS IZE9 ¥ —ERME
6.5.1. Monthly Customer Report
6.5.1. AHRBEE LV H— b

SAP will create a monthly report providing Customer with information about the services provided in the previous month. The report will
be made available online via the AMS Reporting Dashboard for the last reporting month and as downloadable PDF document for last
12 reporting months and will include the following information for the in the respective reporting period:

SAP 13, A ULAR— FafERL, AT IR SNy — e 2CHT 2R eE IR it b0 L35, LaAR— M, AiEERICS
VW CIX AMS Reporting Dashboard # i U CA Y 74 » CHfEEi, EIE 12 B ARO®EAIZO>WTIX, ¥ U r— Nalgg7Z PDF
XEL LTt D, VAR— MR, FREMMICET U TOFERNE ERD,

. Overview of the supported IT solution in scope of the services provided
Rt h 22— 20fEICEENTZ, FR—FHRO 1T YU a—a O HE

. Management Summary / Recommendations for continuous improvement
RIS I T D~ R VA v MY~ U — /IR

. Total number of tickets received including break down per service category, per priority, per location, per application
ZESNTFTry M (P—e 2B T Y — BEIRG, FifEft, 77 r—a URloWi e &)

. Total number of completed / not completed tickets including break down per application
T/ RETOF 7y Mt (77— a VoMM EETr)

6.5.2. Real Time Ticket Reporting for AMS
6.5.2.AMS ICBET B3 Y T AL ATy M

A Real Time Ticket Reporting will be available online via the AMS Reporting Dashboard providing detailed information (including ticket
ID, priority, application, service category, status) on tickets.

T 7 MEA LF 4y N %, ANS Reporting Dashboard #i U CA > T4V TAFTE, F7 v MCET HMEHR (F7 v
N ID, BRI, TV r—vay =B RABT AN — AT —FAEET) BRI D,

6.6. Service Level Reporting for HANA Enterprise Cloud Services
6.6. HANA Enterprise Cloud Services (23 3% — b X L~ L

In the event that one or more of the Service Levels in the Agreement are not met, the following procedure will be implemented by the
parties:

IR 12812 1 HULED TH—ERX L UL BER SR> T25E 13, WY FE RO EEZIRD,

a) Either SAP will notify the Customer contact person or Customer will notify the SAP Account Manager to analyse Service Levels
metric statistics.

a) P—ERAL~b) DAY TRAGHESHFTH L DI, SAP K OB Y FITHEINT D5, XIIEEDR SAP o [T h o
PRV — ] [THHMT D,

b) SAP will promptly (i) determine the root cause or possible root cause of the failure (if known) to meet the Service Level, and (ii)
unless failure is excused develop a corrective action plan, and submit such plan to Customer for written approval (which will not be

unreasonably withheld or delayed) and, following Customer’s written approval implement the plan in a reasonable period of time
(and in accordance with any agreed timescales).

b)  SAP iF, X (1) [H—EAL~L) Bili7zEd3Nd L5, BEORAFREXIIBZZ OGN D2WARRK (5053545) ZHr
L, (i) BEMEKINDIGEEEZRVT, BEQEOOT 7 a 7TV EREL, Y%7 7V E2BRICRHB L TEmRICLD
HERERD (D02 7KGRIF. AYITHERUTELE L TER LR | BEOERIC L ZEKB LT, GEARMIMNIC (&
SNTATVa— Mo T) BET TV 2FETTHDLET D,

c) If applicable, SAP will provide the specific Service Credits as described in section 6.7 below.

) U TDHELA. SAP X, TRLE 6.7 RICEEHET D, FED —v A7 LYy b 2REET D,

d) SAP will be relieved of its obligation to pay applicable Service Credits and will not be in breach of the Service Level where the root
cause analysis (as reasonably performed by SAP) indicates the failure to meet the relevant Service Level was caused by the
Customer. In the event that Customer disagrees with the root cause analysis, the parties will discuss the root cause analysis in
accordance with the escalation procedure described in section 9 of this service description.

SAP Service Description for Managed Services (HEC AMS) JAPANESE v.1-2015 24



d) (SAP 2RV AFRAICFE M S 4v7z) RARRSGITIC LY, BET 5 (= AL~ ST 2R EEPBEISER T2 2 &7
O RoTEHA . SAP 1, [H—ER L~ IGEK LTSI EIZiEabd, %25 —bex7 1Py b 2310
IEDLORBERBRIND, BEDRARFTESHICFEE L 2WEE, M FE L, ZOoF—EANEHHAOE 9 £THIT =
A L—a VRREICHE S T, BAFRR SISOV THh#ET 5,
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6.7. Service Level Credits
6.7. V—ERL_ NI LTy ]

Subject to section 6.2, where SAP fails to meet this Service Level, SAP will be liable to Customer for the corresponding Service Credit
as set out in this section. The Service Level Credit is calculated as the sum of the Service Level Credits for both DEV/QAS and
PRD for the TA Service Level defined in section 6.2 above. SAP will deduct the amount of any Service Credits owed to Customer from
the next invoice (or, if there is no such invoice, by bank transfer to such bank account as Customer may specify in writing).

B 6.2 KELMELT, SAP NI =t AL~V 2SR o 2 BE, SAP 13, BEICH LT, ARICEDLNIZMHY TS
[P—bERX7 LTy b IZOWTETEEAS, =X LTy bk, EREHE 6.2 KICEDD TA O [H—ER L~
IZOW T, DEV/QAS K&K PRD Dliid TH—t AL LYy b O&FELTHIHEND, SAP 1T, BRICKL ) & [H—t
27 VY y b O&EE, WEIOFERENLZELGIC (UL, 025 RER WG EIIBEENER CHET 24T DI Y A
i)

Customer agrees that under no circumstances will the total maximum Service Level Credits: (i) for any one month, exceed 100% of the
Recurring HEC Service Fee for that month; and, (ii) for any given contract year, exceed in the aggregate an amount equal to one-third
of the annual Recurring HEC Service Fee charged for the contract year (or one third of the total Recurring HEC Service Fee charged if
the Term as defined in the applicable Order Form is less than one (1) year). Customer acknowledges that the Service Level Credits
defined hereunder are the sole remedy for SAP’s failure to meet the specified Service Level.

BRI, WRDRIO T T, &K [P—t AL LI LYy b OFFHIIOE, UTOZEWCAET S, () EED 1 ZAICH
LT, TOH® TEH HEC —E 284 @ 1000 28272\, (i) FFEDEKEICK LT, FORKEICTER SN HEM TEH
HEC Y—E 2k @ U3 CUIEHST 2 ECE] ICED LMD 1 FERMETHHLEIE, RSN 2465 EH HEC h—b =2
Bl o 1/3) ICELWAEHEEABA RV, BEE, AHECEXRTD H—EAL_XL7 LTy M 2B, FIED [H—E R L~
Z SAP MERTE LM olc Z L ITHTHME—DOKFE THE L% TKT 5,

6.8. Changes to Service Levels
6.8. [¥—vERLN] OEE

SAP may, at its sole discretion, modify the Service Level terms set forth in sections 6.1 through 6.4 above upon notice to Customer,
provided that SAP shall not materially diminish the Service Levels, Service Level Credits, or any other Service Level provision during
the term of the Order Form.

SAP X, ZOHMOELEIZLY, BEEISHEML T, FRROE 6.1 £~ 6.4 LIZEDD [F—EAL~Ub| KR EETLHZ LN
T&5, 72720, SAP 1E, HEECE ofifEHhic, Th—evxLr~1) | =217 ¥y b IZOMO TH—E R
LoUL ) offit 2 KIEIHE/ N L T2 5720,

7. SAP Security for HEC Services

7. THEC ¥—ER) i35 SAP EX=2 VT 4
7.1. HEC Security Framework
7.1. HEC X =2VUT 47V —2U—7

SAP will comply with SAP’s HEC Security Framework (attached as Exhibit J), hereby incorporated and made part of this Agreement, or
its equivalent during the term of the Order Form between Customer and SAP for HEC Services, provided that SAP retains the right to
revise and/or update the HEC Security Framework at SAP’s sole discretion, provided that SAP does not lower the overall level of
security provided.

SAP %, THEC Hr—E R ITHT 2% & SAP [Hod TTESCE) oM, TARRK] XIIRAEOFHFICHZAEN, ZO—E L]
% SAP @ THEC X =2 U7 4 7L —2U—2 ) (THE 31 & LTIl 28735, 72720, SAP 1X, #=it3 2 8ki7e T¥—b
ALV BFIERTSERNI 256 E LT, HOOHMOBEIZEY THEC X2V T 4 7L —ATU—7 | ZEERO/ UIHEHT
BHER & R FF T 5,

7.2. HEC Security Audits
7.2. HEC X =2V 7T 1 BE&

During the term of the Order Form between Customer and SAP for HEC Services, SAP shall maintain, at its own expense an audit
certification by a nationally recognized outside audit firm conforming with the American Institute of Certified Public Accountants
Statement on Standards for Attest Engagements No. 16 (SSAE 16), or its equivalent, and shall provide or make available to Customer,
at Customer’s request, a copy of each of its SOC 1 or SOC 2 reports, which shall be updated at least annually.

B L SAP O THEC H—E 2] IZBIF 2 THESCGE) OHIMT, SAP 13, BHORMAMAT, 2EMICED b /MBOEAEA
2L D, KEARASF L4 X 5 Statement on Standards for Attest Engagements No. 16 (SSAE 16) (ZHEfil L7-BEARER], X
I ZAUCHYS T 2 A MR L, BEOEFENHIUE, £ S0C 1 XX S0C 2 #EE (Db 1 4RI 1 FHEFIND) OF
NEND 2 ©—F BRI SUIAFARERICT 20 E T 5,
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10.
10.

li addition SAP is and will remain entitled to monitor Customer’s use of the HEC Services to ensure Customer’'s compliance with this
Agreement and, subject to all other confidentiality provisions set forth in the Agreement, SAP may utilize the information concerning
Customer’s use of the HEC Service to improve SAP products and services and to provide Customer with reports on its use of the HEC
Service.

I HIZ SAP 1E, AN [RZEK) #iFL, TREN) ICED L TR TOMOMERFFHEICHE S TND I L Z2HRT H7DIC, @
KIZED THEC —v 2| OFHAEZE ﬁ?é@@%ﬁb A% LB EFMEREZ AT D, SAP 1T, SAP OB N — EXQﬁi
L. THEC —t 2| OFHICHET S LAR— b Z@EICRMET D012, BEICLD THEC b—t 2] OFJHICET 5 1EHR 2 H4
HIENWTED,

Monitoring.
B,

SAP is and will remain entitled to monitor Customer’s use of the HEC Services to ensure Customer’s compliance with this service
description and, subject to all other confidentiality provisions set forth in the service description and scope document for the service,
SAP may utilize the information concerning Customer’s use of the HEC Service to improve SAP products and services and to provide
Customer with reports on its use of the HEC Service.

SAP (T, BN Z DO —E ANEDHZ ST L, é Y — B AT 50— B ANELIA K OHPHIC B9 5 SCEICE S 5T Tofth
DORMBERFFREICIE > TVD Z L ZHRT D201, BFICLD THEC —E 2] OFIH %8 fﬁa‘é)ﬁéﬁﬁz‘rﬁb At b5l & i x [
HelR A2 A9 %, SAP |3, SAP oI K O — b 2% tkFE L., [HEC H—t 2] OFFICET S LR— M2 BEICHRMIET 572010, @
FIZE D THEC —v 2| OFIHICETAEREFIAT L Z N TE S,

Dispute Resolution.
IR,

Each party will nominate a representative who will be the other party's prime point of contact with respect to the performance of the
HEC Services. Each party will further nominate a representative who will serve as a decision-making authority in case of any dispute or
escalation that cannot be settled between the primary points of contact within a reasonable period of time.

FYUFEHL. THEC H—E 2| OBATICET 27 Y HFH| ’iﬁ‘éﬂitékf&ﬁﬂé%’k?@téﬁ?@%’%?a%ﬁ‘é FUEHTILIT,
MEUIT AT b= 3 UBAEER IR IC L DEEHE S H R THRIR TE LT B 81, REE FTIHIREA T 2KE 24
445,

Termination

3

10.1. Termination for convenience
10.1. EEOfFER

i. If the parties agreed to HEC Cloud Start, the Customer is entitled to terminate the relevant Order Form for convenience before
the agreed term expires by giving at least 7 days prior termination notice. In order for a termination for convenience notice to be
considered given, Customer must include with the notice, payment for all fees due and owing through the termination date

i. MY FHE HEC Cloud Start IZAET 254, BRI, ABESN-HRAM T 350, B &Y 7 BRTCMEBREMmEIT> 2
LICky, BT D THEGE] ZERICHERT 52 LN TE D, (EEOMBROBHNEM SN LHRENDHT-DITIE, BEIT
gk H | ETICHEPXREHEZ2A D TR TCOREOHEMEL, Y@M FE Lidiuda s e,

ii. If the parties agreed to HEC Production Cloud (BYOL), the Customer is entitled to terminate the relevant Order Form for
convenience before the agreed term expires by giving at least three months’ notice. In the case of such early termination,
Customer shall pay an Early Termination Fee of nine point nine percent (9.9%) of the total fees applicable to the relevant Order
Form. In addition the Customer shall have the one time right to terminate these GTCs for convenience effective on the last day of
the twelfth month of the Term (“Agreed Termination for Convenience”) without any termination fee. The notice period for Agreed
Termination for Convenience shall be also at least three (3) months.

24 FHH A HEC Productlon Cloud (BYOL) IZAET 2%E. BRIE., R INIHBENM T I 20z, E<EH 3 U AFIICHE
MEATH Z LT L BET D TEE) ZEEICHERT 22N TE D, 205 R MOMROSGE ., BEIL, BET25 [
]z éﬂé ?r’r’ﬂré@ 9.9% » [BMIMRTEE 22 bDET5, SHIT, BEE, MERTHEZXH 52 L,
EEICZ D GIC %Mk 2 1 FRYOEFZETLIbDETDH (UT [EE é:ht& COfRBR) ) . ZOfERRIZ. THIM) o
12 HABORBIZRDT D, [GEINALEOMER] oM s, badld 3 WA LTS,

iii. If the parties agreed to HEC Production Cloud with Subscription Software, the Customer has not right to terminate the
relevant Order Form for convenience before the agreed term expires.

. N HEERN BT R7YVFYar Y7 bo=7] 25 HEC Production Cloud (Z&8E T 584, BKiL. A& S -2
TE AR, BEET S THECE] AL DR 28 L2,
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10.2. Termination for Cause
10.2. Y R FHIC X 2AFER

Either party may terminate for cause:
FHEH T, EHRHEBICEY LTOLBVHRTD LA TE D,
. upon thirty (30) days’ prior written notice of the other party’s material breach of any provision of the Agreement (either of

these GTCs or of an Order Form, as applicable), including more than thirty (30) days’ delinquency in Customer’s payment of
any money due hereunder or in any Order Form, unless the party has cured such breach during such thirty day period; or

1. ﬂﬁjiﬁéﬁféﬁ W, TREHK) (2o 6TC XX MEGE] OWTNriXd45H) OWTNHOFKEICHT 5 EKREKDS
Hol (KiXﬁTﬁiijlédéiﬁi&éﬁﬁ IOWT, 30 HEBZDXPWEBENERE IS BB &S
{p) .30 Dﬁuif %waéifﬁifﬁfuﬁ“ézké:iDﬁ#&%ﬁ“é;&ﬁ\f%éo 7ei2 L, BEYFEDND 30 Dl‘a‘]é:%ﬁ

HEX A RIELESSIIZORY TRy, U,

II.  immediately if the other party files for bankruptcy, becomes insolvent, or makes an assignment for the benefit of creditors, or
otherwise materially breaches its obligations for confidentiality or regarding any assignment.

1. 1mﬁ%$ﬂ27}‘ WETEEA2HEL, TAREL 20 . XIEEE O OICMEETIE 51T 5 /. Z OB RRE L < 133
BT 2 B OFFHITOVTERNLER ZL LIZGE IR, EBHITHRT 52 LN TE S,

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

N AFITEE SO TS ) NE SO 30 HHZBA TRIE L7256, SAP 13, TOHMOIEIZ LY, KWV OIER
Bdpole TEXHE] OHEMRRT D LNTED,

10.3. Termination for Service Level Failure
10.3. [H—ERL~L] ORERIC X BB

Customer may terminate the applicable Order Form with 30 day’s termination notice in writing to SAP, if SAP misses a Service Level
as specified in this Agreement for three (3) months in sequence. Customer may exercise this termination right only within thirty (30)
days after receipt of the respective Service Level Reporting that documents the applicable Service Level failure.

BEIL, SAP 23 TARZK) IHET 2 TH—ERAL~UL) % 3 AR TER LRWEE, SAP (25 LT 30 ARNCEm CTHERO &
WAL T, %475 NEE) 2MRT22LNTED, BRIE, #4750 -t AL~L) ORERELELZE [—E R
LU 22T T D 30 HUNIZOH, ZOMBMEEITHE T Z LN TE D,

10.4. Duties upon Termination
10.4. fEEREF DRB

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

SAP (I, MEBRIEMICHRLENTMIRAZ L > T, T=x—Y N —t 2] Offt2PIk L, &I, ﬁ@ﬂ%ﬂd)ﬂﬁé‘fi?AﬁA“%ﬁ‘&
T@%é’ﬁ% SAP (2K D b D LT D, WHFEFL, MRERD) ?‘I&?‘&otif!.iEEl%’: MRpg i) & LTS ZLicaET 5 (AL
DDA TR, MY FTIE, BFOENEITET D72 DOFRFRE BN T0NnD [REEFR 28HT22&R8TED) .

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

IARZH ] O T#. SAP 13, AL HAHADAEE. &U\%P@%@ﬁﬁfﬁ%&ﬂ+ HEMT HEE DT NESEE LT,
[ =Y R =R b, BEXIEENER LI-ZOMN X =2 X DR%EDO— EX®£ﬁ’ﬂ¢5wrtotw4mt%
ﬁmwa\Q%&ﬁHT%ﬁ?é§m&?éoit\%Pﬁﬁ%bfwéﬂx&7/7xr47m7f ~v b, IIHEIZEE
57—~y hT, [BEOTFT—4| Z@RCERETS CIF BT ) .

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

[ X =TV R =R T IHEEOT 7 AX, [=Fx—Y F¥—E R O T NIIHEROBHIAEZ > TR TT 5, [HEE)
O TR &, THEXE] OBEOEK (72720, 6TC OEMITIE TRV ITREE L TREICH > THRES D 5GE, MRS F
FIL, EEDNEIEESNRho T THEXE] OBEMRERT L ENTED,
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11. Customer Data

TBEDT—% |

11.

11.1.

11.1.

11.2.

11.3.

11.4.

11.4.

SAP acknowledges that Customer Data and all rights of whatever nature in and/or in relation to it shall at all times be and remain
the sole property of Customer, subject only to the limited rights expressly granted in this Agreement.

SAP X, THZEOT—%] . WOWIHEAMDT THEOT —X ] IZEEND, KO/ XTMEET 2T X TOMERR, #ICHE
DOMERZMETHY . ZI2HVKITDHZE 2 TET D, 2L, TARRK) ([T THIRINCHT 5 S AV IRERIMER] D 7 % %f
%LT5,

SAP shall (i) not delete or remove any proprietary notices or other notices contained within or relating to Customer Data; (ii) not
alter, store, copy, disclose or use Customer Data, except as necessary for the performance by SAP of its obligations under this
Agreement or as otherwise expressly authorised by this Agreement in compliance with the provisions of this Agreement; (jii) take
reasonable steps to prevent any loss, corruption, disclosure, theft, manipulation or interception of Customer Data; and (iv) notify
Customer as soon as reasonably possible on becoming aware that any Customer Data has been lost, stolen, intercepted, or
becomes corrupted, damaged or is deleted accidentally.

SAP T (D) TEROT — &) ICE £ 2 A B 5 AT ME A X3 2 o i@ 2 BB SOTEEE T, [0 THEOT—4 |

wWAE, RIFE, B PR, SUIEAET ( TR 1ITHES< B ORFORBITICRERIGEE . T2 ot TARK) OBE
2G> T TAREK) CHIRINKB SN TV A HE 2 R<) (i) TEEOT—% ) ok, B, BR, BEE RIERE,
XIFEZEILT 272 DICANRFEEZH LD L &bz, (iv) [MEOT—) (28K, B, B, E, BE’ECD
Dy UTENS Do THIFRSNIZHRIE, ZR IR S KER BRI ATRER IR D EL T, BRICEMT DD &1 5,

To the extent that any Customer Data is held or processed by SAP or any Sub-contractor, SAP shall, or (where applicable) shall
procure that its sub-contractor shall, supply such Customer Data to Customer as may be requested by Customer from time to
time in the reasonable format specified by Customer, or delete the same if Customer so requests through the Change Request
Procedure. Customer shall at all times be entitled to extract and or delete Customer Data hosted by or on behalf of SAP
pursuant to this Agreement.

BEOT—H | 2% SAP UL THMER ) ICX W IRFETUE SN DA, SAP X, 20D HEOT—4% ] %, BENMEET
LR KT, MRS ERE TS LBV EERICRIET 0, T [EHEFTIE] 428 C RS HIRE BT 2581,
YT — X EHBRTA2 L0 ET5 CUL, S T25A61F, SMNERICEROZ E21ThbE %) , BEIEEIC, [TREH) 1I2iE-
T SAP IZL W XL SAP IR THRAT g v 7 &Ntz THEOT —4 ] %, RO/ UTHIBRT 2R 2535 b0 &4 5,

Customer shall ensure that any Customer Data entered into the Hosted Software or Computing Environment by Customer, a
Customer Affiliate, any named user or any other person authorised by Customer to access the Customer Data or by any person
using of any of the foregoing’s access credentials is not corrupted.

BEL, BE, THEOBEXM) | Bk —W— [HEOT =% ~OT /B AZ@ENSKRB I NI OMOF, XILAl

BOT 72 ABKOWTNNEEHATAEICEY RAT Y RV T7 027 T Tava—F 0 0 78 ICAh&anz
BT —4 | PELRNE Y, Fez#Tiol+5,

Exhibit A: Managed Services Roles and Responsibilities see also http://www.sap.com/cloud-product-policies

BIHE A~ 3 — Y RH— b 224 5 %E L OEE (http://www.sap.con/cloud-product-policies &%)

Exhibit B: Acceptable Use Policy
BUAE B R RIE
Exhibit C: Annex for Commissioned Processing of Personal Data

BIAE C: AT — & OFFENEICEE T 5 18k

Exhibit D: Change Request Procedure
BIFE D @ AW FIR

Exhibit E: Glossary and Definitions for Application Management Services for HEC

BIHE E: HEC ICKIT 27 AV r—ar~2 P Ay b YF—EZDOHERER

Exhibit F: Application Management Services - Engagement Approach

MK F: TV r—va xR =R — ==V MR

Exhibit G Template for Acceptance Protocol

BIE G : KGR 2 haroT T r— K

Exhibit J: HEC Security Framework
BHE JHEC EFX 2V T 4 —T L —LU—7
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Exhibit B: Acceptable Use Policy
BIAK B : FIHHE

Customer expressly acknowledges and agrees that (1) neither SAP or any of its subcontractors have any responsibility for
any files, pages, data, works, information and/or materials on, within, stored, displayed, linked, distributed or transmitted to,
from or by Customer or its Affiliated companies (“Customer Content”) and (2) neither SAP or its subcontractors exercise any
direct supervision or control of the Customer Content stored, displayed or transmitted on or over the Network. Network
means web servers, database servers and application servers, and LAN and WAN. Customer acknowledges and agrees
that, if Customer violates or is alleged to be violating the Acceptable Use Policy and Customer has not cured such violation
within a ten (10) day cure period commencing with receipt of written notice from SAP of such violation, SAP may: (1)
suspend or terminate the HEC Services to the limited extent necessary to end such violation (including, if reasonably
necessary, removing Customer Content stored on the Computing Environment), (2) pursue any other legal, equitable and
contractual remedies available to SAP and (3) cooperate fully with any civil or criminal investigations or legal actions relating
to Customer access to or use of the HEC Services.

L, UTIZOWTHRMICTAL, AETS, (1) SAP bZDOAEELEL, BEELITE0 MFEEat) 2k, X
WTENS E XA TRAE, Foas, Voo, B, TS ESND 0, TNH0FICEENZT 7 AL, R=T T—H
EML, B, RO/ XI~7 V7 (LT TEEDOaT Y] ) IZOoWTEEEZADRWI &, KT (2) SAP L ZD4E
b, Ry bU—2) BT, UL TRy FU—7 ] 20 UTRIE, R, TEESND THEOa T Y OEBR
REBIIEHEZITORNWE, Ry hU—7 ] Lk, V=T P =R~ T—HRXR=2AP =N~ KOT TV r— g
= 3= WU LAN & WAN &2\ 5H, BFEIE, BLFIZOWCTAL, BT L0 L35, BEN TFIFME] (&K
L, XITER L TWD LHSETHONEZEAIS, 205 ERICHET 2 EREIC X 2% SAP 7> 525 #%, 10 A OREEN
FINICBEE N Y EN ZJRIE Lo 7= & &1L, (1) SAP [X. 2B ENR 2 FIE X5 7= DI LB RE X7~ T,
THEC — Vv R | ZEIEXIIKTTH N TE S (REMICVNEREAIL, arYa—T 40 v JBRE] IR EFEESNE
BEOa Ty ZHIRTHZEE2E8T) , (2) SAP (X, BHIMNHEEhbaTro—, #PE LOBRICE %
OMOKHEKREZBRTDHIENTE D, WIT (3) SAP X, BKICED THEC —Ev R | IZXFT 277 BAKOZEDOMEH
WCEAL T, BEE L IIHEONRRMAE, IIFHFRICOWTRENICH AT HZ LN TE S,

Customer shall not:
BRI, LUTOZ LEToTUIR LR,

1. Resell, sub-host or otherwise provide the HEC Services to third parties (other than Named Users) except as otherwise
agreed in writing by the Parties hereto; or

1. AFEO MYHE| PEECLVREETL2HEL2ME, THEC ¥ —E R 28R, P 7HRAT 47 ZOMDI;
ETY— =7 0— ( (B —H—] 2k (TRMET 2L,

2. Use the HEC Services or permit the HEC Services to be used in any manner (including, without limitation, transmission,
distribution or storage) for any purpose that is or is likely to be illegal or violative of any governmental law, regulation,
rule, court order, treaty or tariff, fraudulent or misleading,

2. Jikafibd (mek, A, IkFza ey, TNUHIRES R | EBIETHDh, BUFOER, Hifil, HREL
BHFT O, K, BIBUAICH T DERICH T D0y, FEIAT L IEEMBICHE T 22, IT 5 0BNDH 5 HIY
T THEC ¥—E' 2| ZfliHl, UM 452 &,

Be violative of SAP or any third party rights or otherwise damaging to SAP or any third party,

SAP XTI =FOHFIZRET D, XITZ O SAP HLIE=FIHEELH25 2 &,

Be obscene, harassing or distressing,

NFBRIRICKT 5, EEUTEF 2 5 2 D174,

Be disruptive of, harmful to or that otherwise abuses or misuses network resources or the Internet or any connected
resources, or

5. z%;7~i UY—A A F—Fv b, XIEwsNZY V=R REEZECSE S, EEEH 25, ZOMBEHXT
3 HZ &,

6. Be of unauthorized use, access or monitoring of any host, any network or other network or any component or device,
authentication system, data, web site facility, passcode, account or any other breach of any security measure.

A o
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6. HmAM, Xy b= FHELIFZOME Y U =7 NFa v R—=32 bELLIET A A, BIEV AT AL, T—4H,
U7 A MR, SR — R, THU L MNERECHEH, 778X, NIERT LI L, iFEoMER 2 Y T %t
ReRETDHI L,

Examples:

B -

Without limiting the foregoing, undertaking or attempting to undertake any of the conduct in the following non-exclusive list is
deemed to violate the Acceptable Use Policy:

AR Z MRS 2 2 &7 <\ FEPHUAY 2RO —RICRB SN TATRH 2T L0, XTRAA L Z &1k, THABE) OER & A

REIND,

1. Pornography;

1. DWEORRIECB

2. Stalking;

2. ARN—A—1T%

3. Alteration of source of data (causing origination of malformed data or network traffic);

3. T—HDY—ADHE KREREROT—F XAy NTI—27 T 74 v/ OFAEEFERZT)

4. Pyramid or ponzi schemes;

4. RAIGH

5. Impersonation, relaying or spoofing misrepresenting identity, using a third party e-mail server to relay without express

© ©® © N N

authorization, or the altering or forging of electronic mail headers, including any portion of the IP packet header and/or
electronic mail address, sender identity, posting or any other method used to forge, disguise or conceal the user’s
identity or to cause disruption);

T EL, AV O ID BFMXIITERT 5. HRRARL LICHHEO - DICE ZHEOET A — NP —_— % 3
By AP Xy by =R O/ UTEFA—NVT RLADO—E, EFETD ID & E T A —~y X —%thEH L <
WEET 5, 22—V —0 ID ZfhE, B, BT 5, FHL TR Z G &8 2 372D XTE oMo J5iE %
A+nz &

Hacking or scamming (unauthorized use of non-Customer accounts or resources, scamming, stealing or tricking the
release of passwords, etc.);

Ny XTI AF Y I T (BRETIEZWT AT PR V—2AOFREMH, RAT—=ROAXx¥ I 7, A
L. XIFFITORBERE)

Distribution of harmful code such as computer viruses, worms and trap doors;
AERa—FOEAM (20 Ea—F—UANVA U—Ah 77T RKT77RE)
Overloading any shared infrastructure; or

HEA T TANT I F Y —THERAMENTH L

Denial of service, SYN flood or other attacks by sending mass volumes of data or other abusive behavior to disrupt or
disable the recipient system.

P—EREE, SN 7T v R, ZOMKEDOT —FIHEICL DB, UTZEY AT LERELICHND . A L < 132fEH
THEIZ ST EHTS
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Exhibit C: Annex for Commissioned Processing of Personal Data
B C: AT —F OFFEOEICEET B %

This Annex for Commissioned Processing of Personal Data stipulates the rights and obligations of Customer and SAP in
connection with personal data processed by SAP on behalf of Customer and its Affiliates for the Named Users under the
Agreement. This Annex shall be an integral part of the Agreement. Any capitalized terms referenced herein shall have the
meaning given to them in the Agreement.

MEAANT —& OFRFEOHE) BT 520 Tk Tk, TRZEK) [CESEBEEROZEO TBHESH) 128> T SAP 23
gk —V—] OO T AT — XTS5, BEE SAP OWHEFKROEEZED D, 20 Tk . )
DR R THH LD ETH, KAETSATHHFEIMTEOMGEL AN CERTHIEMEAT L LDETH,

1. Customer Obligations

1. BEOHRY

1.1  Customer hereby acknowledges that the use of HEC Services represents a commissioned processing of personal
data of Named Users.

1.1 BEEIZZZIC, THEC ¥ —v R OFAR, BEka—¥—] OEAT =X OFFELIUMLTHZ L & TERT D,

1.2  Customer acknowledges that only Customer and its respective Affiliates (each a data controller) shall be responsible
for the permissibility of the processing of personal data as well as for safeguarding the rights of the data subjects (i.e., the
Named Users).

1.2 @KL WELToEnETho st (FhEhizT —2EHELTD) OBPMEANT —% ORBOFA, Kk
OF—2 Lk (DR —Y—] ) OHRIDOREIZOVWTEEEZAD ZLa TKT D,

1.3  Customer shall ensure that its Affiliates, where legally required, shall give their commissions to Customer in writing, by
facsimile or via e-mail to authorize SAP and its Affiliates to process personal data as contemplated under the Agreement.

1.3 @FE, o [BEsth) o, BRIV ERENDEGE, TARK) CESESEMSN LM@Y SAP Lz o [
Db IMBANT — 2 IR AR AT 535720, 77 7 ) TET A —/V T, Tl XA BIRFBEICE S
HbDET D,

1.4  Customer shall ensure that its Named Users make available the personal data for processing to SAP and the results
of the processing shall be transferred back by SAP to Customer by using a defined transfer procedure or in accordance with
the functionality implemented in the HEC Services.

1.4 BRI 20 DRk —F—) 12, AT — X ZQEOTZ0IC SAP IRt ST b0 L L, WHEOFERIT, HE S
MNIZEREFIRZ MM LT, T THEC F— 2] WICHRIES NIHEREICHE > T, SAP NHEFICIRIESND bO LT 5,
15 Customer shall inform SAP without delay if Named Users detect errors or irregularities in the processing of personal
data.

1.5 JFRIZ, [BEka—F—) BMEAT—F OUBICE W T T — IR 28R U Ha 1%, B < SAP ICHET
LHbDET D,

1.6  Customer shall ensure that its Affiliates authorize Customer to authorize SAP as its subcontractor for the processing
of personal data. SAP shall only adhere to the obligations set out in this Annex when processing personal data of Named
Users.

1.6 MEIT. AT —Z ORPBEOIESE L LT SAP 23R+ 2HRE, BEO BhEStt] »oMECREGET 0L
%, SAP iF, [EEa—F—| OF—Z 2T 256, 20 k) ICEDDLIRBOAHZETTHLD LT D,

2. SAP Obligations

2. SAP DFHEE

2.1  SAP shall process the personal data and other operating data of Named Users exclusively in accordance with the
data controller’s instructions as provided to SAP by Customer, which may include (without limitation) the correction, erasure
and/or the blocking of such data if, and to the extent, the functionality of the HEC Services does not allow the Customer or
Named User to do so. The personal data shall not be used by SAP for any other purpose except to provide the HEC
Services contemplated under the Agreement. SAP shall not preserve such personal data longer than instructed by
Customer. The statutory preservation periods remain unaffected.

2.1 SAP iE. @k —H—] ODEAT—ZKOZOMOEMT —XIZONT, HELY SAP ILE A b T —# &
FORROBRNE > TRIET 5D &9 %5, Zhucid, [HEC ¥— A OBREICK VBE T B —¥—) Bxhz
19 2 ENTERVIES. ZORYIZBNT, BT —F OFTE, HE KW XIIT7 ey 7 BREENLIEERH D (I
DICBRE S ARV o SAP IE, TR I SEER Sz THEC Yh—E 2] ORELSNO BT, AT —F ZHAL
TR B2, SAP X, THE] PofrRsnizl v SRWHIMICDIZ> T, 205 AT =% 2 RF L TUIR LR, &
TEDRAFIRITTZE 252 T 720,
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2.2 For processing personal data, SAP shall only use personnel who have an obligation to maintain data secrecy and
secrecy of telecommunications pursuant to the applicable data protection laws. SAP may fulfill the foregoing obligations by
requiring its personnel to sign a standard contractual template regarding such secrecy obligations..

2.2 EAT—X QLI YT= Y | SAP X, WA SN DT — X REIEIHE DN T, T — X OB K ONE(E OB A (R FF
TOHRGEAIMBOLZHHT D LD LTS, SAP 1L, 230D ERFFEBICET EMEZRY T 7 L— Moxt LT, H
HOWMBICEAZERT DI LT, FROBHEELRTCTLENTE D,

2.3 SAP shall implement technical and organizational measures to comply with the requirements pursuant to the
applicable data protection laws. SAP takes appropriate technical and organizational measures to keep personal data secure

and protect it against unauthorized or unlawful processing and accidental loss, destruction or damage. In particular, SAP
regularly checks the following protection measures:

2.3 SAP iE, WM SN DT —HRIEIEICIES S B2 BT T <, BT R ORI 206 2 i 2 b D &7 5,
SAP 1E, AT —Z OREMEERD, £ 02 RIERXITIEGER LB, R OMBIERIZRTESR, BE, XITHREN O IRET
7O, YR B L ORI R A2 C 5, & Dbl SAP 1%, DI NOR#EXIREZ & | EHRICHRETT ).

¢ Physical access control: SAP shall install an access control system.

WE 2T 7 AHIE 0 SAP X, T/ R AR AT AERET DI LD LT D,

« Access control: SAP shall control and log access to data processing systems.

T AHIHE  SAP 1, F—HERY AT A~DT 7 AEHIEIL, TORERERS O LTS,

« Access limitation control: SAP shall define, implement and monitor a concept for Named User rights, rules for passwords
and login procedures to remotely or physically access the HEC Services by its personnel, as required to operate, maintain,
support or secure the HEC Services.

77 e ARG : SAP 1X, THEC ¥—t A ) O, 57, FR—b, Ftx2 V7 4 ICHETLILEISLT, £O
FEEZY THEC —E R 1TV B— F TREWEMIZT 7 82T 57200, ko —V—] RO &7 b, ART—
FERAI, ROwm 7o o FpiE 2 8E, FEii, ROEHT L2 b0 L35,

e Transmission control: SAP shall ensure personal data transmission in encrypted form or by a secure alternative
procedure. Transmissions must be logged and guidelines for personal data transmissions must be laid down in writing.
BREHIAE : SAP VX, AT —X DEik%E | W5 Lo T, IZOMOLRLLRFIR L VHIIITI b0 LT 5, 8
Pr EEEEn., AT =X DEEDOTA KT A R SN2 b0,

« Input control: SAP shall implement a detailed logging system for input, modification and deletion or blocking of personal
data to the greatest extent supported by the HEC Services.

A - SAP 1%, THEC H—E R I[ZX > THR— FSNDEEREET, HAT—ZDAT, BIE, KOHE, Xt
Ty ZICKT 2EHMR R X SV AT L EFET LD LT D,

« Job control: SAP shall define in writing and establish control mechanisms to ensure that data are processed strictly in
accordance with the instructions of the data controller as provided to SAP by Customer and as contemplated in the
Agreement.

Ta ZHIAE  SAP 1X. BR XY SAP ICEZ BT — X EHE ORRICEE IV, o TR 0BRTLH LB,
TP END L ICT HHEOMMMAE EEH CTER L, MILT2HD LT D,

« Availability control. SAP shall run a backup system and define a restore operation procedure to protect personal data from
accidental destruction or loss.

AIAPERIAE - SAP 1E. AT — % 2 RHOBERLERN ORI T H72DIT, Ny I T v TV AT LEFATTDH L & HIC,
BRFIREZERT DD LT D,

« Data separation: SAP shall ensure by technical means and defined organizational procedures that personal data collected

for different purposes (e.g. different customers) can be processed separately. Technical means can be separated
computer systems or logical separation in a multi-tenant architecture. Access by one SAP customer to the data of any
other SAP customer must be prevented.
T =2 O4HE : SAP 1E. BB FE R OHIE SN FIRIC LY. BloR/K Blo@EEZR L) TIE S @A
T2, SEEL TR IND LOICTDHHD LT, HINHFERE LTEALNDIOE, Slfshicar Ba—2—
2T A5, XF=AVFTF 2 8T —=FT7 7 F v —ICBW IR T 2 2 £ TH D, SAP DREEFICL D, fod SAP
DFEDT —H~DT 7R 1E, Bl LTI bz,

Since SAP provides the HEC Services to all customers uniformly via a hosted, web-based application, all appropriate and
then current technical and organizational measures apply to SAP’s entire customer base hosted out of the same data center
and subscribed to the same HEC Services. Customer understands and agrees that the technical and organizational
measures are subject to technical progress and development. In that regard, SAP may, at its sole discretion, implement
adequate alternative measures as long as the security level of the measures is maintained. In the event of any significant
changes, SAP shall provide a notification together with any necessary documentation related thereto to Customer by email
or publication on a website easily accessible by Customer.
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SAP 1E, TRTOBFIIK LT, RAT 4 T ENT V2T R=ADT 7Y r—a &N LT—HIZ THEC y—bR ] %
REEL TN D720 \ﬁmf@ﬁ@m0%®ﬁEfﬁ%&&m%&omﬁ%ﬁ%i\HLT BB —THRAT 4T Sh
TWBHFE—O THEC Y —E X | IZTMAT S SAP ORESEEEITS L TEA SN D, BEIE, B R OSHHRRRR A %
WANTES KR ORIET D2GEVRH D2 THLEAIET S, TOHRIZBWT, SAP [, ZOBEMOFKET, Kot
Fa T 4 LrULDBHERF SN TWDIRY | B BFRREZEAT 5 &N TE D, Ek&%%#&otﬁuwam\
B ALY, FBEERBESH T 7 EATELZ V=79, P TOARICEY . TR T 2 0LER LELIRA THEE
WZHEAT DD ET D,

2.4  If the security measures implemented by SAP do not meet the legal requirements, SAP shall notify Customer without
delay.

2.4 SAP IV EESNIEF 2 T o FEMENERZZ L TORWEE, SAP (X, EiR< THE] @My 2 b
DETD,

2.5  SAP shall notify Customer if SAP considers an instruction given by Customer on behalf of the data controller to be in
violation of data protection laws. SAP shall not be obliged to perform a comprehensive legal examination.

2.5 SAP {E, THEHEICND S THRICLY 52 DNHETRNT — 2 REIEOERIZ D L BEZ 25813, BRI
M LbDLT 5, SAP I, EHEMIRIETHEZ ET IR BEADRVLD LT D,

2.6  SAP shall inform Customer promptly in case of serious disruptions of the operating process, suspected data
protection violations or other irregularities in connection with the processing of Customer’s Data.

2.6 SAP (I, EMT m B RAOWARRE, T2 REEXORE, ZTOM TBEOT—5 | OWBIZET 2 RFERREL
e Eid, HONTEFICHOEDL D ET D,

2.7 At Customer’s written request and at Customer’s expense, SAP shall reasonably support Customer in dealing with
requests from individual data subjects and/or a supervisory authority with respect to the processing of personal data
controlled by Customer. SAP shall notify Customer about inspections and measures of a supervisory or other competent
authority.

2.7 WEOEMEICLDEFIIS LT, »OBMEFOEMAHICIEN T, SAP X, BIEOXELTICHLMAT — 5@&@’%
T oME %2 DT —F EEKOY UTEBEE T/ D OERISHLT 2 LT, GEMRHECTHELZ IR T2 b0 LT 5, SAP |
BB T OMOFTHEE T OMAE R OHEIZOWT,  THE] BT 5b0ET 5,

2.8  Upon expiry or termination of the Agreement for processing of data for Customer, SAP shall, in accordance with the
terms of the Agreement (or any other relevant contractual provision) and Customer’s instructions, either (i) return to
Customer all Customer Data and all copies or reproductions thereof (except for backup media that is used for multiple SAP
customers and regularly overwritten); or (ii) erase and/or destroy such personal data and media on production systems and
confirm the erasure and/or destruction to Customer in writing.

2.8 @HEOT =4 OWMIIONT TAT) 2Nl T L, SUIMBRES - & &%, SAP 1, TR (LI o
@?é%%%#)&UEE@%%K%V\U)?NT@TEE@?~5J&U%ﬂ%@ﬂﬁ—ﬂm@@@ﬁNf(MP@@
BOBBEDT-OIMER SHWEMIC LEXEINDI Ny 7 T v T AT 4 T HRL) ZBEICEAT 55, XE (1) AKHH
AT L EDOBHMANT =2 R OAT 4 7 2 HER O/ IHEIE L. 230 DIEER O/ UTHIESWT, HFlE CTHEICR LT
MERT 2 DL T D,

2.9 The compelling provisions of the applicable data protection laws and regulations shall additionally apply. Further, to
the extent that such provisions conflict with the terms of this Annex (if they conflict at all), they shall prevail.

2.9 WEAENDT—HREOERE K ORI OMHEIE L, BINICEA SN b0 LT D, IHIT, PnDBENRZ
M) OXREEFET DG DL TUFETLIHE) . 2 2RERMEESnD D LT D,

3. Subcontractors

3. Ak

SAP is authorized to engage subcontractors for the processing of personal data (each a “Subprocessor”) as long as SAP
remains responsible for any acts or omissions of its Subprocessors in the same manner as for its own acts and omissions.
SAP shall pass on to Subprocessors SAP's obligation as data processor vis-a-vis Customer as set out in this document and
obligate Subprocessors to obey all relevant data protection rules. SAP will inform Customer upon its request by email or
through the Site or otherwise about the name, address and role of each Subprocessor concerned. SAP shall see that each
Subprocessor adheres to an adequate level of data protection by law or contract with SAP not materially less protective than
the obligations applicable to SAP under the Agreement.
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SAP 1, AT —& DRBRITHOWTHNELE (FEhg TESNESL] L)) 2G5S EAMBE AT B8, 0 T
ST DFTAIIREBICONT, BEDOITA L ORELICET 2HA L ARICEEEZE D Z 225435, SAP 1T,
TWERANE S ) ICARSCEIZED D SAP OF —Z IR L L TOBEITHT 2HBELB X ET 0L L, TRESNELS] 2
TRCOEES 57— FEHERANCHES KO ICEBMN T 20035, SAP (F, BEOEFIG U T, B4 5 TUEEsE
Sel AT, EFT. ROBBEIZOWT, BEFA—XT VA b ZTOfhzE U TERICHRSET S, SAP 1%, AR
FOE SAP I SN D FBITIEMICE O T REN R, WU SAP L ORI L U LT — 2 IREE | &
TVERANESE ) DNESF L CWA Z L 2R TH LD LT 5,
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4. Monitoring Rights of Customer
4. BEOELHER

4.1 During the term of the Agreement, Customer may request an annual written self-certification from SAP based on an
independent third party audit (e.g. a so called SSAE16-CUS Il report) that scrutinizes and confirms the processing of
personal data is in accordance with the agreed to measures herein. If the Customer has reasonable ground to suspect the
non-compliance with this Annex, in particular if the audit findings expressly state so or if SAP fails to audit on time, Customer
(or an independent third party auditor on its behalf that is subject to strict confidentiality obligations) may audit SAP’s control
environment and security practices solely to the extent relevant to personal data processed hereunder once in any 12-month
period, at its own expense, with reasonable prior written notice (at least 30 days) and under reasonable time, place and
manner conditions. After notifying SAP the monitoring can be carried out, in particular, during SAP’s usual business hours on
SAP’s premises where the personal data processing is performed.

4.1 AR oHT, BEE, AT —2 OUENAETEE SN FIEIHE> TV D Z &2 RA LGET 5. JSr
HI72 8B = LD EAEICHESFRACHESE (Wbdd SSAELE-CUS 11 MEEHRE) %, SAP ICEFHETLZ &N TED,
2O k) OIEFET 25D BRI RIRILSER CH D50, LV Db, BEEOMREN TN EZWHEIIR L TV 5 XUE SAP
NTEBEY ICEEEITDRN TG0, BE CUTEE R TREGICE D . BEICRDLMSIMRE = 0OBAEN) 13, &
Y CERT (D7R< &b 30 HEl) (CEmEm WA L, ZUARRH, 5. KOHFEOFEICE- T, BHOEHAAHET
EED 12 AAMIC 1 B, AECESSQUB SN DMEAT —F IBE S 28OS T, SAP OFHIBRFER X2V 7 ¢
FOEBEEETH LN TE S, BT SAP ~Om@mEIc, B, SAP OME OEHREINIC, AT — 4 O T
DILTW D SAP DOERIZIBWVTEMT 5 Z &N TE 5,

4.2  SAP shall reasonably support Customer throughout these verification processes and provide Customer with the
required access to the applicable information.

4.2 SAP X, ZNOHLOKFREY R AZE LT, BEICEHEARIEELITI L L bIZ, BATHHRET 2L ERT 7 &
2RI MET 2 b D LT D,

4.3  SAP shall contractually safeguard Customer's powers of disposal and monitoring rights under this Agreement vis-a-
vis SAP's Subprocessor who may come into contact with the personal data. Where applicable data protection law requires a
data controller to enter into a direct contractual relationship with SAP, SAP hereby authorizes and empowers Customer to
enter into the necessary agreement with the data controller on SAP’s behalf, but only based on a contract template which
SAP will provide to Customer upon Customer’s request.

4.3 SAP (E. fEAMHWR L BT D ATREME DB D SAP O HLPRANESE ) 1Tk LT, Z OIS < R OIS HE K OV
BIMEIRZ . TR ISRV RET D DL T D, BMAINDT —FIRIRIC LD 7 — 2 FHEN SAP & OEHER RN
BIRZHRET 2 Z RO BN DHA, SAP 1XZ 21T, SAP 1o CF — X HELH & WE RS & ik 5 HEIR 2 R
B2 208, 53 K0E. BEORDIIE LT SAP PBEICIRIT 2ZOET 7 L— MIESW b DR BN D,

4.4  Services rendered by SAP in connection with Customer’s monitoring rights shall be at Customer's expense.

4.4 %) ORHHERIZEEL T SAP IV RS —rv2iE, [EE] OBV TTThitd bn LT 5,
5. Special Confidentiality Obligation

5. KRl TRIEES

SAP undertakes to treat the personal data, known to SAP, confidential and to use such data exclusively for the
commissioned data processing in conjunction with the provision of the HEC Services as contemplated under the Agreement.
SAP undertakes to impose on its employees, who may obtain knowledge of personal data, the same confidentiality
obligations as entered into above by SAP. SAP shall use commercially reasonable efforts to ensure that those employees to
whom it grants access to personal data are regularly trained on IT security and data protection.

SAP X, HHEDIY ZTEAT —ZIZONT, TROHERBICEROHELS 2L KO TRRK) IS & g s THEC
P—E R ORPHIBTHE L TEE SN T — B OLIFAL T T — X 2AT 52 L 2K T 5, SAP 1%, A
T—H DAL RO B D SAP DREERIC, ERICHBNT SAP AR ANLEE LR URBELZRT Z L 2R T 5,
SAP 1E, AT = ~DT 7 v A& ART 2 AHOUEEN, 1T ¥F=2 )7 4 ROTF— 2 REICHT 2 EHN e FLr—=
YT ERT DL, G ARG RO b0 ET D,
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Exhibit D: Change Request Procedure
BIRE D : BEEEFFIH

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

2=V Y —E R ITBT DLV RHEE S, MYFEENEEHTEHE LRTUT R b0, BEXIT SAP OV
TEHET 202 b 6T, ROFHmEH TEEERE (BUF IR) ) 28HET L icflsns,

Summary of the Change Request Procedure:
EREFE TR X | O

1. Al 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.

1. FTo CRIE, Tt R HFRIZ LV FEH TITONRT TR ST, CR BT D7-0I21F, AT 2BEX
1% SAP DIRET D TwFx—Y FYh—E 2] OEfEEYE ( “SEHEFE” ) 5T mm¢5%®k¢5

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

2. R ZXMWHRE, XEHHFEEL, X —V P -2 I L TERFSNEEAELAE L, MEICEE T
NI, ZORRERESNEEITMET S,

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

3. HENEETHLIHEIT, BEL, [=X—VFV—t2) [T 2LEEORE, KOBEMD T—Ee 2] oHE
M2 L7z CR B % SAP 22T 5,

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

4. SAP X, FHAICAEATREZRMIMINIC CR HIZZE L, R OMEEZRET D,

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

5. SAP 7% CR &%3 #é%é\émﬁﬁifvz TRV —ER] ODRTVa— WA END, SAP 28 CR &fH
GLIZHE, SAP (X, ME% CR LIANCAE SN TREREICIRY =R —Y R —E 2] 235,

6. neither party is under no obligation to accept any CR.

6. WTNOYEEFL, (R O N TEZHTLERBITADR,

Information to be provided on the Change Request form:
MEH T FHRUTEERT 5 &
1. Toinitiate a CR, the submitting party must provide the following information:
1. CR ZPtaT 270z, EHYEEL, U TOFREEEL 2TTR 670,
a. Name of contact(s) submitting and sponsoring the requested change.
a. T HEE AR LRET 2 HEHF DR4
b. Whether the request relates to the Managed Services under this Order From or to additional Services.
b TR Z O WEXE) 1TSS X =Y =t 2] | TBNO TH—E 2] OWFIUTEET 57
C. Description of the requested change.
c. TEESNLHEFEDOHNE
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:
[EREGE ] S Iztk, SAP (X, EMROEMOSHT 2 25, LUFOERA, oo ofiRs LT,
CR@ﬁ@%T EIvftsns,
a. Description of the impact, if any, on existing Managed Services.
BEfFD [~3—Y R —v 2] 1252 2%E (bo5HE) OHil
Description of additional deliverables, if any, required for the Change Request.
Wi TEHIRE) IOKBER, BNEEY (H255E) DO
Proposed schedule for any additional Services being requested.
EESNTWBEMO =R [ZOVWTORAT V2 —ILE
Estimate of the change, if any, to the Managed Services fees caused by the Change Request, including the
rationale/methodology used for this calculation.
d. 2% TEREGE) 1282 3=V R¥—v 2] BeolESh2EE (b2o56) (ZOFEICHVWLL
R/ Tiikmm w & te)
e. Recommendation on disposition of the CR (approve, disapprove, defer).

e. CR @@ﬁﬁzf%?é%ﬁ%%g ( uu\ }Fﬁ(wu\ ﬁ;ﬁ)

co0oo0oocoTo
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If rejected the CR shall be returned to the submitting party with written reasons for rejection and, as appropriate, any
alternatives.

ERENEE. R, EGEB, KO, BZEIIECTREEMLSNIER L & bic, #BHLESEFICTRAShS b
DET D,

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 the CR form attached hereto is executed by Customer and
SAP. SAP will not perform any Services under the Change Request until the CR has been fully executed by both parties.
WY HEDPER LI CR (X, TERERS) &0, Hi% NEE) ST 2BEZHRT 2075, AR SN CR T
AT, AEICES ST R FRDEE L SAP ITL YRS SN2 &Iic, HiZ MECE)] ICEAZAEN D, SAP 13, CR 25T
BHEICL > TRAEHRHSNDE T, TEREH] (A WRD TH—E2] bFELAR,
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Change Request: [CR #]
to
Order Form for Managed Services (HANA Enterprise Cloud and Application Management Services)
SAP Reference No. <Insert Order Number>
between
<SAP> (“SAP”)
and
(“Customer”)
EEEFE : [(R BF]
PIE-3
<X —Y F¥—E X (HANA Enterprise Cloud XX 7Y Fr—vav~wRx VAV b h—EX] ) OEXE
SAP L7 7 LV ABE<EXFZEFHA>
YEE
<SAP> (LLF TsAP] )
46

(T@%1)

This document must be completed and submitted to the appropriate person to commence any change order.
ZOXFEL, FEAK, EFEEFZMGT D@ YEE IR LTI R B0,

1. Describe reason for requested change:
1. EHZEFT LB EZRA

2. Describe impact, if any, on existing Managed Services:
2. BEFD I=xX—Y FY—E R 14T 288 (bo%ha) 25

3. State estimated fee change, if known. Provide a rationale/methodology for used to calculate any change:
3. MESNIBEDOEELZTLA (Do TWIEHE) , BELZFHET 27O SR/ ik 2 T A

4. Change Process:
4. ZEFEFIE

5. Scheduled Date for Change:
5. EHEOHRE:

6. Terms and Conditions:

6. M

IN WITNESS WHEREOF, the parties have so agreed as of the date written above.
FRAFET 5720, WMUEERIL, LEROHMICBNT, UEoEtBYEELL,

Accepted By/7kFRHE: Accepted By/ZKiE:
SAP/SAP [Customer]/[BE%]

By/ B4 By/&4:

Print Name: [SAP Representative]/ Print Name: [Approver]/
B4 (EFE) : [SAP REHE] K4 (FEFK) - [EBE]
Title: [Title]/#%H% : [#HE] Title: [Title]/#H% : [#H%]
Date/ A f+f: Date/ H £:
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Change Request Sales Order

ERER R 7EHE 3L

SAP SAP P.O.

SAP SAP P.0.

SAP Number Original

SAP &5 FY T

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

i H FEREAI 40 ) | Monthly X R Month
A 1H FHRBEREA

40
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1st Level Support
LoyLb 1 HAR— |

2nd Level Support
Loyl 2 HAR— |

3rd Level Support
LryL 3 HAR— |

Application Management
Services (AMS)

TN =g Ry
A hH—E R (AMS)

AMS Reporting
Dashboard

AMS Reporting
Dashboard

Exhibit E: Glossary and Definitions for Application Management Services for HEC
BIfE E:HEC 1T BT Y r—var<x VAL MY —EXROHEERRES

15t Level Support gathers Customer's information on a disruption of service or on a
service request. For a disruption of service, 1%t Level Support will try analyze the
issue, figure out a solution or work-around or pass it to the next level of support.

[LUL 1 YR— b Tk, $—E20FWUIY— A KIEIZEET HBE O
WMBRWEEIND, T—ERAOFWOHE, T~y 1 FR—1b) TiX, MEOS
Wraikr, RS SUIERSE 2 HET 50, TR UL R— MR 5|
=T,

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

fL~yL 2 =) TIE, 77V 7= ar, T bDfFEankme, KO0 D —
W72 R B9~ 2 BEM A MRt a s, T~ 2 R — ) Tid, #8E
MIEOZ B2 R L. fAE 2~ L7 2RI L. kL O O E K fE 2 1E
ET5H, FEAEDRMEIT, ZOL~NVFETOYR—FTHRIEEND, TL~L
2 PAR— b CREMERCTERZWVESIE, TL-UL 3 R —h) I AT L—
rEnD,

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

V7R =T HAOTT—ICRET S0, Y7 by =T HEOMET (SAP 72
E) ik vtsn s AR — b

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

AMS Tix, SAP ZHLETHBEDT o A — 2% LT, SLA IZHS<HA
BT Y r—ya Y AR— MERMET D, ZdiE, FEMIEOAL T R
R OVERER, FaixhooEHR, MEERH, NS — B R EEOJEITNE
Fi5,

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

Service Market Place 1%, YV R—sF4o > NOEREBCLT SV r—ya v
N=AOFTRTOPR— NEFEDTDD, SAP O [ R—=F L Th %,

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

Service Market Place IZx T, >4 2D MS VL R—FT 4 X v a

A—RIZEY, 7TO WS BAOEFF LY —ERAT O, EHFHE 22—
AR Z T BN 2 s e s ik X B,
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Audit An Audit is an assessment of the internal controls of the entire process landscape
— and fulfillment of the process requirements. It is also used to communicate new
- legal requirements which lead to the implementation or change of controls.

M) 13, ek R T FAS—72RONES, kU7 n v AR RT
ZRHET 5 2 & Th D, THEA) (TE, B OBEASUIZLHITIRS D BLOTE
2% D72 I bR S5,

Categorization A ticket is categorized by
¥ Fry MILLTO LB 5EIND,

Categorization Level 1: agreed service (AMS)
LUV 1 ARSI —E X (ANS)

e Categorization Level 2: appropriate process (Incident Management, Problem
Management, Change Management, Request Fulfilment, Event Management),
VAL 2 AT AT ek R (e T FER . IREER) . TE
HER) . TEFORET) . [N MEEE) )

e Categorization Level 3: type of request (e.g. Incident with/without Change,
Problem with/without Change, Request for Change, Service Request),
SRV 3 BEEORR (T & X, TEZ) #FE5 DR 127>
R TERE EBES AAEDRG TRE . [ EERERE . [ — XK )

e  Priority,
EIEEN,
e Component
P2
Ticket Categorization Level 2 Ticket Categorization Level 3
Fry ML AL 2 Fry ML L 3
Event Management AMS Manual Monitoring
ARy NERR AMS FIEEL
Incident Management AMS Incident without Change
ATy MER B Z EbRV S A T vk
AMS Incident with Change
EEEED NS AT 2k
Problem Management AMS Problem without Change
TR B EHAELEDRV AMS RS
AMS Problem with Change
EHZMES ANS [EE
Change Management AMS Request for Change
ZEHE P AMS ZE R EEEE
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Request Fulfillment AMS Continuous Operations
B OJEAT AMS ke FIE I

AMS Standard Change

AMS DERAERZE

AMS Service Request

AMS D ¥ — B A KA

(AMS) Change The process AMS Change Management describes the procedure to authorize,
Management plan and deploy a change of the business process into the productive systems.
(AMS) ZZ R HE [AMS ZEFEF) 7t AL, EVRRTnv AOETE, AR, FHE, KO

ABI AT JMIHEAT LFIESLH SN TN D

All changes in the Customer’s system which are not caused by an Incident or
Problem or agreed as a Standard Change are considered a Request for Change.
Change Management does not only include the implementation procedure, but
the holistic process from the requirement to the deployment. Changes are
classified by their potential impact to the productive system (Regular Change and
Emergency Change). Depending on the potential impact a certain approval level
is required.

[ 7 ) Rid TR R LW, Xd HEEREE | & LTAE
éﬂt@g@/XTA@WEiﬁﬁf/jﬁg‘Jtﬁ&éﬂé [ZEEE P
ZiE, EEFNEO R 5T, E#ﬁ%%kif@@%%&7mtx%@inéo
ﬁ%i ABE S AT DCKTHEERRBIC LD EEND ( TEMEE] &
W (BRI ) |, WETERIR B mbfxém@%ﬁvAwﬁkb%Méo

(AMS) Change The AMS Change Implementation sub-process describes the procedure how to
Implementation control the deployment of a change into a productive system by minimizing the
- . risks of failure. This includes proper unit testing in the Quality Assurance System
(AMS) 2 B DI of the Customer and another validation test done by the Customer. Finally the
import into the productive environment has to be executed as planned with the
Customer.

AS @ TEEOFE ] T rER2E, ROV 27 Zi/MMRIZT5 2 L1k
D, ABEEL AT A~OEFREAZEHRT 2 HEOFIREZTLH L TWD, ZniZ
1, BEO WWERIEY AT L) [ZBIT2EROBEEKRT X b, ROBERIZE-T
FH S NDBIORFET A SR EEND, BT, ABERE~DA R — k
M, R FLICHE ERB Y FITINDIMERD B,

Change Request If during the provision of the agreed services changes are identified — changes
IS that in Customer’s or SAP’s view affect the scope (by material reduction or
> "R excess), content, methods, or schedule, they must be agreed by written

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

BEIN—E X0, £H (BEXIL SAP OBLE LI UL, FibH
(KEE 72080 T . =vT vy, Fik, NIAr P a—IgBr b2 5
ﬁ%)m%méntﬁu\%mg@ﬁﬁi BN KT 2 EWEIC & DBEIEIMH
JRICE W EBENDIMBERS D, TXTOLHEL, #ftshiz ISR
T —AIZRE L, B LR TR S0,
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Continuous Operations
HAEH

Core team
T — A

Customer Approval
B DR

Dispatching
FELALTC

Effort Estimation
B0 BAEY

End User

T R

The request category Continuous Operations is intended for all tickets that contain
some kind of continuous support for a longer time period. As a rule these will be
periodical / recurring tickets. They can be used to record:

WEEA T AV — [kgenEN ) %, BRI 2 —E ORSAOR R Y AR — &
EEDT_XTOFry Maextgs LT0wah, —MAIZIiE, EHr/mkricse &
FT2F 7y FTHLT Y ME, UTER&ET LDl T 5,

e Proactive support (except monitoring) based on the Customer contract or
separate agreements,
B DA SOHEB DG EITED S FFHGE Y AR— b (EHEER) |

e Continued consulting or minor maintenance tasks on request of the Customer
if the Customer does not want to create a separate ticket for each task.
HAEDOEFICL D, Mg = Y LT ¢ 7 ST RSFEE (DS,
FERIZOWTEBOTF 7 PRS2 2 E2EERWEE) .

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

THHERTEN ) OEFFL,  [ERFOET) 7t AT > TRE S LD,
See also Service Request, Standard Change
I —EXCHH) . TFEEER ) SEROZ &,

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

AMS DT T AT v MIETHF 7 v MUBRIEm Sz TAMS oL s
F o B LE S NE, 7747/%®VX?A3/FX#—7\EV
FRATHERAEZHRALTEBY ., 793472 MO F—a—F— L BREs | TS 5,

See Quality Gate
dmEH s — B

Forwarding of an incoming request / ticket to the responsible AMS core team.
SREUTERS Ty YO S T —AICEET 52 L,

Quality Gate that can be agreed optionally between AMS and the Customer.
ANS LR & DRITIEREICEERER, MBS — b,

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

Frrermehy . TR . [EEEF) . UL [H—EX @) 204 %
B, Ty MUBRE L, EFEOE N O F Tz s k4 RAE S 2 03
NHD, ZOMES— FMPIEEINSGE, AED SN EENBEIZ LY LI
:E%éht@ﬁ%ﬁﬁb&%\%&/%%@% ZDOF 7y b OJEEE fiki
T B ODEKRE F—z—H— *wéngbéo*—z—%Fﬂ BEHz
WA, Ty MIEREIL, BlEE Ty ALY A Z L EF E T,
Fhry MIzae—XEn5,

A Customer’s employee who uses SAP software during daily business.
HH¥EBTIC SAP O Y7 My =7 &M 2BEDOIEER,
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(AMS) Engagement
Manager

(AMS) x> = A
hv =y —

Emergency Change
Boakw

Event

£ Rk

(AMS) Event
Management

(AMS) A N> NEH

Generic User

Ty ya—F—

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

[SAP T2 =X f~R——) Eld, Y — B R OE AR Ok H
D, SAP D7yl h~F—V v —Th D,

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

(T F—TV A b=V —] | \uméﬂt#—tx0%x7m—x%ﬁ
BROERL, 7 XTOY—E AR OEREENEE SN ESRIFICE - TFAT
Iha ko, &8 éht#—tz@ﬁﬁéﬁﬁﬁéﬁﬁéﬁoo

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

(2 =V A bR =Yy —] 1T, BASNTFEEES THY, $—E 2D
LR/ I AH L — 3 VORI FWIZEET 5, BRI T HME—0HY
BAOTHD,

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

[BALE) 11, BOBRAMOR, BEEES (L oFr b RO (LHE
) ORBOWS, LiERoT, ARERIRD R (D% 0 ERINR Y U — 2 X
PR ORI C) AT A7 Ao A 2R b5 BB B,

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

[~ by g, —EOBEME 2RO RO BESUIFENC L D8 E2 0D,

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

VB CEES AT LOREERETD2DD, VAT LIV AT LT R
A —T OEMICHT 5

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

[AMS > MEFE) 7 a AT, AN MEREE L, BIEMER FEE L, )
IS S % R o OFIENGR S h T B, A X0 M, WY —1L %
BERALE [FBEM) ICXOVRETH 2B TED, [FBER 13, W, &
a7 MIEDD LR FTIND,

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

CATFAIA T A T HBEODTH T, ZOa—PF—F, EEOAT LY
HEnzd, ¥Xx=2VT7 4 LOHENS, [Bfpz—F—) OHEFHATLZ LN
HEsh 5,
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Incident

AT b

(AMS) Incident
Management

(AMS) A > T &
bt}

Initial Reaction Time
(IRT)

HIENGE R (IRT)

ISAE3402
ISAE3402

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

o722 b iE, EPRATaE ZAO—EILED, TENOEILTH
Dy I[roFT by BT IEREE. AT NEEE) Tuak RS T
WML NS,

The process AMS Incident Management describes the procedure to restore the
business process. An Incident can be resolved by either providing a workaround
or by finding and eliminating the root cause (Problem). Once the Incident is solved
it may be required to find the root cause (Problem) of the Incident. If such is
identified, an approach how to prevent the problem from occurring again should
be found and presented to the Customer.

[AMS > 72 MERE) Tak AZiE, EVRAT mk 22 MonT 5 FIEMNGE
fIhTnbd, [rr by ik, EREROSRME, SUIBARE ( TRIE] )
OFRAKOREONTINC L VMR TH N TED, [T b DR
wshiux, [reorm by ORAKRFRRE (TRE) ) 2%RT2Z L BNEIC
ROLBEND D, MAFRDEE SNZEAIT. BENEERET S L2
TeHODOFEZ LML T, BRICRRTHIUNERD D,

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

TIHSERFRT ) (IRT) 1%, VY R—=+F 7o b (Fry hAT—FADH Ak
ALV TRIER) ) OZHEND, BEORRELZHA LT SAP O R — FE
Blzkv, My Ty b 2EET L2030 —e 2 kil #L<E TEE
TS BT AE00, OO ENE NS (Fry hAT—HADH A A
AL 7 T ) £ CORME VS, THIHISERM ) X, 2O EEE
iR — FEFRICREVY, TR —bar v 7 b IR - T2 E RN
FRAESNDIGEICOBEFEEND, FR— b F 7y FOEEIBMNEE S5
Bh. = A LUL THIRERR) 13, ZOMENLHERAY— 5,

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

[EIRAFEFANE (I1SAE) No.3402 1%, ¥ — b RO NI 2 HA L.
P —EREBENOREEAET D702, —EREE AHMEH T 2 HPR0HEYE
EED TN D,

The ISAE 3402 Quality Assurance Report consist of different parts:
ISAE 3402 ShEMRFERE FIE, LLTFOFES THESh TV 5,

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

BHOERATIE, SAP AMS DEEENIZ LY | Y — AR BT 5 1EE O &
RS DT DI S D,

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

BIOEZIE, AMS DI Z AT > b3, SERGERMER O [da B — b DNMT= S
NTWDEFN, HEBT DDA TE %,

SAP Service Description for Managed Services (HEC AMS) JAPANESE v.1-2015 46



ITIL
ITIL

Key Performance
Indicators (KPI)

TERHIETEE (KPI)

Key User
F—a—f—

Named Users
= — —

On-Call Duty
On-Call Duty

Problem

e

(AMS) Problem
Management

(AMS) s B

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

IEERFEHTHEAEZ 7 7 Z U (ITIL) X, 1T —ERAZ BT 57200, —@#HD=
BT FROFETH D, i, TY—vuRERE) . TERER . TBAT) .
DEH) . RO TS NEEN., BIGARERNA V777 7 4 AFIE%
it 5,

Parameters that are used for the measurement of business.
EGOFMZHEREND T A—F—,

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

BRIl B A a2 %% L, SAP IR A A5kE A T 5RO EKH Y E,
F—z— X, S [T T DEFHFEI LD HERE 52 5 b,

See also Specific Key User
I F—2—F—) bSO &,

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

VAT AT AT BEOOT I X2 U T 0 EOBHIZEY, 2D
a—YP—ZFHTLHDIZ, 1 ADOHETH,

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

(B2 —F— ) [ TFET-. SAP DL AT A LERE I DM 2T LR OE
Da—HF—=THH 5,

See also Generic User

[Pz v a—fey bBROT L,

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

on-Call Duty 1%, EEHERY/R$RHAEYR— FSRIG L L2V, BINA 2R Y — B AR
MV y9, on-Call Duty O], SAP AMS (%, TEEWHET., AELIELTIET T,
BESN THBEER WS T 272 b RO TR (SRS T& 55
B &I 5, on-Call Duty ¥ —b 2%, FEEERIIE-> THEICERSN
5,

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

[ . T 7> b OREICH DRAREEZ NS, 1 >0 [ 7>
B, BED T4 v T b P &8 XS AR D 5,

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

TAMS [EERE) 7 et A2, WBARFRREZREE L, [fHE "EET22 L%
BhiE3 2 FIEAGHE ST 5,
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Quality Gate (Q-Gate)

u%%f/f‘—]‘ (Q - /7‘—
~)

Request
V7xzA b

Request for Change
(RfC)

EHEGE (RFC)

(AMS) Request
Fulfillment

(ANMS) ZEEEODJEAT

A Quality Gate is a formal step to verify the quality of a process step before the
next process step is released for execution. Quality Gates define the minimum
requirements that must be fulfilled to continue with the process. Quality Gates
usually require a customer approval to continue the processing of a request /
ticket.

BB — k) Eid, WOT v RRAT v FRFEITOEDIZY ) —RAINDH]
W, 7B RART v TONEERIET DO DOIEXRART v 7 E WS, [RE S~
Fix, ot R e A DI T RE RIKROBEN 2 ERT S, [RE
L= k)R, @E, BEES F Ly FOBRES 6 D R DRR e B L
2o

A request is a question or a task that is addressed to AMS. A request can be
classified as Incident, Request for Change or Service Request.

Pz X M, ANS IR BNEERISUIZ AT 2D, Y2z X ML, [
ST [EEEF . L (X T ENTED,

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

IBEFE) 13, HETAEURAT o AL REOERATRTH D, [LFE
%, (EEER) Fav Rt THEEE NS,

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.

—ER] OEFHFIL, FAIERFADZOMD MS FatRX ([~ b
By, [T NERE . [BEERE) . L (FEER ) ORRRMIC
WA LeWEAlE, TS ZEiFD/ET) 7ae AT END, 26D H—E
REEET . ELIZROWTNNO T T = END © [EEEFE)
THERERTEIH D B ) . XU [ — E XK
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(AMS) Service Desk
(AMS) P—ERF R

Service Level Agreement
(SLA)
PF—ERLLT T —
AR (SLA)

SAP Service Market
Place (SMP)

SAP Service Market
Place (SMP)

A centralized function servicing the single point-of-entry for all AMS requests and
tickets. The AMS Service Desk handles tickets in compliance with the Service
Desk process, i.e.

AMS DFTRTD Y 27X PROF o>y MIXET 2D, ARR 1 DOLHR—E
AfgRE, [AMS H—ERXFT R 7| 1%, LT —EX7F X2 7atRlfts
TFry PRI 2,

Ticket acceptance / rejection (contract, SLA, key user check),
Ty FOZH R (K, SLA, F—z— P —ORER)
Ticket monitoring (see SLA),

Fo v bOERL (SLA 22 W)

Ticket dispatching to the AMS core team consultants.

ANS HEEF— LD LY MRS BTy FE LT

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

[P—EXFZ27 ) 7uatR X, UT2a0h—EATRAIBHEOU—o 7
o — N OMEENTHRH I TS,

Request / ticket reception,

Y7 xAN/Fry hOZZRT

Ticket creation (received by phone),
Ty FOE (BEE TR 25E)
Ticket monitoring,

Fory NOBER

Ticket dispatching and

Fry hOFELST

Reporting.

W&

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

[P—EX LT 7Y —X 2 h ) 12, BEE—ERXAT a4 —L L TD
ANS L DRI TAEISNI—ERAOME (IRT 72 &) kO (AR — MR
L) w5,

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

SAP Service Market Place (SMP) X, ¥R —FF oy hOERAZB U7 7Y
= a N AT XTOYR— FEFEDTZDD, SAP O [HEf | R—2 LT
%,

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

&5 SAP Service Market Place (%, SAP OEHZFE L DRV OO T «
AHyvarIdyg—T7h, 7aZ Wiki 7Ty T r—ruREL, AT
AVTAT TV EWMLETTRTO SAP VU a—va VT A2CENHESN
W5,
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Service Request

P— B R KIH
Service Time
P— " 2 HiH

Solution Time (ST)
FRDLIRERE (ST)

Specific key user
RE S — 2 — Y —

Standard Change
ERLEPALY

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

[Y— X)X, TEREGH ) R [>T by TR [V 2xX by
BV O, [P EXEE) L TEAOET) T ae A TR E R D,

See also Standard Change, Continuous Operations
IEEERIERE ) | [HIEN ) bBROZ L,

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

ERIFZ L LTD ANS 28, ED BT SLA I~ T, EO LI —E X5 EER
WS 2 H#IR,

The Solution Time (ST) means the time when processing of ticket begins (time
stamp of ticket status “in process”) until the first solution will be provided to the
Customer (time stamp of ticket status “solution proposed to customer” (can be set
exceptionally manually in case of a workaround)). The status “SAP Proposed
Solution” means SAP has provided a corrective action or a solution proposal.

Mg i) (ST &%, F47 v FOREENRBAME (F7ry hAT—F ADF A A
AL T ) ) LOhs, RPIORRENERICE~NSINDS (F57 > b
AT =B ADE A ZNAZ 7L [HERREBEFICRE ) ) T2 V) ([BHEER
DOBFEL, BISMOZTEITRETE D) . [SAP BMERIRARE) AT —F A
X, SAP 23, EIEHFE X IIRIR 2 IRBIEATHDL L EB%T 5,

The Solution Time (ST) does not include the time, when the ticket is handed over
to Customer (ticket status “customer action”) or SAP’s product support (ticket
status “Sent to SAP”) for processing.

TRRIRIERT ) (ST) ik, 7y MBBRIZESND D (Fry NAT—HX A%
(AR OWHE] ) | XTI DT-HD SAP IZ L 28 R— (Frv kA
T—& AX TSAP (W) ) ORFRIIEE e,

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

Mg o SLAL 1%, T4 > v T v MEHEY T4 v MIxt LT, OB TE
BEINTHBAICORERA SN D,

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

a—F—FIIZEET 2T v hOFER, AR U OMEIR 2 H 9 2 K O
&Y (=2 —x% 2 | BC-SEC) ,

See also End User, Key User
[ fz—tF—)  [F—z—F—] LBROL,
Standard Changes are low-impact changes that are pre-defined and pre-

authorized. Standard Changes are processed in compliance with the Request
Fulfillment process.

IEEERGA R (X, FRNTER SN FINERR S Wiz, BEDODRVER 2N
Do TEEERIREE) X, [EGEOMETT) T at AT TRELS N D,

See also Service Request, Continuous Operations
I —EXCHH) . TREBCHTENT ) SEROZ &,
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Super-Administrator

A—/X—7 KI =X |k
L= —

S-User
S - a—H%—

Ticket
Frv b

Ticket processor
F oy MLERE

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

Service Market Place MlOBED1—H— (\Wbhwwd [§ - =2—HF—) ) %#{F
. B, RO LT HHERE H 9 DR OB Y,

User to login Service Market Place.

Service Market Place \Zm 7 A ¥ 5 a—H—,

A ticket is the way to document any support request addressed by the Customer
to SAP. Each ticket is given a number at the point of time it is created. The ticket
number will be the single reference to the Customer’s request.

Fory M, BEND SAP (KT DY R— N EEE IR T S HETH D, KT
7y MaiE, BRSNS CEEDIELOND, 7y NEEIL, BEOY /7
A MIKITHHE—DSRTH B,

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

SAP Service Market Place (SMP) X, ¥ R—FF oy hOERAZB U7 7Y
=3 a v R=ADTRTOYR— NEFEDTZDHD, SAP O 5] R—Z /LT
b, T4 > MET T Service Market Place (24550 TDOZRIERL T 5 2 F 055
Bo Ty MI, MNS O [H—EXF X2 T atkATHEo TR S,
Service Market Place TIERREN TWDIBAITDIH, AIS X W AFE SN 5,

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

Foy PO B, Fok, KOREE T 5 7 0t RUTHE o 7o UL & R OGS &
o TAMS s b,
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Ticket status The ticket status gives on the one hand a basic overview on the ticket processing
\ — progress and on the other hand the information by whom the next activity needs
FTry AT =S A to be carried out. The main ticket states are:

Fry FAT—=22E, Fr oy MUELOEBIRGLO EATIE 2R L L bz,

WOVEENFEIC L > TERITSNDLERD 52T 2 ERERT, EFRT 7y
MAT—=H ZFLLTFDOEERY,

e Open,
FNAVS

e In Process,
SLEE

e Customer Action,
R D E

e Sentto SAP,
SAP ICIE(E %

e Solution Proposed to Customer,
AV e e

e Confirmed by Customer,
RN X DR

e Procedure Ended.
FllEkET

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

(BRI L AT OF 7y AT —H ADRRE SNIRE, S HITEEN L
RGN, BIOFIRT 7 v NGRS L, T 20ER’H 5,
User An account to log into a system.
At VAT RO T AT HIDDT T b
See Generic User, Named User.

[Pz vy ra——) [Bigz—HF—) LBROZ L,

Workaround A workaround is a temporary solution aimed at reducing or eliminating the impact
(3B of an Incident for which a full resolution is not yet available
Bl

Ei&%li\ %@f£ﬁ@%%b§ifi?%%ﬂfb\fgb\ r/r V“/'}Aj?/ ]\J @%ﬁﬁ%ﬂ%ﬁﬁiﬁﬁ‘
Bin XIFBRET D Z L 2 AV E LIc —HRpR iRk TH %,
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Exhibit F: Application Management Services — Engagement Approach
BIRE F: 77U r—a <R PAV PYF—ER — m A=AV FHR

Organizational Change Management Approach
MBERREHEHOT Su—F

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

MEARA T (X, UFREENDD, ZIBICRE SN2V, KRB A ~OEGERIES, =~ Ra—F—mif b
L—= U P OSRERLOBE, BEOT S —V Ay hF—A A N—D AFEREEBRHT., SAP VAT AOEFH, VE— b
FA N EOFE, WRTRtHIHT B 7= X v b,

Customer is responsible for all organizational change management activities.
BEIL, MBAEEREEOT XTI OWTETEEZA D,

Engagement Governance

TUF—T A NDOHNF R

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

SAP LTHE DM ORRA RS & EHT 572010, RRAORENR OVERMZMH 0T 57200, SAP LHEDAT —F A
=T 4 ID, LTORIZED D & B0 EHRICHEIN D,

Meeting Attendees Time & Date) Purpose Frequency Typical
=5 BmE A i) HE BREE Method
—fHY
Ttk
Customer e Customer SME,[1 hour ¢ Weekly status update  |Weekly Face to Face
and SAP Customer 1 R o HRAT—HAHH [EHIL and/or
weekly Delivery date and time| ¢ Review open items Tele
meeting Manager & TBD o FFRP-HIE DI conference
T 2 SAP SAP IR E e Discussrisks & issues or Video
DR 2 Engagement and agree resolutions E:onfereqce
Manager o URJ LR Wik T M O/ X
© BEO S L. RS ATE 3
WD it . Réview open Ic?rm‘ AR
**—7’\7‘—J X breached L < 1% ]ﬁ'}:
O SAP (D - incidents/problems or ik
Y=V AR configuration requests
A=Y Y —] o RIRPA L 1B A

YT R, X
IIREEREY 7 =& |
DR
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Customer e Steering 2 hours ¢ Review Transition Quarterly Face to Face

and SAP Committee 2 MR progress WES N Wi
Steering o HEELZES date and time| e BATOER % MR
Committee |4 Management, |[TBD ¢ Review financials,
Meeting Customer HRER E timelines & deliverables
%L SAP Delivery o WH, HIR, pRHO
DEEEE Manager & ez,
= SAP e Review risks and issues

Engagement o URAY RURIREDOMR

Qia”a,?l” e Resolve action items

o EHN

o TRENTE H Ok

o
WEO TR~ e Gather feedback

2=V r—] K& N #«

BN S o T4 — NNy 7 DR

V=T A

X =T % —]
Customer e Management |l day e Review Scope Yearly Face to Face
and SAP Bi- Customer 1 H Document timeline, Tl pagif]
Annual Delivery Date and scope, service hours,
Contract Manager & time TBD number of resources
Review SAP AR E o THEIPHIZEIT % 30
session Engagement OHIRR, &, —v
% L SAP Manager ZRERAEE Y — 2
DI 2 |ElD |eo EPRER R
R WEO [~ ¢ Review SLA
Ea—tw F—=Vr—] K o SLA DR
vay O SAp o = * Review performance

imdad) review deliverables

A=Y Y o FEDMER. A D

fifead

Engagement Deliverables
TR N DOREY
Customer Deliverables

BEDREY

The following are the engagement deliverables to be delivered by Customer:
DT, BENLREENDIREZ T =V AV MR TH D,

1. Software Installed and Functioning (continuous operation)

1. Y7 U=THAA =S, BIEL TS (ikferIE)

2. Transition and Hand over

2. BATROGIHEE

SAP Deliverables
SAP DR -

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

SAP IZX2BHD 177V r—var=xP Ay h—E R ORMIIINZ T, LLTOREMH SAP 12X - TH| &
b,

1. Initial Kick off Workshop

1. FlEloXy 7479 =0 a vy

2. Monthly report

2. ARLAE—|
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3. ISAE 3402 Quality Assurance Report twice a year
3. ISAE 3402 fhEIfRFEHE & (4 2 [A))
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Engagement Assumptions
TV A b OREREE
General Engagement Assumptions
BRW T — D A v b ORIRGMH

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

FFN E L TR SN TV RV OIT TN THFS & A2 S, 2O 75—V A0 MUIEERT.  THE 2) UIHIE
DIEFEBRMIEIC mwéfﬁE&ii%J%%Ltﬁm%&:/#wTﬁ/ﬁﬁ—txﬂzg 2%,

No changes will be made to the system landscape operated by Customer as a result of the services provided by SAP.
SAP [Z K VRSN —ERADFRERE LT, BRICLVENIND VAT LTV FAF—FICEENMAbILD Z LT
Wy,

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

SAP 1%, HEY AN — hOHEPH T, UEOREMEDOITEALZIT 5, SAP (ZFE, REFHEO 2 —/L 208 L, o538 It
DRMDB IRV ZHIWTT D, ZOWEHRIL, BEOHYE L SAP OYFHR— hF—2L L DOERZHICB TR S D, SAP
PNEEDE ZRE LI G, SAP 1E, EXRB MO 21T 5 Z &N TE, BIfFDOT v A =7 ROV AT LHEHTOX
HEOWBE T 5, SAP 1E, BAEOMY R SHIC, [EEHEH] 7+ — ML DRELRINT 5, WENLARINE
Yt ERIE, [EREXFIE) Lo TEMS, BRI 2 TEEE IZEH#D LB VEERMTPND,

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

BT, e s FOBEH, BEN ®@, SHELOIAT. ROT TN Sy VERED 22— —KRRICOW T RE R
TEEA D, JBRICK TS SAP O&ENL, FOR S NI UTHIF oA X vt v REKOa LT ¢ v 7 L)L OREAN
T, BREINV Y —AZBRT DT DITIRKROE I &th 5 Z &Ik 5. NBEREEARLET 5,

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

BEIL. SAP L OXHRZBWTHED E 28/EI L2 ZORRITEDSWTREE N L HIEIZET SIREEZIT O HERE
ﬁTéﬁé%%ﬁ%?é%@&?éo

Customer’s additional responsibilities including Collaboration and cooperative duties
BEDETDMOERE (EERVCHNOREZET)

Customer will provide all software products and licenses required for the services to be provided including all necessary
maintenance agreements (in particular for SAP software used) for the entire contract period. Customer will use a currently
maintained release of the SAP Software in accordance with Customer’s End User License Agreement (Software License
Agreement) with SAP, unless the parties otherwise agree to an earlier Releases.

BRI, RSN —EADLDIIBE T ~TOY 7 by =T/, RKOT A2 GRGREENT 59 ~To
Wy (LDbIEHEND SAP OV T b Y =TT D) RTFRNEED) 2T 0LT5, KL SAP L
EncgEo (= Fa—P—AETRER0 ( TV 7 Mo = THERMERRERA) ) 12t T ﬁf%ﬁéﬂfm

ISAP Y7 b+ =7 OVY—=2A&HRT560ET D, 72720, MBFENZALUFD [V Y —2] ICRET 25E1T
DERY TIEZRU,

Customer will grant SAP nonexclusive rights to operate these software products solely for the purpose of supporting and

modifying the applications used. Any necessary changes to the software licenses or maintenance agreements will be made
by Customer at Customer's expense.
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BEIL. SAP I LT, HHENLT T r—a a2 R— b RMEETAZEDAEZRMELT, ThbDY 7 Y=
7L AT D IR MR 2 E T A b DETH, YT MY 2T DT A B AT T D MRS H L,
BEOHEHAAHIZED, BRIZL>TITh b bd LT 5,

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

T =V R MNIEDSERI SN —ERAOFHIZ IO HT, BRI, Y7 MU =T Y ) a—va VRIEOEA
FUORRERHIHT 5 EEZ R D,

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.

BEIL, EVRAT R (TFYVr—va v ROT—2Xa ) 74K ) v— =0 2AA4 7 2 Y —IEOBEFEER O
WHEMTp 2 gieds, ZHHITIRE SR DEZBMOFEITICOVWTEEEA D,

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

BEIL, SAP 32 THIPHICEIT 2 3#E) ICESS BFOBEEEZBITT 22N TES LT, FM By r—DEYRAY
a1 AT D ZY O e E L SAP ICRET I HEEA D,

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

ZOEKIOLETIE, V7= A ME, BEY 7= X MEFHR LT 7y R3S SAP 1T L THITIN BRI END & D
L35, BEKIX, Service Market Place WTTF 7 > h&BtAE LT huid7e H7zuy,

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.

BZIL, SAP FED NT YV a—2aNZH DLV R— RO AT MG LTT 7 EATELHLOIZL, ZOHEND
DI REREM T X TABRT D ET 5,

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

BEIZ, £D TL-UL 3 AR — R OHFEER, SAP NOHEEEINCEME T 7 > b O@REOZ56 M OB DWW T,
EZHERHFATH T HLOICT 2EEEZA D,

Customer is responsible for all data stored into the systems. Customer is responsible for backing up its data. Except where

otherwise expressly indicated in writing by Customer, SAP is always entitled to act on the assumption that all of Customer’s
data is backed up.

BEIE, VAT DRFSN DT RTOT—ZIZHOWTHEEZA Y, BEIE, BHOT—ZDONy 77 v F IO THEL
5, BENERTHE, FRIIORTHEZRON T, SAP (X, BEDT =X T X TRy I Ty TRELNTND L)
HFEDILTITEN 5 Z L3 TE %,

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.

BEE, BEDOY 7 MY =7 OFRE LET v 77— R0V =20, @FICEENTY ) a—arof s F—
Tz — AR L0l YT U =T OHRELIETY v 77— R0 V=20 L b 8 MMFTE TIT,
SAP ([ZIEFIT D b D LT D,

For the entire duration of the engagement Customer names and maintains a representative who will be Customers’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.

T =V A FOEHMICES T, BRIE. 0TS =T R MCET S SAP L OXISICRW TRR O 72 5% ST
L0 ZOTNTIESWTHE DN & DIEICBHET DIREETT O MRE AT 2 YF 240 L, R 2,

Two weeks before start of the engagement, Customer will make technical documentation, end-user documentation and
business process documentation available to SAP in English language. In case Customer fails to provide this documentation
on time or if the documentation does not have the required level of detail, the service start might be delayed and support
efforts by SAP might increase.
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T =V A Y MRMGO 2 BFATC, BEE, B, v Ra—P— ROEVRRAT BE ADZNZNICHET 5 4GRS
L 5305EE SAP IZIRET 2 b DL 75, RN TEESBY ZOXELRITE eh ol SCEENFHMICBWTER L
NINTEL TORP2725E1E, Y—EZOBPEIE L, SAP DOV R— MEENE KT DATREMENRH D,

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

TU=V A NORFETHIICDI > T, BEIE, SAP BNEFOBRLEZBITI 2 LR TED L 0IC, BEOEYRAT
mE AT D R oo EE SAP IS I HEEA D,

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.

BT, BERYR—FoO&, 3, L0 — e AWM 2EEICOWT, A L) —Ii2 (bbb, 3 VADY—F
ZA L) SAP |[ZHEEIT B,

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

BRI, FEILEOEEICONT, TR TOLBEREREAT 22— — 2 B|E T SAP ([R5, Ziud, SAP 23BAT
BHIZOVWTEEZAI TRTOYAT AIOESRETH DL, BRIIEL, BEOBTEEPEEINTT =y 7 TE5 2
Ly FEBRAFEANCORMI SN D Z L 2R T 5, ZHuE By MYy 7T = —XMHT, SAP BSAKEI~DBITIZ O
WTHEZAD ZEPAESNHBEIIORENEND,

During the agreed service times Customer will ensure the availability of a sufficient number of Key Users who have the
required technical-, application and business process expertise and sufficient skills to communicate with SAP’'s AMS
Consultants in the agreed support language and will provide to SAP a list of the key users including nhame, function, phone
number, fax number and email address. Customer will ensure that all Key Users are familiar with the support process
including ticket creation and processing via the SAP Service Market Place.

AEINEY—E MM, BEE, 8, 77V r—va v, RE VR AT AT 5L EREMAR, WSS
BENIYAR—FSFFET SAP O TAMS a Pz b EEEEET 5 +0R AV Z AT AR ANERD TF—2—
YP—) BEESNDEIICL, F—a—F—D V2 (K4, ¥, EFEs. 77 v7 AKG, KOEFA—LT FL2R
BETe) & SAP IRMT AL 0L T4, BRIE. TRTO [F—a—W—] B, F7 v NOIERKT SAP Service Market
Place Zi@ U7- 2 & T R— F Fut ATHEBEL TS LT H LD LT 5,

Customer will designate at least one Customer user as an OSS user with the authorization to open the OSS connection to
the SAP systems and to set up messages

BEIL, SAP VAT LA~D 0SS a4 —7 v L, AvbE—VERET HMHREHFTSH 088 2—HF—L LT, BENDK
&b 1 ANDa2—H =284 THLDLT D,

If Customer fails or partially fails to comply with these collaborative and cooperative duties or if Customer fails to comply with
these collaborative and cooperative duties in the right quality or if Customer fails to comply on, SAP can request adjustments
of the schedule and/ or charge additional costs resulting out of the non-compliance to Customer at the agreed daily rates
DY Z AL 6 DS R MG DFFEIAED IR D o Tedny B L UTGIINHED R - 125G XITHE N, MERMEICE
T OEEEKR O W OFBSIHE DR o T2 HE 1T, SAP 1E, AT Va— L OFi L gk L, KO/ UTFERESFICE K
TLEMEMZ, B SNIERTHEISGHERT L LR TE D,

[If applicable, describe requirements we need to deliver service provisions and which services have to be provided by the
Customer, respectively.]

[ 5 5560, Y —ERGHDI=DIT SAP P FEEL T 5B, ROED YV — ERZREPRIET SLER D S8, €
NEhFTH#T S, ]

People
=B

The engagement will be carried out requiring the efforts of both SAP and Customer. Customer will provide knowledgeable,

decision-empowered resources available to work on the engagements as part of the engagement team, and will supply SAP

with the names and contact information of all Customer and 3rd Party resources assigned to the engagement.

T =V A FOBTITIE, SAP EE DO OEREET D, BEL, ==V A P F—AD-BELTE S —
DAL MTET OMEEETO LN TE D, HBEMAREDHEREAT DY Y —AZWETLHIbDEL, =7 =T R
MR SNTZBBER OE ZFHOTRTO Y V) —ADKAL L OEEERE SAP IRT2b0 L 15,
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Customer agrees and understands that the assigned SAP AMS Consultant(s) may perform Services on the engagement
from an off-site location.

X, BB S TSAP AMS i Y uZ b 3, = =T Ay MIET5 [ —v R 247V A O HEiE
TOGEN DL ETRL, ZIUCRET %,

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

SAP 1X, ZOHAMOFLEIZ LY | BB ST [SAP AMS = v v b & WSO AF VA2 7z [SAP ANS =2 914
Vb ITRIRESE DR IR T D,

Customer and SAP will promptly replace inappropriately skilled team members or vacated team slots as deemed necessary
during the engagement.
R L SAP X, ==V AL M MBS UCERIS, AXADPREY 2T — A A =2 EE D0, XUTZE
FBEMDDL D LT D,

Customer will continue to be responsible and designate at least one (1) Customer User as an OSS user with the
authorization to open the OSS connection to the SAP systems and to setup support messages (tickets).
BFITEIEHEE, SAP AT KD 0SS e A—T L, YR— b AvE—Y (Frvyb) aRETOIHEREATD
0SS —H#—L LT, BEDDR L L 1 ADa2—F =L T 2EMTEAVEIT D,

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

BEO [RU—a—F— I, = Fa—F—a3a=7 4 —0bREHNOIT—NEZFEL, fENTHLT S Z LB TE 50,
XITMBNIJR LT, [SAP AMS T > RBITUV AT L) (T SAP O TH—ERTAZ | ) ITIRET D HEE TIL Tk
<e
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Exhibit G Template for Acceptance Protocol
BIHE G: A2 baroT s FL—b

Acceptance Protocol
A7 e han

Engagement Name:
TUF—T A N
Working Package:
EENy r—

Customer Project
Manager

BEIeY=zr b
=T x—

SAP Engagement
Manager

SAP =V — TR

VheR—Uxr—

Order No.
EXES

Customer Customer Name
Customer Name
B%

Street, No.
Street, No.
ZIP Code, City
ZIP Code, City

1. Handover of Engagement Results

1. = —DA v MERDOBIHRE

Department or Contact Person
Department or Contact Person

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

following documents:

ZOBIEE INT-EZHONEITF| NN, IROLEIFFMICTRZI N TV D,

Deliverable Document Date Comments
REY X& A 2Rk

Kick off Workshop

X I FT7I—7ay

-

Monthly report

AW L AR— K
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ISAE 3402 Quality
Assurance Report twice

a year

ISAE 3402 /B fRAEH &

£ (% 2 7))

Place, Date SAP Engagement Manager
Spr. HAT SAP = =R b R—

V=

Acceptance Statement

AFBE

The activity results have been generated as mutually agreed in the contract.
Consequently, the contract has been fulfiled on part of SAP to the full extent. The
Customer hereby declares his acceptance.

EROREIT., BRICBOWTHAEICEE LBV ICAE U, FOREE., 22KI1% SAP
IZOWTIERKIREI TS e, BEE LT, ZIWWEARBEEST D,

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.

IHEOFERICHIE D TR SN DD, EKRBOWT L7225 bDTEARL, BROWEL, Rk

MR O — 2O FERMER DT D Tﬁf(ﬁ?bz]“bf_%aaf”fé?)é LUTFIZRE#d 2 2 b AR
ROMEIX, BRESHD2bDLT L, BELE LT, ZIIKBEEST 5,

The activity results show substantial defects, which preclude acceptance. Acceptance is

refused. The open issues will be listed below.

TEEORERICERRBIEDBO S, ARIIARARETH D, ABITAT SN, KRR
DOREZ L TIZRE#T 5,

No. |Ref.to ID Open Issue Responsible Deadline
No. |Zxt% HRIFIR DIEE EEHEY HARR
ID
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Place, Date Customer
Y. BAY i
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