SAP

SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)
SAP ACTIVEATTENTION BRZ#685 (BAFEi#R “ASD” )

SAP ActiveAttention Services may provide professional expertise onsite and/or remotely to assist Customer in
ActiveAttention engagement planning, governance, analysis and identification of potential business improvement, and
advisory on potential architecture transformation driving continuous business improvement within Customer’s lines of
business and/or to assist Customer in the handling of orchestration and operations of Customer’'s SAP solution
landscape, supporting transformation, implementation, upgrade, and operations projects.
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The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the
Agreement.
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1. DEFINITIONS
EX
1.1. “Calendar Quarter” means the three-month period ending on March 31, June 30, September 30, and

December 31 respectively of any given calendar year.

“HEZE” RieTEBeHDFERamaER+T3 A 31 H, 6 H30H. 9 A 30 HA 12 A 31 HW="HA M
T8

1.2. “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in
accordance with the applicable public holidays observed by SAP’s registered office. Solely with regard to the
SAP Service Level Agreement and/or the SAP Premium Service Level Agreement defined herein, both parties

can mutually agree upon a different registered office of one of SAP’s Affiliates to apply and serve as reference
for the Local Office Time.

“CLMIPARTE” SRR SAP VEM R F I A A SLEIEE IR LAE H N RIER LOER A (R 8
REIT 6 ) o DUSLALTE L SAP [ 55 KT B URI/E% SAP IR 55 /KBl ifn 5, X7 T4 5E
SAP SR AR MY 53— M 702 F P B AR I T4 2 b p 2 1]

1.3. “Normal Business Hours” means an 8 hour period between 6:00 am and 8:00 pm, Monday thru Friday,
unless otherwise agreed to in writing by the parties.

“IEFWTAERE” ZARH - ZH IR 6 MEM L 8 M —BY\ (8) NI, BRIEXUT 5A BHIZE .

1.4. “Production System” means a live SAP system used for running Customer’s internal business operations
and where Customer’s data is recorded.

CEFERG” RIGHTRBATE T N IAE TS LORE R B R TR SAP R4,

15. “Support Schedule” means the schedule to the License Agreement for SAP support (i.e., SAP Standard
Support, SAP Enterprise Support or SAP Product Support for Large Enterprises) that is in force for the
Software licensed under the License Agreement.

TR RISV IR SAP SCRFIRSSHX (BI: SAP Standard Support [FRiESCRF]. SAP
Enterprise Support [k 37 )8k SAP Product Support for Large Enterprises [KZIAV 7 28D 5 bl
XA VR AT SO VR AT A B 3077

1.6. “Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:

“HERE” IR H SAP M AR SAP AR R R SE R ) IR/ SR, I o) R B

a) endanger Go-Live of a pre-production system; or
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2.1.

2.1.1.

2.1.2.

2.1.2.1.

fa RWAET KRG L4 5

b) have a significant business impact on a Production System.
AT R G EA B RS R

SAP ACTIVEATTENTION SERVICES

SAP ACTIVEATTENTION R4

SAP delivers only the SAP ActiveAttention Services (“ActiveAttention Services”) specified in an
ActiveAttention Services Scope Document to an Order Form referencing this ASD. SAP ActiveAttention
Services consist of the following components.

SAP RAZft5I A ASD 13T B BT F 5 [ ActiveAttention IRV SRS 38 2 1) SAP ActiveAttention IR
(LARfEi#R “ActiveAttention IRS:” ) . SAP ActiveAttention IR 2584 L R JLIRIR S

SAP Embedded Services
SAP AR %

SAP delivers SAP Embedded Services as an onsite team consisting of the SAP support resources
(“Embedded Resources”) identified in a ActiveAttention Services Scope Document to an Order Form
performing the role described below. Such Embedded Resources will be available at the Customer location(s)
during Normal Business Hours for the quota of days per period of time (“Period”) per assigned Embedded
Resource during the ActiveAttention Services Term all as specified in the ActiveAttention Services Scope
Document to an Order Form (“Embedded Resources Quota”). The assignment of Embedded Resources
will occur within 6 weeks after execution of the Order Form. The Embedded Resources Quota does not include
any vacation leave by the assigned Embedded Resources.

SAP B B EAT MR M SAP SCREBHE (DR FIAR “BRARBIR” ) Az HBR 4 SAP ik AR
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Depending on the role, the activities of the assigned Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable as mutually agreed to by the parties:

MRAE A ORI, EXTTIERZ0E & T N, $RIRAIHRN AR IR RS SN & R 81— AN 3)
SAP Foundation Technical Quality Manager (“FTQM?”) activities:
SAP Efili B AR EAEEH (LUTHFR “FTQM” D HIiE3):
a) Understand Customer’'s SAP Software solution and business processes
TR ) SAP BT R tR T AN 5 AR
b) Provide advice, guidance, and assistance in the following areas:
FELL T OUSR M I $5 3 51D

. Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects

P IR AT S TR e R AR U R R

. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
HRPERER AT) g — B SAP hA 5 T+ RIS
. Identification of areas for potential reduction in Customer’s total cost of operations and potential for

the optimization (i.e., continuous improvement) of Customer’s SAP Software
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c)

d)

e)
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Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPlIs”)

S S U R KA, ORI R KR SIRGERR (BUR R “KPI” D BB LR &
Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans
Il 78 FIGE BT 205 1% 7 RE 2 1 ActiveAttention Ik %5150 H 1K1

Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing

fieidt ActiveAttention 553050 H TH R BIEAT,  ALIE MR IR 55 51T AT SAP B AL %

2.1.2.2. SAP Technical Quality Manager (“TQM”) activities:
SAP BRI ELM (LUTFHEK “TQM” D KIiE):

a)

b)

c)

d)

e)

Provide advice, guidance, and assistance with agreed to focus areas:
RYELE, EF0 DA U AL FE S A

SAP support requirements, Customer support processes and use of SAP support tools (e.g., SAP
Note Assistant, SAP Notes Search and SAP Solution Manager Enterprise Edition)

SAP SCHRFER . % SCRARUE AL AT SAP SCHF TR ({1 SAP Note Assistant [71#:B)F]. SAP Notes
Search [JERBEX] M SAP Solution Manager (MR [R5 REHE MWD
Integrated end-to-end application lifecycle management

G 1 i 3 o IV P R A i ) A

Integration validation of complex Customer solutions

T AR5 R IR

Operate the SAP solution more efficiently

B MHIE AT SAP il T %

Solution availability management, monitoring, and performance

fi T ST L R AR

Risk mitigation plan(s) for critical maintenance issues

SRBRAE In) R RS 93 2 K]

Incident reduction and/or avoidance

A IRl R R A

Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Expert Services hereunder

FRERZ PO SAP RIZEAS AT R ) SAP % S I 55 T4 H X OMAT Bl vt ) S it 75

Provide periodic status and risk reporting at Customer’s project management level

[F) 78 7 A A LR SR A RS B A XU i

Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues
PrEha P . BREEFIVC IR SAP 5 AR XS N ) A0 i B ) @t

Manage quality gates for selected focus area projects

RIS S 1 R S USRI H A SRR IR 0%

2.1.3. All SAP Embedded Services will be coordinated with Customer’'s Engagement Manager. Changes to the
scope of the SAP Embedded Services may be made upon prior written mutual agreement of the parties. Any
such changes to the SAP Embedded Services will in all cases only relate to SAP Embedded Services and no
other type of SAP services.
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2.2.

2.2.1.

2.2.2.

2.2.3.

2.2.4.

P A SAP HR N RIRSS N5 % B H £ BEAT Wil . £EXU7 Foel i i s s — B L T, AT SAP
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SAP Expert Services
SAP L5 Ik %

SAP may provide Innovation Services, Co-Design, Architecture Planning, Implementation Support, Cyber
Security and Compliance, PaaS and DevOps, Safeguarding, End-to-End Operations, and/or Innovative
Business Solutions Support services (collectively “SAP Expert Services”) during Normal Business Hours
(unless otherwise agreed to in writing by the parties in advance) as may be determined by SAP and Customer
in the agreed to ActiveAttention Services engagement plan, for the quota of SAP Expert Services days per
Period during the ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to
an Order Form (“Expert Services Quota”).

SAP RIfE SAP R P IELIE M ActiveAttention AR 45 10 H THRIH 1 M IE 5 TAER I (BRAERUT HAe R E 1
ML) , EXTiTIEER 2 ActiveAttention I 5538 BBl SCA4 BT 78 (1) ActiveAttention ik 55 HFR py (148> B [A1 /1) SAP
LRMA W REEA (LR “ERREWM” O , RAGHIIRS . BA®&. iRl SoszfF. W
AN, PaaS FIFKIEE . (R M. unEus 8 ME0E RS MR T ZCFERS (G “SAP
EXRE” O .

Within the Expert Services Quota, Customer will be entitled to choose any standard SAP Expert Service from
SAP’s then current portfolio of SAP Expert Services. A listing of SAP’s current SAP Expert Services is
available at http://www.sap.com/activeattention-service-list.

HELFRESEHA, &P EHRMN SAP JEE AL SAP 4 KRS = 4 & Ik AT AR R SAP L XIS .
K SAP 4TI SAP TR AR NFIFE, HS W  http://www.sap.com/activeattention-service-list.

To schedule SAP Expert Services, Customer shall contact the FTQM assigned or designated Embedded
Resource. SAP requires a minimum lead-time of 5 weeks for scheduling SAP Expert Service delivery requests.
If reasonably possible for SAP, SAP Expert Services may also be scheduled based on short-term needs and
according to arising project requirements. SAP will calculate the estimated days for a requested SAP Expert
Service based on Customer’s information and requirements. This estimate will include preparation and post
processing activities. The days used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services Quota for travel time. If Customer
postpones or cancels any already requested SAP Expert Service less than 3 weeks before the start date of
the SAP Expert Service, SAP may deduct already rendered days from Customer’s Expert Services Quota.

HE U SAP BHARS, / MERARIEIRM FTQM 2ifi @ MR AR BT, SAP #2271 (5) AR
8] 224 SAP L R SS IIAEASER . Uik SAP K UL G AT, SAP L 555t n] = TR 75 5k HLARHE 7™ A= 1ty 1t
H i KHEAT 2. SAP NARYE % /7 )5 SANZSRORIT SNSRI SAP L SR I FAt AR Hh . L sl R H R
FEHE % TARANE AL PG B I 8] . SAP & SR 55 A A AU R BN A& KR S5 ICA (A& Al rdnisie AR 2=
RIS T A3 B RSB P HER . W% P AE SAP L ZURSSITIRRTA L = (3D J& I A HEE U AR T 2
TR SAP LSR5, SAP R M%7 K% SRR 55 B A b 1Bk S P (0 e 55 R

Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Expert Service deliveries. Such Customer project teams should be staffed with
Customer’s IT Project Manager, concerned business process owners, system administrators, active users,
and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Customer project team. Prior to an SAP Expert Service
delivery, the Engagement Managers will:

P AR E AN HIB, IFFRIESR I SAP LR RS IS AHE RE P RE IR R B SC IR R N . Hh2R7% 7 T
H BB BCAT 227 (0 1T SUH 22, A SR st Ny REUE R . TEBI I DU SIERAR R A% ol 3535
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2.2.5.

2.3.

2.3.1.

2.3.2.

2.3.3.

R TT N HIEDH HREZH, #2255 BB R B AR A S 5. 25X SAP BRI
i, WEH 2R .

a) agree upon a more formal agenda for the SAP Expert Service;
it SAP & o 55 25 SEIE R H A 2

b) the required involvement of Customer’s project team members; and
FORB I H BN A Z S DU

c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.
AT SAP L RS ATA % AT SAP 3t

The “Innovative Business Solutions Support” category of SAP Expert Services is only available for the
Features (as defined in Exhibit 1) that are covered by IDP Support (described in Section 2.10 below) as a
component of an ActiveAttention Services engagement in an ActiveAttention Services Scope Document to an
Order Form.

SAP E 5 RS “ AN S MRk 7 R3LHEE” BNV IDP 328 (GBS 2.10 ¥ il AIThae Canfft
1 AR $RAE, ENITIGERT I I ActiveAttention RS TE BBl SC RS H Y ActiveAttention ARSS I H ) —#

7o

SAP Expertise on Demand
SAP #2if Tl B MRS

SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to
fill Customer’s need for short to medium-term duration (up to a maximum of ten EoD days in duration) tasks.
These tasks target technically complex or unusual issues that are typically beyond the experience of
Customer’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP License
Agreement; minor configuration changes of Customer's SAP Software system; knowledge transfer on SAP
Software and similar tasks. EoD Services do not include:

SAP #Z i LAV ARMRSS (BURfiFR “EoD” =t “EoD fR%” ) & —WUZFE S, iZMRk3% Bt SAP 51,
WaE S ERESRY (B2t (100 A EoD H) AESSHEK. ZKEALFHTMRE TR LBOVE 2%, T
T % 5 A IRV R 1) AU LS ANH LA T, 0. G IR SAP VFRT B TR K] SAP AT 40T {2
B B SAP B RGN B AR B . A OC SAP AR RN AR 4% L AR IMT % . EoD R4S AL

a) reaction on Customer incidents as these are covered under the Support Schedule to the License
Agreement; or

S A, RIS A B R TR AT U SCRF O B
b) Features developed by SAP Innovative Business Solutions.
SAP Innovative Business Solutions [k 55 il v 7 1511 R KIThRE .

EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
ActiveAttention Services Term specified in a ActiveAttention Services Scope Document to an Order Form
(“EoD Quota”).

EoD RS MAEIT I H. 2 ActiveAttention Ik 4575 B SRS 48 2 1) ActiveAttention IR 5 3HFR P 1454~ H1A] (1) EoD
KRB (UL R “EoD BRAR” ) HIIEH LAER R Py #24t.

To engage EoD Services, Customer will submit a support case, in English, via the SAP support infrastructure
identifying the task and supporting information for the EoD Task for which Customer is requesting SAP’s
assistance (“EoD Task”). SAP shall then analyze Customer’s EoD Task request. SAP may reject an EoD
Task submitted by Customer if the request does not constitute an actual EoD Task in accordance with this
Section 2.3 or if the EoD Task cannot be realized due to technical or legal implications. Where the EoD Task
can be realized by SAP, SAP shall submit an action plan for completion of the EoD Task to Customer. If
Customer accepts an action plan and wishes to have SAP commence work, SAP shall provide an estimated
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2.3.4.

2.4.

24.1.

24.2.

2.4.3.

duration (in hours, subject to a minimum duration of 4 hours to complete an accepted EoD Task) for such EoD
Task effort. Upon Customer’s acceptance of the estimate, SAP shall commence work on completing the EoD
Task in accordance with the action plan. The actual hours used to perform an accepted EoD Task will be
deducted from the EoD Quota. EoD Services cannot be used to deliver SAP Expert Services listed in Section
2.2 above.

EAEH EoD 55, & IEE SAP SCREIRAEAL FHSRE IR SCRF R G], UiUIE iR SAP WY EoD {155
FSCFHEE (LURFIRR “EoD f£45” ) o SAP B/ERIX % 1K) EoD AFS5HRBEAT /08T . U SRA% SRARYE A< 15

(35 2.3 HIRUE H A M RSEBR EoD /155, 5(# EoD {145 R AR BE M [ #0252 0, U] SAP AT LA4E 4
HPRACHIIER EoD HE55. 4 SAP HEWSSIHL EoD A£55, U SAP S e &2 5 i EoD AR S5 AT BRI
B RSAT AR A B SAP JTAR AR, U SAP R XT 2K EoD AL 55 TARFR A — M Filfl T3 (Hrda e/,
I BT 58 T2 (1 EoD AR 2D FREIY (4) NRTIIRIED o & HZX r Fihlh TS, SAP RSZRIAR
FEAT BRI T 58 % EoD 155 . eI EoD AL55SEBr i FH /N S EoD BeA&i#11kk . EoD ik
FARH TR EIREE 2.2 P T SAP EHIRS

SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Customer, however,
SAP does not guarantee that it can or will fulfill every EoD Task request submitted by Customer and SAP will
have no liability if it cannot or does not fulfill such EoD Task request. SAP shall notify Customer if it cannot
fulfill an EoD Task request. If SAP commences work on an EoD Task and subsequently determines that it
cannot or will not fulfill such EoD Task, SAP shall provide Customer with a written explanation of the reasons
for such action.

SAP BERHUR M b B HE T R AT % 7 RS EoD AR5 3K, (H SAP JFARIERE A5 Skt 2R AT % P 4R AL 9
T EoD f£45115 3K, H SAP X FL Gk AT 8% A 47 1% EoD AR 5 RA UL 5i4E. 4 SAP AfEJEAT EoD 1
S5 aR, MIRGEAIZ . 1 SAP JFIRALEE EoD {£55{E R i i FL BB AN BE JEAT 1% EoD {55, SAP Riff%
JUBRAL AT Bl A 5 T R LR AR

SAP On-Call Duty Services
SAP [ifi i i 74 i 55

SAP On-Call Duty Services offer Customer remote access to a contact person within SAP’s support
organization to support Customer with critical business processes, upon request. Such SAP On-Call Duty
Services contact will be available for the quota of SAP On-Call Duty Services sessions per Period during the
ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to an Order Form
(“On-Call Duty Quota”).

SAP BEIN IR S5SC % O R R SAP SUFAZIN IR RN, BIF RO IR B S5 AR R (S FF . it
5 SAP B3 H IR S5 1k R N RLAETT I 2. 2. ActiveAttention JIR 4538 L SRS HR 8 2 1 ActiveAttention IR 55 #ARR A1
(RIBEA U 8] 1) SAP BRI 5 A ST LA A (LURRIFR “BERME B O fit.
An SAP On-Call-Duty Services session is:
— > SAP B 4 IRk 55 A 2 4 -
a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or
BERUMMNXEA—-2ZRAH, B8 SJfs, F—KE L8 MLf; 1
b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone
PN X EA—2AE, B8 S, RN E 8 mgH.
To schedule SAP On-Call Duty Services Customer shall make a request in writing to the TQM or the
designated Embedded Resource. The scheduling of SAP On-Call Duty Services is subject to 5 weeks advance
notice.
Tzt SAP B R A RS, &R TOM BUERIRIMIRA R VRS H BHEIE R . SAP B IN5 73 IR 55 (1 8] 22
FERBRET T (5D JAA
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2.5. SAP Service Level Agreement
SAP 255 K- #riX

2.5.1. SAP Service Level Agreement is available as a component of an SAP ActiveAttention Services engagement
to customers who are subscribing to SAP’s Product Support for Large Enterprises (“PSLE”) Support
Schedule. Customers under contract with SAP for SAP Enterprise Support will receive SLA in accordance
with those terms.

SAP 55K FIIAE Ky SAP ActiveAttention IR 45T H IZH A4, MIAHLA T SAP Product Support for Large
Enterprises [ K& A= B2 ] (BLRfRIFR “PSLE” ) SCEFMUAIE 4. KIFAFR&R, 5 SAP &I T
SAP Enterprise Support [NV 72 1] & 7 % 7 2 W B AR 55 K F il o

2.5.2. The following Service Level Agreement (“SLA” or “SLAs”) commitments will apply to all Customer incidents
that SAP accepts as being Priority 1 or 2, and which fulfill the prerequisites specified herein, for Customer
installations and system id (“SID”) combinations specified in the ActiveAttention Services Scope Document
to an Order Form. Such SLAs will commence in the first full Calendar Quarter following execution of the Order
Form.

XFFATIE .2 ActiveAttention il 553 I SCRS TR E B 7 23 MR SE ID (LR IFR “SID” ) e, BUFS
A CLURfFR “SLA” ) AKX SAP He2 s — s — e g BTG BEAL 1R R B TS 26 1 B T 2
HIFER . MK SLA K TRATITI 5 1058 — A58 B H IR IR 54T -

2.5.2.1. SLA for Initial Response Times:
EEXTHI AR IR RN AT SLA:

a) Priority 1 Incidents (“Very High”): SAP shall respond to Priority 1 incidents within 1 hour of SAP’s receipt

(24 hours a day, 7 days a week) of such Priority 1 incidents. An incident is assigned Priority 1 if the
problem has very serious consequences for normal business transactions and urgent, business critical
work cannot be performed. This is generally caused by the following circumstances: complete system
outage, malfunctions of central SAP functions, or Top-Issues and for each circumstance a workaround is
not available.
E ARG CCARERT D - SAP RIEINE] (24XT7 ARE) IR RAR I — (D DK
XA AN o B — DU SE SR TR AE A R IRk 55 5 AR AR P R R, B HIT R SRk %%
TAER R EA. X—BR UL P ERGIRN: Rasahl, it SAP Thag kA f, =0y E M,
HHFEBMHEE T, BREEIN SR,

b) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 4 hours of SAP’s receipt
during SAP’s Local Office Time of such Priority 2 incidents. An incident is assigned Priority 2 if normal
business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.

HAREEFEM CFT ) o SAP RILE IR AN RIS ARSI (4) N PR EAE
MR B ARSEH AR IEE LS F S Z B E R, HIEPAT L EAT S B AT R B IS . 3X 2 R
AT BE SR 55 M EBAE 55 BT it B DO g L 057 el To i 47 2 30
For further information on assigning priority levels see SAP Note 67739 available in the SAP Notes Database
on SAP’s Customer Support website at http://support.sap.com/notes.

WER TR A TLIEZE L, 5SS SAP & SRS 1) SAP Notes $4 12411 SAP {18 67739,
P34 http://support.sap.com/notes..

2.5.2.2. SLA for Corrective Action Response Time for Priority 1 Incidents
H AR A I 2 IE 5 R B2 A () SLA

SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) of Customer’s
Priority 1 incident within 4 hours of SAP’s receipt (24 hours a day, 7 days a week) of such Priority 1 incidents.
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2.5.2.3.

25.24.

2.5.25.

2.5.3.

2.5.3.1.

SAP RIEWCE] (24X7 &FAR) &M ISBIMENIY (4) NP, SRULM T RUGZ S0k 1 iR v &
S dE AT AR (LR AR “HIERE” D -
If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
KAT BRI E N A IEFE PR A 45 % 7 11, BESRAT B TR 57 A4 -
a) status of the resolution process;
UL R RS s
b) planned next steps, including identifying responsible SAP resources;
JEEEATNITR], BIETE SAP AT
c) required Customer actions to support the resolution process;
BN SRR AR A P A R I AT Bl 5
d) to the extent possible, planned dates for SAP’s actions; and
FE R AT Y N 1€ 1) SAP tHRIATE H W, BAR

e) date and time for next status update from SAP. Subsequent status updates will include a summary of the
actions undertaken so far; planned next steps; and date and time for next status update.

SAP N —UCIRZS SEFTK F AN (8] DRSS EH M AR LT WAL BATA LRI, 1
RIPAT I JE R8T LA 5 SRS SR ¥ AN )
The SLA for Corrective Action only refers to that part of the processing time when the incident is being
processed at SAP (“Processing Time”). Processing Time does not include the time when the incident is on
status “Customer Action” or “SAP Proposed Solution”, whereas:
BTN 2N IEFE ) SLA [ R SE4EAE SAP #252 Ab R (R AL BER 1] (RTRR “AbERRSIR]” O o KACERAS R GG 14k
T “EPUTEN” B “SAP FRUMRITTFR” RSN, BAL:
a) the status “Customer Action” means the incident was handed over to Customer; and
“BFATEN RERSEMHCEBZHE
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP RRUBIRITR” IRERTE SAP CfeA R e St T 4 IE RSt
The SLA for Corrective Action will be deemed met if within 4 hours of processing time: SAP proposes a solution
(status “SAP Proposed Solution”), a workaround or an action plan; or if Customer agrees to reduce the priority
level of the incident.
a1 SAP FEPY (4) /NFARBERE ] A SR R 58 CIREY “SAP $RBUBIRTTR” )« N2 7 E8dTshitxl,
B S R R R HA e SR, R N B 75 & 2 IEFE ) SLA.

Prerequisites

HIHR A1

The SLAs will only apply when the following prerequisites are met for all incidents:
AXCAE P A FA0 2 LT AT SR A6 5 00 T 77 A& A SLA:

a) in all cases except for Root Cause Analysis for Custom Code under Section 2.6 below, incidents are
related to releases of SAP Software which are classified by SAP with the shipment status “unrestricted
shipment”;

FERRVARES 2.6 1) “ H & SURRSRIR A SRR 047 IAMRIPTAS LT, FEE SAP 40280y “TERR#HIK
B RSN SAP BRI ARA K

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition system

in accordance with SAP’s then current incident processing log-in procedure which contain the relevant
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2.5.3.2.

2.5.4.

2.55.

2.5.5.1.

details necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note
16018) for SAP to take action on the reported incident; and
HOME 1R SAP AL FRBCAEE, Bid SAP Solution Manager (ASMVARD [fifde )y e 2%
IR R G LSO ATRAE, B AE SAP Bt & M H A RIBUT AT O FIACTHEAE R R
SAP R 16018 5.2 J5 T HUAR SAP 78 16018 (¥ A SAP 7 EFE) ; JEH

c) incidents are related to a product release of SAP Software which falls into Mainstream Maintenance or
Extended Maintenance.

A G AT ERAED B R B BT SAP BAFI = i RAA 5K

For Priority 1 incidents, the following prerequisites must be fulfilled by Customer:

T — R, &P DA L LT T HE & A

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
FE53 U WIAR OC 1a) 8 B V255, DAMEE SAP 3 i) AT il

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English

speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 1
incident consistent with Customer’s obligations hereunder; and

T BREESSE IR NS SAP BT 24X7 (A RAGIEE, ZEKARNF IS BRI BT
AR, AR A PSR HUE 1 P S5 T B A B A — AR SE A JFH

c) a Customer contact person is provided for opening a remote connection to the system and to provide
necessary log-on data to SAP.

B EHRARNE REELRREERE, IR SAP R AL & 8k
Exclusions
B4
The following types of Priority 1 incidents are excluded from the SLAs:
PAUR R 5 — R R FF A S AE SLA VLRI

a) incidents regarding a release, version and/or functionalities of software developed specifically for
Customer (including without limitation those developed by SAP Innovative Business Solutions and/or by
SAP subsidiaries) except for custom code built with the SAP development workbench;
HEITAR P RS CEIEEAR T B SAP Innovative Business Solutions [l 55t 75 4B
B SAP KR FITF A BIEAE) RIRCA TS D REA RIS, il SAP JFA TAE G A 2 LAY
R4

b) incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and
SN EAEAK Y FRALIE . 3852 D) RE SRS 20 e S B AR T 5% 13t DX A A SR K A R HEBRAE A, RIVETX
SE [ 5 X RRAS /L SAP B SAP S L B T A BA K

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.

FANRA R F A R TP R R, MR TIReE R ( CTFRIER” D), BEEF RS E K.

Service Level Credit

35 KP4 4

SAP shall be deemed to have met its obligations pursuant to the SLAs as stated above by reacting within the
allowed time frames in 95% of the aggregate cases for all SLAs within a Calendar Quatrter. If Customer submits
less than 20 incidents (in the aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar
Quarter during the ActiveAttention Services Term, SAP shall be deemed to have met its obligations pursuant
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2552

2.6.

2.6.1.

to the SLAs stated above if SAP has not exceeded the stated SLA timeframe in more than one incident during
the applicable Calendar Quarter.

WE—NHGZEN, SAP fEFEE RN MAEZE AT T SLA &EEFIRKIE /2 LT3 (95%) {EHmE, Rl
AN ELBAT T iR SLA M LS. JESHYE Lk SLA, £ ActiveAttention iR 43R W 4 & H 2=
RS EAEEANE =+ (200 % (FTH SLA KL ESE 3 I, 41 SAP ZEFIR H 2R N8 115 E SLA K
EHER A L T—4, WA ¥~ SAP B4 1T T ik SLA #UE M X 5.

Subject to Section 2.5.5.1 above, if the timeframes for the SLA’s are not met (each a “SLA Failure”), the
following rules and procedures will apply:

(KIERTIR S 2.5.5.1 M, WIBH SLA RO TAMESS GRIth—IKED “SLA %17 ) , MBLFRRIFR:
BT BUE A s

a) Customer shall inform SAP in writing of any alleged SLA Failure;
NS E AN SAP T BEFRIF SLA 54,

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;

SAP OGRS R T, IR AL IR, TESEER IR R G A B

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the SLAs;

RN SAP RALE L IFE DY, LAMEARE DA B IEiR AR, Al SAP BERSIEYE SLA HIHLUE ;

d) subject to this Section 2.5.5, if based on the report, an SLA Failure is proved, SAP shall apply a Service

Level Credit (“SLC”) to Customer’s next ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention Service Fee for the applicable Calendar Quarter for each SLA Failure
reported and proved, subject to a maximum SLC cap per Calendar Quarter of 5% of Customer’s
ActiveAttention Service Fee for such Calendar Quarter;
AFT (5 2.5.5 WM, WHREIUESE T SLAEL), U SAP 47 7 It~ —ik ActiveAttention %5 %% F
REER RS AR (BURRIFR “SLC” ), ZWHAMHE TR R & iR d HAESZ K SLA B4 5T
FERIH IZEESEN ActiveAttention 2% I T 7> 2 % i — T (0.25%) , HANEE & H iR SLC R
B, BI% P AE%H IZERE NG ActiveAttention BRI E 22 H (5%) ;

e) Customer shall of notify SAP of any SLCs within 1 month after the end of a Calendar Quarter in which an
SLA Failure occurs;

P RNAE R SLA BN H I ESHRIEH— (1) ANHA WA SAP LT SLC;

f)  No SLC(s) will be applied unless notice of Customer’s well-founded claim for SLC(s) is received by SAP
in writing; and
BrAE SAP YL EI % P B 78 70 (1 SLC RIS @A, B IWALIRHUER SLC; JFH

g) The SLC stated in this Section 2.5.5.2 is Customer’s sole and exclusive remedy with respect to any
alleged or actual SLA Failure.

AT (58 2.5.5.2711) Frikif SLC &% T S FR B SERR I SLA 540 B e B 1 ME—Hefth i R 22
SAP Root Cause Analysis for Custom Code
SAP [ 5E ATHAR AR K 43

For Customer custom code built with the SAP development workbench, SAP provides mission-critical support
root-cause analysis and may provide guidance for incident resolution, according to the SLA’s stated in
Sections 2.5.2 applicable for Priority 1 and Priority 2 incidents related to the Customer installations and SID
combinations listed in a ActiveAttention Services Scope Document to an Order Form that are submitted by
Customer in accordance with Section 2.5.3 above.
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2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

2.7.2.

2.7.2.1.

SFFET SAP JA TAE SN A U IY, SAP RIS 2.5.2 WWHNAM SLA, X7 KiEmikH
2.5.3 TR 51T H 2 ActiveAttention Ik 55 i Bl SCRY T 41 (1% 1 236 A0 SID & R S —FISE — il
PFAE, RBOCBAE ST STRIRA LA 704, JF Al RESR BLFAFMAR DR 5

In addition to the prerequisites for the SLA’s stated in Section 2.5.3 above, in order to receive SAP’s Root

Cause Analysis for Custom Code service Customer’s custom code must be documented according to SAP’s
then-current standards (for details see http://support.sap.com/supportstandards).

FRETIASS 2.5.3 e HIEH SLA MATTE&MEAl, FHERAS SAP B AR AR K 8 sy, ZRFMHE
E AR R HE SAP JEIH I AR#E (152 W hitp://support.sap.com/supportstandards) F LAic#k .

SAP shall be deemed to have met the SLA for Corrective Action stated above for Priority 1 incidents related
to Customer custom code by identifying possible root causes for the incident and/or failure of Customer’s
custom code.

ISR SAP HiE T AT e 8% 7 E SCAES I ORI E b AR AR SR R, SNy SAP FEALEE %S 1 E E AR
PRI 2 — U RPN O EAT T Lk “AIEFE IR SLA” FFRILUE 1 55 .

SAP’s Root Cause Analysis for Custom Code does not include providing corrections; work arounds; or incident
resolution for Customer’s custom code regardless of who created Customer’s custom code. Corrections or
incident resolution for Features may be provided by SAP Innovative Business Solutions under a separate
agreement.

SAP [ 5E SACKIHRAS SR A 23 AN BB SR UG T2 7 B SUIRES B2 I8 . N S il s e ek 0 56
WHE I E E RIS #ERIE . SAP Innovative Business Solutions [k 55 fi# k7 S50 11 I R4 B Ak b
FRALIE T D e i 21 IE A it B A R T R

SAP Premium Service Level Agreement
SAP E RS KX

SAP Premium Service Level Agreement (“PSLA” or “PLSA’s”) is available as a component of an SAP
ActiveAttention Services engagement to customers who are subscribing to SAP’s Enterprise Support
Schedule to a License Agreement or as a component of a ActiveAttention Services engagement. PSLAs are
in addition to the Service Level Agreements provided under an Enterprise Support Schedule to a License
Agreement or as a component of ActiveAttention Services engagement.

SAP B IRAAKSEEN (BUREHFR “PSLA” ) {EN SAP ActiveAttention R45I0 B M35y, AL T
AT Hpi 2 SAP Enterprise Support [V 2 #7] Ui 1% P EE 4. PSLA Z XA Z. SAP Enterprise Support
[k SRR I E BB ActiveAttention JIR 2550 H A8 & (IR S5 K F L HR 7

The following PSLA commitments will apply to all Customer incidents that SAP accepts as being Priority 2, 3
or 4 (as defined in SAP Note 67739) and which fulfill the prerequisites specified herein, for the Customer
installations and SID combinations specified in the ActiveAttention Services Scope Document to an Order
Form. Such PSLAs will commence in the first full Calendar Quarter following execution of the Order Form.

4 FATIIE . ActiveAttention 45 16 F SOk 6 (0% 245 F1 SID 414, BAF PSLA KiftS SAP H:% 3
—L SIS (L SAP FERE 67739) ELAFA AL E HIRT IR HHIO T 20 SAEE . 12K PSLA
A4 FRAT TR (05— 524 F iR TR SAT

PSLA for Initial Response Times:
BEXTHI AR RN AT PSLA:

a) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 2 hours of SAP’s receipt (24
hours a day, 7 days a week) of such Priority 2 incidents. An incident is assigned Priority 2 if normal
business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.
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2.7.2.2.

2.7.2.3.

2.7.24.

BEARSEREL 7 ) . SAP MAEIRE] (24XT7 4 RAE) MK R HIFERIP (2) NPT
VRS 5 RS RAR IE WL 5 F 55 B H LN,  HICHAT BRSNS R R F . X2
BT M2 5 55 ANVBIAT 45 B 35 (1 T et LS o BTS2 4T 2 380

b) Priority 3 Incidents (“Medium”): SAP shall respond to Priority 3 incidents within 4 hours of SAP’s receipt
during Local Office Time of such Priority 3 incidents. An incident is assigned Priority 3 if normal business
transactions are affected. The problem is caused by incorrect or inoperable functions that are required to
perform such transactions.
BEARGHIAE (R ) o SAP RIFE 4R IR = AR S R BIDY (4D /N RS e
WRL. 3= RARTE TS5 28 5 Z BN R B S X2 BPUTIR S T R 1T ae H
S BIGVEIB AT 38U

c) Priority 4 Incidents (“Low”): SAP shall respond to Priority 4 incidents within 8 hours of SAP’s receipt during
Local Office Time of such Priority 4 incidents. An incident is assigned Priority 4 if the problem has few or
no effects on normal business transactions. The problem is caused by incorrect or inoperable functions
that are not required daily or are rarely used.
B HHE AR D) - SAP AR A IS IR S EE PR R FAF I\ (8) /NI X ILAE
WL o B DU S R A A2 SR 7E In) UG 1E %6 MV 5528 5 SR EL MR S To S mr iy &t R o e I AN
WA R A B T R S B B OEIR IS AT R B

PSLA for Corrective Action Response Time for Priority 2 Incidents
BExE 88 A6 G F A B A I & Tt S I AT PR PSLA
SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) for Priority 2
incidents within 3 business days of SAP’s receipt during Local Office Time of such Priority 2 incident (“PSLA
for Corrective Action for Priority 2”).
SAP RifE M I3 AR RIS S8 e R FAE = (3 AN TAEH WAL TAg v m BRI T . N
MEEAT AR CBUNRIFR “HYIERHE” O (BURFER “HX 8 ARERFHRLIERER PSLA” ) .
If an action plan is submitted as a Corrective Action, such action plan will include:
BAT BRI E N A IER SR A0, HESRAT BRI N A4
a) status of the resolution process;
UL R RS
b) planned next steps, including identifying responsible SAP resources;
JEEATANIHR, AIEFE SAP T\
c) required Customer actions to support the resolution process;
BN SR R P T R AT B 5
d) to the extent possible, planned dates for SAP’s actions; and
TE R AT Y6 FE PO )8 1 SAP tHRIAT B H I, BLA
e) date and time for next status update from SAP. Subsequent status updates will include a summary of the
actions undertaken so far; planned next steps; and date and time for next status update.
SAP T —UCIRA EH I H A ], R Z0RAEEH NN WA HACAIEPeRIU G, i
RIPAT I JE S LA 5 BIRAS S ¥ H A 8]
The PSLA for Corrective Action Response Time for Priority 2 Incidents only refers to that part of the processing
time when the incident is being processed at SAP (“Processing Time”). Processing Time does not include
the time when the incident is on status “Customer Action” or “SAP Proposed Solution”, whereas:
BEXE B AU S PR AR A 2 IE S 2 1)) PSLA SR A AE SAP $Z AL BRI B A FRIN ] CLAR AR “ Ab3
BPE” D o AER RIANGREE LT R FATE)” B “SAP SRIUE R TR IRAS IS ], oAk
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2.7.2.5.

2.7.3.

2.7.3.1.

2.7.3.2.

a) the status “Customer Action” means the incident was handed over to Customer; and
“BPATEN RERRFCAB LT

b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP RUBHRTTR” K& 215 SAP LA ST E St T 4 IEH5 Tt .

The PSLAs for Corrective Action for Priority 2 incidents will be deemed met if within 3 business days of
processing time for Priority 2 incidents: SAP proposes a solution, a workaround, or an action plan; or if
Customer agrees to reduce the priority level of the incident.

41 SAP #E = (3) /NTARH AP (8] A BT 5 —AUSE AR MR k7 5 S i BAT Zh iR, 8% 7 Al
FEARSFAF DL B S5 g0, RN AT S B0 58 A0 Se A A IEFS I PSLA.

Prerequisites

[

The PSLAs will only apply when the following prerequisites are met for incidents:

SAEFHF L LA R AT IR SR AR RO B0 T J7Res& H PSLA:

a) in all cases, except for Root Cause Analysis for Custom Code under Section 2.6 above, incidents are
related to releases of SAP Software which are classified by SAP with the shipment status “unrestricted
shipment”;

FERR LRSS 2.6 ) “ H E SURRSHIRA R K 047 AN BT A ST, FEE SAP 02K0y “ TR
7 RASH SAP B AT IIRUA 5

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition in
accordance with SAP’s then current incident handling log-in procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note 16018) for
SAP to take action on the reported incident; and
R E PR SAP JER (A B S {CFR T, 83T SAP Solution Manager (AVAR) [ 7 & BESS
VIR RS LSO ARES, HEFE S SAP B & AR RIBAT A T R RA S TEAE B (R
SAP 1R 16018 52 JETATHUR SAP 1% 16018 (¥ At SAP 7 ERE) : JEH.

c) incidents are related to a product release of SAP Software which falls into Mainstream Maintenance or
Extended Maintenance.

FA G AT EWAED B RSB BT SAP BAFIN 7 fh AR 5%

For Priority 2 incidents, the following additional prerequisites must be fulfilled by Customer:

X ARG, BB LA 2 LN A AT S SR AT

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;

FE53 U B AR OC 0] 8 B O 25 5, DAMEE SAP 3 i) Lk AT il

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 2
incident consistent with Customer’s obligations hereunder; and
&P 2R SR NI R NS SAP 3T 247 W4 RAEAIE, SRR ANFRZIELBNE. A&R
JERIRIR,  ATRIE A ST L %5 LSS T AL B S — AR e i IR

c) Customer contact person is provided for opening a remote connection to the system and to provide
necessary log-on data to SAP.

FPEHIR RN G RGELRFEER, JFR SAP $RAL 7 K R B .

SAP Service Description for SAP ActiveAttention Services CHINESE (SIMPLIFIED) v.1-2022 13



2.7.4.

2.7.5.

2.7.5.1.

2.7.5.2.

Exclusions.

HIHMETE -

The following types of incidents are excluded from the PSLAs:

DA B A A B & 7E PSLA G N

a) incidents regarding a release, version and/or functionalities of SAP Software developed specifically for
Customer (including without limitation those developed by SAP Innovative Business Solutions and/or by
SAP subsidiaries) except for custom code built with the SAP development workbench;
HEITRE IR SAP #4t (BFHMEAR T B SAP Innovative Business Solutions [ 45 v )5 %
JERIIAN/EL SAP SKIBCA RITFR AR BIMCARIIEL DRGSR, dlid SAP JTR TAEE /RN E X
AL ER A

b) incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and
SYENEEKEY A AT . DR T B8 B8 0T B S A [ 2K /3t X RO AT 6 () S A e BR A2 4, BRI
B G/ X fRAS R B SAP 5L SAP BRI AIEE T A BAK

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.
B RIARA TR FA R ST R, R R CCHFRIER” D, B ER AN ERTE R

Service Level Credit

55 KPR

SAP shall be deemed to have met its obligations pursuant to the PSLAs as stated above by reacting within
the allowed time frames in 95% of the aggregate cases for all PSLAs within a Calendar Quarter. If Customer
submits less than 20 incidents (in the aggregate for all PSLAs) pursuant to the PSLAs stated above in any
Calendar Quarter during the ActiveAttention Services Term, SAP shall be deemed to have met its obligations
pursuant to the PSLAs stated above if SAP has not exceeded the stated PSLA time-frame in more than one
incident during the applicable Calendar Quarter.

WE—ANHIIZEEN, SAP fEfE RN AHER N XA PSLA &MZEHIRE A2 LTH (95%) 1EHmR,
BRIt B2 JEAT 1 ik PSLA BUE R XL 55 . 2% K4 Lk PSLA, & ActiveAttention JIR 55 IR A fE = H
DIZEFE PR AR R =+ (200 % (BT PSLA WL gs ) i, SAP ZEARR. H JJi 225 Pyl 48
PSLA N HHEZR A Z T —25%, WALy SAP B JEAT 1 Lik PSLA FiLE 1 X 55 .

Subject to Section 2.7.5.1 above, if timeframes for the PSLA’s are not met (each a “PSLA Failure”), the
following rules and procedures will apply:

WHERTIRSE 2.7.5.1 TTHIE, WL PSLA KIS TAIHESE GEELL —IRED “PSLA 34”7 —¥0 , WU ALA
PR R T LLIE A -
a) Customer shall inform SAP in writing of any alleged PSLA Failure;
PR TR AN SAP BTA JLERRE) PSLA H4;
b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP RIXHEMILERIGRITHE, FFRMAP MRS, UESER R % R )&
c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the PSLAs;
HRIN SAP SRt A B FE R, DU B IR, A SAP RERS NG PSLA FIHLE ;

d) subjectto this Section 2.7.5, if based on the report, a PSLA Failure is proved, SAP shall apply a Premium
Service Level Credit (“PSLC”) to Customer’s next ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention Service Fee for the applicable Calendar Quarter for each PSLA Failure
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2.8.

2.8.1.

2.8.2.

2.8.3.

reported and proved, subject to a maximum PSLC cap per Calendar Quarter of 5% of Customer’s
ActiveAttention Service Fee for such Calendar Quarter;

AAT (B 2.7.5 TME, WHEIESLET PSLA E4y, T SAP ¥ 1T —3K ActiveAttention il 2% 9%
FRENHSE M KA (BURER “PSLC” O, ZWHAMY T2 P48 RERE HiEsir
PSLA BT TER H I 2= B8N ActiveAttention 2 FINE 722 F i =T (0.25%) , HAHES & H iz
FEH) PSLC FR#T, BI% A 7E1% H JJIZ2 R P I ActiveAttention IR &2 IE 22 H (5%) ;

e) Customer shall notify SAP of any PSLCs within 1 month after the end of a Calendar Quarter in which a
PSLA Failure occurs;

KPR RAE PSLABAMHIZEESE R EMN— (1) ASHWIEE SAP {E{7 PSLC;

f)  No PSLC(s) will be applied unless notice of Customer’s well-founded claim for PSLC(s) is received by
SAP in writing; and

FrAR SAP U EI % B d 78 2 (9 PSLC R Fiid s, SIS IRUER PSLC; JFH

g) The PSLC stated in this Section 2.7.5.2 is Customer’s sole and exclusive remedy with respect to any
alleged or actual PSLA Failure.

AFT (552.7.5.275) Priki¥) PSLC /&% ) WAL B AR A S BR ) PSLA 20 T e U A Ml — HEAB A2
SAP Product Engineer on Demand Services
SAP 77 il TRENTA% 5 5%

SAP Product Engineer on Demand Services (“PED Services”) is a remote service, unless otherwise agreed,
which provides access to an SAP support engineer (“Product Engineer”) for advice in, but not limited to, the
following areas:

SAP ;7 it TR H g5 (BLRIAR “PED RSS” ) & —TWim iR iRss, BERM SAP SCRF LR (LAUR IR
PRI O RACFEEART LUN IR W CAALERIBRAM) -
a) analysis of incidents or issues;

A E e 23 B 5
b) issue resolution/workarounds;

[ S TE S INAS YIS
c) Dbest practices; and

SUBSERE PR
d) software design.

BAT T
PED Services are provided solely for the Production System application components and corresponding
Customer installations specified in an ActiveAttention Services Scope Document to an Order Form.
PED 25Xt RH T2 ActiveAttention JI% 55305 B SR FH& i 01257 ZR G5 7 AR FE AL B AL 125 1 3 41
.
Customer shall initiate PED Services by submitting a support case, in English, via the SAP support
infrastructure in accordance with SAP’s then current incident processing log in procedure containing the

relevant details and then contacting the Product Engineer and providing the applicable incident number in
which the Product Engineer should take action. PED Services will only apply to:

%P R SAP Ja I (M FA AR B ICRE T, il SAP SCIFREARIAEM LA SO U FR A A S AH G TR P A 1 SR

ZBl, RIS i AR R IR AL i AR RCR BT SR RN S g, BUAER PED g5 . PED JIRS5X
T
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2.8.4.

2.8.5.

2.8.6.

a) incidents related to the Production System application components specified in the ActiveAttention
Services Scope Document to an Order Form, which are classified by SAP with the shipment status
“unrestricted shipment”; and
LTl g2 ActiveAttention JIk 5538 FEl SO Hh 75 58 104 77 R G R R 7 LA AR O IO A, AT IRAS
SAP FrEN “TIRHIAE” + LK

b) incidents related to Production System application component releases which fall into Mainstream
Maintenance and/or Extended Maintenance.

ERET AR R A FELE S B B AL ZR G0 B AR P LA RRAS A SR )

PED Services do not include implementation services or delivery of remote services available under a Support
Schedule. In addition, PED Services do not apply to:

PED JIk 35 AN & KA SRR PR AL 0 St R 55 BT RE AR 55 5248 - BEAh, PED M55 ANEH T

a) incidents regarding a release, version and/or functionalities of the Production System application
components developed specifically for Customer (including, without limitation, those developed by SAP
Innovative Business Solutions and/or by SAP subsidiaries);

HRITRE P RAT RGN AP AMS (BFEEAIRT SAP Innovative Business Solutions [l
SR TS BRI IANEL SAP SCHA F TR LA IR FITBL T B G

b) country versions that are not part of the Production System application components and instead are
realized by partner add-ons, enhancements, or modifications are expressly excluded even if these country
versions were created by SAP or an SAP Affiliate; and
EAENLE” RGP ARG 5y, TE SRR AL . 1555 D R IS B o e S BRI [T 5%
TH DX A D S AR A HEBRTE AL, B I [ R/ X R AN 2 B SAP 8% SAP SR AL B g mi sl LA

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.

FAFIMAS SRR AS S ke o B, TR ThRE B C “TFRIER” ), B FABIAZENERIE R,

SAP will assign 1 Product Engineer for each Production System application component and installation
combination specified in a ActiveAttention Services Scope Document to an Order Form within 4 weeks of the
PED Services Start Date. Such Product Engineer(s) will be available for an 8 hour period between 8:00 am to
6:00 pm during regular working days, in accordance with the applicable public holidays observed by the SAP
registered office associated with the installation covered under PED Services (“PED Office Time”).

SAP KTEM PED k5546 H ISR (4) N NITIHE L ActiveAttention JIR45 Vi Fl ST Hh 48 72 &AM A2
FERGN AR AM A A EGTRIR— (LD A7 LRI, #4885 PED ARSS VG NI 2254 51 SAP 1
INA B FTRESF RIAH R AR H BAUE, 7E%0™ i LRI IER T/EH B B 8 fiZI TR 6 mify/\ (8) /N
WITHERS 52 BER (BLURNTRIFR “PED ZpARH” D .

Customer may designate qualified English speaking contacts (up to the number of contacts specified in a
ActiveAttention Services Scope Document to an Order Form) within its SAP Customer Center of Expertise
(“Customer PED Contact(s)”) per Productive System application component and installation number
combination specified in a ActiveAttention Services Scope Document to an Order Form and shall provide
contact details (in particular e-mail address and telephone number) by means of which the Customer PED
Contact Person (or the authorized representative of the Customer PED Contact) can be contacted at any time.
Customer’s PED Contact(s) will be Customer’s authorized representative(s) empowered to make necessary
decisions for Customer or bring about such decision without undue delay. PED Services will be delivered
exclusively to the assigned Customer PED Contact(s).

BT 2 ActiveAttention Ik 45-38 B SCRS 4 5 RN 7= R G B FR P AR 226w 5 06, I
Customer Center of Expertise [% /7 HEN AR P O] THIEIRBEBERIENEHRBERN (RZ AT WHZ
ActiveAttention fRZVEESCRIFIREMBCRANED  (BUNERE “&BF PED BRRAN” O, HIRMLHFARK ARG
B ORI HF IR G 510D, HREER AR R 2% /- PED BER N (BHFEHARE) . &7 PED
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2.8.7.

2.9.

29.1.

2.9.2.

2.9.3.

R AR PR AR, AR 7 ] 72 0 B R S Bl S I SR TR SR B A 38 vk . PED JIRSS REAR [ 45
JRIZ P PED BER A4,

As preparation for delivery of PED Services, Customer’s PED Contact and the assigned Product Engineer(s)
shall jointly perform one mandatory set-up service for the covered Production System application component
and installation combinations. This set-up service will be based upon SAP standards and documentation.
YENZEAT PED RS HIME®: TAE, % PED BER NAIFRIR A7 b A2 3[R D38 o (02 7 R G AR e 4H A
M3 A PAT R EIIRBEIRS . MR BRSPS T SAP ARAEFISCRY.

SAP Accelerated Incident Management (“AIM”) Services

SAP IEFHAET (LAFERR “AIM” D RS

SAP will provide access to an English speaking named contact within SAP’s support organization (“SAP
Incident Manager”), between 8:30 am to 5:30 pm local time, Monday through Friday, unless otherwise agreed
to in writing by the parties, to support Customer in optimizing processing Priority 1 and Priority 2 incidents as
defined in the applicable SAP Support Agreement. The assignment of the SAP Incident Manager will occur
within 6 weeks after execution of the Order Form.

SAP RifE SAP SCHFESITAfRE — ZRIEIHEMBECR N (LLURFFR “SAP BEELE” ) , 4 2/ h b
8RBT b AR (RIEXTTHAEREWAE) , NESIRMESHFFIRSG, RIEEHK SAP SR
RLE, DAL 5 — AR RN AR R P AL . SAP S MR TR Z N (6) Ji AT
Ei=R/

The SAP Incident Manager provides:

SAP F{FL B

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
BEX 2 — LS AN 2 S B AR A SR S AR S %
b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
BEX ik RGP A R R, $RALE P SHARIRES R SRS ;
¢) incident management process empowerment session(s); and
FAEHRAE AW AR
d) periodic remote meetings with Customer to review the status of Customer incidents.
HEFEMAFZRS, BEEZ P EHIRE.
In addition, SAP will make available a critical situation manager within SAP’s support organization to remotely
coordinate and/or assist a Customer designated management contact (“Customer Contact”) with Priority 1
incidents. Assignment of a critical situation manager will occur approximately 1 hour following Customer’s
request documented in a Priority 1 incident. The assigned critical situation manager will be available to
Customer’s Contact and will remain engaged until the earliest of the following:
IbAh, SAPIESTE SAP IR TN ZHF— B RS A, WA RA/E % -9 e WEHEBCR A (BLUF &R
“EPBERN” D AEE—RICH LR, AL R RNIE S — e G R P SRR R — (1)
AN EREAT . FRIRK N S4B SR PR AR, BEIRED SR — (BLRRRAEE A -
a) resolution or workaround of the Priority 1 incident;
fifth 1SR RS A S TR ROT R
b) reduction of the incident priority level to a priority level other than Priority 1; or
BRI R IR — R UM B
c) agreement of the parties to disengage the assigned SAP individual.
W7 415E fRBRIRIR SAP A B
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29.4.

2.9.5.

2.9.6.

2.9.7.

2.10.

3.1

AIM Services will only apply to incidents related to a product release of SAP Software which falls into
Mainstream Maintenance or Extended Maintenance.

AIM Ji 55 A0E T 5 40T F e sy YRS B BU SAP B K7 b AT R A

AIM Services will be provided solely for the select productive Customer installation and SID combinations
and/or SAP Cloud Service and installation combinations specified in the SAP ActiveAttention Services Scope
Document to an Order Form. Customer may select AIM Services for those SAP Cloud Services identified in
SAP Note 2649568.

AIM R AL EF XTI 5. 2. SAP ActiveAttention i 457 Bl SCAS R 35 72 28 AR = P 22 25 0 SID A F/al SAP =
AR5 A2z A4t . & PRI EER SAP 1B 2649568 TR SAP = ARG IERE AIM RS

Customer may designate up to 3 qualified English-speaking contacts (“Customer AIM Contact(s)”) and shall
provide contact details (in particular, e-mail address and telephone number) by means of which the Customer
AIM Contact can be contacted. AIM Services will be delivered exclusively to the assigned Customer AIM
Contact(s).

HPA LR ERZ = (3) AEBEIERAHEBEAN (LR “BF AIMBRA” O, JFRIEANEBRE
B CGEEAZBF IR A 551D, DURIERERS #RAEBC R B2 AIM BER A . AIM R4 RAY RIFR IR B %%
FAIM B R AL

As preparation for delivery of AIM Services, Customer’s AIM Contacts and the assigned SAP Incident Manager
will jointly perform 1 initial remote set-up meeting.

PERZEAT AIM 55 HO#E % TAE, 21 AIM BER AFIRIRT SAP FAFS BN ILFEHIF— (1) SyIJca ik
#eWo

SAP Baseline Support for Innovative Business Solutions (“IDP Support”)

SAP QBN S5 R TT GILLSRE (LURTRIFR “IDP 32”7 )

IDP Support provides incident handling support services as described in the Exhibit 1 attached hereto for all
Features delivered to, and accepted by Customer, under an SAP Innovative Business Solutions Development
Scope Document(s) under an Order Form specified in an ActiveAttention Services Scope Document to an
Order Form (“IDP Support Eligible Scope Document(s)”) excluding software to which special support
agreements apply (which includes, but is not limited to, SAP Enterprise Support or SAP Product Support for
Large Enterprises).

IDP X #F BEMKIE 1T 2 ActiveAttention Ik 2% 70 [l SC RS 1 48 8 1T B2 SAP Innovative Business
Solutions [BU3FnV 55 He )7 LT R TG SCRS (DUR R “IDP XRFERIBEIR” O , AAE At A2 K
W TS Thae IR LA SCRT I B 1 TR I A B IR 55, & SR R CBFEEARR T SAP
Enterprise Support [k 457 #]8% SAP Product Support for Large Enterprises [V~ 55D ) HI#%
FEERSb .

ENGAGEMENT MANAGEMENT
BHEH

Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned
FTQM. Customer's Engagement Manager will be English speaking and empowered to make necessary
decisions for Customer or bring about such decision without undue delay. Such Engagement Managers shall
cooperate closely with each other to administer the terms of the Agreement. ActiveAttention Services
performed by the assigned SAP resources will be coordinated with Customer’s Engagement Manager.

HITHRARIR— A T H 28 . SAP BT H 2B ROMFRIRK FTQM. 207 BT H 2 B RO E 81, FFABURE
P B R AR B S R PR R BN R . BRI H P2 A N S A, LR PR HRIR
i) SAP BHIEIAAT I ActiveAttention I 55 28 5% /= (35T H £ PEAEAT VMR
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3.2

3.3.

In addition, the parties shall conduct regular executive meetings during the term of ActiveAttention Services
(“Executive Meetings”). Such Executive Meetings will occur no less than once per quarter at times and dates
mutually agreed to by the parties. The purpose of such Executive Meetings is to review, discuss and mutually
agree if further measures are required to achieve the purposes of the ActiveAttention Services based on the
then current ActiveAttention Services status. Each meeting will include a status report on progress in the key
focus areas, including, but not limited to, the following:

Ak, BT RIFE ActiveAttention IR %56 ZUH N E I E T @A EE S (LR “BREAEREZW” ) .
REESWEANEERDPN AT IR, BEWNTES HBBRAUERZAE . 2 mREE S8 R M
ActiveAttention IR&-RZ, %, iR FFIEFRIZ 2 NI ActiveAttention JIjRZS B 14 Bt i REX At — 20 it
RSN AL S S D0y 7 T Ik RS, B EAR T

a) An evaluation of progress under the ActiveAttention Services program compared to the agreed to key
focus areas, KPI's and the ActiveAttention Services engagement plan;

PG TE ActiveAttention i 55 t1RI T 2058 19 3 55 S35 J7 TH L RS L. KPI AT ActiveAttention iR 45 151 B %Il

b) Identification of risks and/or delays that may jeopardize the performance of Customer's SAP Software
solution including risk mitigation recommendations;
PUAAT e 2 6 S % P K] SAP B iR P 7 St BE 0 AR FI/ERAE IR (A% RS LB 80
c) Implementation of recommendations;
TS S 17 5
d) Discussion of open issues and any change requests from either party; and
TR RUTT R A YL i) R DA S AR AT — D7 R AR S R BLAC
e) Relevant details regarding project organization and planning.
KT H IR BIAH DS A5

A meeting report will be prepared by SAP’s Engagement Manager and forwarded to Customer’'s Engagement
Manager for verification. If Customer’'s Engagement Manager does not contest the report in writing within 30
working days of receiving such report by providing specific report change requests, the report will be deemed
confirmed by Customer. The parties shall cooperate in good faith to resolve any report change requests and
issue final versions for approval and acceptance.

SUARTE N H SAP T H A FAER, IFH R A% I H B TIAE . W BT H £ BAECE AR S 5 =
(30) MLAEH AR EIE A iz 4k i fe th 7l BRI AL RARR SR ETE R, MAAE T Cifilizik
o XUTT AR, FE R R FITAT 12 75 22 S SR AN AT e R A AT A AL AN 0L

SAP Cloud Governance
SAP =in

If Customer has subscribed to SAP Preferred Care, cloud edition, and/or SAP Preferred Success, cloud
edition, the Support Experts (as defined in the Support Policy for SAP Cloud Services) will be included into
the ActiveAttention Services engagement management governance [i.e., participate in Executive Meetings,
coordinate activities with the designated Engagement Manager(s)] described in this Section 3 during the term
of the ActiveAttention Services and for so long as Customer continues to subscribe to SAP Preferred Care,
cloud edition, and/or SAP Preferred Success, cloud edition.

R P AT SAP Preferred Care (mhiAS) [E kSR = AR F1/8 SAP Preferred Success (mhiA) [Eik
I RRA], MIFE ActiveAttention Ik 25 HAFR N, REE P4k 8250 SAP Preferred Care (ZhA) [EIESCRE
ZIAIFIEL SAP Preferred Success (Z[RA) [HERII WA, LR (I SAP &4 CHRBURF I
SESL BRI 3 TTATIAN ActiveAttention 4T H BRI, SnmAgEESW UL LS ENTH %
PP &SN

SAP Service Description for SAP ActiveAttention Services CHINESE (SIMPLIFIED) v.1-2022 19



3.4.

5.1.

5.2.

5.3.

54.

The cooperation of any Customer’s third-party consulting partner(s) (“Customer Partner”) is critical to the
success of the individual ActiveAttention Service engagements. Customer shall ensure that such Customer
Partner will comply with Customer’s responsibilities, this ASD and any ActiveAttention Services Scope
Document to an Order Form and will cooperate with SAP as reasonably requested by SAP in order for SAP
to fulfill its obligations under this ASD and any ActiveAttention Services Scope Document to an Order Form.

R 3 = B A R (BURTRIRR “BPE1EKAE” ) 1PMER ActiveAttention k25101 H RN O
BN RIESRE P AR ESF R P ST B R . A ASD Kl TR Z AT ActiveAttention AR 45 i [l SCA4 1)
Wi, HMNRYE SAP &HIE RS SAP &1F, LUE SAP BT HAEA ASD I il ¥ 2 4-{a] ActiveAttention fil
230 B SCR T I S5

CUSTOMER REQUIREMENTS

P RWLMER

To receive ActiveAttention Services under an Order Form, Customer must:

NFRAFIT I ) ActiveAttention IRSs, 25/ A7

a) continue to pay all support fees (i.e., Enterprise Support Fees, or Product Support for Large Enterprises
Fees) under the License Agreement;
k8 T ATVF R R BT LR SR (BI: SAP Enterprise Support [k 3% ##] %% 5k SAP Product
Support for Large Enterprises [KA k=5 RFZ D

b) otherwise fulfill its obligations under the License Agreement, GTC, the Order Form, and the
ActiveAttention Services Scope Document; and
JEAT HAEVFRT BN . GTC. T LK ActiveAttention Il 453 B SRS B A 555 DLR

c) provide remote connectivity and data access in accordance with the Support Schedule.
MR SCRFBM,  $R Ak a7e R 30 PR R A 7 1)

GENERAL PROVISIONS

— &K

The assigned Embedded Resources will be entitled to their normal annual vacation leave as set forth in their
employment contract with SAP or other SAP Affiliate.

FEIR MR BT RARYE H 5 SAP BUH A SAP JCER AL FT 25 8 1) JiE F 4 7] 2 1R IR AR AR

To ensure efficient communication, the language for the delivery of ActiveAttention Services will be English.
Relevant information related to the individual ActiveAttention Services will be provided to the SAP resources
in English.

NHRE RGEIE, 4L ActiveAttention RS I HIEIEAZ . 5% ActiveAttention IRZ5 1S BN H FE1ESE
fEZ5 SAP E I,

The assigned SAP resources (including the assigned Embedded Resources) may occasionally perform
ActiveAttention Services activities hereunder from an SAP office.

TRIRA SAP B (CBLIFHRIRATIRA GBI AT REM/R 1L SAP Jpa S HAT AP IT T ) ActiveAttention i 5%
I

The scope of ActiveAttention Services offered by SAP may be changed annually by SAP at any time upon 90
days prior written notice to reflect the continuing development of SAP Software and technical advances and
provided such changes in the scope of ActiveAttention Services are applied to similarly situated SAP
customers subscribing to ActiveAttention Services in the Territory as defined in the applicable SAP License
Agreement. If SAP exercises its option to change the scope in accordance with this Section 5.4, and such
changes are not acceptable to Customer, Customer is entitled to terminate the ActiveAttention Services Scope
Document(s) to any Order Form(s) affected by such scope change(s) with effect at the expiration of this 90
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5.5.

5.6.

day period. If Customer does not terminate within such period, the changes are deemed to be accepted by
Customer.

SAP R4 ActiveAttention IR V6 I 7T B SAP FERFAE AT MBS %, 7EFRAT/L+ (90) RBMiEA 5 T LA
W, DR SAP B RS IT R B A, {H ActiveAttention IR 55 V8 il # 1 3448 B 58 FI T4 3¢ SAP ¥R 1
BT IS P ) SAP & 7 X ActiveAttention IRZS 2SR . 1 SAP EATYEIRIE A 5.4 F5HLE LG
B, B2 P2 AR T, M7 P A AL 28 1k 52 25 R AR 5 2 (4T AT 3T T B 2. ActiveAttention i 457 B SC
B, ARt (90) KRR AR . &P RAMBHRINLIEN, MARFPEZEE,

Fees are subject to change once per calendar year upon 90 days prior written notice to Customer. If SAP
exercises its option to change fees in accordance with the preceding sentence, and such changes are not
acceptable to Customer, Customer is entitled to terminate the ActiveAttention Services Scope Document(s)
to any Order Form(s) affected by such fee change with 30 days’ written notice from Customer’s receipt of
SAP’s notice of such fee change with effect to the end of the then current calendar year in which such fee
change notice is given. If Customer does not terminate within such period, the fee changes are deemed to be
accepted by Customer.

MR55 2 AR H AR —Ik, BZRETLT (90) RIME A KIETHEH . W1 SAP EATHRERIEIT—A) N

AEERH, HEPAEZWIARE, WEPAERIENE SAP KR AAEEM B =1 (300 KM,
D= T30 26 ) T Q2% 1 52 b 28 B A o8 S0 1)1 T B 2 ActiveAttention IR S5VE I SCRY,  H&1R7E & 28 2%

AR I — R AR R RIEATR I N & LR, WOAR 2 A,

ActiveAttention Services will terminate effective the same date as:

ActiveAttention & 55 W7E L M AR HZ& k-

a) any termination of the Support Schedule under the License Agreement; or
VA SR DM N2 1k 5)

b) any Customer change in its SAP support (i.e., SAP Enterprise Support or SAP Product Support for Large
Enterprises) subscription to SAP Standard Support.

% P DR R AL 0 SAP SR (140, SAP Enterprise Support [4)V 37 #]8k SAP Product Support
for Large Enterprises [ KB 4b = 552 5] 28 %y SAP Standard Support [Fx#E 2 5]
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1.1.

1.2.

1.3.

1.4.

1.5.

Exhibit 1
MR 1

SAP Baseline Support for Innovative Business Solutions
SAP QIFNL B R RTT REEL SR

This Exhibit governs the provision of SAP Baseline Support for Innovative Business Solutions as further
defined herein (“IDP Support”) for all Features, as defined in 1.3 below, excluding software to which special
support agreements (which include but are not limited to SAP Enterprise Support or SAP Product Support for
Large Enterprises) apply.

NETE hEE (W R SCEs 1.3 TR SO 46 SAP Gk & vy I L2 37 (LU RWAR “IDP 8" ) %
AWML, 8RR SR (RLFR(EARER T SAP Enterprise Support [42)l 37 ##]8k SAP Product Support
for Large Enterprises [ KRV 52 H75]) HIBAERR Ao

DEFINITIONS
& X

“Base Software”: For the purposes of this Exhibit, the reference to “Base Software” means the SAP Software
upon which the installation and use of the Features depends/operates. Base Software is not licensed under
this Exhibit and must be licensed separately.

CHRRHEAET - EARMAE, IRV RARIIREN A T KIBZ AT SAP Bt BEREEIEAIEA
FEPFVERIVEEE A, ARSI AT VR AT

“Customer Communication Point”: For the purposes of this Exhibit, the reference to “Customer
Communication Point” means a certified Customer Center of Expertise (“Customer COE”) or those
employees of Customer entitled to request IDP Support services. For the Customer COE the relevant terms
and conditions of the Support Schedule apply. If no Customer COE is available, the employees entitled to
request IDP Support services must be nominated by Customer to SAP in writing.

“RPBREE” . RS, RSB S T RIEZLIMIEN Customer Center of Expertise [% /7 4l &R o
0] (BURERR “Z&F COE” ) s ALIER IDP SCHFERS 1% /7 i L. XF% 7 COE, H4i& i 3 RriUitIAH
KA. MARRMATEATE F COE, NZ F Zi LT 2 m SAP g @ A ALE K IDP SZHE RS 5 L.

“Features”: For the purposes of this Exhibit, the reference to “Features” means the software or functionality

and its documentation purchased from SAP by Customer under the IDP Support Eligible Scope Document(s)
listed in an ActiveAttention Services Scope Document to an Order Form.

“ThRE” « FEARMMER,  “ThRE” R UIEITIWR L ActiveAttention JIR S5 IER STRY TSI IDP SR
IREFE SO SAP LI SE IR BRI RE, S HAH GO

“Production System”: For the purposes of this Exhibit, the reference to “Production System” means a live
system on which the Features are installed, that is used for normal business operations and where Customer’s
data is recorded.

“HEFERG” . AW, CEPRGT RIRDIRE RN L RS, HTIEE RS E I R
CE-Iak \CIR

“SAP Software”: For the purposes of this Exhibit, the reference to “SAP Software” means all software
licensed by Customer from SAP under the License Agreement.

“SAPERME” : fEARIIET,  “SAP B AR KRV AT B SAP ARG AT A B
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2.1.

2.2.

2.3.

2.4.

SAP BASELINE SUPPORT FOR INNOVATIVE BUSINESS SOLUTIONS
SAP QLB Rt T RELL SR

IDP Support provided under this Exhibit is limited to the Features delivered to, and accepted by Customer,
under the IDP Support Eligible Scope Document(s) listed in a ActiveAttention Services Scope Document to
an Order Form. IDP Support services support the functionality of the Features with the releases of Base
Software and in the information technology (“IT”) environment as defined under the respective IDP Support
Eligible Scope Document(s) and in its associated documentation.

ASHHE T RUE ) IDP SR PR T IR 1T 3 2. ActiveAttention IR 45y Bl SCRS H BT 1 () IDP S RFA 411 Bl SR
A% AT IRt Fe P BN I T RE . IDP SCRFIRSTAEAS BEOR (LURTRIFR “IT” D 3A85E (WIAHRLAY IDP SCFF &
AR SRS B AR SRS R i aE SO o AR AR RRCAS SR D RE

IDP Support for those IDP Support Eligible Scope Document(s) where Customer’s acceptance of the Features
will occur during the ActiveAttention Services Term of an ActiveAttention Services Scope Document to an
Order Form, will commence as of the first day of the month following Customer’s execution of an amendment
to the Order Form activating IDP Support pursuant to an ActiveAttention Services Scope Document to an
Order Form. All other SAP Software licensed by Customer under the License Agreement is explicitly excluded
from the IDP Support services provided under this Exhibit.

XHFARYE IDP SCRES A TG SO % FTEIT 2. ActiveAttention 5510 B SRS ¥ ActiveAttention iz 25 H R P
WA DIRERT IDP SCRFTT 5, IDP STRER N 7 25 2 AT I 5 2 ABT #2 IRAT I 5.2 ActiveAttention fil 357 il 5C
RIS IDP SCRFZ A HIRA 55— RITaR . SAP ARIEA NS L) 1DP SRR 55 B R AN 35 2 AR VF 7T M X
IRAGVE AT BT A HoAt SAP B ft

IDP Support is provided during IDP Support Office Time and includes the following:

IDP SZHFFE IDP SCRFIM A AN AR B, JREFEELT WA

a) Incident handling by SAP for problems related to the Features;
SAP EHX T BEAH % 1] ) S AR B 5

b) Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or
workaround solutions or action plans; and
IRIDAEIEEAN T (B FESR FTR SR A B RE ), BUR M SR TT REAT SR DA

c) Support packages for Features - correction packages to reduce the effort of implementing single
corrections or changes to existing functionality. This is not applicable in cases where the Features are or
have been developed on Customer’s non-Production System.
DiResC i — H TR0 St SR e IE AR R B/ b e A TR B IE AL, XA E M TAEZ A
ARG LIFRECETFR T DRI

For daily operation and cooperation for support-related issues associated with IDP Support, SAP will name a
contact person for Customer within SAP's Innovative Business Solutions organization (the “IDP Support
Delivery Manager”). The IDP Support Delivery Manager will perform the following tasks as it relates to the
delivery of IDP Support for the Features:

T 5 IDP SCHFAHSC I R ) H H AL 5 E4F, SAP A% P LE SAP Innovative Business Solutions [k
SRRTTRIBIINIEE —BIRR AN (LLTFEFR “IDP SCIFRATEB” ) o IDP SCRAAT A BIGHAT FHES,
AR5 TIREN IDP SCIREAZAS A 5% 1 i)
a) Setup and management of the Customer’s incident component and associated incident queue(s);

R ANE F% I FAR AR AR S AR BA S

b) Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support
hereunder;

SAP Service Description for SAP ActiveAttention Services CHINESE (SIMPLIFIED) v.1-2022 23



BT ARIRSEAEA DL T IDP SZH# ) SAP Innovative Business Solutions [l 25 ok 5 2211 P &6 52 1
Eil

c) Support the TQM in the coordination and inclusion of appropriate ActiveAttention Services related to IDP
Support in the ActiveAttention Services engagement Service and Support Plan;
Y EE TQM (B TAE LK 5 IDP SRS AR R ActiveAttention A 5540\ ActiveAttention A 552 5E i
555 SRR AE

d) Support the TQM in the coordination of the individual service deliveries at the project level for the
ActiveAttention Services related to IDP Support that have been included in the ActiveAttention Services
engagement Service and Support Plan; and
THETQM il C49IN ActiveAttention k45 20 5E Ik % 5 3 FriHXI T IDP SCREFR 911 ActiveAttention Iz 45 i
H ZO 1 BN IR S5 S Tk Bl

e) Participate in the Executive Meetings on topics related to IDP Support (e.g., report on Customer’s
incidents, provide status on deliveries of ActiveAttention Services related to IDP Support).
ZmE=RW, Wiks IDP XHFMAMWED (Fla, REFPWEMS. 24 IDP CRFAHKN
ActiveAttention 45 FI3E IR

3. CUSTOMER PREREQUISITES
E R

In order to receive IDP Support services as described in this Exhibit, Customer shall fulfill the following
requirements:

JSRBUA A TR 1) IDP SCRFIRSS, 2577 Rijis 2 LA R 25K

a) Fulfill its obligations under this Exhibit, the Order Form, and the Agreement.
JEAT HAEATR A T B AN K X 55 .

b) Transmit all incidents to SAP in English via SAP’s then current support infrastructure as made available

to Customer under the Support Schedule using the incident-component provided by SAP in writing upon
acceptance of the applicable Features. Customer’s failure to assign an incident concerning the Features
to the correct incident component may delay SAP’s response to the incident while SAP determines and
makes the appropriate assignment. Customer understands and acknowledges that SAP normally has to
translate incident(s) that are not in English before it can process the incident(s), which adds to the time
needed to process the incident.
FER WA DR J5, 8 SAP I A R SCRFFRE R 284 IR SCRF R SGIR 4 % DD A
SAP SRR, ISR 0K BT F e SAP. % R BER W S I BERI FAT M L4
IER AL, AT B B T SAP ZHf 5 Hik 473 2 70 TE T S 20 SAP X SRRy ma R R AR GBI . &
PRI, SAP W R E ARSI, SRS A BEN AT AR, X AEAC T S A AL B T R
RIS 18]

c) Customer shall describe how the incident presents itself; in some cases, Customer may have to
demonstrate the incident. Customer shall help SAP analyze the incident and support SAP’s IDP Support
services, if necessary, deploying Customer’s own employees for these purposes.

% N IR AR R DAL BN, B AUEM . KRR SAP M A SCEF
SAP 1) IDP XX #§IR%s, WEN LR B2 R R — R L,

d) Customer shall classify each incident in the Features or related documentation in accordance with SAP
Note 67739.

R4 SAP VER 67739, %57 RIS D B BURH I SR A SRR AT 3 26

e) Customer must make available to SAP all documents concerning any alterations and enhancements (e.g.,
Modifications or Add-Ons) made by or for Customer that may help in the analysis of the incident.

Customer must also keep suitable, up-to-date records of those alterations and enhancements, and give
SAP access to them when necessary.
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4.1.

4.2.

5.1.

5.2.

5.3.

54.

BTN SAP SR S BTG BB ITE SO, o R P B N AT IR AT AT AR A
(UHEME ) o &P IR B X E A T AT R K A DS BoRid %, HFTEDLELN RAVF SAP Vjiaj it

FKidx.

f) Customer must apply all coding corrections, patches, work around solutions, support packages, etc.
provided by SAP under this Exhibit to the Features.
N SAP IR AS IR AL BT ARG SEIE . AN T BRI TR RSN T 6.

g) Customer may be required to upgrade to more recent versions of its operating systems and databases to
receive IDP Support services.
% FUR] R b UK FLHRAE R GBI B - G BB MR AR, A BRI IDP SCHREIRSS

CHANGES TO CUSTOMER INFORMATION, AUDIT

BPEERRE, #K

Customer undertakes to inform SAP without undue delay of any changes to Customer’s installations of
Features and all other information relevant to the use of the Features.

R LA SAP AT R D e 2R IR AR B DA K S DRI AT R I B AR A5 S

To check compliance with the terms of this Exhibit, SAP shall be entitled to periodically monitor the correctness
of the information Customer provided.

AR PRI SR BTG A, SAP A BUE WML 2N IE#E .
ADDITIONAL TERMS AND CONDITIONS
Hofh k5 &AM

IDP Support hereunder will be provided on Customer’s non-Production System where the Features were
provided to the Customer under the respective IDP Support Eligible Scope Document(s) For reasonable cause
and in consideration of all other prerequisites of this Exhibit Customer may request and SAP may agree to
provide the IDP Support on another Customer non-Production System in lieu thereof for the respective
provision of IDP Support. Notwithstanding the aforesaid, it is always the Customer’s sole responsibility to apply
the provided IDP Support to its Production Systems.

SAP RARGEAA RN IDP SERFE ARG SO, #1707 SR D RE K 2 P AR A7 R FRMEA Pk (1 1IDP 52
Ffo FEH T A BBl H A BRI A FAR TS SR AR RIS LT, % T2k B SAP A]BE Rl S % /7 i HL At AE
TP RGIRAE IDP SCHF, BAUH SR ALY IDP SR, REH EIRFE, HTIRALN IDP SRR T4 R4
R HIE P U DT .

If SAP provides third-party software (non-SAP Software) to Customer under the respective IDP Support

Eligible Scope Document(s), SAP shall not provide IDP Support on such third-party software unless otherwise
agreed separately in writing.

U SAP (R AEAI N IDP S AT ScR & PR ILSE =5t (AE SAP #4F) , MIBRAER B PEAE, &
] SAP AXT b2 5 = J5 AR 34t IDP 3 HF.

IDP Support is provided exclusively to the Customer Communication Point which must support each
installation of Features covered by this Exhibit.

IDP SZHF R A 5 PR SS mdR E, 5 & LU A I T o (1 D) RE (I AT 203 SR ST 7

IDP Support will end automatically on the same date as Mainstream Maintenance or Extended Maintenance
(provided Customer has subscribed to Extended Maintenance) (as such terms are defined in SAP’s Release
Strategy document at http://support.sap.com/releasestrateqy) for the Base Software ends.

IDP ZFRN F R I R R 4ET 8y R4 (A2 F P SR B4EY)  (HSREIIE SAP HIARA SR
R E S, DL http://support.sap.com/releasestrateqy) Z 1tz H B4k,
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5.5.

Fee(s) are subject to change:

PRI RER AL :

a)

b)

in the case of fixed fee IDP Support Eligible Scope Document(s) for the development of Features receiving
IDP Support hereunder, to reflect changes in the development fees for the Features receiving IDP Support
under the applicable IDP Support Eligible Scope Document(s); or

5 \DP SCRFE 6 T B SCRS SR A 42 1 2 D7 OF R 62 IDP SCREIIDIRERIIEBL T, IR 55 2 S R4 AH
LI IDP SCHREG VG B SO T R 5252 IDP SCREFIThRE R SR IR 5 5l

in the case of time and materials IDP Support Eligible Scope Document(s) for the development of
Features receiving IDP Support hereunder, to reflect a revised calculation of the Fee based on the total
development fees (including travel and expenses) paid by Customer to SAP for the Features receiving
IDP Support under the applicable IDP Support Eligible Scope Document(s) or during the term of the
applicable IDP Support Eligible Scope Document(s).

5 \DP SRR T8 BB SRR A 2 TR AN Rb 9 7 OT AR 3% IDP SCRERIDIRERITE LR, RS o Sse ik
TR PRIEAH P IDP SCREA &G B SCRY AR BIY) IDP SCRFA 638 B SCRYHABR P9 8252 IDP SCREI TR
M A4 SAP HUETIT A 3% CRLFEZEIR %) ROFEA L, FHHE AR .
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