Service Descriptions

Managed Services (HANA Enterprise Cloud and Application
Management Services) Description

Definitions.

“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.

“Business Hours” means business hours (8 a.m. until 6 p.m.
local time) at Customer location on Business Days.

“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.

“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.

“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.

“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.

“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.

“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

Popisy SluZieb

Spravované sluzby (HANA Enterprise Cloud a Sluzby spravy
aplikacii) — popis

Definicie.

»Pracovny den“ znamena lubovolny deri od pondelka do piatka s
vynimkou verejnych sviatkov, ktoré sa dodrziavaji v mieste sidla
Koncového zakaznika, ako je uvedené v prislusnej Objednavke.

.Pracovné hodiny* znamena pracovné hodiny (08:00 az 18:00
miestneho ¢asu) v mieste sidla Koncového zakaznika po¢as Pracovnych
dni.

JZiadost’ 0 zmenu“ znamena akékolvek zmeny v sluzbe HEC Service tak,
ako je to opisané v pisomnom dokumente, ktory je podpisany oboma
stranami a ktory odkazuje na prislusnd Objednavku.

,Vypoétové prostredie” znamena zariadenia datovych centier, servery,
sietové prostredie, operatné systémy a mechanizmy na ukladanie dat,
ktoré su poskytnuté spolo¢nostou SAP a ktoré SAP pouziva na
poskytovanie sluzby HEC Service pre Koncového zékaznika, a zahffa
Vyvojarske vypocétové prostredie (DEV), Produkéné vypoctové prostredie
(PROD) a Kontrolné vypoctové prostredie (QAS), ako je dohodnuté v
Objednavke.

~DEV* (Vyvojarske vypoctové prostredie) znamend ta cast
Vypoctového prostredia, ktora sa pouziva len na vyvoj a testovanie
novych Gprav prispdsobenia alebo aplikacii.

»Odstavka“ znamena celkovy pocet hodin v lubovolnom danom mesiaci,
pocas ktorych Softvér nedokaze poskytovat odozvu na poziadavky
koncovych pouzivatelov alebo na poZiadavky na interakcie medzi
systémami s vynimkou hodin, ktoré sa nahromadia v doésledku pri¢in
uvedenych v ¢lanku 6.2 nizSie.

»Sluzby HEC Services* znamena sluzby HANA Enterprise Cloud (HEC)
na produktivne G¢ely (HEC Production Cloud) alebo pre projektovu fazu
(HEC Cloud Start), pripadne Sluzby spravy aplikacii (Application
Management Services, AMS) pre aplikacie HANA Enterprise Cloud, ktoré
si Koncovy zakaznik kuapil na zaklade Dokumentu rozsahu alebo
Objednavky. Sluzby HEC Production Cloud mézu byt zaloZzené na
pristupe BYOL (Bring Your Own License) alebo na pouzivani
Predplateného softvéru, ¢o znamena, Ze k dispozicii si dve moznosti:
HEC Production Cloud (BYOL) alebo HEC Production Cloud with
Subscription Software. V3etky sluzby, ktoré nie st zahrnuté do dokumentu
o rolach a zodpovednosti pre sluzbu HEC, sa povazuju za sluzby mimo
rozsahu sluzieb HEC Services. Sluzby HEC Services sa musia povaZovat
za spadajlce pod definiciu ,Sluzieb” alebo ,Cloudovych sluzieb“ tak, ako
sa tieto pojmy pouZivaju v Zmluve.

.,Hostovany softvér* znamena softvér, ktory je vlastneny alebo
licencovany Koncovym zakaznikom (pristup BYOL, ,Bring Your Own
License“) a ktory Koncovy zakaznik poskytuje spolo¢nosti SAP, aby sa
stala jeho hostitefom v sluzbe HANA Enterprise Cloud for Production
alebo v sluzbe HANA Enterprise Cloud for Projects a/alebo tiez
Predplateny softvér ako suc¢ast sluzby HANA Enterprise Cloud for
Production with Subscription Software, ktord si Koncovy zakaznik kapil na
zaklade Objednavky, vratane vSetkych aplikacii spolo¢nosti SAP, ktoré su
nainstalované vo Vypoc¢tovom prostredi a podporované prostrednictvom
prislusnej sluzby HEC Service, akéhokolvek aplika¢ného softvéru, ¢i uz
licencovaného od spolo¢nosti SAP alebo poskytnutého tretou stranou (ak
spolo¢nost SAP pisomne odsuhlasila pouZzivanie tohto softvéru tretej
strany), ako aj vSetkého databazového softvéru, ktory je potrebny na
pouzivanie aplikacii, ale s vynimkou akéhokolvek Predplateného softvéru.
Aplikacie, databazy, softvér, nastroje a komponenty licencované
Koncovym zakaznikom od tretej strany m6zu byt hostované spolo¢nostou
SAP ako slcast sluzby HEC Service len s predchadzajicim pisomnym
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prior written consent of SAP.

“Incidents” means unplanned interruptions or material reduction
in service quality reported by Named Users of the Customer.

“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

“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.

“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.

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

“Point of Demarcation” means the outbound firewall/VPN device
of the Computing Environment.

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

“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.

“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. .

“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.

“VPN” means a Virtual Private Network that is a secure data
network that utilizes the internet to connect geographically distant
offices.

“Termination Date” means the effective date of a valid
termination effected in accordance with terms of the Agreement.

“Uptime” means the total nhumber of hours in any given month
less the total Downtime for such month.

sthlasom spolo¢nosti SAP.

»Incidenty“ znamena neplanované prerusenia alebo vyrazné obmedzenie
kvality sluzby nahlasené Definovanymi pouzivatelmi Koncového
zakaznika.

»,Doba odozvy na incident (Incident Response Time, IRT)“ znamena
¢as (napr. v hodinach alebo minatach), ktory uplynie od upozornenia
organizacie Podpory spolo¢nosti SAP na nahlasenie Incidentu Koncovym
zékaznikom do prvej akcie, ktord pracovnik sluzieb podpory spolo¢nosti
SAP s dbévernou znalostou prostredia Koncového zdkaznika vykona na
opravu Incidentu.

»Doba vyrieSenia (Solution Time, ST)“ znamena ¢as (napr. v hodinach
alebo mindtach), ktory uplynie od upozornenia organizacie Podpory
spolo¢nosti SAP na nahlasenie Incidentu Koncovym zakaznikom do
poskytnutia prvého rieSenia koncovému zakaznikovi (¢asova znamka
stavu ticketu ,rieSenie navrhnuté koncovému zékaznikovi“ (v pripade
nahradného rieSenia méze byt vynimo¢ne nastavené manualne)). Doba
vyrieSenia (ST) nezahfia ¢as, ked je ticket na strane koncového
zékaznika alebo partnera (technologického alebo softvérového partnera
spolognosti SAP). Doba vyrieSenia (ST) sa bude monitorovat iba pre
tickety Spravy incidentov a iba ak je zmluvne odsuhlasena.

sLicenéna zmluva“ znamena zmluvu medzi spolo¢nostou SAP (alebo
Oviddanou osobou spolo¢nosti SAP SE, pripadne autorizovanym
predajcom softvéru SAP), na ktorej zaklade Koncovy zékaznik ziskava
licenéné prava na pouZivanie Softvéru SAP, ktory predstavuje cely
Hostovany softvér alebo jeho ¢ast.

.Data Koncového zakaznika“ znamena akykolvek obsah, materialy,
data a informacie, ktoré Koncovy zakaznik alebo jeho Definovani
pouzivatelia zadali do Vypocétového prostredia.

.Demarkaény bod“ znamena branu firewall/zariadenie siete VPN
Vypoctového prostredia pre odchadzajldce prenosy.

PROD“ (Produkéné vypoc€tové prostredie) znamena tu cast
Vypoctového prostredia, ktora sa pouziva vyluéne na vykonavanie
skutoénych podnikovych transakcii.

,QAS" (Kontrolné vypoétové prostredie) znamena tu ¢ast Vypoctového
prostredia, ktord sa pouZiva najmé na vykonavanie Skoliacich cvi¢eni
a/alebo testovanie pri vyvoji a konfiguréacii aplikacii.

»Predplateny softvér® znamena softvér, pre ktory koncovy zédkaznik
ziskal prava na pouZzivanie a Udrzbu zo strany spolo¢nosti SAP na zéklade
predplatného. Predplateny softvér sa na Gcely Zmluvy bude povazovat za
sucast sluzby HEC Production Cloud with Subscription Software.

» Technicka dostupnost’ (TA)* znamena percento vypocitané vydelenim
Doby prevadzky celkovym poétom hodin v tom istom mesiaci. Technicka
dostupnost’ individualneho systému SAP (PROD, QAS alebo DEV) vo
Vypo&tovom prostredi Koncového zékaznika je v stlade s Clankom 3
Objednavky.

»VPN“ znamena siet VPN (Virtual Private Network), ¢o je zabezpetena
datova siet, ktord pouziva internet na prepojenie geograficky vzdialenych
pracovisk.

»,Datum ukonéenia“ znamena datum nadobudnutia Gcinnosti platného
ukonéenia, ktoré nadobuda Uéinnost v stlade s podmienkami Zmluvy.

»,Doba prevadzky“ znamena celkovy pocéet hodin v [ubovolnom danom
mesiaci zniZeny o celkovi Odstavku za dany mesiac.
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HANA Enterprise Cloud (HEC) Services
2.1. General

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.

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.

- Storage management

- Management of the used operating systems including system
startup/shutdown

- Data base management

- Security management

- Change control management

- System installation

- General NetWeaver and ABAP Operations

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.

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.

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.

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).

The SLA Technical Availability (see section 6.2.) is limited to 95%
and the highest possible priority for any Incidents is “High”.

HANA Enterprise Cloud (HEC) Services
2.1. VSeobecné

HANA Enterprise Cloud (HEC) Services znamena sluzby na
prevadzkovanie Hostovaného softvéru v zariadeniach datovych centier,
serveroch, sietovych zariadeniach, operaénych systémoch a
mechanizmoch na ukladanie dat, ktoré SAP pouziva na poskytovanie
sluzieb pre Koncového zakaznika. Hostovany softvér moze byt
vlastneny/licencovany koncovym zédkaznikom (pristup BYOL) alebo tiez
moZze zahfat Predplateny softvér.

Hostovany softvér m6ze Vyvojarske (DEV), Kontrolné (QAS) a Produkéné
vypocétové prostredie(PROD). Relevantna konfiguracia je definovana a
odsuhlasena v relevantnom Dokumente rozsahu. SAP poskytuje sluzby na
spravu Hostovaného softvéru tak, ako je to podrobnejSie Specifikované v
Prilohe A.

- Sprava ukladacieho priestoru

- Sprava pouzivanych operaénych systémov vratane spustania a
vypinania systémov

- Sprava databaz

- Sprava zabezpecenia

- Sprava riadenia zmien

- InStalacia systému

- NetWeaver a ABAP — vSeobecné informacie o prevadzke

SAP ako sucast sluzieb HEC Services nainstaluje Softvér vo Vypoétovom
prostredi, nastavi a nakonfiguruje relevantné agenty na monitorovanie
hardvéru a softvéru pre Vypoltové prostredie a Softvér a uvedie
Koncového zékaznika do problematiky proceddr komunikacie a podpory
spolo¢nosti SAP. Detailny a Gplny popis poloziek sluzby zahffia Priloha A.
VSetky sluzby, ktoré nie st zahrnuté do Prilohy A, sa povazuju za sluzby
mimo rozsahu sluzby HEC Service.

O dalSie Spravované sluzby mo6ze Koncovy zakaznik poziadat
prostrednictvom Spracovania Ziadosti o zmenu. SAP ma exkluzivne pravo
ur¢it a spravovat vSetky prostriedky pouzivané pri poskytovani
Spravovanych sluzieb. SAP moéze pri dodavke niektorych alebo aj
vSetkych  komponentov ~ Spravovanych sluzieb vyuZivat sluzby
subdodavatela, ktorym méze byt ovlddana osoba spolo¢nosti SAP alebo
fubovolné kvalifikovana tretia strana, podla toho, ako to SAP povaZzuje za
vhodné. Ak Spravované sluzby dodava tretia strana tak, ako je uvedené v
tomto odseku, SAP nadalej nesie zodpovednost za konanie a chyby tohto
subdodavatela pri jeho poskytovani tychto Spravovanych sluzieb.

Ak v relevantnom ¢lanku nie je uvedené inak, popisy sluzby v ¢lankoch 3
az 11 sa vztahuju na vSetky sluzby HEC rovnako.

2.2. HEC Cloud Start

Sluzba HEC Cloud Start je zaloZzena len na pristupe BYOL. Predplateny
softvér je mimo rozsahu tejto sluzby. Standardné obdobie poskytovania
pre sluzbu HEC Cloud Start je 1 mesiac az 1 rok. Hlavnym G¢elom tejto
sluzby je vyvoj a vytvorenie konfiguracie a infrastruktiry Specifickej pre
daného koncového zéakaznika pocas projektu implementéacie, ktora je
potom pripravena na produktivne poskytovanie sluzieb HEC Services v
dalSej faze (pozrite HEC Production Cloud).

Technicka dostupnost’ SLA (pozrite ¢lanok 6.2.) je obmedzena na 95 % a
najvysSia mozna priorita pre akékolvek incidenty je ,Vysoka"“.
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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.

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.

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.

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.

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.

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,

2.4. HEC Production Cloud with Subscription Software

This service is similar to HEC Production Cloud (BYOL) regarding
the service scope but with following important differences

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.

b) The term of such HEC Production Cloud with
Subscription Software can be only 36 month,
longer or shorter terms are not possible.

c) The Order Form for this HEC Production Cloud
with Subscription Service cannot be terminated for
convenience. Customer’s right to access the

Koncovy zadkaznik méze kedykolvek a bez dodato¢nych poplatkov za
ukonéenie ukoncit Objednavku na sluzbu HEC Cloud Start bez uvedenia
dévodu este pred uplynutim dohodnutého obdobia tak, ze aspor 7 dni
vopred oznami svoj umysel ukonéit pouzivanie tejto sluzby. Poplatok za
sluzby HEC Cloud Start je zaloZeny na tyzdennej spotrebe a fakturuje sa
spéatne za kazdy mesiac.

V réamci sluzieb HEC Cloud Start m6zu byt podporované tieto databazy:
SAP HANA, Sybase ASE a tiez aj Microsoft SQL v pripade, ak HANA ani
ASE nie je kompatibilnd s rieSenim koncového zakaznika. Najvacsim
obmedzenim v pripade HEC Cloud Start je to, Zze koncovy zadkaznik mbze
pouzivat poskytované sluzby len na Ucely testovania a vyvoja, ale nie na
ucely kazdodennej podnikovej prevadzky.

2.3. HEC Production Cloud (BYOL)

V pripade sluzieb HEC Production Cloud je mozné uplatnit pristup BYOL
aj Predplateny softvér. V tomto ¢lanku st popisané podmienky pre sluzby
HEC Production Cloud (BYOL), vSimnite si podrobnosti tykajuce sa
predplatného v nasledujucom ¢lanku.

Obdobie poskytovania sluzby HEC Production Cloud (BYOL) je v rozsahu
od 36 do 60 mesiacov. SAP bude prevadzkovat Hostovany softvér vo
Vypoétovom prostredi a koncovy zakaznik mdze pouzivat sluzby na
produktivne pouzivanie (suc¢astou sluzieb musi byt aspori jeden systém s
rezimom pouZivania PROD). SLA tak, ako su popisané v ¢lanku 6, su pre
tato sluzbu plne dostupné.

Koncovy zdkaznik mdze Objednavku na sluzbu HEC Production Cloud
(BYOL) kedykolvek ukoncit bez uvedenia dovodu eSte pred uplynutim
dohodnutého obdobia, musi vSak zaplatit dodatoény poplatok za
ukongenie, ako je uvedené v Clanku 10. Poplatok za sluzby HEC
Production Cloud sa U¢tuje mesacne a fakturuje sa vopred za cely rok.

V ramci sluzieb HEC Production Cloud mdézu byt podporované tieto
databazy: SAP HANA, Sybase ASE a tieZ aj Microsoft SQL v pripade, ak
HANA ani ASE nie je kompatibilna s rieSenim koncového zakaznika.
Najva¢sim obmedzenim v pripade HEC Cloud Start je to, Ze koncovy
zédkaznik mdze pouzivat poskytované sluzby len na Gcely testovania a
vyvoja, ale nie na Ucely kazdodennej podnikovej prevadzky.

2.4. HEC Production Cloud with Subscription Software

Tato sluzba je podobna sluzbe HEC Production Cloud (BYOL) z hladiska
rozsahu poskytovania sluzieb, je vSak potrebné vziat do dvahy
nasledujice vyznamné rozdiely

a) Kompenzacia za prava na pouzivanie a za podporu
spolo¢nosti SAP (Enterprise Support) pre Predplateny
softvér st zahrnuté do opakujuceho sa mesacného
poplatku.  Koncovy zakaznik nenadoblda Ziadne
vlastnictvo Predplateného softvéru.

b) Obdobie poskytovania sluzby HEC Production Cloud with
Subscription Software méze byt len 36 mesiacov, dihSie
ani kratSie obdobia nie st mozné.

c) Objednavku na tato sluzbu HEC Production Cloud with
Subscription Service nie je mozné ukoncit bez uvedenia
dovodu. Pravo Koncového zakaznika na pristup k
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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.

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.

25. Application Management Services (AMS) for HEC

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).

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.

The following standard Application Management Services will be
provided to the extent as described in the Exhibit A: Roles and
Responsibilities:

. 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

. 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 3 Level Support

. 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 3 Level
Support

. 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

. 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

Predplatenému softvéru sa koné&i pri uplynuti platnosti
pociatoéného obdobia alebo akéhokolvek obdobia
obnovenia, pripadne pri predéasnom ukonéeni tejto
Objednavky v stlade s podmienkami Zmluvy, podla toho,
k ¢omu déjde skor.

Poplatok za sluzby HEC Production Cloud with Subscription Software sa
Uctuje opakovane kazdy mesiac a fakturuje sa vopred za cely rok.
Pouzitelné su tie isté databazy ako v pripade sluzieb HEC Production
Cloud (BYOL). Aj SLA tak, ako su popisané v ¢lanku 6, sa v plnom rozsahu
uplatfiuju aj na tato sluzbu.

2.5. Sluzby spravy aplikéacii (AMS) pre HEC

Konzultanti pre Sluzby spravy aplikacii (AMS) priradeni k tejto dohode
budd pomahat Koncovému zédkaznikovi v ramci pokracujicej podpory
aplikacii pre ich rieSenie SAP HANA Enterprise Cloud. Sluzby AMS pre
HEC, ktoré sa budd poskytovat spolo¢nostou SAP podla tohto
dokumentu, su obmedzené na nasledujici rozsah a za predpokladu, ze
Koncovy zakaznik si bude plnit svoje povinnosti popisané v dokumente o
rolach a zodpovednosti v sluzbach HEC (Priloha A).

VSetky ostatné podporované sluzby, systémy, aplikacie a umiestnenia atd'.
nespadaju do tohto rozsahu. Koncovy zékaznik musi vybrat prislusnd
Sluzbu spravy aplikéacii v relevantnom Dokumente rozsahu a zada detaily
do Objednavky.

V rozsahu, v akom je to uvedené v Prilohe A o rolach a zodpovednosti, sa
budud poskytovat' nasledujice Standardné Sluzby spravy aplikacii:

e  Sprava incidentov, ¢o znamena akceptaciu ticketov od klu¢ovych
pouzivatelov podla definovanych SLA, analyzu a rieSenie Incidentov
podla definovaného rozsahu rieSeni a SLA, odportc¢ania tykajuce sa
optimalizacie aplikacii a systémov, dokumentaciu tykajucu sa ticketov
a ak je to potrebné: poziadanie o zapojenie podpory 3. Urovne

e  Sprava problémov, ¢o znamena akceptaciu ticketov od klu¢ovych
pouzivatelov podla definovanych SLA, analyzu hlavnych pri¢in a
rieSenie problémov podla definovaného rozsahu rieSeni, odpori¢ania
tykajuce sa optimalizacie aplikacii a systémov, dokumentaciu
tykajucu sa ticketov a ak je to potrebné: poziadanie o zapojenie
podpory 3. Urovne

. Riadenie zmien, ¢o znamena akceptaciu ticketov od klu¢ovych
pouzivatelov podia definovanych SLA, analyzu Ziadosti o zmenu
podla definovaného rozsahu rieSeni a SLA, definiciu rozsahu,
komeréné overenie a vytvaranie Ziadosti o zmenu s projektovym
manazérom koncového zakaznika a v pripade ziadosti o zmenu v
rozsahu definovanom v tomto ¢lanku: dokumentéciu tykajucu sa
ticketov, planovanie a nasadenie Ziadosti o zmenu podia
definovaného rozsahu rieSeni a SLA a ak je to potrebné: poziadanie
0 zapojenie podpory 3. Urovne

. Uspokojovanie poZziadaviek, ¢o znamena akceptaciu ticketov od
kla¢ovych pouzivatelov podia definovanych SLA, implementaciu
poziadavky na servis, Ziadost o nepretrzitd prevadzku a odsthlasenu
Standardnd zmenu podla definovaného rozsahu rieSeni a SLA,
dokumentaciu tykajlcu sa ticketov

. Proaktivha sprava udalosti (monitorovanie), ¢o znamena
vykonavanie aktivit monitorovania tak, ako je uvedené v koncepte
monitorovania, vytvaranie ticketov incidentov pre identifikované
problémy, vystrahy monitorovania, kategorizaciu vystrah na zaklade
ich kritickosti, vytvaranie ticketov incidentov pre kritické vystrahy,
prijimanie napravnych opatreni spractvanim ticketov incidentov,
proaktivnu Upravu na relevantny parameter v zaujme predchadzania
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issues, ticket-based documentation and if required: request
involvement of 3rd Level Support

. 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.

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.

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.

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.

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.

Engagement Approach for Application Management Services
Transition

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.

This includes in particular:

e Appointing SAP Engagement Manager

. Integration into the processes of SAP’s Service Desk

. Expertise transfer to the SAP support team concerning the
Customer -specific SAP solution.

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).

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

dalSim problémom, dokumentaciu tykajicu sa ticketov a ak je to
potrebné, poziadanie o podporu 3. Urovne

. Proaktivne sluzby pre aplikacie spolo€nosti SAP, ¢o znamena
Specifické servisné aktivity definované pre infrastruktiru Specifickd
pre konkrétneho koncového zékaznika na vykonanie v proaktivnom
rezime, ako je definované v Dokumente rozsahu alebo v
Objednavke.

Ako stcast dohody bude SAP poskytovat' vybrané sluzby, ako je
dohodnuté v Dokumente rozsahu a/alebo v Objednéavke, az do rozsahu
zodpovedajucemu poctu odsuhlasenych ¢lovekohodin za mesiac podla
uvazenia koncového zakaznika. Odsuhlaseny pocet hodin za mesiac je
uréeny v Dokumente rozsahu a/alebo v Objednavke pre sluzby AMS.

Ako sucast dohody bude SAP poskytovat' vybrané sluzby len pre rieSenie
spolo¢nosti SAP a podnikové procesy v rozsahu Specifikovanom v
Objednavke pre sluzby AMS.

Povaha a typ aktivit podpory su definované v Prilohe A: Roly a
zodpovednost. Niektoré sluzby budd vyZzadovat tlohy, ktoré musi vykonat
persondl Koncového zakaznika aj spolo¢nosti SAP, aby mohla byt sluzba
Uspesne poskytnuta. Specifické roly a zodpovednosti spolo&nosti SAP a
Koncového zakaznika st podrobne Specifikované v Popise sluzby.

Jedina platforma, ktora sa m6ze pouzit na vytvaranie Ziadosti o
poskytnutie podpory pre sluzby AMS spoloénosti SAP, bude SAP Service
Market Place (SMP). SAP Service Market Place je centralny portal
spolo¢nosti SAP pre vSetky Ziadosti o podporu slvisiace s aplikaciami
prostrednictvom vytvorenia ticketov podpory.

Pristup k dohodam pre Sluzby spravy aplikacii
Prechod

SAP bude poskytovat Struktru podpory, ktord zabezpedi, aby zdroje
potrebné na poskytovanie Sluzieb spravy aplikacii boli k dispozicii a aby
mali potrebné znalosti o prisluSnom odvetvi a podporovanych aplikaciach
Koncového zakaznika, ktoré sa budu pouzivat.

Té& konkrétne zahfra tieto moznosti:

. menovanie Manazéra spolo¢nosti SAP pre dohody,

. zaclenenie do procesov oddelenia technickej podpory spolo¢nosti
SAP,

. prenos poznatkov tykajacich sa rieSenia spolo¢nosti SAP
Specifického pre daného Koncového zékaznika na tim podpory
spolognosti SAP.

Na ziskanie znalosti o konkrétnom Koncovom zakaznikovi v time podpory
spolo¢nosti SAP sa do nastavenia Sluzieb spravy aplikacii zahmie faza
prenosu poznatkov. Intenzita a spdsob prenosu poznatkov zavisi od
organizacie IT Koncového zadkaznika alebo partnera Koncového
zédkaznika pre implementaciu, ak je tato moznost pouZzitelna, a od
zlozitosti podporovaného IT rieSenia Koncového zakaznika (poctu
systémov, scendarov aplikacii, podnikovych procesov a Uprav v ramci
rieSenia spolo¢nosti SAP, poctu inych aplikacii a rozhrani nez su aplikacie
a rozhrania spolo¢nosti SAP, atd’.).

Faza prenosu poznatkov bude koordinovana Manazérom spolo¢nosti SAP
pre dohody v intenzivnej spolupraci s Koncovym zakaznikom alebo
zodpovednym kontaktom partnera Koncového zakaznika, ak je tato
moznost pouzitelnd, ako aj s projektovym manazérom zodpovednym za
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implementation, if applicable. The expertise transfer will focus on
the business processes listed in the Service Level Agreement.

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.

The main steps in the Transition phase are as follows:

implementaciu, ak je tato moZnost pouZitelna. Prenos poznatkov sa
zameria na podnikové procesy uvedené v Dohode o Urovni poskytovania
sluzieb.

Prenos poznatkov poskytne timu spolo¢nosti SAP znalosti potrebné na
poskytovanie sluzieb, ktoré m6zu primerane zahfiat informacie, zaznamy,
dokumenty, testovacie skripty a data tykajuce sa poskytovania sluzieb
spolo¢nosti SAP v dohodnutom rozsahu Koncovému zékaznikovi.

Hlavné kroky vo faze prechodu:

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
related, cultural, etc.), defining responsibility matrix and governance models.

Setup Request and provisioning of infrastructure and application accesses and other
resources necessary to support Customer. Setting up and testing of ticketing tool.

Transition Knowledge SAP to attend expertise transfer sessions led by Customer or responsible contact
Execution Acquisition partner of Customer, if applicable, gather, update and/or prepare documentation, if
necessary.

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

Phase activities

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

Reverse Shadowing SAP to perform the work while Customer team to support, as escalation contacts.

Planovanie Planovanie a Podrobné pracovné porady medzi Koncovym zakaznikom a spolo¢nostou SAP

prechodu priprava (vratane sumarizacie poziadaviek na zruénosti na Gcely vyberu pracovnikov,
planovania prenosu znalosti atd.), budovania timov (v stvislosti s Koncovym
zakaznikom, kultirnym hladiskom atd.), definovanie matice zodpovednosti a modelov
riadenia.

Nastavenie Vyzadovanie a poskytovanie pristupov k infrastruktire a aplikaciam a dalSim zdrojom
potrebnym na podporu Koncového zékaznika. Nastavenie a testovanie nastroja na
vytvaranie ticketov.

Uskuto¢nenie Ziskanie znalosti SAP sa zG¢astni stretnuti prenosu poznatkov vedenych Koncovym zékaznikom alebo

prechodu zodpovednym kontaktom partnera Koncového zéakaznika, ak je taito moznost
pouzitelnd, zhromazdovania, aktualizacie a/alebo pripravy dokumentécie, ak je to
potrebné.

Finalizacia fazy SAP vykona finalne kontroly pripravenosti na prevadzku a prejde na aktivity

prechodu koordinacie overovacich vypoctov

Stabilizacia Tieflova prevadzka SAP poskytne dohlad a pomoc pre tim Koncového zakaznika na mieste (konkrétne
miesta sa urcia), kde sa vykonavaju prace.

Reverzna tiefiova SAP vykona prace s podporou timu Koncového zakaznika (kontaktov pre postipenie).

prevadzka

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.

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.

Kla¢ovi pouzivatelia Koncového zakaznika podporia tim poskytovania
sluzieb a podpory spolo¢nosti SAP pri konsolidacii poznatkov tykajucich
sa podporovanych podnikovych procesov. Koncovy zdkaznik okrem toho
podla potreby poskytne pristup k systémovej infraStruktare, pre ktord sa
ma poskytovat podpora, dokumentaciu relevantnd pre dohodu a
poZzadovanu pre Sluzby spravy aplikacii, ako aj akékolvek dalSie
dokumenty.

V rdmci podrobnych diskusii s Koncovym zakaznikom pocas Uvodnych faz
prechodu sa vytvori koncept spojeného planu projektu, ktory sa bude
pouzivat na sledovanie vSetkych poloziek na dodanie pocas tejto fazy.

SAP Service Description for Managed Services(HEC AMS) SLOVAK v.1-2015 7



Operations

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.

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.

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.

Closure

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.

2.6. Optional services

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.

2.6.1. Additional 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.

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

“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.

“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

Prevadzka

Sluzby opisané v kapitole 2 pocas produktivnej prevadzky na dialku
poskytuje SAP a tieto sluzby budd dokumentované prostrednictvom
ticketu, ktory musi byt spracovany v sulade s procesom spravy udalosti,
incidentov, problémov, zmien alebo uspokojovania poziadaviek.

Ak je to potrebné, SAP poskytne podporu aj na pracovisku Koncového
zakaznika podla tejto zmluvy po¢as odsuhlaseného poc¢tu dni na udalost,
ako je uvedené v Objednavke pre sluzby AMS. Sluzby poskytované na
pracovisku vyzaduju predchadzajuce oznamenie bez ohladu na prioritu
problému. Sluzby u koncového zakaznika mézu byt dokumentované
prostrednictvom ticketu, ktory musi byt spracovany v stlade s procesom
spravy udalosti, incidentov, problémov, zmien alebo uspokojovania
poZiadaviek.

Sluzby na pracovisku zakaznika na ziadost Koncového zakaznika nad
ramec danych ¢asovych poZiadaviek sa poskytuji na zadklade oznamenia
aspori mesiac vopred, ktoré musi byt odoslané prostrednictvom
Zmenového prikazu v sulade so Spracovanim zmenovych prikazov, ako je
to definované v Prilohe D. SAP nem6ze zarucit, Ze bude moct poskytnit
zdroje na tieto sluzby.

Uzavretie

SAP odovzda vSetku dokumentaciu a poskytne podporu pre relacie
prenosu poznatkov, ako to méze Koncovy zakaznik pozadovat pocas tejto
fazy uzavretia dohody.

2.6. Volitené sluzby

Nasledujice volitelné sluzby NIE su zahrnuté do sluzieb HEC Services a
NEBUDU poskytované spoloénostou SAP, ak si ich Koncovy zakaznik
nekupi za poplatok a ak nie st vyslovne uvedené v prisluSnej Objednavke
alebo Ziadosti 0 zmenu.

2.6.1. Dodatoéné sluzby HEC Exit Services.

Koncovy zékaznik si méze zvolit nakup nasledujdcich Prechodnych sluzieb
od spolo¢nosti SAP: (a) sluzby na prechod Koncového zékaznika zo
sluzieb HEC Services na nahradné sluzby poskytované Koncovym
zakaznikom alebo tretou stranou, ktoré si Koncovy zakaznik vyberie, a (b)
Data Koncového zakaznika vo formate zalozného média pouzivanom
spolo¢nostou SAP alebo v inom forméate po vzajomnom odsuhlaseni. SAP
poskytne akékolvek takéto Prechodné sluzby zakipené Koncovym
zakaznikom pri uplynuti platnosti obdobia sluzieb HEC Services.
Objednanie tychto sluzieb si vyziada nova Objednavku.

2.6.2. Sluzby obnovenia po katastrofe pre HEC Productive
Cloud (BYOL) a HEC Productive Cloud with Subscription
Software

.Katastrofa“ znamena udalost zasadnych rozmerov, ktora spdésobuje
vyznamné preruSenie poskytovania sluzieb HEC Services a moze zahfiat
fyzické poSkodenie alebo zni¢enie datového centra SAP alebo
Vypoctového prostredia. Mdzu to byt prirodné katastrofy (ako napriklad
povodne, hurikany, tornada alebo zemetrasenia) alebo ¢lovekom
sposobené katastrofy (vratane Uniku nebezpeénych latok, zlyhania
infraStruktdry a bioterorizmu). Katastrofa zvy¢ajne nie je obmedzena na
jeden individualny systém alebo infraStruktiru, ale na vacsie
infraStrukturalne celky.

»,Obnovenie po katastrofe (alebo ,Sluzby DR", pripadne len ,DR")
znamena proces, pravidla a procedury sluzby obnovenia po katastrofe,
ktoré suvisia s pripravou na obnovenie alebo pokracujice poskytovanie
technolégie alebo infrastruktiry oznacenej v prislusnej Objednavke, ako je
zahrnutd v Sluzbach DR. DR nie je procesom na prekonanie vypadkov
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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).

last backup

L

“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.

“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.

“RPO” (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).

“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).

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:

. 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).

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

. 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.

Disaster

izolovanych systémov v désledku incidentov sdvisiacich s hardvérom alebo
softvérom (t. j., DR nepredstavuje vymenu ani ndhradu za Urovne
poskytovania sluzby Technickej dostupnosti opisané v tejto Zmluve).

Technical Availability of the
systems in the DR environmeant

4

Time
RTCH

,Lokéalne DR" znamena sluzbu obnovenia po katastrofe, v ramci ktorej
SAP poskytuje Sluzby DR (so systémami pre pripad zlyhania) z datového
centra vo vzdialenosti do 100 km od Standardného datového centra za
nizSie naklady a nizSie RPO, ale s vy$8im rizikom v pripade lokalnej
katastrofy, ktora postihuje obe datové centra.

»Regionalne DR* znamena Sluzbu obnovenia po katastrofe, v rdmci ktorej
SAP poskytuje Sluzby DR (so systémami pre pripad zlyhania) z datového
centra vo vzdialenosti va¢Sej ako 100 km od Standardného datového centra
na znizenie rizika lokalnej katastrofy, ktora m6ze postihnat obe datové
centra.

»RPO" (alebo ,Cielovy bod obnovenia“) znamena maximalne
tolerovatelné obdobie, v ktorom moZze dojst k strate dat Koncového
zakaznika v désledku Katastrofy (t. j. ¢as medzi poslednym zalohovanim a
¢asovym okamihom, v ktorom doslo ku Katastrofe).

»RTO" (alebo , Ciefovy €as obnovenia“) znamené ¢asové obdobie, v
ktorom Hostovany softvér a produkéné prostredie nie su k dispozicii, ¢o
zabrariuje poskytovaniu sluzieb HEC Services v pripade Katastrofy (t. j. ¢as
medzi Katastrofou a ¢asovym okamihom, od ktorého st systémy opat k
dispozicii).

SAP poskytuje Standardné Sluzby DR s preddefinovanymi parametrami
RPO/RTO pre definované systémové charakteristiky, pokial st spinené
predpoklady a podmienky. SAP neméZe niest zodpovednost za neplnenie
svojich zavazkov tykajlcich sa Sluzieb DR, pokial (a v trvani, po¢as
ktorého) Koncovy zakaznik nespifa niektoré z nasledujucich predpokladov
a ak takéto neplnenie zabrani spolo¢nosti SAP poskytovat prislusné Sluzby
DR:

. Prislusné komponenty sa technicky vyuzivaju tak, ako ich poskytla
spolo¢nost SAP. Akékolvek modifikacie alebo produkty viastného
vyvoja alebo vyvoja tretich stran, ktoré maju vplyv na ne, nie su kryté
(s vynimkou vyvoja/modifikacii uskuto¢nenych v systémoch ABAP s
pouzitim Standardnych vyvojarskych néastrojov SAP ABAP a s
vynimkou akychkolvek produktov tretej strany viozenych do softvéru
SAP).

. Prislusné systémy sa udrziavaju v ramci vyslovne odsuhlasenych
limitov, ¢o sa tyka velkosti a rozloZzenia

. Rozhrania, na ktoré sa vztahuje DR, su obmedzené na
rozhrania/protokoly podporované dodavanymi systémami SAP (napr.
RFC, volania webovych sluzieb, Flat Files, XML a IDocs) pre
komponenty umiestnené v DC. Akékolvek rozhrania vyzadujice
dalSie rieSenia alebo komponenty v ramci infrastruktary HEC, ako aj
externé pripojenia, spadaju mimo rdmec Standardného rozsahu DR.
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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.

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
¢ parameters for these standard DR services are:

e  VSetky odkladacie priestory obsahujiuce Data Koncového zakaznika,
ktoré je potrebné replikovat na lokalitu DR, su databazy, v opa¢nom
pripade mdzu byt ¢asy RPO podstatne dlhSie, a preto nespadaju pod
definiciu Standardnych sluzieb DR.

Relevantné parametre zavisia od vybratého rozlozenia DR (Lokalne
DR/Regionéalne DR), pouzitej databazovej platformy a dodrzania vysSie
uvedenych podmienok pre Standardné sluzby DR. Pre tieto Standardné
sluzby DR su preddefinované tieto parametre:

Metro DR

Regional DR

Database: SAP HANA

RTO=12hrs; RPO=0hrs

RTO=12hrs; RPO=30mins

Database: Sybase ASE

RTO=12hrs; RPO=30mins**

RTO=12hrs; RPO=30mins

Lokalne DR

Regionalne DR

Databaza: SAP HANA

RTO = 12 hodin, RPO = 0 hodin

RTO = 12 hodin, RPO = 30 min(t

Databaza: Sybase ASE

RTO =12 hodin, RPO = 30 minat**

RTO = 12 hodin, RPO = 30 min(t

**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.

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.

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.

Reqgular DR testing

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.

2.6.3. Continuous Improvement

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:

**Replikacia databazy Sybase ASE aktualne nie je podporovana v
nepretrzitom rezime, ¢o je predpoklad pre RPO 0. Ak sa takato funkcia
spristupni a prisludné systémy sa aktualizuju na tato novl verziu a Uspesne
prejdi testami, potom sa obe strany dohodnd na modifikovanom ¢ase RPO
0 hodin prostrednictvom Ziadosti o zmenu bez dodatoénych servisnych
poplatkov.

Koncovy zékaznik chape a sthlasi s tym, Ze charakteristiky vykonnosti
moZu byt znizené pri prevadzke s pouzitim nahradnych Sluzieb DR, za
predpokladu, Ze takéto znizenie vykonnosti méze byt ospravedinené iba do
tej miery, do akej sa Katastrofa povaZzuje sa dosledok posobenia VySSej
moci.

Ostatné Sluzby DR vztahujuce sa na sluzby HEC Services okrem sluzieb
uvedenych v dokumente o rolach a zodpovednosti nespadaju do rozsahu
Standardnych Sluzieb DR spolo¢nosti SAP. Ak to Koncovy zakaznik
poZaduje, takéto dalsie Sluzby DR (,Dalsie sluzby DR) musia prejst dalsim
postdenim z hladiska DR na zaklade architektiry a poziadaviek
Koncového zakaznika. Detaily implementacie akychkolvek takychto dalSich
sluzieb DR musia byt odstuhlasené s Koncovym zakaznikom vratane
revidovanych odhadovanych ¢asov prechodu na zalozné rieSenia a
maximalnych strat dat a strany si navzajom odsuhlasia pouzitelné hodnoty
RPO a RTO pre takéto DalSie sluzby DR v désledku implementAcie v ramci
Ziadosti 0 zmenu. V rdmci tohto procesu SAP pouZije primerané Gsilie na
prenesenie RPO/RTO pre nastavenie systému tak, ako je definované v
Objednavke, v podobnom rozsahu ako pri definovanych balikoch.

Pravidelné testovanie DR

SAP pontka jeden kazdoro¢ny test prechodu na zalozné rieSenia v pripade
DR ako stcast Sluzieb DR na testovanie spolahlivosti Sluzieb DR. SAP
okamzite zopakuje akékolvek testy obnovenia DR, pri ktorych sa nepodari
dosiahnut prislusné Standardné hodnoty, a nahlasi vSetky zlyhania
Koncovému zdkaznikovi. V zaujme pripravenosti Sluzby DR Koncovy
zakaznik uskutoéni pripravu svojej infrastruktury a spolo¢nosti v sulade s
dokumentom o rolach a zodpovednosti a tak, ako méze byt dodato¢ne
odsuhlasené medzi stranami v Ziadosti 0 zmenu. Koncovy zakaznik chape
a suhlasi s tym, Ze ciele podnikovej kontinuity Koncového zakaznika si
moZu vyZiadat dodato¢né Usilie zo strany Koncového zakaznika okrem
ramca a nad ramec rozsahu sluzieb DR podla tohto dokumentu.

2.6.3. Nepretrzité vylepSovanie

Spolu s poskytovanim nepretrzitych prevadzkovych spravovanych sluzieb
podla vzadjomnej dohody SAP mdze pomoct Koncovému zakaznikovi riesit
problémy s efektivitou a pripravit existujucu infrastruktaru Koncovych
zakaznikov na dalSie vylepSenia presmerovanim kapacity z prevadzky na
vytvorenie prilezitosti na inovaciu:
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e  Assessment and benchmark of operations and scope

. Design of Operations efficiency roadmap

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

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

. Transition to achievement of operations efficiency
. Continuous Improvement Measures for Innovation Readiness

. Innovation Framework and Innovation strategy roadmap

3.  Engagement Management.

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.

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

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:

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

. Identification of risks and/or delays that may jeopardize the
performance of HEC Services including risk mitigation
recommendations

. Discussion of open issues and any change requests from
either party

. Relevant details regarding project organization and planning

4. Requirements for Software
4.1. HEC Cloud Start and HEC Production Cloud (BYOL).

This section 4.1 is applicable only to HEC Production Cloud

. Posudenie a porovnanie prevadzky a rozsahu

. Navrh postupu na zefektivnenie prevadzky

SAP odporuc¢a naplanovat opakované postdenie a kontrolu podla tohto
postupu podla dohody o spravovanych sluzbach.

Realizacia vylepSeni sa bude implementovat mimo dohody o spravovanych
sluzbach v ramci Riadenia zivotného cyklu pre prevadzkovu efektivitu s
nasledujicim pristupom:

. Prechod na dosiahnutie prevadzkovej efektivity
. Opatrenia na nepretrzité vylepSovanie pre pripravenost na inovaciu

. Ramec inovacie a postup stratégie inovacie

Riadenie dohéd.

Kazda strana musi ur¢it svojho Manazéra pre dohody. Manazér
spolo¢nosti SAP pre dohody musi byt priradeny oddelenim spravy sluzieb
koncovym zékaznikom ako vyhradeny zdroj. Manazér Koncového
zékaznika pre dohody musi ovladat angli¢tinu a musi byt opravneny
vykonavat potrebné rozhodnutia v mene Koncového zakaznika alebo
zabezpedit takéto rozhodnutie bez zbyto¢ného odkladu a musi poskytnut
zoznam klt¢ovych kontaktov Koncového zékaznika aj s ich rolami,
pracovnymi zaradeniami, telefénnymi ¢islami na pracovisko, mobilnymi
telefébnnymi ¢islami, e-mailovymi adresami atd. Tito ManaZzéri pre dohody
musia navzajom Uzko spolupracovat pri dodrziavani podmienok tohto
popisu sluzieb a akychkolvek Objednavok. Sluzby HEC vykonavané
priradenymi zdrojmi spolo¢nosti SAP musia byt koordinované s
Manazérom Koncového zakaznika pre dohody.

Strany okrem toho musia organizovat pravidelné stretnutia exekutivy
pocas obdobia prislusnych Objednavok (,Stretnutia exekutivy*).

Tieto Stretnutia exekutivy sa musia organizovat aspori raz za Stvrtrok,
pri¢om na konkrétnych datumoch a ¢asoch sa strany navzajom dohodnu.
Ugelom tychto Stretnuti exekutivy je kontrola, prediskutovanie a vzajomné
odsuhlasenie dalSich opatreni na dosiahnutie cielov prislusnych Sluzieb
HEC na zéklade aktualne platného stavu Sluzby HEC. Kazdé stretnutie
zahffa spravu o stave priebehu v klu€ovych oblastiach zamerania vratane
nasledujucich oblasti:

. Hodnotenie priebehu na zéklade prislusného programu individualnej
Sluzby PE v porovnani s odsuhlasenymi kfu¢ovymi oblastami
zamerania, klu¢ovymi ukazovatelmi vykonu a individualnym Planom
sluZieb a podpory pre dohodu Sluzby HEC

. Identifikacia rizik a/alebo oneskoreni, ktoré mo6zu ohrozit vykon
Sluzieb HEC vratane odpori¢ani na minimalizaciu rizik

. Diskusia o nevyrieSenych problémoch a ziadostiach o zmenu oboch
stran

. Relevantné podrobnosti o organizovani a planovani projektu

Poziadavky pre softvér
4.1. HEC Cloud Start a HEC Production Cloud (BYOL).

Tento ¢lanok 4.1 sa vztahuje len na sluzby HEC Production Cloud (BYOL)
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(BYOL) and HEC Cloud Start, but not applicable to HEC
Production Cloud with Subscription Software:

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.

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.

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”).

d. Software Modifications 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.

42. HANA Enterprise Cloud for Production with

Subscription Software

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

4.2.1. SUBSCRIPTION SOFTWARE LICENSE GRANT.

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.

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
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a HEC Cloud Start, ale nie na sluzbu HEC Production Cloud with
Subscription Software:

a.

4.2.

Poskytovanie Licencii: Koncovy zékaznik zodpoveda za poskytnutie
vSetkého Hostovaného softvéru vratane vSetkych prav, ktoré
spolo¢nost SAP potrebuje, aby mohla prevadzkovat Hostovany
softvér a byt jej jeho hostitelom. Koncovy zakaznik udeluje
spolo¢nosti SAP nevyluéné pravo na pouzivanie Hostovaného
softvéru vyluéne na Ucely a iba v rozsahu nevyhnutnom pre
spolo¢nost SAP a jej subdodavatelov na poskytovanie sluzby HEC
Service a v rozsahu inak uvedenom v prisluSnej Objednavke.
Koncovy zakaznik tymto potvrdzuje a ruci za to, Ze ma vSetky prava,
licencie a opravnenia potrebné na udelenie prav spolo¢nosti SAP,
ako je uvedené v tomto ¢lanku.

Podpora: Sluzby HEC Services nezahffiaju podporu ani Gdrzbu pre
Hostovany softvér. Pri poskytovani sluzby HEC Service SAP
neprijima ziadne povinnosti ani zavazky v suvislosti s Hostovanym
softvérom vratane licencovania alebo udrzby, ak to len nie je
vyslovne uvedené v Zmluve.

Aktudlne podporovand verzia Hostovaného softvéru: Koncovy
zakaznik musi pouZzivat verziu alebo vydanie Hostovaného softvéru,
pre ktoré dodavatel softvéru aktualne poskytuje udrzbu softvéru a
podporu pouzivatelov (,Udrzba softvéru), ako je uvedené v
relevantnej licenénej zmluve s tymto dodavatelom. Pre Hostovany
softvér SAP sa takato podpora poskytuje v sulade s aktualnymi
fazami adrzby vydani softvéru SAP, ako je uvedené na
http://service.sap.com/releasestrategy. Koncovy zakaznik zodpoveda
sa ziskanie a udrzanie tejto Udrzby softvéru pre Hostovany softvér
pocas obdobia trvania sluzby HEC Service. SAP dérazne odporuca,
aby Koncovy zédkaznik dodrziaval osvedéené postupy pre Spravu
zivotného cyklu softvéru tak, ako ich publikovalo oddelenie SAP
Active Global Support (AGS).

Modifikacie a konfiguracia softvéru: Za vyrieSenie konfliktov v
zdrojovom kéde, problémov s kompatibilitou alebo inych konfliktov,
ktoré mézu vyplynat z modifikacii povolenych na zaklade Licenénej
zmluvy, a akymikolvek opravami alebo nahradnymi rieSeniami,
pripadne inymi zmenami poskytnutymi poskytovatelom softvéru,
zodpoveda Koncovy zakaznik. Koncovy zakaznik bude SAP
okamzite informovat o modifikacii alebo inych zmenéach Softvéru.

HANA Enterprise Cloud for Production with Subscription
Software

Tento ¢lanok 4.2 sa vztahuje len na sluzbu HANA Enterprise Cloud for

Production with Subscription Software.

4.2.1. UDELENIE LICENCIE NA PREDPLATENY SOFTVER.

Bez ohladu na ¢okolvek, ¢o je v rozpore s VOP pre Softvér,
SAP udeluje Koncovému zakaznikovi nevyluénd, neprenosnu
a Casovo limitovanu licenciu na PouZzivanie Predplateného
softvéru, ktory je uvedeny v Prilohe A k Objednavke a
oznacgeny ako licencovany po¢as Obdobia (definovaného ako
tridsatSestmesa¢né obdobie nasledujice po datume
nadobudnutia G¢innosti tejto zmluvy alebo naslednom obdobi
obnovenia), vyluéne so Spravovanymi sluzbami. Na ucely
tohto Popisu Spravovanych sluzieb spolu s prisluSsnou
Objednavkou sa Predplateny softvér bude povazovat za
Softvér tak, ako je definovany v Licenénej zmluve.

Koncovy zakaznik moze pridavat dalSi Predplateny softvér
pocas Obdobia alebo po¢as akéhokolvek Obdobia obnovenia
uplatnenim dodatku k relevantnej Objednavke. Obdobie
kazdého takéhoto dodatku by sa malo prekryvat s aktualnym
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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".

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
aruntime 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.

. 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
restricions on the SAP Service Market Place
http://service.sap.com/usage-rights which may be
updated without prior notice to Customer. For
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4.2.2.

obdobim prisluSnej Objednavky, a to bez ohladu na datum
nadobudnutia G¢innosti takéhoto dodatku. Softvér sa povazuje
za dodany na zaciatku Pociato¢ného obdobia. Obnovenie
prisluSnej Objednavky bude suhrnné pre vSetok Predplateny
softvér licencovany podla tohto dokumentu a pre akykolvek
dodato¢ény Predplateny softvér, ktory je pridany na zéklade
dodatku k tomuto dokumentu, ako aj pre Spravované sluzby,
ktoré su popisané v tomto dokumente. Trvanie obdobia
obnovenia pre vSetok Predplateny softvér podla prislusnej
Objednavky alebo pridany pred obnovenim bude rovnaké, ako
je uvedené v prisluSnej Objednavke, ak sa strany nedohodn
na prediZzeni obdobia v dodatku. SAP si vyhradzuje pravo
wylaéit  uréité  komponenty klientskych technolégii  z
Predplateného softvéru a tieto komponenty sa Koncovému
zakaznikovi spristupnia na stiahnutie a lokalnu inStalaciu. Na
ucely Spravovanych sluzieb podla prislusnej Objednavky sa
Predplateny softvér bude oznacovat ako ,Hostovany softvér.

Ak Koncovy zakaznik méa ovladani spoloénost so
samostatnou licenciou alebo zmluvou o poskytovani podpory
pre Softvér spolo¢nosti SAP so spolo¢nostou SAP,
akoukolvek Ovladanou osobou spolo¢nosti SAP alebo
akymkolvek inym opravnenym distribdtorom spolo¢nosti SAP,
budu sa uplatriovat nasledujuce podmienky, ak sa Koncovy
zakaznik a SAP nedohodnt inak: zmluvne poskytovany
Softvér spolo¢nosti SAP sa nemdze pouzivat na podnikové
operacie takejto ovladanej spolo¢nosti Koncového zakaznika
a takato ovladana spolo¢nost Koncového zdkaznika neméze
prijimat Ziadne sluzby podpory poskytované Koncovému
zakaznikovi na zéklade Zmluvy o softvéri, a to ani v pripade,
ak bola tato samostatna zmluva o poskytovani podpory
ukonéend alebo uplynula jej platnost. Ak si Koncovy zakaznik
licencoval runtime databazu od spolo¢nosti SAP (alebo jej
ovladanych osbdb alebo niektorého z ich predajcov alebo
distribatorov) na zéklade Licen¢nej zmluvy alebo samostatnej
zmluvy, potom Koncovy zaékaznik musi konat v sllade s
licenénymi obmedzeniami pre runtime databazy pri integracii
Predplateného softvéru licencovaného podla tohto dokumentu
so softvérom SAP licencovanym podla Licenénej zmluvy
a/alebo takejto samostatnej zmluvy.

Koncovy zédkaznik nemé& Ziadne pravo ani narok vlastnit
akukolvek kopiu Predplateného softvéru na inStalaciu
kdekolvek inde nez vo Vypoctovom prostredi ani na ucely
archivacie alebo obnovenia po katastrofe s vynimkou rozsahu,
v akom je to vyslovne uvedené v prislusnej Objednavke na
sluzby HEC Services. SAP nema v suvislosti s dodavkou
Predplateného softvéru ziadne iné povinnosti nez je inStalacia
a hostovanie tohto softvéru vo Vypo&tovom prostredi.

SAP ENTERPRISE SUPPORT.

SAP bude poskytovat podporu Enterprise Support pre
Predplateny softvér v rozsahu, v akom je to mozné pre
Spravované sluzby. Podpora SAP Enterprise Support
ponukand spolo¢nostou SAP je opisana na lokalite
http://www.sap.com/company/legal/index.epx_a je zaclenena
do tejto Zmluvy alebo Predplateného softvéru, ktory je
uvedeny v Objednavke, pocas predplateného obdobia a
akéhokolvek uplatnitelného obdobia obnovenia. Podpora SAP
Enterprise Support sa za¢ne poskytovat pri udeleni pristupu k
Predplatenému softvéru. SAP mdze na zaklade vlastného
uvazenia upravit prislusnu sluzbu podpory Enterprise Support
vratane produktu SAP Solution Manager v dosledku
Specifickych ~ poziadaviek  vyplyvajucich  z  rozsahu
Spravovanych sluzieb. SAP ozna¢i takéto Upravy alebo
technické obmedzenia na stranke SAP Service Market Place
http://service.sap.com/usage-rights, ktora sa mbze
aktualizovat bez predchadzajuceho upozornenia Koncového
zakaznika. Na pripady Upravy rozsahu sluzieb SAP Enterprise

13



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.

4.2.3. SYSTEM ACCESS LOCATION.

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,

4.3. HEC Services in General

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:

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;

b. 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;

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

d. 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;

e. 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;

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

g. Customer acknowledges that the Microsoft software products

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

4.3.

Support sa uplatiiuje klauzula 10.3 VOP pre Softvér. Ak sa
strany nedohodnl inak, Koncovy zakaznik méze pouzivat
aplikdciu SAP Solution Manager (pozrite ¢ast 3 cennika a
podmienok spoloénosti SAP pre softvér a podporu spolo¢nosti
SAP Switzerland), a tato aplikacia sa bude uchovavat v
Datovom centre SAP ako sucast’ Spravovanych sluzieb.

4.2.3. MIESTO PRISTUPU K SYSTEMU.

SAP bude poskytovat Koncovému zékaznikovi pristup k
Predplatenému softvéru v Datovom centre SAP tak, ako je
uvedené v Prilohe 4 k prislusnej Objednavke. Koncovy
zakaznik berie na vedomie, Ze primarne miesto, z ktorého
bude Koncovy zdkaznik pristupovat k Predplatenému softvéru
(,Primarne miesto pristupu®) a neposkytnutie IC DPH
Koncovym zékaznikom spolo¢nosti SAP mdézu mat svoje
dosledky z hladiska dane z predaja. Ak Koncovy zakaznik
neposkytne Primarne miesto pristupu, SAP pouzije ako
predvolené Primarne miesto pristupu adresu Koncového
zakaznika pre predaj. Koncovy zékaznik poskytol Priméarne
miesto pristupu tak, ako je odsuhlasené v Objednavke,

Sluzby HEC Services vo vSeobecnosti

Tento ¢lanok 4.3 sa vztahuje na vSetky sluzby HEC Services. Pokial
Vypoctové prostredie poskytované spoloénostou SAP zahffia softvérové
produkty spolo¢nosti Microsoft (ako je to Specifikované v ¢&lanku
.Nastavenie systému*“ v Objednavke), Koncovy zakaznik musi v suvislosti
s takymito softvérovymi produktmi spolo¢nosti Microsoft zabezpecit' stlad
s nasledujucimi podmienkami:

a.

Koncovy zakaznik nemdéZze odstrafiovat, modifikovat ani prekryvat
ziadne vyhlasenia o autorskych pravach, ochrannych znamkach ani
iné vlastnicke informéacie, ktoré sa nachadzaju na softvérovych
produktoch spolo¢nosti Microsoft alebo sa zobrazuji pocas
pouzivania softvérovych produktov spolo¢nosti Microsoft.

Koncovy zakaznik nesmie spétne analyzovat, dekompilovat ani
rozkladat softvérové produkty spolo¢nosti Microsoft nad ramec
rozsahu povoleného prislusnymi zakonmi, a to ani v pripadoch, ak
toto obmedzenie vyslovne povoluje tieto aktivity.

Akékolvek zaruky, zodpovednost za Skody a opravné prostriedky (ak
existuju) poskytuje vyluéne SAP a nie spolo¢nost Microsoft, ani jej
ovladané osoby ani pobocky.

Akukolvek produktov podporu pre softvérové produkty spolo¢nosti
Microsoft zahrnuté vo Vypocétovom prostredi Koncovému zakaznikovi
poskytuje SAP a nie spolo¢nost Microsoft, jej ovladané osoby ani
pobocky.

VSetky tituly a prava duSevného vlastnictva v softvérovych
produktoch spolo¢nosti Microsoft a na tieto produkty st vlastnictvom
spolo¢nosti Microsoft alebo jej dodavatelov. Softvérové produkty
spolo¢nosti Microsoft st chranené zakonmi a medzinarodnymi
dohodami o ochrane autorskych prav, ako aj dal§imi zakonmi a
dohodami na ochranu duSevného vlastnictva. Drzba alebo
pouzivanie softvérovych produktov spolo¢nosti Microsoft Koncovym
zakaznikom a jeho pristup k nim eSte nepredstavuje prevod
vlastnictva softvérovych produktov ani prav duSevného vlastnictva
spolo¢nosti Microsoft na Koncového zakaznika.

Informacie Koncového zakaznika, ktoré sa tykaju pouZzivania
softvérovych produktov spolo¢nosti Microsoft, méze SAP v pripade
auditov zverejnit spolo¢nosti Microsoft alebo jej ovliadanym osobam a
poboc¢kam.

Koncovy zakaznik berie na vedomie, Ze softvérové produkty
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5. Customer Responsibilities and Obligations regarding HEC 5.

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.

Services

5.1.

5.2.

5.3.

5.4.

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

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.

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.

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.

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:

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.

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

spolo¢nosti Microsoft nie st odolné voci chybam, nie je zarucené, ze
budd bez chyb alebo budd pracovat bez preru$enia, a nesmu sa
pouzivat v ramci akychkolvek aplikacii alebo situacii, v ktorych takéto
zlyhanie softvérovych produktov spolo¢nosti Microsoft moze viest k
smrti, vaznemu telesnému poraneniu os6b alebo k vaznym hmotnym
alebo environmentalnym Skodam (,Vysoko rizikovy spdsob
pouzivania®). Priklady Vysoko rizikovych spdsobov pouzivania
zahfnaju: letecki dopravu alebo iné spdsoby osobnej hromadnej
dopravy, kontrolu nad jadrovymi alebo chemickymi prevadzkami,
systémy na zachranu Zivota, implantovatelné lekarske pristroje,
motorové vozidla alebo zbrariové systémy. Vysoko rizikové spdsoby
pouzivania nezahffiajd  pouZzivanie  softvérovych  produktov
spolo¢nosti Microsoft na administrativne ucely, na ukladanie
konfiguraénych dat, pre technické a/alebo konfiguratné nastroje,
pripadne pre iné neriadiace aplikacie, ktorych zlyhanie by nemalo
mat’ za nasledok smrt, zranenie os6b alebo vazne hmotné alebo
environmentalne Skody.

Zodpovednost’ a povinnosti Koncového zakaznika v suvislosti so
sluzbami HEC Services

5.1.

5.2.

5.3.

5.4.

Koncovy zakaznik zodpoveda a bude zodpovedat za zadanie
svojich Dat Koncového zakaznika do Vypoétového prostredia a za
Udrzbu Dat Koncového zakaznika poskytovanych tymto prostredim.
Koncovy zakaznik tymto vyhlasuje a vyvinul komeréne primerané
usilie na zaruéenie, Ze Data Koncového zakaznika a Hostované
sluzby su bez virusov, tréjskych koni a porovnatelnych prvkov, ktoré
by mohli poSkodit pocitatové systémy alebo softvér pouzity
spolo¢nostou SAP alebo jej subdodavatelmi na poskytnutie sluzby
HEC Service. Koncovy zakaznik suhlasi s tym, Ze zhromazdil a
bude udrziavat a spracuvat vSetky Data Koncového zdkaznika v
stlade so vSetkymi relevantnymi zakonmi vratane zakonov, pravidiel
a predpisov tykajucich sa sukromia a ochrany Gdajov a suladu s
poZiadavkami na vyvoz alebo dovoz.

Koncovy zakaznik si bude menit vSetky hesla pouzivané na pristup
k sluzbe HEC Service v pravidelnych intervaloch (nie menej ¢asto
nez kazdych Sest (6) mesiacov). Ak sa Koncovy zakaznik dozvie, ze
neopravnena tretia strana ziskala heslo, Koncovy zékaznik o tom
bude bezodkladne informovat spolo¢nost SAP a ihned zmeni dané
heslo.

Koncovy zakaznik je zodpovedny za pripojenie k sluzbe HEC
Service vratane internetového pripojenia k Demarkaénému bodu.
Zodpovednost spolo¢nosti SAP za akékolvek sluzby za Ziadnych
okolnosti nem6ze siahat za Demarkac¢ny bod.

SAP bude poskytovat sluzbu HEC Service za predpokladu, Ze
Koncovy zakaznik si bude plnit svoje povinnosti opisané v
dokumente o rolach a zodpovednosti v sivislosti so sluzbami HEC
(Priloha A). Koncovy zékaznik sthlasi s okamzitym plnenim tychto
povinnosti a s poskytnutim zamestnancov a prostriedkov
potrebnych pre jednotlivé fazy projektu v dostatocnej miere. SAP
ako sUcast sluzby HEC Service nainstaluje Hostovany softvér vo
Vypocétovom prostredi, nastavi a nakonfiguruje relevantné agenty na
monitorovanie hardvéru a softvéru pre Vypoctové prostredie a
Hostovany softvér a uvedie Koncového zakaznika do problematiky
procedir komunikdcie a podpory spolo¢nosti SAP. Koncovy
zékaznik suhlasi s tym, Ze poskytne nasledujuce zdroje:

e PravidlA a postupy Koncového zakaznika tykajuce sa
opravnenia na pristup k Vypoctovému prostrediu. Koncovy
zékaznik suhlasi s tym, Ze bude hned, ako je to bez odkladania
mozné, informovat SAP o akychkolvek zmenéach tychto
pravidiel a postupov.

e ID pouzivatela sluzby (,S-User) vo Vypoctovom prostredi s
opravneniami definovanymi nizSie. Toto ID pouZivatela S-
User, ktoré SAP (povodne) prideli Koncovému zakaznikovi na
podporu Licenénej zmluvy a ktoré Koncovy zakaznik pouziva
na prihlasenie sa do sluzby SAP Service Marketplace na
stiahnutie a podporu softvéru, je vyZzadované prostriedkami
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5.5.

5.6.

5.7.

5.8.

5.9.

required by SAP’s HEC resources in order to permit

SAP HEC resources to also log on and perform

softvare download tasks necessary to obtain the

software for set-up of the Computing Environment.
Required authorizations include:

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

SSCR key registration
Processing service messages
Opening service connections
Software download
Maintaining system data

O 0O 0O o o o

Requesting license keys

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

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.

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.

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.

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.

Customer agrees to comply with the SAP Acceptable Use
Policy, a copy of which is appended to and made part of this

5.5.

5.6.

5.7.

5.8.

5.9.

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

HEC spolo¢nosti SAP, aby prostriedky SAP HEC mali tiez
povolené prihlasit sa a vykonavat udlohy spojené so
stahovanim softvéru, ktoré su potrebné na ziskanie softvéru na
vytvorenie Vypocétového prostredia. Pozadované
opravnenia zahffiajl opravnenia na tieto ¢innosti:

o odosielanie a/alebo vytvéaranie a/alebo potvrdzovanie a/alebo
opatovné otvaranie hlaseni Koncového zakaznika,
registracia klu¢ov SSCR,

spracovanie hlaseni sluzby,

otvéaranie pripojeni sluzby,

preberanie softvéru,

Gdrzba systémovych dat,

O 0O 0O o o o

vyziadanie licenénych klucov.

Koncovy zakaznik sa tymto zavazuje poskytnut spolo¢nosti SAP
vyslovnd autorizdciu na nastavenie a vyuzivanie moznosti
pouzivatela S-user s tymito autorizaciami. Koncovy zakaznik
zabezpeci, aby sa akékolvek autorizacie, ktoré sa moézu vyzadovat
pre tretie strany alebo ich zamestnancov, poskytli promptne.

Za Udrzbu pocitacovych systémov Koncového zakaznika a pristup k
tymto pocitaovym systémom cez Demarka¢ny bod zo strany
Koncového zakaznika zodpoveda Koncovy zakaznik. SAP a
Koncovy zékaznik sa okrem toho musia riadit podmienkami a
ustanoveniami Prilohy pre zverené spracovanie osobnych dat, ktora
spolo¢nosti SAP povoluje plnit si jej povinnosti vyplyvajiuce zo
Zmluvy v suvislosti s osobnymi informaciami zamestnancov a
obchodnych partnerov Koncového zakaznika vo Vypoctovom
prostredi, a ktora je za¢lenena do tejto Zmluvy a je jej sucastou.

Ak sa na pracovisku Koncového zékaznika vyzaduje zariadenie
SAP, Koncovy zakaznik musi poskytnut fyzicky zabezpecené a
klimatizované prostredie pre kazdé takéto zariadenie, ktoré SAP
poskytne Koncovému zakaznikovi, a Koncovy zakaznik znaSa
vSetky rizikd Skdd. SAP nezodpovedd za Ziadne poSkodenia v
rozsahu vyplyvajucom zo zlyhania Koncového zakaznika pri
poskytovani fyzicky zabezpeceného a klimatizovaného prostredia.

Koncovy zakaznik zodpoveda a bude zodpovedat za definovanie,
dokumentovanie a realizovanie svojich podnikovych procesov
vratane konfigurovania spravy systémov a pravidiel zabezpec¢enia
aplikacii a dat, poziadaviek na davkové spracovanie a suladu s
dal§imi vladnymi alebo regulaénymi poziadavkami. Koncovy
zakaznik zodpoveda a bude zodpovedat za to, Zze spolo¢nosti SAP
poskytne potrebni a dostato¢nt dokumentaciu zodpovedajlcich
procesov, aby si spoloénost SAP mohla plnit svoje povinnosti v
suvislosti so sluzbou HEC Service, ktoré jej vyplyvaju z tejto Zmluvy.
Koncovy zékaznik dalej vyluéne zodpoveda za posudenie vhodnosti
sluzieb HEC Services na Ucely podnikania Koncového zékaznika a
za dodrziavanie akychkolvek nariadeni, zakonov alebo dohovorov
vztahujucich sa na Data Koncového zakaznika a za pouzivanie
sluzieb HEC Services Koncovym zakaznikom.

Ak sa Koncovy zakaznik rozhodne pre ftretiu stranu ako
poskytovatela uréitych sluzieb, SAP nebude niest zodpovednost za
Ziadne chyby ani zlyhania sluzby HEC Service alebo Vypoctového
prostredia spdsobené takymito sluzbami tretej strany a Koncovy
zakaznik nema narok na Ziadne znizenie poplatkov za poskytovanie
sluzby HEC Service. SAP mdze odmietnut pristup k sluzbe HEC
Service alebo Vypocétovému prostrediu akémukolvek
poskytovatelovi sluzieb tretej strany, ktorého SAP na zaklade
vlastného oddvodneného uvazenia povazuje za riziko pre
zabezpecenie alebo doévernost pre systémy, data alebo duSevné
vlastnictvo spolo¢nosti SAP.

Koncovy zakaznik sthlasi s tym, Ze v suvislosti s pouzivanim
sluzieb HEC Services Koncovym zakaznikom pocas trvania tejto
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Agreement, in connection with Customer’s utilization of the
HEC Services for the duration of the Agreement.

5.10. 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

Zmluvy bude dodrziavat Pravidla prijatelného pouzivania
spolo¢nosti SAP, ktorych kdpia je prilozena k tejto Zmluve a je jej
stcastou.

5.10. Referenéné hovory: Koncovy zakaznik po¢as zmluvného obdobia
tak, ako je dohodnuté v Objednavke, vyvinie najlepSiu snahu, aby
mohol byt hostitefom referenénych hovorov v rozsahu maximalne

Styri (4) hodiny mesacne. Takéto referenéné hovory sa uskutocnia

6.

from Customer and will be coordinated
applicable SAP Engagement Manager.

Service Levels and Reporting

6.1. Service hours

through the

koordinovat prislusny Manazér spolo¢nosti SAP pre dohody.

6. Urovne poskytovania sluzby a vykazovanie

6.1. Casy poskytovania Sluzby

Service Times

Service Level

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

Casy poskytovania Sluzby

Uroven poskytovania sluzby

Spravovana sluzba HEC Service

Systems so Spdsobom pouzivania PROD: kazdy defi od 00:00 do 23:59
(24 hodin denne).

Systémy so Spésobom pouzivania DEV/QAS (nie PROD:

08:00 — 18:00 miestneho ¢asu v sidle Koncového zakaznika

6.2. Technical Availability

6.2. Technicka dostupnost’

po ziskani schvalenia od Koncového zakaznika a bude ich

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.

Nasledujuca tabulka obsahuje hodnoty Technickej dostupnosti, ktoré sa
vztahuju na Vypoctové prostredie Koncového zakaznika. SAP musi
sledovat’ a nahlasovat Koncovému zakaznikovi , Technickd dostupnost” v
mesacnej suhrnnej sprave. Koncovy zakaznik musi oznamit spolo¢nosti
SAP vSetky svoje naroky na Kredity za nedosiahnutie stanovenej Urovne
poskytovania sluzieb do Styridsiatich piatich (45) dni od prijatia mesacnej

spravy o Technickej dostupnosti.

Computing
Environment
segment

Service Level Violation

Remediation

99.5% (PRD only)

TA < Service

95% (non-PRD) Level

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

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.

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.

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

Uroven poskytovania

Vypoétového = PoruSenie Opravny prostriedok
. sluzby
prostredia
SAP predlozi Koncovému zakaznikovi do 10 Pracovnych dni spravu o
incidentoch a akény plan.
Pre vSetky sluzby HEC Cloud Start a HEC Production Cloud (obe moZnosti s
pristupom BYOL): Kazdym znizenim hodnoty TA 0 0,1 % pod dohodnutd
Uroven poskytovania sluZieb pre kazdy jeden systém PROD vznika narok na
Kredit za nedosiahnutie stanovenej Grovne poskytovania sluzieb vo vyske 2 %
99,5 % (len prostredie z celkového Opakovanéhg poplatku za sluzbu HEC Service za mesiac, v
PROD) 3 . |ktorom nebola dodrzana Uroven poskytovania sluzby pre Nazov systému / ¢.
TA < Uroven |yrstvy, ako st uvedené v Tabulke systémovych nastaveni v Objednavke.
95 % (iné prostredia nez | poskytovania
PROD) sluzby V pripade sluzby HEC Production Cloud with Subscription Software: Kazdym

zniZzenim hodnoty TA o 1,0 % pod dohodnutd Uroveri poskytovania sluZieb pre
kazdy jeden systém PROD vznika narok na Kredit za nedosiahnutie
stanovenej Urovne poskytovania sluzieb vo vyske 2 % z celkového

Opakovaného poplatku za sluzbu HEC Service za mesiac, v ktorom nebola
dodrzana Urover poskytovania sluzby pre Nazov systému/ €. wrstvy, ako su
uvedené v Tabulke systémovych nastaveni v Objednavke.

Na vSetky Kredity za nedosiahnutie stanovenej irovne poskytovania sluzieb
sa vztahuje celkovy limit, ktory je popisany v ¢lanku 6.7 nizSie.

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:

@ Scheduled Maintenance or unscheduled downtime, as @)
agreed upon by Customer

(ii) Customer’s failure to meet Customer’s responsibilities as (i)
set forth in the Agreement; or

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

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

v) failure of Customer to maintain Software Maintenance for (v)
the Hosted Softwar3;

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

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

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

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

(d) interruptions as a result of requirements
stipulated by the manufacturers of the Hosted
Software;

(e) 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

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

Na Ucely vypocétu Technickej dostupnosti je z Odstavok vylu¢ena kazda
nespdsobilost Softvéru alebo Vypoctového prostredia reagovat na
poziadavky Definovanych pouzivatelov alebo poziadavky na interakcie
medzi systémami v rozsahu sposobenom niektorou z nasledujicich pricin:

planovana udrzba alebo neplanovana odstavka, ako je to
odsuhlasené Koncovym zakaznikom,

nedodrZanie povinnosti Koncového zakaznika tak, ako su opisané
v Zmluve, alebo

odstavky systému QAS spdsobené pouzivanim systému QAS ako
nahrady v pripade zlyhania alebo opravy systému PROD,

zneuzitie pristupovych prav Koncovym zékaznikom alebo
pouzivanie Softvéru, ktoré je inak v rozpore s Licenénou zmluvou
alebo Zmluvou, pripadne inak nie je v silade s Dokumentaciou,

zlyhanie Koncového zékaznika pri Udrzbe softvéru v pripade
Hostovaného softvéru,

iné problémy mimo oddvodnenej kontroly zo strany spolo¢nosti
SAP vratane:

(a) prac na Ziadost Koncového zakaznika, ktoré si
vyzaduju vypnutie Vypoctového prostredia alebo jeho
Casti (ako napriklad pri upgrade vydania),

(b) ¢asov obnovenia dat pouzivatela (obnovenia dat
databaz zo zaloznych képii na médiach),

(c) ¢asov obnovenia (importu dennikov databazovych
transakcii na obnovenie databdzy do aktualneho
stavu),

(d) preruSeni v  dbsledku poZiadaviek  vyrobcov
Hostovaného softvéru,

(e) preruSenia alebo vypnutia Vypodétového prostredia

(alebo jeho &asti) vyplyvajuceho z kvality Hostovaného
softvéru poskytnutého Koncovym zakaznikom a/alebo
prispdsobeni Hostovaného softvéru alebo Vypoctového
prostredia Koncovym zakaznikom, pokial za to
zodpoveda spolo¢nost SAP,
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responsibility of SAP;

) faults in the Customer’s network (ex: LAN,
firewall) or failures caused by issues outside of
the Point of Demarcation;

(9) power outages or shutdowns of the power
supply on the Customer’s locations;

(h) non-fulfillment of Customer’s obligations as set
forth in the Agreement .

6.3. Backup / Restore

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

(f) zlyhania v sieti Koncového zakaznika (napr. LAN,
firewall) alebo zlyhania spdésobeného problémami za
hranicou Demarka¢ného bodu,

(9) vypadkov pradu alebo vypnutia zdrojov napéajania na
pracoviskach Koncového zakaznika.

(h) neplnenie povinnosti Koncového zakaznika tak, ako su
opisané v Zmluve.

6.3. Zalohovanie alebo obnovenie

Dni alebo hodiny, po¢as ktorych SAP poskytuje sluzby HEC Services, su
uvedené v prislusnej Objednavke.

Description Computer Environment segment to Service Levels
which Service Level applies

Backup Frequency and retention PRD
period for Databases

Daily backup and log file generation per SAP
product standard 1 Month retention time. Backup of
the production environment will be replicated to an
alternate data center.

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.

Backup Frequency and retention PRD
period for File systems

Monthly full backup and daily incremental. 1 Months
retention time. Backup of the production
environment will be replicated to an alternate data
center.

DEV/QAS

Monthly full backup and daily incremental. 1 Months
retention time. Backup of the non- production
environment will be replicated to an alternate data
center.

vztahuje

Popis Segment Vypoétového prostredia, na Urovne poskytovania sluZieb
ktoré sa Uroven poskytovania sluzby

Frekvencia zalohovania a obdobie PROD
uchovéavania Databaz

Denné zélohovanie a generovanie suborov
dennikov v stlade so Standardom pre produkty SAP
Obdobie uchovavania 1 mesiac. Zalozna kopia
produkéného prostredia sa bude replikovat do
alternativneho datového centra.

DEV/QAS

Tyzdenné zélohovanie a generovanie suborov
dennikov v sulade so Standardom pre produkty
SAP. Obdobie uchovavania 14 dni. Zalozna kopia
iného nez produkéného prostredia sa bude
replikovat do alternativneho datového centra.

Frekvencia zalohovania a obdobie PROD
uchovéavania pre suborové
systémy

Mesaéné Uplné zalohovanie a denné prirastkové
zalohovanie. Obdobie uchovavania 1 mesiac.
Zéalozna koépia produkéného prostredia sa bude
replikovat do alternativneho datového centra.

DEV/QAS

Mesaéné Uplné zalohovanie a denné prirastkové
zalohovanie. Obdobie uchovavania 1 mesiac.
Zéalozna kopia iného nez produkéného prostredia sa
bude replikovat do alternativneho datového centra.
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6.4. Incident Management

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):

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.

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.

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.

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.

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

6.4. Spravaincidentov

Nasledujuce Urovne priority (priority incidentov) sa vztahuju na vSetky
Incidenty (priCom tato prioritu priraduje Koncovy zékaznik a SAP potom
moZe zmenit toto priradenie na zaklade kritérii uvedenych nizSie a na
zaklade odévodneného konania):

Velmi vysoka:Hlasenie musi byt kategorizované ako hlasenie s prioritou
Lvelmi vysokd“, ak nahlaseny incident ma velmi zavazné doésledky na
normalne podnikové transakcie a ak nie je mozné vykonavat nevyhnutné
Ulohy. Vo vSeobecnosti je takyto stav spdsobeny uUplnym vypadkom
Vypoctového prostredia alebo Uplnou nedostupnostou niektorého z
pocitaCovych systémov v prostredi PROD. Hlasenie vyZzaduje okamzité
spracovanie, pretoze zlyhanie moze viest k vaznym stratam.

Vysoka: Hlasenie musi byt kategorizované ako hlasenie s prioritou
Lvysoka“, ak ide o incident so zavaznymi dosledkami na normalne
podnikové transakcie a ak nie je mozné vykonavat nevyhnutné Glohy. Je
to spdsobené nespravnymi alebo nefunkénymi funkciami v systéme
PROD, DEV alebo QAS, ktoré sa pozaduju okamzite. Hlasenie musi byt
spracované ¢o najskér. Ak zlyhanie pretrvava, moze to mat zavazné
dosledky na vSetky podnikové transakcie v produktivnom systéme.

Strednéa: Hlasenie musi byt kategorizované ako hlasenie s prioritou
LStrednd”, ak ma doésledky na normalne podnikové transakcie. Problém je
sposobeny nespravnou alebo nefunkénou funkciou v systéme PROD,
DEV alebo QAS. Koncovy zakaznik objednava zmenu existujiceho
kritického podnikového procesu.

Nizka:  Hlasenie musi byt kategorizované ako hlasenie s prioritou
Lnizka“, ak nahlaseny problém ma nepatrné alebo nema ziadne doésledky
na normélne podnikové transakcie. Problém je spdsobeny nespravnou
alebo nefunkénou funkciou v systéme PROD, DEV alebo QAS, ktora sa
nepoZaduje kazdy deri alebo ktora sa pouziva iba velmi zriedkavo,
pripadne ktord ma nizku kritickost pre podnik. Tato priorita sa pouziva aj
pre akukolvek inG poziadavku na servis.

Pre jednotlivé Priority si dohodnuté nasledujice Casy do prvej odozvy
(IRT):

IRT for Incident Management Priority Very High

(only applicable for PRD)
Priority High

Priority Medium

Priority Low

20 minutes (7x24) and problem determination action
plan within 4hrs

2 hours (7x24) for HEC Production Cloud
4 hours [local time on Business Days] for HEC
Cloud Start

4 hours [local time on Business Days]

1 Business Day

IRT pre Spravu incidentov Velmi vysoka priorita

Vysoka priorita

Stredna priorita

Nizka priorita

(vztahuje sa len na prostredie PROD)

20 mindt (7 dni v tyzdni a 24 hodin denne) a akény
plan na uréenie problému do 4 hodin

2 hodiny (7 dni v tyzdni a 24 hodin denne) pre
produkt HEC Production Cloud

4 hodiny [miestneho ¢asu pocas Pracovnych dni]
pre HEC Cloud Start

4 hodiny [miestneho ¢asu pocas Pracovnych dni]

2 Pracovny defi

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

The following Solution Times (ST) are defined and agreed for
Application Management Services for HEC depending on the

Nasledujuci ¢lanok sa uplatriuje len v pripade odsuhlasenia SLA pre Dobu
vyrieSenia pre Sluzby spravy aplikacii pre HANA Enterprise Cloud v
relevantnej Objednavke:

Nasledujuce Doby vyrieSenia (ST) su definované a dohodnuté pre Sluzby
spravy aplikacii pre HEC v zavislosti od priorit, ak si objednané
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priorities if ordered by the Customer in the relevant Scope
Document for AMS,:

Koncovym zakaznikom v relevantnom Dokumente rozsahu pre
AMS:

sluzby

ST for Incident Management
(applicable to Application
Management Services for HEC
only)

Priority Very High
(only applicable for PRD)

Priority High

Priority Medium

Priority Low

10 hours

20 hours [local time on Business Days]

30 hours [local time on Business Days]

100 Hours [local time on Business Days]

ST pre Spravu incidentov
(vztahuje sa len na Sluzby spravy
aplikacii pre HEC)

Velmi vysoka priorita

Vysoka priorita

Stredna priorita

Nizka priorita

(vztahuje sa len na prostredie PROD)

10 hodin

20 hodin [miestneho ¢asu po¢as Pracovnych dni]

30 hodin [miestneho ¢asu po¢as Pracovnych dni]

100 hodin [miestneho ¢asu po¢as Pracovnych dni]

6.5. Service Reporting for AMS
6.5.1. Monthly Customer Report

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

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

. Management Summary / Recommendations for continuous
improvement

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

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

6.5.2. Real Time Ticket Reporting for AMS

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.

6.6. Service Level Reporting for HANA Enterprise Cloud
Services

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:

a) Either SAP will notify the Customer contact person or
Customer will notify the SAP Account Manager to analyse

6.5. Vykazovanie sluZieb pre sluzby AMS

6.5.1. Mesaény prehlad Koncového zakaznika

SAP vytvori mesacny prehlad, ktory Koncovému zakaznikovi poskytuje
informécie o sluzbach poskytnutych v predchadzajucom mesiaci. Prehlad
sa spristupni online cez podnikovu tabulu vykazovania sluzieb AMS za
posledny mesiac vykazovania a ako prevzatelny dokument PDF za
poslednych 12 mesiacov vykazovania a bude zahffiat nasledujuce

informécie za prislusné obdobie vykazovania:

. prehlad podporovaného IT rieSenia v rozsahu poskytovanych sluzieb,

e  zhrnutie spravy a odportc¢ania pre nepretrzité zlepSovanie,

e celkovy pocet prijatych ticketov vratane ich rozloZenia

kategérie sluzieb, priority, umiestnenia a aplikacie,

podla

e celkovy pocet dokonéenych/nedokonéenych ticketov vratane ich

rozlozenia podla aplikacie.

6.5.2. Vykazovanie ticketov v realnom éase pre sluzby AMS

Vykazovanie ticketov v realnom c¢ase bude k dispozicii online cez
podnikovu tabulu vykazovania sluzieb AMS a bude poskytovat podrobné
informéacie o ticketoch (vratane ID, priority, aplikacie, kategérie sluzby,

stavu ticketu).

6.6. Vytvaranie prehladov o Urovni poskytovania sluzieb pre sluzby

SAP HANA Enterprise Cloud Services

Ak sa nepodari dodrzat jednu alebo viacero Urovni poskytovania sluZieb v

tejto Zmluve, strany implementuju nasledujicu proceddru:

a)  SAP upozorni kontaktni osobu Koncového zakaznika alebo Koncovy
zakaznik upozorni manazéra pre zakaznikov spolo¢nosti SAP na
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Service Levels metric statistics.

b) SAP will promptly (i) determine the root cause or possible root
cause of the failure (if known) to meet the Service Level, and
(i) 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).

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

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.

6.7. Service Level Credits

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).

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.

6.8. Changes to Service Levels

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.

analyzu Statistik mernych jednotiek Urovne poskytovania sluzby.

b)  SAP promptne (i) uréi hlavna pri¢inu alebo mozna hlavna pri¢inu
zlyhania (ak je znama) pri dosahovani Urovne poskytovania sluzby a
(i) ak ide o ospravedinitelné zlyhanie, vytvori akény plan na napravu
a predlozi tento plan Koncovému zékaznikovi na pisomné schvélenie
(ktoré nesmie byt bezdbvodne odopierané alebo odkladané) a po
pisomnom schvéleni Koncovym zakaznikom implementuje plan v
primeranom ¢asovom obdobi (a v stlade so vSetkymi odsuhlasenymi
¢asovymi rozvrhmi).

c) Ak je to uplatnitelné, SAP poskytne konkrétne Kredity za
nedosiahnutie stanovenej Urovne poskytovania sluzieb, ako su
opisané v ¢lanku 6.7 nizSie.

d) Spolo¢nost SAP musi byt oslobodend od svojej povinnosti platit
prislusné Kredity za nedosiahnutie stanovenej Urovne poskytovania
sluzieb a nesmie sa povaZovat za stranu nedodrZiavajicu Uroven
poskytovania sluzieb v pripadoch, v ktorych sa na zaklade analyzy
hlavnych pricin (odévodnene vykonanej spolo¢nostou SAP)
preukaze, 7e nedodrZanie relevantnej Urovne poskytovania sluZieb
bolo spdsobené Koncovym zékaznikom. Ak Koncovy zakaznik
nesthlasi s analyzou hlavnych pri¢in, strany musia prediskutovat
analyzu hlavnych pri¢in v stlade s ¢lankom 9 tohto popisu sluzby o
eskala¢nej procedure.

6.7. Kredity za nedosiahnutie stanovenej Urovne poskytovania
sluzieb

V sllade s &lankom 6.2 plati, Ze ak SAP zlyha pri dodrzani tejto Urovne
poskytovania  sluzieb, SAP  poskytne Koncovému zakaznikovi
zodpovedajuci Kredit za nedosiahnutie stanovenej Urovne poskytovania
sluzieb tak, ako je uvedené v tomto ¢lanku. Kredit za nedosiahnutie
stanovenej Urovne poskytovania sluzieb sa vypocitava ako stcet Kreditov
za nedosiahnutie stanovenej Urovne poskytovania sluzieb pre DEV/QAS a
PROD pre Uroveri poskytovania sluzby TA definovani vyssie v élanku 6.2.
SAP odpocita sumu akychkolvek Kreditov za nedosiahnutie stanovenej
Urovne poskytovania sluzieb, ktoré ma zaplatit Koncovému zékaznikovi,
od sumy nasledujucej faktiry (alebo ak Ziadna takéato faktUra neexistuje,
prevedie ju bankovym prevodom na bankovy Uucet, ktory Koncovy
zékaznik mdze pisomne uviest).

Koncovy zakaznik suhlasi s tym, Ze celkova maximalna hodnota Kreditov
za nedosiahnutie stanovenej Grovne poskytovania sluzieb za Ziadnych
okolnosti nesmie: (i) za Ziadny mesiac prekrocit hodnotu 100 %
Opakovaného poplatku za sluzbu HEC Service za dany mesiac a (ii) za
fubovolny zmluvny rok v sthrne prekrocit sumu zodpovedajiucu jednej
tretine roéného Opakovaného poplatku za sluzbu HEC Service, ktory sa
Uétuje za zmluvny rok (alebo jednu tretinu Gétovaného celkového
Opakovaného poplatku za sluzbu HEC Service, ak je Obdobie definované
v prislusnej Objednavke kratSie nez jeden (1) rok). Koncovy zakaznik
potvrdzuje, Ze Kredity za nedosiahnutie stanovenej Urovne poskytovania
sluzieb, ktoré su definované v tomto dokumente, su vyluénym napravnym
prostriedkom v pripade nedodrZania $pecifikovanej Urovne poskytovania
sluzieb.

6.8. Zmeny Urovni poskytovania sluzby

SAP mbze na zéklade vlastného uvazenia modifikovat podmienky pre
Uroven poskytovania sluzby uvedené v &lankoch 6.1 aZ 6.4 vy3Sie po
oznameni Koncovému zdakaznikovi, ak SAP zasadnym spOsobom
neobmedzi Urovne poskytovania sluzieb, Kredity za nedosiahnutie
stanovenej Urovne poskytovania sluzieb alebo iné ustanovenia tykajlce sa
Urovne poskytovania sluzby po&as trvania obdobia Objednavky.
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SAP Security for HEC Services

7.1. HEC Security Framework

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.

7.2. HEC Security Audits

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.

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.

Monitoring.

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.

Dispute Resolution.

Each party will nominate a representative who will be the other
party's prime point of contact with respect to the performance of
the 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.

Termination
10.1. Termination for convenience

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

ii. Ifthe 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

10.

SAP Security for HEC Services

7.1. HEC Security Framework

SAP bude dodrziavat principy SAP HEC Security Framework (prilozené
ako Priloha J), ktoré su tymto zacélenené do tejto Zmluvy a stavaju sa jej
sucastou, alebo ich ekvivalentu po¢as trvania obdobia Objednavky medzi
Koncovym zakaznikom a spolo¢nostou SAP pre sluzby HEC Services, za
predpokladu, Ze SAP si ponechéava pravo revidovat alebo aktualizovat
principy HEC Security Framework podla vlastného uvazenia spolo¢nosti
SAP, a za predpokladu, Ze SAP neznizi celkovi Uroven poskytovaného
zabezpecenia.

7.2. Audity zabezpeéenia HEC

Pocas obdobia Objednavky medzi Koncovym zékaznikom a spolo¢nostou
SAP na sluzby HEC Services SAP zabezpeci na svoje vlastné naklady
certifikaciu auditom vykonanym Statom uznavanou externou auditorskou
firmou, ktoré bude v zhode so spravami American Institute of Certified
Public Accountants Statement on Standards for Attest Engagements No.
16 (SSAE 16) alebo ich ekvivalentom a na poZiadanie Koncového
zakaznika musi poskytnat alebo spristupnit Koncovému zakaznikovi
koépiu kazdej zo svojich sprav SOC 1 alebo SOC 2, ktoré sa musia
aktualizovat aspori raz ro¢ne.

SAP okrem toho ma& a bude mat opravnenie monitorovat pouZivanie
sluzieb HEC Services a kontrolovat tak, ¢i Koncovy zdkaznik dodrziava
tato Zmluvu, a vzhladom na vSetky ostatné ustanovenia o dovernosti v
tejto Zmluve SAP moéZze vyuzivat informécie tykajuce sa pouzivania sluzby
HEC Service zo strany Koncového zakaznika na vylepSenie produktov a
sluzieb spolo¢nosti SAP a na poskytovanie sprav Koncovému zakaznikovi
o jeho pouzivani sluzby HEC Service.

Monitorovanie.

SAP méa a bude mat opravnenie monitorovat pouzivanie sluzieb HEC
Services a kontrolovat' tak, ¢i Koncovy zadkaznik dodrZiava tento popis
sluzieb, a vzhladom na vSetky ostatné ustanovenia o ddvernosti v popise
sluzieb a dokumente o rozsahu pre sluzbu SAP mdze vyuzivat informéacie
tykajuce sa pouzivania sluzby HEC Service zo strany Koncového
zédkaznika na vylepSenie produktov a sluzieb spolo¢nosti SAP a na
poskytovanie sprav Koncovému zékaznikovi o jeho pouzivani sluzby HEC
Service.

RieSenie spornych pripadov.

Kazda strana nominuje zastupcu, ktory bude primarnym kontaktom pre
druht stranu v suvislosti s vykonom sluzieb HEC Services. Kazda strana
dalej nominuje zastupcu, ktory bude vystupovat ako autorita s
rozhodovacimi pravomocami v pripade sporov alebo eskalacie, ktoré nie
je mozné vyrieSit medzi primarnymi kontaktmi v primeranom ¢asovom
obdobi.

Ukonéenie Zmluvy
10.1. Ukon¢enie bez uvedenia dévodu

i. Ak sa strany dohodli na sluzbe HEC Cloud Start, Koncovy
zékaznik méa opravnenie na ukonéenie relevantnej Objednavky bez
uvedenia dovodu pred uplynutim platnosti odsihlaseného obdobia
po odoslani oznamenia 7 dni pred ukon¢enim. Aby sa oznamenie o
ukonéeni bez uvedenia doévodu mohlo povazovat za podané,
Koncovy zadkaznik musi s ozndmenim uskuto¢nit platby vSetkych
poplatkov, ktoré su splatné alebo ktoré dihuje do datumu ukoncéenia

ii. Ak sa strany dohodli na sluzbe HEC Production Cloud
(BYOL), Koncovy zakaznik mé opravnenie na ukoncenie relevantnej
Objednavky bez uvedenia doévodu pred uplynutim platnosti
odsuhlaseného obdobia po odoslani ozndmenia aspori tri mesiace
pred ukonéenim. V pripade takéhoto predé¢asného ukoncéenia
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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.

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.

10.2. Termination for Cause

Either party may terminate for cause:

. 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

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.

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.

10.3. Termination for Service Level Failure

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.

10.4. Duties upon Termination

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).

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,

Koncovy zékaznik zaplati Poplatok za pred¢asné ukonéenie vo vySke
devat celych devat desatin percenta (9,9 %) z celkovych poplatkov
vztahujucich sa na relevantni Objednavku. Koncovy zékaznik ma
okrem toho jednorazové pravo na ukonéenie tychto VOP bez
uvedenia doévodu s uc¢innostou od posledného dna dvanasteho
mesiaca Obdobia (,Odsuhlasené ukoncenie bez uvedenia dévodu*)
bez akéhokolvek poplatku za ukon&enie. Obdobie oznamovania pre
Odsuhlasené ukonéenie bez uvedenia dévodu musi byt tiez aspon tri
(3) mesiace.

iii. Ak sa strany dohodli na sluzbe HEC Production Cloud with
Subscription Software, Koncovy zakaznik nemda opravnenie na
ukonéenie relevantnej Objednavky bez uvedenia ddévodu pred
uplynutim platnosti odsuhlaseného obdobia.

10.2. Ukon¢€enie s uvedenim dévodu

Ktorakolvek zo zmluvnych stran mdze vypovedat tito zmluvu s uvedenim
dévodu:

. do tridsiatich (30) dni od pisomného oznamenia o
podstatnom poruSeni akéhokolvek ustanovenia Zmluvy (tychto
VOP alebo Objednavky) vratane omeskania platby Koncového
zékaznika podla tohto dokumentu alebo akejkolvek Objednavky
o viac ako tridsat (30) dni, ak strana nenapravila toto porusenie
pocas tohto tridsatdriového obdobia, alebo

Il.  okamzite, ak druha strana poda navrh na vyhlasenie
konkurzu, stane sa platobne neschopnou, prevedie svoj majetok
v prospech veritefov alebo inak podstatne porusi svoje
povinnosti tykajlce sa doévernosti alebo postupenia.

IIl. V pripade omeskania platby akejkolvek sumy splatnej
podla tohto dokumentu o viac ako tridsat’ (30) dni SAP méze
podla vlastného uvazenia ukoncit iba Objednavku, pre ktort
bola tato platba omeSkana.

10.3. Ukonéenie v dosledku nedosiahnutia stanovenej Urovne
poskytovania sluzby

Koncovy zédkaznik mdze ukonéit prislusni Objednavku pisomnym
oznamenim ukonéenia spolo¢nosti SAP po uplynuti 30 dni, ak SAP
nedodrZi dohodnutd Uroveri poskytovania sluzby, ako je uvedena v tejto
Zmluve, pocas troch (3) po sebe nasledujicich mesiacov. Koncovy
zékaznik si moze uplatnit toto pravo na ukonéenie len do tridsiatich (30)
dni po prijati prislusného prehladu o Grovni poskytovanych sluzieb, ktora
dokumentuje prislusné zlyhanie pri dosahovani poZzadovanej Urovne
poskytovania sluzby.

10.4. Povinnosti pri ukonéeni

SAP prestane poskytovat Spravované sluzby k datumu ukonéenia, ako je
uvedeny v oznameni o ukonéeni, a Koncovy zakaznik zaplati spolo¢nosti
SAP v8etky sumy splatné k datumu ukoncéenia. Obe strany suhlasia s tym,
Ze budu s prisluSnym dévodom akéhokolvek ukonéenia zaobchadzat ako
s Dovernymi informaciami (pre objasnenie uvadzame, Ze strany mdzu
pouzivat takéto Doverné informéacie pri pravnych Ukonoch na
presadzovanie svojich prav).

Po uplynuti platnosti Zmluvy bude SAP na zaklade vzajomne
odsuhlasenej pisomnej zmluvy a zaplatenia prislusnych poplatkov podla
aktuélne platnych sadzieb spolo¢nosti SAP primerane spolupracovat pri
riadnom a efektivnom prechode zo Spravovanych sluzieb na spravu
porovnatelnych sluzieb Koncového zakaznika alebo iného dodavatela,
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Customer Data in the backup media format being utilized by SAP
or format as mutually agreed (“Transition Assistance”).

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

ktorého si Koncovy zékaznik vyberie, a poskytne Koncovému zakaznikovi
Data Koncového zékaznika vo forméate zaloznych médii pouzivanych
spolo¢nostou SAP alebo vzajomne dohodnutom forméte (,Pomoc pocas

prechodného obdobia®“).

Pristup Koncového zdkaznika k Spravovanym sluzbam sa ukonéi k
datumu nadobudnutia G¢innosti uplynutia platnosti alebo ukonéenia
poskytovania Spravovanych sluzieb. V pripade ukonéenia podla tohto
¢lanku v dosledku poruSenia ustanovenia Objednavky vratane

Exhibit of the Order Form (but no breach of the GTCs), then
terminating party may terminate only the Order Form that was

lubovolného Dodatku Objednavky (nie vSak v dosledku poruSenia VOP)
ukonéujica strana mdze ukongit iba Objednavku, ktora bola predmetom

11.

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

Exhibit B: Acceptable Use Policy
Exhibit C: Annex for Commissioned Processing of Personal Data
Exhibit D: Change Request Procedure

Exhibit E: Glossary and Definitions for Application Management

subject to the uncured breach.

Customer Data

11.1.

11.2.

11.3.

11.4.

11.

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 shall (i) not delete or remove any proprietary notices or
other notices contained within or relating to Customer Data;
(i) 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; (iii) 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.

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.

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.
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11.1.

11.4.

nenapraveného porusenia.

Déata Koncového zakaznika

SAP uznéava, ze Déata Koncového zakaznika a vSetky prava
akejkolvek povahy v tychto Datach alebo v suvislosti s tymito
Datami vzdy budl a zostavaju vyluénym vlastnictvom Koncového
zékaznika s vynimkou obmedzenych prav vyslovne udelenych v
tejto Zmluve.

SAP (i) nesmie vymazat ani odstranit Ziadne oznamenia o
vlastnictve ani iné oznamenia, ktoré sU obsiahnuté v Datach
Koncového zékaznika alebo s nimi slvisia, (i) nesmie pozmeriovat,
uchovéavat, kopirovat, zverejfiovat ani pouzivat Data Koncového
zékaznika s vynimkou rozsahu potrebného na plnenie povinnosti
spolo¢nosti SAP vyplyvajucich z tejto Zmluvy alebo ako to inak
povoluje tato Zmluva v silade s ustanoveniami tejto Zmluvy, (iii)
musi prijimat primerané opatrenia na zabranenie akymkolvek
stratdm, poSkodeniam, zverejneniam, odcudzeniam, manipulaciam
alebo zachyteniam Dat Koncového zakaznika a (iv) musi ihned, ako
je to prakticky mozné, oznamit Koncovému zékaznikovi akékolvek
straty, odcudzenia, zachytenia, poSkodenia, znehodnotenia alebo
nahodného vymazania Dat Koncového zakaznika hned, ako si toho
bude vedoma.

V rozsahu, v ktorom si akékolvek Data Koncového zakaznika
uchovavané alebo spracovavané spolo¢nostou SAP alebo
fubovolnym Subdodavatelom, SAP musi alebo (v prislusnych
pripadoch) zabezpedéi, aby jej subdodavatel musel dodat takéto
Data Koncového zakaznika Koncovému zakaznikovi tak, ako to
Koncovy zakaznik mdze ob¢as pozadovat, v primeranom formate
uréenom Koncovym zakaznikom, alebo odstranit tieto Data, ak o to
Koncovy zakaznik poZiada prostrednictvom Spracovania Ziadosti o
zmenu. Koncovy zékaznik je kedykolvek opravneny extrahovat
alebo odstranit Data Koncového zakaznika, ktoré si hostované
spolo¢nost'ou SAP alebo v jej mene v stlade s touto Zmluvou.

Koncovy zakaznik musi zarudit, aby Déata Koncového zékaznika
zadané do Hostovaného softvéru alebo Vypocétového prostredia
Koncovym zéakaznikom, Ovladanou osobou Koncového zékaznika,
fubovolnym definovanym pouzivatelom alebo akoukolvek inou
osobou opravnenou Koncovym zakaznikom na pristup k Datam
Koncového zakaznika alebo [fubovolnou osobou pouzivajucou

pristupové opravnenia vysSie uvedenych subjektov neboli
poSkodené.
Priloha A: Spravované sluzby — roly a zodpovednost, pozrite tiez
http://www.sap.com/cloud-product-policies
Priloha B: Pravidla prijatelného pouzivania
Priloha C: Priloha pre zverené spracovanie osobnych dat
Priloha D: Spracovanie ziadosti o0 zmenu
Priloha E: Sluzby spravy aplikacii pre HEC — slovnik a definicie
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Services for HEC
Exhibit F: Application Management Services - Engagement Approach  Priloha F: Sluzby spravy aplikacii — pristup k dohodam
Exhibit G Template for Acceptance Protocol Priloha G: Sabléna pre protokol o odsthlaseni

Exhibit J: HEC Security Framework Priloha J: HEC Security Framework
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Exhibit B: Acceptable Use Policy Priloha B: Pravidla prijatelného pouzivania

Customer expressly acknowledges and agrees that (1) neither SAP Koncovy zé&kaznik vyslovne uzndva a suhlasi s tym, Ze (1) ani
or any of its subcontractors have any responsibility for any files, spoloénost SAP, ani Ziadny z jej subdodavatelov nenesu Ziadnu
pages, data, works, information and/or materials on, within, stored, zodpovednost za Ziadne subory, stranky, déata, diela, informécie
displayed, linked, distributed or transmitted to, from or by Customer a/alebo materidly uloZené, zobrazené, prepojené, distribuované
or its Affiliated companies (“Customer Content”) and (2) neither alebo prevedené na Koncového zakaznika, od Koncového
SAP or its subcontractors exercise any direct supervision or control zakaznika alebo Koncowym zakaznikom alebo jeho Ovlddanymi
of the Customer Content stored, displayed or transmitted on or spoloénostami (,Obsah Koncového zakaznika”) a (2) ani
over the Network. Network means web servers, database servers spolo¢nost SAP, ani jej subdodavatelia nijako priamo neriadia ani
and application servers, and LAN and WAN. Customer neovladaju Obsah Koncového zékaznika ulozeny, zobrazeny alebo
acknowledges and agrees that, if Customer violates or is alleged to preneseny v Sieti alebo cez Siet. Siet v tomto pripade znamena
be violating the Acceptable Use Policy and Customer has not webové servery, databazové servery a aplikacné servery a siete
cured such violation within a ten (10) day cure period commencing LAN a WAN. Koncowy zakaznik berie na vedomie a suhlasi s tym,
with receipt of written notice from SAP of such violation, SAP Ze ak Koncovy zakaznik poruSuje alebo ak existuje podozrenie, Ze
may: (1) suspend or terminate the HEC Services to the limited poruSuje Pravidlad prijatelného pouZivania, a Koncovy zakaznik
extent necessary to end such violation (including, if reasonably neodstrani takéto poruSovanie v priebehu desiatich (10) dni od
necessary, removing Customer Content stored on the Computing pisomného upozornenia zo strany spolocnosti SAP na takéto
Environment), (2) pursue any other legal, equitable and contractual poruSovanie: SAP mdze (1) pozastavit alebo ukongit poskytovanie
remedies available to SAP and (3) cooperate fully with any civil or sluzieb HEC Services na obmedzeny rozsah, ktory je potrebny na
criminal investigations or legal actions relating to Customer access ukonéenie takéhoto poruSovania (vratane, ak je to odévodnene
to or use of the HEC Services. potrebné, odstranenia Obsahu Koncového zakaznika uloZeného vo
Vypocétovom prostredi), (2) uplatnit akékolvek iné zakonné,
spravodlivé a zmluvné napravné opatrenia, ktoré ma SAP k
dispozicii, a (3) plne spolupracovat pri akomkolvek obcianskom
alebo trestnom vySetrovani alebo stdnom opatreni tykajuicom sa
pristupu alebo pouzivania sluzieb HEC Services Koncowym
zakaznikom. .

Customer shall not: Koncovy zdkaznik nesmie:

1. Resell, sub-host or otherwise provide the HEC Services to 1. dalej predavat, poskytovat subhostitelské sluzby ani inak
third parties (other than Named Users) except as otherwise poskytovat sluzby HEC Services tretim strandm (inym ako
agreed in writing by the Parties hereto; or Definovani pouZivatelia), ak sa len Strany tohto dokumentu

pisomne nedohodli inak, alebo

2. Use the HEC Services or permit the HEC Services to be used 2. pouzivat sluzby HEC Services alebo povolit pouZzivanie
in any manner (including, without limitation, transmission, sluzieb HEC Services akymkolvek spbsobom (vratane
distribution or storage) for any purpose that is or is likely to be prenosu, distriblcie alebo ukladania) na akykolvek ucel, ktory
illegal or violative of any governmental law, regulation, rule, je alebo pravdepodobne je nelegalny, porusuje viadne zakony,
court order, treaty or tariff, fraudulent or misleading, nariadenia, usmernenia, sudne prikazy, dohody alebo

uznesenia, a ktory je alebo pravdepodobne je podvodny alebo
zavadzajuci,

3. Be violative of SAP or any third party rights or otherwise 3. poruSovat préva spolo¢nosti SAP alebo akejkolvek inej tretej
damaging to SAP or any third party, strany alebo inak poSkodzovat SAP alebo akukolvek tretiu

stranu,

4. Be obscene, harassing or distressing, 4. konat obscénne, zastraSujico ani rusivo,

5. Be disruptive of, harmful to or that otherwise abuses or5. naruSovat, poSkodzovat ani inak zneuZzivat alebo neprimerane
misuses network resources or the Internet or any connected pouzivat sietové zdroje, internet ani iné pripojené zdroje,
resources, or alebo

6. Be of unauthorized use, access or monitoring of any host, any 6. neoprdvnene pouzivat, pristupovat alebo monitorovat
network or other network or any component or device, hostitelov, siete ani komponenty alebo zariadenia,
authentication system, data, web site facility, passcode, autentifikané systémy, data, zariadenia na prevadzku
account or any other breach of any security measure. webovych lokalit, pristupové kdédy a kontd a ani inak

poruSovat Ziadne bezpe€nostné opatrenia.

Examples: Priklady:

Without limiting the foregoing, undertaking or attempting to Za poruSovanie

Pravidiel prijatelného sprdvania sa bez
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deemed to violate the Acceptable Use Policy:

undertake any of the conduct in the following non-exclusive list is obmedzenia vySSie uvedeného znenia povaZuje spravanie alebo
pokusy o spravanie uvedené v nasledujicom zozname, ktory nie je

vyCerpéavajuci:
Pomography; 1. pomografia,
Stalking; 2. prenasledovanie,

Alteration of source of data (causing origination of malformed 3.

data or network traffic);

Pyramid or ponzi schemes; 4.

Impersonation, relaying or spoofing misrepresenting identity, 5.

using a third party e-mail server to relay without express
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);

Hacking or scamming (unauthorized use of non-Customer 6.

accounts or resources, scamming, stealing or tricking the
release of passwords, etc.);

Distribution of harmful code such as computer viruses, worms 7.

and trap doors;

Overloading any shared infrastructure; or 8.

Denial of service, SYN flood or other attacks by sending mass 9.

volumes of data or other abusive behavior to disrupt or disable
the recipient system.

pozmenovanie zdrojov dat (veduce k nespradvnym datam alebo
sietovej komunikacii),

pyramidoveé hry alebo schémy,

vystupovanie v Ulohe inej osoby, predstieranie inej identity
alebo navadzanie s inou identitou, pouZzivanie e-mailového
servera tretej osoby na prenos bez wyslovného opravnenia,
pozmenovanie alebo falSovanie hlaviciek elektronickej poSty
vratane akejkolvek casti hlavicky paketu IP a/alebo adresy
elektronickej poSty, identity odosielatela, zverejfiovania alebo
akejkolvek inej metédy na falSovanie, maskovanie alebo
zahmlievanie identity pouZivatela alebo na vyvolanie
narusenia,

hacking alebo scamming (neopravnené pouZivanie kont a
zdrojov, ktoré nepatria Koncovému zdkaznikovi, podvadzanie,
kradnutie alebo podvodné vylakanie hesiel atd'.),

distriblcia Skodlivého kédu, ako su napriklad pocitacové
virusy, ¢ervy a hrozby typu trap door,

pretaZzovanie zdielanej infraStruktury, alebo

odmietanie sluzby, posielanie paketov SYN (SYN flood) alebo
iné utoky odosielanim velkych objemov dat alebo iné
zneuzivanie na naruSenie alebo paralyzovanie systému
prijemcu.
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Exhibit C: Annex for Commissioned Processing of Personal Priloha C: Priloha pre zverené spracovanie osobnych déat
Data

This Annex for Commissioned Processing of Personal Data Priloha pre zverené spracovanie osobnych déat uruje prava a
stipulates the rights and obligations of Customer and SAP in povinnosti Koncového zdkaznika a spolo¢nosti SAP v slvislosti s
connection with personal data processed by SAP on behalf of osobnymi datami spracovavanymi spolo¢nostou SAP v mene
Customer and its Affiliates for the Named Users under the Koncového zakaznika a nim ovladanych osbéb pre Definovanych
Agreement. This Annex shall be an integral part of the pouzivatelfovvramciZmluvy. Tato Priloha musi byt neoddelitelnou
Agreement. Any capitalized terms referenced herein shall have the siastou Zmluvy. Kazdy pojem, ktory je v tomto dokumente
meaning given to them in the Agreement. uvedeny velkym pismenom, ma vyznam definovany v Zmluve.

1. Customer Obligations 1. Povinnosti Koncového zakaznika

1.1 Customer hereby acknowledges that the use of HEC Services 1.1 Koncovy z&kaznik tymto potvrdzuje, Ze pouZivanie sluzieb
represents a commissioned processing of personal data of Named HEC Services predstavuje zverené spracovanie osobnych déat
Users. Definovanych pouZzivatelov.

1.2 Customer acknowledges that only Customer and its respective 1.2 Koncovy zakaznik potvrdzuje, Ze za povolenie na spracovanie
Affiliates (each a data controller) shall be responsible for the osobnych déat, ako aj za ochranu prav datovych subjektov
permissibility of the processing of personal data as well as for zodpoveda vyluéne Koncovy zdkaznik a prislusné nim ovladané
safeguarding the rights of the data subjects (i.e., the Named osoby (Cize Definovani pouZivatelia).

Users).

1.3 Customer shall ensure that its Affiliates, where legally 1.3 Koncovy zkaznik zabezpeci, Ze nim Ovladané osoby, kde sa

required, shall give their commissions to Customer in writing, by to na zaklade predpisov vyZaduje, odovzdaju zverenie Koncovému

facsimile or via e-mail to authorize SAP and its Affiliates to process zdkaznikovi pisomne, faxom alebo e-maiom, aby tak opravnili

personal data as contemplated under the Agreement. spolo¢nost’ SAP a riou Ovladané osoby na spracovanie osobnych
dét, ako sa Specifikuje v tejto Zmluve.

1.4 Customer shall ensure that its Named Users make available 1.4 Koncovy zdkaznik zabezpeci, aby Definovani pouZivatelia
the personal data for processing to SAP and the results of the spristupnili spolo€¢nosti SAP osobné data na spracovanie, pricom
processing shall be transferred back by SAP to Customer by using vysledky spracovania musi SAP previest spat na Koncového
a defined transfer procedure or in accordance with the functionality zakaznika prostrednictvom definovanej procedudry prenosu alebo v
implemented in the HEC Services. stillade s funkénostou implementovanou v sluzbach HEC Services.

1.5 Customer shall inform SAP without delay if Named Users 1.5 Koncovy zakaznik musi spolocnost SAP neodkladne
detect errors or irregularities in the processing of personal data. informovat, ak Definovani pouzivatelia zistia chyby alebo
nezrovnalosti v spracovani osobnych dat.

1.6 Customer shall ensure that its Affiliates authorize Customer to 1.6 Koncovy zakaznik zabezpeli, Ze nim ovladané osoby

authorize SAP as its subcontractor for the processing of personal opravnia Koncového zdkaznika na to, aby Koncowy z&kaznik

data. SAP shall only adhere to the obligations set out in this Annex oprawnil spolo¢nost SAP, ako swvojho subdodavatela, na

when processing personal data of Named Users. spracovanie osobnych dat. SAP bude pri spracovani osobnych déat
Definovanych pouzivatelov postupovat iba v sulade s
povinnostami uvedenymi v tejto Prilohe.

2. SAP Obligations 2. Povinnosti spoloénosti SAP

2.1 SAP shall process the personal data and other operating data 2.1 SAP spracuje osobné data a iné operacné data Definovanych
of Named Users exclusively in accordance with the data pouzivatelov wluéne v sutlade s pokynmi kontroléra dat, ktoré
controller’s instructions as provided to SAP by Customer, which spolo¢nosti SAP poskytol Koncovy zdkaznik, ktoré mdzu zahmat
may include (without limitation) the correction, erasure and/or the (okrem iného) opravu, vymazanie alebo blokovanie takychto dat,
blocking of such data if, and to the extent, the functionality of the ak rozsah funkénosti sluzieb HEC Services neumozZiuje (a v
HEC Services does not allow the Customer or Named User to do rozsahu funkénosti, ktory neumoZznuje), aby to vykonal Koncovy
so. The personal data shall not be used by SAP for any other zdkaznik alebo Definovany pouZzivatel. SAP nesmie pouZit osobné
purpose except to provide the HEC Services contemplated under data na Ziadny iny uc¢el okrem poskytnutia sluzieb HEC Services
the Agreement. SAP shall not preserve such personal data longer uvedenych v tejto Zmluve. SAP si nesmie ponechéavat tieto osobné
than instructed by Customer. The statutory preservation periods data dlhSie, nez poZzaduje Koncovy zékaznik. Zakonné lehoty na
remain unaffected. uchovavanie sa tymto nemenia.

2.2 For processing personal data, SAP shall only use personnel 2.2 Na spracovanie osobnych dat méze SAP pouZit iba personal,

who have an obligation to maintain data secrecy and secrecy of ktory m&  povinnost  zachovavat  dévernost dat a

telecommunications pursuant to the applicable data protection telekomunikaénych operéacii v stlade s relevantnymi zakonmi o

laws. SAP may fulfill the foregoing obligations by requiring its ochrane dat. SAP mdze spinit predchadzajuce povinnosti tak, ze

personnel to sign a standard contractual template regarding such bude od svojho persondlu vyZadovat podpisanie Standardnej

secrecy obligations.. zmluvnej Sablony tykajucej sa tychto povinnosti tykajacich sa
utajenia.
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2.3 SAP shall implement technical and organizational measures 2.3 SAP musi prijat technické a organizacné opatrenia na
to comply with the requirements pursuant to the applicable data dosiahnutie suladu s poziadavkami podla relevantnych zakonov o
protection laws. SAP takes appropriate technical and ochrane dat. SAP prijme prislusné technické a organizacné
organizational measures to keep personal data secure and protect opatrenia na zabezpec€enie osobnych dat a na ich ochranu proti
it against unauthorized or unlawful processing and accidental loss, neopravnenému alebo nezdkonnému spracovaniu a néhodnej

destruction or damage. In particular, SAP regularly checks the strate,
following protection measures:

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

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

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.

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.

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.

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.

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

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

zniCeniu alebo poSkodeniu. SAP musi pravidelne

kontrolovat najmé nasledujice ochranné opatrenia:

Kontrola fyzického pristupu: SAP musi nainStalovat systém na
kontrolu pristupu.

Kontrola pristupu: SAP musi kontrolovat a zaznamenéavat do
dennikov pristup k systétmom na spracovanie déat.

Kontrola obmedzenia pristupu: SAP musi definovat,
implementovat a monitorovat koncepciu prav Definovanych
pouzivatelov, pravidiel pre hesla a prihlasovacich procedir na
vzdialeny alebo fyzicky pristup k sluzbam HEC Services jej
personalom, ako sa vyZaduje na prevadzku, udrzbu, podporu
alebo zabezpecenie sluzieb HEC Services.

Kontrola prenosov: SAP musi zabezpecit prenos osobnych dat v
Sifrovanej forme alebo prostrednictvom  zabezpec€enej
alternativnej proceddry. Prenosy musia byt zaznamenavané do
dennikov a pravidla pre prenosy osobnych dat musia byt zhrnuté
v pisomnej forme.

Kontrola  vstupu: SAP musi prijat podrobny systém
zaznamenavania vSetkych vstupov, modifikacii a odstraneni
alebo blokovania osobnych dat v maximalnom rozsahu
podporovanom sluzbami HEC Services.

Kontrola tloh: SAP musi pisomne definovat a vytvorit kontrolné
mechanizmy na zabezpecenie spracovania dét striktne v sulade
s pokynmi kontroléra dat, ako ich poskytol Koncovy zakaznik
spoloénosti SAP a ako sa uvadza v tejto Zmluve.

Kontrola dostupnosti. SAP musi vyuZivat zalohovaci systém a
definovat’ proceddru obnovenia prevadzky na ochranu osobnych
déat pred ndhodnym zni¢enim alebo stratou.

Oddelenie dat: SAP musi technickymi prostriedkami a
definovanim organizatnych procedur zabezpecit, aby osobné

data zhromazdované na rézne Ucely (od roznych koncowych
zakaznikov) mohli byt spracované oddelene. Za takéto technické
prostriedky je mozné povazovat oddelené pocitacové systémy
alebo logicky oddelené Struktiry v ramci architektary viacerych
klientov. Je nutné zabranit pristupu ur€itého koncového
zakaznika spolo¢nosti SAP k datam akéhokolvek iného
koncového zakaznika spolo¢nosti SAP.

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.

Since SAP provides the HEC Services to all customers uniformly KedZze SAP poskytuje sluzby HEC Services vSetkym koncowvym
via a hosted, web-based application, all appropriate and then zdkaznikom jednotne prostrednictvom hostenej webovej aplikacie,
current technical and organizational measures apply to SAP’s v3etky prislusné a v danom ¢ase aktualne technické a organizacné
entire customer base hosted out of the same data center and opatrenia sa vztahuju na celi zédkaznicku zakladriu spolo¢nosti
subscribed to the same HEC Services. Customer understands and SAP, ktord je hostena z rovnakého datového centra a ktora méa
agrees that the technical and organizational measures are subject predplatené rovnaké sluzby HEC Services. Koncovy zakaznik
to technical progress and development. In that regard, SAP may, at rozumie a suhlasi s tym, Ze technické a organizacné opatrenia
its sole discretion, implement adequate alternative measures as podliehaju technickému rozvoju a vyvoju. V tomto ohlade SAP
long as the security level of the measures is maintained. In the méze na zaklade vlastného uvazenia implementovat adekvatne
event of any significant changes, SAP shall provide a notification alternativne opatrenia, ak sa tym zachova Uroven bezpecnosti
together with any necessary documentation related thereto to opatreni. V pripade akychkolvek vyznamnych zmien SAP poskytne
Customer by email or publication on a website easily accessible by Koncovému zékaznikovi oznamenie spolu so v3etkou potrebnou
Customer. stvisiacou dokumentaciou e-mailom alebo publikovanim na
webovej lokalite, ku ktorej m& Koncowy zakaznik jednoduchy
pristup.
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2.4 If the security measures implemented by SAP do not meet the 2.4 Ak bezpecnostné opatrenia implementované spolo¢nostou
legal requirements, SAP shall notify Customer without delay. SAP nie su v sulade so zdkonnymi poZiadavkami, SAP na to musi
neodkladne upozornit Koncového zakaznika.

2.5 SAP shall notify Customer if SAP considers an instruction 2.5 Ak sa SAP domnieva, Ze pokyny od Koncového zakaznika
given by Customer on behalf of the data controller to be in violation poskytnuté v mene kontroléra dat porusuju zakony o ochrane dat,
of data protection laws. SAP shall not be obliged to perform a musi na to upozornit Koncového zakaznika. SAP nema povinnost
comprehensive legal examination. vykonat komplexné posudzovanie z pravneho hladiska.

2.6 SAP shall inform Customer promptly in case of serious 2.6 SAP musi okamZite informovat Koncového zakaznika v
disruptions of the operating process, suspected data protection pripade vadzneho naruSenia prevadzkovych procesov, podozrenia
violations or other irregularities in connection with the processing of na poruSenie ochrany dat alebo inych neregularnych okolnosti v
Customer’'s Data. suvislosti so spracovanim Dat Koncového zakaznika.

2.7 At Customer’'s written request and at Customer’'s expense, 2.7 SAP mb6zZe na zaklade pisomnej poZiadavky a na néklady

SAP shall reasonably support Customer in dealing with requests Koncového zakaznika poskytnat Koncovému zakaznikovi

from individual data subjects and/or a supervisory authority with primerant podporu pri rieSeni poziadaviek jednotlivych datovych

respect to the processing of personal data controlled by subjektov a/alebo supervizorskych autorit v sudvislosti so

Customer. SAP shall notify Customer about inspections and spracovanim osobnych déat, ktoré je pod kontrolou Koncového

measures of a supervisory or other competent authority. zakaznika. SAP musi upozornit Koncového zakaznika na kontroly
a opatrenia supervizora alebo inej kompetentnej autority.

2.8 Upon expiry or termination of the Agreement for processing of 2.8 SAP musi pri vypovedani alebo uplynuti platnosti Zmluvy o
data for Customer, SAP shall, in accordance with the terms of the spracovani dat pre Koncového zdkaznika v sulade s podmienkami
Agreement (or any other relevant contractual provision) and Zmluvy (alebo akymkolvek inym relevantnym zmluvnym
Customer’s instructions, either (i) return to Customer all Customer ustanovenim) a pokynmi Koncového zakaznika bud (i) vratit
Data and all copies or reproductions thereof (except for backup Koncovému zakaznikovi vSetky Data Koncového zakaznika a
media that is used for multiple SAP customers and regularly vSetky ich képie a reprodukcie (okrem zaloZnych médii, ktoré sa
overwritten); or (ii) erase and/or destroy such personal data and pouzivaji pre viacerych zakaznikov spolo¢nosti SAP a su
media on production systems and confirm the erasure and/or pravidelne prepisované), alebo (i) vymazat a/alebo znicit tieto
destruction to Customer in writing. osobné data a médid na prevadzkowych systémoch a pisomne
potvrdit Koncovéemu zakaznikovi toto vymazanie a/alebo zniCenie.

2.9 The compelling provisions of the applicable data protection 2.9 Dodatoéne sa mdézZu uplathovat aj zavazné ustanovenia
laws and regulations shall additionally apply. Further, to the extent prisluSnych zakonov a nariadeni tykajicich sa ochrany dat. Okrem
that such provisions conflict with the terms of this Annex (if they toho, ak tieto ustanovenia su v konflikte s touto Prilohou (ak vobec
conflict at all), they shall prevail. su v konflikte), maja prednost.

3. Subcontractors 3. Subdodavatelia

SAP is authorized to engage subcontractors for the processing of Spolo¢nost SAP je opravnend poverit spracovanim osobnych déat
personal data (each a “Subprocessor”) as long as SAP remains subdodavatelov (kazdy z nich sa nazyva ,Subspracovatel*) za
responsible for any acts or omissions of its Subprocessors in the podmienky, Ze spolo¢nost SAP nadalej zodpovedéa za vSetky €iny
same manner as for its own acts and omissions. SAP shall pass on a opomenutia svojich Subspracovatelov rovnako, ako za vlastné
to Subprocessors SAP's obligation as data processor vis-a-vis €iny a opomenutia. SAP musi preniest na Subspracovatelov
Customer as set out in this document and obligate Subprocessors vietky povinnosti spoloénosti SAP ako spracovatela déat
to obey all relevant data protection rules. SAP will inform Customer Koncového zékaznika, ako sa uvadza v tomto dokumente, a musi
upon its request by email or through the Site or otherwise about the zaviazat Subspracovatelov k dodrziavaniu vSetkych relevantnych
name, address and role of each Subprocessor concerned. SAP pravidiel ochrany dat. SAP bude informovat Koncového zakaznika
shall see that each Subprocessor adheres to an adequate level of na jeho Ziadost e-mailom alebo prostrednictvom Lokality alebo
data protection by law or contract with SAP not materially less inak o nazve, adrese a role kazdého dotyéného Subspracovatela.
protective than the obligations applicable to SAP under the SAP sleduje, aby kazdy Subspracovatel dodrziaval adekvatnu
Agreement. uroven ochrany dat podla zakona alebo zmluvy so spolo€nostou
SAP, ktora nesmie zabezpeCovat menSiu ochranu nez povinnosti
vyplyvajlce pre spolo¢nost SAP zo Zmluvy.

4. Monitoring Rights of Customer 4. Prava Koncového zdkaznika na monitorovanie

4.1 During the term of the Agreement, Customer may request an 4.1 Poc¢as obdobia trvania Zmluvy si m6ze Koncovy zdkaznik od
annual written self-certification from SAP based on an independent spolo¢nosti SAP vyZiadat ro¢né pisomné samoosvedcenie
third party audit (e.g. a so called SSAE16-CUS Il report) that zaloZzené na audite nezavislej tretej strany (napriklad tzv. spravu
scrutinizes and confirms the processing of personal data is in SSAE16-CUS l), ktory preskima a potvrdi, Ze spracovanie
accordance with the agreed to measures herein. If the Customer osobnych dat sa realizuje v sulade s tu odsuhlasenymi
has reasonable ground to suspect the non-compliance with this opatreniami. Ak mé& Koncowy zakaznik odévodnené podozrenie na
Annex, in particular if the audit findings expressly state so or if SAP nesulad s touto Prilohou, najmé ak sa nesulad vyslovne konStatuje
fails to audit on time, Customer (or an independent third party vo vysledkoch auditu alebo ak SAP nezabezpeci audit nacas,
auditor on its behalf that is subject to strict confidentiality Koncovy zékaznik (alebo v jeho mene nezavisly auditor tretej
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obligations) may audit SAP’s control environment and security strany, ktory ma povinnost striktne zachovavat dévernost udajov)
practices solely to the extent relevant to personal data processed méze vykonat audit riadiaceho prostredia spolo¢nosti SAP a
hereunder once in any 12-month period, at its own expense, with bezpe¢nostnych postupov wyluéne v rozsahu relevantnom pre
reasonable prior written notice (at least 30 days) and under osobné déata spracovavané podla tohto dokumentu raz za
reasonable time, place and manner conditions. After notifying SAP fubovolné 12-mesacné obdobie, na viastné naklady, s odoslanim
the monitoring can be carried out, in particular, during SAP’s usual pisomného ozndmenia v dostato€nom predstihu (najmenej 30 dni)
business hours on SAP’s premises where the personal data a za primeranych podmienok ohladne ¢asu, miesta a spésobu. Po
processing is performed. oznameni svojho zdmeru spolo€nosti SAP sa toto monitorovanie
mbze uskutoénit poCas beznych pracovnych hodin spoloénosti
SAP a v priestoroch spolo¢nosti SAP, v ktorych sa vykonava
spracovanie osobnych dat.

4.2 SAP shall reasonably support Customer throughout these 4.2 Pocas tohto overovania musi SAP poskytovat Koncovému
verification processes and provide Customer with the required zdkaznikovi primerani podporu a poskytovat Koncovému
access to the applicable information. zakaznikovi poZadovany pristup k prislusnym informéaciam.

4.3 SAP shall contractually safeguard Customer's powers of 4.3 SAP musi zmluvne zabezpecit dispozicné pravo a pravo
disposal and monitoring rights under this Agreement vis-a-vis Koncového zékaznika na monitorovanie podla tejto Zmluvy aj u
SAP's Subprocessor who may come into contact with the personal Subspracovatelov spolo¢nosti SAP, ktori m62zu prist do kontaktu s
data. Where applicable data protection law requires a data osobnymidatami. Pre pripady, ked relevantny zadkon o ochrane déat
controller to enter into a direct contractual relationship with SAP, vyZaduje, aby kontrol6r dat vstipil do priameho zmluvného vztahu
SAP hereby authorizes and empowers Customer to enter into the so spoloénostou SAP, spolo¢nost SAP tymto autorizuje a
necessary agreement with the data controller on SAP’s behalf, but opraviiuje Koncového zakaznika na uzavretie potrebnej zmluvy s
only based on a contract template which SAP will provide to kontrolorom dat v mene spolo¢nosti SAP, ale iba na zaklade
Customer upon Customer’s request. Sablony zmluvy, ktord SAP poskytne Koncovému zékaznikovi na
jeho Ziadost.

4.4 Services rendered by SAP in connection with Customer’s 4.4 Naklady na sluzby poskytnuté spolo€¢nostou SAP v savislosti s
monitoring rights shall be at Customer's expense. uplatnenim prdv Koncového zdkaznika na monitorovanie hradi
Koncovy zékaznik.

5. Special Confidentiality Obligation 5. Specialne povinnosti ohladne dévernosti dat

SAP undertakes to treat the personal data, known to SAP, SAP sthlasi s tym, Ze bude s osobnymi datami, ktoré su jej zname,
confidential and to use such data exclusively for the commissioned zaobchadzat ako s dévernymi informaciami a bude tieto data
data processing in conjunction with the provision of the HEC pouzivat wylu€ne na Ucely zvereného spracovania dat v spojeni s
Services as contemplated under the Agreement. SAP undertakes poskytovanim sluzieb HEC Services, ako sa uvadza v Zmluve.
to impose on its employees, who may obtain knowledge of SAP bude vyZadovat aj od svojich zamestnancov, ktori sa mohli
personal data, the same confidentiality obligations as entered into oboznamit' s osobnymi datami, aby si spinili tie isté vySSie uvedené
above by SAP. SAP shall use commercially reasonable efforts to povinnosti ohladne dévernosti dat, ktoré si musi plnit aj SAP. SAP
ensure that those employees to whom it grants access to personal vyvinie komeréne adekvatne Usilie, aby sa zabezpecilo, Ze
data are regularly trained on IT security and data protection. zamestnanci, ktori maju pristup k osobnym datam, su pravidelne
Skoleni ohladne zabezpec&enia IT a ochrany dat.
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Exhibit D: Change Request Procedure

Priloha D: Spracovanie Ziadosti o zmenu

Any change in the Managed Services must be agreed to, in writing, Akakolvek zmena v Spravovanych sluzbach musi byt pisomne
by the parties. The following procedure will be used to control a odsthlasend oboma stranami. Na riadenie Ziadosti o zmenu, ¢i uz
Change Request (“CR"), whether requested by Customer or SAP.

Summary of the Change Request Procedure:

1.

All CR’s must be made in writng 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

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.

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.

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

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.

neither party is under no obligation to accept any CR.

Information to be provided on the Change Request form:

1.

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

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

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

c. Description of the requested change.

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

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

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

c. Proposed schedule for any additional Services being
requested.

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

ju pozaduje Koncovy zékaznik alebo SAP, sa pouzije nasledujice

spracovanie.

Zhmutie
1.

6.
aku

Spracovania Ziadosti 0 zmenu:

Vsetky Ziadosti o zmenu musia byt vyhotovené v
pisomnej forme na formulari Ziadosti o zmenu, ktory je
opisany nizSie, a musia byt odoslané prisluSnému
menovanému kontaktu Koncového zakaznika alebo
spoloénosti SAP (,prijimajlcej strane“) pre Spravované
sluzby, aby mohlo déjst k iniciacii Ziadosti o zmenu.

Pri prijati Ziadosti o zmenu prijimajica strana posidi
poZzadovanu zmenu Spravovanych sluzieb a informuje
odosielajucu stranu o vysledku posudzovania v ramci
vzajomne odsuhlasitelného ¢asového obdobia.

V pripade kladnej odpovede Koncovy zdkaznik poskytne
spoloénosti SAP odpoved na Ziadost o zmenu s
uvedenim wplyvov zmeny na Spravované sluzby a
odhadovanymi ndkladmi na dodato¢né Sluzby.

SAP posidi odpoved na Ziadost o zmenu v ramci
vzajomne odsUhlasitelneho Casového obdobia a prijme
alebo zamietne Ziadost 0 zmenu.

Ak SAP prijme Ziadost o zmenu, zmeny sa zadlenia do
planov poskytovania Spravovanych sluzieb. V pripade
zamietnutia zo strany spoloénosti SAP bude SAP
poskytovat Spravované sluzby v rozsahu, v akom boli
odstihlasené pred touto Ziadostou o zmenu.

ani jedna zo stran nema Ziadnu povinnost akceptovat
kolvek Ziadost o zmenu.

Informacie, ktoré je potrebné poskytnit vo formulari Ziadosti o

zmenu:
1.
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Odosielajica strana, ktord chce iniciovat Ziadost o
zmenu, musi poskytnut nasledujidce informéacie:

a. Mena kontaktov, ktori odosielaju poZzadovani zmenu
a maju nad riou zastitu.

b. Uviest, ¢i Ziadost suvisi so Spravovanymi sluzbami
podla tejto Objednavky alebo s dalSimi Sluzbami.

c. Opis pozadovanej zmeny.

Po prijati Ziadosti o zmenu SAP uskutoéni analyzu

dosledkov a nakladov. Na_zaklade tejto analyzy sa vo

formulari odpovede na Ziadost o zmenu poskytnu

nasledujice informécie:

a. Opis vplyw (ak existuje) na existujuce Spravované
sluzby.

b. Opis dalsich poloZiek na dodanie (ak existuji) pre
Ziadost 0 zmenu.

c. Nawrhovany plan
poZadované Sluzby.

d. Odhad zmien (ak existuji) v poplatkoch za

Spravované sluzby v désledku Ziadosti o zmenu
vratane oddvodnenia/metodoldgie pouZzitej pri tomto

wypocte.

pre  akékolvek dodato¢né
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e. Recommendation on disposition of the CR (approve, e. Odporacanie pre rozhodnutie v sdvislosti so
disapprove, defer). Ziadostou o zmenu (schvalit, neschvalit, odlozit).

If rejected the CR shall be returned to the submitting party with V pripade odmietnutia sa Ziadost o zmenu musi vratit
written reasons for rejection and, as appropriate, any alternatives. odosielajucej strane s pisomne uvedenymi dévodmi odmietnutia a
akymikolvek pripadnymi alternativami.

A CR that is approved by the parties shall constitute a Change Ziadost o zmenu, ktord je schvalena zagastnenymi stranami,

Request and a modification to the applicable Order Form. All predstavuje Ziadost o zmenu a modifikaciu prisludnej Objednavky.

approved CR’s will be incorporated into the Order Form once the V3etky schvalené Ziadosti o zmenu sa zaélenia do Objednavky

CR form attached hereto is executed by Customer and SAP. SAP hned, ako Koncovy zakaznik a SAP realizuju tato Ziadost o zmenu

will not perform any Services under the Change Request until the podla formulara prilozeného k tomuto dokumentu. SAP neposkytne

CR has been fully executed by both parties. Ziadne SluZby na zaklade Ziadosti o zmenu, kym obe strany
Ziadost 0 zmenu v plnom rozsahu nezrealizuju.
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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”)

Ziadost o zmenu: [€. Ziadosti 0 zmenu]
k

Objednavke pre Spravované sluzby (HANA Enterprise Cloud a

Sluzby spravy aplikacii)
Referenéné €islo SAP <vloZte €islo Objednavky>
medzi
<SAP> (d'alej len , SAP*)
a
(, Koncovy zékaznik*)

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

1. Describe reason for requested change:

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

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

4. Change Process:

5. Scheduled Date for Change:

6. Terms and Conditions:

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

Tento dokument musi byt dokon&eny a odoslany prisludnej osobe,
aby sa mohlo zagat' spracovanie zmenového prikazu.

Opiste dévod pozadovania zmeny:

Opiste désledky (ak existuju) na existujuce Spravované
sluzby:

Uvedte odhadovanu zmenu vysky poplatkov, ak je znama.
Zadajte odévodnenie/metodolégiu, ktori ste pouZzili na
vypocet zmeny:

Spracovanie zmeny:
Naplanovany datum zmeny:

Podmienky a ustanovenia:

NA DOKAZ TOHO, Ze strany sa takto dohodli k datumu uvedenému

Accepted By / Prijal:
SAP
By / Podpisal/a:

Print Name / Meno pali¢kowym pismom: [SAP Representative] /

[zastupca spoloénosti SAP]

Title/Pozicia: [Title] / [pozicia]

Accepted By / Prijal:
[Customer] / [Koncovy zakaznik]
By / Podpisal/a:

Print Name / Meno pali¢kovym pismom: [Approver] /
[schvalovatel]

Title/Pozicia: [Title] / [pozicia]

Date/Datum: Date/Datum:
Change Request Sales Order
SAP SAP P.O.
SAP Number Original
Item Invoice Text (40 char) Amount One-Time Full Partial Begin Bill
Monthly Month

SAP Service Description for Managed Services(HEC AMS) SLOVAK v.1-2015
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Ziadost o zmenu Predajné objednavka

SAP N. O. spoloénosti SAP

Cislo SAP Original

Polozk | Text faktiry (40 znakov) Suma Jednorazové | Uplné Zaciatok

a mesacéné Ciastoéné uctovného
mesiaca
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Exhibit E: Glossary and Definitions for Application Priloha E: Sluzby spravy aplikécii pre HEC — slovnik

Management Services for HEC

1st Level Support

2nd Level Support

3rd Level Support

Application Management
Services (AMS)

AMS Reporting
Dashboard

Audit

Categorization

a definicie

1st 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.

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

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

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.

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

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.

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.

A ticket is categorized by
Categorization Level 1: agreed service (AMS)

Categorization Level 2: appropriate process (Incident Management, Problem
Management, Change Management, Request Fulfilment, Event Management),
Categorization Level 3: type of request (e.g. Incident with/without Change,
Problem with/without Change, Request for Change, Service Request),

Priority,
Component
Ticket Categorization Level 2 Ticket Categorization Level 3

Event Management AMS Manual Monitoring

Incident Management AMS Incident without Change
AMS Incident with Change

Problem Management AMS Problem without Change
AMS Problem with Change

Change Management AMS Request for Change

SAP Service Description for Managed Services(HEC AMS) SLOVAK v.1-2015
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(AMS) Change
Management

(AMS) Change
Implementation

Change Request

Continuous Operations

Core team

Customer Approval

Dispatching

Effort Estimation

End User

Request Fulfillment AMS Continuous Operations
AMS Standard Change
AMS Service Request

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

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.

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

If during the provision of the agreed services changes are identified — changes
that in Customer’s or SAP’s view affect the scope (by material reduction or
excess), content, methods, or schedule, they must be agreed by written
amendment or supplement to the contract. All changes must be documented and
tracked in the provided Change Request form.

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:

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

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.

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

See also Service Request, Standard Change

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.

See Quality Gate
Forwarding of an incoming request / ticket to the responsible AMS core team.

Quality Gate that can be agreed optionally between AMS and the Customer.

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.

A Customer’s employee who uses SAP software during daily business.

SAP Service Description for Managed Services(HEC AMS) SLOVAK v.1-2015
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(AMS) Engagement
Manager

Emergency Change

Event

(AMS) Event
Management

Generic User

Incident

(AMS) Incident
Management

Initial Reaction Time
(IRT)

ISAE3402

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

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.

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.

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.

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

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

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.

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.

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.

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.

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."

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.

The ISAE 3402 Quality Assurance Report consist of different parts:

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

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

SAP Service Description for Managed Services(HEC AMS) SLOVAK v.1-2015
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ITIL

Key Performance
Indicators (KPI)

Key User

Named Users

On-Call Duty

Problem
(AMS) Problem
Management

Quality Gate (Q-Gate)

Request

Request for Change
(RfC)

(AMS) Request
Fulfilment

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.

Parameters that are used for the measurement of business.

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

See also Specific Key User

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

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

See also Generic User

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.

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

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

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.

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.

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.

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

Service Level Agreement
(SLA)

SAP Service Market
Place (SMP)

Service Request

Service Time

Solution Time (ST)

Specific key user

Standard Change

Super-Administrator

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

Ticket acceptance / rejection (contract, SLA, key user check),
Ticket monitoring (see SLA),
Ticket dispatching to the AMS core team consultants.

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

Request / ticket reception,

Ticket creation (received by phone),
Ticket monitoring,

Ticket dispatching and

Reporting.

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.

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

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.

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.

See also Standard Change, Continuous Operations

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

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.

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.

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

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

See also End User, Key User

Standard Changes are low-impact changes that are pre-defined and pre-

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

See also Service Request, Continuous Operations

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

Ticket

Ticket processor

Ticket status

User

Workaround

Podpora 1. drovne

Podpora 2. trovne

Podpora 3. trovne

Sluzby spravy aplikacii
(AMS)

Podnikova tabufa pre

User to login Service Market Place.

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.

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.

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

The ticket status gives on the one hand a basic overview on the ticket processing
progress and on the other hand the information by whom the next activity needs
to be carried out. The main ticket states are:

Open,

In Process,

Customer Action,

Sent to SAP,

Solution Proposed to Customer,
Confirmed by Customer,
Procedure Ended.

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.

An account to log into a system.

See Generic User, Named User.

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

Podpora 1. drovne zhromazduje informécie Koncového zakaznika o preruseni
poskytovania sluzby alebo poZiadavkach na servis. V pripade preruSenia
poskytovania sluzby sa podpora 1. Grovne pokusi analyzovat' problém, najst
rieSenie alebo nahradnd moznost alebo postipit problém podpore nasledujicej
Urovne.

Podpora 2. trovne ma Specializované znalosti o aplikaciach, o tom, ako pracuju, a
0 naj¢astejSich problémoch. Podpora 2. Grovne potvrdzuje platnost problému,
poskytuje podrobnd pomoc, opravuje problémy s konfiguraciou a ostatné vazne
problémy. Vac&Sina problémov by sa mala vyrieSit na tejto arovni podpory, ak sa
nevyrieSi eSte predtym. Ak podpora 2. irovne nedokaze odstranit dany problém,
problém sa postupi podpore 3. Grovne.

Podpora poskytovan& vyrobcom softvérového produktu (ako je napriklad SAP) v
désledku chyb softvérového produktu.

Sluzby AMS poskytuju podporu pre aplikacie po implementacii na baze SLA pre
infraStruktaru Koncového zakaznika, ktora je zaloZzen& na produktoch spolo¢nosti
SAP. Téato podpora zahffia reaktivnu spravu incidentov a zmien, proaktivne
monitorovanie, spravu problémov a uspokojovanie poZiadaviek na servis.

Service Market Place je centralny portal spolo¢nosti SAP pre vSetky Ziadosti o
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vykazovanie sluzieb AMS

Audit

Kategorizacia

Riadenie zmien sluzieb
AMS

Implementacia zmien
sluzieb AMS

podporu suvisiace s aplikaciami prostrednictvom vytvorenia ticketov podpory.

Okrem portalu Service Market Place je k dispozicii online podnikova tabula pre
vykazovanie sluzieb AMS, ktora poskytuje dalSie funkcie na vykazovanie pre
vSetky poZiadavky a sluzby Specifické pre AMS so zobrazenim Specifickym pre
daného koncového zakaznika.

Audit je posudenie interného riadenia celej infraStruktiry procesov a
uspokojovania poziadaviek na spracovanie. PouZiva sa aj na informovanie o
nowych zakonnych poziadavkéach, ktoré vedu k implementacii alebo zmene
riadenia.

Tickety sa kategorizuju na z&klade nasledujucich Grovni:
Kategorizacia 1. arovne: odsuhlasené sluzba (AMS)

Kategorizacia 2. arovne: zodpovedajlci proces (sprava incidentov, sprava
problémov, riadenie zmien, uspokojovanie poziadaviek, sprava udalosti),
Kategorizacia 3. arovne: typ pozZiadavky (napr. incident so zmenou / bezo zmeny,
problém so zmenou / bezo zmeny, Ziadost'o zmenu, poZiadavka na servis),
Priorita,

Komponent
. Uroven kategorizacie ticketu 3. Uroven kategorizécie ticketu
Sprava udalosti Manuélne monitorovanie sluzieb AMS
Spréava incidentov Incident sluzby AMS bezo zmeny
Incident sluzby AMS so zmenou
Sprava problémov Problém sluzby AMS bezo zmeny
Problém sluzby AMS so zmenou
Riadenie zmien Ziadost o zmenu sluzieb AMS
Uspokojovanie poZiadaviek Nepretrzith prevadzka sluzieb AMS

Standardna zmena sluzieb AMS

Poziadavka na servis sluzieb AMS

Proces Riadenie zmien sluzieb AMS opisuje postup na autorizaciu, planovanie a
nasadenie zmeny podnikového procesu do produktivnych systémov.

VSetky zmeny v systéme Koncového zdkaznika, ktoré nie su spdsobené
Incidentom alebo Problémom, pripadne nie st odsuhlasené ako Standardna
zmena, sa povaZuji za Ziadost o zmenu. Riadenie zmien nezahfa iba proceduru
implementacie, ale ide o holisticky proces od poZiadavky po nasadenie. Zmeny sa
klasifikuju na zaklade ich potencialneho vplyvu na produktivny systém (Bezna
zmena a Nudzova zmena). V zavislosti od potencidlneho vplywu sa vyzaduje
urcitd aroven schvélenia.

Podproces Implementécia zmien sluzieb AMS opisuje postup, ako riadit
nasadenie zmeny do produktivneho systému s minimalizaciou rizik zlyhania. Toto
si vyZaduje dokladné testovanie jednotiek v systéme kontroly kvality Koncového
zakaznika a dalSi test overenia platnosti, ktory uskuto€ni Koncovy zakaznik. Na
zaver je potrebné vykonat import do produktivneho prostredia tak, ako je to
naplanované s Koncovym zékaznikom.

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

43



Ziadost 0 zmenu

Nepretrzit prevadzka

Hlavny tim

Schvélenie Koncovym
z4kaznikom

Dispecing

Odhad prac

Koncowvy pouzivatel

Manazér pre dohody
sluzieb AMS

Ak sa pocas poskytovania odsuhlasenych sluzieb identifikuji zmeny, ktoré z
pohladu Koncového zdkaznika alebo spolo€nosti SAP ovplyvnia rozsah
(zasadnym znizenim alebo zvySenim), obsah, metddy alebo rozpis, musia byt
odsuhlasené pisomnym dodatkom alebo prilohou k zmluve. VSetky zmeny musia
byt zdokumentované a sledované v poskytnutom formulari Ziadosti o zmenu.

Kategoria poZiadavky Nepretrzith prevadzka je ur€ena pre v3etky tickety, ktoré
obsahuju urcity druh nepretrzitej podpory za dlhSie ¢asové obdobie. Spravidla ide
o pravidelné alebo opakujlce sa tickety. M6Zu sa pouZzit na zaznamenavanie
nasledujdcich poloziek:

e proaktivna podpora (okrem monitorovania) na zaklade zmluvy s Koncovym
zakaznikom alebo samostatnych zmluyv,

e pretrvavajuce poradenstvo alebo mensSie Ulohy Udrzby na poZiadanie
Koncovym zakaznikom, ak Koncowvy zdkaznik nechce vytvorit samostatny
ticket pre kazdu ulohu.

Poziadavky na nepretrZitl prevadzku sa spraclvaju v stlade s procesom
uspokojovania poziadaviek.

Pozrite tie? PoZiadavka na servis, Standardna zmena

Konzultanti pre sluzby AMS, ktori su uréeni na spracovanie ticketov pre klienta so
sluzbami AMS. Tito konzultanti st doverne obozndmeni so systémovou
infraStruktarou a podnikovymi procesmi klienta a Uzko spolupracuju s kfu¢ovymi
pouzivate/mi klienta.

Pozrite Brana kvality

Postipenie prichadzajucej poziadavky/ticketu zodpovednému hlavnému timu
sluzieb AMS.

Brana kvality, ktord méze byt volitelne odsthlasend medzi sluzbami AMS a
Koncovym zakaznikom.

Pred spracovanim Incidentu, Problému, Ziadosti o zmenu alebo PoZiadavky na
servis musia spracovatelia ticketov odhadnut, aky dlhy ¢as im zaberie
spracovanie a vyrieSenie poziadavky. Ak je tato Brana kvality odsuhlasené a
hned, ako odhadovany rozsah prac prekroci limit definovany Koncovym
zakaznikom, spracovatelia ticketov musia poziadat' o schvalenie klti¢ovym
pouzivatefom, ak chcu pokracovat v spracovani tohto ticketu. Ak kfticovy
pouZzivatel neposkytne schvélenie, spracovatel ticketu nema povolené pokracovat
v spracovani ticketu a ticket sa uzavrie.

Zamestnanec koncového zakaznika, ktory pouziva softvér spolo€nosti SAP pocas
svojej kazdodennej prace.

Manazér spolo¢nosti SAP pre dohody je projektovy manaZzér spolo¢nosti SAP
pocas implementécie sluzieb a pocas prebiehajlcej prevadzky.

Manazér pre dohody koordinuje a monitoruje fazu implementécie odsuhlasenych
sluZieb a zodpoveda za spravu poskytovania odsuhlasenych sluZieb, takZe sa
vSetky sluzby a Ziadosti 0 zmenu uskuto€riuju v sulade s odsuhlasenymi
podmienkami a ustanoveniami.

Manazér pre dohody je vyhradend menovana osoba, ktora sa vylu€éne zodpoveda
Koncovému zékaznikovi za poskytovanie sluzby alebo spracovanie kazdého
postipenia.
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Nudzova zmena

Udalost

Spréava udalosti sluzieb
AMS

VSeobecny pouzivatel

Incident

Spréava incidentov sluzieb
AMS

Cas do prvej odozvy
(IRT)

ISAE3402

ITIL

Nudzova zmena sa zaobera Incidentom so zmenou a Ziadostou o0 zmenu s
najvys3Sou naliehavostou, a preto musi byt importovana do produktivneho
systému hned, ako je to mozné, ¢ize mimo akéhokolvek okna bezného uvolhenia
alebo udrzby.

Udalost'je akykolvek automaticky alebo manualny vyskyt informacii s ur&itou
relevantnostou.

Dlhodobé monitorovanie systému alebo infraStruktiry systémov na v€asnu
identifik&ciu kritickych stavov systému.

Proces spravy udalosti sluZzieb AMS opisuje proceduru na identifikaciu udalosti,
vyhodnotenie relevantnosti a vyhladanie vhodnej metddy reakcie. Udalost je
mozné identifikovat manualnym monitorovanim s primeranymi nastrojmi.
Manualne monitorovanie sa zvy€ajne vykonava tak, ako je to definované v
koncepte monitorovania.

Konto na prihlasenie sa do systému. Tento pouZivatel' sa pouZziva viacerymi
osobami. Z bezpec€nostnych dévodov sa odpora¢a pouzivat iba Definovanych
pouZzivatelfov.

Incident je neplanovany vypadok Casti alebo celého podnikového procesu.
Poziadavky pre Incident sa spracuvaju v stlade s procesom spravy incidentov.

Proces Sprava incidentov sluzieb AMS opisuje proceddru na obnovenie
podnikového procesu. Incident je mozné vyrieSit poskytnutim ndhradného
rieSenia alebo vyhladanim a eliminaciou hlavnej pri€iny (Problému). Po vyrieSeni
Incidentu sa mdZe vyzadovat vyhladanie hlavnej pri€iny (Problému) Incidentu. Ak
sa najde, je nutné najst spésob, ako zabranit opatovnému vyskytu problému, a
predstavit ho Koncovému zakaznikovi.

Cas do prvej odozvy (IRT) zodpoveda &asu medzi prijatim ticketu podpory
(¢asovou znamkou stawu ticketu ,otvorené®) a prvou akciou vykonanou
pracovnikom oddelenia podpory spolo¢nosti SAP (€asovou zndmkou stawvu ticketu
sprebieha spracovanie), ktory je déverne oboznédmeny s prostredim Koncového
zakaznika, na opravu incidentu alebo spracovanie PoZiadavky na servis alebo
Ziadosti o zmenu. Cas do prvej odozvy je v stlade so zmluvne odsthlasenymi
¢asmi podpory a m6ze byt zaru€eny len v pripade, ak sa pouziji komunikacné
kandly podla konceptu podpory alebo zmluvy. Ak sa zmeni priorita ticketu
podpory, trover sluzby ,Cas do prvej odozvy* sa restartuje od toho bodu.

Medzinarodné norma o riadiacich zmluvach (International Standard on Assurance
Engagements (ISAE) €. 3402 definuje profesionalne Standardy pouzivané
auditorom sluZieb na posudenie internych ovladacich prvkov organizacie servisu
a na publikovanie spravy auditora sluZieb.

Prehlad riadenia kvality ISAE 3402 pozostava z roznych &asti:

Jednu ¢ast pouzivaju auditori sluzieb AMS spolo€nosti SAP na pochopenie
internych oviddacich prvkov v prevadzke v organizécii sluzieb,

Dalsia sast je k dispozicii pre klientov sluzieb AMS na kontrolu a postdenie, i
boli dodrzané kritéria zabezpecenia kvality a Brany kvality.

Kniznica ITIL (Information Technology Infrastructure Library) je mnoZinou
konceptov a pravidiel na sprawu sluZieb IT. Zahfa stratégiu sluzieb, navrh,
prechod, prevadzku a nepretrzité zlepSovanie a poskytuje prispdsobitelné
procedury osvedcéenych postupov.
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Klucové ukazovatele
vykonu (KPI)

Kla€ovy pouzivatel

Definovani pouZzivatelia

On-Call Duty

Problém
Spréava problémov
sluzieb AMS

Brana kvality (Q-Gate)

Poziadavka

Ziadost 0 zmenu.

Uspokojovanie
poZiadaviek sluzieb AMS

Parametre sliziace na meranie vykonu podniku.

Kontaktn& osoba Koncového zakaznika, ktora ma Specialne znalosti o
podnikovych procesoch a procesoch spolo€nosti SAP. Klticovy pouZzivate! je
opravneny adresovat poZiadavky na sluzby AMS.

Pozrite tiez Specificky kficovy pouZivatel

Konto na prihlasenie sa do systému. V zdujme zabezpecenia sa tento pouZzivatel
pouZziva iba jednou osobou.

Definovani pouzivatelia su aj technické systémy a ich pouZivatelia, ktori si
vymienaju informacie so systémami SAP.

Pozrite tieZ VSeobecny pouzivate/

On-call duty je dodato€ny €as sluzby, na ktory sa nevztahuje Standardna podpora
pri dodavke. Pocas obdobia on-call duty sluzba SAP AMS zabezpecuje personal,
ktory je k dispozicii a dokaze reagovat na Incidenty a Problémy v ramci
odstihlaseného Casu do prvej odozvy zodpovedajlceho ich priorite. SluZby on-
call duty sa fakturuju Koncovému zdkaznikovi na zaklade nékladov a vydavkov.

Problém je relevantna hlavna pricina Incidentu. Problém mdZe sp6sobovat
viacero Incidentov.

Proces Sprava problémov sluzieb AMS opisuje postup na vyhladanie hlavnej
priciny a zabranenie opatovnému wyskytu Problému.

Brana kvality je formalny krok na overenie kvality kroku procesu pred uvolnenim
dalSieho kroku procesu na vykonanie. Brany kvality definuja minimélne
poZiadavky, ktoré musia byt uspokojené, aby bolo mozné pokracovat v procese.
Brany kvality zvy€ajne vyZaduju schvalenie koncovym zdkaznikom, aby bolo
mozné pokracovat v spracovani poziadavky/ticketu.

PoZiadavka je otazka alebo Uloha adresovana na sluzby AMS. PoZiadavka moZe
byt klasifikovana ako Incident, Ziadost' o zmenu alebo PoZiadavka na servis.

Ziadost' o zmenu je forméalny popis poZadovanej zmeny podnikového procesu.
Ziadosti 0 zmenu sa spracuivaju v stlade s procesom Riadenia zmien.

Poziadavky na servis sa spracuvaju v procese Uspokojovanie poZiadaviek sluzieb
AMS, ak nevyhoveju nevyhnutnym podmienkam pre lubovolny iny z
preddefinovanych procesov sluzieb AMS (Sprava udalosti, Sprava incidentov,
Sprava problémov alebo Riadenie zmien). Tieto poZiadavky na servis budu d'alej
rozdelené do jednej z nasledujlcich kategérii: Standardna zmena, Ziadost' o
nepretrzitl prevadzku alebo PoZiadavka na servis.
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Oddelenie technickej
podpory sluzieb AMS

Dohoda o drovni
poskytovania sluzieb
(Service Level
Agreement, SLA)

SAP Service Market
Place (SMP)

Poziadavka na servis

Cas poskytovania Sluzby

Doba vyrieSenia (ST)

Specificky kiugovy
pouZzivatel

Centralizovana funkcia poskytujica sluzby pre jednotny vstup pre vSetky
poZiadavky a tickety sluZzieb AMS. Oddelenie technickej podpory sluzieb AMS
spracuva tickety v stlade s procesom oddelenia technickej podpory, ¢ize

prijimania alebo odmietania ticketov (kontrola na zaklade zmluvy, SLA, kltic¢ového
pouZzivatel/a),

monitorovanie ticketov (pozrite SLA),

dispecing ticketov konzultantom hlavného timu sluzieb AMS.

Proces oddelenia technickej podpory opisuje pracovny postup a Glohy funkcie
oddelenia technickej podpory vratane

prijimania poziadaviek/ticketov,
vytvarania ticketov (prijatych telefonicky),
monitorovania ticketov,

dispecingu ticketov a

vykazovania.

Dohody o Urovni poskytovania sluzieb opisuju kvalitu (napr. IRT) a kvantitu (napr.
mesacny objem podpory v hodinach) sluzieb dohodnutych medzi Koncovym
zakaznikom a sluzbami AMS ako poskytovatelom sluzieb.

SAP Service Market Place (SMP) je centralny portal spolo¢nosti SAP pre vSetky
Ziadosti 0 podporu suvisiace s aplikaciami prostrednictvom vytvorenia ticketov

podpory.

Okrem toho poskytuje platformu s diskusnymi férami, blogmi a strankami wiki na
vymenu informacii s odbornikmi spolo¢nosti SAP a ponuka dokumentaciu
vSetkych rieSeni spolo¢nosti SAP prostrednictvom online kniznice.

PoZiadavka na servis znamenéa lubovolnt poZiadavku, ktora nie je Ziadostou o
zmenu ani Incidentom. PoZiadavky na servis sa spracuvaju v sulade s procesom
Uspokojovania poZiadaviek.

Pozrite tiez Standardna zmena, NepretrZita prevadzka

Casy, v ktorych AMS ako zmluvna strana poskytuje Koncovému zakaznikovi

definované sluzby v stlade s definovanou dohodou o Urovni poskytovania sluZieb.

Doba vyrieSenia (ST) znamené ¢€as zacatia spracovania ticketov (€asova znamka
stawu ticketu je ,prebieha spracovanie®) do poskytnutia prvého rieSenia
Koncovému zékaznikovi (Casova zndmka stawu ticketu ,rieSenie navrhnuté
koncovému zakaznikovi“ (v pripade ndhradného rieSenia m6ze byt vynimocne
nastavené manualne)). Stav ,RieSenie navrhnuté spolo¢nostou SAP* znamena,
Ze spolo¢nost SAP poskytla napravné opatrenie alebo navrh rieSenia.

Doba vyrieSenia (ST) nezahffia €as, ked je ticket odovzdany na spracovanie
Koncovému zékaznikovi (stav ticketu ,akcia koncového zékaznika“) alebo
oddeleniu podpory produktov spolo¢nosti SAP (stav ticketu ,Odoslané spolo¢nosti
SAPY).

SLA pre Dobu vyrieSenia sa vztahuje len na tickety Spravy incidentov a iba ak je
zmluvne dohodnuta.

Kontaktna osoba Koncového zakaznika, ktora je opravnena pozadovat,
schvalovat alebo odmietat tickety stvisiace so spravou pouzivatelov (BC-SEC
komponentu).

Pozrite tieZ Koncovy pouzivatel, Klticovy pouZzivatel
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Standardna zmena

Superspravca

S-User

Ticket

Spracovatel ticketov

Stav ticketu

Pouzivatel

Nahradné rieSenie

Standardné zmeny st zmeny nizkeho dosahu, ktoré s preddefinované a
predbezne autorizované. Standardné zmeny sa spracuvaju v sulade s procesom
Uspokojovania poZiadaviek.

Pozrite tieZ PoZiadavka na servis, Nepretrzita prevadzka

Kontaktn& osoba Koncového zakaznika, ktora je opravnena vytvarat, menit a
deaktivovat pouZivatelov Koncového zakaznika (tzv. pouZzivatelov S-User) pre
portal Service Market Place.

Pouzivatel prihlasujici sa na portal Service Market Place.

Ticket predstavuje sp6sob dokumentovania akejkolvek Ziadosti o podporu
adresovanej Koncovym zakaznikom spolo¢nosti SAP. Kazdému ticketu sa
priraduje &islo v &ase, v ktorom sa vytvori. Cislo ticketu bude jedingym odkazom
na poziadavku Koncového zakaznika.

SAP Service Market Place (SMP) je centralny portal spolo¢nosti SAP pre vSetky
Ziadosti 0 podporu suvisiace s aplikaciami prostrednictvom vytvorenia ticketov
podpory. Kazdy ticket musi byt vytvoreny len na portali Service Market Place.
Tickety sa kontroluju z hladiska suladu s procesmi oddelenia technickej podpory
pre sluzby AMS a spracuju sa v sluzbe AMS iba v pripade, ak su vytvorené na
portali Service Market Place.

Konzultant sluzieb AMS, ktory zodpoveda za zhromazdovanie, dokumentovanie,
spracovanie a rieSenie ticketov v sulade s prislusSnymi procesmi.

Stav ticketu vam na jednej strane poskytuje zékladny prehlad o priebehu
spracovania ticketu a na druhej strane informacie o tom, kto vykona dalSie
aktivity. Medzi hlavné stavy ticketu patria tieto stavy:

Otvorené,

Prebieha spracovanie,

Akcia zo strany Koncového zakaznika,
Odoslané spolo¢nosti SAP,

RieSenie navrhnuté Koncovému zakaznikovi,
Potvrdené Koncovym zakaznikom,
Proceddra ukonéena.

Po nastaveni stavu ticketu Potvrdené Koncovym zakaznikom sa akékolvek d'alSie

poZadované aktivity musia spracovat a dokumentovat' v inom, novom tickete.

Konto na prihlasenie sa do systému.

Pozrite tieZ VSeobecny pouzivatel, Definovany pouZzivate/

Nahradné rieSenie je docasné rieSenie zamerané na zniZenie alebo eliminaciu
vplyvu Incidentu, pre ktory eSte nie je k dispozicii definitivne rieSenie
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Exhibit F: Application Management Services —
Engagement Approach

Priloha F: Sluzby spravy aplikécii — pristup k dohodam

Organizational Change Management Approach Pristup k riadeniu organizaénych zmien

Organizational Change Management includes, but is not limited to Riadenie organizaénych zmien zahia, ale nie je obmedzené na

the following: business readiness for go-live, design and roll-out of nasledujice oblasti: pripravenost podniku na uvedenie do

end-user training, day-to-day backfill for Customer engagement produktivnej prevadzky, navrh a realizacia Skolenia pre koncovych

team members, SAP system management, coordination with pouzivatelov, kazdodenné wvytazenie c¢lenov timu Koncového

remote sites, and engagement communication to the company. zakaznika pre dohody, sprava systémov spolo€nosti SAP,
koordinacia so vzdialenymi sidlami a komunikacia so spoloénostou
v suvislosti s dohodami.

Customer is responsible for all organizational change management Koncovy zakaznik zodpovedd za vSetky aktivity riadenia

activities. organizacnych zmien.

Engagement Governance Riadenie zmluvnych vztahov

To ensure effective communication between SAP and the Na zaistenie efektivnej komunikacie medzi spolo¢nostou SAP a
Customer, an SAP and Customer status meeting to clarify open Koncovym zdkaznikom a na objasnenie otvorenych problémov a
issues and questions will occur regularly as defined in the table otdzok sa pravidelne bude uskuto¢novat kontrolné stretnutie medzi

spolo¢nostou SAP a Koncovym zakaznikom, ako je to definované

v tabulke nizSie:

Meeting Attendees Time & Date) Purpose Frequency Typical
Method
Customer Customer SME, |1 hour e Weekly status update  |Weekly Face to Face
and SAP Customer date and time[ ¢ Review open items and/or
weekly Delivery TBD e Discuss risks & issues Tele
meeting Manager & and agree resolutions conference
SAP e Review open or or Video
Engagement breached Conference
Manager incidents/problems or
configuration requests
Customer Steering 2 hours ¢ Review Transition Quarterly Face to Face
and SAP Committee date and time|  progress
Steering Management, [TBD e Review financials,
Committee Customer timelines & deliverables
Meeting Delivery e Review risks and issues
Manager & ¢ Resolve action items
SAP ¢ Gather feedback
Engagement
Manager
Customer Management |1 day ¢ Review Scope Yearly Face to Face
and SAP Bi- Customer Date and Document timeline,
Annual Delivery time TBD scope, service hours,
Contract Manager & number of resources
Review SAP e Review SLA
session Engagement ¢ Review performance
Manager review deliverables
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Stretnutie Ugastnici Casa Ugel Frekvencia Zvyéajné
datum) Metéda

Tyzdenné ¢ SME 1 hodina Tyzdenna kontrola stavu|Tyzdenne | Osobny kontakt
stretnutie Koncového datum a cas Kontrola otvorenych alebo
Koncového zékaznika, bud poloZiek Telekonferencia,
zékaznika a Manazér dohodnuté Prediskutovanie rizik a pripadne
spolo¢nosti Koncového problémov a dohodnutie videokonferencia
SAP zakaznika pre rieSeni

dodévvk,y a Kontrola otvorenych

Manazer alebo porusenych

spolo¢nosti incidentov alebo

SAP pre problémov, pripadne

dohody poziadaviek na

konfiguraciu

Stretnutie ¢ Riadiaci vybor [2 hodiny Kontrola priebehu Stvrtroéne | Osobny kontakt
riadiaceho e ManaZment, [datum acas prechodu
vyboru Manazér budu Kontrola financi,
Koncového Koncového dohodnuté gasowych rozvrhov a
zakaznika a zékaznika pre poloZiek na dodanie
spolo¢nosti dodavky a Kontrola rizik a
SAP Manazér problémov

spolo¢nosti RieSenie akénych

SAP pre poloziek

dohody Zhromazdenie

pripomienok

Polro¢né e ManaZzment 1 den Kontrola ¢asového Rocne Osobny kontakt
stretnutie na Manazér Datum a ¢as rozvrhu, rozsahu,
reviziu Koncového budd servisnych hodin a
zmluvy zékaznika pre |dohodnuté poctu zdrojov
medzi dodavky a Dokumentu rozsahu
Koncovym Manazér Kontrola SLA
zakaznikom spolo¢nosti Kontrola vykonu,
a SAP pre kontrola poloziek na
spolo¢nostou dohody dodanie
SAP

Engagement Deliverables

Customer Deliverables

The following are the engagement deliverables to be delivered
by Customer:

1. Software Installed and Functioning (continuous operation)
2. Transition and Hand over

SAP Deliverables

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

1. Initial Kick off Workshop
2. Monthly report
3. ISAE 3402 Quality Assurance Report twice a year

PoloZzky na dodanie v ramci zmluvnych vztahov

PInenie zo strany Koncového zadkaznika

Nasledujuce polozky na dodanie v ramci zmluvnych vztahov
zabezpecuje Koncovy zakaznik:

1. InStaldcia a sfunk&nenie softvéru (nepretrzit prevadzka)
2. Prechod a odovzdanie

PInenie zo strany spoloénosti SAP

Okrem mesacnej dodavky Sluzieb spravy aplikacii SAP
poskytuje nasledujluce polozky na dodanie:

1. Uvodné pracovna porada
2. Mesacny prehlad
3. Prehlad riadenia kvality ISAE 3402 dvakréat ro¢ne
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Engagement Assumptions

General Engagement Assumptions

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.

No changes will be made to the system landscape operated by
Customer as a result of the services provided by SAP.

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.

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.

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.

Customer’s additional responsibilities including Collaboration
and cooperative duties

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.

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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Zmluvné predpoklady

VSeobecné zmluvné predpoklady

Cokolvek, o nie je uvedené ako stéast rozsahu, sa povazuje za
spadajlice mimo rozsah a za nieco, €o nie je sucastou tejto dohody
a €o si vyZzaduje dalSie poradenské sluzby prostrednictvom
Procediry zmenového prikazu, ako je definovana v Prilohe €. 2
alebo samostatnom rozpise prace.

V désledku sluzieb poskytovanych spoloénostou SAP sa
nevykonaju Ziadne zmeny v systémovej infraStruktdre
prevadzkovanej Koncovym zakaznikom.

SAP zdokumentuje moZnosti zlepSenia v rozsahu dennej podpory.
Spolo¢nost SAP tiez bude analyzovat Ziadosti o podporu, aby
zistila, €i nie su k dispozicii dalSie oblasti na zlepSenie. Tieto
informacie sa prediskutuju v ramci komunikéacie medzi zastupcami
Koncového zékaznika a timom podpory spolo¢nosti SAP. Ked SAP
identifikuje priestor na zlepSenie, méZe vykonat forméalne
zhodnotenie nakladov a vydavkov a bude analyzovat dosledky
zmeny na existujicu infrastruktiru a prevadzku systémov. SAP
odosle odpori¢anie zodpovedajucemu zastupcovi Koncového
zakaznika vo forme Ziadosti o zmenu. Ak to Koncovy zékaznik
schvali, zmena sa bude implementovat prostrednictvom Proceddry
zmenového prikazu a fakturovat tak, ako je to uvedené v
relevantnom Zmenovom prikaze.

Koncovy zdkaznik bude plne zodpovedat za riadenie projektu,
navrh, rozsah, realizaciu vystupov a akceptéciu zmien aplikacii
pouZzivatelmi. Rola spolo¢nosti SAP pri vylepSovani bude spocivat
v rozSireni personalu s vynaloZzenim najlepSej snahy o obsadenie
postov zdrojov osobami s pozadovanou droviiou funkénych alebo
technickych zruénosti a informacii potrebnych na poskytovanie
poradenstva.

Koncovy zédkaznik menuje svojho zastupcu, ktory bude pre
spoloénost’ SAP primarmym kontaktom Koncového zékaznika a
ktory bude mat opravnenie a prdvomoci na prijimanie rozhodnuti v
suvislosti s akymkolvek krokom, ktory méa Koncovy zakaznik
vykonat na z&klade tejto zmluvy.

DalSie povinnosti Koncového zékaznika vratane povinnosti
suvisiacich so spolupracou

Koncovy zékaznik poskytne vSetky softvérové produkty a licencie
potrebné na poskytovanie sluzieb vratane vSetkych potrebnych
zmlav o udrzbe (najmé o sa tyka pouzitého softvéru spolo¢nosti
SAP) na celé zmluvné obdobie. Koncovy zdkaznik pouZije aktualne
podporované vydanie Softvéru SAP v stlade s Licenénou zmluvou
koncového pouzivatela tohto Koncového zakaznika (Licen¢nou
zmluvou na Softvér) so spoloénostou SAP, ak sa strany inak
nedohodnu na predchadzajucich Vydaniach.

Koncovy zékaznik udeli spolo€nosti SAP nevylu¢né prava na
prevadzkovanie tychto softvérovych produktov vylu€ne na ucely
podpory a Upravy pouzitych aplikacii. Akékolvek potrebné zmeny
licencii na softvér alebo zmliv o Gdrzbe uskuto€ni Koncovy
zakaznik na naklady Koncového zékaznika.
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Regardless of the scope of services provided under this
engagement, Customer is responsible for the implementation and
the design of the overall software solution.

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.

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

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.

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.

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.

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.

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.

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.

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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Bez ohladu na rozsah sluZieb poskytovanych na z&klade tejto
dohody Koncovy zékaznik zodpovedéa za implementéciu a navrh
celkového softvérového rieSenia.

Koncovy zékaznik zodpovedé za definovanie a realizovanie svojich
podnikovych procesov vratane pravidiel zabezpecenia aplikacii a
déat, dodrziavania Standardov a poZiadaviek na spracovanie v
stlade so Sarbanes-Oxleyho zdkonom.

Koncovy zékaznik zodpovedé za to, Ze spolo¢nosti SAP poskytne
primeranu a dostato¢nu dokumentéciu svojich podnikovych
procesov, aby si spolo¢nost SAP mohla pInit' svoje povinnosti v
rozsahu, ktory jej vyplyva z tohto dokumentu.

Na zéklade tejto zmluvy sa poziadavka spracuje po odoslani
ticketu pre spolo¢nost SAP s podrobnostami o poziadavke.
Koncovy zékaznik musi otvorit' ticket na portali Service Market
Place.

Koncovy zékaznik zabezpedi, aby spolo¢nost SAP mala pristup k
podporovanym systémom v ramci IT rieSenia Koncového
zakaznika, a bude znaSat v3etky vydavky suvisiace s tymto
ucelom.

Koncovy zékaznik zodpovedé za zaistenie primeranej spoluprace
svojich stran podpory 3. Urovne v suvislosti so véasnym prijimanim
a spracovanim dotazov a ticketov postipenych zo spolo¢nosti
SAP.

Koncovy zékaznik zodpovedéa za v3etky data uloZené do
systémov. Koncovy zadkaznik zodpoveda za zalohovanie svojich
déat. Ak v jednotlivych konkrétnych pripadoch Koncovy zakaznik
wyslovne pisomne neuvedie inak, SAP ma vZzdy opravnenie
vychédzat z predpokladu, Ze vSetky data Koncového zdkaznika su
z4alohované.

Koncovy zékaznik zabezpeci, aby kazdé nové vydanie alebo
inovacia softvéru Koncového zakaznika bolo v sulade s
poZiadavkami na rozhranie rieSenia v rozsahu, a upozorni SAP
aspori osem (8) tyzdrnov pred vydanim akejkolvek novej verzie
alebo inovacie softvéru.

Koncovy zédkaznik menuje a poskytuje na celé obdobie trvania
dohody svojho zastupcu, ktory bude pre spolo€nost primarnym
kontaktom Koncového zakaznika v suvislosti s touto dohodou a
ktory bude mat opravnenie a prdvomoci na prijimanie rozhodnuti v
suvislosti s akymkolvek krokom, ktory méa Koncovy zakaznik
vykonat na z&klade tejto zmluvy.

Dva tyZdne pred zac¢iatkom dohody Koncovy zdkaznik spristupni
technickd dokumentéciu, dokumentaciu pre koncoveho pouzivatela
a dokumentaciu podnikovych procesov pre SAP v anglickom
jazyku. Ak Koncovy zakaznik nac¢as neposkytne tuto dokumentaciu
alebo ak dokumentacia nebude dosahovat poZzadovanu Uroven
detailnosti, zaciatok poskytovania sluzby sa méze oneskorit’ a
naroky na podporu zo strany spolo¢nosti SAP sa méZzu zvySit.
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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.

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.

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.

During the agreed service times Customer will ensure the
availability of a sufficient number of Key Users who have the

Koncovy zékaznik pocas celého trvania dohody zodpoveda za to,
Ze spolo¢nosti SAP poskytne primeranu a dostatoénu
dokumentéciu svojich podnikovych procesov, aby si spolo¢nost
SAP mohla plnit svoje povinnosti.

Koncovy zékaznik v€as, ¢ize s dobou zavedenia troch (3)
mesiacov informuje SAP o zmenach v poZzadovanej podpore, o sa
tyka objemu, jazykov a ¢asov poskytovania podpory.

Koncovy zékaznik bezplatne poskytne spolo¢nosti SAP na
polroéné audity pouZzivatela so vSetkymi potrebnymi opravneniami.
Toto je potrebné uskutoCnit pre vSetky systémy, v ktorych SAP
zodpoveda za spravu prenosov. Koncovy zékaznik tiez potvrdzuje,
Ze jeho sprava prenosov méze byt kontrolovana na Ucely auditu a
informacie budud spristupnené pre prisluSnych auditorov. Tato
moznost je uplatnitelna iba v pripade, ak po€as fazy nastavenia
ddjde k dohode o tom, Ze SAP bude zodpovedat za prenosy do
produkcie.

Pocas odsuhlasenych ¢asov poskytovania sluzby Koncovy
zakaznik zabezpeci dostupnost dostatoéného poctu Klu¢ovych

required technical-, application and business process expertise and pouzivatelov, ktori maji poZzadované znalosti z oblasti technického

sufficient skills to communicate with SAP’s AMS Consultants in the
agreed support language and will provide to SAP a list of the key
users including name, function, phone number, fax number and
email address. Customer will ensure that all Key Users are familiar
with the support process including ticket creation and processing
via the SAP Service Market Place.

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

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

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

People

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.

Customer agrees and understands that the assigned SAP AMS
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spracovania, aplikacii a podnikovych procesov a dostato¢né
zruénosti na komunikaciu s konzultantmi spolo¢nosti SAP pre
sluzby AMS v dohodnutom jazyku podpory, a poskytne spolo¢nosti
SAP zoznam klu€ovych pouZzivatelov vratane ich mien,
pracovného zaradenia, telefénnych ¢isel, faxovych Cisel a e-
mailovych adries. Koncovy zdkaznik zabezpeci, aby vSetci Klu€ovi
pouZzivatelia boli dékladne obozndmeni s procesom podpory
vratane vytvarania ticketov a ich spracovania cez portal SAP
Service Market Place.

Koncovy zékaznik urci aspon jedného pouZzivatela Koncového
zakaznika ako pouzivatela OSS s opravnenim otvorit' pripojenie
OSS k systémom spolo¢nosti SAP a nastavit hldsenia o potrebe

podpory

Ak Koncowy zakaznik nedodrzi alebo Ciasto¢ne nedodrzi svoje
povinnosti v suvislosti so spolupracou v pozadovanej kvalite alebo
ak Koncovy zékaznik nedodrzi svoje povinnosti, SAP mdze
pozadovat Upravy planu a/alebo siméze Uctovat dalSie poplatky
vyplyvajuce z nedodrzania zmluvnych podmienok Koncowm
zakaznikom podla dohodnutych dennych sadzieb

[Ak je to pouzite/hé, popiSte poZiadavky, ktoré potrebujeme na
poskytovanie sluzieb, resp. ktoré sluzby mé poskytovat’Koncovy
zakaznik.]

Ludia

Dohoda sa bude realizovat s vynaloZenim Usilia spoloénosti SAP
aj Koncového zékaznika. Koncovy zakaznik poskytne erudované
zdroje, ktoré su opravnené vykonavat rozhodnutia, na prace na
dohodéach v rdmci timu pre dohody a poskytne spolo€nosti SAP
mend a kontaktné informacie vSetkych zdrojov Koncového
zakaznika a tretich stran priradenych na prace na dohode.

Koncovy zakaznik suhlasi s tym a chéape, Ze priradeni konzultanti
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Consultant(s) may perform Services on the engagement from an
off-site location.

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

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

Customer will continue to be responsible and designate at least
one (1) Customer User as an OSS user with the authorization to

spoloénosti SAP pre sluzby AMS mdZu poskytovat Sluzby na
zaklade dohody aj zo vzdialeného pracoviska.

SAP si whradzuje pravo na zaklade vlastného uvazenia nahradit
fubovolného priradeného konzultanta spolo¢nosti SAP pre sluzby
AMS inym konzultantom spolo¢nosti SAP pre sluzby AMS s
rovnocennymi schopnostami.

Koncovy zékaznik a SAP podla potreby pocas trvania dohody
okamzite vymenia ¢lenov timu s nezodpovedajucimi schopnostami
alebo obsadia uvolnené miesta v time.

Koncovy zékaznik bude nadalej zodpovedat a navrhne aspori
jedného (1) pouzivatela Koncového zékaznika ako pouzivatela

open the OSS connection to the SAP systems and to setup support OSS s opravnenim otvorit pripojenie OSS k systémom spolo¢nosti

messages (tickets).

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).

SAP a nastavit hlasenia o potrebe podpory (tickety).

Pouzivatelia Koncového zakaznika s rozSirenymi opravneniami su
sposobili prijat prvy hovor od komunity koncowych pouZzivatefov a
interne ho adresovat alebo pochopit, ako ho smerovat (tak, ako je
potrebné) do systému ticketov sluzby AMS spolognosti SAP (alebo
oddeleniu technickej podpory spolo¢nosti SAP).
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Exhibit G Template for Acceptance Protocol Priloha G: Sabléna pre protokol o odsthlaseni

Acceptance Protocol

Engagement Name:
Working Package:

Customer Project SAP Engagement
Manager Manager
Order No.
Customer Customer Name
Department or Contact Person
Street, No.
ZIP Code, City

Protokol o odsuhlaseni

Nazov dohody:
Pracovny balik:

Projektovy ManaZér
manazér spoloénosti SAP
Koncového pre dohody
zakaznika

C. objednavky

Koncovy zdkaznik Customer Name
Department or Contact Person
Street, No.
ZIP Code, City
1. Handover of Engagement Results 1. Odovzdanie vysledkov dohody

The subject matters of the contract subsequently specified Specifikované predmety zmluvy boli odovzdané a podrobne
were handed over and were defined in detail in the definované v nasledujicich dokumentoch:
following documents:

Deliverable Document Date Comments

Kick off Workshop

Monthly report
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ISAE 3402 Quality
Assurance Report twice
a year

Place, Date SAP Engagement Manager

Acceptance Statement

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.

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.

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

No. |Ref.to ID Open Issue Responsible Deadline
Place, Date Customer
Polozka Na Dokument Datu Komentare
dodanie m
Uvodna pracovna
porada

Mesac¢ny prehlad

Prehlad riadenia kvality
ISAE 3402 dvakréat rocne

Miesto, ManaZzér spolocnosti SAP pre
datum dohody
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Vyhléasenie o odsuhlaseni

Vysledky aktivity boli generované tak, ako si to strany navzajom odsuhlasili v zmluve. Z
toho vyplyva, Ze zmluva bola zo strany spolo¢nosti SAP splnena v plnom rozsahu.
Koncovy zékaznik tymto vyjadruje svoju akceptaciu.

Vysledky aktivity poukazuja na chyby, tie v8ak nevyluéuju akceptaciu a neobmedzuju
pouzitefnost zmluvne dodanych tovarov, diel a sluzieb z&vaznym spOsobom. Tieto
nevyrieSené problémy si uvedené niZSie a musia byt odstrdnené. Koncovy zékaznik
tymto vyjadruje svoju akceptaciu.

Vysledky aktivity poukazuju na zavazné chyby, ktoré vyluéuju akceptéciu. Odsuhlasenie
sa zamieta. NevyrieSené problémy budi uvedené nizSie.

C. | Odkaz na NevyrieSeny problém Zodpovedno Termin
ID st’
Miesto, Koncovy zékaznik
datum
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